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Abstract. This article describes the study of innovative approaches in management, in
particular, coaching as a method to unlock the inner capacity of employees and increase the
intrinsic motivation of staff.

Along with a literature review, the authors present an analysis of an in-depth two-stage
interviews conducted both in 2020 and 2022. Sixteen representatives of central public agencies
and 7 employees of local administration, including human resource managers and ethics
commissioners attended the research. The main goal of the research was to explore how using
coaching or its elements in their work can influence on decreasing number of conflict situations.
Based on the interviews’ results, a statistical model with the Wald-Wolfowitz series criterion
was constructed. It showed that using coaching technologies influences the reduction of
conflicts, through the development of internal motivation, personal accountability both level of
management supervisors and staff; organizational units and the state agency.

Finally, the paper concludes that applying elements of coaching in the aforementioned group
of civil servants’ work can ultimately have an impact on employees’ motivation and then affect
their performance.

There are a number of limitations related to sampling and the limited number of studies
conducted in this area in the public service of Kazakhstan, given by the authors. Thus, they also
recommend conducting further research in aforementioned area.
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Introduction

Employee motivation always has its relevance both in the private sector and in the civil service
as well. The latter is particularly important in the light of the current reforms in Kazakhstani civil
service.

There is a task to establish a new state that “hears’ the voice of the people, put by Kazakhstani
President Mr. K.Tokayev. This means the transformation of public agencies and civil servants.

Therefore, there seems to be significant changes within the public service system such as a
different level of demands on employees, personal effectiveness development, and the ability
to constantly improve skills of the staff. Thus, the professional and personal motivation of an
employee jointly can lead to the changes set by the President as one of the main objectives in the
strategic documents.

Following this position, managers and human resources departments face the issues of
introducing managerial innovations, developing employees, unlocking their inner capacity, and
internal, non-monetary motivation.
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In order to explore that issue this paper examines the theoretical aspects of motivation,
focusing on intrinsic, non-monetary one as well as the methods for increasing the staff motivation.
The purpose of the study is to analyze the impact of coaching its elements on strengthening
employee motivation and hence the staff performance.

The objects of the study are, therefore, the public servants examined. The subject of the paper
is the coaching as an innovative method for increasing personnel’s motivation and employee
performance.

Considering aforementioned the paper focuses on the main research question: “To what
extent can the coaching improve motivation and performance of the public service staff?”

Literature review

Public service motivation, which has its origins in public administration science [1], was
first mentioned to address the public administration crisis in the US in the1990s [2]. At the
same time, the literature on public service motivation [3] argues that public servants should
have a unique set of values and competencies that would significantly distinguish them from
employees of private companies. Public service motivation can be seen as a predisposition to
respond to motivations based primarily or exclusively in public institutions and organizations.
J. Perry and A. Hondeghem believe that the main goal in developing the motivation of civil
servants is the willingness to serve the public to the best of their ability [4]. That means that
motivation in public service is the source of actions aimed at achieving results. Vandenabeele,
W. argues that public service motivation is directly related to the beliefs, attitudes and personal
responsibility that motivate public servants to serve society despite personal interests and
benefits [5]. However, this requires the application of methods to enhance the abovementioned
intrinsic beliefs and intrinsic motivation of employees. Non-monetary motivation is not related
to financial rewards or financial benefits. It can be related to satisfying needs for recognition,
self-actualization, social belonging, personal development, etc.

Research in the field of management and social management since the second half of the
twentieth century has already sparked discussions on the question whether personnel motivation
in the public sector differs from personnel motivation in the private sector and whether the
motivation theories developed for private organizations can be applied in the public sector?

Some scholars lean towards A.Maslow’s theory of needs, focusing on satisfying human
needs that must be met in order according to a hierarchy: physiological needs (food, water,
sleep, warmth, etc.); security needs (life, health, property); social needs (communication, love,
group membership, social support and recognition); respect needs (self-esteem, respect from
others, achievement and status); self-actualization needs (self-expression, self-development,
creativity, etc.).

According to Maslow, a person can only begin to satisfy higher needs after he or she has
satisfied the more basic needs. The Maslow’s theory is important for understanding human
motivation and behavior. It helps to understand why people strive for certain goals and what
needs motivate their actions. The application of needs satisfaction theory is equally relevant to
civil servants and workers at private sector [6].

As always in such situations, academic positions divided some scholars into two
diametrically opposite positions - some argued that there were significant differences in
approaches to motivation, while others believed that there was no meaningful difference.
However, Rainey H.’s position became a ‘reconciling’ point of view, where the American scholar
suggested that the motivation of civil servants was a unique challenge, for which general
motivation theories should not be forgotten while adapting them to civil service. This could lead
to improved performance of public service employees. This position is also held by a number of
other foreign scholars. For instance, B. Wright believes that the public sector does not need its
own theory of motivation. In his opinion, the mainstream theory of organizational behavior is
sufficient. However, he notes that distinctive features of sectors matter when interpreting and
applying any motivation theory. P. Durand, R. Kramer et al. believe that motivation theories
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are quite relevant for application in the transforming public sector [7]. However, a number of
differences should be considered, because the public service is more administrative in nature
and more bureaucratic and routine than the private sector. However, the value structure of the
civil service is also less susceptible to socio-cultural change because of the rigid hierarchy of the
civil service and the bureaucratic system than in the private sector, including manufacturing
enterprises.

In Kazakhstan, the issue of bureaucratization of the state apparatus is one of the important
tasks set by the Head of State K. Tokayev [8]. One of the principles of this document is the
formation and maintenance of the organizational culture of the state apparatus, which will
reduce bureaucracy. At the same time, the President of the Republic of Kazakhstan has set
the task of enhancing the motivation of personnel both in the civil service and in budgetary
organizations [9].

Since July 1, 2020, Kazakhstan introduced a factor-point scale (hereinafter referred to as
FPS), which assesses the level of performance of civil servants. According to the Civil Service
Agency of the Republic of Kazakhstan, the most important advantage of the FPS is the ability
to evaluate employees according to their efficiency, volume and complexity of work performed.
According to the civil servants themselves, this scale will increase the motivation of civil
servants [10].

However, we believe that this approach is only an extrinsic motivation and is aimed at
obtaining additional rewards but lacks the intrinsic motivation and personal responsibility of
the employee for the decisions taken. The effectiveness of increasing financial incentives is also
questioned. Thus, according to S. Saduova, this system does not solve the problems of effective
use of motivational mechanisms of civil servants” activity to a large extent [11].

According to the best international practice, one of the modern approaches to work with
increasing human capacity, including the development of motivation of employees themselves
can be coaching. J. Whitmore believes that coaching helps to unlock the inner capacity of
an employee and improve performance [12]. This position is also held by other foreign and
Kazakhstani scholars [13], suggesting considering employees of an organization as unique
creative individuals who are able to make decisions independently, take responsibility and
develop their inner capacity.

Coaching is thought to have originated in the United States at the end of the last century in
the preparation of athletes for competition. The main purpose of this direction is to help a person
get high performance, develop responsibility and inner confidence. W. Gallwey, the author of
the “Inner game” concept, managed to effectively use coaching method not only in sports, but
also to transfer them to the development of organizations [14]. In the last decade, coaching as
a management and consulting style has been used in Russia and then gained popularity in
Kazakhstan, but mostly in private sector due to the need to build highly effective management
systems in a highly competitive environment, increasing the efficiency of employees of
organizations. It can have a positive effect at various HR stages, including staff selection [15].

Therefore, coaching can be considered as a system of active listening techniques, techniques
for asking effective questions aimed at unlocking the inner capacity of employees and getting
the “right” feedback without hurting a person’s ego. This approach can be innovative and
effective and lead to a change in the nature of management not only in private organizations
but also in government agencies.

The application of coaching technologies in state agencies will develop the internal
motivation and personal accountability of managers and employees (executive coaching);
structural units within the organization (team coaching) and the law enforcement agency as a
whole (organizational coaching).

Research Methods
The study reviews the literature on the development of internal motivation and the use of
coaching techniques to improve the performance of civil service employees.
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The research empirically supported interviewing strategy aimed at exploring of using of
coaching or its elements in civil servants’ activities as well as its” influence on their performance.

Based on the results of the expert interviews, a statistical model with the Wald-Wolfowitz
series criterion was constructed.

Sampling and Interview Conducting

To ensure the most relevant and meaningful results, it was necessary to balance the feasibility
of conducting interviews by including in the sample civil servants whose functions included
outreach and conflict resolution. With the support of the Academy of Public Administration
under the President of the Republic of Kazakhstan, it was possible to conduct interviews at both
central and regional levels.

The interviews have been conducted twice in 2020 and 2022 accordingly. Twenty-three
respondents from the public organizations participated in the interview. Among their terms of
references were conflict resolution and community outreach. The respondents were selected by
the following criteria: professional and public service experience for at least 3 years. Along with
that, the interviewees were represented at both central and regional levels: 16 representatives of
central state authorities and 7 employees of regional ones. It should be noted that respondents
were asked the same questions with a difference of two years.

Research Analysis and Results

Taking into account the best international practices of using innovative technologies in the
management system, such as coaching, the respondents were asked questions related to their
use of these technologies in their work before (2020) and after (2022). In this study, the authors
present positive dynamics before and after the use of coaching elements by civil servants in their
work.

In 2020, when asked the question ‘Do you apply innovative methods in your work’, seventy-
eight per cent of the respondents said that they did not see a need for this because their work
is quite regimented; in 2022, ten experts described the use of ‘active listening” and effective
questioning techniques in their work and other innovative approaches in their view.

To the question “Do you plan to expand your competencies, skills, and knowledge related
to your function,” in 2020, more than half (52 per cent) of respondents indicated that they want
to engage in self-education (reading books on psychology, HR management, communications,
conflict resolution, watching training videos), 35 per cent plan to attend training (professional
development, group training, personal work with a coach), 13 per cent gave a negative answer,
citing their busyness and lack of need for skill development in this field.

After the completion of the survey, a follow-up survey was conducted after a two-year gap.
Ten respondents out of twenty-three had used individual, team and organizational coaching
techniques to varying degrees. The indicator chosen as an indicator of the effectiveness of the
use of coaching technology was the (+) decrease/ (-) increase in the number of conflicts in the
public authority October 2022 compared to the same period in 2020. The impact on the indicator
of the use of coaching elements by the Ethics Commissioners in their practical work was studied.
Based on the interviews, the authors obtained the following data on the change in the number of
conflicts in state bodies by employees using elements of coaching (Group 1) and not using them
(Group 2) (Fig. 1).
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Figurel: Changes in conflicts’ numbers in Group 1 (coaching used) and Group 2 (coaching
unused)
Note — compiled by the author on the basis of the conducted survey

To test the effect of using coaching technology on the number of conflicts, we use the Wald-
Wolfowitz series criterion. Itisanon-parametric criterion and does not require any assumptions
about the shape of the distribution from which the data are drawn. It assumes that the variables
in question are continuous and measured on at least an ordinal scale. The hypothesis 0 is that
both samples are drawn from the same population, i.e., the data are homogeneous. It is used to
test the hypothesis that two independent samples are drawn from two populations that differ
significantly from each other in some way; in other words, they differ not only in the mean, but
also in the shape of the distribution.

The Group 1 uses elements of coaching technology. nl = 10. The Group 2 - none; n2 = 13,
where nl1 and n2 are the number of participants in the groups. By applying a serial criterion,
we fix whether the differences in the change in the number of conflicts in the groups under
comparison are statistically significant. Then the row of numbers were put in order of increasing
as follows: -12;-11;-9;-8;-7;-6,-5;-2,0;1;1;1;2;2,3,3;4,5;7;10;11,13;15.

The hypothesis 0 is that changes in the number of conflicts in the groups are not statistically
significantly different. Consequently, the use of coaching technologies in employees’ work affects
the reduction of conflicts, through the development of internal (non-monetary) motivation,
personal accountability of managers and employees; units within the organization, the state
body as a whole.

Conclusion

The study concluded that among up-to-date management tools, coaching can be a rather
progressive method, so there is a need for more in-depth and long-term research on its
effectiveness for good governance at both levels of management top and middle, including
increasing personal accountability of employees and, consequently, to develop internal (non-
monetary) motivation of civil service personnel.

Therefore, it can be recommended to use coaching technologies or its elements in personnel’
work not only in private sector, where coaching has proved to be positive in the light of increasing
employee motivation and performance, but also in government agencies. Additionally, the
introduction of special educational program on coaching and increasing personal accountability
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for managers and public service staff can be recommended to be included at professional
development centers and Academy of Public Administration under the President of the Republic
of Kazakhstan.

However, the authors also understand the limitations related to research methods chosen.
Limited data were collected using the best fit sample (staff working with conflict resolution), so
some bias may have occurred. Therefore, it is recommended continue to examine the coaching
effect on motivation and performance of the personnel, considering other staff terms of references.

Another limitation may be due to such studies have not been previously conducted in
Kazakhstan. The authors believe that such an analysis in the longer term can demonstrate a more
objective picture of the impact of innovative technologies in management, such as coaching. Thus,
the authors also recommend constantly conducting such measurements. This approach would
allow a deeper understanding of the effect of new management technologies on improving the
efficiency of employees.
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b. bypaakuesa’, C. Abipka ?
'Kasaxcman Pecnybauxacul [pesudenmininy sxanvindazol Memaexemmix bacxapy Axademuscl,
Acmana, Kasaxcman
?Kamosuue karacor B. Koppanmo amoindazvl xozapevt Curesus aKOHOMUKANLIK YHUSEPCUmenti,
Karosuiie, IloAvua

KoyunHr KbpI3MeTKepaepaiH yoKAeMeci MeH TMIMAiAiriH apTThIpY KypaaAapbIHbIH Oipi
peTiHje

Anpatna. Makaaa 0OackapyJarbl MHHOBAIIMAABIK —TCiadepAi, aTall alTKaHAa KOYYMHITI
KBI3METKepAePAiH ilIKi 94eyeTiH aIlly >KoHe KbI3MeTKepAepaiH iIIKi yoKgeMeCiH apTTRIPY 94ici peTiHae
3epTTeyre apHaAFaH.

Oaebu moay xxacaymen karap, apropaap 2020 sxone 2022 XXbplajapbl XKYPTisdiareH TepeH eKi caTblAbl
CyxOaTThIH HOTVKeAepiH YChIHABL 3epTTeyre OpTaAblK MeMAeKeTTiK oprangapAbiy 16 exiai >xeHe eHipaik
MeM/eKeTTiK opraHAapAblH 7 KbI3MeTKepi, OHBIH iIlliHAe IlepcoHaa OONBIHINA MeHeaXKepAep MeH oJell
SKOHIHAETI yaKiaaep KaThICThI (0AapAbIH (PYHKIIMAAaphIHA IIepCOHAAMEH JKYMBIC, OHBIH iITiHAe JKaHKaAbl
JKaraiiaapAbl ey JKoHe XaAbIKIIeH e3apa ic-KIMMBbLA cadachlHAAFRI JKYMBIC Kipeai).

3eprreyaiH Herisri MakcaTbl ©3 >KYMBICHIHAA KOYYMHI 9AeMeHTTepiH KOAAAaHyABIH >KaHKaa
JKaralidapbhlHbIH CaHBIH a3aliTyra acepiH sepTrey 00A4bL.

Cyxbar HaTmKeaepi Herizinge Baaba-Boardosniy cepmsiaapbiubly Kpurepuiii 0ap cTaTMCTUKAABIK
MOAeAb KYPBLAABL, OA KOYYMHI TeXHOAOTMsAApblH KOAJaHy iImIki yexgemeni, Oaciiplaap MeH
KBI3MeTKepAepAiH JKeKe JKayalKepIIiAirin, yibeIM ilriHgeri KypelaAbIMABIK O0aiMIteaep il >KoHe TyTacTaii
aaraHza MeMAEKeTTiK OpraHAbI KayaIllKepIIiAiriH 4aMbITy apKbLAbI JKarKaa4apAbl a3aliTyfa ocep eTeTiHiH
KOPCeTTi.

Koyuunr saeMeHTTepiH ©3 >KYMBICBIHAA KOAJaHy HOTUXKECiHAE KbI3MeTKepAep >KYMBICHIHBIHBIH
TUiIMAiJiriHe acep eTyi MyMKiH.

Congaii-ak, astopaap KazakcTaHHBIH MeMJeKeTTiK KbI3MeTiHAe OCBhl cadaja >KyprisiareH
3epTTeyaepain ipikTeayiHe >KoHe IIeKTeyaAi caHbIHa OaliaaHBICTHI OipKarap IIeKTeyJep KeATipeai.
Ocplaalinia asTopaap OCH cadajarbl 3epTTeyAepPAi KaaracTbIPyAbl YCBIHBIAAABL.

TyiiiH cesaep: ya:xaeme, MOHETapABLIK eMecC yaXKieMe, KOYUMHI, MeMAEKeTTiK KbI3MeT, MeMAeKeTTiK
KBI3MeTIIIiAep, XKeKe JKayalKepIlilik, MeMeKeTTik Oackapy.

b.b. Bypaakmuesa ', C. Apipka ?
TAxademus zocydapcmeeniiozo ynpasierus npu [lpesudenme Pecnybruxu Kasaxcman, Acmana, Kasaxcman
?Bepxmecuesckuil akonomuveckuil ynueepcumem um. B. Kopparmozo, Kamosuue, [Torvuia

Koy4nHr Kak 0AVH 13 MHCTPYMEHTOB IIOBBIIIeHIsI MOTUBaui 1 9 PeKTUBHOCTI
COTPYAHUKOB

Annoranus. CtaTps OCBAIIEHA U3YIeHNIO MHHOBALMIOHHBIX II0AX0A0B B yIIPaBAeHIN, B YaCTHOCTH,
KOYYMHIa KaK MeTOAa, TIO3BOASIONIEr0 pacKphITh BHYTPEHHMIA ITIOTEHIIMAaA COTPYAHUKOB M ITOBBICUTD MX
BHYTPEHHIOIO MOTHBALIAIO.

B somoanenne x 0630py AuTepaTyphl aBTOPHI IPEACTaBIUAY Pe3yAbTaThl TAYOMHHOTO ABYX9TAITHOTO
UHTePBbIO, HposedenHoro B 2020 n 2022 rogax. B uccaegosanun npunsau yyacrue 16 npeacrasureeit
LIEHTPAaAbHBIX TOCYAapPCTBEHHBIX OPraHOB U 7 COTPYAHMKOB PerMOHAa/AbHBIX TOCYAapPCTBEHHBIX OPIaHOB,
BKAIOJasl MeHe/KepOoB I10 ITePCOHAAY M YITOAHOMOYEHHEIX IT0 9THUKe (B PYHKI[UM KOTOPEIX BXOAUT paboTa
C IepCOHAaAOM, B TOM uucade B 004acTy pas3perieHus KOHPAUKTHBIX CUTyalluil U B3aMMOAEWCTBUS C
HaceJAeHNEeM).

OcHOBHOI1 11eABI0 UCCAEAOBAHMS SBUAOCH U3ydeHNe BAUAHMS MCIIOAb30BaHUsA DA€MEeHTOB KOyJIHTa
B cBOel paboTe Ha CHIKeHIe KOANJecTsa KOH(PAMKTHBIX CUTyaITuii.

Ha ocHoBe pesyabTaToB MHTEpBBIO OBblda IIOCTpPOEHA CTaTUCTUYECKas MOJeAb C KpuUTepuem
cepuit Baapsa-Boandposuiia, KOTOPHIiT ITOKa3aa, YTO MCIOAB30BaHUE TeXHOAOTMII KOYJIMHIa BAUAET Ha
yMeHbIIleHre KOH(QAUKTOB depe3 pa3BUTHMe BHYTPeHHell MOTMBALNM, IePCOHAAbHON OTBETCTBEHHOCTU
PYKOBOAUTEAEN ¥ COTPYAHUKOB, CTPYKTYPHBIX 104 Pa3AeA€HII BHY TP OPraHU3aL ¥ TOCY AapCTBEHHOIO
OpraHa B 1IeA0M.
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Taxum oOpas3oM, IIpuMeHeHUe DAeMeHTOB KOy4YMHIa B CBOell paboTe MOXKET, B KOHEYHOM cyeTe,
OKasatb BAMsHYVE Ha 9 PeKTUBHOCTb pabOTHI COTPYAHIKOB.

ABTOpPBI TaKKe IIPUBOAAT Psij OIPAaHUYEHMI], CBSI3aHHBIX C BBIOOPKON M AVMUTHPOBAHHBIM
KOAMYEeCTBOM MCCAeAO0BaHUM, IIPOBeAEeHHEIX B BTOM B 004aCTM Ha TOCy4apCTBeHHOI cay>kOe KasaxcraHa.
ITosTOMY aBTOpaMI PeKOMEHAOBaHO IIPOAOAXKUTD MCCAeAOBaHMs B DTOM 004aCT.

Kaiouesble caoBa: MOTMBamusl, HeMOHeTapHas MOTHMBAaIVs, KOYUMHI, TOCydapCTBeHHas CAy>KOa,
rocyJapcTBeHHbIe cAy>Kalllye, IepcoHaAbHasl OTBeTCTBEHHOCTD, TOCyAapCTBeHHOe yIIpaBAeHNe.
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