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A Study of Public Satisfaction with Service Quality of Government Service Center
—Based on the Cut Certification to Create Convenience Reform Initiative

of H City Government Affairs Service Center

Cheng Di
(School of Public Administration and Law, Northeast Agricultural University, Harbin 150030, P. R. China)

Abstract: Public satisfaction is an important index to evaluate government performance and also an
important standard to judge government service level. With the basic assumption of the customer
satisfactory theory, a mode of public satisfaction level based on the service quality of the government
service center is constructed. The statistical data of the public satisfaction survey on the Cut
Certi fication to Create Convenience reform—which requires matters should be processed at a single
window, within a specified time and without the need for a second visit when presence in person is
required—of government service centers in city H is used to analyze the influencing factors of public
satisfaction and their internal functions. Empirical research shows that the research hypothesis has
basically been verified, that perceived quality and government image have a positive impact on public
satisfaction, while public expectation has a negative impact on public satisfaction. Based on this,
improving service quality is the fundamental guarantee to improve public satisfaction. Maintaining a
good government image and enhancing government credibility are the important prerequisites to
improve public satisfaction, and then put forward reasonable and effective countermeasures and
suggestions. Based on this, suggestions are provided to improve government behavior, increase
government response and public participation.

Keywords: Service quality; Cut Certification to Create Convenience Reform Initiative; Public

satisfaction; Government service
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