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Zhao Hang, Xing Haiyan, Yu Lingyang’

China Unicom Guangdong Branch, China Guangdong Guangzhou 510660

Abstract: Serving as a key link for government-citizen interaction and public sentiment perception, the 12345
government-service hotline aggregates massive people-livelihood appeal data. With the deepening of digital government
construction and the development of big data and artificial intelligence technologies, the government-service hotline
is undergoing accelerated transformation. Based on the theories of digital governance, holistic governance and
evidence-based governance, combined with the reform practice of hotline services, this paper explores the core value
of hotline big data in empowering grassroots governance decision-making. It sorts out practical dilemmas including
insufficient data quality, weak intelligent mining, single application scenarios, inadequate institutional guarantees and
backward governance concepts. From the dimensions of data governance, technical empowerment, scenario expansion,
institutional construction and concept renewal, it constructs a full-chain closed-loop data empowerment governance
system. The system promotes the transformation of the government-service hotline from a traditional call center into an
urban governance hub, with its operation shifting from "passive response and call transfer" to "proactive perception ,
data empowerment and precise decision-making empowerment", providing practical references for the refined, scientific
and intelligent development of grassroots governance.
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