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A Study on Evaluation of Government Service Quality in Digital
Governance : Taking Zhejiang Province as an Example
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(College of Economics & Management, China Jiliang University)

Abstract: Improving the digital government services quality is an important tool for promoting the construction
and smartness of service—oriented government. Based on the WSR (Wuli—Shili-Renli system) methodology, this
study constructs a government service quality index system with 10 dimensions such as information quality and
government collaboration quality as secondary indicators, and adopts the AHP-FCE model for the comprehensive
evaluation of the index system. Taking Zhejiang province as an example, the comprehensive evaluation of its
government service quality is “excellent” , while Wuli and Renli dimensions are “good”, Shili dimension is

“average” . Accordingly, a circular improvement path of government service quality of “innovation—feedback—
optimization—co—creation” is proposed. The research results provide the theoretical basis and practical reference
for clarifying the essential components of the quality of digital government services and promoting the construction
of service—oriented digital government.
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