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An Analysis of Beijing's 'Immediate Response to Complaints' Reform
from the Perspective of Systematic Governance
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Abstract: As an innovative practice in the modernization of governance in megacities, Beijing's
'Immediate Response to Complaints' reform uses the 12345 Citizen Service Hotline as its core platform,
building a governance system led by Party construction, coordinated by multiple parties, and
empowered by data. Based on the Marxist system perspective, this paper explores the operating
mechanism, deep-seated challenges, and countermeasures of Beijing's 'Immediate Response to
Complaints' reform. The study finds that the reform, by integrating governance elements, consolidating
multiple actors, and optimizing governance processes, has achieved simultaneous improvements in
complaint resolution rates and public satisfaction, promoting a shift in governance mode from passive
response to proactive governance. In the face of cross-departmental coordination barriers, incomplete
data technology, and insufficient accuracy in complaint categorization, it is necessary to further
strengthen system thinking, improve coordination mechanisms, deepen digital empowerment, and
enhance institutional guarantees, providing a 'Beijing experience' for the modernization of governance in
megacities.

Keywords: Systematic governance; immediate response to complaints; governance of megacities;
modernization of grassroots governance
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