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Abstract

Abstract

With the transformation of government functions in the new period, the nature of
taxation work also simultaneously changes from “management” to “service”. This is not
only a necessary requirement of the modern market economy, but also the destiny of
China's revenue in the stage of modern civilization. Currently, the two core businesses of
the taxation bureau include tax services and tax levy. Tax service not only run throughout
the entire process of taxation work, but also permeates every aspect of the taxation work.
To intensify the research of tax services not only meets the need of building a
service-oriented government and protecting the interests of taxpayers, but also poses a
major issue of improving the compliance of taxpayers and promoting tax levy and
management. The Taxpayer Service Hall, as the forefront of the tax authorities providing
services to the taxpayers, has a direct impact on the efficiency of the levy performance,
and the interests and feelings of taxpayers. Therefore to improve the service of the
Taxpayer Service Hall has a great practical significance.

This article aims to apply the theory and methods of operation and management to
guide the Taxpayer Service Hall of S Local Taxation Bureau to enhance the level of
practical services. First, the basic situation of the S Local Taxation Bureau is introduced,
followed by the location of the service problem based on the survey of satisfaction and
actual practice, which mainly lies in service inabilities, ineffectiveness and inadequate
standardization. Second, the way of root and cause analysis is employed to identify the
causes of the problem, including the poor performance of the whole system of tax levy,
tax management, and tax service, and the operation of the Tax Service Office, as well as
the defects in information technology and system construction. Finally, the theory and
methods of operation and management are creatively used to put forward the “three-step”
optimization approach, which starts from whole to part and to the details. That is to say,
as a whole we create a tax levy and management mode “case administration”, then

optimize the tax levy and management process and rebuild the duty system and an
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intensive organizational structure. Partially we optimize the service system design, the
resource allocation and the service process of the Taxpayer Service Hall. And in detail we
enhance the information technology construction and the institutional guarantee. Then
evaluate the effect of the implementation of the approach, in a wish to guide practice with
the theory, and help the S Local Taxation Bureau to optimize its service quality and

taxation efficiency, and increase the compliance and satisfaction degree of the taxpayers.

Keywords: Taxpayer Service Hall, Taxation service, Operation and management
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