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Abstract

In the past, anthropology paid little attention to the administrative bureaucrats who
implemented policies, or seldom used government departments as fields, which made
bureaucratic institutions always like black boxes that were difficult for outsiders to
understand. To break through this limitation, I took the National Health Insurance
Administration (NHIA) as a field, entered the offices of bureaucrats, learned about their
daily business, and discussed how administrative bureaucrats work to make policies
come true. During the working process of NHIA staff, I found that they often use their
emotional side to deal with the public, and this further improves the goals set by the

system.

In order to understand this kind of work, I will analyze it from three aspects: first,
start from the content of bureaucratic work, explain the business types and skills, and
discuss that in order to achieve policy goals, bureaucrats actually carry out a lot of
interpretation and imagination, and rely on these cognitive labors to achieve higher
work performance. I use "imaginative labor" to call this series of interpretation and
imaginative acts and divide the whole process into three stages to discuss how it occurs.
Second, I explore the particular attitude that bureaucrats display toward citizens, which
I call the "service ethic." I argue that this set of ethics is a mixture of government reform
programs to improve services and bureaucrats' personal choices to "do more",
emphasizing that this allows the benefits of National Health Insurance to be truly
delivered to the public across institutional barriers. Third, I pay attention to the
working space of bureaucrats to discuss what kind of environment and atmosphere can
support imaginary labor and service ethics. I focus on three parts: objective
environment, sensory experience, and support network, to highlight that job

characteristics and workplace environment both support and reflect each other.

Finally, as a conclusion, I use this research to engage in dialogue with previous
bureaucratic research, point out the special findings of this case, re-clarify the
organizational positioning of this department, and discuss the new possibility of

bureaucratic governance in affective form.

Keywords: bureaucracy, administrative practice, service ethic, NHIA, interpretive labor
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