N
N
N
Y\

> >

- 4

Volufned 7 . Ndmeroi2
Abrill/ Junio

2020

ISSN 0719-4706




REVISTA

INCLUSIONES

REVISTA DE HUMANIDADES
Y CIENCIAS SOCIALES

CUERPO DIRECTIVO Dra. Nidia Burgos
Universidad Nacional del Sur, Argentina
Directores
Dr. Juan Guillermo Mansilla Sepulveda Mg. Maria Eugenia Campos
Universidad Catdlica de Temuco, Chile Universidad Nacional Autonoma de México, México
Dr. Francisco Ganga Contreras
Universidad de Tarapaca, Chile Dr. Francisco José Francisco Carrera

Universidad de Valladolid, Espaia
Subdirectores

Mg © Carolina Cabezas Caceres Mg. Keri Gonzalez
Universidad de Las Américas, Chile Universidad Auténoma de la Ciudad de México, México
Dr. Andrea Mutolo
Universidad Auténoma de la Ciudad de México, México Dr. Pablo Guadarrama Gonzalez
Universidad Central de Las Villas, Cuba
Editor
Drdo. Juan Guillermo Estay Sepulveda Mg. Amelia Herrera Lavanchy
Editorial Cuadernos de Sofia, Chile Universidad de La Serena, Chile
Editor Cientifico Mg. Cecilia Jofré Mufoz
Dr. Luiz Alberto David Araujo Universidad San Sebastidn, Chile

Pontificia Universidade Catdlica de Sao Paulo, Brasil
Mg. Mario Lagomarsino Montoya

Editor Brasil Universidad Adventista de Chile, Chile
Drdo. Maicon Herverton Lino Ferreira da Silva
Universidade da Pernambuco, Brasil Dr. Claudio Llanos Reyes

Pontificia Universidad Catdlica de Valparaiso, Chile
Editor Europa del Este
Dr. Aleksandar Ivanov Katrandzhiev Dr. Werner Mackenbach
Universidad Suroeste "Neofit Rilski", Bulgaria Universidad de Potsdam, Alemania

Universidad de Costa Rica, Costa Rica
Cuerpo Asistente

Mg. Rocio del Pilar Martinez Marin

Traductora: Inglés Universidad de Santander, Colombia
Lic. Pauline Corthorn Escudero
Editorial Cuadernos de Sofia, Chile Ph. D. Natalia Milanesio

Universidad de Houston, Estados Unidos
Traductora: Portugués

Lic: EIa.ine Cristina PereiralMent.agén Dra. Patricia Virginia Moggia Miinchmeyer
Editorial Cuadernos de Sofia, Chile Pontificia Universidad Catélica de Valparaiso, Chile
P_ortada_ _ Ph. D. Maritza Montero

Lic. Graciela Pantigoso de Los Santos Universidad Central de Venezuela, Venezuela

Editorial Cuadernos de Sofia, Chile
Dra. Eleonora Pencheva

COMITE EDITORIAL Universidad Suroeste Neofit Rilski, Bulgaria
Dra. Carolina Aroca Toloza Dra. Rosa Maria Regueiro Ferreira
Universidad de Chile, Chile Universidad de La Corufia, Espafia

Dr. Jaime Bassa Mercado Mg. David Ruete Zuiiga

Universidad de Valparaiso, Chile Universidad Nacional Andrés Bello, Chile
Dra. Heloisa Bellotto Dr. Andrés Saavedra Barahona

Universidad de Sao Paulo, Brasil Universidad San Clemente de Ojrid de Sofia, Bulgaria



REVISTA

INCLUSIONES

Dr. Efrain Sanchez Cabra
Academia Colombiana de Historia, Colombia

Dra. Mirka Seitz
Universidad del Salvador, Argentina

Ph. D. Stefan Todorov Kapralov
South West University, Bulgaria

COMITE CIENTIFICO INTERNACIONAL
Comité Cientifico Internacional de Honor

Dr. Adolfo A. Abadia
Universidad ICESI, Colombia

Dr. Carlos Antonio Aguirre Rojas
Universidad Nacional Auténoma de México, México

Dr. Martino Contu
Universidad de Sassari, Italia

Dr. Luiz Alberto David Araujo
Pontificia Universidad Catdlica de Sao Paulo, Brasil

Dra. Patricia Brogna
Universidad Nacional Autonoma de México, México

Dr. Horacio Capel Saez
Universidad de Barcelona, Espafia

Dr. Javier Carredn Guillén
Universidad Nacional Autonoma de México, México

Dr. Lancelot Cowie
Universidad West Indies, Trinidad y Tobago

Dra. Isabel Cruz Ovalle de Amenabar
Universidad de Los Andes, Chile

Dr. Rodolfo Cruz Vadillo
Universidad Popular Auténoma del Estado de Puebla,
Meéxico

Dr. Adolfo Omar Cueto
Universidad Nacional de Cuyo, Argentina

Dr. Miguel Angel de Marco
Universidad de Buenos Aires, Argentina

Dra. Emma de Ramon Acevedo
Universidad de Chile, Chile

Dr. Gerardo Echeita Sarrionandia
Universidad Auténoma de Madrid, Espaiia

Dr. Antonio Hermosa Andujar
Universidad de Sevilla, Espafia

Dra. Patricia Galeana
Universidad Nacional Autonoma de México, México

Dra. Manuela Garau
Centro Studi Sea, Italia

Dr. Carlo Ginzburg Ginzburg
Scuola Normale Superiore de Pisa, Italia
Universidad de California Los Angeles, Estados Unidos

Dr. Francisco Luis Girardo Gutiérrez
Instituto Tecnoldgico Metropolitano, Colombia

José Manuel Gonzalez Freire
Universidad de Colima, México

Dra. Antonia Heredia Herrera
Universidad Internacional de Andalucia, Espafia

Dr. Eduardo Gomes Onofre
Universidade Estadual da Paraiba, Brasil

Dr. Miguel Ledn-Portilla
Universidad Nacional Auténoma de México, México

Dr. Miguel Angel Mateo Saura
Instituto de Estudios Albacetenses “Don Juan Manuel”,
Espafia

Dr. Carlos Tulio da Silva Medeiros
Didlogos em MERCOSUR, Brasil

+ Dr. Alvaro Marquez-Fernandez
Universidad del Zulia, Venezuela

Dr. Oscar Ortega Arango
Universidad Auténoma de Yucatdn, México

Dr. Antonio-Carlos Pereira Menaut
Universidad Santiago de Compostela, Espafia

Dr. José Sergio Puig Espinosa
Dilemas Contemporaneos, México

Dra. Francesca Randazzo
Universidad  Nacional Auténoma de Honduras,
Honduras



REVISTA
INCLUSIONES

REVISTA DE HUMANIDADES
Y CIENCIAS SOCIALES

Dra. Yolando Ricardo Dra. Ana Bénard da Costa

Universidad de La Habana, Cuba Instituto Universitario de Lisboa, Portugal
Centro de Estudios Africanos, Portugal

Dr. Manuel Alves da Rocha

Universidade Catdlica de Angola Angola Dra. Alina Bestard Revilla
Universidad de Ciencias de la Cultura Fisica y el
Mg. Arnaldo Rodriguez Espinoza Deporte, Cuba

Universidad Estatal a Distancia, Costa Rica
Dra. Noemi Brenta

Dr. Miguel Rojas Mix Universidad de Buenos Aires, Argentina
Coordinador la Cumbre de Rectores Universidades
Estatales América Latina y el Caribe Ph. D. Juan R. Coca

Universidad de Valladolid, Espafia
Dr. Luis Alberto Romero
CONICET / Universidad de Buenos Aires, Argentina Dr. Antonio Colomer Vialdel
Universidad Politécnica de Valencia, Espafia
Dra. Maura de la Caridad Salabarria Roig
Dilemas Contemporaneos, México Dr. Christian Daniel Cwik
Universidad de Colonia, Alemania
Dr. Adalberto Santana Hernandez
Universidad Nacional Auténoma de México, México Dr. Eric de Léséulec
INS HEA, Francia
Dr. Juan Antonio Seda
Universidad de Buenos Aires, Argentina Dr. Andrés Di Masso Tarditti
Universidad de Barcelona, Espaiia
Dr. Saulo Cesar Paulino e Silva
Universidad de Sao Paulo, Brasil Ph. D. Mauricio Dimant
Universidad Hebrea de Jerusalén, Israel
Dr. Miguel Angel Verdugo Alonso
Universidad de Salamanca, Espaia Dr. Jorge Enrique Elias Caro
Universidad de Magdalena, Colombia
Dr. Josep Vives Rego
Universidad de Barcelona, Espafia Dra. Claudia Lorena Fonseca
Universidad Federal de Pelotas, Brasil
Dr. Eugenio Raul Zaffaroni
Universidad de Buenos Aires, Argentina Dra. Ada Gallegos Ruiz Conejo
Universidad Nacional Mayor de San Marcos, Pert
Dra. Blanca Estela Zardel Jacobo
Universidad Nacional Autonoma de México, México Dra. Carmen Gonzélez y Gonzalez de Mesa
Universidad de Oviedo, Espaiia
Comité Cientifico Internacional
Ph. D. Valentin Kitanov
Mg. Paola Aceituno Universidad Suroeste Neofit Rilski, Bulgaria

Universidad Tecnoldgica Metropolitana, Chile
Mg. Luis Oporto Ordéiiez

Ph. D. Maria José Aguilar Idafiez Universidad Mayor San Andrés, Bolivia

Universidad Castilla-La Mancha, Espaia
Dr. Patricio Quiroga

Dra. Elian Araujo Universidad de Valparaiso, Chile

Universidad de Mackenzie, Brasil
Dr. Gino Rios Patio

Mg. Rumyana Atanasova Popova Universidad de San Martin de Porres, Peru

Universidad Suroeste Neofit Rilski, Bulgaria



REVISTA
INCLUSIONES

Dr. Carlos Manuel Rodriguez Arrechavaleta
Universidad Iberoamericana Ciudad de México, México

Dra. Vivian Romeu
Universidad Iberoamericana Ciudad de México, México

Dra. Maria Laura Salinas
Universidad Nacional del Nordeste, Argentina

Dr. Stefano Santasilia
Universidad della Calabria, Italia

Mg. Silvia Laura Vargas Lopez
Universidad Auténoma del Estado de Morelos, México

Dra. Jaqueline Vassallo
Universidad Nacional de Cérdoba, Argentina

Dr. Evandro Viera Ouriques
Universidad Federal de Rio de Janeiro, Brasil

Dra. Maria Luisa Zagalaz Sanchez
Universidad de Jaén, Espaiia

Dra. Maja Zawierzeniec
Universidad Wszechnica Polska, Polonia

Editorial Cuadernos de Sofia
Santiago — Chile
Representante Legal
Juan Guillermo Estay Sepulveda Editorial



REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 7 — NUMERO 2 — ABRIL/JUNIO 2020

Indizacién, Repositorios y Bases de Datos Académicas

Revista Inclusiones, se encuentra indizada en

2 Clarivate
CITATION
INDEX

DIRECTORY OF
Analytics
/Npexe®

OPEN ACCESS

JOURNALS
m I Q B e ERIHIUIE

IROMAN KEPTRINC NDEX KR THE

e |
\\DLATAFOR
N—/

LdlAIm

Estudios
Py .'-
@SE ’. -'

CiteFactor

Academic Scientific Journals

Academic

Resource
Index

ResearchBib

Citas Latincamericanas en
Ciencias Sociales y Humanidades

DIRECTORY

OF OPEN ACCESS
SCHOLARLY
RESOURCES
‘ PRINCETON UNIVERSITY . .
| A | LIBR 5 RY Mb{ @ Stanford University

| |
\ %&3 Uniwersytet
LIBRARIES j

4w/ Wroctawski
Blbllothéque |
uOttawa Library

S 3\ WorldCat (P stErPA/ReMEO Ra AD

N—

=%= WIB 4
0)JU /J o
VP y)

ZJUNB # JULICH ’I I\ IPN
Vancouer Public Libry  LIBRARIES s |||/

Jinne

ULAKBIM

Berlin Social Science Center

PH. D. (C) ELENA VLADIMIROVNA BOKAREVA / PH. D. (C) ALEXANDRA GEORGIEVNA PANOVA
PH. D. (C) NATALYA ALEKSEEVNA BARMENKOVA / DR. ALEXEY NIKOLAEVICH BOYKO
PH. D. (C) LOLA DODOKHONOVNA SANGINOVA



REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 7 — NUMERO 2 — ABRIL/JUNIO 2020

’ e 4 UNIVERSITY OF
M'_Z E’ REX SASKATCHEWAN

Heinz Maier-Leibnitz Zentrum

. Z7a\ International
120 (D Dialogos P - a, Innovative Journal
= Mercosur RN ) Impact Factor (IIJIF)

el e WE ST E RN # BBLIOTECA ELECTRONICA e

‘dela Nackdn

Journals Indexing DE CENCA Y TECNOLOGIA

THEOLOGICAL SEMINARY

A

Mstera o0 .
Gonca, Tecrolega p
« reovicen Podktne

Hellenic Academic Libraries Link

wesi  HEAL
ge &scemlon LOvéeopog EANNVIK@V AKQSAUAKGY B!B)\lm[;lnde}v

BIBLIOTECA UNIVERSIDAD DE CONCEPCION

PH. D. (C) ELENA VLADIMIROVNA BOKAREVA / PH. D. (C) ALEXANDRA GEORGIEVNA PANOVA
PH. D. (C) NATALYA ALEKSEEVNA BARMENKOVA / DR. ALEXEY NIKOLAEVICH BOYKO
PH. D. (C) LOLA DODOKHONOVNA SANGINOVA



REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 7 — NUMERO 2 — ABRIL/JUNIO 2020

REVISTA

INCLUSIONES

¥ CIENCIAS SOCIALES

ISSN 0719-4706 - Volumen 7 / Namero 2 / Abril — Junio 2020 pp. 423-436

ANALYSIS OF APPROACHES TO THE EVALUATION OF QUALITY AND AVAILABILITY
OF MUNICIPAL SERVICES

Ph. D. (C) Elena Vladimirovna Bokareva
Higher School of Business, Management and Law, Russia
ORCID: 0000-0002-5201-2631
elena.v.bokareva@mail.ru
Ph. D. (C) Alexandra Georgievna Panova
Higher School of Business, Management and Law Russian State University
of Tourism and Service, Russia
ORCID: 0000-0003-3127-4277
alexandra.g.panova@mail.ru
Ph. D. (C) Natalya Alekseevna Barmenkova
Financial University under the Government of the Russian Federation, Russia
ORCID: 0000-0001-9545-0888
natalya.a.barmenkova@mail.ru
Dr. Alexey Nikolaevich Boyko
Financial University under the Government of the Russian Federation, Russia
ORCID: 0000-0002-0178-5183
alexey.n.boyko@mail.ru
Ph. D. (C) Lola Dodokhonovna Sanginova
Financial University under the Government of the Russian Federation, Russia
ORCID: 0000-0002-2946-8809
lola.d.sanginova@mail.ru

Fecha de Recepcién: 09 de enero de 2020 — Fecha Revisién: 22 de enero de 2020
Fecha de Aceptacion: 28 de febrero de 2020 — Fecha de Publicacién: 01 de abril de 2020

Abstract

The relevance of the work is determined by the need to develop conceptual approaches and
methodological provisions for improving the organization of the provision of municipal services as
one of the most important elements of the municipal economy, as well as by an increase in
requirements for the quality and accessibility of these services both for the society as a whole and
for individual customers. Currently, there is no comprehensive list of municipal services or system of
quantitatively measurable characteristics of their quality, which complicates the overall objective
assessment of the activities of local authorities in this direction. In municipalities, the results of the
provision of municipal services are not systematically monitored and no analysis is made of the ratio
of the costs of their provision with recoverable income and recipient satisfaction.

Keywords

Income — Management — Municipal services — Quality of services
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Introduction

Significant attention to the development of municipal services is given in the
Concept of Administrative Reform in the Russian Federation for 2006-2008, as well as in
the Federal Law "On the Organization of the Provision of State and Municipal Services"
adopted in 2010. However, some aspects of the organization of the provision of municipal
services remain underdeveloped. In particular, the activities of the created multifunctional
centers for the provision of services at the federal level are still planned in units, and not in
terms of the citizens' satisfaction with the number and quality of services received. At the
municipal level, the system of regulatory documents governing the provision of municipal
services is developed independently by local authorities, which greatly complicates the
management of these processes by the state agencies?.

Methods

Despite the significant contribution of these researchers to the development of the
theory of the service sector and the municipal economy, the organization of the provision
of municipal services in general and budget-financed institutions of various forms of
ownership in particular, insufficient attention is paid to scientific publications, which
necessitates theoretical and methodological research in this field.

Our work is based on a systematic approach, as well as techniques and tools of
statistical, economic and logical analysis. These tools were used in various combinations
at different stages of the study, which made it possible to ensure the scientific reliability of
the final results, conclusions and recommendations.

Results and discussion

Analysis of existing scientific sources shows that the quality of services can be
evaluated from the following positions:

1) as the degree of satisfaction of customer expectations; in this sense, the term
has been codified in the ISO 9000 1994 international standard;

2) as the degree of compliance with the prescribed requirements and standards;
3) from the standpoint of compliance of the provided services with their value;

4) as a general set of technical, technological and operational characteristics
through which the service will meet the needs of the customer.

We consider that as a whole the quality of municipal services can be represented
by 1) the quality of the content of its final result; 2) the quality of the receipt of services
related to comfort and affordability?.

1 A. Z. Bobyleva, “K razrabotke kontseptsii perekhoda gosudarstvennykh organizatsii na "upravlenie
po rezultatam", Gosudarstvennoe upravilenie. Elektronnyi vestnik FGU MGU, num 9 (2016).
Available at: http://www.e-journal.spa.msu.ru/9_2006Bobyleva.html

2 A. N. Averin; A. M. Babich y L. |. Berestova, Sotsialnaya politika: Entsiklopediya (Moscow: Alfa-
press, 2016).
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PH. D. (C) NATALYA ALEKSEEVNA BARMENKOVA / DR. ALEXEY NIKOLAEVICH BOYKO
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The quality of the final result of a service refers to the requirements for the final
result of a service in terms of conformity of a service to the standards and regulations in
terms of completeness and timeliness of its delivery (for example, that a customer receives
a complete set of documents correctly drawn up and filled in accordance with the
standard, a correctly calculated amount of social benefits, etc.).

Moreover, in our opinion, a high-quality municipal service should create an
opportunity for the customer to obtain the maximal final effect. The fact is that the result of
municipal services often does not have an independent value, but serves as the basis for
receiving other benefits (such as subsidies, a land plot, etc.). In this case, the customer is
interested not only in the minimum expenditure of resources (for example, to obtain the
aforementioned set of documents) but also in the fact that the received set of documents
requires minimal corrections and additions, and remains valid for the maximum time for
obtaining the desired final effect®.

An analysis of Russian and foreign experience in providing municipal services (for
example, a World Bank study, a study by the ZIRCON group commissioned by the
Institute of Urban Economics, etc.) allows us to talk about a group of requirements that
determine customers' perception of the quality of the final result and service conditions for
the provision of municipal services, including informational, functional and emotional
requirements (Figure 1).

According to some experts, in particular, the ex-deputy Prime Minister of the
Russian Federation, the factors affecting the quality of public services include:

1) standardization and regulation of the process of providing public services;

2) creation of mechanisms that would help executive authorities to improve the
quality of public services and services provided;

3) compliance with high ethical standards in the provision of public services;

3 A. Z. Bobyleva; “K razrabotke kontseptsii perekhoda gosudarstvennykh organizatsii na "upravlenie
po rezultatam", Gosudarstvennoe upravilenie. Elektronnyi vestnik FGU MGU, num 9 (2016).
Available at: http://www.e-journal.spa.msu.ru/9_2006Bobyleva.html
PH. D. (C) ELENA VLADIMIROVNA BOKAREVA / PH. D. (C) ALEXANDRA GEORGIEVNA PANOVA
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Groups of customer requirements regarding the quality of the
final result and terms of service for the provision of services

Informational Functional Emotional
. . Security Location of the institution Accuracy

Confidentiality —— Place - — —
Reliability Facility characteristics Precision

Resolution of
complaints and the
primary conflict

Preparation for receiving the

. Satisfaction
service

Feedback [proplem-solving| | TiMe Waiting for the services
Customer Rendering of services
contact
Completeness Professionalism of the staff
Information Credibility Terms Attitude to customers
content Ease of of Organization of interagency
perception service cooperation
Capability and level of virtual
circulation
Figure 1

Groups of indicators describing customers' perception of the quality of the final result and
the conditions of service in the provision of municipal services®.

4) increasing the level of informational publicity and transparency of the procedures
of executive authorities, as well as communication with the customer;

5) rational specialization of executive authorities in the provision of certain public
services by the powers established by the state;

6) optimization of budget expenditures for public services and their rational
distribution following the priorities of state agency customers, and the society as a whole;

7) determination of criteria for paying for public services;

8) increasing the responsibility of authorities for the exercise of their powers;

9) organizational structure of the authorities responsible for implementation;

10) physical support for interaction, in particular: how well equipped are the offices

of government agencies, how well are they equipped with modern technical facilities, what
is the frequency of the geographical network of government agencies, etc.

41. A. Duborkina; E. V. Bokareva; E. V. Yudina; A. G. Panova; A. P. Sokolova y A. A. Levshenkova,
“Prakticheskoe primenenie marketinga na predpriyatii zhilishchno-kommunal'nogo khozyaistva”,
Ekonomika i predprinimatelstvo, num 12 Vol: 101 (2018): 716-719.
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Given the proximity of concepts, the focus and basic conditions in the organization
of the provision of state and municipal services, we consider it legitimate to extend this list
to municipal services®.

Then, based on the analysis of secondary sources of information, data from expert
and mass surveys, it is possible to determine a group of reasons that negatively affect the
quality and accessibility of municipal services.

These include®:

- lack of systematic and regular monitoring of the quality of service and
management processes for the provision of municipal services;

- lack of quality standards for services;
- lack or poor development of administrative regulations for the provision of services;

- insufficient public awareness of the possibilities and conditions for receiving
services;

- poor use of information and communication technologies (ICT) in the organization
of service processes;

- low level of professionalism and customer-oriented approach demonstrated by the
staff;

- interdepartmental inconsistency (the absence of a “single window” system in most
cases).

It is necessary to review in more detail some of the reasons that harm the quality
and accessibility of municipal services (Figure 2).

5 A, G. Panova, Sovershenstvovanie organizatsii predostavleniya munitsipal'nykh uslug
byudzhetnymi uchrezhdeniyami. Ph.D. Thesis. Russian State University of Tourism and Services
Studies. Moscow. 2012.

6 N. A. Platonova y T. |. Zvorykina, Tekhnicheskoe regulirovanie: sfera uslug. Grif UMO VUZov
Rossii (Moscow: Alfa, 2008).
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Absence (lack) of required information ‘ ‘ ‘ ‘ ‘ 60,20%
Absence (lack) of equipped waiting area | | 60,70%
Poor service culture of the staff | | 61,80%
Insufficient professional level of the staff | | 64,80%
Absence of a qualified consultant | | 67,30%
High cost of the services (duties, fees) | | 75,509
Big queues | | 76,50%
Necessity to go to multiple windows — | | 77 00%
absence of a “single window” system ‘ ‘ ‘ ‘ ‘ ‘ ‘ '

0,00% 10,00%20,00%30,00%40,00%50,00%60,00%70,00%80,00%90,00%

Figure 2
The main complaints about the quality of received municipal services according to a mass
survey (Moscow Region, 2018).

Lack or underdevelopment of administrative regulations for the provision of
municipal services. The administrative regulations for the provision of municipal services
provide a clear and transparent description of the process that leads to the intended result.

The regulation reveals the details of the process of providing a separate municipal
service and thereby creates the conditions for external control by various stakeholders and
ensures that the administrative procedures are open and transparent. At the same time,
administrative regulations for the provision of municipal services contribute to the
organization and detailed definition of the obligations of executive authorities to society
and the improvement of the quality of municipal services.

The positive results of the introduction of administrative regulations are: organizing
relations between customers of municipal services and authorities; restriction of
arbitrariness in the actions of officials; increasing the transparency of the interaction
between business and government; introducing clear and understandable decision-making
procedures by government authorities with the participation of business.

Lack of quality standards for municipal services leads to a decrease in the socio-
economic efficiency of municipal services (determined by the ratio of the total costs of its
provision and the benefits of consumption: if the benefits are greater than the costs, this
service can and should be provided to its customers. Otherwise, the service is either a
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consequence of the existence of excessive regulation (i.e. is imposed on the customer) or
represents (by the specific technology of its provision) an administrative barrier. The
presence of this standard makes it possible to assess the quality of municipal services by
various indicators and criteria and characterize them for socio-economic justification for
the provision of certain services by the executive authority to citizens and organizations.

Lack of comfort standards for municipal services entails several negative aspects
since the comfort standard includes many requirements that play a large and significant
role in the process of providing municipal services. An important point is that service
standards are aimed at preventing discrimination of certain categories of citizens on the
grounds of physical disability, language, race, religion, ethnicity. The standard allows the
system to stimulate internal reserves of efficiency.

Lack of a systematic and regular assessment of the quality of municipal services at
the time of the introduction of administrative regulations may become a critical factor,
leading to further ignoring of their provisions. Therefore, the need for such an assessment
becomes apparent.

If successfully implemented, the evaluation system will be able to become an
institutional source of continuous improvement in the financing of public services, as well
as improving their quality and accessibility to the population. The results of the
assessment will help ensure that municipal services become more transparent, efficient
and affordable for every citizen of the country. Besides, involving civil society in governing
the country will guarantee the legitimacy and coherence of systematic reform efforts.

Inclusion of the results of the assessment in the management system for the
provision of municipal services (in the planning and motivation system). Evaluation results
contribute to more effective decision-making in the planning and motivation system while
setting the vector of certainty, clarity and greater structure. Moreover, the assessment is a
necessary element in the administration process, as it allows us to determine both the
effectiveness of the system for the provision of municipal services and the overall quality of
political governance in the territory. Multiple inter-agency collaboration (lack of a "single
window" system). One of the most effective ways to consider citizens' complaints is to
conduct procedures based on the "single window" principle. In this case, one state body or
employee has the right to request, receive and "enlarge" information from other bodies that
are required to provide it. In this case, documents and decisions are concentrated in one
organization and transferred to one employee in response to a citizen's application.
Multiple inter-agency collaboration seems less effective and efficient. This fact is
supported by the fact that the "single window" system integrates the control process,
centralizing several functions and thus eliminating their duplication. As a result, on the one
hand, this system creates the prerequisites for reducing administrative costs and, on the
other, it expands citizens' access to participation in programs operating in the territory. The
basic principle of the "single window" system is a one-time application and the efficiency of
decision-making by an official. Application to the "single window" system is not mandatory
and is carried out by the voluntary decision of the applicant’.

7 A. G. Gaponenko, Strategiya sotsialno-ekonomicheskogo razvitiya: strana, region, gorod:
uchebnoe posobie (Moscow: Izd-vo RAGS, 2001).
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Lack of public awareness leads to ignorance of even the main points of the
administrative reform as a whole, and in particular, of important issues concerning them.
At the same time, failure to cover the main directions of the process of rendering public
services can lead to misinformation and misinterpretation. Thus, uninformed citizens are
deprived of the opportunity to receive municipal services in the best and most convenient
way for them, which leads to the least availability of municipal services.

As the results of the study show, service recipients continue to receive information
through informal channels that are not related to the activities of the agency providing the
service (from friends, colleagues, etc.), as well as focusing on their own experience.
However, an important role, as follows from the wishes of the survey participants, is the
informational openness of direct employees of institutions/organizations, the possibility of
obtaining oral consultations, clarifications, and detailed explanations. The responses of the
participants suggest that the most convenient information channels that are perceived as
having the most impact on the accessibility of the service itself are those that involve not
one-way counseling, but feedback from the recipient and the agency representative. Their
widespread availability will be a significant factor in removing barriers to access to
services.

The research data concerning the information support of the provision of services
and their information availability show that one of the mechanisms for improving
information flows to increase the satisfaction of recipients of municipal services may be the
formation of so-called information regulations that clearly define what information should
be provided to applicants and recipients at different stages of service provision. Perhaps,
for some services, it makes sense to differentiate the information itself and the forms of its
provision for various groups of recipients.

Inadequate funding (provision of regulations and standards or assessment system).
Funding from the authorities is necessary for the successful implementation and
maintenance of regulations, standards and an assessment system. Insufficient funding for
regulatory and standardization processes will reduce their intensity and effectiveness and
lead to their inhibition. Moreover, due to underfunding, the planned dates will shift and the
intended goals and objectives will not be achieved and, therefore, the results will not be as
positive as possible.

Lack of professionalism and customer-based approach demonstrated by the staff.
Effective municipal services require experienced and competent professionals. The level
of professionalism of the civil servants and their level of awareness of the content of the
reforms of local self-government is reflected in a certain way in their activities, working
conditions, career prospects, etc. The attitude to the reform process itself and its
conceptual tasks can be determined both by the completeness of the information and by
the events taking place directly in the civil service. This attitude is important to understand,
since the adequacy and speed of reforms, the degree of their support or resistance at
various levels of government depend on it in many respects®.

Poor use of ICT. The availability of modern ICT for authorities is a necessary
technical prerequisite for the use of ICT by authorities for the implementation of

8 A. N. Averin; A. M. Babich y L. |. Berestova, Sotsialnaya politika: Entsiklopediya (Moscow: Alfa-
press, 2016).
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managerial functions and the provision of e-government services. The current level of
technological development provides a significant contribution from information technology
to improving the efficiency of both corporate and public administration. The role of
information support has gradually transformed from a providing element performing
auxiliary functions, to one of the main components of the activity. The rapid development
of equipment and technologies in the information field allows to actively use the resources
of society as the most important strategic factor in its development.

Considering the various parameters of the organization of the provision of
municipal services from different standpoints, we can conclude that the so-called
"infrastructure” parameters are more important for customers. That includes the location of
the places where the service can be provided, the organization of the reception of
applicants and recipients, the suitability of the premises to these functions, the principle of
queuing and the time one spends in a queue®.

The efficiency of work on the provision of the service and the time spent on
receiving the service is also essential. These problems require a complex solution: for
example, an improved queuing mechanism (for instance, using an automated ticket
system) will give a much greater result in terms of recipient satisfaction if it is implemented
simultaneously with the re-equipment of the premises for receiving applicants and the
introduction of a constantly operating information and feedback channel.

By the quality of the service, we mean the assessment (objective in the form of
compliance with the accepted standard and subjective in the form of a customer’s
assessment) of the conditions in which the service is provided and the resources spent by
the customer on receiving the service®®. The criteria for the quality of the final result and
the conditions of service in the provision of municipal services are a combination of
quantitative and qualitative parameters that allow to measure, take into account, control
and evaluate the result of the provision of these services!!. The criteria used to determine
the composition of indicators characterizing the quality of the final result and the conditions
of service in the provision of municipal services must comply with the relevance
requirement!?. This means that the indicator system should be aimed at solving the most
significant problems and difficulties for customers that they encounter in the process of
interaction with authorized bodies and institutions.

Based on our system of customer requirements regarding the quality of the final
result and service conditions when providing services and the reasons that have a
negative impact on these parameters, we offer a system of criteria for assessing the
quality of municipal services, which includes an assessment of the final result and

9 A. N. Averin; A. M. Babich y L. I. Berestova, Sotsialnaya politika...
10 |, S. Morozova; V. Y. Morozov; N. V. Khavanova; T. N. Lustina y A. G. Panova, “Approach to
evaluating personnel loyalty in the context of streamlining the company's human resources policy”,
Indian Journal of Science and Technology, num 9 Vol: 12 (2016): 89526.
1 N. T. Pirozhenko; E. V. Bokareva; E. V. Yudina; E. N. Podsevalova; |I. A. Duborkina y A. P.
Sokolova “Upravlenie asimmetrichnoi informatsiei i ee rol v vybore struktury kapitala”, Ekonomika i
predprinimatelstvo, num 9 Vol: 98 (2018): 86-90.
12'v. K. Romanovich, Loyalnost potrebitelei kak faktor rynochnogo razvitiya torgovykh predpriyatii. V
sbornike: Innovatsii i sovremennye tekhnologii v kooperativnhom sektore ekonomiki. Materialy
mezhdunarodnoi nauchno-prakticheskoi konferentsii v ramkakh ezhegodnykh Chayanovskikh
chtenii. Russian Cooperation University, 2014, 346-350.
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conditions of service for the service provision (Figure 3). These criteria are selected based
on the most important problems faced by the customers of municipal service centers. Also,
according to the surveys, a significant part of entrepreneurs, the public and public servants
noted the low quality of documents regulating various aspects of the provision of municipal
services. Moreover, this problem is one of the main ones.

services

Criteria for the quality of municipal

—

\

Assessment of service conditions

Quality assessment of the final result of

service

Customer awareness
about the receipt of
the service

- the scope of the service
- the procedure and conditions

of receiving the service
(including the required
documents)

- the customer rights

The content of
the final result of
the service

compliance with
regulatory  documents
and customer requests

Level of comfort while
waiting and receiving
services

- equipped waiting areas,

- availability of a wardrobe and
a canteen

- sanitary and  hygienic
conditions of the room (lighting,
compliance with the standard
for the area, heating, and clean
air)

- aesthetic design;

- technical equipment;

- the comfort of the process
organization

- informational (scope, media,
customer perception),
- financial (service price and

Resources spent

on obtaining the

final result of the
service

Compliance with the
normative values of the
performance indicator
and customer requests
for time spent:

- to prepare the
necessary documents,

- waiting for the service,
- on the receipt of the
service

- compliance of material

Availability of the |additional costs), costs for  obtaining
service - territorial  (transport and services to the final
walking), result of service
- physical (ramps, elevators,
operating conditions)
Attitude of the staff to |- courtesy
the customer of the |- tact
service - responsiveness
Possibility to appeal means of pre-trial appeal:
; . - exist
against the actions of
- are known
the staff .
- are available
Figure 3

Quality criteria system for municipal services®.
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world and Russian e-commerce market: development trends and challenges”, International Journal
of Engineering and Technology (UAE), num 7(4.38) (2018): 387-392.
PH. D. (C) ELENA VLADIMIROVNA BOKAREVA / PH. D. (C) ALEXANDRA GEORGIEVNA PANOVA

PH. D. (C) NATALYA ALEKSEEVNA BARMENKOVA / DR. ALEXEY NIKOLAEVICH BOYKO
PH. D. (C) LOLA DODOKHONOVNA SANGINOVA




REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 7 — NUMERO 2 — ABRIL/JUNIO 2020

Analysis of approaches to the evaluation of quality and availability of municipal services pag. 434

These criteria can be used as indicators for calculating private satisfaction indices
for provided municipal services. The methods for calculating indices of satisfaction with
services of organizations are currently undergoing active development in research and
analytical practice of research centers studying the quality of services.

Analyzing Russian and foreign experience, we can distinguish the use of such
methods of calculating indices as:

- calculation of the ratio of the expected and perceived by the customer level of certain
aspects of the quality and accessibility of the provided service as a set of specific indices
of criteria characterizing the quality of the service with the subsequent construction of a
complex index as the average of specific indices;

- building an index as the difference between the sum of positive and average ratings
and the sum of negative ratings of the quality and accessibility of the service provided;

— calculation of national indices*.

The Customer Satisfaction Index (CSI) is calculated based on a comprehensive
assessment of the quality of goods and services by a customer. In other words, a product
or service is valued by those who purchase or receive it. The CSI methodology allows us
to calculate not only the absolute values of the factors (criteria) affecting the final Index, as
well as the magnitude of this influence, i.e. the importance of a factor (criterion) for the
customer in terms of satisfaction. If you ask the customer what the most important factor
for them is, then all factors (criteria) will receive approximately the same estimates. The
CSI methodology shows real, not declared, differences between factors or criteria (some
have a serious impact, while others have little or no effect) on satisfaction. This allows us
to prioritize efforts to increase customer satisfaction'®. Besides, certain so-called
application rules govern the relationship between providers and recipients in the process
of providing services. Thus, for example, the employees of the "Social Policy" branch of
the "Institute of Urban Economics" Foundation created a code of best practice for the
provision of social services, which includes the following sections: informing and recruiting
customers, accounting for customer needs, customer feedback, providing paid services to
customers, customer responsibility, managing the quality of services, relations between
customers and suppliers, the reputation of the supplier, relations between suppliers?®. This
code is addressed to customers and social service providers and serves as the basis for
initiating and maintaining a dialogue between them, aimed at a joint search for new ways
to adapt best practices for providing services to specific conditions and circumstances.

Conclusion

According to the authors, a high-quality municipal service should create an
opportunity for the customer to get the maximum final effect, since the result of a municipal

14 E. V. Bokareva; A. A. Silaeva; V. A. Danilova; V. K. Romanovich; V. I. Boboshko y N. M.
Boboshko, “Development of a business strategy based on project management”, International
Journal of Engineering and Advanced Technology, Vol: 8 num 5 (2019): 1020-1024.
15 A, G. Abadzhidi; V. Yu. Morozov; S. V. Shestakova y V. A. Shestakov, Monitoring v sisteme
okazaniya gosudarstvennykh i munitsipalnykh uslug. Moscow. 2010.
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service often does not have an independent value. It serves as the basis for receiving
other benefits (subsidies, a land plot, etc.). In this case, the customer is interested not only
in the minimum expenditure of resources (for example, to obtain the aforementioned set of
documents) but also in the fact that the received set of documents requires minimal
corrections and additions, and remains valid for the maximum time for obtaining the
desired final effect.

With this approach, we can talk about the existence of a system of requirements for
service recipients that determine the customer's idea of the quality of the final result and
the conditions of service for the provision of municipal services. This system can include
requirements of an informational (confidentiality, feedback, information content), functional
(place, time, conditions of rendering) and emotional nature (accuracy, precision,
satisfaction). Such a system of requirements makes it possible to form a system of criteria
for assessing the quality and accessibility of municipal services from the customer point of
view.
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