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Abstract

In this thesis, the author established a guideline system to evaluate the per-
formance of electronic public service from the view of the citizen, on the basis of
commonality administration and management theory, citizen dominion principle,
polity equity principle and the principle of client satisfaction degree. And the au-
thor had decrypted the performance assessment system for the electronic public
service of Beijing city which adopts the measure method of the client;satisfaction
degree to study its performance from the visual angle of the citizen.

This thesis includes seven chapters.

The first chapter is literature summarization.

The first chapter includes research background, research aim and main is-
sues, research methods, research process, contributions and innovations, limits
and break through, frame and research flow.

The basic aim of electronic government construction is to provide low cost,
high quality government’s electronic service (GES) to society and citizen. GES is
the key point of electronic government. And the performance is the final result of
electronic government construction. Because of this, the research of GES perform-
ance has the realistic meaning,.

At present, it is still a vacancy in research of GES performance theory and
GES performance assessment system. Although there are already several foreign
scholars studying GES performance, they mainly concentrated on individual exam-
ple research. For Chinese Scholars, it is a new task to research the theory of GES
performance. Most of them are research productions of GES performance from the

government’s stand point, but it is rarely seen that the research production is from
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the vision angle of citizen. The most important thing in the assessment of electronic
government 1s the service effect for the citizen. But citizen’s appraise is still a va-
cancy in GES performance assess system. Because of this, the GES performance
research from the vision angle of citizen has the academic meaning,

The aim of this thesis is about how to establish a set of GES performance as-
sessment system from the vision angle of citizen.

To finish the task, it is necessary to select a adapted method. In this thesis,
the author selected the combination of qualitative and quantitative method.

In the research process, the author selected several different research methods
to solve different problems. The methods include; literature review, investigation
research, sample investigation, statistical analysis, in-depth interview.

The second chapter is literature summarization.

The second chapter includes the research of government performance assess-
ment, GES performance and new public relationship management theory.

There is great debate on main frame assessment, though there are cross points
in the GES performance assessment guideline and embodiment from different re-
searcher in different institute. The author separated the GES performance research
literatures into 5 categories according to the different assessment frames.

The 1st literature category is mainly on government’s Website performance.

Government’s Websites are the main carriers of GES. They are key points of
G2C ( Government to-Citizen) in most occasion, and they have the in public, ob-
jective and measurable advantages. Thus, lots of large scale research centers and
consultant institutes like to assess the government’s Websites® service maturity and
translation maturity, and had established quantitative assessment index systems for
the government’s Websites.

The 2nd literature category is mainly on GES portfolio assessment index sys-
tem.

GES takes the IT implementation on society and government as start point.
Both the technical index of fundamental IT facilities and the statement of human re-
sources will affect the performance of GES. Thus, GES performance assessment
frame should include not only the assessment of government’s Website establish-

ment, but also include the assessment of fundamental IT facilities and human re-
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source statement. This performance assessment frame is more comprehensive, but
has not given the description about each weight of the 3 aspect with no formula.

The 3rd literature category is mainly on GES project’s validity.

With the increasing index of software investment risk, some consultant compa-
ny started to pay aitention to the GES project’s validity. They focus on the aspect of
project’s service level and operation effectiveness, project’s outputs and benefits.

The 4th literature category is mainly on the total benefits of GES.

These literature category usually gives assessment principle from public man-
agement aspect, mainly includes economy, efficiency, benefits, fair, responsibili-
ty, responses and representative. Such literatures emphasize the spirit and the ide-
al of public administration, but the spirit and the ideal of public administration
could not be quantities analyzed directly.

The 5th literature is mainly on the GES usage rat and usage benefits of citi-
zens in some area or city.

These literatures are using questionnaire investigation and statistical analysis
methods to research citizen’s knowledge and feeling and acceptance to GES, the
shortages of these literatures are without general research frame established and the
theoretical analysis is not in-depth.

With the dissemination and in-depth of GES establishment in China, the liter-
atures on GES are rushing out.

These GES literatures mainly concentrate on 3 aspects. The 1st is on theory of
GES, including concept, meaning and characteristics, and service quality charac-
teristics and so on. The 2nd is on the technical problem of GES. The 3rd is on the
performance of GES, mainly focus on performance of government’s Websites.

The research on government Website performance problem mostly finished by
consultant companies or research institutes, and the research results are mostly in
the report format. Such research usually use fixed pattern, that is establish a as-
sessment index system, collect data by computer or manual, progressing quantita-
tive analysis and sorting compare. The assessment index system usually includes
office on network, government affair publicity, interaction between government and
citizens, consumer consciousness and so on.

A task group of ‘ Government Website and Electronic Government laws and

9
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rules research’ in Shanghai created a new frame of GES performance research,
studied GES implementation and application in Shanghai from user’s vision angle.
They mainly investigated and researched on the GES knowledge: appraise of tip-
staff, tip staves, revenuer and taxpayer, and the GES effects on taxpayer. The dis-
advantage of this research is the samples limit that most of the investigated are in-
ternet users and institute students in Shanghai, and the research is relatively sim-
ple.

From the relative literatures, we can find that the GES performance is a new
research area both in theory and practice. Such research started at the beginning of
21 century.

David H. Rosenhloom, an America public administrative specialist, and Rob-
ert S. Kravchuk, associate professor of The School of Public and Environmental
Affairs-Indiana University, described and analyzed public administration from man-
aging, political and legal aspects. They created broad sense public administration,
which includes traditional public administration, new public administration and
public management theory.

In the new public management process of public administration, citizens are
considered as consumers. Cost-benefit and consumer response characters are pur-
sued value. The practice knowledge mode of public management process includes
not only theoretical consequences and experience review, but also index measure-
ment. Government’s budget established on the basis of performance measurement.
In a word, performance is an important content of new public management in pub-
lic administration.

After absorbed the advantages and abandoned the disadvantages of those liter-
atures, using the special research vision angle, thoughts and methodologies, stud-
ied more on the basis of those literatures.

The 3rd chapter is on the establishment of GES performance assess system
from the vision angle of citizens.

This chapter includes setting the concepts of assessment system, GES per-
formance assessment system, research methods and research assumptions.

On the basis of public management and public administrate theories, the au-

thor setups the basic principles of establishing the GES performance assessment
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system. They are citizen rights, politic fair, and consumer satisfaction principles.

The citizen principle is mainly on the right of final declaration of citizens to
the GES performance. Standing on adiaphorous point, the author has taken the cit-
izens as the main body of GES performance assessment, and researched the
citizens’ satisfaction to GES by combination method of qualitative analysis and
guantitative analysis. On the other hand, the meaning of citizen right principle is
also represented in that the GES should serve for all citizens, this means politic fair
principle.

The politic fair principle is that the coverage rate of GES on citizens should be
higher. The coverage rate of GES on citizens is the citizen’s usage rate of GES,
means if all citizens have the conditions to use GES, or if the GES is serving for all
citizens (especially weak group in citizens) , and so on.

The consumer satisfaction is a special form of consumer’s attitude which can
measure the consumers’ satisfaction they practiced. On the one hand, it represents
how much the consumer like or dislike the product or service he received: on the
other hand, this consumer’s attitude will influence him if he will continue accept
the product or service.

The author defined the consumer satisfaction as in-depth psychology assess-
ment after the citizen used the GES. Relatively, the consumer satisfaction index of
GES including ° attitude to the usage of GES’, ‘actually usage of GES’, ‘ac-
tion attendance to the usage of GES’ and °the totally satisfaction to GES’ and so
on.

On this basis, author established a GES performance assessment system from
the citizen’s vision angle, and described the method of researching GES perform-
ance, that is customer satisfaction measurement method including questionnaire in-
vestigation, statistical analysis and in-depth investigate etc. On the basis of con-
clusion from electronic government (including GES) performance research, au-
thor setup her own research consumptions. .

The 4™ chapter is on Beijing government GES performance assessment.

The 4™ chapter includes introduction of Beijing GES system, Beijing citizens’
assessments on GES performance, Beijing civil servants’ assessments on GES per-

formance, and the analysis about these two types of assessment.
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In order to validate those assumptions, author studied the performance of Bei-
jing GES performance problems from the vision angle of general citizens and civil
servants’, taking the Beijing GES as an example.

First of all, author described and analyzed the Beijing GES system, including
GES institution environment, facilitate frame and system environment.

The GES construction is not only an IT problem, but also an engineering sys-
tem with close correlation to national politic and culture environment and govern-
ment administrative system. So long as the scientific government administrative
system is established, the reasonable developed and fully used GES system is guar-
anteed.

Since the reform of Chinese government administration system, especially
since the establishments of electronic government (including GES), serials laws
and rules have been setup and reform of local government reforms have been build
up. Among the laws and regulations, Public Administration Law and Information
Public Law are related to the GES establishment.

Electronic government is not only closely correlated with reform of public ad-
ministration system, but also need to be guaranteed by electronic government law
and regulations. The setup of electronic government law and regulations includes
Digital Signature Regulation and serial standard regulations’ declaration and imple-
mentation.

The Beijing GES system environment includes inner network and outer net-
work of Beijing GES, and Beijing government decision supervision system.

Second of all, the author compared the assessment to the Beijing GES per-
formance from general citizens and civil servanis, using questionnaire investigate
and statistical analysis methods. The result is as following: Beijing electronic gov-
ermnment and GES establishment level is not high. There is digital division in the
Citizen’s GES usage process, including narrow application, low usage level and
low effectiveness. It is common in the lack of performance assessment system for
those GES departments of government. The assessments to electronic government
and GES performance from citizens and civil servants are relatively low, and both
of the citizens and civil servants considering that the biggest benefited is not them-

selves. And both of them have the supporting attitude to electronic government.
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The 5" chapter is on the problems in Beijing GES.

The 5™ chapter includes investigation to the problems in GES, analysis and
conclusion to the problem in GES, modification and consummation to the GES per-
formance assessment system.

Aiming at the low assessment to GES performance from general citizens and
civil servants, author investigated and analyzed the problems in GES.

First, author investigated the problems in GES by questionnaire investigation,
statistical analysis, literature research, as well as interview and inspection meth-
ods.

Second, on the basis of the upper, author analyzed and concluded the prob-
lems in GES, and found out that there is Digital Division phenomena in Beijing
GES. And the author analyzed the Digital Division’s characteristics from 5 aspects,
including dissemination rate of information facilities, abundance level of informa-
tion resources, diathesis and competence of information main body, application de-
velopment competence of information technology, and consummation level of infor-
mation policy. According to the relationship between public administration/public
management and GES, the problems of electronic government and GES from civil
servants were concluded into 5 aspects: public administrative culture, GES related
laws and regulations setup and implementation, system statement of government,
business process of government, leader’s leadership and management ability on
GES system establishment.

At last, author modified and consummated the GES performance assessment

system on the basis of investigation and analysis of GES problems.

Keywords: citizens’ perspective GES performance assessment

13



BHRAATERTHTHARABRE, RSIQ LG TERRSES, &£
RERAZREFHES., LTRSS EENORAD 4, 2aREFARIB/IK
BAA. BREWNBF LTRSS, B, SRR TREZ L L RLLE
R, FHGIAE R AR T ERRTUAARBTR LTRSS LIRS, BT
AEROTHESERPHAENERRM, Ao TFHGFERRG AR %
oy B R T RAE

B3, BFLRCAVHFFRANAERHOAARTFR L FREH G
B, st TR FEERI, ABFLG AL FREHHOERRILE
%, MAARMNA LA TRIENHRE, RRELY, FH— N EFHERE
B, BEEGLFEECAMARBESHHR, AAREST RS G K
AP APk, ATRBAORAFT ERGTHRT, 2FK—ARNARAHHAR
AR, B, AFARMAARME G FEREGHEORERM, LA FRME,

GHIFRCLERADLTFEEERTPH-AEZRY, ZARTEHNE
FEFRHES G ERFBE LG AL LR TR, HEREOEATAR
A B E FIRES GO R AR L RG TR T, T EEGRES
BB AAREE L8 ANE,

Y HERBEANETBE D EETRZRL, RAKIR, AN FRREHRE
BEERIIANNBUF TR S GO EHR, BAMEFEEARNE T EMH
ETEATFARMAGKFA LTRSS EHR R, SFERRKAR AR
HE, G SR RETEFFTEART AT FLEIRPAAE AT F
BAE TR AR EREARER, A 4R Amz Y, fEo
MTREARBEEALTFIRBSEEROARERERE T EEGFM, XF
BMEBAIA. TS FRHEHBEAAILEL, SRS FIREIH,; A

1



