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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.
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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 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, itis 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.

Astheanalysis of research on publicadministration 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

Thereis 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
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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 1) 2) 3) 4)

ACSH activities? irrelevant; | irrelevant; irrelevant; irrelevant;
Capacity building in promoting 0% 0% 100% 100%
networking

Meeting the need for development of the 0% 12,5% 8,5% 8,5%

civil service in Kazakhstan

meeting your professional needs and 0% 0% 100% 100%
expectations

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.
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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 .
effective human resource management 1
anti-corruption policy
professionalism and ethics in public service 34
motivation and remuneration of civil servants 5
2018 r

performance appraisal system of civil servants 1
improvement of public service delivery 2
E-government and use of ICT 3
4
5

competences and skills for high-performance public sector
Performance appraisal system of public authorities

2022 1.
Institutional capacity building in crisis management 1
Innovative solutions in public sector 2
Management and leadership, including remote management 34
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
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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.
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MemMaekeTTik KbI3SMET KOpCeTy CaldaCblHAArbl Calla 4aMYybIHbIH 3aMaHayu 6al’bITTaprH
aHBIKTAay Maceaeci

Anpatna. XaablkKa KOpcCeTideTiH MeMAEeKeTTiK KbI3MeTTepJiH callachlH apTThIPY — 3aMaHFbI
3epTTeylIilepaiH eHOeKTepiHAe Ka3ipTi Ke3eHJe MeMAeKeTTiH A4aMybIHBIH MiHAeTi peTiHAe cuIlaTTalasbl.

MeMmaekeTTiK KepceTideTiH KbI3MeTTep caJdachIHAAFBl callaHBl AaMBITYABIH Kasipri OarbITTaphI
3epTTeyAiH MoHi 004bIN TaObLAaABL. 3€pTTeyAiH MaKCaThl AaMbIFaH e14ePAiH XaAbIKKa carlaldbl MeMAeKeTTiK
KBI3MeT KepceTyAi Kasipri saMaHfpl yMBIMAACTBIPYJarsl ToXipuOecin Taagay 6oaasy; Kasaxcranaa
MeM/eKeTTiK KbI3MeT KOpPCeTy callachlH 4aMBITy OaFpITTapbIH aHBIKTAY.

Maxkasaga nndpAaslk yKiMeT HeridiHae MeMAEKeTTiK KbI3MeTTepAiH callachlH AaMBITy Maceaeaepi
KapacTelppldaabl. byriHge MemaekeTTik KpIsMeTTepAl UMQpAbIK TpaHcpopManusalay AaMbIFaH
MeMAeKeTTiK Oackapyabl cumaTTaiiabl. Ajaiija XaablKka IIMQPPABIK MeMAEKeTTiK KBI3MeT KoepceTy
caZachlHAa KUBIHABIKTAp TyBIHAAI OTHIp. MaKalaga JaMbIFaH eAAepAiH XaabIKKa IUQPPABIK MeMAEKETTIK
KBI3MEeT KOpCceTy carlachblH KaMTaMachI3 eTy Maceaeci OoiibIHIIA TaxXipubeci sepieaeHei: MeMaeKeTTik
KBI3METTep KOpCeTy carachlH 4aMBITYABIH BIKTMMa OaFbITTaphbl TYpaabl KOPBITBIHABIAAD IIBIFapblAaAbl.
MyHaai1 OarpITTap TEeXHOAOIMAAAPABI AAMBITY JKoHe KAUeHTTepAiH KaHaraTTaHYyIIBLAbIFbIHA OarjapaaHy
004p111 TaOBLAAABL. 3epTTEYAiH IPaKTMKaAbIK MaHbI3ABLABIFEI MBIHAJA: 3ePTTey HoTIKeAepi Kasipri KkeseHae
XaABIKKa MeMAEKeTTiK KbI3MeT KOpCceTy callachlH 4aMBITYABl OacKapy calachIHAAFLl 3epTTey, Taljay SKoHe
>KoDaaay KbI3METiHiH HeTi3i peTiHAe MalidaAaHbLAYbl MYMKIH.

Tyitin ce3aep: MeMAeKeTTiK KBI3MeTTep, MeMAEKeTTiK KbI3MeTTepAiH callachl, callaHbl Oackapy,
IUQPPABIK MEMAEKETTiK KbI3MeTTep.

P.C.Kaaniposa, A.K.KanrapOaesa
Kasaxcxuil nayuonarvrulii ynusepcumem umeru arv-Papabu, Aamamul, Kasaxcman

ITpoGaema omnpeaeaeHnst COBpeMeHHBIX HallpaBAeHMII pa3BUTIA KadecTBa B cepe
OKa3aHMsI TOCy4apCTBeHHBIX yCAYyT

Annortanus. CopepIiieHCTBOBaHME KadeCcTBa IOCyapCTBeHHBIX yCAYT, ITpe40CTaBAseMbIX HaceAeHIIO,
XapakTepusyeTcs B paboTax cOBpeMeHHBIX 1ccAejoBaTeaell KaK IIpeAIiochbliKa pa3BUTUsA TOCyAapcTBa Ha
COBPEMEHHOM DTarie.

ITpeaMeToM mccaeAOBaHISI OIpeJeleHBl COBPEMEHHBIE HallpaB/AeHMNs Pa3BUTIS KadecTBa B cdepe
OKa3aHIs TOCyJapCTBEHHBIX yCAYT. 3ajadaMM MCCAeJO0BaHUA SIBUACA aHAAU3 OIIBITa Pa3BUTHIX CTpaH
B BOIIpOCaX COBPEMEHHON OpraHM3alyy KadecTBeHHOTO IIpeAOCTaBAEHMsI TOCYyAapCTBEHHBIX YCAYT;
oIpeJeJeHne HallpaBAeHNI pasBUTH: KaueCcTBa rocyAapCcTBeHHBIX ycayT B Kasaxcrane.

B cratee paccmMarpuBalOTCs BOIPOCH Pa3BUTMS KauyecTBa TOCYAapCTBEHHBIX yCAYT Ha OCHOBE
nudposoro mnpasureascrsa. Lndposas Tpancpopmanusa rocyaapCcTBEHHBIX YCAYT CETOAHS XapaKTepu3yeT
pasBuTOe TrocyapcTseHHoe yipasaeHne. OaHako B cdepe IpesOCTaBAeHMsI HaceAeHMUIO HMQPOBBIX
TOCyAapCTBEHHBIX YCAYT CYIeCTBYIOT CAOKHOCTI. B cTaThe mccae0BaH OIIBIT pasBUTLIX CTPaH 10 BOIIPOCY
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oDecrieyeHnsl KadyecTBa npeaoCcTaBACHIISL LU/Iq)pOBI)IX roCyAapCTBEHHBIX YCAYT HacCeAeHUIO. CAe/laH
BBIBOJ, O BO3MOJKHBIX HaIIpaBAEHVISIX Pa3BUTIL KadeCTBa IMpeACTaBACHI:T TaKMX IoCyAapCTBEHHDIX yCAYT
B Harem CTpaHe, KaK TeXHOAOIM3anms ¥ KAVNEHTOOPMEHTUMPOBAHHOCTD. HpaKTI/I‘IECKa}I 3HA4YIMIMOCTDb
nccaeA0BaHMsI COCTOUT B TOM, YTO pe3yAbTaThbl ICCA€A0BaHNsI MOIYT OBITD MICIIOAB30BaHbI B KauecTBe Oa3bl
I/ICCAEAOBaTe/leKOIZ, AQHAAUTUYECKON U HpO@KTHOI;I AeATeAbHOCTI B obaactu yIIpaBA€HN:T Pa3BUTHIEM
Ka4JecTBa IIpeJOoCTaBAE€HN:T TOCy4apCTBEHHDIX YCAYT HaceA€HIIO Ha COBpeMEeHHOM DTarle.

KaoueBbie caosa: ToCyJapCTBEHHbIE YCAYTY, KadeCTBO TIOCyAapCTBEHHBIX YCAYT, YyIIpaBAeHNe
KauyeCTBOM, Lm(l)posme rocysapCTBeHHbIE YCAYTIL.
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