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Abstract

Abstract

Building the Service-type Government, improving social management and public
service functions seems to be the requirement of public management improvement. It
calls for the citizen-centered reform and the positive interaction between the
government and the pubic. The monopoly attribute of public service fields made
citizen prefer to use voice to communicate with government. They try to urge
government to improve the quality of pubic service by using this method. How to
establish and perfect the mechanism of voice which can make the public express
their inclinations and preferences seems to have great meaning. The government need
to improve the public service quality according to the public voice , then improve the
public satisfaction.

In this paper, by making a finale and conclusion to the practices in building the
mechanism of voice on public service fields from the world, we try to create a
framework of voice mechanism which contains information transfer mechanism,
incentive mechanism and so on. Take the construction of 12345 public service hotline
as a cut-in point, it first describes the structure and functioning pattern of mature
patterns. By using secondary analysis of quantitative data method to analysis the
treatment quality of the remedies for the purpose of rating the effect of the platform’s
operation, we can find and conclude some problem from the practice. Finally, it raises
some comments on improving the voice mechanism according to the problem that had
been found in the running process of 12345 public service hotline platform.

Key word: Public service; Mechanism of voice; Hotline platforms
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