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Study on the Responsive Strategies of Government Agencies and Its Logic: the Case of Satisfaction Assessment of

Government Hotline in J. City
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[ Abstract | The issue of government responsive strategies caused by performance appraisal and accountability system is

one of the classic topics in public management. This paper takes the satisfaction assessment of the government
hotline in city J as an example to refine and summarize the government agencies’ sirategies of responding to
the assessment and accountability and their explanatory logic. This paper finds that when government agencies
face the pressure of the satisfaction assessment of the hotline office, they adopt six responsive strategies, such
as improving service quality, strengthening organizational foundation, enhancing communication and learning,
operating the assessment mechanism, operating the accountability mechanism, and ignoring the assessment
results. These six strategies reflect three drivers of government behaviors : namely , “completing the task” , “coping
with the assessment and avoiding responsibility” and “responding to competition and seeking promotion” .
This paper discusses citizens’ subjective performance evaluation, accountability mechanisms and departmental
response strategies in the context of municipal government hotlines, which not only provides an in—depth
interpretation of the operating process of municipal government hotlines, but also uncovers the manifestations
and theoretical mechanisms of various strategies of Chinese government agencies under the pressure of
satisfaction evaluation and accountability in theory.
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