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The Beijing Practice of Implementing the People-
Centered Development Philosophy and the

People’s City Concept

——The Party building-led reform of Swift Response to Public Complaints
and Beijing’s Innovative Practice of the Fengqiao Experience in the New Era

Zhang Yi

Abstract: General Secretary Xi Jinping’s important expositions “cities should be built

by the people and for the people™

have advanced Marxist theories of urban governance,
answered the major questions of our time-for whom cities should be built, who should build
them, and what kind of modern cities should be built, and established an original theory of
urban development under Chinese modernization. The Fengqiao Experience in the New Era
upholds the Party’s mass line, emphasizes preventive governance and diversified dispute
resolution, and resolves conflicts at the grassroots rather than passing them upward, making
it a classic model of China’s grassroots social governance. Beijing, capital of a populous
country, has advanced the Party building-led reform of Swift Response to Public Complaints,
creatively adapted and developed the Fengqiao Experience in the New Era in a city context,
and, through the 12345 citizen service hotline, built an institutional chain linking direct
access to public opinion, closed-loop handling, and preventive governance, embedding the
people-first principle throughout the full cycle of city planning, construction, governance,
and renewal. Drawing on seven years of the reform’s practice in Beijing and elucidating the
theoretical lineage of the people’s city concept, this paper analyzes the reform’s endogenous
logic as Beijing’s practice of the Fengqiao Experience in the New Era, explains how citizens’
demands drive the modernization of city governance, distills replicable and scalable Chinese
experience, assesses directions for deepening the reform, and provides theoretical support for
urban governance under Chinese modernization.

Keywords: people’s city; reform of Swift Response to Public Complaints; Fengqiao
Experience in the New Era; capital governance; urban renewal

Author: Zhang Yi is a Research Fellow at the Institute of Capital Governance, Chinese

Academy of Social Sciences.
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Technology Empowerment, Institutional
Resilience, and Value Consensus: Framework
Construction of Governance Effectiveness of
Hotline Platform

Zhao Mengqi Omar Razzaz

Abstract: The complexity of governance effectiveness in the digital era has given rise
to the need to revolutionize the assessment paradigm. Aiming at the theoretical limitations of
the traditional governance effectiveness assessment framework in terms of dynamics, synergy
and value integration, this paper constructs a three-dimensional VIA assessment and analysis
framework of Voice, Intelligence and Accountability, revealing the underlying mechanism
of the synergistic evolution of technological tools, institutional adaptation and public values.
Based on the comparative study of global government hotline platforms, it is found that the
enhancement of governance effectiveness not only relies on the presence of elements, but also
depends on the quality of dynamic synergy among the elements. Technological empowerment
needs to break through the bottleneck of static knowledge transformation. Institutional
resilience relies on the suitability of pressure transmission and rule iteration. Value consensus
is realized by the bidirectional calibration of response to demands and policy debugging. The
assessment and analysis framework of dynamic inter-construction proposed in this paper
breaks through the traditional research on the unidimensional efficiency or value rationality,
and provides a theoretical tool with both explanatory power and practical applicability for
analyzing the modernization of governance in the digital era.

Keywords: governance effectiveness assessment; VIA assessment and analysis
framework; government hotline; digital government platform

Authors: Zhao Mengqi, Assistant Professor of Renmin University of China; Omar
Razzaz, Senior Fellow of Harvard Kennedy School, the 42nd Prime Minister of the Hashemite

Kingdom of Jordan.
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Two Answers to the Question of How to Escape
the Historical Cycle of Rise and Fall: the People’s
Supervision Over the Government and the Party’s

Self-Reform

—A Study Based on the Reform Practice of Swift Response to Public
Complaints Under Party Leadership

Gong Yun Ma Zhengli

Abstract: Breaking free from the historical cycle of political order and disorder and
of dynastic rise and decline, while consolidating the foundations for long-term governance,
remains a major question that any Marxist governing party must continue to address. Drawing
on the historical pattern of recurrent order and disorder under China’s feudal dynasties
as well as the experience of rise and decline in the international socialist movement, this
article examines the origins and underlying patterns of the historical cycle and reviews
the Communist Party of China’s century-long efforts to overcome it. It further traces the
theoretical evolution of the “two answers” and systematically elucidates the internal logic
and dialectical relationship between them — the people’s oversight of the government and
the Party’s self-reform. Taking Beijing’s reform of Swift Response to Public Complaints
under Party leadership as a practical case, the present study explores how the reform responds
to the distinctive governance challenges of a megacity by integrating the “two answers”
into grassroots governance. In doing so, it has established an institutionalized system of
public supervision alongside a regularized mechanism for the Party’s self-revolution. The
findings indicate that the practice of Swift Response to Public Complaints has moved
public supervision and the Party’s self-revolution beyond a parallel relationship toward
deeper integration. It has not only enriched and advanced the theory and practice of Marxist
governing-party development and strengthened the foundations for the Party’s long-term
governance but also provided a practical response to the governance challenges of megacities
and created a pathway for translating China’s institutional strengths into effective governance.
More broadly, this experience may offer a valuable Chinese approach to the study of party

governance worldwide and contribute to the development of human political civilization.
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Keywords: public supervision; the Party’s self-reform; party leadership; Swift Response
to Public Complaints

Authors: Gong Yun, Director and Secondclass Research Professor of the Research
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The Secret of Beijing’s Success in Swift Response
to Public Complaints: Understanding China’s
Governance and Its Underlying Logic

Beijing Municipal Society for the CPC Building Studies

Abstract: The modernization of urban governance is integral to the modernization of
China’s system and capacity for governance. In response to the governance challenges arising
from deepening urbanization, since 2019, Beijing has been advancing a Party building-led
reform of Swift Response to Public Complaints (Jiesu Jiban) , driven by residents’ requests.
With a single hotline, it has leveraged systemic changes in urban governance, opening a new
path for the modernization of megacity governance with Chinese characteristics. This paper
systematically elucidates the secret of the reform’s success from six dimensions — Adhering
to Sound Theoretical Guidance; Adhering to a People-Centered Approach; Upholding Party
Building Leadership; Practicing Whole-Process People’s Democracy; Applying Systems
Thinking and Law-Based Thinking; Empowering Modern Governance with Digital and
Intelligent Technologies — and demonstrates how Jiesu Jiban embodies China’s governance
and its underlying logic.

Keywords: Swift Response to Public Complaints (Jiesu Jiban) ; People’s City; urban
governance; citizen appeal-driven

Authors: You Wenhu, Director of the Beijing Municipal Institute for the CPC Building
Studies; Li Yan, Deputy Director of the Beijing Municipal Institute for the CPC Building
Studies; Zhang Quan, staff member of the Beijing Municipal Institute for the CPC Building
Studies
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Swift Response to Public Complaints: The
Generative Mechanism for the Institutionalized
Practice of the Correct View of Political
Achievements

Wang Bingquan

Abstract: The view of political achievements embodies the governing philosophy,
value orientation, and governance approach. The practical transformation of a correct
concept of political achievements is an important issue in enhancing the governing capacity
of the CPC and the efficiency of national governance in the new era. Beijing’s “receiving
complaints and handling them immediately” reform, guided by party-led as the guarantee,
takes public complaints as the entry point, rapid response as the mechanism, public evaluation
as the yardstick, and handling complaints before they are even received as the direction for
deepening, has formed an institutionalized practical path for integrating the correct view of
political achievements into grassroots governance. The correct view of political achievements
establishes the direction of political achievement creation through the people’s standpoint,
ensures the implementation of governance responsibilities through the organizational system,
tests the actual effectiveness of governance through public evaluation, and enhances long-
term development capabilities through proactive governance. “Swift Response to Public
Complaints” promotes the shift of political achievement creation from focusing on work
completion to focusing on public gains, from relying on administrative promotion to relying
on institutional operation, providing an important practical sample for understanding the
transformation of the CPC’s governing philosophy into governance efficacy.

Keywords: correct view of political achievements; Party building-led; Swift Response to
Public Complaints; people’s standpoint; grassroots governance; governance efficiency

Author: Wang Bingquan is a Research Fellow at the Institute of Capital Governance,

Chinese Academy of Social Sciences.
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Mission-Oriented Responsiveness:
Swift Response to Public Complaints and the
Governance Logic of Megacities

He Yanling Li Hao

Abstract: The governance challenge of megacities lies not only in the scale of public
affairs, but in how to continuously obtain and process dispersed demand information.
Research on responsiveness tends to treat “whether to respond” as a discretionary strategy
available to governments, and thus cannot explain why responsiveness has become an
unavoidable institutional responsibility in China’s governance practice. Drawing on the
case of the Swift Response to Public Complaints (jiesu jiban) reform in Beijing, this paper
proposes the concept of “mission-oriented responsiveness, ” which refers to the political
source of the obligation to respond: responding is not a strategy the government may weigh
and choose, but an institutional obligation prescribed by the Party’s mission and continuously
performed. This obligation acquires its institutional structure through the “division between
complaint intake and handling” : intake without threshold removes the selection at the intake
stage, classified handling defines the boundaries of resource allocation and responsibility, and
evaluation, follow-up visits and legislation translate political commitment into enforceable
and supervisable institutional obligations. Responsiveness thus becomes an institutional fact
of the government’s continuous presence, accumulating governance legitimacy, absorbing
risks and reshaping government—society relations through daily interactions; the contribution
of this paper lies in integrating Party mission, institutionalized responsiveness and the politics
of time into a single analytical framework that explains the source of the obligation to respond
and the mechanisms through which it is institutionalized.

Keywords: Swift Response to Public Complaints; mission-oriented responsiveness;
division between complaint intake and handling; megacity governance

Authors: He Yanling is Wu Yuzhang Chair Professor at the School of Public Administration
and Policy, Renmin University of China; Li Hao is a Ph.D. candidate at the School of Public

Administration and Policy, Renmin University of China.
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Pathways for Empowering Urban Governance
with Artificial Intelligence and Big Data

Zhu Di  Zhong Zhou Zuo Pengfei Zhou Hui Zhao Jinxu

Abstract: In the digital-intelligent era, the application of artificial intelligence, big data,
and related technologies has enhanced the effectiveness of urban governance and fostered
new paradigms and pathways for governing cities. Based on an analytical framework of
“structural integration—functional optimization”, this study takes Beijing’s Swift Response
to Public Complaints mechanism as a representative case and, in conjunction with the
normative requirements of the “Regulations of Beijing Municipality on Swift Response to
Public Complaints” , examines the pathways through which artificial intelligence and big
data empower the governance of megacities. The study finds that artificial intelligence is not
merely a technological tool embedded in governance to improve efficiency. Guided by the
leadership of the Communist Party of China and the needs of the people, it can function as
a “quasi-actor intermediary” that facilitates institutional adaptation and the restructuring of
governance relationships. From the perspective of structural integration, the study analyzes
how artificial intelligence reshapes fragmented vertical and horizontal governance structures,
central-local relations, and Party-government relations through platform-based processes
and coordinated use of data, while recalibrating the boundaries among government, market,
and society and providing digital infrastructure for “joint contribution, joint governance,
and shared benefits.” From the perspective of functional optimization, it examines how
artificial intelligence establishes a closed loop of “perception—cognition—action” in intelligent
decision-making, smart regulation, and collaborative social governance, thereby addressing
the “governance time lag” between the accelerated emergence of social risks and structurally
delayed institutional responses and improving the effectiveness of public services. The deeper
significance of the Swift Response to Public Complaints reform lies not only in strengthening
the responsiveness of urban governance to public demands, but also in effectively applying
the Fengqiao Experience in the New Era through an innovative combination of technological
embedding and procedural regulation. By ensuring the orderly operation of the mechanism
through institutional norms, the reform provides a pioneering model for digital-intelligent
empowerment of urban governance during the 15th Five-Year Plan period and demonstrates

effective Chinese governance experience to the world.
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Keywords: digital-intelligent governance; Swift Response to Public Complaints; structural
integration; functional optimization; the Fengqiao Experience in the New Era

Authors: Zhu Di is Professor at the Institute of Sociology, Chinese Academy of Social
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From Buck-Passing to Rapid Response: A
Comparative Study of Beijing’s Complaint
Handling Before and After the Swift Response to
Public Complaints Reform

Li Wenzhao Zeng Huangfeng Liu Wei

Abstract: This study examines Beijing’s Swift Response to Public Complaints reform to
explain how centralized governance overcomes bureaucratic inertia. While existing literature
often focuses on fragmentation, the article reframes this as a principal-agent problem under
high monitoring costs. It identifies a sequenced causal logic where political embeddedness
activates a regime of performance discipline enabled by algorithmic verification. This
interaction drastically reduces the cost of verification, reconfiguring tiao—kuai relations from
agency failure (buck-passing) to monitored cooperation. By conceptualizing digital platforms
as “political technologies” — instruments designed to eliminate information asymmetry — this
study reveals how data-driven responsiveness is strategically repurposed to enforce political
compliance in developing contexts.

Keywords: comparative process tracing; local government; city governance; digital
governance; Principal-Agent problem

Authors: Li Wenzhao is a professor at the School of Public Administration and Policy,
Renmin University of China. Zeng Huangfeng is a PhD student at the School of Public
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The Legal Logic of Serving the People: Swift
Response to Public Complaints and the Beijing
Practice of the Communist Party of China in
Addressing Issues and Resolving Conflicts

He Hairen

Abstract: The “Swift Response to Public Complaints™ initiative represents a Beijing-
based implementation of the Party’s policy and strategic approaches to addressing issues
and resolving conflicts in the new era; it constitutes an institutional innovation within the
framework of law-based governance in all respects of urban social governance. Conducting
a legal analysis of the institutional logic and practical mechanisms underlying this initiative
involves categorizing the legal relationships associated with various complaint-handling
procedures—such as assigning, delegating, undertaking, and assisting—differentiating the
hierarchical distinctions between conflict-oriented and development-oriented demands,
as well as between formal and substantive resolution of complaints, and clarifying the
progressive relationship among control-oriented, response-oriented, and service-oriented
governance models. By examining the governance paradigm driven by citizens’ demands and
the profound implications of reshaping the new type of government—citizen relationship, this
study constructs a narrative system rooted in the organic bond between the Party, the state,
and the people; a knowledge system grounded in the urban grassroots governance principles
of the Fengqiao Experience in the New Era; and a conceptual system oriented toward a
people-centered value framework. Together, these efforts aim to establish an independent
theoretical system dedicated to serving the public, thereby providing theoretical support for
the modernization of urban social governance in China during the new era.

Keywords: Swift Response to Public Complaints; The “Fengqiao Experience” in the
New Era; Service-Oriented Governance; Legal Ethics; Government—Citizen Relations
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Theoretical and Practical Frontiers of Urban
Governance from a Global Comparative
Perspective

Liu Zhilin  Chen Jidong

Abstract: Global urbanization and the development of digital and intelligent
technologies are reshaping the conditions of governance in megacities and other large cities.
This article identifies four core challenges of urban governance—responsiveness, equity and
inclusion, participation, and coordination—and compares the institutional evolution of citizen
hotlines in Baltimore, Chicago, New York City, Seoul, Singapore, and Beijing. The findings
show that citizen hotlines have evolved from mechanisms for diverting non-emergency
calls and providing unified access to public services into platforms supporting process
management, performance oversight, interdepartmental coordination, and feedback-driven
proactive governance. They have consequently become a form of governance infrastructure
connecting citizen demands with government action. Digital and intelligent technologies
enhance governments’ capacities for sensing public needs, administrative response, and
collaborative governance primarily by restructuring two information flows: the flow between
government and residents and the flow within government organizations. Whether these
informational advantages translate into effective governance, however, depends on systems of
responsibility, coordinating authority, organizational incentives, administrative accountability,
and policy-learning mechanisms. Research on digital and intelligent urban governance
must therefore move beyond technological determinism, examine the interaction between
technology and institutions from a comparative perspective, and pay greater attention to data
representativeness, institutional fit, and the sustainability of governance innovation.

Keywords: mega-city governance; digital-intelligent technology; citizen hotline;
technology-institution nexus; international comparison
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Vertical and Horizontal Modes of Collaboration
in Urban Governance: A Comparative
Analysis of Citizen Service Hotline in Beijing
and New York City

Meng Tianguang Yan Yu Zheng Yating

Abstract: How inter-departmental collaboration shapes urban governance remains
insufficiently explored. This article contributes to the scholarship by proposing a three-
dimensional analytic framework: leadership, institution, and mechanism. Using this, the article
conducts a comparative analysis of citizen service hotlines, one of the most vital projects,
in Beijing and New York City (NYC) . Beijing adopts a vertical mode characterized by a
centralized and administrative-oriented leadership, comprehensive institutions, and cross-level
cooperation. In contrast, NYC follows a horizontal mode marked by a technology-oriented
leadership, fragmented institutions, and contractual cooperation. These modes of collaboration
help explain variations in the performance of urban governance across the two cities.
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Cognition, Adaptation, and Value Resonance:
The International Recognition and Cross-Domain
Promotion Strategies of Swift Response to Public

Complaints

Yuan Ke Huang Tenglong

Abstract: In the context of deepening globalization, the cross-cultural exchange and
mutual learning of governance practices among nations have emerged as a pivotal driver for
the transformation of the global governance architecture. From the perspective of governance
resonance, this study focuses on the international communication and construction of
recognition regarding governance effectiveness. Taking the 2022 and 2024 Forums on Beijing
“Swift Response to Public Complaints” as critical reference points, it investigates the patterns
of international recognition and pathways for cross-domain dissemination of the immediate
response mechanism. By analyzing overseas commentary corpora, measuring value resonance,
generating communication keyword clouds and semantic networks, and mapping resonance
trends, a three-stage recognition model—comprising basic awareness, experiential validation,
and value resonance—is proposed for the immediate response mechanism, along with
differentiated dissemination strategies. This contributes to enhancing international recognition
and cross-cultural dialogue regarding China’s governance experience.
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