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Abstract

The management of public service quality is a hot and core area of current
research, which reflects the new trend of the development of the public management.
In order to improve the quality of public services, many governments did lots of
useful explorations in public service stakeholders, public service tools, public service
delivery, public service evaluation and other areas, accumulated valuable experience.
Currently, designing the management framework is a very urgent work, so as to guide
the practices of improving the public service quality.

This paper constructs the management framework of the continuous
improvement of public service quality, analyzes the factors affecting the continuous
improvement of public service quality, divides the process of the continuous
improvement of public service quality, and discusses how to evaluate the result of the
continuous improvement of public services quality. In order to verify the effectiveness
of management framework, this paper selects Xiamen medical and health services
area to do case analysis. Practice shows that, the management framework is in line
with China's actual situation, has strong applicability, can analyze and guide our
country’s public service quality improvement practices effectively. At the same time,
the management framework also has some problems, need to be continually improved.
Finally, the effective application of the management framework requires the following
conditions. First, improve the public finance system, second, encourage the public
participation, third, improve the supervision and incentive mechanism, forth, pay
attention to personnel training, fifth, follow the pilot promotion principle.

Specifically, this paper has the following innovations. Firstly, this paper this
paper combines the quality management and public services, to further highlight the
importance of public service quality. With the development and amalgamation of the
theory of quality management and public service, the scholars have put forward the
important concept of public service quality, and studied the methods for improving
the quality of public service. On the basis of previous studies, the author further

emphasizes the importance of public service, taking the quality as the objectives of



public service development and improvement.

Secondly, this paper reviews the theoretical and practical progress of the
improvement of public service quality. In author’s opinion, the theory of the
improvement of public services quality originates from the quality management
theory. It goes through quality control, total quality management, excellent
performance management and public service quality management these four stages.
Corresponding to the theoretical development, the practice can also be divided into
product quality management, service quality management and the public service
quality management these three phases. Public organizations gained some valuable
experience during the process of practices.

Thirdly, this paper designs the management framework of the continuous
improvement of public service quality, which promotes the development of
domestic-related research to a certain extent. It is rare in the domestic research to
design the management framework of the continuous improvement of public service
quality. In order to ensure the scientific properties of management framework, the
author draws on classical models and frameworks in the field of quality management,
consults with experts and government workers, designs the management framework
of the continuous improvement of public service quality initially from environmental
dimension, innovation dimension and outcome dimension, and then defines the
contents contained in each dimension.

Fourthly, this paper analyzes the affecting factors, process and evaluation
methods of the continuous improvement of public service quality systematically,
which will guide the relevant departments to carry out the improvement practice of
public service quality. The author believes that the service demand, rules and
regulations, organization culture, organization resources, improvement tools, strategic
planning and leadership are important factors affecting the continuous improvement
of public services quality. The continuous improvement of public services quality is
an ongoing process, which can be divided into the public service quality planning,
public service quality generation, public service quality appearance, and public

service quality supervision these four stages. The result of the continuous



improvement of public services quality can be evaluated by organizational results,
social results and public satisfaction.

In summary, the research carried out in this paper is the the product of the
development of the management of public service quality in a specific stage, which
will solve some very important problems to some extent, such as “how to identify
public service quality”, “how to affect and control public service quality”, “how to
improve public service quality in stages”, “ how to monitor and evaluate public
services quality”, and it will help public organizations change functions, improve
public service quality, enhance public satisfaction. At the same time, this paper also
has some shortcomings and deficiencies, which need to be improved in future studies.
For example, this paper failed to apply the management framework of the continuous

improvement of public service quality properly, the management frameworks also

need to be further tested and refined in practice and so on.

Keywords: public service; public service quality; quality management;

continuous improvement; management framework
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