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Abstract. This paper explores the difficulties of building a service-oriented government by taking the
evaluation results of public service satisfaction of Guizhou province in 2019 as an example. This paper finds
that building a service-oriented government is the process of improving the quality of public service in an all-
round way. With the steady improvement of the public service quality in China, the public's expectation of
the public service quality has been improved by changing from the original “yes or no” to the current “good
or not”. In order to speed up the construction of service-oriented government, government departments should
pay attention to the change of public demand and take the comfort, richness and transparency of public service

as the key points of quality improvement.

1 INTRODUCTION

Service-oriented government is an important symbol of
the modernization of national governance system and
governance ability. Improving the level of public service
quality is the basic requirement of building a service-
oriented government, perfecting national governance
system and modernization of governance ability. In his
report to the 19th National Congress, General Secretary Xi
Jinping made it clear that the system of public services
should be improved and that the equalization of basic
public services should be included in China's goals in
2020-2035. Since the 19th National Congress, the CPC
Central Committee and the State Council have attached
great importance to the construction of a service-oriented
government, and have repeatedly issued documents to
make arrangements for improving the quality of public
services.

Comprehensive evaluation of public service quality is
the premise and foundation of public service improvement.
China's public service quality monitoring and evaluation
system is still in the stage of exploration and construction.
Although some achievements have been made in the
evaluation of satisfaction level, it is generally biased
toward qualitative research and lacks in-depth research on
quantitative level.

According to Shi’s definition of government
performance evaluation, government performance
evaluation is to employ the optimal approach and method
to reach the government’s mission, responsibility and
goalll. This paper borrows Shi’s definition and apply it to
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the field of public service quality evaluation. Based on the
quality of public service of Guizhou province in 2019, this
paper evaluates the quality level of 11 public service areas
such as residential environment, public transportation,
infrastructure, medical and health care, public safety,
cultural and sports, compulsory education, employment
service, social security, administrative convenience and
old-age service by means of quantitative analysis,
analyzes the effect and shortage of the public service
quality in Guizhou province, and provides accurate
suggestions according to the survey results.

The survey collected 2,900 valid samples, including
400 in Bijie City, 400 in Guiyang City, 400 in Zunyi City,
300 in Qiandongnan Prefecture, 300 in Qiannan
Prefecture, 300 in Tongren City, 200 in Anshun City, 200
in Guian New Area, 200 in Liupanshui City and 200 in
Qianxinan Prefecture.

2 RESULTS OF PUBLIC SERVCE
QUALITY MONITORING IN GUIZHOU
PROVINCE

By comparison and calculation, in 2019, the public service
quality of Guizhou province is in the “relatively
satisfactory” level, with the monitoring score of 70.17
points. Satisfaction scores of 11 areas rank from high to
low, and the top three in order are compulsory education,
with the score of 70.99 points; infrastructure, with the
score of 70.75 points; public transportation, with the score
of 70.71 points. The last three are residential environment,
with the score of 69.78; administrative convenience, with
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the score 0f 69.41; old-age service, with the score of 69.38.
Among the 11 areas, the scores of compulsory education,
infrastructure, public transportation, public safety and
medical and health care indexes were higher than the
overall scores of Guizhou's public service quality
monitoring, and the scores of social security, cultural and
sports, employment service, residential environment,
administrative convenience and old-age service were
lower than the overall scores of Guizhou's public service
quality monitoring. Data comparison is shown in Figure 1.
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Figl. Public Satisfaction Score for First-level Index of Public
Service

According to the monitoring results, Guizhou province
public service quality overall presents the trend of “High
in the west and low in the east”, “High in the middle and
low on two sides”. Among the 10 prefecture-level cities,
five cities, Guian new area, Guiyang City, Bijie City,
Qianxinan Prefecture and Liupanshui City scored higher
than 70 points in total, of which, Guian new area scored
highest, 75.91 points; Guiyang City ranked second, 75.11

points; Liupanshui City rankedlast, 71.39 points. Anshun
City, Tongren City, Zunyi City and Qiannan Prefecture
scored between 65 and 70 points. Among them, Anshun
City scored the highest in this segment, 69.63 points, and
Qiannan Prefecture scored the lowest in this segment,
66.83 points. The monitoring score of Qiandongnan
Prefecture was between 60 and 65, with the score of 63.98.
The overall score and ranking of public service quality
monitoring in each city are shown in Table 1.

Tablel.  Score of public service satisfaction in each city
Region Total score
v

Guiyang New Area 7591
Gui Yang 75.11
Bi Jie 74.89
Qianxinan Prefecture 73.13
Liu Panshui 71.39
Guizhou Province 70.17
Anshun 69.63
Tong Ren 68.24
Zun Yi 67.93
Qiannan Prefecture 66.83
Qiandongnan Prefecture 63.98

The scores of 10 cities in Guizhou province at first-
level index are shown in Table 2.

Table2.  Monitoring scores of public service quality in each city
. . . Medical . | Cultural . .. . Old-
Rank Region Total Re§1dentlal Public et | e heettin Public e Compul§ory Employment Socu.ll Admlms?ratlve o
score | environment | transportation safety education service security | convenience 5

care sports service

1| GuianNew ] 9591 | 7557 75.25 76.13 7553 | 7681 | 7624 | 77.82 7546 | 7557 75.07 75.52

2 | GuiYang | 75.11 75.11 76.07 75.95 7487 | 75.78 | 74.64 75.68 74.26 74.34 75.14 7435

3 Bi Jie 74.89 74.19 75.15 75.78 7485 | 7545 | 7453 7538 74.66 75.67 74.52 73.62

4 | Qianxinan | o530 g9 5y 74.08 72.58 7445 | 7329 | 7406 | 7431 7390 | 7092 72,10 72.13
Prefecture

5 | Liu Panshui | 71.39 72.95 71.27 71.90 7139 | 7438 | 71.54 70.26 72.29 71.08 7271 65.52

Guizhou {75 ) 7 69.78 70.71 70.75 7028 | 70.66 | 69.97 70.99 69.87 70.05 69.41 69.38
Province

6 Anshun | 69.63 70.23 71.77 70.26 7100 | 68.98 | 69.75 71.26 68.61 70.74 62.62 70.68

7 | TongRen | 68.24 67.13 69.08 68.51 68.09 | 68.77 | 67.96 69.07 68.09 68.11 67.36 68.53

8 Zunyi | 67.93 66.22 68.14 68.68 6789 | 68.14 | 67.68 68.20 68.14 68.39 67.20 68.59

9 Qiannan | 50 g3 66.37 67.59 68.02 6775 | 67.12 | 64.74 68.75 65.48 66.68 67.57 65.11
Prefecture

1o |Qiandongnan| 5 o 64.23 64.21 64.34 63.18 | 63.74 | 64.81 65.10 63.61 63.65 63.22 63.70
Prefecture

3 THE DIFFICULTIES IN BUILDING A
SERVICE-ORIENTED GVERNMENT IN
GUIZHOU PROVINCE

The monitoring results showed that the public's

satisfaction with public services was low in five areas: old-
age service, administrative convenience, residential
environment, employment service and cultural and sports.



E3S Web of Conferences 235, 02031 (2021)
NETID 2020

https://doi.org/10.1051/e3sconf/202123502031

3.1 Old-age service

In the monitoring of public service in Guizhou province in
2019, the satisfaction score of old-age service was the
lowest, 69.38 points, 0.79 points lower than the overall
level of public service in Guizhou province. The
monitoring indexes under the first-level index of old-age
service included “home-care service” and “state old-age
care institution”, with scores of 70.46 and 68.30
respectively.

In a further follow-up survey of the unsatisfied public
of the old-age service, it was found that 33% of the
unsatisfied public reported that the facilities of the old-age
institutions were not perfect; 28% of the unsatisfied public
reported that the quality of the carers was not high; and 20%
of the unsatisfied public reported that the old-age
institutions were few, as shown in Figure 2. It can be seen
that the public is not satisfied with the service quality of
the old-age care institutions because of the imperfect
facilities, the low quality of the caregivers and the
insufficient number of the old-age care institutions.
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Fig2. Reasons for the Public's Dissatisfaction with the Old-age
Service

3.2 Administrative convenience

Administrative convenience scored 69.41 points, ranking
the second from the bottom, 0.76 points lower than the
overall level of public services in Guizhou province. The
monitoring indexes under the first-level of administrative
convenience included “overall feeling”, “efficiency”,
“service attitude” and “policy-making”, with scores of
71.14,70.79, 69.05 and 66.66 respectively.

Through the further investigation of the unsatisfied
masses of the administrative convenience people, it was
found that 36% of the unsatisfied public reflect the
problem of “few channels of complaint and untimely
handling”, 34% of the unsatisfied public reflect the
problem of “complicated procedure and long time-
consuming”, and 28% of the unsatisfied public reflect the
problem of “few service windows for the administration
convenience”. It can be seen that the above three reasons
are the main factors affecting the public's dissatisfaction
with the administrative convenience, as shown in Figure 3.
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Fig3. Reasons for public dissatisfaction with administrative
convenience services

3.3 Residential Environment

The result of residential environmental quality monitoring
was 69.78 points, 0.39 points lower than the overall level
of public service in Guizhou province. The monitoring
indexes under the first-level index of residential
environment service included pollution control, overall
feeling and urban greening, with the scores of 70.73 points,
69.80 points and 68.82 points respectively.

Based on a further analysis of the reasons for public
dissatisfaction with the living environment, it was found
that 25% of the unsatisfied public reported air pollution;
23% of the unsatisfied public reported poor urban
greening; and 21% of the unsatisfied public reported
polluted rivers and lakes. Thus, the problems indicated by
the above three indicators are the main cause of public
dissatisfaction with the living environment, as shown in
Figure 4.
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Fig4. Reasons for public dissatisfaction with the residential
environment

3.4 Employment Service

Employment service monitoring scored 69.87 points, 0.30
points lower than the overall level of public service in
Guizhou province. The monitoring indicators under the
first-level index of the employment service covered
overall feeling, employment assistance and information
release, with the scores of 71.34, 71.08 and 67.19
respectively.

Further analysis of the dissatisfied public found that 31%
of the unsatisfied public reported that there was a lack of
access to relevant information channels, 29% of the
unsatisfied public reported untimely release of
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employment information, and 22% of the unsatisfied
public reported less job training. It can be seen that the
above three indexes are the main factors of public
dissatisfaction with employment service, as shown in
Figure 5.

Less job
training

available, 1272,
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Fig5. Reasons for Public Dissatisfaction with Employment
Service

3.5 Cultural and Sports Service

The public satisfaction score of cultural and sports service
was 69.97 points, 0.2 points lower than the overall level of
public service in Guizhou province. The monitoring
indexes under the first-level indexes of cultural and sports
services included “content richness”, “overall feeling” and
“facility opening”, with scores of 71.83, 71.61 and 66.48
respectively.

The monitoring results showed that 30% of the public
who were not satisfied with the quality of cultural and
sports service reflected that the content of the activity
items was single, 29% reflected that the activity
organizations were few, and 21% reflected that the site
facilities were few. It can be seen that the above-
mentioned three indexes are the main factors of public
dissatisfaction with cultural and sports service, as shown
in Figure 6.

Others, 78, 1 Lack of site
facilities, 1229,
21%

Fig6. Reasons for Public Dissatisfaction with Cultural and ports
Service

®Definition of Wang Jianjun, member of the Party Group of the National
Health Committee, executive deputy director of the National Office on
Ageing and president of the China Ageing Association, at the State

4 SUGGESTIONS ON IMPROVING THE
QUALITY OF PUBIC SERVICE AND
BUILDING A SERVICE-ORIENTED
GOVERNMENT

In order to further evaluate the problems existing in the
public service quality of Guizhou Province, and to benefit
from the suggestions of local residents for the
improvement of the public service quality of Guizhou
Province, this paper adopts text mining and participle
technique in the part of the questionnaire, and uses the
Jieba word segmentation tool to process the full mode
word segmentation processing for the text of the public
suggestions, statistic the frequency of the words, and draw
the word cloud diagram.

As the word cloud shows, in the public opinion, the
words that appear more frequently include no, attitude,
public service, enhancement, improvement, facilities,
increase, health, etc. It can be seen that although the public
has fully affirmed the overall quality of public service in
Guizhou province, it is still not satisfied with some areas.
It is generally accepted that the Guizhou Provincial
Government should be people-centered and strive to
improve local public services and improve the quality of
public services. In specific measures and practices, the
attitude of public service personnel needs to be improved,
public service facilities need to be improved, health
situations in certain areas need to be improved, and
publicity of public service needs to be strengthened.
Public  facilities, service attitude, construction,
employment, work, the masses, people and other key areas
can become the next work focus of the Guizhou provincial
government to improve the quality of public service.

In view of the three public service areas with the
lowest scores in Guizhou province, this paper puts forward
the following suggestions for improving public service in
these areas:

4.1 Suggestions on Improving the Quality of
Service for the Old-age

The combination of medical care and nursing mainly
refers to providing medical and health services on the
basis of providing basic life care services for the aged in
the home, community and institution [2]. The core of
improving the service quality of the old-age is to promote
the combination of medical care and nursing. It is
suggested that the Guizhou Provincial Government should
start with the combination of medical care and nursing to
solve the problem of poor old-age service quality.

The monitoring results of the public service quality
show that the poor service quality of the state old-age care
service is the main problem of the old-age service in
Guizhou province. The Guizhou Provincial Government
should focus on solving the problems of state old-age care
institution facilities, the quality of caregivers and the
number of old-age care institutions. In the process of the

Council policy briefing on September 17, 2019.
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construction of public old-age care institutions, we should
promote the combination of medical care and nursing from
the aspects of system, quality and mode, form a mature
model, and continue to push forward to promote the
quality of old-age services to areas with low quality.

4.2 Suggestions for improving the quality of
administrative convenience

To improve the quality of administrative convenience
service, we should take the reform of administrative
examination, approval system and the reduction of
government power as an important task, and actively
promote the transformation of government functions. It is
suggested that the Guizhou Provincial Government should
improve the quality of administrative convenience service
from the following aspects: firstly, standardize
administrative service, improve service efficiency and
optimize service flow; secondly, carry out various reforms
in combination with “devolution, supervision and service”,
reconstruct administrative  resources, continuously
improve the electronic level of government service,
optimize service flow, and provide simple and easy-to-use
government service based on the actual government
service needs of enterprises and the public.

From the results of the public service monitoring, it
can be found that the dissatisfaction of the people of
guizhou province for the administrative convenience
service is concentrated in the long processing procedure
and untimely handling. The Guizhou Provincial
Government should improve the efficiency, shorten the
service time and solve the urgent problems of the people
from the two aspects of personnel and equipment.

4.3 Suggestions on Improving the Quality of
Residential Environment

Guizhou province has excellent overall ecological
environment quality, and is located in the national leading
level. However, in the aspect of urban and rural residential
environment, Guizhou province has a large imbalance of
development, affecting the satisfaction evaluation of the
residential environment score. Since 2018, Guizhou
province has taken the improvement of rural residential
environment as the primary task of implementing the
strategy of rural revitalization. In the past two years,
937,000 rural household sanitary toilets have been
renovated, 11,600 rural domestic wastes have been
disposed of, 4,924 rural domestic sewage treatment
facilities in administrative villages have been built or rural
sewage has been brought into urban sewerage networks,
and 213,000 rural critical houses have been renovated.
Nevertheless, in the remote mountainous area, the living
environment of the local people is still worse than that of
the developed cities, and there is a situation of “mixed
living of human and animal”.

The monitoring results show that the public is not
satisfied with the air pollution, poor greening and serious
pollution of rivers and lakes in areas including remote
rural areas. It is suggested that the Guizhou Provincial
Government should focus on improving the living

environment in rural areas so as to further balance the
development of the residential environment in different
urban and rural areas.
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