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Abstract. In Kazakhstan, a phased introduction of a unified information system "E-Otinish" for receiving citizens'
appeals began in May 2021. This system is aimed at automating the distribution of appeals by competence of state
bodies, reducing the time for their processing by reducing requests, informing applicants about the progress of
consideration of their appeals and forming a common database of appeals to state bodies.

The purpose of this study is to analyze the management of regional development in the context of digitalization, as
well as to study the statistical data collected through a unified information system of citizens' appeals. The study is
based on theoretical and methodological developments of both Kazakhstani and international scholars, reflecting
the importance of public administration in the era of digital transformation.

The peculiarity of this work is the analysis of the impact of the pandemic and accompanying restrictive measures
on the digitalization of public services. The crisis stimulated the transition of public service centers (PSCs) to a
remote working format and contributed to an increase in digital literacy among the population. The study
demonstrates how the state has adapted to the new conditions and what effects digitalization has had on regional
development.

However, it reveals a critical need to improve the quality of interaction of civil servants with the population and
organizations. Insufficient responsiveness to requests, as well as the ambiguity of information disseminated by
ministries and local executive bodies, undermines citizens' trust in government measures and worsens the image
of the state apparatus.

Thus, in the conditions of accelerated digitalization, special attention should be paid not only to the technological
support of processes but also to the quality of communication between state bodies and society, which is a key
factor for successful digital transformation and increasing the efficiency of public administration.

Keywords: public administration, digitalization in pandemic conditions, regional development, information
technology, unified information system.

AHxpaTna. KasakctaHga 2021 xbinFbl MaMbipaaH 6actan asamattapablH eTiHIlWTepiH kabbingay ywiH «E-Otinish»
OipbIHFalr aknapaTTblK XYWECiH Ke3eH-ke3eHMeH eHridy 6actanabl. byn xyne memnekeTTik opraHgapabiH, Ky3bIpeTi
OonblHWa eTiHiWTepai 6enyai aBTomaTTaHabIpyFa, cypay canynapabl azanty ecebiHeH onapabl eHaeyre apHanfaH
yakbITTbl KblckapTyFa, eTiHilw Oepylwinepai onapabiH OTiHILWTepiH kapay 6apbicbl Typanbl xabapaap eTyre xaHe
MeMIEKETTIK opraHaapra eTiHILTEPAIH Xannbl AepeKKOpbIH KanbinTacTbipyFa GafFbiTTanfaH.

Ocbl 3epTTeyaiH MakcaThbl Ludpnanablpy KOHTEKCiHAE eHipnik gamyabl 6ackapyabl Tangay, coHgan-aK azamaTrap
OTiHiWTepiHiH BipbIHFa aknapaTTbIK XXYMECIHIH KOMeriMeH XXUHanfFaH ctaTUCTUKanbIK AepekTepai 3epaeney 6onbin
Tabbinagpl. 3epTTey umdpnblk TpaHcopmaums AayipiHoe MeMNEKeTTiK 6ackapyablH MaHbI3abINbIFbIH KOPCETETIH
KasakcTaHAbIK XXoHe Xanblkapanblk FanbiMaapablH TEOPUAIbIK XXoHE aficCHaManblk a3ipnemMernepide cyneHeai.

Byn XyMbICTbIH, epeKLwerniri NaHOAEMUSHbIH XoHEe OfaH inecrne LWeKTey LwapanapbiHbliH MEMIEKETTIK KbI3aMeTTepai
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undpnaHabipyfa acepid Tangay 6onesin Tabbinagpl. [Jaraapbic Xanbikka KbI3MeT kepceTy opTanbikTapbiHbiH, (XKKO)
KaLUbIKTbIKTaH XXYMbIC (hOpMaTbiHa KeLLYiH bIHTanaHablipabl XXeHe Xarnblk apacbiHaa LM pnbik cayaTTbibIK AEHreniH
apTTbipyFa blknan eTTi. 3epTTey MeMIIeKeTTiH XXaHa >KaFdannapra kananm OenimaenreHiH >xaHe uudpnaHabipy
OHipnik faMyFa KaHOanm acep eTKeHiH kepceTeai.

Ananga, MeMmnekeTTiK KbI3MeTWinepaiH XxanblKneH >oHe yMbIMAapMeH e3apa iC-KMMbIbIHbIH -~ canacbIH
XakcapTyablH CblHOApPNbl KaxeTTiniri aHbikTandbl. Cayanpgapra >KeTKinikci3 >xegen deH Kok, CcoHaaun-ak
MUHUCTPNIKTEP MEH XKeprinikTi aTkapylbl opraHgap TapaTtaTblH aknapaTtTbiH opTypniniri asamatTapAblH
MeMMeKeTTIK Luapanapfa CeHiMiH Tycipeai xxaHe MeMnekeTTik annapaTTbiH 6egeniH HawapnaTtagpl.

Ocbinania, xegenaeTinreH uMdpnaHabIpy XafganbiHga npouectepai TEXHONMOrnAnblK KaMTaMachi3 eTyre faHa
emMec, MEMIEKETTIK opraHaapAblH KoFaMMeH KOMMYHUKaLUUsi canacbiHa a epeklle Hasap aydapbiiybl Tuic, 6yn
CaTTi uNdpnbIK TpaHCHOPMaUMAHBIH, XaHe MeMIeKkeTTiKk backapyablH TMIMAINiriH apTTeipyablH TYRiHAI dakTopbl
6onbin Tabbinagbl.

TyniH ce3pep: memnekeTTik 6ackapy, naHoemus XafgawbliHoarbl undpnaHabipy, eHipnik Aamy, aknapaTtTbiK
TexHonorusnap, GipblHFan aknapaTtTbIK XyWne.

AHHOoTaumsa. B KasaxctaHe ¢ mas 2021 roga Havanocb MNo3TanHoe BHeApeHue eauHOW MHGOPMAaLMOHHOMN
cuctembl «E-Otinish» gna npuema obpaweHnn rpaxgaH. OTa cucTema HanpaeneHa Ha aBTomMaTv3auuio
pacnpegerneHus obpalleHnii No KOMNETEHLMN roCyAapCTBEHHbIX OPraHoB, COKpaLLlleHne BpeMeHu Ha nx 06paboTky
3a CYET YMEHbLUEHMs 3anpocoB, WH(OPMUPOBaHWE 3asBUTENEN O XOAEe PacCMOTPEHWUs UX obpalleHun un
dopmMmpoBaHue o6Len 6a3bl JaHHbIX 0OpaLLeHNiA B rocopraHbl.

Llenb gaHHOro vccnenoBaHWs 3aknioyaeTcs B aHanuse ynpaBlieHWsi pPernoHanbHbIM PasBUTUEM B KOHTEKCTE
unpoBmU3aLIMK, a TaKkkKe B U3yHEeHUN CTaTUCTUYECKUX AaHHbIX, COOPaHHBIX C MOMOLLbI €4UHON MHAOPMALIMOHHOWN
cucTteMbl obpalleHui rpaxkgaH. ViccnegosaHme onupaeTcst HA TEOpeTUYeCcKMe U MeTogonornyeckme paspaboTku
KaK Ka3axCTaHCKMX, TaK U MEeXOYHapOAHbIX YYEHbIX, OTPaXalLmMx BaXXHOCTb rOCYAapCTBEHHOIO yrnpaBreHus B
3Moxy LnpoBbIX TpaHchopMaLumn.

Oco6eHHOCTLI0 faHHOW paboTbl ABMNSETCA aHanu3 BAWUSHUSA MaHAEMUU U COMYTCTBYIOLUMX €A OrpaHUYMTENbHbIX
Mep Ha UMppPOBM3ALMIO rOCYAapCTBEHHbIX ycryr. Kpuauc cTumynupoBan nepexon LEHTPOB obGCnyXuBaHus
HaceneHusa (LUOHoB) Ha OMCTaHUMOHHBIA chopmaTt paboTbl M cnocoOCTBOBAN MOBLILIEHUIO YPOBHSA LIMGPOBON
rpaMoTHOCTW cpeaun Hacenenusi. ViccnegoBaHne OEMOHCTPUPYET, Kak rocy4apCTBO afanTMpoBarnoch K HOBbIM
YCNoBUSIM U Kakme acpdekTbl LMdpoBM3aLmMsa oKkasana Ha perMoHanbHoe pa3BuTume.

OpHako BbIsIBNEHA KpuUTMYECKas HeoOXO0OMMOCTb YIydlleHMsl KayeCcTBa B3aUMOAEWCTBUS TFOCCNYXalMX C
HaceneHneM U1 opraHusauusamu. HepocTtaToyHO OnepaTMBHOE pearupoBaHWe Ha  3anpocbl, a Takke
HEOAHO3HAYHOCTb MH(pOpMaLMK, PacrnpoOCTPAHAEMON MUHUCTEPCTBAMU U MECTHBIMU  UCMONHUTENBHBIMA
opraHamu, NoApbiBaeT [OBepue rpaxaaH K rocyapCTBEHHbIM MepaMm W yxyAllaeT UMWOX rocygapCTBEHHOro
annapara.

Takum obpa3om, B YCNOBUAX YCKOPEHHOW LndpoBusauum ocoboe BHUMaHUE LOIMKHO ObITb YAENEeHO He TOMbKO
TEXHOMOrM4yeckoMy obecneyeHuto MNpoLeccoB, HO U Ka4yecTBy KOMMYHUKaLWM FOCYyAapCTBEHHbIX OpraHoB C
o6LLecTBOM, 4YTO ABMAETCA KM4YeBbIM (hakTopoM ycnewHon uuMdpoBOM TpaHCOpMaLuMn U MOBbILLEHNS
3 PEKTUBHOCTM rOCYAapCTBEHHOTO YNpaBIeHMS.

KntouyeBble crnoBa: rocygapCTBEHHOE ynpaBreHne, UMdpoBu3aums B yCroB1aX NaHAEMUU, peErMoHanbHoe
pas3BuTne, MHPOPMALMOHHbIE TEXHOIOMMN, eanHast MHpOpMaLUVOHHAsa cuctema.

Introduction and the effective use of mobile devices
through multi-channel technologies [1].

Nowadays, economic and The greatest impact on the process of
managerial ~ spheres  are  actively digitalization of the economy is expected
transforming, moving from traditional from technologies such as big data, artificial
methods  to  digital ones.  This intelligence,  robotics, and  machine
transformation is attracting new products, learning, as well as cloud computing and
including online platforms, and methods of data storage. These innovations do not so
doing business that have no analogues in much rep|ace as expand economic
the past. Among the most significant opportunities, opening up previously
changes caused by the development of untapped  potential.  In  addition,
information technologies are innovative digitalization of public administration is
approaches to the collection, processing, observed at the global level, although the
and analysis of information. Digitalization degree of its imp|ementation varies from
covers all aspects of life, including country to country.
automation of production to create In the context of public
intelligent  enterprises, digital design, administration, several areas are being
machine learning, as well as technologies considered to accelerate the provision of
to provide access to information and jobs at public services and decision-making, taking
a distance, whose importance has into account cybersecurity:
increased due to the COVID-19 pandemic, 1. Development of e-government to
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ensure cybersecurity at the national and
international levels;

2. The ability of e-government to
predict natural disasters and respond
promptly to them;

3. Integration of e-government
functions with various sectors of society to
reduce the digital divide.

The challenges associated with the
development of the digital economy and the
digitalization of public administration
require countries to adapt to new conditions

[2].

This study aims to analyze the
development of public administration at the
regional level in the context of digitalization
and to study statistical data on citizens'
appeals in a single information system. To
achieve this goal, tasks were set and
solved, including studying the theoretical
aspects of digitalization in the field of public
administration, analyzing national and local
projects, identifying problems of
digitalization in Kazakhstan, and
considering ways to improve digitalization
management through the interaction of
authorities and economic agents.

Research question: How does the
digitalization of public services and
improving the quality of communication
between government agencies and the
public and organizations affect the level of
public confidence in government and the
effectiveness of public administration of
regional development in the Republic of
Kazakhstan?

The subject of the study is the
digitalization management system of public
relations at the regional level.

The object of the study is public
authorities and business entities interacting
with them.

The research focuses on the
digitalization management system in public
relations at the regional level and the
interaction between government agencies
and economic entities. Special attention is
paid to the analysis of the impact of the
pandemic and related restrictive measures
on the digitalization of public services,
which made it possible to assess the level
of digital literacy of the population and the
effectiveness of the state in a crisis,
contributing to regional development in the
context of digitalization.

Literature review
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Recent scholarly publications have
examined the multidimensional subject of
modernizing governmental administration
of regional development in the context of
digitization, from numerous perspectives.
The advent of digitization has significant
implications  for  regional economic
systems, public administration procedures,
and the broader agenda of economic
growth and sustainability management.
This literature  study conducts a
comparative analysis of several sources,
focusing on their respective conclusions,
techniques, and contributions towards
comprehending the impacts of digital
transformation on regional development
management.

The automation of management
procedures is highlighted as a significant
benefit of digitalizing regional economic
systems, as highlighted by Dubyna [1]. This
automation contributes to enhanced
efficiency in the management of regional
development. The study proposes that
digital platforms streamline operations and
allow the interchange of information, hence
improving the quality of products and the
efficiency of services in regional
economies.

A study conducted by Azmina
examines the strategic significance of
creative development within regional
economies in the context of digitalization.
This study presents a case for the adoption
of contemporary conceptual frameworks in
the context of spatial integration of regional
economies [2]. It suggests different options
for state policy to facilitate the
modernization  of  digital economic
development.

The trend of digitizing public
administration as a means of
modernization:

The study conducted by Buchaev et
al. aims to identify the obstacles and most
effective management frameworks for
digital development in different locations.
According to their research, implementing
financial management measures could
stimulate the rapid growth of the digital
economy [2]. However, they also caution
about the possibility of financial crises
resulting from budget depletion. They
propose a balanced approach that
combines both financial and non-financial
management methods.
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In the realm of digitization, Rytova
and Gutman present a distinctive
methodology that employs the fuzzy set
technique to assess regional development
strategies [2]. This approach offers a
structured evaluation of  strategic
objectives, with the goal of automating
strategic management.

The authors Shabanova et al. and
Buchaev et al. highlight the emergence of
new obstacles in public and business
management as a result of digital
advancements [3]. According to
Shabanova et al., a model is put forth that
utilizes non-financial management
methods to enhance the digital growth of
contemporary regions [3]. The authors
highlight the importance of implementing
organizational changes within
management systems.

The concepts of managing digital
transformation processes in regional
economic systems are outlined by
Derhaliuk, with a particular emphasis on the
significance of digitalization for economic
security and the effective operation of local
authorities [4].

Sector-Specific Digitalization
Impacts: ldigova analyzes the process of
modernizing regional industries as they
transition into the digital economy [5]. The
study highlights the need of aligning
industrial sectors with the demands of the
digital economy and enhancing the
investment environment [5].

In this study, Semkin et al. examine
the topic of strategic spatial development in
regional agribusiness. They argue in favor
of adopting a strategic approach that
incorporates digital technology in order to
improve agricultural output
competitiveness and  promote  the
development of rural areas [6].

In summary, the existing body of
literature  demonstrates a  general
agreement about the significant impact that
digitization can have on regional
development and the management of
states. Research emphasizes the necessity
of planned and coordinated collaboration
between the government, corporations,
and communities to effectively address the
difficulties and take advantage of the
possibilities brought about by digital
transformation. A noticeable trend s
observed in the evaluation of the effects of
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digitization, with a growing demand for
comprehensive management approaches
that incorporate both financial and non-
financial aspects. This is crucial for
promoting sustainable regional economic
growth and fostering innovation in the
digital age.

Materials and methods

Methodological tools - analysis,
comparison; economic model: functional
analysis, graph, statistical analysis. The
study of public administration was
presented by the authors: Aganbegyan
A.G., Shakhina G.V.G.Atamanchuki, S.Y.
Glazyev, T.G.G.V., T.G.G.Gazhyanev, T.
Gebleri, N. Manning, D. Osborn, N.
Parisoni, S. Hak, etc. The works of O. A.
Morozova, M. Petrov, and other authors are
devoted to digitization.

The empirical base of the study
consists of various sources, including
materials from the Ministry of National
Economy of the Republic of Kazakhstan,
the Ministry of Industry and Infrastructure
Development of the Republic of
Kazakhstan, the Ministry of Agriculture of
the Republic of Kazakhstan, the Ministry of
Finance of the Republic of Kazakhstan, the
Ministry of Labor and Social Protection of
the Population of the Republic of
Kazakhstan and reports of the Accounting
Committee of the Republic of Kazakhstan
on budget execution under the national
program "Digital Kazakhstan".

Discussion and Conclusions

In general, in 2021, most of the
positive trends that have emerged in the
interaction of government agencies with the
population have continued.

In 2021, the main activities were
carried out and since May 2021, a unified
information system for receiving citizens'
appeals "E-Otinish" has been phased in,
which will automatically distribute appeals
according to the competencies of
government agencies, reduce the time for
reviewing appeals by optimizing the
number of requests, inform the applicant
about all stages and deadlines for
reviewing appeals and create a single
database of all received appeals to
government agencies.



MEMJEKETTIK BACKAPY XXOHE MEMJIEKETTIK KbISMET

Nel (88) 2024

Table 1 - The system for evaluating the activities of government agencies in the block

Assessment directions

Authorized state agency

1.  The quality of public services

Agency for Civil Service Affairs (general summary of public

Ministry of Digital Development, Innovation and Aerospace

Agency for Civil Service Affairs (general summary of public

Ministry of Digital Development, Innovation and Aerospace

services)

Industry
(Electronic Public Services)

services)

Industry
(Electronic Public Services)

2. The quality of handling
complaints and applications

Committee on Legal Statistics and Special Accounts of the

Prosecutor General's Office

3. The openness of the state
agency

Ministry of Information and Public Development

The pandemic and related restrictive
measures have made it possible to assess
the real degree of digitalization of public
services. The transfer to a remote format of
the PSC's work and the further reformatting
of their activities to provide exclusively
paper services that are not available in
electronic form made it possible to indirectly
increase the digital literacy of the
population.

In order to ensure uninterrupted
provision of services by the state,
measures have been taken to provide them
on alternative platforms (mobile
applications, messengers, websites for
certain types of services, etc.).

At the same time, it should be noted
that the forced and massive transition to the
digital environment showed limited
performance and bandwidth of e-
government servers.

Overall assessment results

Recent studies have shown changes
in the assessment of the quality of public
administration and execution. On average,
the Public Service Quality Indices (CSOs)
showed a slight decrease to about 69.9
points from the previous 72.1 points
recorded in 2022. At the same time, the
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Source:[2]

indicators of interdepartmental cooperation
(M&E) show improvement, reaching 71.7
points compared to 60.3 points in 2022 [4].

Among the CGO assessments, the
Ministry of Information and Public
Development (MIOR) demonstrates the
greatest success with a score of 91.4
points, which is associated with high-
performance discipline in processing
requests and providing public services, a
minimum number of violations of deadlines,
a high level of satisfaction with the quality
of services, as well as active work on filling
Open Government portals.

At the same time, the Ministry of
Defense showed the lowest result with 36
points due to low-performance discipline, a
large number of cases of violations of
deadlines for providing services and
processing requests, as well as complaints
about the quality of services.

A noticeable improvement in
indicators is observed in the activities of the
Ministry of Economy, Growth and
Sustainable  Development  (MAGPR),
where the increase was +12.4 points, due
to an increase in the share of automated
public services from 87% to 93% and a
decrease in the number of repeated
unsatisfactory requests [6].
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Table 2 - Dynamics of evaluation of automated public services in CSOs

. Positions .
Dynamics in the The dynamics
CSsO 2023 | 2022 in points 2023/2022 of the position 2022-
2022-2023 ) 2023
ranking
Ministry of Information and 92.5 91.4 +1.1 1 1
Public Development
General Prosecutor's Office 89.8 90.6 -0.8 3 2
National Bank 90.2 89.6 +0.6 2 3
State Office of Judicial 84.0 83.6 +0.4 4 4
Enforcement
Ministry of Energy and 81.7 80.3 +1.4 5 5
Environmental Protection
Ministry of Finance 79.5 78.9 +0.6 6 6
Agency for Civil Service Affairs | 77.0 77.1 -0.1 7 7
Ministry of Justice 75.4 74.6 +0.8 8 8
Ministry of Economy 75.7 74.4 +1.3 7 9
Ministry of Digital Development, | 73.9 73.3 +0.6 9 10
Innovation and Aerospace
Industry
Ministry of Labor and Social 73.6 73.3 +0.3 10 11
Protection of Population
Agency for Regulation and 73.5 73.2 +0.3 11 12
Development of the Financial
Market
Ministry of National Economy 71.0 70.3 +0.7 12 13
Ministry of Culture and Sports 67.5 66.9 +0.6 13 14
Ministry of Internal Affairs 63.0 62.9 +0.1 14 15
Ministry of Education and 62.0 61.7 +0.3 15 16
Science
Ministry of Agriculture 61.6 60.9 +0.7 16 17
Ministry of Industry and 59.8 59.3 +0.5 17 18
Infrastructural Development
Ministry of Health 58.6 58.4 +0.2 18 19
Ministry of Trade and 56.3 56.1 +0.2 19 20
Integration
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MFA 46.0 45.6 +0.4 20 21
Ministry of Defense 36.5 36.0 +0.5 21 22
The average value 70.1 69.9 +0.2

Source: [6]

The analysis of the presented data for
2022 and 2023 makes it possible to identify
the following key trends and changes in the
assessments and positions of
organizations:

1. Stability of the leaders: MIOR
maintains its leading position, showing a
slight improvement of +1.1 points. This
indicates the stability of their work and
possibly the continuation of effective
practices in the field of performance
discipline and satisfaction with the quality of
services provided.

2. Change in the top 3: There is a
reshuffle in the top three, where the GP
went down to third place, giving way to the
second position of the National Bank, which
may indicate some challenges in
maintaining the previous level of quality or
improving the work of other organizations

[6].

3. Improvement of the average value:
The average score for all organizations
increased slightly by +0.2, which may
indicate an overall slight improvement in
the quality of public services or
performance discipline at the state level.

4. Stability of positions: Most
organizations have maintained their
positions in the ranking or experienced
minor changes, which may indicate relative
stability in the public administration and
service system.

5. The growth of the Ministry of
Agriculture: The Ministry of Agriculture
(MOA) has demonstrated significant
growth, rising by one position, which may
be due to an improvement in the quality of
services provided or an increase in the
efficiency of internal processes [7].

6. The decline of MIT: The Ministry of
Technology and Innovation (MIT) showed
the largest drop in the rating, which will
require additional analysis of the causes of
such a decline, possibly due to a decrease
in performance discipline or the quality of

42

public services provided.

7. Minimal changes in the dynamics
of scores: Most organizations showed only
a small change in their scores, which may
reflect both positive stability and a lack of
significant progress in some areas.

Overall, the table reflects some
stabilization in the system of public
administration and services, with minor
improvements in quality and performance.
However, changes in the positions of some
organizations emphasize the importance of
constant monitoring and adaptation to new
challenges in order to maintain and improve
the quality of public services [8, p. 208].

An analysis of the presented table
with data for 2022 and 2023 by region
allows us to draw the following conclusions:

- Improvement of indicators is
observed in all regions, which indicates
positive dynamics of development or
improvement in the quality of management
and provision of services at the local level.
The average increase in points was +0.3,
which indicates a moderate but stable
increase in quality in all regions.

- Pavlodar region retains its leading
position with a slight increase of +0.5
points, confirming its effectiveness in the
field of public administration and services.

- The Atyrau and Kostanay regions
also demonstrate stable growth and
maintain their positions, which indicates
continued development and improvement
in these regions.

There were no changes in the ranking
of positions among the regions under
consideration for the period from 2022 to
2023 [8]. This indicates the stability of the
relative position of the regions to each
other, despite small changes in their
scores.

- Although the improvement in
indicators varies from +0.3 to +0.8 points,
this indicates that the regions continue to
work to improve the efficiency of their
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management and the quality of public
services provided.

- The most noticeable improvements
(+0.7 points) are observed in the
Mangystau region and the city of Astana,
which may indicate the introduction of new
initiatives or the improvement of the
implementation of existing ones.

- Despite the improvement, the
Aktobe region remains in last place with the
lowest indicator (43.5). This may indicate
the presence of specific problems or a
slower pace of implementation of
improvements compared to other regions.

Nel (88) 2024

The table reflects the overall positive
trend of development and improvement in
the regions while maintaining stability both
in the leading positions and in the dynamics
of changes in positions in the rating. This
may indicate a systematic approach to
improving the quality of governance and
public services at the local level. However,
to further improve efficiency, specialized
development programs or enhanced
support may be required for regions that lag
behind in some indicators, such as the
Aktobe region [9].

Table 3 - Dynamics of evaluation of automated public services at the regional level

43

. The
I_Dynamics Pci)rs]|:[uhoens dynamics
MIO 2023 | 2022 | in points 2023/2022 of Fhe
2022-2023 ranking position
2022-2023
Pavlodar region 88.2 87.7 +0.5 1 1
Atyrau region 83.0 82.2 +0.8 2 2
Kostanay region 82.5 81.7 +0.8 3 3
Turkestan region 80.0 79.5 +0.5 4 4
Akmola region 79.8 79.2 +0.6 5 5
Kyzylorda region 79.0 78.5 +0.5 6 6
East Kazakhstan Region 78.3 77.8 +0.5 7 7
Almaty region 78.0 77.7 +0.3 8 8
Shymkent 74.5 73.9 +0.6 9 9
West Kazakhstan Region 73.6 73.1 +0.5 10 10
North Kazakhstan Region 67.5 66.9 +0.6 11 11
Karaganda region 66.5 66.0 +0.5 12 12
Almaty 66.3 65.8 +0.5 13 13
Mangystau region 63.5 62.8 +0.7 14 14
Astana 62.5 61.8 +0.7 15 15
Zhambyl region 62.3 61.7 +0.6 16 16
Aktobe region 43.5 42.9 +0.6 17 17
The average value 72.0 | 71.7 +0.3
Source: [9]
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In the context of the "Quality of public
services" for the period 2022-2023, 195.4
million services were provided by
government agencies compared to 190.8
million services in the previous year [9]. Of
this number, 166.7 million services were
provided electronically, which is 85.3% of
the total (in the previous year — 84.9%),
while services in paper format amounted to
12.3 million (6.3%, in the previous year —
6.1%), and through the State Corporation
— 16.4 million (8.4% as in the previous
year) [9]. According to the results of the
surveys, there is a decrease in the average
level of satisfaction with services to 4.4
points out of a possible 5 (in the previous
year — 4.5), and in the other direction to 4.5
points (in the previous year — 4.6) [10].
There was a doubling of the number of
violations of the terms of provision of
services (from 4 thousand to 8 thousand, or
from 0.02 to 0.04 per 1000 services), while
the number of violations regarding the list of
documents decreased (from 7.5 thousand
to 3.5 thousand, or from 0.04 to 0.02 per
1000 services).

The share of assessed types of public
services available on the e-Government
web portal increased from 90% to 95% (640
out of 673 according to the Register) [11].
At the same time, the number of technical
failures of services on the portal, leading to
the unavailability of electronic public
services, increased to 600 hours (in the
previous year — 537 hours and 45 minutes)
[11].

In terms of the "Quality of complaints
and applications”, there is a decrease in
efficiency in the processing of complaints
and applications, taking into account the
decrease in the volume of considered
appeals to 1.2 million (in the previous year
— 1.3 million), with violations of the terms
of consideration of 4.2 thousand appeals
(or 3.5 per 1000 considered appeals),
which is more than last year. The number of
applications granted in court has increased
(from 47 to 57, or from 0.04 to 0.05 per
1000 applications) [11].

According to the "Openness of the
state body", there is an increase in the
share of untimely published open data
publications from 6% to 7.5% according to
the CGO, and a decrease from 6.6% to 5%
according to MINE [11]. Activity on the
Open NPAs portal has also increased, with
19,500 NPAs projects and 50,000
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comments and suggestions published, of
which 34,000 are related to

CSG projects, and 16,000 to M&E
[12].

The total number of requests on the
blog platforms of the first managers
amounted to 56 thousand, of which 46
thousand were addressed to the heads of
the CGO, and 10 thousand to the MIO [12].
270 surveys and 420 Internet conferences
were conducted on the Open Dialogue
portal, with the greatest activity from the
Akimat of the West Kazakhstan region [12].

These changes underline the
continuation of the trend towards
digitalization of public services, at the same
time they reveal problems with the technical
stability of online services and challenges in

the field of handling appeals and
complaints from citizens.
The first aspect highlights the

importance of improving communication
between civil servants and society. In the
context of the desire for a more open state,
the need to strengthen information support
for the actions of government agencies is
emphasized. The importance of this aspect
is particularly highlighted in conditions of
instability and crises when prompt and
accurate information on the population
becomes critically important.

Unfortunately, it has been found that
the interaction of government agencies with
citizens often leaves much to be desired.
The slow response to citizens' appeals and
the dissemination of ambiguous
information affects the perception of the
state machine by society and reduces the
level of trust in the decisions of the
authorities.

In 2022-2023, for example, there was
confusion in official information from the
Ministry of Labor and Social Protection of
the Population on social benefits, which led
to public discontent. Similar problems were
observed in the Ministry of Health, where
statistical adjustments raised questions
about the transparency and reliability of the
data provided [13].

The second aspect concerns the
guality of automation of public services.
According to the instruction of the President
of the Republic of Kazakhstan, a significant
part of public services was to be converted
to electronic format by 2022. By the end of
2022, 92% of services were available
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online, however, problems were identified
with the full coverage of services in
electronic form, especially in key ministries
[14].

It should be noted that, despite the
increase in the share of electronic services,
a number of difficulties with their use remain
relevant. Respondents pointed to problems
with the interface and accessibility of online
resources, as well as the lack of prompt
support through call centers and chatbots.

The third aspect is related to the need
to review by-laws regulating the provision of
public services. The revealed
inconsistencies and contradictions
between various regulations emphasize the
need for stricter control over their
development and implementation. Practical
examples show that the lack of uniform
standards and controls can lead to
corruption risks and unevenness in the
provision of services [15, 16].

Taking into account the above, the
key areas for further development are
improving the quality and efficiency of
communication  between  government
agencies and the public, further
development and optimization of electronic
public services to ensure their accessibility
and ease of use, as well as revision and
unification of by-laws to prevent
contradictions and improve the quality of
public services [17, 18]. These measures
will improve the efficiency of public
administration, strengthen public
confidence, and make public services more
accessible and understandable to citizens
[19, 20].
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Conclusion

The introduction of digitalization into
the process of public administration leads
to a number of advantages: the speed of
processing citizens' appeals and decision-
making increases; costs decrease, the
number of necessary personnel decreases,
its clear structuring and distribution of
execution by departments of the state
apparatus occurs by processing a large
array of information. All this leads to an
improvement in the quality of management
decisions of government employees. Due
to the openness, transparency of
information, participation of citizens in
governance through electronic voting,
better interaction between government
agencies and the public, public confidence
in the activities of government agencies
increases, and accordingly, public
participation in the management of the
region through digital technologies
increases. At this stage, there are objective
obstacles to the development of
digitalization in public administration:
shortcomings of digital infrastructure,
unstable Internet activity, lack of digital
literacy, insufficient discipline and clarity of
execution of employees of various
ministries and government bodies, the
digital divide between different population
groups and regions. The analysis of the
identified shortcomings will make it possible
to identify areas for their elimination and
thereby make the system of state
management of regional development in
the context of digitalization more perfect.
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