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ABSTRACT

Keywords: New Public Service, New Immigrants, Foreign Workers, Hotline, One-stop

Service

With the trend of globalization, frequent migration is a normal phenomenon.
To create a friendly environment for the immigrations, our government has
implemented multiple policies, hotline is one of common policies. National
Immigration Agency sets a “Counseling Hotline” to provide consultation service
about life needs in Taiwan, which provide seven languages such as Chinese,
English, Japanese, and other Southeast Asian languages for foreigners. In addition,
Workforce Development Agency sets up “1955 Hotline” for foreign workers to

help those who needs consultation service as well as appeal, protection, and etcs.

Further study for these two hotlines, we found some of their functions are
overlapping. It is quite difficult for foreign workers, foreigners and immigrants to
distinguish the difference between them. Since the quality and efficiency of public
service will affect people’s opinion to the government, our study try to combine
the management and the functions of new public service, one-stop service,
cross-institutional integration and hotline. Besides, we also refer to the Australian
Government policy and try to give some suggestions that regards to hotline

integration.

Major findings are as per followings. In terms of new public service,
integration of “Counseling Hotline” and “1955 hotline” is different from
integrating within single institution. It needs to be integrated by a higher level
institution, and departmentalism needs to be abandoned which can improve the
function of public service. Besides, the intension of integration is great, however,
interviewees indicate it would be accepted with condition. In terms of one-stop
service and cross-institution integration, it must have economic benefits and
comprehensive legislation network. In terms of management of hotline

integration, to establish standard operating procedures based on customer service.

\



At last, some recommendations are provided. One is to improve the function
of call center, and it should be supervised by single institution. The other one is to
establish Independent Administrative Institution to manage hotline which can

maximize the function of new public service.

Vi
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