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“A Good Doctor Treats Disease before It Occurs”: Operational Mechanism of

“Handle before Complaint” under Digital Collaborative Governance

JING Lingling, YANG Yan’ge

(School of Economics and Management. Harbin Normal University. Harbin 150025, China)

Abstract: The “Handle Before Complaint” governance model is seen as a breakthrough in shifting from responsive governance to proactive
prevention. By taking the traditional Chinese medicine concept of ‘a good doctor treats illness before it arises’ as a starting point, and
combining it with the theory of collaborative governance. the reform of “Handle Before Complaint” in Beijing was taken as a case, constructing
an analytical framework based on the three-tiered TCM treatment logic of ‘preventing illness before it occurs, preventing complications during
disease, and preventing recurrence after recovery’ to systematically explain the operating mechanism of this model. It is found that “Handle
Before Complaint” relying on digital technology. promotes a shift in the focus of governance from “post-event resolution” to “pre-event
prevention”, providing a practical path that integrates traditional wisdom with modern logic for contemporary digital governance.

Keywords: proactive handling before complaints; active governance; good doctors preventing illness; digital governance
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