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Abstract

The paper is devoted questions of working out the approaches of appraisal system generating including creation quality indices of public services in the Russian Federation. The difficulties in the process of improving of rendering state and municipal services ere allocated. A literature pertaining to interpretation the concept of quality of service is analyzed. A brief survey of state and municipal governance practice in the aspect of forming quality indices of public services is given.

On the basis of theory and practice analysis in the paper three approximate approaches to systematization quality indices of public services are proposed. The problem-oriented approach is the most perspective among the others because it allows to develop the list itself as well as to form index selection criterion for using – problem evidence of rendering services which solving is reflected this index.

.
Improving of rendering state and municipal services is one of the major tasks of development Russian system of public management in the modern period. This thesis was carried out in the draft conception of administrative barriers reduction and rise in availability of state services to the period 2011-2013. It was approved in the meeting of government commission concerning administrative reform.
In the network of this conception an activity intended for systematization and regulation of public services in Russia will be completed towards the end of 2012 year. However this process is on initial stage for the present and attends with great difficulties in its further improvement in spite of government attention.
For instance, there are some weaknesses in the draft conception such as disunity of state services (functions) description and mixed structure of the administrative regulations which are maintained on regional and local levels. Even so an approximate list of services (functions) for regional executive authorities has 116 types with actual need of about 300 types of services, and for municipal authorities has 65 only with urban district need of 200 services (functions) to regulation order. Particularly in Novosibirsk Region there are already 236 state services (functions) and work at more precise definition is still in progress. 113 services are defined in Novosibirsk and approximately 196 – in Krasnoyarsk.
In addition there are some problems in interpretation of basic concept “state (municipal) services”. So, according to the Budgetary code (from 01.01.2011) “state (municipal) services are services (jobs) which are rendered (performed) by public authorities (local governments), public (municipal) offices and other legal entities in cases of legislation of the Russian Federation”.
In the 210-FL (from 27.07.2010) which is defined general approaches to the organization rendering of state and municipal services, we can see narrow definition from the position of their rendering by authorities: “activity of realization federal executive authorities functions and functions by public non-budget fund, executive office of public authority in region of the Russian Federation and also local government, which is implemented on applicants’ demands in cases of authorities rendering state services fixed in legal acts of the Russian Federation and legal acts in regions of the Russian Federation”.
In many countries approach to concept definition of state service is rather different, mostly assignable by international quality standard requirements. For example, this is made in the Republic of Kazakhstan /1/. 
This approach can be considered as very perspective and strategically right. Just in quality management theory there are considerable groundwork to forming of methodological base for systematization and regulation of services. In order to forming national system of quality management in Russia was created specified base. So, one of the most important documents regulating quality of services – The International Standard ISO 9004 – 2-91 “Administrative quality management and elements of quality system” was translated in Russian. In addition there is The National Standard of the Russian Federation SSS R 52113-2003 “Consumer services. Nomenclature of quality indices” (State Standard of the Russian Federation resolution approved from 28.07.2003 №253) carried into effect from 01.07.2004.
Therewith general trend to reform system of rendering public services can be considered appropriate to forming quality policy requirements. Observed that the priority measures should include:
· constant satisfaction of consumer demands concerning professional standards and ethics;
· continuous improving quality of service;

· taking into account social needs and environmental protection necessity;
· efficiency of service rendering.

At the same time, the process of forming national quality management of public services policy could meet a number of impartial reasons due to different interpretations of quality.
Many authors define quality of services as measure of concordance that consumers expect to get when in use and in the issue of consumption. To evaluate quality of service is considerably difficult than quality of goods. But consumer takes not only service result and also becomes a participator of its rendering /2, 3/.
Meanwhile in the area of basic research regarding quality management of public services problem of creation integral and integrated methodology of quality service rating is composed of consumer reactions assessment by the instrumentality of questionnaire and statistic accounting system with data assessment analysis is still not completely solved. The complication of qualitative characteristics of service assessment was provoked by difficulties of formalization, generalization and data assessment analysis, and also identification their measuring procedure.
Goal of this paper is to work out the approaches of appraisal system generating including creation quality indices of public services in the Russian Federation.
To goal achievement we should analyze literature pertaining to interpretation the concept of quality of service.
There is the definition “service integrity” reflected integral perception of process receiving service by consumer. In order to entail consumer dissatisfaction of quality it takes only “a fly in the ointment” and one negatively perceived service feature /2/.
Also the features of service integrity are evaluated from a position of service fairness. Is it possible to get equal access to qualitative service on the same money? In Russia the importance of service fairness is still higher with a glance of its transport and infrastructure elements. Consequently the main task to organize the possibility of distant (on-line) rendering of services is passed foreground.
Actually the interpretation of service quality in narrow sense is connected with quality dimensions. Also there is no some uniformity in the theoretical models of service quality rating. In vast majority they are provided for subjective estimate of service quality (audit of satisfaction).
Frequently in the literature SERVQUAL method of quality service assessment is mentioned and used. It was offered by Berry, Parasuraman and Zeithaml in 1985. This model includes five dimensions of quality: reliability, responsiveness, assurance, empathy and tangibles /4, 5/.

SERVQUAL method is often used as the base to develop another method of quality service assessment (for example, SERVPERF which is offered by Cronin and Taylor, Lee’s method, Akviran’s method, etc.).
Besides mentioned method it should be noted design procedure of customer satisfaction index (CSI) which is developed by the specialists of the Stockholm school of economics.
Also in the literature there is the classification of service quality indices according to types of resort support: spatial, informational and personnel indices. Together with them the claim indices are used which expressed breach of demands to support /6/.
Then we shall give a brief survey of state and municipal governance practice in the aspect of forming quality indices of public services.
As a rule just claim indices are often used to define quality of services rendering by regional and municipal authorities. Particularly ministry of economic development of Novosibirsk region recommended these indices for design administrative regulations:
1) abidance requests, rules and regulations provided of legislation of the Russian Federation, and also compliance with succession of administrative procedures and their schedule times when rendering of state services by public officers and public servants;
2) availability of valid complaints to activity (inactivity) of public officers and public servants when rendering of state services.

Now a day in Russian regions and municipalities there is practice of forming indices which in notable for the most diversity, but in some administrative regulations these indices are absent ay all. Generally the regional and municipal quality standards make demands to service organizations accordance with material and technical, personnel and information support, legality, safety and fairness also
.

On the federal level in the Conception of lowering the administrative barriers and increasing availability of state services on 2011-2013 years in the capacity of goal achievement indicators are considered a number of visits by citizens and organizations in order to receive one public service; mean time wait in queue; compliance with the normative terms of rendering service; degree of citizen’s satisfaction in quality of public services.
According to the guidelines of development and assertion of the administrative regulations by the executive powers of public authorities in the regions of the Russian Federation for discharging of state functions and rendering of state services the follow indicators of fairness and quality of state services are recommended: a number and duration of the applicant interactions with public officers in rendering of state services; availability to receipt state services in the multifunctional center of rendering state and municipal services; availability to obtain information in the course of rendering state service including using of information and telecommunication technologies and etc. There is no doubt that this list is insufficient to measure quality of service.
On the basis of theory and practice analysis in the paper three approximate approaches to systematization quality indices of public services are proposed.
Firstly, quality of service specifications can be differentiated in to two groups, thereby, the performance indices and the procedure indices (approach which is based on use of equilibrium metrics system).
The requirements which are expressed in the forms of characteristics should be assessed in the result indices and should be contained in the standards of service quality.
The requirements to the processes of service rendering cannot always be defined by consumers and must be reflected in the administrative regulations.
Though I consider that the statement legislative 210-FL about quality standard inclusion in the capacity of section of administrative regulations potentially reduce quality of rendering public services especially in the spheres and the regions where the quality of service standards were already developed.
The result indices must define service in terms of quantity and quality. If quantitative indices increasingly depend on physical, financial and economic description of specific organizations which are rendering services, then qualitative indices can and must be defined concrete service exactly.
Secondly, the indices which are defined integral quality of public service can be differentiated in to two groups (integral approach to quality):
1) Satisfaction indices including functional satisfaction (maintenance dates and procedures, degree of problem solving, professional competence of officials and etc.) and emotional satisfaction (polite, delicate, responsive relations by officials, conveniences of waiting and receiving service procedures). Population satisfaction level of authorities’ activity including sphere of rendering public services remains low enough. So accordance with the report on appraisal effectiveness of executive authorities in the regions of the Russian Federation activity during 2009 year, population satisfaction of the regions activity in the sphere of public administration is down by 9,4% as compared with 2007 year (44,9% and 40,7% of satisfied residents respectively), in the sphere of education services – by 3% (66% and 64% of satisfied respectively), in the sphere of housing and communal services is on extremely dissatisfied level (20,1% and 20,8% respectively), except that in the sphere of public services public satisfaction is 12,3% up (on 30,9% against 34,7% of satisfied) /7/.

2) Fairness indices including physical fairness (pedestrian availability from public transport station to building, equipment of the ramps, broadened passageways permitting to secure unimpeded access for less mobile groups of citizens, availability of parking and etc.) and information fairness (availability of information about order and standard of rendering service, preparation examples which are placed in information stands, Internet and necessary to rendering of service).

Using such typology of service perfection factors makes possible to structure the indices concerning content of service quality.
The foundation to forming quality indices of public services typology is problem-oriented approach. It enables to form quality indices versus problem (task) priority (importance).
This approach is the most actual in the terms of the Russian Federation because working the process of rendering public services is still on initial stage. Naturally it is doubtful whether to solve all the problems and tasks. It is necessary to assess quality of services from a position of the most important problem solving.
Thus, in the modern period the system of quality indices of public services can be performed in following way:
The first problem is monopolism in rendering of services, lack of recipient choice of the best supplier – the indices: number of service provider dynamics, percentage of major service providers in total volume of services on activity category, costs volume to the service market entrance of new participants.
The second problem is a small potential to control quality of rendering services – the indices: availability of quantitative and qualitative service indices, availability of independent monitoring system from service provider.
The third problem is a weak awareness of service recipients about opportunities, conditions, procedure and places of rendering service – the indices: percentage of potential service recipients who are informed of availability public services; percentage of population satisfied of quality information about procedure and conditions of rendering public services.
The fourth problem is a high time cost on receiving service (availability of different instances, queues). Non-transparency of rendering services process, availability of “shadow agents” market – the indices: number of instances for personally applicant visits; relative departure of actual time of waiting in queue to receive service from fixed in standard; relative departure of time of waiting result to receive service from normative; availability of administrative regulations of rendering service; percentage of services by the instrumentality of “shadow agents”.
The fifth problem is an uncomfortable mode of operation of service providers – the index: satisfaction by mode of operation of service providers.
The sixth problem is necessity of direct inversion to receive service – the index: percentage of applicants received service distantly.
It is natural that the problem list can be corrected versus the stage tasks of administrative reform and authority, and also special features of the region (municipality).
Though, the author offers to use several approaches to forming quality of public services in order to provide effective and integrated quality assessment. Therewith the problem-oriented approach is the most perspective among the others because it allows to develop the list itself as well as to form index selection criterion for using – problem evidence of rendering services which solving is reflected this index.
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