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Abstract. Improving the quality of public services is characterized in the works of modern 
researchers as a prerequisite for the development of the state nowadays. Its transition to a higher 
level of development should be science-based management model, considering the interests of 
citizens, and be aimed at maximizing the satisfaction of the public needs to the quality of public 
services.
The subject of the study is the current directions of quality development in the field of public 
services. The objectives of the study - to analyze the experience of developed countries in the 
modern organization of high-quality provision of public services; determination of directions 
for the development of the quality of public services in Kazakhstan. 
The article deals with the development of the quality of public services on the basis of digital 
government. The digital transformation of public services now characterizes a developed public 
administration. However, there are challenges in providing digital public services. The article 
examines such experience of developed countries. It is concluded with possible directions of 
development of the quality of public services in our country, as technologization and customer 
focus. The practical significance of the research is that the results of the study can be used as a 
basis for research, analytical and project activities in the field of development management of 
the quality of public services to the population at the present stage.
Keywords: public services, quality of public services, quality management, digital public 
services
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Introduction. The past two years the world have seen a massive expansion of digitalization 
in the public service delivery sector, enabling all countries around the world to overcome the 
health and economic crisis caused by the COVID-19 pandemic (coronavirus infection) as well 
as providing the capacity to counteract coronavirus development globally. Thus, the digital 
transformation of public services today characterizes the developed public administration. 
However, at the moment there is a problem of determining the quality of public services provided 
to the population, the directions of its development are not sufficiently formulated.

In particular, in the conditions of our country, transition to digital format for the 
implementation of public services occurred en masse, spontaneously, difficulties arose in 
their implementation, in particular, in the form of incorrect operation of the state information 
system, etc. This had objective reasons, in particular, insufficient resources, insufficient level of 
preparedness of the parties. Which caused the problem of the quality of public services in the 
context of the modern development of society.

The subject of the study is the current directions of quality development in the field of 
public services. The object defines the concept of the quality of public services in the developed 
countries of the world. The task of the study is to analyze the experience of developed countries in 
the issues of modern organization of high-quality provision of public services to the population; 
determination of directions for the development of the quality of public services in Kazakhstan.  
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The problem of determining modern directions of quality development in the field of public services

The current moment of development of digital public services in Kazakhstan is characterised 
by mass distribution and spontaneity, which contributes to the growth of problems in the provision 
of public services to the population. That is why the study aims to analyze the experience of 
developed countries in the organization of quality provision of digital public services to the 
population.

Materials and research methods. This article has a research direction. We use theoretical 
research methods, in particular, the analysis of foreign experience in ensuring the quality of 
public services at the present stage of development. This article clarifies the content of the 
concept of quality of public services at the present stage of development, discusses the quality 
of digital public services. 

To do this, we consider it correct to use an analytical approach, using methods that allow for 
logical analysis: search, comparative, abstraction, generalization.

The article uses statistical methods, as well as data from statistical reports carried out by the 
author as part of a research group based on the Astana Public Service Center (ACSH) in 2018, 
and in 2022 on the aspect of respondent satisfaction research. A comparative analysis of the data 
is given.

Results and discussion. Speaking about the problem of determining the modern directions 
of quality development in the provision of public services, it is necessary to build the development 
of research based on the evolution of knowledge in this subject area. Let us dwell briefly on the 
theoretical aspects of the quality of public services provided to the population at the present 
stage.

We will also indicate what specific criteria determine the quality of public services are 
highlighted at the present stage.

It is important to note that the issue of public service delivery goes back thousands of years, 
since some rudiments of public services can be found in ancient China, since already in the 6-7 
centuries irrigation, the canal system, grain reserves were in the state’s department. In ancient 
Rome, pension subsidies and taxes were under the special control of the state [1]. However, for 
our research, the current state and study of public services and their quality in foreign countries 
of the world are of particular value.

As the analysis of research on public administration development shows, the current processes 
of global global digitalisation have a direct impact on the implementation of digital technologies 
in public service delivery, forming a new paradigm of “digital era public administration” [2]. 
The concept of digitalization - in our study we use the utilitarian concept of digitalization as 
the application of digital technologies in the process of public services - is not defined in science 
at this stage and is at the stage of development, however, the current development of research 
thought has passed the following stages:

1. The actualization stage. At this stage, science has described the key trends in the 
development of modern public service quality based on the analysis of various sectors of 
economic and social development [3], In the works of researchers, conclusions are made:

- The introduction of digital, innovative technologies “makes it possible to drastically 
improve performance by expanding the volume of operations” [4]-[5];

- the possibility of a favourable impact on the satisfaction of the needs of the public service 
consumer has been noted [6];

- opportunities to manage the quality of public services for citizens [7];
- Opportunities to improve the performance of public functions through the introduction of 

flexible management models [8];
- opportunities for developing citizen participation mechanisms [9] and involving citizens 

in the process of creating and delivering public services [10];
- Opportunities for effective consideration of individual needs of citizens in the interaction 

with the State [11].
2. The development phase of digitalization of public services led to an understanding of the 

need to “use digital technology as an integral part of strategies to modernize public management 
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systems to improve the delivery of public goods”, and became associated with the notion of 
modern quality of public services to the public [12], [13], [14]. At this stage, researchers have 
come to the conclusion about the need for subjective evaluation of the quality of public services 
by the population [13].

According to recent data, foreign countries have recognized the need for digitalization of 
public services at the state level, models for its effective implementation in public administration 
are being developed, international experts are involved in the work and discussion on digital 
platforms in order to develop proposals and programs for its practical effective implementation 
[15], [16]. It is important for us to understand that all contemporary researchers link the quality 
of public service delivery with the level of its digitalization, and suggest that the efficiency, 
effectiveness and soundness of public administration should be improved, but no country in 
the world has completed digitalization of public services, hence the conclusion about the need 
to continuously monitor the efficiency and quality of public services in the changing world of 
modern public administration.

Currently, the leading place in the implementation of quality systems is occupied by such 
countries as: Great Britain, South Korea, Germany, USA, France, Italy, Singapore, and in the 
organizations of these countries that implement public services there are more than 400,000 
certified quality systems [17]. The concept of improving the quality of public services in the 
above-mentioned countries is actively supported at the level of Government. Competitions for 
the best quality are announced, various prestigious awards are established, including the world-
famous Awards: Deming (Japan), Baldridge (Latin American), European Quality Award. In order 
to have a complete picture of the quality of public services provided in various countries of the 
world, to see the differences in the functionality of public services of one country from another, 
we have developed a table of characteristics that clearly represent the criteria and indicators of 
the quality of public services (Table 1).

Table 1 – Indicators and characteristics of the quality of public services(in developed countries
of the world)

Country Indicators and characteristics of the quality of public services
UK Standardization of public services. 

40 Public Service Charters have been developed, in addition, each locality has 
developed its own service charters taking into account the terrain, 
clear standards of services, 
openness and completeness of information, 
providing advice to the public 
 the possibility of choosing services, 
the right to appeal; 
respect for the rights of citizens; 
efficient use of resources; 
introduction of innovations; 
Collaborate with service providers 
feedback from the population; 
the degree of satisfaction of consumers of services, 
tables of public services performance, 
National Charter Badge Award [18]-[19]
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USA Clear standards of public services have been developed. 
There are special bodies that conduct explanatory work in the field of public 
services. 
There is a single reporting window for departments and services, you can find any 
reports, this service is used by experts. 
Self-control is used in the provision of services. 
CORE experts monitor quality assurance (1 time per year check the quality of 
service and issue a certificate based on the results of inspections). 
Involvement of citizens in decision-making [20]-[22].

Singapore There is no classical system of providing public services, there are no multifunctional 
centers, 
Each department is engaged in the formation of a system for the provision of public 
services independently. 
There are front offices that work directly with applicants. 
There is a system of portals One-Stop-Portarls on which information on a particular 
area of activity is concentrated. 
Automation and informatization of all processes of rendering public services. 
Sectoral approach to improving the quality of services. Favorable conditions for 
e-commerce [23]-[24]

South Korea Automation and informatization of public services. Training seminars on the 
provision of public services or interactive surveys are conducted. 
A single portal «eGoverment» has been developed, uniting various administrative 
institutions. 
More than 2000 operations are available. 
A network of terminals in frequently visited places [25]-[26]

France Benchmarking; 
public-private companies provide public services (operation of public limited 
companies, with funding from state authorities) [27]-[28].

Germany E-government program «BundOnline». Planning the improvement of public 
services through the use of information technology. 
In the federal government, most services are provided using the Internet. Particular 
attention is paid to simplifying the registration procedures for small and medium-
sized businesses. 
Investing in a person. The state is a partner of citizens [29]-[30].

Canada Telephone service of the «single window» «311» consultations on the provision 
of public services. The method of reengineering to improve the quality of public 
services. Service model of the state. Elimination of redundant functions of the state 
[31]-[32]

Finland Advanced regulatory framework for digital services.
Open government and transparency of the public sector; citizens use existing 
e-government services; 
The public and private sectors ensure the connection of the population to digital 
services and the operation of a digital signature [33].

As for the principal similarity, here we will highlight the following criteria:
Availability of a developed information infrastructure 
The presence of a specially developed and tested regulatory framework in the field of public 

services, which allows you to regulate the quality of services, both the service procedure and the 
result provided by the consumer, through the complaint system.

Availability of a high level of information literacy of the population.
Analysis of the experience of developed countries in organization of qualitative presentation 

of public services to the population has shown that the EU countries, as well as Great Britain, the 
USA and Asian countries have solved the issues of standardization of public services, monitoring 
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of public services quality assessment is performed, for this purpose it is considered important 
to establish the level of satisfaction of population with the used services. Assessment of public 
satisfaction involves assessment of public awareness, assessment of the level of information 
literacy of the population, as well as effective operation of feedback system.

The results are transmitted openly, which makes it possible to identify shortcomings in 
the system of digital public administration for users, and to update solutions to problems. 
Assessment of the level of satisfaction of the population is carried out regularly, with a frequency 
of every two years. 

Important, in our opinion, is the availability of a system of digital services in these countries. 
In particular, it was revealed that the most developed in the implementation of this services 
are the United States, where provisions on digital public services were developed already in 
the 80s [20] and Finland, where the first law on digital public services was adopted in the late 
90s [33]. According to surveys of public satisfaction, it is clear that the current e-government is 
functional and effective. Public services to the population are maximally solved electronically on 
the Suomi.fi portal [33].

The concept of digital public services is related to the concept of digital government, which 
currently has no unified meaning. This fact is confirmed by the existence of a large number of 
authors using the term e-Government. 

Thus, one of the first definitions of government was described in Gartner as “the result 
of the transformation of external and internal public sector relations by means of Internet-
based ICT interventions to optimize the delivery of public and municipal services to citizens 
and businesses, to involve the electorate in public administration and to improve the internal 
administrative processes of government” [34]. 

By 2014, the UN has defined e-government (EG) as “governments using information 
technology in public administration to streamline and integrate workflows and processes, 
effectively manage data and information, improve the quality of public services, and increase 
communication channels for interaction and empowerment of people” [35, p. 23]. Other 
organisations - the World Bank, and the Organisation for Economic Co-operation and Development 
also point to the important functions of EG as “using ICTs to achieve better government” [35, 
p. 23], but we believe that enumerating the functions and activities of EG is not sufficient for 
its competent formulation. Nevertheless, the main function of e-government, is defined as the 
information “interaction of ministries and agencies in the joint provision of services to citizens 
and businesses”. [35, p.23].

Described interaction requires its subjects to have the means of access, for citizens these are 
EG-services, and the EG needs to have the means of adjacent levels interaction. 

The governance process of EG implementation, like any other governance process, is based 
on effective coordination, planning and e-governance operations. As the researchers say, “under 
the influence of e-governance, a digital society is being shaped by the development of the 
information society” [35, p.27].

The concept of “digital society”, “digital government”, is even more new, and also like the 
concept of e-government, it has not yet been formulated in scientific research, although it is 
used. This can be seen in all the studies we studied, as well as in a number of review studies by 
Kazakhstani authors [38]-[41]. 

In addition, the latest extensive research highlights the identified challenges of e-government 
(“from universal access to new opportunities for greater digital inclusion” in all regions of the 
world [41]-[42]).

In these works, digital government and digital governance are characterized through a 
description of functions for the development of society. For example, the main characteristic of 
the digital society is the use of digital technologies by all interested parties.

Then for its functioning it is required:
1) the creation of conditions for free cooperation and interaction between the state, citizens 

and business; 
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2) the transformation of “the principles, nature, structure of government and administrative 
processes”; 

3) the provision of “a high level of citizen involvement, and ensuring citizen trust; 
4) the usage of “networked and embedded technologies”[41]-[42]. 
Therefore, the new requirements for the level of professional competence of employees were 

defined, requiring them to have digital skills and ability to use technologies to solve work tasks, 
as well as developed critical and analytical thinking. 

In order to characterize the concept of public service quality, the understanding of a public 
service is to be formulated. We believe that today it is possible through the definition of the 
functionality of a service – its implementation. A public service is implemented by public 
authorities, which means that the concept and characteristics of a public service should be 
defined in legal, legislative and other documents. The analysis of regulatory documents showed 
that the concept of public service is interpreted by the Law of the Republic of Kazakhstan “On 
Public Service” in the following way:

«A public service is one of the forms of realisation of individual public functions or a 
combination of them, which are carried out upon or without application of the service recipients 
and are aimed at realisation of their rights, freedoms and legitimate interests, provision of 
respective material or non-material benefits to them» [36].

The analysis of the content of the concept of public service formulated above suggests that 
its main characteristic is the list of functional capacities.

Moreover, as the functionality of public service delivery in 2021-2022, during the pandemic, 
was sharply limited, the development of innovative forms of public service delivery as an 
inalienable right of Kazakhstanis was required.

The development of innovative ways of providing public services is a relevant and significant 
aspect of modern times, as the need to implement these services in a continuous mode is a 
demand of modern society.

This fact has led to changes in legislation, which has been reflected in the addition of the 
characteristics of public services in accordance with the Law of the Republic of Kazakhstan of 
14.07.22, #141-VII [37]. At the moment this characteristic in subparagraph “About public services” 
of RK (with changes of additions as of 01.05.2023) is presented in par.  4-1 in the following form: 
“publicly significant service - a public service carried out on a continuous basis and aimed at 
satisfying the legitimate interests of society”. [36].

The above legal aspects allow us to assert that the term “public service” is revealed in terms 
of quality and accessibility, therefore, it becomes relevant to consider the functional aspects of 
the implementation of the quality of public services.

The objectives of public service quality management in the works of Russian researchers 
should achieve the goal of compliance with appropriate quality. 

The elements of quality are defined as the essential characteristics of services (in this article it 
is believed they can also be defined as reference, or model); legislative establishment of reference 
properties of service quality (the certification procedure is implemented in practice); suppression 
of «inadequate quality service provision» [38, p. 61].

The definition of the public services’ quality cannot be solved at the local level (in particular, 
in Kazakhstan the strategy for improving the quality of public service delivery is defined at the 
state level, and its implementation is entrusted to the regional and regional administrations). 

We believe that the effectiveness of adopting numerous local strategies to improve the 
quality of public services is not sufficient, as it creates multiple benchmarks/models. In particular, 
in practice, at the local level of administration there is a reasonable question: which quality 
benchmarks to follow?) 

We believe that it is important to use common, statutory characteristics of the quality of 
public services implementation. Researchers of the quality of public services in the world are of 
a similar opinion. 

It should be noted that in Kazakhstan, the solution to the problem of public services’ quality 
has been relevant for the last 10 years and is being addressed in a coordinating group with 
reliance on the best practices of international administrations, which led to the establishment 

The problem of determining modern directions of quality development in the field of public services



228228 №3/2023 Л.Н. Гумилев атындағы ЕҰУ хабаршысының экономика сериясы
ISSN2789-4320, еISSN2789-4339

of the Astana Central Service Hub (ACSH) [43]. It began operations in 2013, when 25 countries 
joined the corporation, and is still operating effectively today, with 42 countries in the corporation. 
Since 2013, the vision of the concept of public service quality and its assessment parameters has 
not changed. Researchers believe the use of a consumer needs assessment tool to be effective. 
This tool allows identifying the under-satisfied needs of users of public services, which allows 
setting specific objectives in solving the identified problems. 

Asserting the need to develop such a criterion of quality of public services as satisfaction of 
Kazakh citizens, we are based on the following grounds:

1. analysis of current world trends in assessing the quality of implementation of public 
services in the developed countries

2. data of a survey of Kazakhstani citizens on the relevance for them of areas of development 
of the civil service and provision of public services to citizens (conducted with the participation 
of the author on the basis of the Astana Civil Service Hall (ACSH).  

For the first question, we have drawn on the data in Table 1.
For the second question, we present data from a biannual needs assessment report conducted 

by the Astana Civil Service Centre (ACSH) on the basis of a consumer survey. The baseline 
survey for measurement was conducted in 2013, when ACSH was first founded. Two subsequent 
surveys were conducted in 2015 and 2018. On 15 March 2021, ACSH launched its fourth needs 
assessment survey, which was open to potential respondents until the end of May 2021. The 
results of the survey provide sufficient information to identify priority areas for cooperation 
in the area of governance and development of the civil service and public service delivery over 
the next two years. It assesses the interest in potential activities that support the development of 
the civil service and improvement of public service delivery. The survey was conducted online 
and consisted of 15 questions, including both respondent information - gender, occupation and 
job level - and the relevance of the Hub’s capacity building activities in promoting networking, 
in meeting respondents’ needs and expectations. We will focus on questions related to 
characterisation of the quality of public services and respondent satisfaction at this stage. A scale 
has been proposed for assessment: 

1) irrelevant; 
2) insignificantly relevant; and
 3) relevant 
4) very relevant. 

It should be noted that no respondent chose the “irrelevant” scale. We present the result as 
a table (table 2).

Table 2 – Data from the 2022 needs assessment report of the Astana Civil Service Centre (ACSH)

How relevant to you are the following 
ACSH activities?

1) 
irrelevant; 

2) 
irrelevant; 

3) 
irrelevant; 

4) 
irrelevant; 

Capacity building in promoting 
networking

0% 0% 100% 100%

Meeting the need for development of the 
civil service in Kazakhstan

0% 12,5% 8,5% 8,5%

meeting your professional needs and 
expectations

0% 0% 100% 100%

The analysis of the data shows that 100% of respondents believe that ACSH networking 
activities are relevant and highly relevant to meet the needs in all areas. 

R.S. Kadyrova, A.K. Kantarbayeva
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We believe that this response unequivocally identifies a high demand for the digitalisation 
of public services in Kazakhstan to develop networks and meet their professional needs and 
expectations. 

At the same time, respondents have little interest in the development of public services in 
Kazakhstan. As evidenced by the responses of insignificant relevance for 12.5%, and relevance 
for 8.5% and significant relevance for 8.5% of respondents. We suggested to conduct additional 
research in this area, which will identify problematic aspects in the development of civil service 
in the Republic of Kazakhstan and allow to solve them.

In the next question, respondents were asked to identify topics of interest for capacity 
building activities in public service development management. 

The analysis showed that respondents ranked capacity building activities as follows (1) 
Institutional capacity building in crisis management and (2) Innovative solutions in the public 
sector. 

Probably a few years ago, the interest in capacity building in crisis management would not 
have been as high, whereas the current situation has increased the importance of this topic. 

Next is (3) Governance and Leadership, including remote leadership, and (4) Organisational 
Growth and Organisational Effectiveness. 

All of the above topics are innovative for Kazakhstan, as their relevance has increased 
precisely during the pandemic. The least popular are accountability standards and recruitment 
and retention of civil servants.

We present the results (top -5) relevant to respondents in the area of capacity building from 
the 2018, 2022 survey for comparison in the table (Table 3).

Table 3. – Topics of interest for capacity building activities in public service development 
management according to respondents from 2015, 2018 and 2022

2015 г.

effective human resource management 1
anti-corruption policy 2
professionalism and ethics in public service 3,4
motivation and remuneration of civil servants 5

2018 г
performance appraisal system of civil servants 1
 improvement of public service delivery 2
E-government and use of ICT 3
competences and skills for high-performance public sector 4
Performance appraisal system of public authorities 5

2022 г.
Institutional capacity building in crisis management 1
Innovative solutions in public sector 2
Management and leadership, including remote management 3,4
Organizational growth and organizational effectiveness 5

Consequently, the focus of respondents under the influence of various factors of external 
and internal environment changes significantly, hence the task of tracking the satisfaction of 
citizens in the area of quality management development of public services should be a priority. 
Understanding the current challenges that the public service is facing is an important benchmark 
for developing the quality of public services, and the citizen satisfaction criterion is an important 
indicator for this.

The indicator of satisfaction of the needs of citizens with the delivery of public services and 
its evaluation has been found to be the most effective tool for applied research. We would like to 

The problem of determining modern directions of quality development in the field of public services
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note that the work of the ACSH) is based on assessment of the needs of consumers, in order to 
«promote public service efficiency by supporting the efforts of member governments to build the 
institutional and human capacity of the public service» [43, p. 4].

Thus, nowadays, the main issue in the delivery of public services is a question of quality, 
both in Kazakhstan and the developed countries of the world. Let’s consider how this issue 
is resolved in the experience of developed countries in the organization of quality provision 
of digital public services to the population. We recognize that to date, the development of the 
administration of public services by digital means is relevant. As we believe, this feature has 
enabled public services and medicine to continue working during the pandemic, sharing the 
results of covid research around the world. In addition, the digital organization of public services 
solves the problem of accessibility, as well as ensuring equality of entitlement to public services 
for every applicant, regardless of any differences. 

In Kazakhstan, foreign researchers have identified the problem of emphasis on activities in 
the organization, while the satisfaction of public services users is ignored [44, p. 3]. Meanwhile, 
it is necessary to understand the importance of providing a quality public service for its user. 
In particular, Colin Knox, Professor at the University of Ulster, (UK) points out that «One of 
the key problems in the planning and delivery of public services is that provider organizations 
(ministries, oblast, akimats and government agencies) focus on inputs and activities while 
neglecting the outcomes and impact of services on citizens. In that sense public services are 
provider-led and lose sight of the end user – the public for whom services are intended)» [44].

Thus, the problem of reorienting the provision of public services towards the citizens of 
Kazakhstan is becoming more relevant. However, Kazakhstan carries out regular monitoring of 
user needs assessment initiated by international experts within the framework of the work of 
the ACSH. Such assessment is carried out by all member countries, which makes it possible to 
carry out a comparative analysis of the results obtained. In particular, in Kazakhstan (in 2013, 
2015, 2018) the problem of implementation of public services was identified: 

«The problem with complex multi-level governance structures is that ministries, oblasts, 
and akimats work through separate functional mechanisms which offer citizens very fragmented 
public services, resulting in a lack of ‘joined-up’ government»[44].

At the same time, health and social care services, as complex as they are, are often provided 
by several agencies, leading to confusion, decentralisation and fragmentation. This makes 
citizens feel insufficiently satisfied when using public services. This problem is scientifically 
referred to as «bureaucratic paternalism», which is described by citizens as the «upside down» 
implementation of services [40, p.200].

Thus, the problem of quality of public service delivery to the population at the present 
stage is addressed by international researchers with a focus on assessing the satisfaction of the 
services users. Hence, we conclude that service quality standards should also be focused on the 
satisfaction of people using it. 

Analysis of the experience of foreign countries in ensuring the quality of public services in 
the works of researchers is focused on the “service public” [45], which characterizes “satisfaction 
with the quality of the service”, and requires control of this process by the state. In practice, the 
implementation of the “service public” today is carried out by various institutions.  This creates a 
problem  in the performance of the quality of public services, and creates too many intermediary 
structures for the interaction between public authorities and citizens. 

This problem is an obstacle to a fast service for citizens. This problem was first described by 
French researchers, who proposed getting rid of a multitude of redundant procedures. In practice, 
the task of identifying redundant procedures came up, for which new controlling departments 
were set up. Eventually, the initiative to reduce the number of redundant procedures as well as 
the number of officials involved in their implementation led to a proliferation of bureaucracy. 
This has been confirmed by French researchers, who reproach their state for centralization and 
bureaucratization [46]. 

In France, this has led to a movement for public administration liberalization. Over the 
past ten years, the presence of the state in many areas of service delivery to the public has been 
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reduced. The emphasis of «service public» reform in France has been shifted to the assessment 
of citizen satisfaction. For this purpose, important initiatives were formed [47], which resulted 
in formation of the Marianne’s Charter, which specified the rules of behavior of civil servants in 
their contact with consumers [48]. 

We believe that France’s experience can be applied in Kazakhstan, where similar problems 
of excessive bureaucracy and centralization of state administration exist, while liberalization and 
democratization are being declared. This problem is characteristic of many strong states, e.g. 
Germany, the economic leader of the EU. The same applies to Spain, Russia and other countries. 
Germany also faces the problem of a bloated bureaucracy. We are interested in Germany’s 
experience of keeping a strong state vector of power (which is necessary for Kazakhstan as a 
strong state in Central Asia) while forming a «skinny state» (meaning the concept adopted by 
Germany on reduction of excessive personnel of officials) [49]. 

It is notable that the identified problems have been effectively solved by Germany while 
maintaining strong public administration. An interesting experience in addressing the quality 
of public services is presented by South Korea. As the ranking of countries implementing 
digital public services is showing, South Korea leads in recent reports on all quality criteria. The 
effectiveness of the ACSH has manifested itself in the fact that on its platform Kazakhstan has the 
opportunity to learn directly from the experience of colleagues, to receive support in training. 
Researchers distinguish European, Anglo-American and Asian models in organization of public 
services. It gives grounds to understand that there is no single concept of public administration 
development, as well as the one and only recognized criteria of quality of public services. 
However, a large number of quality development models have a common thing – customer 
focus [18]-[33].

Conclusion. Summing up the results of the work done, we can conclude that the current 
trend in the study of the provision of public services actualizes the problem of improving quality. 

Achieving the quality of public service provision involves the scientifically based 
development of quality improvement proposals. To do this, we consider it very important to 
analyze the experience of solving problems at the level of leading countries in the provision of 
digital public services to the population.

When developing proposals for the development of public administration in Kazakhstan, 
we relied on the study of the experience of developed countries, identified the problems faced 
by the countries of the world, studied ways to solve them. 

It is concluded that it is necessary to orient public services to the client.
As the analysis of a large number of sources shows, researchers substantiate such ways of 

solving the problem of the quality of public services, such as:
-technologization (which includes parameters for improving the quality of the technical 

side of the service: digitalization, computerization, and others);
-customer orientation (which includes parameters for assessing customer satisfaction with 

public services).
Thus, based on the analysis of the researchers’ works, we came to an understanding of the 

priority of meeting the needs of customers in providing public services to the population. In 
general, this parameter includes a request to satisfy the quality of the technical side of the service.

We believe that the further direction of research on the development of quality in the 
provision of public services at the present stage of development of our state should be the study 
of citizens’ requests for the quality of public services, in order to satisfy them as fully as possible.

Since the modern researchers analyzed above have linked the quality of public service 
delivery to the development and implementation of digital public services, the recommendation 
is that a model for its effective implementation in public administration should be developed. 
It is also important to use the analyses of contemporary researchers on the quality of modern 
public services, as strategic management is based on the need to take into account the outcomes 
of the previous stages of development.

The problem of determining modern directions of quality development in the field of public services
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Мемлекеттік қызмет көрсету саласындағы сапа дамуының заманауи бағыттарын 
анықтау мәселесі

Аңдатпа. Халыққа көрсетiлетiн мемлекеттiк қызметтердiң сапасын арттыру  заманғы 
зерттеушiлердiң еңбектерiнде қазiргi кезеңде мемлекеттiң дамуының мiндетi ретiнде сипатталады. 

Мемлекеттік көрсетілетін қызметтер саласындағы сапаны дамытудың қазіргі бағыттары 
зерттеудің мәні болып табылады. Зерттеудің мақсаты дамыған елдердің халыққа сапалы мемлекеттік 
қызмет көрсетуді қазіргі заманғы ұйымдастырудағы тәжірибесін талдау болды; Қазақстанда 
мемлекеттік қызмет көрсету сапасын дамыту бағыттарын анықтау. 

Мақалада цифрлық үкімет негізінде мемлекеттік қызметтердің сапасын дамыту мәселелері 
қарастырылады. Бүгінде мемлекеттік қызметтерді цифрлық трансформациялау дамыған 
мемлекеттік басқаруды сипаттайды. Алайда халыққа цифрлық мемлекеттік қызмет көрсету 
саласында қиындықтар туындап отыр. Мақалада дамыған елдердің халыққа цифрлық мемлекеттік 
қызмет көрсету сапасын қамтамасыз ету мәселесі бойынша тәжірибесі зерделенеді. Мемлекеттік 
қызметтер көрсету сапасын дамытудың ықтимал бағыттары туралы қорытындылар шығарылады. 
Мұндай бағыттар технологияларды дамыту және клиенттердің қанағаттанушылығына бағдарлану 
болып табылады. Зерттеудің практикалық маңыздылығы мынада: зерттеу нәтижелері қазіргі кезеңде 
халыққа мемлекеттік қызмет көрсету сапасын дамытуды басқару саласындағы зерттеу, талдау және 
жобалау қызметінің негізі ретінде пайдаланылуы мүмкін.

Түйін сөздер: мемлекеттік қызметтер, мемлекеттік қызметтердің сапасы, сапаны басқару, 
цифрлық мемлекеттік қызметтер.

Р.С.Кадырова, А.К.Кантарбаева
Казахский национальный университет имени аль-Фараби, Алматы, Казахстан

Проблема определения современных направлений развития качества в сфере 
оказания государственных услуг

Аннотация. Совершенствование качества государственных услуг, предоставляемых населению, 
характеризуется в работах современных исследователей как предпосылка развития государства на 
современном этапе. 

Предметом исследования определены современные направления развития качества в сфере 
оказания государственных услуг. Задачами исследования явился анализ опыта развитых стран 
в вопросах современной организации качественного предоставления государственных услуг; 
определение направлений развития качества государственных услуг в Казахстане.  

В статье рассматриваются вопросы развития качества государственных услуг на основе 
цифрового правительства. Цифровая трансформация государственных услуг сегодня характеризует 
развитое государственное управление. Однако в сфере предоставления населению цифровых 
государственных услуг существуют сложности. В статье исследован опыт развитых стран по вопросу 
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обеспечения качества предоставления цифровых государственных услуг населению. Сделан 
вывод о возможных направлениях развития качества представления таких государственных услуг 
в нашей стране, как технологизация и клиентоориентированность. Практическая значимость 
исследования состоит в том, что результаты исследования могут быть использованы в качестве базы 
исследовательской, аналитической и проектной деятельности в области управления развитием 
качества предоставления государственных услуг населению на современном этапе.

Ключевые слова: государственные услуги, качество государственных услуг, управление 
качеством, цифровые государственные услуги.

References

1. Sharkov A.V. Social’naya funkciya gosudarstva v drevnem mire [The social function of the state in
the ancient world [Electronic resource] Available at:https://cyberleninka.ru/article/n/sotsialnaya-funktsiya-
gosudarstva-v-drevnem-mire-na-materiale-kitaya/viewer (Accessed: 14.01.2023)

2. Margetts H., Dunleavy P. The second wave of digital-era governance: a quasi-paradigm for
government on the Web // Philosophical Transactions of the Royal Society, 2013, 371(1987).

3. Gray J., Rumpe B. Models for the   digital   transformation, Software  &  Systems  Modeling, 16(2),
307–308(2017).

4. Westerman G. et al. Digital Transformation: A Roadmap for Billion-Dollar Organizations. 2011. MIT
Sloan Management, MIT Center for Digital Business and Capgemini Consulting.

5. Matt C. et al. Digital Transformation Strategies,  Business and Information Systems Engineering,57(5),
339–343(2015).

6. Berman S. J. Digital transformation: Opportunities to create new business models, Strategy and
Leadership, 40(2),16–24(2012)

7. Bannister F., Connolly R. ICT, public values and trans- formative government: A framework and
programme for research,  Government Information Quarterly, 31(1), 119–128(2014).

8. Janssen M., Estevez E. Lean government and platform- based governance -Doing more with less,
Government Information Quarterly, (30), 1–8(2013).

9. Luna-Reyes L. F. Opportunities and challenges for digital governance in a world of digital
participation, Information Pol- ity, 22 (2–3), 197–205(2017).

10. Cordella A., Paletti A. ICTs and value creation in public sector: Manufacturing logic vs service
logic, Information Polity, 23(2), 1–17(2018).

11. Clifton J. et al. ICT-enabled co-production of public ser- vices: Barriers and enablers. A systematic
review, Information Polity,25(1), 25–48(2020).

12. OECD Recommendation of the Council on Digital Government Strategies. 2014. Available at:
http://www.oecd.org/gov/digital-government/Recommendation-digital-government-strategies.pdf

13. Dobrolyubova E. I. Cifrovoe budushchee gosudarstvennogo upravleniya po rezul’tatam[Digital
future of public administration based on results]. (M.: Izdatel’skij dom «Delo» RANHiGS, 2019).

14. OECD Digital Government Strategies for Transforming Public Services in the Welfare Areas. 2016.
OECD Publishing. Paris.

15. Gartner. 5 Levels of Digital Government Maturity. Novem- ber 6, 2017. Available at: https://www.
gartner.com/smarterwithgartner/5-lev-els-of-digital-government-maturity/.

16. O’Reilly T. Government as a Platform, Innovations: Tech- nology, Governance, Globalization,
6(1),13–40(2011).

17. Zajnasheva Z.G., Gabidullina E.V., Smil’gina K.L. Zarubezhnyj opyt povysheniya kachestva
i dostupnosti predostavleniya gosudarstvennyh uslug[Foreign experience in improving the quality 
and accessibility of public services] Available at: https://cyberleninka.ru/article/n/zarubezhnyy-opyt-
povysheniya-kachestva-i-dostupnosti-predostavleniya-gosudarstvennyh-uslug/viewer (Accessed: 
23.01.2023)

18. Zhetpisbaeva M.K., Mironycheva A.I. Zarubezhnyj opyt sovershenstvovaniya sistemy
predostavleniya gosudarstvennyh uslug [Foreign experience in improving the system of providing public 
services],  Mezhdunarodnyj studencheskij nauchnyj vestnik [International Student Scientific Bulletin]. 
Available at: http://eduherald.ru/ru/article/view?id=17893  ( Accessed: 25.12.2022)

19. Ivanova A.A. Okazanie gosudarstvennyh uslug naseleniyu: problemy i perspektivy [Rendering
public services to the population: problems and prospects] Available at: https://cyberleninka.ru/article/n/
okazanie-gosudarstvennyh-uslug-naseleniyu-problemy-i-perspektivy/viewer (Accessed: 25.09.2021)

The problem of determining modern directions of quality development in the field of public services



236236 №3/2023 Л.Н. Гумилев атындағы ЕҰУ хабаршысының экономика сериясы
ISSN2789-4320, еISSN2789-4339

20.	Minevrin I.G. Evolyuciya elektronnogo pravitel’stva v SShA [Evolution of e-government in the 
USA] Available at:https://cyberleninka.ru/article/n/evolyutsiya-elektronnogo-pravitelstva-v-ssha/viewer ( 
Accessed: 25.09.2021)

21.	Barkin A., Drozhzhinov V., Travkin Yu. Sovmestnoe ispol’zovanie lyudskih resursov [Joint use of 
human resources] Available at: https://www.itweek.ru/themes/detail.php?ID=64812 (Accessed: 26.09.2021)

22.	Popova M. Elektronnoe pravitel’stvo: amerikanskaya model’ dlya sborki [Electronic government: 
an American model for assembly] Available at: https://telecom.cnews.ru/reviews/free/gov/part7/us.shtml 
(Accessed: 26.09.2021)

23.	Pekhterev E.A. Elektronnoe pravitel’stvo Singapura [Electronic government of Singapore] 
Available at:  https://cyberleninka.ru/article/n/elektronnoe-pravitelstvo-singapura (Accessed: 26.09.2021)

24.	Gutri I.S. Osnovnye strategii formirovaniya elektronnogo pravitel’stva [Basic strategies for the 
formation of e-government], Tekhnologii informacionnogo obshchestva  Information Society Technologies 
– The Internet and modern society: Proceedings of the VI All-Russian Joint Conference (November 3-6, 
2006, St. Petersburg). – St. Petersburg: Publishing House of the Philological Faculty of St. Petersburg State 
University,118-120(2003).

25.	Belova L.G. Yuzhnaya Koreya: dvizhenie ot informacionnogo obshchestva k vezdesushchemu 
obshchestvu [South Korea: the movement from the information society to the omnipresent society] Available 
at:https://cyberleninka.ru/article/n/yuzhnaya-koreya-dvizhenie-ot-informatsionnogo-obschestva-k-
vezdesuschemu-obschestvu/viewer (Accessed: 26.09.2021)

26.	Pirovarova O.V. Mezhdunarodnyj opyt ocenki effektivnosti gosudarstvennogo upravleniya 
[International experience in assessing the effectiveness of public administration]. Available at:https://
cyberleninka.ru/article/n/mezhdunarodnyy-opyt-otsenki-effektivnosti-gosudarstvennogo-upravleniya 
(Accessed: 26.09.2021)

27.	Kajl’ Ya.Ya. Zarubezhnyj opyt vnedreniya standartizacii gosudarstvennyh i munipipal’nyh uslug 
[Foreign experience in the implementation of standardization of state and municipal services]. Available 
at: https://cyberleninka.ru/article/n/zarubezhnyy-opyt-vnedreniya-standartizatsii-gosudarstvennyh-i-
munitsipalnyh-uslug/viewer  (Accessed: 26.09.2021)

28.	Zhanuzakova L.T., Aubakirova I.U. Pravovoe obespechenie gosudarstvennyh uslug v Respublike 
Kazahstan i evropejskih stranah:sravnitel’nyj opyt [Legal support of public services in the Republic of 
Kazakhstan and European countries:comparative experience] Available at: https://cyberleninka.ru/
article/n/pravovoe-obespechenie-gosudarstvennyh-uslug-v-respublike-kazahstan-i-evropeyskih-stranah-
sravnitelnyy-opyt (Accessed: 26.09.2021)

29.	Nationale E-Government-Strategie Available at: https://www.yumpu.com/en/document/
read/5353299/national-e-government-strategy-it-planungsrat (Accessed: 28.09.2021)

30.	Andreeva G.N.Elektronnoe pravitel’stvo v Germanii: organizaciya, cifrovaya transformaciya 
i pravovoe regulirovanie [Electronic government in Germany: organization, digital transformation and 
legal regulation] Available at:https://cyberleninka.ru/article/n/elektronnoe-pravitelstvo-v-germanii-
organizatsiya-tsifrovaya-transformatsiya-i-pravovoe-regulirovanie (Accessed: 28.09.2021)

31.	Lopuhov N.V., Suslova D. Kompleksnaya obuchayushchaya informacionnaya sistema “elektronnyj 
municipalitet” kak innovacionnaya tekhnologiya vnedreniya koncepcii “elektronnogo pravitel’stva” v 
organah gosudarstvennoj vlasti [Complex educational information system “electronic municipality” as an 
innovative technology for the introduction of the concept of “electronic government” in public authorities] 
Available at: https://www.elibrary.ru/item.asp?id=17342483 ( Accessed: 28.09.2021)

32.	Maknat Ketlin Virtual’noe gosudarstvo Kanady [Virtual Canada] Available at:https://cyberleninka.
ru/article/n/virtualnoe-gosudarstvo-kanady (Accessed: 28.09.2021)

33.	Kristal’nyj B.V., Travkin I.V. Elektronnoe pravitel’stvo: opyt Finlyandii [Electronic government: the 
experience of Finland].  (Moscow, Eko-Trendz, 2003, 203-247).

34. 2016/17 Knowledge Sharing Program with Bangladesh: Capacity Building of the Government 
Officials for Effective Use of the e-Governance Tools  Available at:  https://www.ksp.go.kr/api/file/downloa
d/11155?downloadFilename=Capacity%20Building%20of%20the%20Government%20Officials%20for%20
Effective%20use%20of%20the%20E-governance%20Tools%20(English).pdf (Available at: 14.05.2022)

35.	Akatkin Yu.M. Cifrovaya transformaciya gosudarstvennogo upravleniya. Datacentrichnost’ i 
semanticheskaya interoperabel’nost’ [Digital transformation of public administration. Data-centricity and 
semantic interoperability],2019, 552 p.

36. Zakon Respubliki Kazahstan ot 15 aprelya 2013 goda № 88-V «O gosudarstvennyh uslugah» (s 
izmeneniyami dopolneniyami po sostoyaniyu na 01.05.2023g.) - https://online.zakon.kz/Document/?doc_
id=31376056&doc_id2=31376056#activate_doc=2&pos=3;-98&pos2=69;-90.

R.S. Kadyrova, A.K. Kantarbayeva



237237№ 3/2023Экономическая серия Вестника ЕНУ им. Л.Н. Гумилева
ECONOMIC Series of the Bulletin of L.N. Gumilyov ENU

37. Zakon Respubliki Kazahstan ot 14 iyulya 2022 goda № 141-VII «O vnesenii izmenenij i dopolnenij
v nekotorye zakonodatel’nye akty Respubliki Kazahstan po voprosam stimulirovaniya innovacij, razvitiya 
cifrovizacii, informacionnoj bezopasnosti i obrazovaniya», «Kazahstanskaya pravda» ot 15 iyulya 2022, № 
133 (29760)

38. Isakov A.R. Obespechenie kachestva gosudarstvennyh uslug: Administrativno-pravovoj aspekt:
dissertaciya kandidata yuridicheskih nauk [Quality assurance of public services: Administrative and legal 
aspect: dissertation of the Candidate of Legal Sciences]. Saratov, 2014. 208 p.

39. Baimenov A. (ed.). Public Service Evolution in 15 Post-Soviet Countries: Diversity in Transformation.
Palgrave Macmillan, 2022.  605 p.

40. Baimenov A., Uteshev M., Suleimenova G. (Kazakhstan: Progress and Its Paradoxes. Palgrave
Macmillan, 2022. p.199-251)

41. Andreasson Kim (ed.) Digital Divides: The New Challenges and Opportunities of e-Inclusion.
Routledge, 2015. 328 p.

42. Bodemann M. Management in Public Administration Developments and Challenges in Adaption
of Management Practices Increasing Public Value. Gabler Verlag, 2018. 248 p. 

43. Obosnovanie sozdaniya Haba Astaninskogo centra gosudarstvennoj sluzhby [Justification for
the creation of the Astana Public Service Center Hub][Electronic  resource] Available at: https://www.
astanacivilservicehub.org/ru/page/astana-civil-service-hub-held-a-session-within-the-world-government-
summit ( Accessed: 25.04.2022)

44. Missiya i Celi Astaninskogo centra gosudarstvennoj sluzhby [Mission and Goals of the Astana
Public Service Center] Available at: https://www.astanacivilservicehub.org/ru/page/mission-goals 
(Accessed: 25.04.2022) 

45. Innovative Solutions Schemehttps. Available at: //www.astanacivilservicehub.org/uploads/
Innovative-Solutions-Scheme-Brochure.pdf

46. Laffon Zh.Zh. Perekhod k sovremennomu gosudarstvu [Transition to a modern state], Public
administration: educational materials 2005. pp. 106, 142

47. OECD. Performance-related Pay Policies for Government Employees- Paris: OECD, 2005. p. 115
48. Hartiya Marianny [Marianne’s Charter]. Available at: http:www.bpi.fr/modules/resources/

download/default/Professionnels/ Documents /chartes/chartemarianne.pdf (Accessed: 26.04.2022)
49. Novyj gosudarstvennyj menedzhment Germanii  [The new State Management of Germany]

Available at: http:www.fnf.org.ph/seminars/reports/lean-state-lean- government-che.htm  (Accessed: 
28.04.2022)

Information about authors:

Kadyrova R.S. – corresponding author, PhD student, al-Farabi Kazakh National University, 71 al-
Farabi Avenue, Almaty, Kazakhstan.

Kantarbayeva A.K. – Professor, Dr. Sci. (Econ.), al-Farabi Kazakh National University, 71 al-Farabi 
Avenue, Almaty, Kazakhstan.

Кадырова Р.С. –негізгі автор, «Мемлекеттік және жергілікті басқару» мамандығының 
докторанты, әл-Фараби атындағы Қазақ ұлттық университеті, әл-Фараби даңғылы, 71, Алматы, 
Қазақстан

Қаңтарбаева А.Қ. – әл-Фараби атындағы Қазақ ұлттық университетінің халықаралық 
қатынастар профессоры, экономика ғылымдарының докторы, әл-Фараби даңғылы, 71, Алматы, 
Қазақстан

The problem of determining modern directions of quality development in the field of public services


