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Research on Evaluating Digital Intelligence-empowered Public Service Capabilities: Hefei City

LIU Wenming, WANG Zuzhu
(School of Management, Anhui University, Hefei 230039, China)

Abstract: In order to gain a profound understanding and accurately grasp the factors influencing the digital and intelligent empowerment of
public service capabilities, thereby promoting the efficient application of digital and intelligent technologies to public services and enhancing
public satisfaction. Based on the WSR(wuli, shili, renli) framework, an evaluation system comprising six secondary indicators and nineteen
tertiary indicators was constructed from three dimensions: physical, procedural, and human. The analytic hierarchy process and fuzzy
comprehensive evaluation method were employed to conduct an empirical assessment of Hefei City’s digital and intelligent empowerment of
public service capabilities. Results indicate that this evaluation framework effectively reflects the digital and intelligent level of public services,
identifying key areas for improvement in Hefei’s current practices concerning technological application, foundational support, process
optimisation, administrative coordination, intelligent services, and government-citizen interaction. Findings suggest that a holistic approach is
required to promote the coordinated integration of physical, procedural, and human factors, thereby enhancing digital and intelligent
empowerment of public services from a comprehensive and multi-faceted perspective.

Keywords: data-intelligence empowerment; government service capability; WSR(wuli, shili, renli) methodology; evaluation indicator system

construction
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