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Abstract:[Objective] To establish a performance evaluation method for operation and mainte-
nance services of tax information for taxpayers. [Methods)Service data from 13 service re-
gions of the provider who offers operation and maintenance service of a certain tax informa-
tion is collected. The correlation among the number of customers,in-home service, installa-
tion services, remote service, return visit services, total service, single dispatch and single
tracking is analyzed and used for design of performance evaluation criteria. [Results]Case a-
nalysis shows that the performance of operation and maintenance services provided by this
tax information service provider is various, especially worse in the performance of tracking
service. In addition,the supervision of service is out of control. [Conclusion]Key performance
indicators of operation and maintenance services and its processes can reflect the performance
capability of operation and maintenance service.
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Fig. 1

Performance Indicator of operation and maintenance services tax information for taxpayers
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Table 1 Operation and maintenance services tax information
X 35, ik 35 ik 55 IR 55 1 5K myia Rk Jry ANHY A Ik L Ik L BB Ik %5
Regional ~ F'#0 A% Number of Visit S R4 o5t gt SERCR R B A<
Serv- Serv- service request  quan-  Total WHRE (21 K)  The Work Work Single Service
ice ice FTTR 23R tity service The Daily family order comp- tracking tracking
num- num- S EE O SHE amount average service per ca- quantity letion a vol- rate
ber ber Total Total rate of quantity pita rate ume
on-site installed service (21 days)
service  service requests
L 2610 318: 5 4.99% L5 5% %
Regional 1 62112 44 2640 162 3183 6285 1.99% 6.8 1411. 64 2457  126.25% 1899 61.22%
Re%?ii 9 4154 5 41 29 103 173 1.69% 1. 65 830. 8 34 205.88% 58 82.86%
b 3 272 27 52 12 1 145: 1.75% 2 1212.1 2 5.02% 75 56 %6
Regional 3 32729 45 0 88 453 L75% .56 .19 60 95.02% 375 65.56 0
Re%ifimd‘l 4 2602 1 25 15 248 288 1.54% 13.71 2602 25 160.00% 20 50.00%
Re[zf%j 5 352 11 82 21 294 397 2.92% 1.72 320. 36 128 80.47% 91 88.35%
Re%iiﬂﬁna(jl 6 15110 21 72 48 383 503 0.79% 1. 14 719.52 40 300.00% 16 38.33%
Re%ijsjr(‘laz 7 3319 6 33 14 65 112 1.42% 0. 89 553.17 30 156.67% 38 80.85%
Rc%;sj;j 3 6140 12 75 38 65 178 1.84% 0.71 511.67 94 120.21% 71 62.83%
RLEiji{‘lﬁ 9 5737 10 55 15 80 150 1.22% 0.71 573.7 105 66.67% 66 94.29%
ReZif%qllol() 3872 9 54 33 279 366 2.25% 1. 94 430. 22 64 135.94% 65 74.71%
ReZij;jmlllll 5327 18 243 26 143 412 5.05% 1. 09 295.94 264 101.89% 238 88.48%
ReZifimllzm 3378 7 120 17 33 170 4.06% 1. 16 482.57 54 253.70% 69 50. 36 %
Re%ifiqllgl% 1937 4 85 34 174 293 6.14% 3.49 484,25 63 188.89% 58 48.74%
&1t Total
EHE 149941 175 3977 872 5931 10780  2.74% 2.89 802.16 3960  153.20% 3094 68.20%
Mean
AR E
Standard — — — — — 2.74% 2.89 802.16 — 100. 00% - 100. 00%

value
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Table 2 Human saturation assessment
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Table 3 Assessment results of the operation and maintenance
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Table 4 Assessment results of training and guidance
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Table 6 Services supervision assessment results
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