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ABSTRACT

ThisarticledescribeshowaspartofthereformoftheadministrativesystemofChina,mostlocal
governmentshavesetuppublicservicecenters;meanwhile,ICT(InformationandCommunication
Technology)hasbeencommonlyappliedtomakee-servicesmoreconvenient,efficientandtransparent.
However,theexistingstudiesintheChinesecontextaremostlyqualitativeandtherelationshipbetween
servicequalityandcitizensatisfactionhasnotbeentested.ThisarticleadoptedtheD&Mmodelto
developane-servicequalitymodelandtestedtheimpactofservicequalityoncitizensatisfaction.A
surveywasconductedand364validquestionnaireswereanalyzed.Theresultsshowedthatthedata
fitthemodelwell.Mostofthehypothesesformulatedinthisarticlewasproven.Additionally,an
importantfindingwasthattheimpactofservicequalityonspecificsatisfactionisstrongerthanthat
ofinformationqualityandsystemquality,whichindicatesthatface-to-faceservicescannotsimply
besubstitutedbyelectronicsystems.Boththetheoreticalandpracticalimplicationsofthefindings
werediscussed.
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INTRoDUCTIoN

AsaresultofthereformoftheadministrativesystemofChina,manylocalgovernmentshavesetup
publicservicecenters.Justascitizenscanpurchasevariousgoodsinasinglesupermarket,theycan
accessvariouspublicservicesinasinglehall,calledeitherapublicservicecenteroranadministrative
servicecenter.Mostgovernmentsectorshavesetupaccesspointsinthehallandworktogethertooffer
one-stopservicestothepublic.Thepurposeistoprovideconveniencetocitizens,reducethetime
andthestagesneededforapprovals,acceptpublicsupervisionandpreventcorruption.Thispractice
hasbeenconsideredasanimportantsteptowardstherealizationofaservice-orientedgovernment.
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AsGu(2015)saidinaprefaceofonebook,bytheendof2012,35%ofprovincegovernments,98%
ofcitygovernmentsand96%ofcountygovernmentsinChinahavesetuppublicservicecenters.

In thedevelopmentprocessofsuchpublicservicecenters, InformationandCommunication
Technology(ICT)hasbeenwidelyusedtofacilitatethesettingupoftheone-stopservice,whichhave
madesignificantprogress.Mostpubliccentershavesetupofficialwebsitestoprovideinformation
ande-servicestothepublic.Citizenscansearchonlineandinquireabouttheservices,theprocesses,
andthecosts,downloadtherelevantforms,andbookappointments.Besides,E-governmentplatforms
havebeendevelopedtopromotecross-departmentinformationsharingandcollaboration.Byadopting
E-servicesandsharinginformationresources,thepublicservicecenterscanimprovegovernment
efficiency,reduceadministrativecosts,andimprovepublicservicequality.

DespitetheincreaseintheliteratureonE-servicequality(Parasuraman,Zeithaml,&Malhotra,
2005;CarlsonandO’Cass,2010;Udo,Bagchi,&Kirs,2010;Yang,2013;Mouakket,2014;Stamenkov
andDika,2015;KaoandLin,2016;Sá,Rocha,&Cota,2016),fewofithasfocusedonpublicservice
centersandtheempiricalresearchis insufficient.Meanwhile, therelationshipbetweenE-service
qualityandusersatisfactionintheChinesecontexthasnotbeenthesubjectofsufficientattention.
ThisresearchadoptedtheD&Minformationsystemsuccessmodeltodevelopane-servicequality
model,andexploredtheimpactofservicequalityoncitizensatisfaction.Asurveywasconductedin
thepublicservicecenterinXisaishanDistrict,HuangshiCity.Theauthorsadministeredthesurvey
questionnairetocitizenswhohadgonetothepublicservicecentertoapplyforservices,and364
validresponseswerecollected.Thispaperaimedatexploringandtestingthemechanismamongthe
dimensionsofe-servicequality,citizensatisfaction,andcontinuousmotivation.

Thispaperisstructuredasfollows.Firstly,itintroducesthepracticesandstudiesofpublicservice
centersinChinaandreviewstheexistingresearchonE-governmentservicequalityandcustomer
satisfaction.Secondly,itdevelopstheresearchmodelanddiscussesthehypothesesformulatedbased
ontheoriesandpractices.Thirdly,itintroducestheresearchdesignandpresentstheresultsofthe
testingofboththemodelandthehypotheses.Finally,thepaperdrawsitsconclusionsbydiscussing
theimplications,limitations,andfuturedirections.

LITERATURE REVIEw

Public Service Centers in China
ThehistoryofpublicservicecenterinChinacanbetracedbacktothe1980s.Inthewaveofthenew
publicmanagementmovementthatbeganinthelate1970s,manycountriestookinnovativeinitiatives
toimprovepublicservices;theseincludedone-stopservicecentersintheUK,seamlessgovernment
intheUSA,kindnessservicehallinSouthKorea,etc.(Ruan,2006).Thesepracticeshadreduced
themisalignmentbetween theoldgovernmentsystemsand thedemandofnewdevelopments in
economicsandsociety.SomeChinesecoastalopencitiesimitatedthesereformsandChinesepublic
servicecentersbegantoappear.AccordingtoanewsarticlewrittenbyLi(2005),Guangzhoubrought
together threegovernment sectorsandnineconsultingcompanies inone street toofferone-stop
servicetoforeigncompaniesin1985.Guo(2016)foundthat,in1995,Shenzhenhadsetupaforeign
investmentservicecentertocentralizetheapprovalprocess,while,in1999,Jinhuahadgathered46
sectors,whichhelddifferentapprovalpowers,inoneplacetoprovideapprovalservicestothepublic.
It iseasy tosee that theseearly initiativeswere just rudimentarypublicservicecentersand that
mostofthemfocusedoneconomicsandtrades,offeringfewotherservices.Yu,Wu,&Jiang(2016)
foundthatpublicservicecentersbegantoappearfrom2001,thesameyearinwhichChinabecame
amemberoftheWTO.Theseservicecenterswereaimedatintegratingfragmentedservicesfrom
differentsectorsandatprovidingbetterandmoretransparentservicestothepublicbyshorteningthe
processes,cuttingthecosts,andenhancingtheservices.Theywereconcretemanifestationsofthe
constructionofalegalization-andservice-orientedgovernment.Asfoundbyastudyconductedby
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theResearchTeamofChineseSocietyforPublicAdministration(2012),bytheendof2011,2912
publicservicecentershadbeensetup,87.02%ofwhichwereonthecountylevel.

Inparalleltotheflourishingofpublicservicecenters,scholarsconductedmanyrelatedstudies.A
considerableproportionofsuchliteraturespaidattentiontotheachievements,issuesandstrategiesof
publicservicecenters(AiandYan,2007;JiangandTao,2007;ZhangandQin,2010).Theadoption
ofpublicservicecenterhasobviouslychangedadministrativestylesandimpactedapprovalbehaviors.
IthasreducedcorruptionandhaspromotedE-governmentdevelopment.Althoughpublicservice
centerscanprovidebetterservicesanduserexperiences,awidegapstillexistsbetweenthemandthe
demandsfordeeperreform.Somescholarsappliedrelatedtheories,suchasNewPubicManagement
Theory,NewPublicServiceTheory,Joined-UpGovernmentTheory,andGradientTheorytothe
constructionandresearchofpublicservicecentersanddiscussed their issuesandsolutions(Xu,
2007;S.M.Zheng,C.Zheng,&Liu,2012;ZhuoandChen,2015;Chen,2015).Onlyafewofthe
papersconsidertheperformanceevaluationofpublicservicecenters.Liu&Zheng(2015)foundthat
administrativereformandpersonalrelationshipsamongofficialsandstaffmemberscouldaffectthe
cross-departmentcollaborationinpublicservicecenters.Yuetal.(2016)builtaframeworkandindex
systemtoevaluateperformancebasedonHolisticGovernanceTheorybutdevoidofempiricaltesting.

Itisclearthatpreviousstudiesadequatelyintroducedthedevelopmentofpublicservicecenters
inChinaandproposedmanyfeasiblesuggestionsforfuturedirections.However,manyofthemwere
notadequatelysupported,astheylackedempiricalresearch.

E-Government Service Quality
SinceE-governmentreliesonInformationTechnology(IT),researchonE-governmentservicequality
canbetracedbacktothatone-servicequality.TheSERVQUALmodelisverypopularinthisdomain.
ThismodelwasdevelopedbyParasuraman,Zeithaml,&Berry(1988)andmodifiedbyParasuraman,
Berry,&Zeithaml(1991).Inthemodel,thepreconditionofexcellentserviceisuserexpectation,and
servicequalitycanbereflectedbytheconfutationofexpectationsandperceptions.Parasuramanet
al.(2005)thoughtthatthismodelcanbemodifiedasafunctionofdifferentbackgrounds.Kettinger
&Lee(1994)adoptedthismodelintheirresearchandproveditssuitabilityintheusersatisfaction
domain.Bymeansofanempiricalstudyondifferentkindsoforganizationsinfourcountries,Pitt,
Watson,&Kavan(1995)testedthereliabilityandvalidityofthemeasurementscaleandprovedthat
SERVQUALcouldestimatetheservicequalityofaninformationsystem.Duringthe5thInternational
Conference, EGOV 2006, Papadomichelaki, Magoutas, Halaris, Apostolou, & Mentzas (2006),
presentedareviewontheresearchonE-governmentservicequalityandfoundthatservice,content,
systems,andorganizationwerethefourmaincomponentsaffectingE-governmentservicequality.
Inhisresearch,Susniene(2012)employedtheSERVQUALmodelandmadeitpossibletomeasure
customersatisfactionwithit.Theresultsprovided“valuableinformationandguidelinesfortransport
servicecompaniesonnecessaryimprovementsintheirdailyoperations”(p.102).

Ontheotherhand,accordingtotheresearchcarriedoutbyWang,Y.Q.Xie,&X.Xie(2014),
DeLoneandMcLeancreatedD&MInformationSystem(IS)SuccessModelin1992,basedon
ShannonandWeaver’sresearchonCommunicationSystemTheory,Mason’sInformationInfluence
Theory,and theempirical literaturesonManagement InformationSystem(MIS)of the1980s.
SeddonandKiew (1996) slightlymodified thismodel andpointedout the relevanceof “Task
Importance”.ThemodelwassplitintoapartialISbehaviormodelandanISsuccessmodel,and
theformerwasverifiedbyempiricaldata.Pittetal.(1995)proposedafive-dimensionalevaluation
criterionforISservicequalityandsuggestedthatitshouldbeadoptedbytheISsuccessmodel.
AdoptingpartoftheresultsofdiscussionandresearchontheD&MISmodel,DeloneandMcLean
(2003)madeaten-yearupdateforit.Inthenewedition,information,system,andservicearethe
threedimensionsforevaluatingISservicequality.Informationquality(INFQ)estimatesthequality
ofawebsite,systemquality(SYSQ)estimatestheavailability,reliability,adaptabilityandusefulness
ofanelectroniccommercesystem,andservicequality(SERQ)evaluatestherelationshipbetween
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asystemanditsusers.Followingthis,WangandLiao(2008)verifiedthefeasibilityofthenew
modelbyconductinganempiricalstudyinTaiwan.InHongKong,Hu,Brown,Thong,Chan,&
Tam(2009)foundthatthekeydeterminantsofservicequalitywereservicecharacteristicsand
technologyandthat,insteadofperceivedusefulness,servicequalitywasthestrongestpredictor
ofcontinuanceintention.Byapplyingmarketingexchangetheory,Ding(2010)redefinedservice
quality,informationquality,andsystemqualityandconductedanempiricalresearchtotestthe
validityandrelevanceofthethreedimensions.Atthesametime,Wangpipatwong,Chutimaskul,
&Papasratorn(2010)provedthatINFQ,SYSQandSERQcansignificantlyincreasethecontinued
useofE-Governmentwebsites.

Visibly,theexistingliteraturehasmadesignificantcontributionstotheresearchdomainandhas
givenusahugespacetoexplore.However,itisclearthatthereisstillnounifiedresearchmodelfor
e-Governmentservicequality.Scholarshavedevelopedaseriesofconceptmodels,buttherelated
empiricalresearch(especiallyinthecontextofChina)isinsufficientandthemeasurementindex
shouldbeimproved.

Customer Satisfaction
AccordingtothedefinitiongivenbyGiese&Cote(2000),consumersatisfactionis“asummary
affective response of varying intensity with a time-specific point of determination and limited
duration,directedtowardfocalaspectsofproductacquisitionand/orconsumption”.Inthisstudy,
theauthorsregardedthecitizensatisfactionwithE-serviceasaformofconsumersatisfactionand
calleditcustomersatisfactionforunificationpurposes.

Customersatisfactionindex(CSI)modelhasfar-reachingimpactontheinternationalresearch
andpracticeoncustomersatisfaction.Forexample,ontheWebsiteofACSI(2016),website,it
canbeseenthattheAmericanCustomerSatisfactionIndex(ACSI)hasbecomethenation’sonly
cross-industrymeasureofcustomersatisfaction,withtheNCSI-UKasacompanionindexforthe
Britishnationaleconomy.AdaptedfromACSI,anonlinecustomersatisfactionindexforthecontext
ofTaiwanwasdevelopedbyHsu(2008).AsYang(2013)affirmed,theCSImodelplacescustomer
satisfactionatitscoreandputstheantecedentsandoutcomevariablesofcustomersatisfactioninto
asystematicnetworkchain.CarlsonandO’Cass(2010)exploredtherelationshipsamongE-service
quality,customersatisfaction,attitudes,andbehavioralintentionsincontent-drivenwebsites,and
verifiedthepositiverelationshipamongthevariables.Udoetal.(2010)examinedtherelationship
among E-service quality perception, satisfaction, and intention in an E-business environment.
Theresultshowedthat“theindirectormediatinginfluenceofsatisfactiononweb,servicequality
andbehavioralintentionsisindeedstrongerthanthedirectinfluenceofwebservice,qualityon
behavioralintentions”(p.481).Mouakket(2014)foundasignificantchainofE-servicequality,
utilitarianvalues,hedonicvalues,customersatisfaction,andcontinuanceintentionsinthecontext
ofUnitedArabEmirates.Subramanian,Gunasekaran,Yu,Cheng,&Ning(2014)identifiedthat
the dominant customer satisfaction factors were: reliability in service quality; and purchasing
experienceinE-servicequality.

Insummary,theexistingliteratureoncustomersatisfactionhasundergonealivelydevelopment.
SomeofithasalreadyexploredtherelationshipbetweenE-servicequalityandcustomersatisfaction
with interesting findings.Nevertheless, quantitative researchonE-government servicequality is
relatively insufficient. Furthermore, the services provided in public service centers are usually
combinationsofonlineandofflineservices.Publicservicecentersarenotgoingtobecompletely
replacedbyonlineservices,atleastintheshortterm.However,mostoftheexistingliteraturesurveyed
websiteusersbymeansofquestionnaires.Itisdifficulttoensuretherepresentativeoftherespondent
sampleanditmaynotbepossibletogeneralizethefindingstotherealpopulationofpublicservice
centercustomers.
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HyPoTHESES AND THEoRETICAL MoDEL

Hypotheses
ByadoptingthemodifiedD&Minformationsystemsuccessmodel,servicequality(SQ)wasevaluated
inthethreedimensionsofinformation,system,andservice.AsproposedbyZhang(2009),theauthors
dividedsatisfactionintotwocategories:specificsatisfactionandaccumulativesatisfaction.Also,as
mentionedabove,continuousmotivationwasadoptedasadependentvariableintheresearch.

Between inquiringandreceivingservice,citizenshave tounderstandandobtainall relevant
information. In this study, the informationquality refers toperceivedevaluations in thewakeof
inquiringandobtaininginformation.Onlyiftheyhavesufficientandaccurateinformationcancitizens
effectivelysubmitrelevantmaterialsandgetaccesstoservices.Informationqualityisboundtohave
animpactonfinalsatisfaction.Therefore,thefollowinghypotheseswereproposed.

H1:Informationqualityhasasignificantpositiveimpactonspecificsatisfaction.
H2:Informationqualityhasasignificantpositiveimpactonaccumulativesatisfaction.

Systemqualityreferstotheevaluationofane-governmentsystem,includingaseriesofelectronic
andnetworksystemsandplatforms-suchason-linereservations,takingaccessnumberon-site,event
handling,andaseriesofrelatedactivities.Systematicservicerunsthroughouttheentireprocess-such
asreservation,receipt,handlingfieldservice,etc.AllproceduresrelyontheregulationofE-gov
systems.Citizenswillgivecertainratingtotheregulationandprocess,andtothefriendlinessofthe
systemitself.Therefore,thefollowinghypotheseswereproposed.

H3:Systemqualityhasasignificantpositiveimpactonspecificsatisfaction.
H4:Systemqualityhasasignificantpositiveimpactonaccumulativesatisfaction.

As known, public service centers are the material extensions of the online reservation and
receiptofanadministrativeservice.Manyadministrativeserviceitemshavetobecompletedoffline
inpublic servicecenters.Manyservicesarenotprovidedbystandardizedelectronic systemand
templateinformation,butbyarealofficeanditsstaff.Theservicequalitymentionedhererefers
totheevaluationofthefieldservicesprovidedbypublicservicecenters.Itpaysmoreattentionto
“individual”factorsandconcentrateson“individual”evaluations.Intermsofindividualcognitive
psychology,theservicesprovidedbypublicservicecenterareboundtoaffectthefinalsatisfaction
evaluation.Therefore,thefollowinghypotheseswereproposed.

H5:Servicequalityhasasignificantpositiveimpactonspecificsatisfaction.
H6:Servicequalityhasasignificantpositiveimpactonaccumulativesatisfaction.

Specific satisfaction refers to the recentlyperceivedsatisfaction in receivingE-service. It is
reflectedbythegapthatexistsbetweentheactualandexpectedservices.Accumulativesatisfaction
referstooverallsatisfactionsincefirstaccesstoE-service.Itisgenerallyagreedthat,whenmaking
evaluations,peoplewillbeaffectednotonlybythehaloeffect,butalsobytherecenteffect.Therefore,
thefollowinghypothesiswasproposed.

H7:Specificsatisfactionhasasignificantpositiveimpactonaccumulativesatisfaction.

Asmentionedabove,theexistingliteraturehasalreadyprovedthatcustomersatisfactionhas
an important impactoncontinuousmotivation.However, in thedomainofgovernmentservices,
servicesubjectgenerallycannotbepre-determined.Therefore,itwasjustassumedthatthecitizens
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couldchooseanyservicetheywantedinthefuture.Then,therespondentswereaskedwhether,when
facedwithasimilarneed,theywouldchoosetosatisfyitinthesamefashion.Thiscouldreflectthe
effectsofsatisfactiononcontinuousmotivation.Therefore,thefollowinghypotheseswereproposed.

H8:Specificsatisfactionhasasignificantpositiveimpactoncontinuousmotivation.
H9:Accumulativesatisfactionhasasignificantpositiveimpactoncontinuousmotivation.

Theory Model
Figure 1 presents all the hypotheses and the whole model. Three control variables (i.e., service
experience,servicecategory,andservicemode)weretakenintoconsideration.Thesemayinfluence
continuousmotivation.Serviceexperiencereferstowhetheracitizenhasalreadyutilizedthepublic
servicecenterinthepast.Servicecategoryreferstowhethertheservicerequestedisforpersonalor
businessuse.Servicemodereferstowhethertheservicecanbeself-obtainedorrequiresassistance.

RESEARCH DESIGN

Variable Measurement
Themeasureditemsforallthelatentvariables(LV)inthisstudywereadoptedandmodifiedfrom
previousstudies,usinga5-pointLikertResponseFormat(LRF)scale.Thescalesforinformation
quality,systemqualityandservicequalitywereadoptedfromWangandLiao(2008)andKangand
Lee(2010).ThesatisfactionitemswerebasedonthescalesproposedbyZhang(2009)andLin,Chen,
&Fang(2011).ThecontinuousmotivationitemswereadoptedfromWangpipatwong,Chutimaskul,
&Papasratorn(2008)andYehandTeng(2012).Forthecontrolvariables,categoricalscaleswere
usedtomeasureserviceexperience(yesandno),servicecategory(personalserviceandbusiness
service),andservicemode(self-serviceandhuman-service).Allthemeasuredvariables(MV)and
latentvariablesarelistedinTable1.

Data Collection
TheauthorschoosethepublicservicecenterinXisaishanDistrict,HuangshiCity,asthecaseforthe
research.Xisaishanisacounty-levelregionintheHubeiprovinceofCentralChina.Thisparticular

Figure 1. Research Model
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publicservicecenterwaschosenbecauseofthefollowingreasons.Firstly,mostofChina’spublic
servicecentersareatthecounty-levelandcitizensgenerallygetpublicservicesfromlocalgovernment.
Secondly,afterrunningforseveralyears,itisinneedofupgradingandnecessitatessomesolutions
tobefoundthroughresearch.Lastly,asacounty-levelregioninHubei,Xisaishanisintheforefront
oftheconstructionofpublicservicecenters.

Theauthorsdevelopedaquestionnaireonpublicservicecenterservicequalityandcustomer
satisfaction,andcametoitsfinalformthroughfivestages:firstdraft,advisorydiscussion,preliminary
questionnaire,pilottesting,anddiscussion&modification.

Citizens applying for E-services in the public service center were surveyed by having the
questionnairesissuedrandomlytothem.429validquestionnairesof500issuedwerecollected.After
excludingthosewithmissinganswers,364wereused.Table2showsthesampledemographics.

RESULTS

Model Evaluating
Generallyspeaking,Covariance-basedStructuralEquationModeling(CB-SEM)isawidelyused
statisticanalysismethod.However,Wong(2013)statedthatitrequireshighdataqualityandlarge
samplesizes,which,inpractice,oftencannotbeprovided.So,thepartialleastsquares(PLS)technique
isoftenadoptedasanalternativetoCB-SEMbecauseitmakesnoassumptionsinrelationtodata
distributionandcanalsocompletethetaskofSEManalysisverywell.TheauthorsthuschosePLS
forthispaper’sdatacalculationandanalysisbecausethesamplewasnotverybigandpredictive
accuracywasimportant;also,themodelshouldbefurtherexamined.

Table 1. Latent variables and measured variables

LV MV

Informationquality(INFQ)

INFQ1.Theservicecenterofferspreciseinformation.

INFQ2.Theservicecenterofferssufficientinformation.

INFQ3.Theservicecenteroffersuptodateinformation.

INFQ4.Theservicecenteroffersinformationofahighquality.

Systemquality(SYSQ)

SYSQ1.Theequipmentandsysteminterfacesintheservicecenterareuser-friendly.

SYSQ2.Theequipmentandsystemsintheservicecenterareveryeasytouse.

SYSQ3.Overall,thewholesystemintheservicecenterisofaveryhighquality.

Servicequality(SERQ)

SERQ1.Staffmembersshowwillingnesstohelpmesolvemyproblems.

SERQ2.Ifeelsafeandsoundinhandlingmyaffairsintheservicecenter.

SERQ3.Thestaffmembersshowgreatinterestinmysituation.

Specificsatisfaction(SPES)

SPES1.Thelasttime,Iwasverysatisfiedwiththeservicecenter.

SPES2.Thelasttime,theresultwentbeyondmyexpectation.

SPES3.Thelasttime,Ihadaverygoodexperience.

Accumulative
satisfaction(ACCS)

ACCS1.Myexperiencesintheservicecenterarealwaysverygood.

ACCS2.Theservicecenteralwaysmeetsmyexpectations.

ACCS3.Overall,Iamalwayssatisfiedwiththeservicecenter.

Continuous
motivation(CONM)

CONM1.IwouldvisittheservicecenterifIhadsimilarneedsinthefuture.

CONM2.IfIcouldchoose,Iwouldgotonowhereelsebuttotheservicecenter.
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Tobeginwith,indicatorreliabilitywastested.AccordingtothebasictestindicatorsforPLS
definedbyWong(2013),theouterloadings’squareshouldbemorethan0.4andpreferablybe0.7
ormore.Thustheouterloadingsshouldbemorethan0.632andpreferablybe0.837ormore.The
resultsshowedthatalltheouterloadingsoftheitemsonlatentvariableswereatanacceptablelevel,
rangingfrom0.797to0.927,indicatingthatthemeasurementmodelhasahighreliability.Thedetails
arelistedinTable3.

Secondly,internalconsistencyreliabilitywastested.TheresultsshowedthatalltheCronbach
αvaluewerelargerthan0.7,andthecompositereliability(CR)valueswerearound0.9.Thesetwo
indicatorsindicatedthattheinternalconsistencyreliabilitywasgood.Thecorrelationmatrixoflatent
variablesisindicatedinTable4.

Table 2. Sample demographics

Characteristic Range Frequency Percentage

Gender
Male 170 46.70%

Female 194 53.30%

Age

≤20 18 4.95%

21-30 91 25.00%

31-40 102 28.02%

41-50 87 23.90%

51-60 58 15.93%

≥61 8 2.20%

Education

Masterandabove(includeMBA) 7 1.92%

Bachelor 85 23.35%

Juniorcollege 83 22.80%

HighSchool 121 33.24%

SecondarySchoolandbelow 68 18.68%

Occupation

Governmentorinstitutionstaff 41 11.26%

Businessstaff 54 14.84%

Self-employed 56 15.38%

Retired 40 10.99%

Unemployed 24 6.59%

Teacher 10 2.75%

Student 19 5.22%

Other 120 32.97%

Monthlyincome(RMB)

<1000 41 11.26%

1000—1999 134 36.81%

2000—2999 145 39.84%

3000—3999 34 9.34%

4000—4999 6 1.65%

≥5000 4 1.10%
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Finally,convergentvalidityanddiscriminantvalidityweretested.AsshowedinTable4,the
averagevarianceextracted(AVE)ofeachlatentvariableismuchlargerthantheminimumacceptable
threshold of 0.5, so convergent validity is confirmed. Meanwhile, the arithmetic square root of
eachAVEislargethantheothercorrelationvaluesamongthelatentvariables.Forexample,the
latentvariableSPES’sAVEis0.756;hence,itssquarerootis0.870.Thisnumberislargerthanthe
correlationvaluesintheSPEScolumn(0.716and0.698)andalsolargerthanthoseintheSPESrow
(0.685,0.676,and0.683).AllothersimilarresultscanbeseeninTable4.Thus,itcanbesaidthat
discriminantvalidityissatisfied.

Table 3. Outer loadings of LV

MV Mean SD INFQ SYSQ SERQ SPES ACCS CONM

INFQ1 3.904 0.909 0.839 0.609 0.604 0.581 0.581 0.597

INFQ2 3.838 0.984 0.867 0.636 0.577 0.602 0.556 0.563

INFQ3 3.824 1.000 0.838 0.620 0.518 0.542 0.500 0.520

INFQ4 3.951 0.955 0.829 0.687 0.565 0.583 0.575 0.520

SYSQ1 3.909 0.912 0.658 0.852 0.559 0.569 0.521 0.540

SYSQ2 3.898 1.003 0.673 0.878 0.597 0.566 0.580 0.519

SYSQ3 3.984 0.927 0.633 0.864 0.674 0.618 0.573 0.589

SERQ1 4.135 0.939 0.543 0.590 0.839 0.592 0.550 0.582

SERQ2 4.143 0.873 0.528 0.585 0.860 0.602 0.537 0.567

SERQ3 4.005 0.962 0.619 0.595 0.797 0.505 0.474 0.499

SPES1 4.126 0.885 0.569 0.590 0.644 0.883 0.673 0.624

SPES2 4.044 0.967 0.621 0.594 0.568 0.870 0.586 0.596

SPES3 4.099 0.879 0.601 0.581 0.566 0.856 0.607 0.600

ACCS1 4.033 0.979 0.575 0.563 0.543 0.591 0.881 0.611

ACCS2 3.973 0.927 0.584 0.557 0.563 0.650 0.901 0.639

ACCS3 4.107 0.898 0.577 0.586 0.549 0.648 0.857 0.613

CONM1 4.080 0.928 0.601 0.563 0.592 0.631 0.661 0.925

CONM2 4.052 0.936 0.608 0.614 0.634 0.661 0.646 0.927

Note: The Means and SDs were calculated by SPSS 19.0.

Table 4. Correlation matrix of LV

Cronbach 
α CR AVE INFQ SYSQ SERQ SPES ACCS CONM

INFQ 0.864 0.908 0.711 0.843

SYSQ 0.831 0.899 0.747 0.757 0.865

SERQ 0.778 0.871 0.693 0.673 0.707 0.832

SPES 0.839 0.903 0.756 0.685 0.676 0.683 0.870

ACCS 0.854 0.911 0.774 0.657 0.646 0.627 0.716 0.880

CONM 0.834 0.923 0.858 0.653 0.636 0.662 0.698 0.706 0.926

Note: The number on the diagonal line is the arithmetic square root of AVE of the corresponding latent variable.



International Journal of Public Administration in the Digital Age
Volume 5 • Issue 3 • July-September 2018

52

AsseeninTable3,theouterloadingsoflatentvariablesarehigh.Sotheexistenceofmulti-
collinearityneedstobeexamined.Aftercalculatingthevarianceinflationfactors(VIF)withSPSS
19.0,theauthorsfoundthattheVIFvaluesofallthelatentvariablesrangedfrom2.052to2.815,lower
thanthemaximumacceptablethresholdof5.0.Thus,multi-collinearitywasinsignificantinthisstudy.

Hypotheses Testing
Hierarchicalregressionanalysiswasadoptedtotestthehypotheses.Twomodelsweredevelopedin
PLS.Inthefirstmodel,onlythecontrolvariablesweretakenintoconsideration.Thenthesecond
modeladoptedtheindependentvariablestoevaluateH1~H9.Thehierarchicalregressionresultsare
indicatedinTable5.

Thetableshowstheresultsofthehierarchicalregressionanalysis,theexplainedlatentvariable
variances(R2),standardizedpathcoefficients,f2(effectsize)amongexogenouslatentvariablesand
endogenouslatentvariablesandthesignificanceofpathcoefficients.Model1inTable5indicates
that,ofallthethreecontrolvariables,onlyserviceexperiencesignificantlyandnegativelyaffects
continuousmotivation.So,itcanbesaidthatregardlessofthekindofserviceacitizenappliesfor
orofhowtheservicewillbeprovided,itwillhavealmostnothingtodowithcontinuousmotivation.
However,citizenswhohavealreadyusedthepublicservicecenterhavelowermotivationtodoso
again.Maybetheythinkthatoneadministrativeapprovalshouldnotbedividedintoseveralparts.
Ortheythinkthatsomeoftheservicesshouldbeavailabletobecompletedonlineandthereshould
benoneedtovisitthepublicservicecenterseveraltimes.

Model2inTable5indicatesthat,exceptforthepathfromSERQtoACCS-whichisinsignificant-
alltheothercoefficientsaresignificant.Thus,onlyH6wasunsupported.Thisresultmightbedue
totworeasons.OneistheSERQbiasinevaluatingthestaffmembersofthepublicservicecenter,
who,however,maybetransferred.Changesinstaffand,maybe,differentlevelsofservicedonot
contributemuchtoACCS.TheotherreasonisthatSERQismuchmoresubjective-comparedtoINFQ
andSYSQ-andACCSrepresentsanoverallimpression,sothelinkbetweenthemmaybeweak.Atthe
sametime,Table5showsthattheeffectsizevaluesarehighlyconsistentwiththepathcoefficients
andtheirsignificance.ThepathcoefficientsofthelastmodelcanbeseeninFigure2.

Table 5. Hierarchical regression results

Model 1 Model 2 Model 1 Model 2

Block 1: Control variable ACCS→CONM(H9) 0.411***

Serviceexperience -0.198*** -0.057 R2(SPES) 0.576

Servicecategory -0.052 0.049 R2(ACCS) 0.584

Servicemode 0.078 0.059 R2(CONM) 0.048 0.584

Block 2: Main effect f2(Effectsize)(INFQ→SPES) 0.083

INFQ→SPES(H1) 0.301*** f2(Effectsize)(INFQ→ACCS) 0.031

INFQ→ACCS(H2) 0.189** f2(Effectsize)(SYSQ→SPES) 0.038

SYSQ→SPES(H3) 0.217*** f2(Effectsize)(SYSQ→ACCS) 0.017

SYSQ→ACCS(H4) 0.142* f2(Effectsize)(SERQ→SPES) 0.113

SERQ→SPES(H5) 0.326*** f2(Effectsize)(SERQ→ACCS) 0.014

SERQ→ACCS(H6) 0.121 f2(Effectsize)(SPES→ACCS) 0.168

SPES→ACCS(H7) 0.408*** f2(Effectsize)(SPES→CONM) 0.188

SPES→CONM(H8) 0.400*** f2(Effectsize)(ACCS→CONM) 0.195

Note: *p < 0.05; **p < 0.01; ***p < 0.001
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DISCUSSIoNS AND IMPLICATIoNS

Theoretical Implications
As an empirical research, this paper effectively explored and verified the influence mechanism
linkingseveralrelatedvariables.TheauthorssuccessfullyappliedtheD&MISsuccessmodeland
thetheoryofcustomersatisfactiontothefieldofE-governmentservice.Theresearchperspectivehas
beenbroadenedandtheapplicabilityofthemodelhasbeenverified.Meanwhile,thewayinwhich
theresearchersobtainedthefirst-handdatafromthepublicservicecenterwasverysignificanttothe
empiricalstudyofE-servicequality.Thispaperprovidedausefulreferencetothetheoreticalresearch
onandpracticalreformofE-government.

Thisresearchshowedthatthedataadequatelyfitthemeasurementmodelandstructuralmodel.
TheresultsindicatedthatthedimensionsofservicequalityintheD&Mmodelcouldperformwell
inE-governmentresearch.WiththeexceptionofH6,alltheotherhypothesespassedthetestwith
differentlevelofsignificance.INFQ,SYSQandSERQsignificantlyandpositivelyaffectedSPES.
INFQ and SYSQ significantly and positively affected ACCS. Both SPES and ACCS positively
affectedCONMwithahighlevelofsignificance.ComparedtothatofACCS,theinfluenceofINFQ,
SYSQ,andSERQonSPESismuchstronger.Onepossibleinterpretationisthattherespondentswere
investigatedshortlyafterhavingaccessedtheservices.ThefreshimpressionofSQhelpedthemto
evaluateSPESwithmore intuitive feelingsandmoreclearcriteria.WhenevaluatingACCS, the
citizensonlygaveanoverallscore.ThisscoremightbejustsubjectiveandnotinfluencedbySQ.
Atthesametime,itshowedthatSPESpositivelyaffectedACCSwithasignificanceof0.001and
withapathcoefficientof0.408,whichmeansthatthispathisverystable.Thus,themediatingrole
ofSPESbetweenSQandACCScanbestudiedinthefuture.

Interestingly,albeithavingthesamesignificancelevelof0.001,thepathcoefficientofSERQ
toSPESismuchhigherthanthoseofSYSQandINFQ.Tworeasonsmayexplainthis.First,the
E-governmentsystemhasbeenwidelyadoptedandispopularingovernmentservices.Thewaysof
obtaininginformationandusingtheE-Govsystemmaybealreadywidelyknownbythecitizens.
ThosethingsthatareintheirknowledgepurviewmaynotcontributemuchtotheSPES.Second,the
SQwasassessedinthelaststagesofadministrativeapproval.Theservicewasprovidedbyhuman
staffmembers,andnotbythesoftwaresystem.Theprofessionaldiathesisandservicelevelofthe

Figure 2. Path coefficient and significance
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staffmightplayedamoreimportantroleintheevaluationprocess.TheresultsalsoshowedthatACCS
exertedamoresignificanteffectonCONMthanonSPES.Itiseasytoacceptthataccumulative
satisfactioncontributesmorethanspecificsatisfactiontocontinuousmotivation.

Practical Implications
Asanimportantchannelforthedeliveryofgovernmentservices,county-levelpublicservicecenters
haveplayedasignificantroleinimprovingservicequalityandpublicsatisfaction.Severalpractical
implicationscanbegeneralizedfromthisresearch.

First,SPESshouldreceivemoreattention.ThoughACCScanbesignificantlyandpositively
affectedbybothINFQandSYSQ,thecoefficientsaresmallandthelevelofsignificanceislow.
However,thethreedimensionsofSQallverysignificantlyinfluenceSPES.Andasmentionedabove,
SPESseemstoplayamediatingrolebetweenSQandACCS,andalsosignificantlyandpositively
affectsCONM.Thus,itcanbeconcludedthatSPESplaysadecisiveroleinthemodel.So,measures
shouldbetakentoimproveSPES.

Second,SERQshouldberegardedasanimportantfactorfortheimprovementofSPES.Compared
toINFQandSYSQ,SERQhasagreatereffectonSPES.Theexperienceinpublicservicecenter
andtheserviceprovidedbythestaffmembershaveadirectedinfluenceontheevaluations.Thus,in
thepremiseofensuringinformationqualityandsystemquality,publicservicecenterstaffservice
consciousnessandqualityshouldbeimproved.

Third,theadministrativesystemreformshouldgofurtheranddeeper.Information,E-government
system,andstaffservicequalityimprovementscanonlybeseenastechnicallevelreforms.Compared
withSPES,ACCShasagreatereffectonCONM.Thus,justconcentratingontechnicalaspectsisnot
enough.Muchmoreattentionshouldbepaidtoimprovingtheoverallimpressionofthepublicservice
center.Onlybydecentralizingmorepowerandreducingtheadministrativestepscanthereformgo
furtherandengendermoresatisfactionanduserstickinesssoastoguaranteecontinuousmotivation.

CoNCLUSIoN, LIMITATIoNS AND FUTURE RESEARCH

ThisstudyverifiedtheapplicabilityoftheSQdimensionsoftheD&Mmodeltothefieldofpublic
servicecenterE-servicequalityinChina.Theauthorsconductedanormativeempiricalresearchthat
mayactasagoodbasisforfurtherstudies.Theresultshaveimportantguidingsignificanceforthe
practiceofadministrativereform.First,sincethepublicservicecenter’smissionistoprovidebetter
servicetothepublic,andthemosteffectiveevaluationsofitshouldbemadebythepublic,public-
orientedserviceandpublicparticipationshouldearnmoreattention.Second,thelinksbetweenonline
andofflineservicesshouldbeimprovedandtheproceduresshouldbemodifiedaccordingtothe
demandsofthesocietyandscientificservicestandards.Third,besidesgatheringdifferentsectorsto
worktogether,theintegrationofrelatedserviceswhicharedistributedindifferentdepartmentsand
theintegrationoftechnology,cultureandsocialpowershouldbetakenintopractice.Onlyinthis
waycanpublicservicecentersprovidemorecompetitiveservices.Fourth,qualitychainmanagement
shouldbeappliedinordertogetmuchmorecomprehensiveevaluationsandfeedbackoftheservices.
Fifth,asmentionedabove,actionsshouldbetakentoimprovethestaffs’professionalserviceability
andface-to-faceservicelevel.

Thisresearchhassomelimitations.First,thispaperexcludedallthequestionnaireswithmissing
data.Thismayhaveledtoneglectingsomeinformation.Second,thedatausedinthispaperwere
collectedfromasinglepublicservicecenter.Thus,theuniversalityandapplicabilityofthisresearch
maybelimited.Third,theinvestigationwasconductedinChinaandthesituationsmaynotbethe
sameinothercountries.Furthersurveyshouldbeconductedtotestwhetherthemodelissuitedto
differentcountries.

Thisstudyisjustanexplorationandmuchmorerelatedresearchshouldbedoneinthefuture.
First,theinfluencemechanismoftherelatedfactorsshouldbefurtherexplored.Theinfluenceof
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publicparticipation,trust,informationtechnology,andotherfactorsonservicequalityandsatisfaction
shouldbestudied.Second,exceptforanoverallimpression,weknowlittleabouttheactualvalue
ofpublicservicecenters,thus,publicservicecenterperformanceevaluationandpublicvaluemay
be interesting issues to study. Third, in the wave of Comprehensively Deepening Reforms and
promotingthemodernizationofnationalgovernancesystemsandgovernancecapacityinChina,the
inter-departmentalcooperationmechanismofpublicservicecentersshouldbestudied.Finally,in
ordertoprovidesmarterservice,thevalueofrelateddatashouldbeminedout.Thus,thestudyof
theintegration,mining,andanalysisoftheservicedatawillbeagoodtopic.
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APPENDIX

Table 6. Likert Response Format (LRF) Questionnaire (originally distributed in Chinese)

Latent variables and measures variables T-statistic

Informationquality(INFQ)

INFQ1.Theservicecenterofferspreciseinformation. 41.748

INFQ2.Theservicecenterofferssufficientinformation. 63.687

INFQ3.Theservicecenteroffersuptodateinformation. 43.536

INFQ4.Theservicecenteroffersinformationofahighquality. 45.464

Systemquality(SYSQ)

SYSQ1.Theequipmentandsysteminterfacesintheservicecenterareuser-friendly. 53.599

SYSQ2.Theequipmentandsystemsintheservicecenterareveryeasytouse. 63.005

SYSQ3.Overall,thewholesystemintheservicecenterisofaveryhighquality. 57.847

Servicequality(SERQ)

SERQ1.Staffmembersshowwillingnesstohelpmesolvemyproblems. 46.154

SERQ2.Ifeelsafeandsoundinhandlingmyaffairsintheservicecenter. 56.419

SERQ3.Thestaffmembersshowgreatinterestinmysituation. 27.121

Specificsatisfaction(SPES)

SPES1.Thelasttime,Iwasverysatisfiedwiththeservicecenter. 53.707

SPES2.Thelasttime,theresultwentbeyondmyexpectation. 50.186

SPES3.Thelasttime,Ihadaverygoodexperience. 49.893

Accumulativesatisfaction(ACCS)

ACCS1.Myexperiencesintheservicecenterarealwaysverygood. 50.921

ACCS2.Theservicecenteralwaysmeetsmyexpectations. 83.111

ACCS3.Overall,Iamalwayssatisfiedwiththeservicecenter. 51.036

Continuousmotivation(CONM)

CONM1.IwouldvisittheservicecenterifIhadsimilarneedsinthefuture. 95.876

CONM2.IfIcouldchoose,Iwouldgotonowhereelsebuttotheservicecenter. 98.779
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