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1. Objectives a ganization of

The 12345 public service hotline of Jinan was chosen
as the object to assess the non-economic benefits
generated by standards.

The pilot project started from May 2013 and ended in
September 2013. The main participants in this project
include the Standardization Administration of the
People's Republic of China, the China National Institute of
Standardization, the 12345 Public Service Hotline of Jinan
and the ISO Central Secretariat.
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2. IntroducM 12345 Public
"~ Service Hotline inan |

B o T 12345 T OROR F o &

12345 Public Service Hotline of Jinan

AThe service opened on 26
September 2008

A60 worker seats, 200 staff
ATransmitting center, return visit and
polling center, quality inspection center
AMore than 13,000 information, more
than 6,500,000 words

ATelephone, SMS and network are
handled on 24/7 basis

A38 government hotline resources
are integrated

ALegal, right protection services
APeople's livelihood, science
popularization hotline

ATraffic information service
AFundraising enterprise services
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3. Scope o ect and anz

" the value chain

(1) Basic business activities

Return visits/

l Feedback (4)
Enquiry Enquiry processing
acceptance (1) (2) Information
(received by ——> (direct handling, —> dissemination
telephone, SMS, transmitting, supervision (3)
E-mail) and handling)
Input Processing Output

Schematic diagram of the basic
business activity of the 12345 Hotline Al |
service 1z
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3 3 o ofthe ffprojec and analysiofhe
* value chain ‘

2 Scope of evaluation

The basic business process of th

acceptance of enquiries, their processing, dissemination of requested

information, return visits of the enquiring persons.

The focus of the project is in terms of time are 2011 and 2012, the
period during which standards were introduced to the service. A
comparison is made before and after standards were introduced to
determine and evaluate non-economic benefits generated by the

standards on each business function in the value chain of the service.

The Hotline-service is a social service. For this reason the asses 1e

has been focused on the social benefits of standards.
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4~ Main value dr for the 12345

Main value drivers )

Service
efficiency




. Use of standards e 12345 Hotline

Activity Relevant standards

5 local standards and 1 enterprise standard, including
Reception of enquiries management specification of government affairs service
center

4 national standards, 1 local standard and 1 enterprise

Processing of enquiries standard, including quality management system
Basic activities performance improvement guidance
Dissemination of 6 national standards and 1 local standard, including
information information security management and practice rules
Return visits 1 enterprise standard, including hotline service standard
Human resource 2 national standards and 1 local standard, including
management occupational health and safety management system

25 national standards,1 industry standard, 1 local standard
and 1 enterprise standard, including information
technology equipment safety

Supporting Information technology
activities support

2 national standards, 1 local standard and 1 enterprise
standard, including safety sign and use guidelines

Operation management




