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Abstract. The article describes the nature of public services and the problem of improving their
quality and accessibility for citizens. There have been studied the issues of the public authorities’
services which comply the quality, timeliness and are primarily focused on the satisfaction of
citizens in these services.

Currently, the use of a citizen-centered approach in provision of services to measure the level of
satisfaction of population with public services is one of the relevant research areas. Therefore, the
work analyzes the issues of citizens’ public services satisfaction.

The article describes the governmental institution’s activities in terms of the implementation
of services regulated by the institution and legislative documents. The main findings show that
the assessment public services” quality can be held from the standpoint of the activities of both
state institution and civil servants” work. The paper identifies the problems that hold back the
improvement of public services” quality. It also describes the main trends for quality improvement
and public services” accessibility at a current stage.
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Introduction

At the present, Kazakhstani’s governmental
bodies emphasize public services to be one of
the strategically important objectives. This is
because quality of citizen’s life, country’s social
and economic development and level of life are
one of the assumptions of high-quality public
services provision [1;2]. Relevance of the work is
explained by the role and the increasing number
of services provided in the public services’
register [3].

Directions of public policy emphasize
the problem aimed at upturning the public
services’ quality to be the most important one.
The solution to this problem is the key for
reaching the major objectives of socio-economic
development. Both the public services quality,

and the approachability of these services are the
effectiveness measure for both the government
agencies and official’s actions. It is also, the result
of the implementation of public policy.

The purpose of research is to study issues
related to estimating the quality level of public
services in conditions of their increasingly
growing role. The research hypothesis assumes
that public services’ quality can be estimated
in terms of the performance of both a public
institution and of a public servant.

Methodology

The laws and regulations in force formed
the research information base. Moreover, the
materials of public monitoring are also the
information base. It is annually initiated by
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Kazakhstani’s Agency for Civil Service Affairs.
Scientific articles in the scope of leading domestic
and foreign scientists’ evaluation of public
services’ quality formed the theoretical and
methodological basis of the work.

Analytical and historical methods, as well
as the method of theoretical knowledge were
used as the main ones. The study methodology
included the analysis of such secondary data as
the legislation, some reports of public and non-
governmental organizations, several scientific
articles, and publications. The study analyzed
the results of public monitoring carried out in the
country. It provided an opportunity to rate the
public services” quality.

Discussion and results

The «Public services» category is derived from
the «service» category. In terms of interpretation,
the term «service» means an action that brings
benefit and assistance to the other [4]. Thus, the
public service should focus on public assistance
to the citizens and organizations in meeting their
needs, backed up by their constitutional and civil
rights.

According to some authors, a public service is
a voluntary or legally binding on the grounds of
the law interaction of an individual or legal entity
(client) with the executive authority or its official

(agent). As a result of such an interaction, there
is a change in the rights, resources, and privileges
of the client [5].

O. A. Yastrebov and K. A. Ambartsumyan
believe that “a public service is a normatively
fixed, lawful, individualized activity [6].

In addition to the definitions of modern
Kazakhstani legislation, there are definitions
of the Law of the Republic of Kazakhstan “On
public services”. They comprehend a public
service to be one of the form of specific functions
of the state implementation [7].

The initial development as well as the
formation of Kazakhstani system of public
services falls on the second half of the 2000s. The
concept of «the government to serve citizens»
is launched from 2006 to 2007. Thereby, «public
services» notion was introduced to indicate the
above-mentioned processes [8].

Public services in our country turn out to be
based on six core principles [7] (figure 1).

One of the main requirements for determining
the effectiveness of providing the services
by state bodies is to ensure the equal rights
and opportunities for access to these services.
Unfortunately, the Law does not disclose the
content of all the principles enshrined in it.
This can be problematic during procedure of
providing public services itself. As it may cause

Figure 1 - Core principles of provision of public services [7]
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a different understanding of their actions by both
service providers and service recipients.

As noted above, the most important strategic
task of public institutions is a systematic
improvement in the quality of services. In turn,
the universal measure of this quality is the
satisfaction of its services.

Citizens” satisfaction with the use of public
services is primarily determined by the assertion
of expectations by actual experience. Obviously,
given the same level of expectations, citizens are
satisfied with better services, or vice versa. The
quality of services is usually determined by such
criteria as friendliness, efficiency, responsiveness,
personalization, etc. [9].

The quality of services is a socio-technical and
economic characteristic [10]. It is determined by
the standard of public services. This standard is
meant as a set of the most important claims for
the order and maintenance of public services’
provision. The other information included in
these requirements considers the public services
specifics [7]. With that, it is necessary to be able
to ensure a basic level of quality, in particular,
technical compliance and satisfaction of the
needs of individuals [10].

Also, public service quality is understood
as a set of characteristics of a service that meet
the recipients’ needs. These needs are met in
terms of the content or results of the service
provided. Public service quality includes a set
of characteristics of the process. It also includes
special conditions for their provision, that meet
the needs of their recipient [11]. Thus, this concept
is understood as an assessment of a specific result
that an individual or legal entity receives during
interaction with a government body.

It can be agreed that the public services’” quality
reflects the quality of public administration,
the main criteria of which are sustainable
development of society, the achievement of a high
quality of life and satisfaction of consumers of
public services [12]. The main difference between
the studies of Russian and foreign authors of this
field is as follows: Russian researchers evaluate
the quality of a service at the stage of provision,
while foreign researchers consider the full cycle
of service provision as an object of quality
assessment [13].

One approach to the quality of public
administration’s assessment can be named. It is
about analysis of the efficiency and effectiveness
of providing public services to the consumer
process [14]. This can be determined by methods
of expert and sociological assessment.

Sociological plays a significant
role in establishing of feedback and effective
communication between government and society
[15]. Sociological research makes it possible to
study public opinion, to establish the relationship
between the population and the authorities. It
also allows making management decisions that
meet the needs of the population. The study of
public opinion allows making management
decisions that more closely correspond to the real
needs of the population.

The Agency for Civil Service Affairs of
Kazakhstan annually organizes a sociological
survey, the purpose of which is in the assessment
of public services” quality [16].

The control of how consumers evaluated
provided services’ quality is an integral part of
studying the current level of public or municipal
services. This procedure monitoring is necessary
to take timely measures to increase the level of
quality of services, paying attention to existing
needs of service recipients [17].

The process of this quality monitoring is
carried out by individuals and non-profit
organizations. Their work is aimed at collection,
information analysis and recommendations [7].
The purpose of public monitoring is to identify
the degree of

satisfaction with the
Furthermore, this monitoring is also aimed at
the indication of problematic issues and making
recommendations for quality improving of
services provided [16].

There exists a Public Monitoring Methodology,
which is developed jointly by the United Nations
Development Program in Kazakhstan and the
Agency for Civil Service Affairs. In accordance
with it, the average score (five-point assessment
scale) determined the degree of satisfaction with
the quality of services.

In 2019 there was a sociological study on
monitoring the public services’ quality. During

science

services received.

Ixoromuneckas cepus secmmuxa EHY umenu J.H. I'ymuiesa
ECONOMIC Series of the Bulletin of the L.N. Gumilyov ENU

Ne 2/2021 103



Indicators and criteria for assessing the quality of public service delivery

= Contacted the offices of service providers representing certain

public services

= Contacted the Population Service Center

» Received a public service on the portal independently, from their
own computer and mobile application

Figure 2 — Getting public services in various structures and organizations, depending on the body
providing this service in accordance with the standards, by respondents, 2019

Note: compiled by the author from source [16]

the study, out of all public services, there was
covered 65 of their most socially significant ones.
The quality of the services was assessed according
to such criteria as information, availability,
employees, procedure, timing, costs, feedback,
and result [16].

To obtain a public service, respondents
applied to various structures and organizations,
depending on the body providing this service in
accordance with the standards (figure 2).

76

74 72,8

72

70

o8 65,9
66

64

62

60

2016 2017

Problems in quality of public services are
determined based on feedback from participants
during the processitself. Feedback canbe obtained
using the results of public service verification and
the control of the relevant government body [8].

According to these results, rating’s lowest
scores were received by such services as: «Calling
anambulance», «Provisionof disabled people with
resort treatment», «Registration of a trademark»,
«The document of registration for disabled
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Figure 3 — Public services quality satisfaction

Note: compiled by the author from source [16]
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[ Service consumer (citizens) ]

~~

[ Government agency ]

<=

Service quality assessment criteria

(Availability, Information, Employees, Procedure, Costs, Feedback, Result)

~ =

[ Modernization of the service management system ]

Figure 4 — Algorithm for the services provision in governmental institutions
Note: compiled by the author

people, aimed at providing them with prosthetic Citizens were mostly dissatisfied with the
and orthopedic care», «Issuance of a quarantine timing and costs of public services, the quality of
certificate on regulated products” movement on the feedback, as well as the lack of competence
the territory of Kazakhstan», «Customs clearance and efficiency of service providers. Figure 3
«, «Assistance to unemployed people and those shows the level of population’s gratification with
who are seeking for a job « [16]. respect for the quality.

+ Compliance with standards for the provision of public services

* Clarity (comprehensibility) of the procedure for obtaining a
service

» Reasonableness of the number of instances for the provision of the
service

» Availability of technical infrastructure

» Reasonableness of the number of documents

» Completeness of information about the service

* Ability to express your opinion, file a complaint

» Acceptability of the cost of the service (for paid services)

* Availability of electronic services

= Satisfaction with the results of the consideration of the complaint

* Service availability via mobile devices

» Courtesy and friendliness of staff

» Accessibility regardless of the social status and connections of the
applicants

* Professionalism and competence of employees
* Service speed
» Additional clarifications

Figure 5 — The main aspects of public services’ quality that form the recipient’s
feeling of satisfaction with its result.
Note: compiled by the author
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The level of satisfaction with public services
quality was 74.8%, which is 2.4% higher than last
year (in 2018 this figure was 72.4%).

Usually, because of monitoring, quantitative
indicators of degree of population’s satisfaction
are obtained. In other words, the opinion of the
service recipient (client) is decisive. For whom, in
turn, the paramount importance is to get public
services on time and with high quality.

The process of providing services in public
institutions is shown in Figure 4.

As you can see, the monitoring results serve
as a starting point in the process of modernization
of the service management system.

This is a one-sided approach, since it
enables an assessment of service delivery only
in conjunction with the service recipient. It is
necessary to monitor the activities of the state
agency itself. This measure will undoubtedly
improve the performance of the state institution
[18].

Consequently, the quality and the degree of
citizens’ satisfaction with the service received,

Too long
service;

The
requirement of
various
unnecessary
documents n
the process of
providing a

service:

The uselessness
of the public
service itself,
etc.

can be assessed from the perspective of both state
institution’s activities and civil servants” work.

Figure 5 shows the aspects of public services’
quality. It can be contingently split into two
blocks.

During the public monitoring, the work of
the employees was assessed according to the
following criteria: competence, knowledge of
information, efficiency, politeness, and attention
to the needs of service recipients [16]. The
results show that out of 100% of all those who
commented on the quality of the employees’
work, only 21% left positive comments, such as
“Everything was fine”. The remaining 79% were
dissatisfied, leaving negative comments.

As a rule, the qualitative component of
evaluating the work of an employee is subjective
to some extent. Therefore, it is possible to agree
with the fact that the issues related to improving
the availability and quality of services are not
fully disclosed in available literature. There are
still not developed indicators, based on which
it would be possible to describe the process

Too tight
deadlines for
the provision of
public services:

Bureaucratic
process:

Workload of
staff;

Lack of
equipment for
the provision of
services, etc.

Figure 6 — Problems that are indicated by service providers and service recipients
during public services provision process.

Note: compiled by the author
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of employee’s and governmental institution’s
activities in such a way that it does not cause any
contradictions [18].

It should be noticed that service providers and
service recipients may note different problems
during public services provision process. The
magnitude of these problems for each of the
groups may be different [8].

Figure 6 shows the problems that service
providers and service recipients indicate during
public services provision process.

Service recipients identify such problems as
too long provision of the service, the requirement
unnecessary documents, the
uselessness of the public service itself, etc. Service
providers, in turn, name such problems as very
limited time for provision of public services,
bureaucratization, staff workload, lack of specific
equipment, etc.

Thus, public institution’s activities in relation
to the provision of services are strictly spelled out
in the existing legislative documents. With that,
the time of rendering the public services can be
named as the main index of the quality that can
be measured [18].

In appliance with the Law on Public Services,
public service providers must provide the
services according to the subordinate regulatory
legal acts. These acts establish the terms, as well
as determine the procedure for the services
provision. Officials must be administratively
liable for violation of the terms and procedure
for issuing permits. However, despite these
requirements, service providers violate the terms
and procedure for issuing permits, including
unmotivated refusals to issue permits.

For example, in the work of the State
Corporation, which is «Government for Citizens»
there are still such problematic issues as:

- the need to provide a wide range of paper
documents and long terms while providing
certain public services;

- lack of extraterritoriality in many types of
services;

- incompleteness of the electronic data archive;

- lack of integration of various information
systems and databases;

- staff turnover;

of wvarious

- insufficiently high computer literacy of the
population.

Currently, front offices provide citizens and
entrepreneurs of Kazakhstan with better, more
transparent and more affordable public services
compared to the period before the start of the
public service reform.

However, there are several problems that
hinder the full integration of public services that
need to be urgently addressed:

1) the «Government for Citizens» has a limited
opportunities in order to have a considerable
impact on the process of increasing the degree of
public services” quality;

2) low wages of front office employees;

3) insufficiently effective interdepartmental
interaction;

4) complex language of public
standards, incomprehensible to citizens [19].

In conclusion, it should be noticed that a
significant proportion of public services has
great opportunities associated with improving
the quality of their provision. Therefore, it is
necessary to continue to work on optimizing the
government agencies’ activities and the State
Corporation «Government for Citizens».

service

Conclusion

1. Both social and economic development
of the country, the citizens’ level and quality of
life are one of the representations of providing
high-quality public services. A citizen’s trust in
the state can be selected as the main factor of the
quality and accessibility of public services.

2. Public services’ quality has a direct impact
on public administration’s quality Undoubtedly,
improvement of such units as the accessibility
and the public services’ quality plays an
important condition for achieving the country’s
main goals aimed at sustainable socio-economic
development.

3. Public administration quality is represented
by public services quality. One of the approaches
to assess it is to analyze the efficiency and
effectiveness of their processes.

4. The feedback from participants of
monitoring process happens to be the basis on
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which quality of public services’ is established.
The result of this monitoring is aimed at obtaining
the quantitative indicators, which characterize
the level of population’s satisfaction.

5. Service providers and service recipients
indicate different problems. The magnitude of
the problems for each of these two groups is also
different.

6. Public services’ quality can be assessed from
two perspectives. First, by the state institution’s
activities and second, by public servant’s work
itself. At the same time, the qualitative component
of the employee’s performance assessment is
subjective to some extent, since there are no clear
indicators that would allow characterizing the
employee’s activity process in a uniformly.
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MemaeKkeTTiK KbI3MeT KOpCeTy callachlH OaraaayablH KOpCeTKilTepi MeH mapTTaphl

Annoramis. Makasaga MeMAeKeTTiK KbI3MeTTepAiH MaHi KapacThIpbladbl. backlabiMaa MeMAeKeTTiK KbI3-
MeTTepai YChIHY, 0AapAbIH CarlachlH JKOFapblaaTy MeH a3amarTap YIIiH KOAXKeTiMAiAiK Maceaeaepi sepTreaai.
MemaekeTTiK opraHAapAbIH calla Ta/laObIHa cail KeAeTiH, yaKbIThIHAA JKacaAbIHaThIH JKoHe OipiHIIi Ke3eKTe asa-
MaTTapAblH KaHaFaTTaHybIHa Oafdap/AaHFaH KbI3MeTTepAl YCBIHY MaceAeciHe Hazap aydapblaasl. Kasipri yaxkert-
Ta KBI3MET KepceTy Ke3iHge NaligaaHyIIbL1apAblH MEM/AEKETTIK KbI3MeTKe KOHiAAepi ToAy AeHIelliH aHbIKTay
YIIiH azaMarTapra OargapaaHraH Tociagi maiijasaHy — 3epTTey calachIHBIH €H ©3eKTi MaceaeaepiHin Gipi Oo-
Apin caHaaaApl. COHABIKTAH azaMaTTapAblH MeM/eKeTTiK KbI3MeT KepceTy JeHreiliHe KaHaraTTaHy Maceaeci
TaAAaHABI.

Makazaaja 3aHHaMaAbIK Ky>KaTTap MeH MeKeMe/Jep >KarblHaH perdaMeHTTeATeH, KbI3MeT KOPCeTyai YChIHY
TYPFBICBIHAaH MEMAEKeTTiK MeKeMeAep KbI3MeTiHiH aATOpUTMI cUIaTTaaAbl. MeMaeKeTTiK KbI3MeTTiH caIlachblH
MeM/eKeTTiK MeKeMeHIH KbI3MeTi >KaFblHaH 4a, MEMAEKETTIK KbI3MeTKep >KaFblHaH Ja Oarasayra 0O/AaThIH He-
Ti3Ti TY>KBIPBIM KepceTiadi. MemaeKkeTTiK KbI3MeT KOpceTy callachlHbIH ©CyiHe KeAepri KeATipeTiH Maceaeaep
aHbBIKTaAFaH >KoHe Kasipri KeseHJeri MeMAeKeTTiK KbI3MeTTepAiH carackl MeH KOAXKeTiMAiAiriH >KorapblaaTy-
ABIH HeTisri OarpITTaphl CUIIaTTaAABbL.

TyitiH ce3aep: KpI3MeT; MeMAEKeTTiK KbI3MeT; MeMAEKeTTiK KbI3MeTTepAiH carlackl; MeMAEKEeTTIiK KbI3MeT
KepceTyai Oarasay; MeMAEKETTIK KbI3MeT callachlH Oarasday KpuUTepuiiaepi; KOAXKeTiMAiAIK; cTaHAapT; peraa-
MEHT.

P.C. Kagpiposa
Kasaxcxuil nayuonarvruiil yrusepcumern umeru aro-Papabu, Aamamut, Kasaxcmarn

Iloka3zaTean n Kpurepnn OII€HKNM Ka1eCTBa OKa3aHNsI TOCy AapCTBEHHDBIX yCAYT

AnnoTamus. B crathe paccMaTpuBaeTcs CyITHOCTD TOCY AaPCTBEHHEBIX YCAYT. Viccaeg0BaHbI TpOOAeMBEI ITpe-
AOCTaBAEHM: TOCYAaPCTBEHHEBIX YCAYT U TIOBBIIIIEHN VX KauecTBa M AOCTYIIHOCTH A4S TpaKaaH. VIsydeHsr Bo-
ITPOCHI TTPeJOCTaBAEHNS TOCyJapCTBeHHBIMI OpTaHaMI YCAYT, OTBeYalOIINX TpeOOBaHIAM KauecTBa, CBOeBpe-
MEHHOCTH U OPMEHTUPOBaHHLIX B IIEPBYIO Ouepeb Ha YAOBATBOPEHHOCTh TPaskAaH B DTUX yCAyTaXx.

B nacrosee spemsi 1CIIoAp30BaHMe OPUEHTUPOBAHHOTO Ha TpaXkJaH I10AX04a IIpu IIpe0CcTaBAeHIN yCAYT
AAsl UI3MEPEHUsl YPOBHS yA0BATBOPEHHOCTH I10Ab30BaTeAell TOCyAapCTBEHHBIMY YCAYTaMI CIUTAeTCs OAHOM
13 aKTyaAbHBIX 0DAacTeit MccAe 0BaHILs, TTOYTOMY B pabOTe aHaAM3UPYeTCs JaHHBIN acIlekT.

B craTthe mpmBOAMTCA OmMMCaHME aATOPUTMA AeATEABHOCTM TOCYAapCTBEHHBIX YIPeXKAEHUI B KOHTEKCTe
yCAyT, peraaMeHTHPOBaHHBIX 3aKOHOAATeABHBIMY JOKYMEeHTaMU U yapexXAeHrsamu. OCHOBHOI BBIBO/, 3aKAIO-
JgaeTcsl B TOM, UTO KauecTBO I'OCYyAaPCTBEHHON yCAYTM MOXKHO OLIEHUTh KaK C IO3MUIUU AesATeAbHOCTU IOCy-
AAPCTBEHHOIO YUPEeXKAeHMs, Tak M C HO3UIMM PabOTHI TOCYAapCTBEHHOTO cayKalero. B pabore orpeseaeHs
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HpO6A€MI>I, CAeP KIMBaIOIINe pocCT KadeCTBa OKa3aHVsI ToCyA4apCTBEHHDIX YCAYT, OXapaKTepr30BaHbl OCHOBHbIE

HaITpaBA€HVII IIOBBIIIEHNT Ka9eCTBa 11 AOCTYITHOCTIY TOCYAapPCTBEHHDBIX yCAYT Ha COBpPEMEHHOM DTalle.
KaroueBbie caoBa: ycayra, ToCcyaapCTBEeHHAs yCAyra, Ka4€CTBO IroCyAapCTBEHHBIX YCAYT, OLI€eHKa OKa3aHN:I

TOCYyAapCTBEHHBIX YCAYT, KPUTEPUM KadeCTBa roCy4apCTBEHHBIX YCAYT, AOCTYIIHOCTD, CTaHAAPT, peraaMeHT.
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