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State service policy: international experience
Abbas Aliyev, Taras Shevchenko National University of Kyiv

The article analyzes the experience of leading countries in implementing the service policy of the state
(Great Britain, France, Germany, Malaysia, etc.) in order to identify effective practices for reforming state policy
in the context of its service orientation. The Charter of the Citizen (UK) was adopted in 1991 and was a 10-year
improvement program of the public services quality. The main principles of the Charter (standards; openness;
choice; politeness and courtesy; providing services properly; efficiency and low cost) were observed.

Moreover, the «Charter on the delivery of public services» (France, 1992) is researched. It presented basic
principles of work regulation of French civil service on the basis of equality, impartiality and continuity, as well as
new principles of activities, as a reaction to changes in expectations and demands of the population, the emergence
of consumers’ new needs and requests, the need for transparency and accountability, simplicity and accessibility.

It is proved that the Services Consumer Charter for Public Services in Belgium (1993) is an example of a
comprehensive program that seeks to improve the relationship between state bodies and institutions on the one
hand and the population - customers and consumers (clients) of services - on the other one.

Analysis of mantioned above and other charters helps to detect the main tasks of the public service systems
reforms, in particular: increasing the efficiency of public services and reducing the cost for their delivery;
deliivery of services to citizens of the proper quality; reduced deadlines for preparing responses to requests of
citizens; conducting external audits to provide creation of a system aimed at continuous improvement; emphasis
on achieving results, but their planning; better definition of work processes; improving the quality of informing
citizens about public services delivery; openness and transparency of authorities activities; liberalization of
licensing institutions; implementation of the «e-government».

A characteristic feature of reforming the system of public services delivery in the countries taken under consideration
is detected. This is a duration of this process. The explanation of the long terms of the reforms in the sphere increasing the
efficiency of the public sector lies in the complexity and scope of the set goals and objectives, and also in a large number
of parties involved in the reform process. The further research of the problematic can be dealt with analysis of the state,
quality, and special features of the domestic reforms dedicated to the state service policy implementation.
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CepsicHa nonitnka gep>kasun: CBITOBUI OOCBIg
Abbac AnieB, Kniscbkui HayioHanbHui yHiBepcuteT iMeHi Tapaca LlleB4yeHka

VY crarTi npoaHaii30BaHO JTOCBiA KpaiH-JIiepiB 13 BIPOBAIKEHHS CEPBICHOI MONITUKU JepxKaBu (ABCTpis,
Benuka bpuranis, ®@pannist, Himeqyunna, Manaiisiss, CiHramyp ToIo) 3 METOI0 BHSBICHHsI ¢(DEKTUBHHUX IIPAKTHK
pedopMyBaHHS JAepyKaBHOT MOJMITUKH Y KOHTEKCTI 11 cepBicHOI cnpsiMOBaHOCTI. i MOCHiKeHHS BiIiOpaHo
KpaiHH, K1 penpe3eHTyIOTh 1Bl MOJIeli Ha/laHHs MyOIiuyHUX NOCyT (€Bponeiicbka Ta asiiicbka). JloBeneHo, 1o
00u/IB1 IEMOHCTPYIOTh BUCOKHI PIBEHb AKOCTI JepXaBHHUX MOCIYT. BUSBIEHO BiIMIHHI MOTHBALiiHI YHHHU-
KM TIOMYJIsipU3aLlii cepBiCHOT MONIITUKU Y KpaiHax, 0 NPeACTaBIsA0Th Li AB1 Mojeni. €Bporeiicbka cepBicHa
MOJIITHKA (POPMYBaacs SIK BIAMOBING HA 3allUTH Ta MOTPEOU IPOMAISTH 3 METOIO 3aI0BOJICHHS iXHIX IHTEpECIB,
a3ilicbka — K IHCTPYMEHT MOCWJICHHS 1HBECTULiIHOI nmpuBaOmuBoCTi. CTBEPHKYETHCSA, IO Y XOAl COoLialb-
HO-TIOJIITUYHUX Ta aAMIHICTPaTUBHUX pedopM, AKi BiOyBalOThCs CHOrOIHI B YKpaiHi, BUBYEHHS MPHUKIIATHOTO
JIOCB1/ly CEpBICHOI MOJITUKH KpaiH, 10 AOCATIM HAaHKpaluX NOKAa3HUKIB Y i1 341l CHEHH], CTaHe y Haroji 3ayis
KOPEKTHOTO BU3HAYEHHS HEOOX1IHUX MEXaH13MiB Ta BUJIJICHHS PIOPUTETHUX IPUHLIUIIIB.

[TepeBaxHO JOCHiIKYIOThCS PUKIAIHI Keiicu kpaiH-useHiB €C 3 ypaXyBaHHSAM €BpOiHTErpaliifHOi cTpare-
rii Ykpainu. JleranizoBaHo HOpMATUBHO-IIPABOBI 3acaJM peallizalii CepBiCHOT NOJIITUKH, BUSBICHO XapaKTepHI
pHUCH Ta pe3yJbTaTH MPAKTUKU CEPBICHOT MiJILHOCTI A€pKaBU Y IUX KpaiHax.

3’4COBaHO OCHOBHI JOCATHEHHS KpaiH-TiAepiB 3 MPHUKIAAHOI IMIUIEMEHTalii CepBICHOI MOJITHKHU: CKO-
POYEHHs TEePMiHIB MiJrOTOBKM BIANOBIJEH Ha 3alUTH TPOMAJSH; MIPOBEACHHS 30BHIIIHBOTO ayIUTy 3 METOIO
CTBOPEHHS CUCTEMH, CIIPSIMOBAHOI Ha MOCTiiHE BIOCKOHAJICHHS; aKLIEHT Ha JIOCATHEHHS pe3ysbTaTiB, a He TXHeE
IUTAaHYBAHHS; IiIBUIICHHS SKOCTI iH()OPMYBaHHS TPOMAJISTH PO HAJAHHS JCPIKaBHUX MOCIYT; BIAKPHUTICTH Ta
MIPO30PICTh AIJILHOCTI OPraHiB BiIay; peani3auii «eJIeKTPOHHOTO YPSIy».

Knrouosi cnosa: nyoniuni nociyeu, pecpopmu, epexkmusricme, xapmis, HAOAHHA, AKICIb, NPO30PICMb
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CepBucHasa nonuTrka rocygapcrea: MUPOBON OMbIT
Abbac AnveB, KNeBCKu HaUMOHaIbHbIN YHUBEPCUTET nMeHn Tapaca LLleB4eHko

B crarbe npoaHanu3upOBaH OMBIT CTPAH-JINAEPOB MO BHEIPEHHUIO CEPBUCHON MOJINTUKU rocyaapcTaa (AB-
ctpusi, BenuxoOpuranus, @panmus, ['epmanus, Manaiizus, CHHramyp  T. 1.) C IeJIbi0 BEIIBICHUS AP (eKTHB-
HBIX IPAKTHK pe(OpMHUPOBAHUS TOCYIAPCTBEHHON IMOMUTHUKN B KOHTEKCTE €€ CepPBUCHOM HarpaBiIeHHOCTH. J{s
HCCIIEJOBAaHUS OTOOPAHO CTPAHBI, KOTOPBIE PEICTABISIOT IBE MOACIH NPEJOCTABICHUS TyOIHUHBIX YCIYT (€B-
pormeiickast u a3uarckas). JlokazaHo, 4To 00e JEMOHCTPUPYIOT BBICOKUI ypOBEHb KaueCTBa rOCYIapCTBEHHBIX
ycIyT. BBIsIBICHO OTINYNTEIBHBIC MOTHBAIIMOHHBIE (DAKTOPHI HOMYIISPU3AIMH CEPBUCHOMN MOJIUTHKH B CTPaHaX,
MIPECTABISIOINX 3TH JIBE Mojen. EBpornieiickast cepBUCHasI MOJIUTHKA (POPMHUPOBAach KaK OTBET Ha 3aIPOCHI
U TOTPEOHOCTH TPAXIaH B IEJSIX YIOBICTBOPEHUS X HHTEPECOB, a3UaTCKasl - KAK MHCTPYMEHT YCHJICHUS UH-
BECTHILIMOHHOH MPUBJIEKATEIBHOCTU. Y TBEPIKAACTCS, UTO B XOJIC€ COLUAIBHO-TIOMTUTUIESCKUX U aIMUHUCTPATHB-
HBIX pe(opM, KOTOPBIE IPOUCXOMAT CETOHS B YKpauHe, H3y4eHHE MIPUKIIATHOTO OIBITa CEPBUCHON MONUTHKH
CTpaH, TOCTUTIINX HAMITYYIINX [IOKa3aTelel B €€ OCYIIECTBICHUH, IPUTOUTCS ISl KOPPEKTHOTO ONPEICICHHS
HEOOXOAMMBIX MEXaHU3MOB U BBIICIICHHE IPHOPUTETHBIX IIPUHITUIIOB.

IIpenMy1IECTBEHHO UCCIEAYIOTCS NIPUKIAaJHble Kelchl cTpaH-wieHoB EC ¢ yueToM eBpOMHTErpaluOHHON
cTpareruu Ykpaussl. [leTaan3upoBaHbl HOpPMATHBHO-IIPABOBHIE OCHOBBI peaIM3allii CEPBUCHON TOJTUTHKH, BbI-
SIBJICHBI XapaKTePHBIC YEPThI U PE3YNIBTAThl IPAKTUKU CEPBUCHOM JESITENbHOCTH rOCYIapCTBa B 3TUX CTPaHAaX.

BrIsicHEHBI OCHOBHBIE JTOCTI)KCHMS CTPAH-JIHICPOB 10 MPUKIATHON UMIUIEMEHTAIIUN CEPBUCHOM MONNUTH-
KH: COKpAIlIEHHE CPOKOB MOATOTOBKH OTBETOB HA 3alpPOCHI TPAXKJIAH; MPOBECHUS BHEIIHETO aylAuTa ¢ LENbI0
CO3JJaHUS CUCTEMBI, HAIIPABJICHHOM Ha MOCTOSHHOE COBEPIICHCTBOBAHUE; AKIIEHT Ha JIOCTIKEHUE PE3YIbTATOB,
a HEe UX IUIAaHWPOBAHNE; MOBBIIICHNE KaueCTBa MH(OPMUPOBAHUS IPAXKIAH O MPEIOCTABICHUU TOCYapCTBEH-
HBIX YCIIyT; OTKPBITOCTh U MPO3PAYHOCTH AEATEIBHOCTH OPTaHOB BIACTH; PCAU3AIMU «3JIEKTPOHHOTO MPaBH-

TCIBCTBA».

Kntwoueevie cnosa: nyonuunvie yciyeu, peghopmol, s¢pghexmuernocmo, xapmusi, npedocmaesietie, Kauecmeo, npo-

3pauHocmo

Problem statement and its connection with
important scientific or practical tasks.

A number of foreign countries have achieved
impressive results in reforming the system of public
services delivery. In the late 1980s, after the cardinal
processes of liberalization and privatization in the
economy, improving the quality of public services
became one of the main priorities of transformation
in the authority system and public service. It should
be noted, that the forms and methods of reforms
differ from country to country, taking into account
the features of the state system, as well as national,
cultural and historical traditions. However, the
principle of orientation to the ordinary consumer of
public services remained unchanged. The countries
where these changes were fully implemented, had
the most successful reforms.

Analysis of recent researches and publications
on the topic.

There are many scientific papers devoted to the
study of the essence, mechanisms and principles of
state service policy (E. Ferlie [8], P. Klimushin [1],
A. Maltsev [2], V. Missura [3], C. Pollitt [9]).
At the same time, there is a significant lack of deep
researches connected to the study of the positive
experience of implementation of service policy

118

based on specific cases. That is why this topic of the
scientific article was chosen.

The goal of the article is a systematical analysis
of the experience of foreign countries in the process
of state service policy implementation, and detection
of leading countries in this process.

Presentation of the main research material.

The research suggests a case study of public
service delivery in The UK, France, Germany, etc.,
as well as Singapore and Malaysia, according to
the highest results achieved by these countries in
the field of public service delivery. The two models
(European and Asian ones) were chosen, as they
demonstrate two different motivations in quality
public service delivery promotion. The goal of the
European model was a pure intention to improve
the quality of public services in order to satisfy
customers. The Asian model was driven by the
necessity to attract investments to the countries. The
mechanisms and principles were completely the
same, yet the goals were different. Therefore, the
experience of both these models could be useful for
the Ukrainian public sector reforms, as it can supply
the Ukrainian reformers with a ready-made toolkit
for productive changes in the sphere of public
service delivery. Accept for that, it could help decide
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upon real motivation for such changes. Besides, the
European model was chosen in the context of the
Ukrainian integration into the EU.

The United Kingdom gives a successful example
of how the task of providing citizens with public
services and ensuring the quality of these services
should be implemented. In 1991, at the initiative of
the Prime Minister of Great Britain, J. Major, the
country adopted the Charter of the Citizen familiar
to the famous Magna Carta (1215).

The charter was a 10-year improvement
program of the public services quality: their
approximation to the needs and requirements of
citizens of the United Kingdom. The key idea of
the Charter was not inventing some new rights
for citizens by politicians, yet the conscientious
fulfillment of duties by public servants. However,
that was the first governmental document,
dedicated to the problem of public services, which
defined principles, scope and specific objectives of
the program. The main principles of the Citizen’s
Charter are:

- standards: standards are set, monitored and
published, so that users can know what they can get
from the state;

- openness: information about services should
be complete, accurate, understandable, with a clear
indication of who is responsible for the delivery of
a particular service, how these services are provided
and what is their value;

- choice: the choice of service should be
provided wherever it is possible, and implemented
in agreement with the users;

- politeness and courtesy: services must
be accessible to all the citizens equally, and civil
servants must pin up cards to their clothes with their
names and surnames;

- providing services properly: otherwise state
employees must explain the logic of their actions to
users or apologize; a clear procedure for appealing
against their actions also must be established;

- efficiency and low cost: the delivery of
services should not go beyond budget allocations
and demonstrate the best balance between the
quality of the service and its price [5].

After the adoption of the general charter, the
government developed special ones. Among them
there were:

- Patient charter;

- Taxpayer charter;

- Donor charter;

- Students’ parents charter;

- Victims of crime charter.
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The results of the implementation of theses
charters can be presented as follows:

- all charters record the standards applied in the
delivery of a specific service, and ways to appeal
against the actions of public servants;

- each charter is a subject of permament
improvement;

- updated versions are published annually;

- the charters contribute to enhancing the
transparency and openness of public institutions,
making service providers directly and personally
accountable to their clients;

- anonymity of officials contacting directly
with citizens was eliminated; nowadays service
consumers know the names of employees conducting
the delivery of each specific service;

- majority of government agencies regularly
conduct surveys of their clients and publish the
results; some departments even organize “door-
to-door” campaigns in order to learn the opinion
of citizens about their activities in the delivery of
services directly;

-in order to reduce the time for consideration
of complaints, the relevant rules were revised,
the procedures for awarding compensation were
simplified, greater impartiality was reached in
adjudicating complaints, for example, through the
usage of independent judges;

- inspection instances of some public institutions,
for example, the police, schools, prisons, courts,
etc., began to be completed with ordinary citizens;

- a system of awarding civil servants, known as
Charter Marks was implemented: according to this
system, employees of the most basic structures who
are located at the micro level of service delivery are
rewarded (schools, hospitals, social services);

- a new bonus system for top managers was also
introduced, associating their remuneration with the
delivery of cost-effective and efficient services [4].

The development of a charters system
followed the need to study the level of satisfaction
of consumers of public services, which today
should be considered as the basis for assessing the
achievements of the public service organization,
measuring the effectiveness of public administration.
At the same time, the emphasis began to shift from
the initial development of the «entry» standards (for
example, how much time patients have to wait for
hospitalization) to the «exit» standards (for example,
the level of education received by students).

The charter policy was continued by all of the
subsequent governments. By the way, the government
of T. Blair gave the Charter of Citizens a new name -
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“Service - first and foremost”. In 1998, a new charters
program was adopted. Its goal was to improve the
delivery of public services based on achieved in
previous years results. New program features dealt
with the focus on responsiveness, quality, efficiency,
and an inter-agency approach. As noted in 2002 by
T. Blair, the first term of his office in power, was
devoted to the creation of a reliable economic bases
for reforming the system of public services. When
this goal was achieved, the modernization of public
services beacme key task of the whole complex of
problems facing the British government [11].

In 1992, the Council of Ministers of France
adopted the «Charter on the delivery of public
services», which presented basic principles of
activity regulation of French civil service on the
basis of equality, impartiality and continuity, as
well as new principles of activities, as a reaction
to changes in expectations and demands of the
population, the emergence of consumers’ new
needs and requests, the need for transparency and
accountability, simplicity and accessibility.

The Services Consumer Charter for Public
Services in Belgium (1993) is an example of a
comprehensive program that seeks to improve the
relationship between state bodies and institutions
on the one hand and the population - customers and
consumers (clients) of services - on the other one.

In 1993, Portugal adopted the «Charter of Quality
of Public Services», which extended to all services
of the central government and municipal authorities.
The basic principles declared by this document
dealt with the accountability of the commissioners
for services delivery to individuals, transparency
of these procedures, citizens’ participation in
competitions, etc.

Analysis of these charters helps to detect the
main tasks of the public service systems reforms, in
particular:

- increasing the efficiency of public services
and reducing the cost of their delivery;

- delivery of proper quality services to
citizens;

- reduced deadlines for preparing responses
to citizens’ requests;

- conducting of external audits to provide
creation of a system aimed at continuous
improvement;

- emphasis on achieving results, not their
planning;

- Dbetter definition of work processes;

- improving the quality of citizens informing
on available public services;
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- openness and
institutions activities;

- liberalization of licensing institutions;

- implementation of the «e-governmenty» [7].

The charters also contained a description of
services, standards, which applied in delivery of one
or another services; criteria for assessing the quality
of services, mechanisms for appealing actions of
civil servants. At the same time, in the process of
conducting reforms in Western European countries
the system of awarding public servants for effective
work was introduced.

The tasks of optimizing the delivery of public
services were solved with the usage of such tools as
the creation of integrated services delivery centers
working on the principle of a «single windowy;
the transition to the delivery of public services in
electronic form, the creation of call centers and
contact centers for the organization of interaction
with citizens, the creation of mobile public service
offices, etc.

It should be noted that the most complete
classification of the public services spectrum is
developed in Germany. Federal public services
(=400 subtypes) are classified into 8 types according
to the content, and 73% of the total number of
services belong only to the three of them, namely:
collection, processing and providing general and
specialized information, processing applications
and appeals to the public authorities, as well as
provision assistance in obtaining various forms of
financial assistance, participation in contests, and
grants receiving, etc.

In Austria there is a General Law on the
administrative procedure, in Estonia - a number of
laws on the administrative procedure, in Poland -
the Code of Administrative Procedure, according
to which the needs of the population in services are
satisfied either by providing appropriate services
by the authorities themselves, or by means of
concluding agreements on their delivery with
private contractors [6].

In most of the new EU member states (Latvia,
Czech Republic, Hungary) the laws «On Local
Authorities» were adopted and are in force,
according to them, local self-government bodies
have the right to solve the problems and respond the
needs of the local people independently, as well as
through organization and financing of processes and
procedures for the delivery of municipal services.

For example, according to the Law of Latvia
«On local authorities», one of the main functions
is to deliver high-quality municipal services to the

transparency of public

www.grani.org.ua



GRAN/ 22(1) 2019

population, and the legislation of most EU countries
delineates municipal services according to the two
criteria: mandatory and optional ones. At the same
time, bodies of self-government have the right to
decide on issues concerning providing and financing
services that are not stipulated by law. Therefore, in
Poland municipalities meet the needs of the local
population through the delivery of certain services
at the local level (transport service, exportation,
rubbish, etc.) or enter into agreements regarding
providing these services by private contractors.

In Singapore, in 1995, the government adopted
the program «Public Service in the 21st Century»
(PS21). According to it, a number of changes in
the delivery of public services was held. So, every
ministry / agency in Singapore has own quality
manager, who is always available to consumers and
their complaints. In 2004, the «No Wrong Door»
program was adopted, which obliges all agencies to
have contacts with other agencies, so that citizens do
not have to turn from one agency to another one in
the search for answers to their questions. Receiving
the services of each executive body consumers
estimate time spent on receiving a service, filling
different forms, etc. This motivates agencies to
analyze critically this information and encourages
them to reduce operations to minimum.

To establish a stable level of service quality
in all the agencies, guidelines for the delivery of
services, such as service standards, feedback and
communication with the society, consultations and
others were developed. Each agency should meet
the requirements of the standards. Standards should
be audited and reviewed regularly to ensure that
they are maintained at a high level. The society is
constantly interviewed in order to determine its
perception of the level of services delivered by
various agencies.

Since 2003, in Singapore an annual award for
high-quality public services — “Star Service Awards”
has been awarded to officials who regularly show
outstanding results in public services delivery.

An electronic resource of the Singapore
government through which citizens could get know
the categories of available e-services was launched
in 1999 [10]. Then, during 2000-2006, there was
a preparation for the launch of e-government
services. The launch was conducted within the
framework of the program iGov2010, in 2006-
2010. Within it more than 50 public agencies were
introduced. For business and citizens, more than
1,600 online services are available on the Singapore
Governmental portal (http:/www.gov.sg).
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A survey of 2,800 respondents at the end of
the eGov2010 program showed that 9 out of 10
Singapore citizens were satisfied with the work
of e-government services and 93% were ready to
recommend using them for interaction with public
agencies [10].

InMalaysiasincetheearly 80’s there werereforms
carried out within the framework of modernization
of the system of public administration and public
service delivery. Much attention was paid to the
creation of necessary regulatory and legal framework
regulating service activities, and in 1993 the
government adopted a Service Charter. Reforms on
improving the quality of public services in Malaysia
were held by an Administrative modernization
and management planning department formed as
an Office of the Prime Minister. Its main task is to
carry out administrative reforms in order to increase
quality of public services and public administration
performance. To do this, special guideline was
developed («Circulars on the development of
administration»). It described in detail the steps that
must be taken by public organizations to improve
the quality of their services.

To promote the achievement of high results
in this area, a developed system of incentives was
implemented in Malaysia. It became a basis on
which quality awards are awarded at different levels
of management. The most important among them
is the «Prime Minister’s Quality Award», which
means recognition of high quality level of services
for public and private organizations. As in other
countries, in Malaysia, there were reforms related
to the implementation of the «e-government» and
the system of e-public services. Its introduction
was conducted by MAMPU, which task was not
only an organization of effective internal and
interdepartmental interaction, but also aimed at
simplifying the on-line access of entrepreneurs and
citizens to public services. Several pilot projects
on the delivery of services through the Internet
were initiated: registration of cars, issuance of
driver’s licenses; payment for utilities; information
provided by the Ministry of Health; implementation
of government procurement; electronic labor
exchange. Measures applied in this area are included
in the five-year development plan of the country and
the Malaysian Strategic Plan «Perspective 2020».

Conclusions and prospects for further
researches.
The analysis of the mentioned above

information makes it possible to understand
that the experience of developed, socially
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responsible countries of the West Europe and Asia
clearly demonstrates that managerial activity
of bureaucracy will be effective only when it
is conducted on the grounds of conceptually
newest knowledge of man, society and state,
principles and patterns of their development,
modern organizational innovations, innovative
management technologies, organizational
mechanisms and tools, opportunities and
potential of modern information and computer
technologies usage in the processes of governance
and collaboration with the population, etc.

When carrying out the reforms in the sphere of
public services delivery the modernization of the
infrastructure of the public services delivery system
was started to achieve sustainable outcomes. It
included the creation of a network of organizations
and institutions in the form of service centers for
the population facilitating the process of delivery

BIBINIOTPA®IYHI MTOCUITAHHA

of public services on a one-stop-shop basis,
creation of public service web portals, provision of
consultations and training for both civil servants and
services consumers.

A characteristic feature of reforming the system
of public services delivery in the countries taken
under consideration is duration of this process. For
example, the Citizens Charter (UK) was designed
for 10 years, but the improvement of the individual
components of this system continues until now.
The explanation of the long terms of the reforms
in the sphere increasing the efficiency of the public
sector lies in the complexity and scope of the set
goals and objectives, and also in a large number of
parties involved in the reform process. The further
research of the problematic can be connected with
an analysis of the status, quality, and special features
of the domestic reforms dedicated to the state service
policy implementation.
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