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Abstract

The satisfaction of citizens with the construction of government public service network is an im-
portant index to measure whether the implementation of e-government makes the citizens satisfied.
The satisfaction of citizens with the construction of government public service network also reflects
the level of service-oriented government to a certain extent, and has practical guiding significance
for exploring the construction form and operation mechanism of new government public service
network. By combining the construction of the government public service network with the Ameri-
can Customer Satisfaction Index (ACSI) model, the Chinese Customer Satisfaction Index (CCSI) model
and the American government user Satisfaction Index model, this paper establishes a research model
on the public service satisfaction of citizens in the construction of the government public service
network, and makes an empirical analysis on it, proposes theoretical hypotheses, and selects re-
search indicators. Questionnaire survey was conducted online, reliability and validity analysis and
confirmatory factor analysis were used to fit and verify the model, and corresponding conclusions
were obtained. Finally, this paper analyzes the current problems, provides data support for the op-
timal construction of the government public service network from the perspective of optimizing the
government public service network, analyzes its impact on citizens’ satisfaction with public service,
and proposes innovative measures to optimize the government public service network, promote
the construction quality of the government public service network, and improve citizens’ satisfac-
tion with the government public service network. This paper studies the effect and practical signif-
icance of the optimization of the government public service network on the public service satisfac-
tion of the citizens, and also provides decision-making guidance for the optimization of the govern-
ment service network.
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S KN SCE S KR, REBUT RS W B sl 7 i R e, (BB B A7 AEBUSS I 2%l 1 2%
BB, ERER. SUAGE. FERERGERE, ARSHXEESR. W ER. fHeKTrER
PAR Bt ZE 5, SN h E N — e KR EER R ALRF A AL NS
R, AN 2 [ 22 A 2 RRaqi BE AR AN, R IRE “ RS BUN " EBHXVE S, At
JR 55 Dh REGR IS A B BRI . U R AE [ N T S AP B, 90 SRAXJE A A AR BT AL . AERLZ AT, o
[H 2R iR A 1E, T 2000 FEHER 1 AR ERR 7, RIRATE N P E MBS, T SRR S
PrAf CCSI MY . AT NIBSURT 55 W28 (R A1 B2, 0 IBURT IR 55 R 48 IR 2 HEAT T 4R 3

2B 55 (2015) N BUR R I 1 ZE 5 i A AR R BE , ZEFRMEANBTR 55, BT, SR M B R AT . AN
ISR R A AT, AR/ A BRI ZE R [1]: 2R E B (2007) 2 Aot 2 3 25 (9 = 8 52 2 Bl R K 5
Mg, bkl AR L B R KT S A RIS I AR S I AR RN R S E AR
RO NIEARHIE . IRFLTIRIRS KB =AR R, RN ERRSEZENEE RS EXE B AER
[2]. FAWAI(2009) I\ i AR LA — AN BEE AL ST R R MARAL AR &, AN — MEE AR
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B HE[3].

T BT A HE R 45 1305 3 FE AT AR AP AE — S8 ) B, X KU (2014) 42 Hh 402 o A o 2 JEE AN A IR AR A S il
IR E, MZIEIREmBUR RS B R ATFA NS 55 R IE[4]: 15FF(2016) N A KT BUR A 3
R 55 AN 7 TH IR e BE R B T AP a3, BUR A LIRSS S ISR 2. ARSI
FEE S “AATUHA-S B S 22 BE 7 A5 B 0 0 SR 56 5 R [5]s XIE(2009) % % HL B 12 F 43 2 SRR A B2 D iR
7%, 18 REA AT KR G A 0 G 3047 7 0t JRERE R b R B T — S e NP It PR
PR RMB AT 7 —, PSS R T R[6], FREEBI(2017) I\ NAE B ATHITE DL R, FEXT A JE AR 45 i
HPEER MR R R T, AR — SRR, B> T RGN, X RS PR 3 2R AN B AR A 2R AR
PHEAR R, ST EUA AR MRHE SR D 1 o 22 P4 (R 0 SO RE, BRI AR R AE S B 5 IR 700 75 B3t
— B EIE[7]

TEMLFER b, A2 3 T AU R 55 9 15 FF) SRS, 0V BH (2013) M e 382 BURF i BI85 14 Rk
AR, B GE R IR S R BUR IAEZE, 2 5 I SC BRI DOAH G B 1 A FE IR SRR AR &R, 57 KA
MIERIZ 58, EHAFMBURR, BN AT I, IR BUN A MRS #EATIRAL[8]: BRI
(2017) 35 HUR B S5 IR 55 N i 1 D B T — 2 G, HIE A 2, MRS M5 N REEA I FELAR
B EARZ MANAEE — B MR, FOILREF R BT W RS ARAEE A e, X LGk “E
HEER” 5 R [9].

SZAEENAREN, KTBUTIRS M@ BOEFERE A&, EIMBURRS MERESR, #ik
ARG 58, FFR T ZMIF0 A LTI A &R ARSI PP . hE A SRR T “hEA
KRS LAV o “EKIBBUR” FFRT “OMFRS AW ERAE” . “HERTTHEaSEE 07 TR
TONAIMRS” BT SV . SR, OF R K2 5T A A JEARSS = PPN, =R
PG e RN, R R W IR A LIRSS (i S AR B, B REMIE SIEM . Bk, X ASLARS 1)
PRAEIEIN FAR 5 5 AT RN BRI S0 7 — ME AR NIRRT

RS MBURF A 3 IR S5 IR AL B IR A, JE T ACSI 3 B SR B RY , FE 51 N Z5 4 J7 R R AL 3 ik,
I FH o FCEAT SEUE A A, A SR AL BURT IR 55 X e B00) 17 B A IR 2% W R BE s i, IR BUIRIR R 7 Y
BUR A SRS W 13 @ T RIS AT, BUR 2 3R 55 P AR A0 e P A B A5 2 3L

2. IRERESIERRER
2.1. BRFAHIRSMT RSB & RNEL

2.1.1. BRFA*RSMEZEESERSRNET

= [ J0%1 25 ks 7 155 45 B4 7 (American Customer Satisfaction Index, ACSI)/2& H125 [E Fornell 7t 1988 4F 4
ST PR T PP S S5 R R 6 2 BB 110 % DN 3 T D] SR O R il R T RSP 45 SR — o R SR SC RS . o [T
05 7 FE F5 BB (China Customer Satisfaction Index, CCSI)/2& i [ 5 i & WUB G 56 5 J= I 4038 T K 24 1E
2001 445 4 5 [ o 2536 7 B2 45 B0 78 ACS| PR 408 T2 16T 1) [T W S 7 3 P T vl T %D 23 2 B U 7 ¥
LA ACSI RS g Rafilt, [R5 3% B BURT F P 3 2 FEFR IO B, P92 IR O 2 A0 T 7 FE it FURSE BRI SR
AFEIRS MBI CH TE, 285G BB B B BURT B2 L A 2 FL AR 55 P9 25 FIVRE R DL R IBURT A FE IR 55 0 2 18 ) 52
BRIBL, A SRR HBUR 28 3l 55 9 2 1 i B s B2 R S 28, i< 1 B

AR AR SCHR H ABURT 2 3 R 55 I gl 150 7 BRI = AR 2R T AR B, M3 TBUR 2 S IR 55 Y 4 18 Th B
B VPME RN “CAMHE. BT E. BAME. AREE. ARS5. ANGEE” 6 AN (RD
PR ARRR) RV BURT A H IR 55 I 5L 11 T R R PR

DOI: 10.12677/mm.2025.154103 201 AR B


https://doi.org/10.12677/mm.2025.154103

K EK T I

Figure 1. The government builds a citizen satisfaction model for the public service network
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Figure 2. The government has established an indicator
system for public satisfaction with the construction of the
public service network for citizens

2. BRFAHMRSME R T RFESEERER

Table 1. Reliability analysis of the scale
=1 ERNEESH

YLy Cronbach’s Alpha Z % TH K
DA 0.798 3
B0 0.888 7
BAE 0.867 3
VAVANTN-N 0.809 3
e 0.933 6
AVSNEELER 0.785 3
Iry) 5 A 0.910 25

2.3.2. MESH
K KMO R0 VR R, oh /N ASE B (I8 45 B3 AT T 2B 40 #r .
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ZEREIR: AWK KMO {84 0.884, KT 0.5, %4) Bartlett FOERTEFE #3610 77 2924.882, HH
FE 4 300, &3P Y 0.000, /NT0.05, Ft, FFEMBERKET, W% 2 .

Table 2. KMO and Bartlett test
Fz 2. KMO FnE4FF)4F4058

KMO BUFEIE I =4 0.884
R R TT 2924.882
Bartlett [ BRI EEAG 36 H B 300
WEE 0.000

Fox, EIERTHEIFIBET, UESE TiZEARK KMO £%0y 0.884, T 0.5, WilliZfatrd i T 37
M. NE, A RNT 1R AR T, R 6 DA T, Ribr EMRERA 71.199%,
AT 50%IIE, Wk 3 Fs.

Table 3. Total variance explained

* 3. BHERRE

e VUG AE SRR T A
I58a TiZH FEH% I58a VR4 FH%
1 8.099 32.394 32.394 8.099 32.394 32.394
2 3.054 12.217 44611 3.054 12.217 44611
3 2.166 8.665 53.276 2.166 8.665 53.276
4 1.698 6.790 60.066 1.698 6.790 60.066
5 1.530 6.119 66.185 1.530 6.119 66.185
6 1.253 5.014 71.199 1.253 5.014 71.199
7 0.733 2.934 74.132
8 0.599 2.394 76.527
9 0.589 2.355 78.882
10 0.551 2.203 81.084
11 0.535 2.141 83.225
12 0.459 1.834 85.060
13 0.432 1.728 86.788
14 0.389 1.554 88.342
15 0.380 1.520 89.862
16 0.376 1.504 91.366
17 0.325 1.300 92.666
18 0.313 1.254 93.920
19 0.282 1.128 95.048
20 0.246 0.985 96.033
21 0.237 0.949 96.982
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gk
22 0.222 0.889 97.872
23 0.193 0.773 98.645
24 0.176 0.702 99.348
25 0.163 0.652 100.000

FRWOT: ERG 3.
fJa, MRAEZATRIER, FRAEH R o tridont TR B #E AT 70 M, SRS Kaiser ArifEfb ek

i B REAT A B, R A3 BUHERE i FE R o et R e TS AT A, BRI T
PATHCAAE 0.5 A b, FFEER, @ DRIE T MEBIRIA UL, Wk 4 Pn.

Table 4. Component matrix a after rotation

4. NEREFRHIRLSYRERE a

RS
1 2 3 4 5 6
Al 0.060 0.013 0.047 0.135 0.853 —0.014
A2 —0.012 0.086 0.080 —0.018 0.838 0.040
A3 0.044 0.132 0.134 0.109 0.793 0.110
B1 0.147 0.686 0.094 0.217 0.138 0.066
B2 0.091 0.733 0.136 —0.003 0.106 0.148
B3 0.138 0.746 0.150 0.072 0.041 0.186
B4 0.162 0.721 0.139 0.250 0.109 0.102
B5 0.224 0.766 0.050 —0.010 0.061 0.080
B7 0.110 0.845 0.108 0.031 0.001 0.133
B6 0.066 0.646 0.112 0.296 —0.083 0.019
C1 0.003 0.223 0.863 0.098 0.095 0.051
c2 0.162 0.145 0.844 0.197 0.067 0.109
C3 0.168 0.240 0.779 0.227 0.163 0.064
D1 0.172 0.185 0.234 0.755 0.031 0.100
D2 0.085 0.134 0.071 0.782 0.174 0.178
D3 0.179 0.201 0.204 0.801 0.056 0.075
F1 0.869 0.167 0.081 0.125 0.085 0.047
F2 0.870 0.192 0.058 0.100 —0.015 0.064
F3 0.794 0.066 0.035 0.121 0.050 0.126
F4 0.861 0.149 0.055 0.081 —0.007 0.171
F5 0.812 0.159 0.089 0.036 0.027 0.126
F6 0.830 0.129 0.081 0.082 0.006 0.100
Gl 0.149 0.143 0.032 0.093 0.032 0.775
G2 0.250 0.116 0.044 0.192 0.078 0.755
G3 0.113 0.287 0.144 0.059 0.041 0.818

RO RO e Jiik: Kaiser bRl K7 23k, a: BERAE 6 UGk Ua Ciiss.
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Figure 3. Confirmatory factor analysis diagram

B 3. B EF o E

3B AEPER T RIS A Fe bR an R 42 5 for . 45 R, X?/df=1.316 <3, RMSEA =0.039<0.08,
GF1=0.887>0.80, AGFI=0.859>0.80; IFI=0.971>0.90, TLI=0.966>0.90, CFI=0.970>0.90, PGFI
=0.710>0.50. LI iEPER 708, ATRILEIG TR ERFT G 2K, X R BATIAF L4 R v 5, ]
DAERf S AR S (] R 00 &R, R IBE LA RIAF IR R . JUAL, AR TR IE o] AFE B A 50 & 50 47
HhERARAR B (M) OC R, NI SR AF MR IR B AL 4518 .

32. GHLERENS TSRS

MR A A SO O EE SR AL, A, AR BAINE. AR ARSEMA NG
N JF—ANGERYARE T, B0 F A SR Y T TR o
B, STEMERRIIEERR TR 6. 458 F, X¥df =1.384 <3, RMSEA = 0.043 < 0.08,
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GF1=0.880>0.80, AGFI=0.853>0.80; IFI=0.963>0.90, TLI=0.958>0.90, CFI=0.963>0.90, PGFI
=0.720>0.50, Ak, 2 UMK, 4R EA, ZERNUEIERILRY, EIrAHdE s EIA RYF
I RCR o e, 2R ) T R AR DELE AT DAIE B2 A RAF RO TRINE 75, 03k 6 P

Table 5. Analysis of fit indexes for confirmatory factor models
7 5. WIEMEEFIETHLE B igtR 4

fabr X2/df RMSEA GFI AGFI IFI TLI CFI PGFI
AN AR E <3 <0.08 >0.90 >0.80 >0.90 >0.90 >0.90 >0.50
g gt R 1.316 0.039 0.887 0.859 0.971 0.966 0.970 0.710
AL TP S Ehs ik g i i & % Hi%

Table 6. Analysis of structural model fit indexes
7 6. HIIRBI A EIRAR DT

izt X?/df RMSEA GFI AGFI IFI TLI CFI PGFI
PN AR UE <3 <0.08 >0.90 >0.80 >0.90 >0.90 >0.90 >0.50
[OLSELE N 1.384 0.043 0.880 0.853 0.963 0.958 0.963 0.720
el [EEES Gk X Hitk X X g Hitk X
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Figure 4. Relationship diagram of the path of citizen satisfaction in the construction of government public service network
4. BRI A#RENERTREBERREXRE

i BEUE, SSRRERIE R 5 PR,

FER AR HEAT M 2 1, ARG B AT — APV B VRN . X R A B B AR R BRI 25
PEMNRZE Geok, DA E A1 AR SAFEAH G T SR G X Be k3R, FRATTAT DLEE 4 31 A SC I
TR, DME SRR R %A R Z (MR R AL, FRATETT LU B A2 2 BONE 25 VX e AT T 2
DA R EA TR ERA AN T SE . o, FRATRAR I X L8 7347 45 Rk 8 A Bt etk DA fRA
ST LS RBAT ISR B ENIRIES R W R 7 Frn.
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DA

Figure 5. Simplified diagram of the relationship between the path of citizen satisfaction
in the construction of government public service network
E 5. BRA#RSMEETR#ESEREXREGLE

Table 7. Structural equation model path coefficient and its significance test
F 7. EHHEELRERARLHEEE MR

Az RARELFE T R 2L SE. CR. P FrAEfk R 2 5 s
AARIAEE — 50 o 0.282 0.104 2.715 0.007 0.226 R
AASAE —~E A 0.26 0.094 2.759 0.006 0.219 AT
RN B — AN 0.405 0.074 5.481 ok 0.426 BT
VAVAN: EER/ AT SRTP=N 0.123 0.101 1.219 0.223 0.095 AL
TR B — > AR 0.323 0.086 3.745 ok 0.309 BT
JRENINE —~ A AR 0.433 0.097 4.468 sk 0.394 RAT
AR Y= Sag/N S ] 0.441 0.083 5.287 Rkl 0.417 BRAT
AR~ AREAE 0.295 0.077 3.825 Fohk 0.359 BT
MRS H-AEE 0.205 0.066 3.107 0.002 0.264 AT

4. B 5EW
4

ZoIdSCHREE R BORE . WG A DUREE SR S T - B E R AR LS, B A
IR 5% I A 18 14 T R A R 25 e B Il RBUREAT 1 SRR 7. — Sk i o R 9 IE SR8 205 1y, FFA 4
Fa TR AR R O Wi ZER AR B 10 92K, feJa 9t BUR 4hig:

S RN MR T RN i BRI R AR B A S A K

H, T RS BURF A LIRSS I B S R v LU, B AR st e gt iy RS S BURF AR T TR S i B3l i

HHE B AT AL .

=, HA A A EE T A Al A T PE PR AR AN L, U B A A EE A il i B 1) 1E [R) A R B )
BN,
42. BN

SR VRV BR TR 2> TR 55 Wt 2 8 ZRIBURT A8 1] B — T R SR BT BT ST 20 A, 32 LNl

TR VEHRER, e RERA R SEEmRT M. SmETBS EE AT &
T 58 36 W _L A0 2R o 33X M SR 5 R 0 2 R R AR S R G AT oM, AT DA M AR BT E
B1~B7, 3t 7 AN 7R RSN SR B AR R R KRB R, AHSCHRAEALSE M R B AE 0.7 7R . BRI %
KABBUF Mg E 8B, AMsEBit [FRATF. MM ERE=AT7AT, e R E.
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T UL AT, BUR A LIRSS WG 1 8 1T R N BBUR 2> FE IR 55 9 W 8 5 B A LA, 33 58 ) A O 7
TER TP R B, RS RIBUN A SSRGS M e I AR ST4E,  SEATER I 19 SAEm], S w55 AR,
RN “ERFIR” MRS BAR, A 0k A 2R ORFEAT SR CR B AR SC BN, DREBUR 2 3L 55 M
HEAGAL. 7870 TIRTRTOR, SRLBUR MBS S B, 3TN i, REBUFMANRZIE K
VEFIR R, WA AFEAR K, BIRFAR 2, I SeH AT 4 TR T RO T BURF A LRSS W HIE TR
R, BEAPREIINE LR TAR,  BET SRR T R

TRFEEMBEIIRE, R T AR ME . DS 2B A R ER AR 5 R AT 0T
AAE H, BRAME T C1~C3, LA 3 AT HME A SRR AR, AOSTE AL R R EL
PILE 0.8 LLR o AL ZAN W 78 SEBUR A FEHR 55 I A R ThaE, 35 77 SR i R L i 2 7 SRAN IS B AR 55 =
ANTTTENT 3R R R 7 RO A4 2 2 S ) A T RO BURT 23 36 IR 55 W Bl 55 28 ) AT
AR T RS2 T IR EE S A R A T BRURF A SR 35 3R B AR Z IR 55 AN 25 #5317 IR LE I A - ST I,
BURFA SRR NE 20 BURF 2 6 55 0 45 ST IVt AT A pe A, ANTT3R T i B ik, Rl
ROBE R 5 5 AR SER R FIBIM R MBORE B, W2 — IR B4 RBURG A LRk 55 I
BUBRE TR R . AT RAEWIRG 5. M. s BiE a1 AN ZRMEA R IRS AR E R,
M AL R

ZRAHHAGN, RFETRZSEE. REHOIERITLEER], 2R A RS 5B &
H.0.417, I ARFKTEUR 2> Fe e 55 W (030 7 BEAE SR T BLJE AR AR KRR BE B3N 23 ARAE BUR 23 3L R 55 I )
HREMB 5, MAMKS 5RO SR L et i REBUG A SRS ML . 2P RIEY
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