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RESEARCH ON THE IMPROVEMENT OF PUBLIC SERVICE
QUALITY IN STATE-OWNED ENTERPRISE INCUBATORS:
A CASE STUDY OF HT INCUBATION SERVICE CENTER

ABSTRACT

In the context of the profound reorganization of global industrial
chains and intensifying technological competition, state-owned enterprise
incubators—as an integral component of the national innovation system—
play a pivotal role in cultivating regional innovation and entrepreneurship
ecosystems and in enhancing the efficiency of technology transfer. Taking
the HT Incubation Service Center in W City as a case study, this research
employs New Public Service Theory, Enterprise Lifecycle Theory, and the
SERVPERF Model, and utilizes questionnaire surveys, in-depth interviews,
and statistical analysis to systematically examine the current status of
public services, the existing issues, and strategies for service quality
improvement. The study aims to reveal the practical dilemmas encountered
by state-owned enterprise incubators in the provision of public services, to

explore optimization strategies and improvement pathways that align with
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the characteristics of state-owned enterprises, and to provide theoretical
references as well as practical guidance for the transformation and
upgrading of similar institutions.

First, an extensive literature review clarifies the core functions of
state-owned enterprise incubators and the connotations of public services.
By integrating the five dimensions of the SERVPERF Model—tangibility,
reliability, assurance, responsiveness, and empathy—a comprehensive
framework for evaluating public service quality is established. Next, data
on service experiences were collected from in-incubator firms, graduated
enterprises, and staff at the HT Incubation Service Center through
questionnaires and interviews. These data were quantitatively analyzed
using SPSS for reliability and validity tests, descriptive statistics, and
factor analysis to assess the quality of public services. The findings reveal
several key issues: a low turnover rate of incubated enterprises; lagging
development of infrastructure and specialized platforms, limited
effectiveness of high-level service functions, insufficient utilization of
entrepreneurship mentor resources, inadequate external resource
integration, and imbalances in organizational capacity and incentive
mechanisms.

To address the identified problems, this study proposes targeted
strategies from both governmental and organizational perspectives. At the

government level, it is recommended to optimize the policy supply
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mechanism, advance reform of the investment and financing system,
improve high-level talent introduction policies, and establish a systematic
incubation talent development framework. At the incubator level, the study
suggests extending the entire incubation chain and upgrading infrastructure;
improving the talent service system to enhance supply-demand matching
efficiency; refining the management mechanism for entrepreneurial
mentors to increase resource allocation effectiveness; expanding external
cooperation channels to foster deeper collaboration among industry,
academia, and research; strengthening professional team building to
improve technological service capabilities; and constructing a diversified
incentive system to stimulate the team’s intrinsic motivation. These
strategies provide a practical path to improving the quality of public
services in state-owned enterprise incubators, help overcome institutional
barriers and enhance service performance, and offer policy references for
government efforts to optimize the allocation of innovation resources.
Dou Wei (MPA)
Supervised by Zhang Yong
KEY WORDS: State-Owned enterprise incubator, Public Services, Service

Quality Improvement, SERVPERF Model, Enterprise Lifecycle Theory
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