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DIGITALIZATION OF PUBLIC SERVICES

Abstract. The issues of digital transformation of public administration in the field of public services of the
Republic of Kazakhstan, problems of the quality of public services, global trends in the provision of
public services through the introduction of digitalization were investigated. The relevance of the study is
justified by the fact that improving the quality of public services is one of the most important tasks of the
government in each country. The level of satisfaction of the population with the work of the state and
confidence in it depends on the quality of public services.

In modern conditions, the ability to provide public services through automation and digitalization of
service provision processes is a key priority in developed and democratic countries..

In the Republic of Kazakhstan, significant changes have been introduced in the field of public services,
which are due to the requirements of the digital economy and global trends: important regulatory acts
were adopted, the processes of providing public services were optimized, an e-government project was
implemented, the State Corporation «Government for Citizensy was created and a number of other

measures to improve the quality of public services.

Key words: public services, e-government, State Corporation «Government for Citizens,» register of
public services, digitalization, satisfaction with services, quality of public services provided, integration
of databases of state bodies.

Introduction. The Republic of population with the quality of services
Kazakhstan, through the creation of e- provided, problems and prospects for the
government, the State  Corporation further development of this area.
«Government for Citizens» and the transfer Research conditions and methods. In
of public services to electronic format, has accordance with the purpose of the study,
made significant changes in the provision of theoretical and empirical research methods
public services, and this, according to were used - analysis, comparison and
experts, serves as evidence of the country's observation.
accession to the number of developed In order to comprehensively study the
countries. The article analyzed the use of state and identify problems in the provision
information and communication of public services, a review of regulatory
technologies in the provision of public legal acts, domestic and foreign scientific
services, the level of satisfaction of the and methodological literature was carried
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out, Internet resources on the topic of
research, information on existing problems
in the operation of information systems, the
current level of integration of databases of
state bodies.

For the analysis, the information
available on the website of the electronic
government, the State  Corporation

«Government for Citizens» was used, data
of the Agency of the Republic of
Kazakhstan for Civil Service Affairs and
Anti-Corruption on the assessment of the
quality of public services, data of state
bodies on the process of digitalization and
automation of public services [2, 3].

The results of monitoring to determine
the level of satisfaction with the quality of
public services provided, including in
electronic ~ format, were  examined,
complaints and appeals received by local
executive bodies from residents on the
quality of public services were studied.

The analysis showed the main barriers
that citizens face when receiving public
services, possible ways to increase the
efficiency of the process of providing
public services.

Research results. In the Republic of
Kazakhstan, the process of providing public
services is regulated by the Law of the
Republic of Kazakhstan «On Public
Services» No. 88-V of April 15, 2013 [1],
according to which the Register of Public
Services was determined, which includes
1324 types of public services [4], more than
90% of public services were transferred to
electronic format.

Government services in the country are
provided by government, e-government and
the Government for Citizens State
Corporation, which is the only public
service provider and was created in 2016
following the example of Canada Service in
Canada and Centrelink in Australia. The
creation of the State Corporation made it
possible to integrate all public service
centers into a single system (Public Service
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Center, Real Estate Center, Research and
Production Center of the Land Cadastre,
State Center for Payment of Pensions).

The e-government web portal was
launched in 2006 and included data on
public information services. Today, citizens
have the opportunity to receive more than
600 public services through e-government
[4].

The goals of the State Program
«Digital Kazakhstan» adopted for the
period 2018-2022 are to accelerate the pace
of economic development and improve the
quality of life of the population through the
use of digital technologies in the medium
term, as well as creating conditions for the
transition of the economy of Kazakhstan to
a fundamentally new  development
trajectory, ensuring the creation of a digital
economy of the future in the long term [5].
The introduction of digitalization made it
possible to provide proactive services - a
state  service provided without an
application from the service recipient at the
initiative of the service provider.

Development of e-government mobile
application «eGov Mobile» [6], made 471
public services and services available. The
service «Digital Documents» of the eGov
mobile application contains 20 documents
(identity card, passport of a citizen of the
Republic of Kazakhstan, driver's license,
vaccination passport, PCR test and birth
certificate, etc.). Linking a mobile number
to an electronic digital signature allows
citizens to receive services using one-time
passwords. Linking a mobile number to an
electronic digital signature allows citizens
to receive services using one-time
passwords.

According to the Law «On Public
Services,» the central state agencies carries
out activities within its competence to
assess and control the quality of public
services [1].

The Agency of the Republic of
Kazakhstan for Civil Service Affairs
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conducts public monitoring by state social problems and develop recommendations to
order based on a sociological survey. The improve the quality of public services [2].
purpose of public monitoring is to Discussion of results. The main socio-
determine the level of satisfaction of demographic indicators of the surveyed
citizens with the quality, availability and service recipients for 50 public services
procedures for the provision of public within the framework of the state social
services by service providers, identify order are presented in Figure 1 and 2.
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Figure 1.
Service recipients by sex
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Figure 2.
Service recipients by age
The bulk of service recipients (82.1%) sixth service recipient applied for the
are individuals, 3.4% applied for the service service as a legal entity (Figure 3 and 4).
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Figure 3.
The bulk of service recipients
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Main service recipients

Among the surveyed service recipients,
928% did not need additional
communication skills or infrastructure
devices from the service provider to receive
the service, whereas in 3% of cases, service
recipients needed to provide translation
from a foreign language, the presence of a
Braille language, or a ship translator. And
also in 4.2% of cases, the respondents
indicated that when applying for a service,
they needed special devices for physical

access to the service provider's building.
50.7% of respondents applied and received
the service in electronic form, and 49.3%
applied and received the service in paper
form. Most of the electronic services were
received on electronic portals and services,
in particular on the Electronic Government
portal (88.9%), another 11.1% used self-
service zones in in Population Service
Centers (PSCs) (Table 1).

Table 1
Place of receipt of public services
Electronic form Quantity Percentage
PSC (independently in the self-service area) 552 11.1%
E-government portal (Egov.kz and other e-services, 4414 88.9%
online portals)
Total (of total services) 4966 50.7%
Paper form Quantity Percentage
State agencies, institution 2513 57.5%
PSC (contacted an employee) 2051 42.5%
In the autonomous organization of education 175 3.63%
«Nazarbayev Intellectual Schools»
Consulate 84 1.74%
Total (of total services) 4823 49.3%
Total 0789 100%
Upon receipt of the service on paper, JSC. Among electronic portals and services,
57.2% turned to employees of government respondents indicated that 65.7% of

agencies, 42.5% turned to the PSC. When
receiving public services abroad, 1.74% of
respondents applied to the country's
consulates, another 3.63% of surveyed
service recipients applied for educational
services at Nazarbayev Intellectual Schools
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services were received through E-gov.kz,
30.8% of services on the elicense.kz portal,
23% in the eGovmobile mobile
application, 0.2% in the EgovKZBot
telegram bot and 11% turned to other
portals.
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91.6% of respondents received
electronic  services using EDS for
authorization and registration on the portal,
8.4% used alternative ways to enter the
portal: 2.3% via SMS, 2.3% via login and
password and 3.5% via QR code.

A comprehensive assessment of the
quality of public services is based on
parameters and criteria evaluated by service
recipients from 1 to 5 points, which makes
it possible to derive an average value on a
5-point  scale.  According to the
methodology used, the assessment of the
quality of public services is carried out
according to 8 main criteria, each of which
includes  additional  subcriteria  and

Table 2

indicators (for example, bureaucratic
barriers in obtaining public services). The
availability of public services is a
determining factor in the possibility of
obtaining them, along with convenience.
Availability mainly refers to the availability
of physical and non-physical access to the
service. So, in 2023, when evaluating 50
public services, the average value of
assessing the availability and convenience
of the provision of services is at 4.77 points
and the level of satisfaction is at 78.8%. At
the same time, the convenience and
availability —of services received in
electronic form are estimated at 4.77 points,
and in paper form at 4.76 points (Table 2).

Service availability and convenience

Average score Satisfaction level
Paper form
The service provider building is conveniently 476 | 4.76 78.9% 77.3%
located
Convenient opening hours 474 75.7%
Has enough parking spaces 4.74 69.9%
There was easy access to the building (for
example, there were no barriers to physically 481 82.7%
entering and staying in the building)
There were necessary waiting areas in which it 4.73 73.3%
was comfortable
The service was provided on a fair and equal 481 83.0%
basis
Electronic form
Assessment of ease of registration on the portal 4.77 80.4%
for electronic service 4.78 81.9%
Easy to obtain Electronic Digital Signature (EDS) | 4.76 78.7%
EDS ease of use 4.77 80.0%
Assessment of the appearance (design) and
structural organization of the portal (online 4.77 81.1%
platform) where the service was received
Mean 4.77 78.80%

When receiving services in paper form,
service recipients rated the subcriteria «easy
and barrier-free access to the building»
(4.81 points) and «the service was provided
on a fair and equal basis» (4.81 points),

while less satisfied were the lack of
209

comfortable waiting areas (4.73 points) and
«availability of parking spaces in front of
the building» (4.74 points).

When receiving services in electronic
form, the lowest average score received the
subcriteria «ease of obtaining an EDS»
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(4.76 points), which may indicate that when
the service recipient first receives an EDS,
difficulties arise and additional ICT
knowledge may be needed to
independently obtain EDS, especially for
older people and those who do not use a
computer on a daily basis. Nevertheless,
with further authorization and use of the
EDS, the service recipients gave the highest
rating and the average score was 4.77 points
- noting the ease of use of the EDS in the
future.

The next criterion for assessing the
quality of public services is information and
communication. The information provided
by all service providers must be accessible,

open, complete, reliable and up-to-date, and
the filling stages and additional
explanations are understandable for any
service recipient, regardless of age, gender,
language of communication, level of
education and other features. Thus,
information and  communication s
estimated at 4.77 average points, while the
average score is slightly higher for services
provided offline (+ 0.04 higher). At the
same time, the service recipients highly
appreciated that when receiving services
both online and offline, the information is
provided in two languages, as well as there
are employees who speak two languages
(4.75 and 4.82, respectively) (Table 3).

Table 3
Service Information and Communication
Average Satisfaction
score level
Paper form
I had the opportunity to access information about public 483 | 479 | 84.7% | 81.6%
services in various ways (for example, on the website, call
center)
It was easy to find the necessary employees, offices 4.75 77.3%
The building had all the necessary signs that are 4.79 81.3%
understandable and useful
I have received step-by-step instructions (information, advice) | 4.79 81.3%
on receiving the service
I had a choice of Kazakh and Russian languages (for filling | 4.82 83.7%
out documents, communication)
Forms and forms, other documents were easy to understand 478 80.7%
Provided full information on the list of documents required to | 4.79 82.1%

receive the service

Electronic form

Assessment of the ease and speed of searching for
information on the service of interest on the portal (online

platform)

474 | 475 | 80.0% | 79.6%

Assessment of the relevance and comprehensibility of 4.69 75.0%
information on the portal (online site) on the require-ments
(necessary documents) for obtaining the service

Assessment of simplicity and clarity of information on the 4.75 79.4%
method of obtaining the service on the portal
Information on the portal is available in Kazakh/Russian 481 84.3%

The instructions for using the portal are fully understood and | 4.75 79.4%
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easy to use
Mean 4.77 80.6%

Service recipients rated the work of the and the level of satisfaction was recorded at
service provider's employees at 4.78 points 81.7% (Table 4).

Table 4

Evaluation of employee performance in the provision of public services

‘ Average score Satisfaction level
Paper form
Employees are competent, knowledgeable 4.79 4.78 83.1% 81.7%
Operational employees 4.76 79.8%
The staff are polite and attentive to my needs 4.78 82.1%

At the same time, the subcriteria collection procedure and submission
«employees are competent and possess process should be simple and clear, both in
information» (4.79 points) received the organizational and technical terms. Thus,
greatest importance, while the efficiency of the overall average value is 4.79 points, and
employees was rated lower than the rest of the level of satisfaction was estimated at
the subcriteria (4.76 points). 82.2% (Table 5).

One of the significant criteria for
assessing the quality of public services is
the procedure for its provision. The

Table 5
Evaluation of the procedure for the provision of public services
Average | Satisfaction
score level

Paper form
The procedure for collecting and submitting documents is simple and4.83 14,78 [85.1% [81%
straightforward
The review procedure is optimal, simple and straightforward 4.73 75.9%
The procedure for issuing the result is convenient, simple and 4.80 82.2%
understandable
Electronic form
The collection of documents necessary for obtaining an electronic ~ |4.81 4,80 84.4% 83.3%
service took place without unnecessary bureaucracy (including going
to authorities, offices)
The process of collecting documents required/required to receive an |4.79 32.8%
electronic service is fully automated (available online)

Uploading required/required documents to the portal (online platform) @4.77 80.4%
to receive an electronic service was easy
There were no errors, shortcomings in the received document 4.82 85.4%
(certificate, certificate, etc.)
Mean 4.79 82.2%
At the same time, the procedure for electronic portals and services, is rated by
obtaining a service online, through service recipients higher than those
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received in the offices of service providers -
4.80 and 4.78, respectively.

Above the rest of the stages, the
received final document (certificate,
certificate, etc.) was evaluated, which has
no errors and inaccuracies in electronic
form (4.82 points), whereas the process of
uploading the required documents to
electronic portals (4.77 points) causes the
greatest difficulties. The review procedure
causes more difficulties for service
recipients (4.73 points) than the procedure

Table 6

for collecting and submitting documents in
paper form (4.83 points).

The criterion for the timing of the
provision of services was rated at 4.76
points and the level of satisfaction was
78.9%. At the same time, the terms for the
provision of services on the electronic
portal and services are estimated higher
(4.78 points) than when the service was
received offline at the service provider's
office (4.74 points) (Table 6).

Assessment of the timing of the provision of public services

Quantity | Average score

Satisfaction level

Paper form

The time required to receive the service is
acceptable («I fully agree»)

3454

473 474 [711.6% 72.8%

\Waiting time, on-site queues acceptable
(«Strongly Agree»)

3571

4.75 74.0%

Electronic form

The received document/electronic service was
provided in a short/timely manner

4216

478 478  84.9% 84.9%

Mean

4.76 78.9%

The analysis of the level of satisfaction
with the quality of public services,
including the provision of services in
electronic form, revealed the following
problems:

- insufficient integration of information
systems of state bodies and low level of
their  penetration into the  public
administration system;

- high level of bureaucratization of
public services;

-low demand for e-government among
the population, periodic technical failures in
the system, difficulty in understanding
instructions, low quality of service for a
virtual assistant and a single contact center.

Integration of government databases is
slow, leading to low satisfaction with the
quality of services provided and hindering
the automation of public services.

Digitalization of public services
requires a revision of the register of public
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services in order to reduce it in a timely
manner and exclude services related to the
provision of various kinds of reference
information.

Problems in the work of the portal
include procedural difficulties in working
with it, technical failures in the system,
slow customer service, which also
contributes to dissatisfaction with the
quality of work.

The country's population wants to
receive effective services of high quality
from government agencies. Regardless of
the digital capabilities of e-government,
service recipients prefer high-quality
customer service, which is an important
concept that reflects consumers' behavioral
ideas about better service.

All of the above problems primarily
undermine the confidence of citizens in the
state and lower the image of «public
administration.»
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Conclusion. One of the main problems
in the provision of public services remains
the predominance of the administrative
approach, since the vast majority of public
services come from the functions of state
bodies for documentation, regulation,
accounting and registration. Meanwhile,
many functions of state bodies aimed at
realizing the rights, freedoms and legitimate
interests of citizens are implemented
without appeal on an individual basis,
respectively, they remain without sufficient
attention.

In this regard, it seems necessary to
generally change approaches in this area. It
is advisable to fill the concept of «public
service» with a new meaning, taking into
account the best world practices, by
expanding its coverage and public services

provided by state bodies in the framework
of other functions - education, medicine,
transport, housing and communal services,
law enforcement, etc.

The first step in this direction should
be a revision of the regulatory and legal
framework for determining public services,
based on an understanding of the requests
of citizens and society in the need to receive
and provide a particular service. That is, it
is proposed to generally move to the
paradigm of «public service for a person»
instead of the currently used «person for
public service». In this case, the service
provided to society can be considered as a
public service.
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A. Hapenosa*, A. Ickenaip - M.X. Ayramu amonoazor Tapas yrusepcumemi, Tapas, Kazaxcman
MEMAEKETTIK KbBIBMETTEPAI INDPAAHABIPY

Anparna. Kasakcran PecryOaMKachIHBIH MeMAEKeTTiK KBI3METTep CalachbIHAAFEI
MeMAEeKeTTiK DackapyAbl TuQpPALIK TpaHcpopManumsaliay Macelelepi, MeMAEKETTiK KbI3MeTTep
KOpCeTy callachlHBIH IIpoOJeMazapsl, UMQPPAaHABIPYABl €HIi3y apKblABl MeMJAEKeTTiK
KBI3METTep KOpceTyJeri aaeMdaik ypdicrep 3eprTeadi. 3epTTeyaiH ©3eKTiairi MeMaeKeTTiK
KBI3METTepAiH callacklH apTTEIpy opbip eaderi yKiMeTTiH MaHBI3ABL MiHAeTTepiHe
JKaTaTbIHABIFBIMEH HeridgeAreH. XaAbIKTBIH MeMJeKeT >KYMBICBIHAa KaHaraTTaHy JAeHreili MeH
OFaH JereH CeHiMi MeM/eKeTTiK KbI3MeT KopceTyiH callachiHa OaliaaHBICTHL.

Kasipri >karaaliga KbpI3MeTTepAl YCBIHYy IIpolLiecTepiH aBTOMaTTaHABIPY >KoHe
uMppAaHABIPY apKbLABI MEMAEKETTIK KBI3MeTTepAl KOpceTy MYMKIHAIr JaMBIFaH >KoHe
AeMOKpaTUSABIK eAdepae HerisTi 0achIMABIK OOABIN TaOblAaAbl.

Kasakcran Pecnybamkacsinda Iu@pAablK DKOHOMMKa TaJalTapblHa >KoHe o4eMAiK
YpAicTepre HerisgeAreH MeMAEKeTTiK KbI3MeTTep KepceTy caJachlHAa eaAeyadi esrepictep
€Hri3i44i: MaHBI3ABI HOPMATUBTIK KYKBIKTHIK aKTidep KaObL1JaHABI, MEMAEKETTIK KbI3MeTTep
KOpceTy IIpoliecTepi OHTalAaHABIPBIAABL, DAEKTPOHABIK YKiMeT >Ko0achl iCKe achIpBLAAEL
«AzamaTTapFa apHaAfaH YKiMeT» MeM/eKeTTiK KOPIIOpaIMsChl )KoHe MeMAEKeTTiK KbI3MeTTep
KOpPCeTy callachlH JKeTiaAipy >KeHiHgeri Oipkarap Oacka da mapaaap KypbIAABL.

Tipek cesgep: MeMaeKeTTIK KOpCeTideTiH KbI3MeTTep, DAeKTPOHABIK YKiMeT,
«AzamaTTapfa apHaAfaH YKiMeT» MeMAEeKeTTiK KOpIopalusChl, MeMAeKeTTiK KepceTiaeTiH
KbI3MeTTep Tisiaimi, 1mdpaanasipy, KepceTileTiH KbI3MeTTepre KaHaraTTaHy, KopceTiAeTiH

MeMAEeKeTTiK KbIBMeTTepAiH carliachnl, MeMJAEKeTTiK OoprangapAapiy A€peKKOPbIH MHTErpanmusiaay.

A. Hapenosa*, A. ckenanp - Tapascxuii yrnusepcumem umernu M.X. Ayramu, Tapas, Kasaxcman
OVOPOBUSALINA TOCY AAPCTBEHHBIX YCAYT

Annorammsa. lccaejoBaHbl BOIpOCH INMQPPOBOI TpaHCPOpMAIIUM TOCYyAapCTBEHHOTO
yIpaBaeHns B cepe rocygapcreHHBIX ycayr Pecrybamkm Kazaxcran, mpo0Oaembl KadecTsa
OKa3aHMs TOCYAapPCTBEHHBIX yCAYT, MUPOBbIe TeHAEHUIMM B OKa3aHUM TOCYAapPCTBEHHBIX YCAYT
IIOCPeACTBOM BHeApeHUs nudposusanum. AKTyaAbHOCTb MICCA€A0BaHUA OOOCHOBAHA TeM, 4TO
IIOBBIIIIEHNe  KadecTBa TOCYJapCTBEHHBIX YCAYT OTHOCATCA K BaKHEMINIMM  3ajadaM
MIpaBUTeABCTBA B KaXKAOI cTpaHe. JIMeHHO OT KadecTBa OKa3aHMA I'OCYyJapCTBEHHBIX YCAYT
3aBJMCUT yPOBeHb YA0BAeTBOPEHHOCTH HaceleHueM pabOThl TocyapCcTBa U 40Bepls K HeMy.

B coBpemMeHHBIX YCAOBMAX BO3MOXKHOCTh OKa3aHUs TOCYy4apCTBEHHBIX yCAYT OCPEACTBOM
aBTOMaTM3al My ¥ LIMPPOBU3ALUN IIPOIIECCOB IPEeAOCTaBAEHMs yCAYT SBASETCS KAIOYEBBIM
IIPUOPUTETOM B Pa3BUTHIX M AeMOKpPaTHYeCKMX CTpaHax.

B Pecnnybamke KaszaxcraH BHeapeHBI 3HauMTeAbHBIE U3MeHeHMsI B  cdepe
TOCy4apCTBEHHBIX YCAYT, KOTOpble 0OyCAOBAEHBI TpeOoBaHMAMMU IMQPPOBOI DKOHOMMKU I
MUPOBBIMM TeHASHIMAMU: IIPUHATHI Ba>KHble HOpMaTUBHO-IIPaBOBbIe aKThl, OIITUMM3MPOBaHLI
IpoIeccel NpeAOCTaBAECHMSI TOCYAapPCTBEHHBIX YCAYT, pPeaAu3oBaH IPOEKT 3AeKTPOHHOTIO
NpaBuUTeAbCTBa, co3zana ['ocysapcrsennas Kopnoparms «ITpaBureabcTso 445 rpakdan» U psg,

APYTUX Mep I10 COBEPINEeHCTBOBAHMIO KayeCTBa OKa3aHVsI TOCy4apCTBEHHBIX YCAYT.
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KaioueBble caoBa: TOCyJapCTBeHHbIE  yCAYTHM, 9AeKTPOHHOe  IIPaBUTEABCTBO,
T'ocyaapcreennass Koprnopaumsa «llpaBuTeabcTBO 445 TpakAaH», peecTp TIoCyAapCTBeHHBIX
yCAYT, unppoBusanys, yAOBAETBOPEHHOCTh ycAyraMlM, KadecTBO IIpeAOCTaBAsIeMBIX
rOCyAapCTBEHHBIX YCAYT, MHTerpans 0a3 AaHHBIX TOCYAapCThIeHHBIX OPTaHOB.
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