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Abstract 
Small and medium-sized enterprises (SMEs) are an important part of China's national 
economic system. A precise, efficient and convenient comprehensive enterprise service 
platform is of great significance to promote the development of SMEs. The article 
analyzes the construction of China's SME service platform, takes Wenzhou's 
comprehensive enterprise service platform as the research object, combines its 
operation problems, and proposes corresponding operational development 
countermeasures research in terms of strengthening the construction of platform 
connotation, deepening online help enterprise cloud module, enriching offline help 
enterprise line activities, perfecting enterprise demand acceptance mechanism, 
expanding platform brand influence, and improving the stability of professional service 
team. 
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1. Introduction 

With the development of science and technology, the rise of high-tech, small and medium-sized 
enterprises in the process of promoting national economic growth and promoting social 
development, gradually becoming the driving force of technological innovation, and its 
development is related to social and economic harmony and stability. Therefore, the state has 
issued relevant documents several times, such as the "Several Opinions of the State Council on 
Further Promoting the Development of Small and Medium Enterprises" published on 
September 19, 2009, to create a favorable environment to escort the development of SMEs; on 
April 6, 2010, the "Guiding Opinions on Promoting the Construction of Service Platforms for 
Small and Medium Enterprises" jointly issued by seven departments, including the Ministry of 
Finance and the Ministry of Science and Technology, is advocating the nation to create a 
favorable environment for the development of SMEs through Implementing the construction of 
the service platform for helping enterprises to create favorable conditions and environment for 
the development of SMEs; on August 3, 2017, the Ministry of Industry and Information 
Technology and the Ministry of Finance issued the "Guidance on Promoting the Effective 
Operation of the Network of Public Service Platforms for SMEs" (Ministry of Industry and 
Information Technology Joint Enterprise [2017] No. 187), which pointed out the direction for 
the operation of the service platform for helping enterprises. 
After nearly a decade of development, public service platforms for SMEs worldwide are 
growing and developing continuously. A forum with efficient operation, precise services and 
diverse functions plays an essential role in the development of SMEs. Therefore, it is crucial to 
actively promote the exploration of platform operation and form a reasonable and long-term 
operation mechanism to guarantee the sustainable development of SME public service 
platforms. 
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2. The Construction of Public Service Platforms for Small and Medium-
Sized Enterprises in China 

SME public service platform is built and operated by legal entities and recognized by the 
Ministry of Industry and Information Technology to provide SMEs with information, technology, 
entrepreneurship, training, financing and other integrated public service resources of various 
kinds. Under the guidance of the Interim Measures for the Management of National SME Public 
Service Demonstration Platforms issued by the Ministry of Industry and Information 
Technology in 2010, the construction of SME public service platforms and the identification of 
demonstration platforms have been accelerated in various regions, and some service platforms 
with outstanding performance, high credibility, wide service coverage and exemplary driving 
effect have been selected, which have become an important part of China's SME public service 
system and also become the main evaluation of the overall It has become an important part of 
China's public service system for SMEs, and has also become the main standard and measure 
for evaluating the development level and service capacity of the whole service system. 
According to the Ministry of Industry and Information Technology official website, China has 
cultivated and supported more than 7,000 provincial-level SME public service platforms, 
recognized more than 2,400 provincial-level demonstration platforms, and more than 500 
national demonstration platforms. These platforms are Combined with the Internet search 
function, widely distributed with layouts in all provinces, municipalities and autonomous 
regions. Their services cover a wide range, extending to significant economic and social 
industries and fields; they play an important role in providing low-cost, convenient and open 
public services for SMEs' entrepreneurship and innovation and enhancing SMEs' "dual-
innovation" capability. However, there are some differences in the service functions of the 
platform. The more provincial-level service platforms for helping enterprises, the more detailed 
information and comprehensive procedures they have, while the content and functions at the 
prefectural and municipal levels and below are obviously lacking a lot; moreover, the content 
of the websites under the Internet+ mode is numerous and nested with various web pages, 
making it more difficult for enterprises to choose and operate when seeking products and 
services, which affects the convenience of the platform operation. 

3. The Current Situation of Wenzhou's Comprehensive Service Platform 
for Enterprises 

3.1. Overview 
Under the high attention of Wenzhou Municipal Government, the Municipal Commission of 
Economy and Information Technology put up funds for bidding and direct leadership, and in 
2016, Wenzhou Vocational and Technical College won the bid and set up a specialized team of 
colleges and universities to operate the platform, and in 2018, in response to the slogan of 
"promoting the creation of two healthy pioneer areas in the new era" put forward by Wenzhou 
Municipal Government, the platform was stationed in Wenzhou Binjiang CBD World Wenzhou 
People's After the 8-9 layer of the home park, the original Wenzhou City public service platform 
for small and medium-sized enterprises will be empowered and upgraded. 
The platform combines the actual situation of Wenzhou area, takes the provincial platform 
work index as the requirement, takes meeting the needs of enterprises as the guide, takes 
solving the actual problems of enterprises as the grasp, takes the public welfare service as the 
leading, builds a comprehensive service platform with three integrated modules of policy 
service area, professional service area and platform service area offline, carries out the "help 
enterprise line" activity. On-line activities, "Internet+" big data construction of one-stop "help 
enterprise cloud" website, "off-line and online integration, departmental and university 
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cooperation, physical and virtual and so on", to create The "one network" SME service system 
with clear demand, wide coverage and city-county linkage. 
At present, there are more than 90,000 registered enterprises, more than 1,800 service 
organizations, more than 4,000 service products, more than 645,000 enterprises and more than 
646,000 people; the platform has been awarded the title of "Provincial SME Public Service 
Demonstration Platform" every year, and in November 2019, it was awarded the title of 
"National SME Public Service Demonstration Platform" by the State Ministry of Industry and 
Information Technology. In November 2019, the platform was awarded the title of "National 
SME Public Service Demonstration Platform" by the Ministry of Industry and Information 
Technology. 

3.2. Operation 
As the pace of socio-economic transformation accelerates, SMEs are putting forward higher 
requirements for public services such as precision, customization, convenience and 
specialization. Therefore, the platform will also face many problems and constraints that affect 
its subsequent development, and its development characteristics and shortcomings need to be 
carefully studied and judged. 
3.2.1. The Development and Service Effect of Each Platform is Unbalanced 
The platform relies on the existing service mechanism, guided by regionalization management, 
and assists the functional departments of counties (cities and districts) to build twelve sub-
platforms in Lucheng, Ouhai, Longwan, Pingyang and Yueqing, forming a platform service 
network system with upward and downward communication, city-county linkage and resource 
sharing, and also establishing a corresponding sub-platform service performance assessment 
system, but due to the local regional restrictions of the sub-platforms and the instability of the 
operation team, the development process varies. However, due to local regional restrictions 
and unstable operation teams, the development process is different, the city platform is 
dominant, individual sub-platforms are in the primary stage, the internal system construction 
is not standardized enough, the financial investment is insufficient, the work is carried out 
without the guarantee of venue, personnel and funds, there is no perfect system construction 
and incentive measures, the service supply is insufficient, the promotion ability is uneven, the 
development gap between each other is large, and it is difficult to play the role of promoting 
mutual coordination and common development; many SMEs Because of the different industrial 
fields and development stages, it is difficult to seek specialized and characteristic services in 
management consulting, technological innovation, skills training, etc., while the service 
characteristics of each platform are not clear, providing popular services that are difficult to 
meet the needs of SMEs, making it difficult for SMEs to quickly locate the services of sub-
platforms, so the long-term mechanism of the overall operation and management of the 
platform needs to be continuously explored and improved. 
3.2.2. Built Online Help Enterprise Cloud Website, There are Corresponding Service 

Modules, but the Depth and Highlights are not Prominent Enough 
The platform has built the "Help Enterprise Cloud" website consisting of "Policy Cloud", 
"Service Cloud", "Industry and Finance Cloud", "Training Cloud", "Consulting Cloud" and "Smart 
Manufacturing Cloud". "Each module has a certain role, but the content of each corresponding 
module is a bit single and not deep enough. When visiting the enterprises, we found that there 
are many problems in management improvement, technological innovation, employment 
recruitment and bank financing for SMEs. 
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3.2.3. The Offline Activities to Help Enterprises are not Solid Enough and the Content is 
not Rich Enough 

"Help enterprise line" is created offline, which is oriented to the needs of enterprises, the 
establishment of professional service institutions to support the work of the enterprise services. 
Every year, we hold various service activities such as "Legal Service Month", "Zhejiang Good 
Project", "Enterprise Growth Forum", Job Fair, Enterprise Staff Training Session, etc., but the 
service projects lack The platform itself is a public welfare operation supported by the 
government, so it cannot provide a good foundation for the operation and development of the 
platform, which is not conducive to the development of the work, such as the Zhejiang Good 
Project Competition, although it is also vigorously publicized, launching Wenzhou enterprises, 
industries, universities and scientific research teams to participate, and actively creating a 
strong atmosphere for innovation and entrepreneurship, but the follow-up, Investment and 
financing docking and transformation of results and other services are obviously insufficient; 
there is also the transformation of industry-university research docking is not obvious, on the 
one hand, the results of university research and development is on hold, while the enterprise 
technical problems are difficult to solve. 
3.2.4. Slow Resolution of Smes' Demands and Imperfect Feedback Mechanism 
Although there are multiple channels such as "help enterprise cloud" website, 96871 service 
hotline and special e-mail for reflecting demands, most of the problems reflected are difficult 
and no high-level coordination mechanism is formed between cross-industry and cross-
department, so when multiple departments are needed to solve the problem, the information 
between departments is not smooth, resulting in a complex flow and inefficient, it is difficult to 
really implement. 
3.2.5. The Team of Professional Service Personnel is not Stable, the Publicity Needs to 

be Increased, and the Brand Influence is not Significant 
The platform organizes a lot of activities for enterprises, but the training for its own staff in 
business knowledge improvement is low; the staff is unstable and mobile, the enthusiasm and 
initiative of the staff are not strong, and the degree of specialization is not enough; although 
publicity is actively done through various ways, the user viscosity is low and the visibility is not 
high, and it needs to be strengthened; the role of brand influence is not significant enough. 

4. Wenzhou Enterprise Comprehensive Service Platform Operation 
Development Measures 

4.1. Strengthen the Internal Construction of the Platform and Improve the 
Platform Operation and Management System 

Based on the actual situation of the platform itself, improve the normative requirements of 
interconnection and resource sharing between the platform and sub-platform, establish unified 
service standards and other management systems, and use policy incentives, service 
measurement and evaluation, recognition and rewards to establish a unified brand image, 
increase the assessment and incentive mechanisms for platform managers, service 
organizations and sub-platforms, strengthen the linkage of platform operation up and down, 
realize service synergy, and do a good job The standardized management of the platform and 
sub-platform. Each sub-platform regularly communicates face-to-face with SMEs in the region 
on various service contents, and each platform shares relevant information resources in a 
timely manner to improve the service areas and levels of the platform, so that SMEs can reflect 
their problems and seek help from the corresponding platform nearby. 



Volume 3 Issue 1, 2022 

DOI: 10.6981/FEM.202201_3(1).0055 

472 

Frontiers in Economics and Management 

ISSN: 2692-7608 

4.2. Promote the Integration of "Internet+" Big Data with Each Content and 
Deepen the Module of Helping Enterprise Cloud 

Increase the application of information technology tools in the construction of the platform. In 
each module online, refine the focus to form graphic content and push it to enterprises precisely. 
In deepening the content, combined with the current epidemic era, the use of the cloud platform 
to carry out epidemic response, policy interpretation, enterprise transformation, management 
improvement and other types of public welfare online services to help the development of 
enterprises. Such as policy cloud, on the basis of the original compilation of the corresponding 
local enterprise policy "cloud" books to play online advantages, to help enterprises to orderly 
resume production and economic transformation and development; training cloud, in 
cooperation with universities, open "cloud" school, to help enterprises to find management In 
terms of training cloud, we cooperate with universities to open a "cloud" school to help 
enterprises find management loopholes, break through management bottlenecks, improve the 
management level of enterprises, and let the employees of enterprises in need to get promotion 
without leaving home; in terms of intelligent manufacturing cloud, we make more efforts to 
visit various scientific research institutes, and dock more "intelligent manufacturing cloud" 
achievements on line to help enterprises ride on the fast track of intelligent transformation; 
expand the "recruitment Cloud" module, for offline job market, stall recruitment and other 
traditional forms cannot be carried out, and enterprises are facing "labor shortage" situation, 
build a good bridge between universities and enterprises to carry out the corresponding 
enterprise talent "cloud" recruitment The "environmental protection cloud" module can be 
expanded to provide one-stop environmental protection publicity, registration and other 
services to address the current demand for environmental protection services that are scarce 
in the region; expand the financing cloud platform, innovative financing platform business, 
develop or promote new forms of financial services such as invention patents, utility model 
patent pledge loans to meet the reasonable financing needs of enterprises. financing needs. 

4.3. Solidly Promote Offline Activities to Help Enterprises, Enrich Their Service 
Content and Enhance Their Characteristics 

First, optimize the construction of special zones, guide the sub-platforms to further accurately 
grasp the characteristics of the region's special industries, industries and small and medium-
sized enterprise characteristics, needs, construction of one to two brand service projects, 
increase the local personalized applications, enhance the efficiency and relevance of services, 
so that the platforms can share information and resources, synergies, but also the misalignment 
of the development of offline special services. 
Second, deepen the ability to provide accurate services to enterprises. Visiting platforms, 
enterprises and parks around the world, conducting research on service needs, checking the 
qualifications of service organizations on the ground, digging deeper into the service 
organizations of high-quality service carriers and service resources, and jointly carrying out 
activities to help enterprises, closely following the needs of service enterprises: such as the 
integration of well-known regional law firms and Wenzhou City Public Prosecutor's Office 
jointly carry out a series of "legal line to help enterprises". Activities, set the legal service menu, 
from different angles of small and medium-sized enterprises face legal risks, legal issues, illegal 
cases for in-depth analysis, to play a "vigilance, warning, wake up" role; in the creator of China 
Zhejiang good project competition, invite more high-end innovation and entrepreneurship 
mentor, investment and financing institutions to participate, and actively tap the local We invite 
more high-end innovation and entrepreneurship instructors and investment and financing 
institutions to participate in the competition, actively tap local high-quality enterprises with 
innovation leadership and demonstration, increase project tracking, investment and financing 
docking and transformation services, and help enterprises improve their innovation capacity. 
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Third, to promote the "industry, academia, research" collaboration model, and actively promote 
the transformation of scientific and technological achievements. Platform and universities, 
scientific research institutions to establish the corresponding R & D centers, the formation of 
various types of expert teams, play the scientific and technological strength of universities to 
help small and medium-sized enterprises to solve common technical problems, and promote 
the active use of university research and development results to accelerate the transformation 
of scientific and technological achievements and industrialization. 

4.4. Improve the Business Acceptance and Assistance, Dynamic Management 
Mechanism of Enterprise Demands 

First, establish a high-level coordination and management organization across industries and 
departments, establish a liaison and coordination mechanism, open up information silos, and 
when the platform cannot solve the demand, use other intelligent advantages of the 
government to supplement, form a synergy of work to serve enterprises, and improve the 
demand acceptance mechanism; second, optimize the flow mechanism for solving the demand, 
strengthen accurate docking, tracking and completion, establish a work order flow as the core 
of the demand response and feedback, reminders, etc. Management process, standardize the 
demand processing process, establish the steps of "enterprise questioning, problem sorting and 
classification, transferring and assigning to counterparts, tracking and supervising, reply and 
feedback, satisfaction inquiry", realize the whole online closed-loop flow, establish automatic 
matching and distribution of demand according to the characteristics of demand area, 
timeliness and category, realize work order The system of responsibility, combined with user 
return visits, satisfaction surveys and other means to effectively evaluate the service process, 
and constantly improve the technical feedback to ensure service quality. 

4.5. Strengthen the Training of Platform Personnel to Enhance the Stability of 
its Team; Increase Publicity to Improve the Brand Influence of the 
Platform 

First, the establishment of training mechanisms, regular training of platform staff on business 
knowledge, held regular meetings of the platform at the city and county levels to exchange work, 
share experience and improve the comprehensive service capacity of platform staff. 
Second, strengthen management and stabilize the team. The platform personnel formulate 
salary incentive assessment system to stabilize the team; use performance assessment to force 
work execution, enhance their work enthusiasm and initiative, and improve operational 
efficiency; adopt a combination of qualitative and quantitative methods for offline stationed 
service agencies and sub-platforms: qualitative content is assigned points according to different 
grades, and work performance is adopted quantitative methods, combined with the 
corresponding quantitative work performance in monthly order; compile and issue monthly 
The monthly bulletin is compiled and sent out to form a horizontal comparison and copied to 
the corresponding competent departments, and the outstanding sub-platforms and service 
organizations are given commendations and awards to motivate them to improve their services. 
Third, increase publicity, establish corresponding service publicity team, take the initiative to 
collect the typical experience cases of the resident service organizations during the research of 
enterprises and parks, and actively use WeChat public number to compile and push to enhance 
the viscosity of the platform users; form a team of experts from different majors of universities 
and colleges to give the actual personalized diagnosis and problem-solving services to member 
enterprises, and after forming successful cases, carry out online and offline promotion to 
expand the platform service Strengthen media cooperation, produce posters, shoot and 
produce platform-related promotional videos, and use various large-scale exhibitions to 
promote platform service content and service performance. 
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Fourth, do a good job in the construction of the platform's offline service facade image logo, 
cultural wall, propaganda, etc., to improve the platform's image and status in the minds of users; 
make good use of the window of the world's Wenzhou people's home where resources are 
gathered and functional facilities are complete, to help the platform gather popularity and 
traffic. 

5. Conclusion 

The operation of any platform needs to be constantly improved and innovated in conjunction 
with the practical situation. With the help of Internet + big data, the platform improves the 
software architecture, optimizes the hardware and software environment, interacts closely 
online and offline, makes deeper and more solid platform service functions, and continuously 
improves the platform construction level, so that the platform has a more sustainable 
development ecology, in order to provide a strong guarantee for SMEs to enhance 
competitiveness and accelerate regional industrial upgrading. 
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