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Abstract

Against the backdrop of the accelerated energy transition and the deepening of power marketization reform, customer satisfaction
has become a key element of the core competitiveness of power grid enterprises. Based on the service characteristics of power grid
enterprises and the demands of market development, this article clarifies the value positioning for enhancing customer satisfaction,
which not only lays a solid foundation for market-oriented transformation but also provides support for energy transition, while
assisting in the development of industry services. Analyze the core challenges currently faced by power grid enterprises in emergency
response, service channels, technical support, etc. Provide targeted improvement measures from three dimensions: capacity
building, channel integration, and digital assistance. Also, equip with cross-departmental collaboration, standard improvement, R&D
investment, resource allocation and other guarantee approaches to form a complete system of “positioning - problem - strategy -
guarantee”. It provides practical references for power grid enterprises to overcome service difficulties, enhance customer experience
and achieve sustainable development.
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