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With the advance of the internet technology and the growing popularity of computer, 
more and more people choose the internet as a way of making complaints to the government, 
when facing any kinds of problems in daily life. Among these ways, “Directorate Email Box” 
is the most common and convenient way. 

Making an appeal or formal complaint to the government, as for complainants, it’s a fast, 
convenient and low-cost way. As a result, the amounts of Email that government faced are 
getting larger. Any kinds of problems are crowding into the government. The officials feel 
overloaded at work, the job of dealing complainants’ email has become a heavy burden and 
pressure for them. 

By means of literature review and Depth interviews, the research has found some 
problems when officials of National Police Agency dealing with the emails, as follows, 
(1)The processing time of handling emails is short, however, the complainants are not quite 
satisfied; (2)The amounts of email are overloaded, as a result, it crowded out the regular 
police work; (3)The level of document approval process is too high, and reduce the efficiency 
of the process; (4)Officials handling this job is not enough; (5) Lack of incentive reward 
system. And try to observe how the three main expectations affecting the official when 
handling the job. 

In order to find ways to solve the problems above, the research comes up with 
suggestions as follows, (1)To set up Ombudsman, and invite the non-police staff to join; (2)To 
classify the problems of the emails, and to simplify the document approval process; (3)To 
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revise the satisfaction survey; (4)To establish a fair and substantial reward system; (5) To 
establish policy feedback mechanism. 
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