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  Abstract 
Since 2016, Zhejiang Province of China has promoted the one-stop administrative 
service reform, highlighting the people-centered orientation. Through the service 
model innovation of "accepting at one window, integrating services and complet-
ing affairs at one time", the government has realized the goal of “one-stop admin-
istrative service” when citizens and enterprises come to handle their affairs. The 
government departments have improved administrative efficiency obviously 
through Internet+ administrative services. The difficulty for people to handle af-
fairs in government departments has been alleviated. The problems of unclear 
responsibilities division among different government departments have been im-
proved. Therefore, the people's satisfaction with the government has significantly 
improved. The one-stop administrative service reform is a practical innovation in 
promoting comprehensively deepening reform in Zhejiang, which has distinct 
characteristics of the era. Through the practice of one-stop administrative service 
reform, we believe that government departments should establish the concept of 
service-oriented government, strengthen data sharing among different depart-
ments, uphold the people-centered idea, and organically combine the objective 
requirement of the transformation of government functions with the actual de-
mands of the people, in order to truly improve administrative efficiency and pro-
mote the overall government reform. 
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1. Introduction 

The reform of one-stop administrative service in Zhejiang province of China was formally put forward at the end 
of 2016, in order to improve the quality of government services, deepen the reform of government affairs, and the-
reby incite the reform of economic system, public service system and administrative power operation system (He 
Lingling & Wang Junlu, 2018). In other words, the one-stop administrative service reform relies on Internet tech-
nology to improve the efficiency of administrative management within the existing system. More importantly, the 
reform forces the government to standardize the operation of administrative power and reduce unnecessary admin-
istrative power, owing to the actual needs of citizens and enterprises. Therefore, the reform improves the quality of 
government services, reconstructs the relationship between the government and the market and society, and de-
monstrates the institutional advantages of Zhejiang province in economic and social development.  

2. Practice of the reform of one-stop administrative service 
In 2013, the Third Plenum of the 18th Central Committee of the CPC sounded the clarion for comprehensively 

deepening reform, and the CPC Central Committee with Comrade Xi at its core made a top-level design and com-
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prehensive deployment for the reform. Subsequently, Zhejiang province took the lead in launching and implement-
ing the system of the government power list in the country. In 2014, Zhejiang province officially launched the ad-
ministrative service network. It was the first in the country to publish the list of government power, the negative list 
of enterprise investment, the list of financial special funds management, and later the list of government responsi-
bility, known as the famous "four lists and one network". In December 2016, Che Jun, the Deputy Secretary of 
Zhejiang Provincial Party Committee and Acting Governor, advocated at the provincial economic work conference 
that the government should deepen its own reform with the concept and goal of one-stop administrative service. In 
brief, one-stop administrative service is an administrative goal, which means that citizens or enterprises are able to 
finish their affairs in only one time in government department as long as the application materials are complete and 
meet the requirements. In February 2017, the People's Government of Zhejiang Province issued the Notice on the 
Implementation Plan for Accelerating the One-stop Administrative Service Reform, which confirmed the schedule 
and terms of reference of the reform and clearly required that the one-stop administrative service reform to be 
comprehensively promoted at government departments of the provincial, municipal, county and township levels 
(The People's Government of Zhejiang Province, 2017). This practice is not only the deepening and promotion of 
the previous "four lists and one network" campaign, but also the response and implementation of the "streamline 
administration, delegate power, strengthen regulation and improve services" reform proposed by the central gov-
ernment in 2015. 

After the practice of more than five years, the reform of one-stop administrative service has made remarkable 
achievements. Due to the standardization of government affairs, all government departments in Zhejiang province 
have established more standardized procedures and standards for transaction process, and basically achieved the 
administrative goal of "accepting at one window, integrating services and completing affairs at one time" when cit-
izens and enterprises came to handle their affairs. Moreover, the convenient data sharing among government de-
partments of different levels or regions has been realized through Internet+ administrative services. The people's 
satisfaction with the government has increased year by year, owing to the remarkable achievements in improving 
administrative efficiency, standardizing power operation and reducing institutional costs (Yu Jianxing & Gao Xiang, 
2018). 

3. Enlightenment from the reform of one-stop administrative service 
3.1 Establish the concept of service-oriented government 

The overall goal of comprehensively deepening reform put forward by the Third Plenum of the 18th Central 
Committee of the CPC is to improve and develop the system of socialism with Chinese characteristics and promote 
the modernization of the national governance system and governance ability (Xinhua News Agency, 2013). Under 
the background of supply-side structural reform, transforming government functions to provide sustained endo-
genous impetus for economic growth has become an important breakthrough in developing and perfecting the sys-
tem of socialism with Chinese characteristics. To actively promote the transformation of government functions, in 
May 2015, the State Council issued the Notice on the Work Plan for Promoting the Transformation of Government 
Functions by Streamlining Administration, Delegating Power, and Strengthening Regulation in 2015. In May 2016, 
the Notice on the Key Points of Promoting the Reform of "Streamline Administration, Delegate Power, Strengthen 
Regulation and Improve Services" was further issued. The notice formally put forward the essence of transforming 
government functions, namely, promoting the "streamline administration, delegate power, strengthen regulation and 
improve services" reform, reducing institutional transaction costs, optimizing business environment, and stimulat-
ing market vitality and social creativity (The State Council, 2016). In my opinion, the reform of one-stop adminis-
trative service is the main means of the "streamline administration, delegate power, strengthen regulation and im-
prove services" reform in Zhejiang province, and the important channel of accelerating the transformation of gov-
ernment functions from an approval-oriented government to a service-oriented government. Thanks to the reform 
of one-stop administrative service, the efficiency of administrative examination and approval has been further im-
proved, the content of public services has been optimized, a top development environment has been created, and 
greater vitality of economic and social development has been stimulated. 

One-stop administrative service is a major top-down government reform in Zhejiang. At the beginning of the 
reform, some cadres were afraid of difficulties and failures. However, the Zhejiang Provincial Party Committee and 
the provincial government thought that they should not stop the reform only because they were afraid of assuming 
responsibility. Then, the Zhejiang Provincial Party Committee and the provincial government strengthened the 
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top-level design at the provincial level. The provincial party secretary and governor implemented and promoted the 
reform in person. They concentrated on building a unified, coordinated and interconnected government service 
system, and stably promoted to arrange and delegate power at all government departments of different levels. They 
propelled to establish a cross-regional, cross-level and cross-departmental work coordination system, as well as 
unified government service standards in the province. Efforts were made to solve the problem of "information 
isand", pushing forward the informatization construction. The administrative service system has changed from of-
fline mode to parallel mode of online and offline, forming a new pattern of government service system based on 
"service online". From the practice of one-stop administrative service reform, we can learn that governors at all 
levels should possess a strong consciousness of reform, and realize the necessity and importance of the transforma-
tion from an approval-oriented government to a service-oriented government. Idea comes first, followed by method. 
The local governors should adjust measures and choose appropriate entry points to explore the specific ways and 
means of "streamline administration, delegate power, strengthen regulation and improve services" reform, accord-
ing to different local conditions. 

3.2 Eliminate the isolated islands of administrative information 

One-stop administrative service reform is a complex system engineering, which involves a series of work such as 
departments integration, resource allocation, process combing, information sharing and new technology application. 
Due to the limitation of compartmentalized administrative management system, there are several problems such as 
lack of business coordination and poor network interoperability in those aspects including public data, 
e-government infrastructure and network. Local governments generally report that bad information sharing, namely, 
the phenomenon of isolated information islands, is the main bottleneck restricting the continuous deepening of 
one-stop administrative service reform. The isolated island of administrative information refers to the phenomenon 
existing in the information sharing process of "Internet+ administrative services", which mainly refers to that the 
information data of government departments of different levels or regions are divided and stored in different iso-
lated information systems, leading to difficulty in achieving information interoperability and integration, and pro-
viding efficient and convenient services to citizens and enterprises. 

With the advent of the era of big data, there are no longer technical obstacles in system docking and data sharing, 
which has laid a good technical foundation for establishing a complete and unified administrative information data 
platform. In 2015, the State Council issued the "Action Plan for Promoting Big Data Development", vigorously 
promoting data sharing among government departments, propelling resource integration and improving governance 
abilities (The State Council, 2015). In the same year, Zhejiang province established the Data Resources Manage-
ment Bureau, and on this basis, the database construction of provincial units was promoted simultaneously, which 
reduced the relevant certification materials required by citizens and enterprises to the greatest extent and the cost of 
processing transactions for people. In 2018, the Zhejiang Provincial Government issued the "Key Points for Break-
ing the Information Island to Realize Data Sharing and Promoting the One-stop administrative service Reform", 
which clarified the requirements for the overall construction of public data infrastructure in the province, put for-
ward the specific tasks and time requirements for provincial units, municipal and county governments, and focused 
on solving the problems of fragmented infrastructure and lack of coordination in the fields of public data and 
e-government. In February 2021, Zhejiang launched digital reform in an all-round way, focusing on the construc-
tion of integrated intelligent public data platform. With the continuous advancement of the work, isolated informa-
tion islands are connected into digital continents by the integration of integrated digital resource system. The phe-
nomenon of isolated island of administrative information is gradually decreasing with continuous efforts of all 
these government departments. To truly realize data sharing, and escort the reform of one-stop administrative ser-
vice and the digital innovation model of social life and urban governance, governors at all levels should establish a 
strong consciousness of reform community, and keep strengthening top-level design and coordination.  

3.3 Adhere to the people-centered belief 

In a certain way, the reform of one-stop administrative service is not simply triggered by science and technology. 
Although the transformation of government functions and the development of information technology are important, 
only advanced concept of governance can actually implement the reform. Judging from the specific practice of 
one-stop administrative service, the people-centered belief of the Zhejiang Provincial Party Committee and the pro-
vincial government has always been the core element of this reform. The government actively pressurizes its own 
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institutions and public servants. The government would rather let public servants run more errands than the people. 
In addition, the one-stop administrative service reform is result-oriented, taking the experience of citizens and en-
terprises as the criterion of reform, giving citizens and enterprises the power to evaluate the effect of government 
reform, and thus forcing all departments to promote the reform in coordination and forming a reform model of ho-
listic government. The goal of the one-stop administrative service reform is that citizens and enterprises only need 
to make specific demands on administrative matters to the main government departments, and the main government 
departments can respond to the demands through information sharing within the government. Namely, citizens and 
enterprises can get integrated services from multiple government departments through one window. This 
people-centered belief will effectively promote the transformation of government functions and greatly improve the 
happiness index and satisfaction of the people. 

4. Conclusion 
To sum up, the reform of one-stop administrative service is the practical point and the key means of digital 

reform in Zhejiang province. With the guidance of people-centered belief, the objective requirements of govern-
ment function transformation are organically combined with the actual needs of the people, by establishing the 
concept of service-oriented government, strengthening the solution to the isolated island of administrative informa-
tion, and promoting Internet+ administrative service. The reform of administrative examination and approval sys-
tem, an important part of government reform, is taken as the core of this reform. The one-stop administrative ser-
vice reform has promoted the transformation of Chinese government functions to a certain extent, and made a fur-
ther step towards the goal of building a service-oriented government. 

In 2023, in the government work report, Zhejiang province proposed to build a digital Zhejiang, create a high-
land for digital transformation, develop digital government, deepen "handheld service", "handheld office" and 
"handheld governance", promote "one network for all administrative services", eliminate cross-level, cross-region, 
cross-system, cross-department and cross-business barriers, optimize service processes, and innovate collaborative 
methods to improve the efficiency of government performance and the level of digital services (Wang Hao, 2023). 
The government will keep working to deepen the reform, promote one-stop administrative service to be completely 
processed online, and make itself a service-oriented smart government with more humanity and intelligence. We 
believed that the one-stop administrative service reform in Zhejiang province will continue to develop and improve 
with the sustaining construction of smart cities and digital villages driven by the development of digital economy in 
the future. 
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