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Mining Citizens’ Public Service Demands Based on Government Big Data:

A Case Study of Chengdu
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Abstract Mining public service demands serves as foundational support for improving public service levels and provides actionable

FRET P CERBRERAMBAS AL,

insights for refined social governance. Currently, government big data represented by government hotlines contains high-

value information, providing a new channel for real-time insight into citizens’ demands. This study focuses on government

hotline data, reconstructs the classification system for public service demands, and utilizes a BERT-based text classification

model to achieve fine-grained identification of public service demands. Through empirical analysis in Chengdu, the results

indicate that public service demands vary significantly across categories, regions, and time periods, exhibiting characteristics

such as high demand for healthcare and education, centralized distribution in core urban areas, and periodic fluctuations. The

results are of great significance for promoting the construction of a new urban governance system.
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Fig.2 Technical framework for mining public service demands based on government big data
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Tab.1 Examples of Chengdu “12345” hotline records and classification results of public service demands
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Fig.3 Classification system for public service demands
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Fig.6 Tertiary classification results of public service demands
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"l
: |
g "kt Lk
T bl
. UL/\} m |
E11 AHRSFERES ST E DR

Fig.11 Temporal distribution of selected public service
demand categories

PASEEL 1643 Bl A TRFE” RBE RS 36 B 58
=, AR O B R R MRS R H
X T Sl PRI AR 2 4 A 1 S AR 2 o Ji T
il POIN BRIE LI 45 0 IR T e, i i
R—HFAE” SRIRAEAL, g L ] IR BRI 5 L5

SE @ References

[1]

HAE, ZZR. RAAKRENEENSEN
WERUBE—FFT “AR—HA—HE”
ZRERS M) HELAFE, 2023 (5):

(2]

(3]

(4]

[5]

FRAR: RATELARA DG EFLE,

163-173.

Miao Dalei, An Wenging. The multiple connotations
and optimization paths of refined governance in
urban communities—an analysis based on the three-
dimensional framework of “people-centered—
technology—institution”[J]. Xinjiang Social
Sciences, 2023(5): 163-173.

MR, R, HGEE, £ AT AR ARFTRAL
ER SR AN mNIEE— AR “ B X
X7 —Z| b4 KR4y U], ko ALK,
2023 (6) :98-104.

Liu Yue, Wu Kang, Hu Yuting, et al. Refined
governance of public service facilities based on
the needs of typical groups—a case study of the
15-minute community service circle in Beijing’s
“Huitian Area”[J]. Shanghai Urban Planning
Review, 2023(6): 98-104.

G, FNE, AL ETHEAKENE
B F RS R GBI 5 EE T R[] R
% BEF G, 2024, 31 (7) :86-96.

Shen Mingrui, Yin Jieqi, Qiao Yibo. Evaluation and
regulation methods for county public service facility
allocation based on spatio-temporal big data[J].
Urban Development Studies, 2024, 31(7): 86-96.
FEREE, iR TR F RME LT R
oA 5 xS AR D). M E AR, 2023, 42 (7):
11-13.

Wang Xiaohui, Li Zhenfeng. Analysis of the current
situation and countermeasure research on smart
city construction from the citizen demand side[J].
Value Engineering, 2023, 42(7): 11-13.

LR, EHE, BT, % £ TBERTH R 4 FI A
XA A MR —— DU 2 B A3 & HE
[ b mAFF#H (EHRFHD,2023,59 (3):
456-466.

Kong Xiangfu, Dong Bo, Xu Ke, et al. A BERT-

https://www.shplanning.com.cn/. All rights reserved.

(6]

[71

8l

[]

[10]

[11]

[12]

based text classification model for people’s live-
lihood issues—a case study of government hotline
data from Zhejiang Province[J]. Journal of Peking
University (Natural Science Edition), 2023, 59(3):
456-466.

BT RAER, &, & ETHRAFIWK
S KHEF e m A RN A%E, 2024, 10
(3) :40-54.

Wu Jianping, Chen Chaochao, Jin Jiahe, et al.
Research on the application of federated learning
in government big data platforms[J]. Big Data,
2024, 10(3): 40-54.

s, B NERRETHTRFHRES
HR——ETF & W K154 oA SE 24
B F %4, 2019 (5):12-26.

Sun Zongfeng, Zhao Xinghua. Research on
government-citizen interaction of local governments
in the network context—big data analysis based
on the mayor’s mailbox in Qingdao City[J].
E-Government, 2019(5): 12-26.

R, KNG, Rk . A IR o e
ARMMEBERGERRAMLEN] LRTRF
[E 24, 2025 (2) :87-97.

Zhao Juan, Zhang Xiaojin, Yuan Zhenlong.
Theoretical framework and system construction
for urban governance modernization driven
by government hotlines[J]. Journal of Beijing
Administrative College, 2025(2): 87-97.

Peng X, Li Y, Si Y, et al. A social sensing approach
for everyday urban problem-handling with the
12345-complaint hotline data[J]. Computers,
Environment and Urban Systems, 2022, 94: 101790.
FEE, W=, P, % RBEAE THSHK
EHERNEREAAFR——LEXRAE
a3 2 R L8 O 7 [0]. AHEIE R AR, 2020,
2 (4):74-89.

Wang Hao, Deng Sanhong, Zhu Liping, et al.
Research on the intelligence value and utilization
of government data in the big data environment—
a case study of risk avoidance in customs declara-
tion commodity classification[J]. Scientific and
Technical Information Research, 2020, 2(4): 74-89.
EET, MEH, FEE, % ETRSEBE
ANE T 2 KB R A ER S REAT LS
% ey i FIOL]. #% 4 it 5 € %, 2004:
1-12. (2024-04-23) [2025-01-02]. https://doi.
0rg/10.13860/j.cnki.sltj.20231215-001.

Guan Guoyu, Yang Haoxiang, Wang Yunhao, et al.
A Naive Bayes Classifier based on misclassification
correction and its application in government
hotline industry classification[J/OL]. Journal of
Mathematics, Statistics and Management, 2004:
1-12. (2024-04-23) [2025-01-02]. https://doi.
0rg/10.13860/j.cnki.sltj.20231215-001.

WM, 51U, iRk, %, & TNLPH B4 %
XAZRLS KO ZIERAD] e FHAEGH
I 4%, 2022 (16) :253-258.

BIG DATA RESEARCH A#IE#tz 139



LM% SHANGHAI URBAN PLANNING REVIEW

[13]

[14]

[15]

[16]

[17]

[18]

[19]

[20]

140 KEiEHSE B'Gﬁﬁﬁﬁg’?%m.shplanning.com.Cn/. All rights reserved.

Hu Wenye, Guo Wentao, Li Zhenye, et al. Implement-
ation and application of intelligent classification
for government-enterprise texts based on NLP[J].
Electronic Technology & Software Engineering,
2022(16): 253-258.

A EHT, HE, BT B ERETAEES
T 4R AL 45 R D). I EALAL R, 2021, 41
(5) :1236-1246.

Liu Ruiheng, Ye Xia, Yue Zengying. A survey of
pre-trained models for natural language processing
tasks[J]. Journal of Computer Applications, 2021,
41(5): 1236-1246.

PR 4R, Bk-&ROBERTafs 47 1E 42 BUMY B 4 #v 2k T
R0 T EN ST A, 2022 (6) :21-26.
Chen Gang. Classification of government hotline
work orders by integrating RoOBERTa and feature
extraction[J]. Computer and Modernization,
2022(6): 21-26.

He J, Zhang W, Yang M. The spatial and temporal
characteristics of urban public safety under the
residents’ complaints: evidence from 12345 data in
Beijing, China[J]. Journal of Urban Management,
2024, 13(2): 217-231.

ViR, ¥%, KEE, % 2T ZEWFMEHE £
FEANERFEAENRERR—UFTF
PR IX A B[] LT ALKI, 2024 (1):9-16.
Yang Chen, Xin Lei, Ouyang Hong, et al. Research
on optimization strategies for public service facilities
in community life circles based on subjective and
objective evaluations—a case study of the central
urban area of Nanning City[J]. Shanghai Urban
Planning Review, 2024(1): 9-16.

ABRAE, £ XX B, 2R £ 7E A A T /R
RS AR KA R[] EEHAETRF
FI, 2021, 36 (1) :66-73.

Du Xiaojuan, Wang Wenjing, Jin Gang. Research
on public service planning strategies for small and
medium-sized cities from the perspective of life
circle[J]. Journal of Human Settlements in West
China, 2021, 36(1): 66-73.

B, FTE, EEH. AMA KR THE
EABFERERRGREN. #ENTESE
Fl, 2025, 61 (1) :80-97.

Huang Shiyang, Xi Xuefeng, Cui Zhiming. Research
and exploration on Chinese natural language
processing in the era of large models[J]. Computer
Engineering and Applications, 2025, 61(1): 80-97.
TRERR, JEIR, KA, %, AT 2 RHEANEF
S9N B E AR R —— AR AR T A BI].
BA % 5%, 2024, 43 (5) :173-180.
Zhang Xiaorong, Zhou Yin, Zhang Na, et al.
Research on population spatialization based on
multi-source data and machine learning—a case
study of Chengdu City[J]. Areal Research and
Development, 2024, 43(5): 173-180.

LT, B AR, BA A, B 4E S HA A
R[] T EAEF, 2023, 50 (1) :176-184.

[21]

[22]

[23]

[24]

[25]

Sun Kaili, Luo Xudong, Luo Yourong. A survey
on applications of pre-trained language models[J].
Computer Science, 2023, 50(1): 176-184.

Kenton J D M W C, Toutanova L K. Bert: pre-
training of deep bidirectional transformers for
language understanding[C]//Proceedings of naacL-
HLT. 2019.

LeCun Y, Bottou L, Bengio Y, et al. Gradient-
based learning applied to document recognition[J].
Proceedings of the IEEE, 1998, 86(11): 2278-2324.
BN, B L & AL P& CNNSE % 7 S0 A 4
% EEy R A # RN RS el FT, 2019 (4)
158-159.

Hou Xiaopei, Gao Ying. Research on the application
of convolutional neural network CNN algorithm
in text classification[J]. Science and Technology &
Innovation, 2019(4): 158-159.

IR R, FE A B A LSTMAR 2 & A7 4L %) 84 %7
XA REED]. FREEH A%, 2022,
41 (9) :38-41.

Sun Liucheng, Huang Runcai. A news text classifica-
tion model integrating LSTM and attention mech-
anism[J]. Transducer and Microsystem Technologies,
2022, 41(9): 38-41.

Y T, e E & T HEER A FBI-LSTM
B R e E M EE RS ERAE,
2019, 37 (6) :23-29.

Zeng Ziming, Wan Pinyu. Sentiment analysis of
public safety event microblogs based on double-
layer attention and Bi-LSTM[J]. Information
Science, 2019, 37(6): 23-29.





