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Abstract

With the rapid development of the Chinese economy, China now has the world's most developed highway network, which has led to
a higher level of service demand from the public for highway toll stations. However, at present, there are many problems with non-
standard service models and low service quality at highway toll stations. Therefore, promoting the standardization, specialization,
efficiency, and digitalization of highway toll station service models is crucial for enhancing the public's sense of access and happiness
in better travel. The paper is based on research on the service of toll stations on highways under the jurisdiction of Zhejiang
Expressway Co., Ltd., and proposes four stages of development steps for improving the service of toll stations on highways. Through
practice, it has been shown that based on this development model, public satisfaction with toll station window services has been
increasing year by year.
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