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Abstract. The study is aims to develop scientifically based proposals for the modernization of the system for considering
citizens' appeals in the Republic of Kazakhstan based on a comparative analysis of international experience in digital public
administration. The purpose of the study is to determine organizational, legal and technological mechanisms that can
increase the efficiency of processing appeals, transparency of procedures, and the level of citizens' confidence in state
institutions in the context of digital transformation.

The analysis finds that successful models are based on the “only once” principle, unified digital identification, interagency
data exchange, process standardization and the use of intelligent solutions. For Kazakhstan, measures have been
proposed to further debureaucratize the system, including the introduction of a single mobile identifier, the development of
a secure data exchange platform, the transition to proactive services for life scenarios, the integration of Al tools and
increased transparency of access to personal data through the citizen's personal account. The implementation of these
steps requires an update of the digital government strategy with clear KPIs and an architecture of intersystem compatibility.
Keywords: e-Government, public complaintsdigital government services, comparative study, Republic of Kazakhstan,
public administration, digitalization.

AnpaTna. 3epTTey umdpnblk MemnekeTTik 6ackapyablH Xanbikapanblk ToXipubeciH canbiCTbipMmansl Tangay HerisiHae
KasakctaH PecnybnvkacbiHoa asamaTTapAblH OTiHIWTEpPiH Kapay >KYMECIH XaHFbIPTY KOHIHAEr FbibIMU HerisaenreH
YCbIHbICTapAbl a3ipneyre b6arbiTTanfaH. 3epTreyaiH MakcaTbl eTiHILTepAi eHaeyain TMiMAiNiriH, pacimaepaiH alwbIKTbIFbIH
XoHe undpribik TpaHcopMaums XarqanbiHaa asaMmaTTapablH MEMIEKETTIK MHCTUTYTTapFa CEHiMiHIH AEeHreniH apTTbipyFra
KabineTTi yNbIMAbIK-KYKbIKTBIK XoHE TEXHONMOTMNANMbIK TETIKTEPAI akbiHAay 6onbin Tabbinaasbl.

Tanpay HaTuxeciHOe TabbiCTbl Mogenbaep «only oncey, GipblHFaW LMAPNbIK COMKeCTeHAipy, Be4OMCTBOaparnblk
JepekTep anmacy, NpouecTepai cTaHdapTTay XoHe 3UATKepiK welwimaepai nanganady karmaatTapbiHa HerisgeneTiHi
aHblkTangpl. KasakctaH yuwiH xyvieHi ogaH api GlopokpaTusnaHabipy GoMbiHWa Lwapanap YCblHbINAbI, OHbIH iWiHAe
GipblHFalh MOOUNbAI COMKECTEHAIPrilUTI eHridy, AepekTepMeH anmacydblH KOopfFanfFaH nrnatgopMackiH AambiTy, eMipnik
cueHapuinep GonblHWwa 6enceHai KeiameTTepre kelly, Al-kypangapAbl MHTerpaumsnay xsHe asamaTTblH Xeke KabuHeTi
apkpinbl gepbec gepekTepre KOImMKeTIMAINIKTIH awbIKTbIFbIH apTThipy. Byn kagampaapabl icke acbipy HakTel KPI xaHe
Xyreapanblk yrinecimainik apxutektypacel 6ap umdpnblk yKiMeT CTpaTervscbiH XXaHapTyabl Tanan etegi.

TyniH ce3pep: e-ykiMeT, KOFamablK LlaFbiMaap, CaHAblK YKIMET KbI3MeTTepi, canbiCTeipmansl 3eptrey, KasakctaH
Pecnybnukacskl, umdpnaHabipy.
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AHHOTaumsA. ViccnegoBaHne HanpaBneHo Ha paspaboTKy HayyHO OBOCHOBAHHLIX MPEANOXEHU MO MOAepPHM3auun
CUCTEMBI PaccMOTpeHnsi obpalieHun rpaxgaH B Pecnybnvke KasaxctaH Ha OCHOBE CpaBHWUTENbHOMO aHanvaa
MeXAyHapOAHOro onbiTa LMgpoBOro rocyfapCTBEHHOro ynpasneHus. Llenbio uccrnegoBaHusa sBRsieTcs onpenerneHne
OpraHn3aumMoHHO-NMPAaBOBbIX WM TEXHONOMMYECKNX MEXaHW3MOB, CMOCOOHbIX MOBbICUTE 3PPEKTUBHOCTL 06paboTkn
obpalleHnin, NpPo3payHOCTb Mpouedyp M YpoBeHb AOBEPUS rpaxaaH K rocyapCTBEHHbIM WMHCTUTYTaM B YCHOBMAX
LM poBo TpaHcopMaLmu.

B pesynbTaTte aHanu3a yCTaHOBMEHO, 4YTO yCnellHble Moaeny 6asnpyoTcsa Ha npuHumne «only once», eauHon Lmdgposoi
naeHtTndukaumm, MexseJoOMCTBEHHOM oOOMeHe [aHHbIMW, CTaHgapTu3auuuM  MnpoueccoB W MUCMOMb30BaHWM
MHTENneKTyanbHbIX pewweHnin. [ina KazaxctaHa npeanoxeHsl Mepbl No AanbHenLwen AebopokpaTtnsaunm CUCTEMbI, B TOM
yncne BHeApeHVWe euHOro MobunbHOrO uaeHTUdMKaToOpa, Pas3BuUTHE 3alUMLLEHHON nnatdopMbl oOMeHa OaHHbIMK,
nepexos K NPOaKTUBHBIM YCIyram Mo XMU3HEHHbIM CLeHapuam, HTerpaunst Al-MHCTPYMEHTOB M NOBbILLEHUE NPO3PaYHOCTH
AocTyna K NepcoHanbHbIM AaHHbIM 4Yepe3 NUYHbIM KabuHeT rpaxgaHvHa. Peanusaums padHbix waroB Tpebyet
obHoBMNeHusA cTpaTerny LUMgpoBOro npaBMTensCcTBa ¢ YETKMMU KPI 1 apXMTeKTypon MeXCMCTEMHOW COBMECTUMOCTH.
KnroueBble cnoBa: e-Government, obpalleHnss rpaxgaH, undpoBble rocygapCTBEHHbIE CEPBUCHI, CPaBHUTENMbHOE
nccnegosaHue, Pecnybnuvka KazaxctaH, rocyaapcTBeHHOe ynpasneHue, Lmgposmn3aLms.

Introduction

The study of successful foreign experience in overcoming barriers in the process of
debureaucratization of public administration is of particular relevance for improving domestic
practice. This study is devoted to the analysis of key approaches and achievements of Estonia,
South Korea, Singapore, Canada, the USA and Australia in the debureaucratization of the process
of considering citizens' appeals and their comparison with the situation and reforms in the Republic
of Kazakhstan. The choice of these countries is due to their recognized successes in the field of e-
government, innovations in the provision of public services and targeted policies to improve the
efficiency of the state apparatus. The development of digital public administration in the 21st century
is shaping a new paradigm of relations between the state and citizens, where citizens' appeals as
the main channel of interaction, communication and feedback occupy a key place. In the context of
the rapid digitalization of government institutions, the public's demand for transparency, efficiency
and accountability becomes a systemic requirement for state structures. Today, citizens' appeals
are turning into a tool for assessing the effectiveness of state bodies, an indicator of the level of trust
and an indicator of the quality of public administration. The relevance of the research topic is due to
the fact that the growth of online services and digital platforms imposes new requirements on the
state not only in terms of technical accessibility and convenience, but also in the context of
institutional accountability, transparency of the processes of consideration and participation of
citizens in decision-making. In modern conditions, digital service of citizens goes far beyond the
technical tool: it becomes a factor in the formation of confidence in the authorities, the development
of civil society and improving the quality of democratic procedures. The effectiveness of the
consideration of citizens' appeals is directly related to the perception by citizens of justice,
responsibility and openness of state institutions.

At the international level, a steady trend is being formed for the introduction of intelligent
systems, automation and integration of artificial intelligence in the processes of considering citizens'
appeals. Countries such as Estonia, Singapore, South Korea, Canada, the USA and Australia
demonstrate examples of the effective use of digital technologies to increase the efficiency, speed
and quality of communication between society and the state. For Kazakhstan, which is actively
developing the e-government ecosystem, the study and adaptation of international best practices is
becoming critical to improve the efficiency of public services and strengthen citizens' trust in state
institutions. The main scientific task of the study is to systematize and compare the international
experience in considering citizens' appeals, identify the most effective organizational, legal and
technological models, assess their applicability in Kazakhstan’s conditions and determine the risks
and restrictions when adapting them.

The purpose of the study is to develop scientifically based proposals for the modernization of
Kazakhstan's system for considering citizens' appeals based on a comparative analysis of
international experience and the introduction of advanced digital and intelligent solutions. The work
is aimed at increasing citizens' confidence in the authorities and ensuring effective communication
between the state and society in the context of digital transformation.

Within the study’s analytical framework, the following research questions can be formulated:

- What are the key organizational, legal, and technological elements of the modernization of
the system for considering citizens' appeals in Kazakhstan, according to which the results of
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comparison with international experience make it possible to form recommendations for increasing
confidence in the authorities and the effectiveness of communications in the context of digital
transformation?

- What architectural solutions ensure an increase in speed, transparency and trust of citizens
in public services in Kazakhstan, and what implementation steps should be taken taking into account
local restrictions and regulatory conditions?

Literature Review

Recent comparative and cross-national studies highlight the rapid development of digital
government and its impact on public service delivery, transparency and accountability. Fundamental
analyses such as Janssen, M., & van der Voort, Haiko G., as well as Takeoka, A., Christopher, C.,
& Reddick, G. highlight how digital government platforms and electronic ombudsman services shape
citizen efficiency and satisfaction in different contexts. The Estonian e-Estonia model and its
emphasis on digital identity and governance have been repeatedly cited as a benchmark for
integrated electronic services by authors such as Kalja, A., Reitsakas, A., & Saard, N. Additional
regional and organizational perspectives such as OECD, United Nations, World Bank reports provide
estimated benchmarks of the digital government index, e-government surveys, and GovTech
maturity indicators, that facilitate cross-country comparisons and track progress towards
digitalization and governance transparency.

Much of the literature explores industry and country adaptations, including Singapore, Estonia,
Korea, Canada, Australia and the United States, focusing on how digital channels facilitate citizen
engagement, complaint management, and anti-corruption measures. Notable contributions include
Cho, S., Hur, J.Y., Kim, D. on digital channels and life cycle management in Korea and cross-national
research in The Government Information quarterly, which contextualizes e-services within a broader
framework of governance. While global assessments such as the UN e-Government Survey, OECD
e-Government Benchmark, World Bank E-Services Index provide high-level indicators and
methodological comparability, several papers emphasize the need to adapt best practices to specific
legal, country's infrastructure and cultural contexts in aligning digital governance initiatives with local
structures to ensure effective citizen participation and accountability.

Materials and methods

Methods include content analysis of regulatory acts and official sample documents, analysis
of quantitative and qualitative indicators of digitalization in the Republic of Kazakhstan (2015-2025),
comparative analysis of legal and institutional structures, Scopus and Web of Science literature
reviews (2015-2025) on e-Government citizen services, ombudsmen and open data, analysis of
public statistical materials on the speed of consideration of appeals, the share of online appeals and
the level of trust of citizens. Key results show that the most important parameters of efficiency are a
single digital infrastructure, a standard circulation life cycle and transparency of the processing
stage, the presence of independent supervision and access to information significantly increases
confidence in public services, the flexibility of the national legal framework and the focus on
inclusiveness critically affect the quality of service.

Discussion and results

In the Republic of Kazakhstan, digitalization of public administration was developing within the
framework of the state program “Digital Kazakhstan” (2018-2022), the main goal of which was to
form an effective, transparent service model of interaction between the state and citizens. The
created digital platforms such as eGov.kz, e-Otinish and Ashyq provide online access to services,
licensing, filing and monitoring of citizens' appeals.

This policy was continued in the Concept of Digital Transformation, the Development of the
Information and Communication Technologies and Cybersecurity Industry for 2023-2029, which
focuses on regulatory tools, unification of the regulatory framework, transparency and accountability
measures, data privacy protection and the formation of a personnel reserve in the field of information
security (Decree of the Government of the Republic of Kazakhstan, 2023). In this context, digital
transformation maps of government agencies become a practical tool for implementing the concept:
they systematize goals, projects and resources, record architectural layers of services and data,
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registries and APIs, cybersecurity requirements, regulatory principles and audit measures, and also
tie each initiative to specific KPIs and deadlines. Thus, maps turn into living road maps of the
ecosystem of the digital state: they connect regulation and technical architecture with real services,
allow measuring progress through transparent metrics, ensure risk management and infrastructure
sustainability, and for citizens and businesses demonstrate transparency of processes and expected
transformation effects (Maps of digital transformation, 2025). According to the report of the Ministry
of Digital Development, Innovation and Aerospace Industry of the Republic of Kazakhstan for 2024,
more than 13.2 million citizens actively use the eGov.kz portal, and the share of services provided
in digital format has reached 94%. At the same time, despite the high level of digital coverage, the
user satisfaction rate remains at 69%, which is lower than the average for OECD countries by 81%
(Digital Kazakhstan, 2024).

However, it should be noted that more than 3 million citizens have mastered proactive services,
and over 10.2 million applications have been submitted through the e-Otinish platform since 2021
(Ministry of Artificial Intelligence and Digital Development of the Republic of Kazakhstan, 2025).

As part of the UN global electronic power rating, Kazakhstan ranks 29, behind Denmark, South
Korea and Estonia which occupy the first three positions. The UN rating is assessed by 193 states
and is formed every two years, current data relate to estimates for 2020. According to the UN,
Denmark, South Korea and Estonia remain the leaders in the development of e-government,
occupying the corresponding 1-3 places. Among the CIS countries, Kazakhstan shows the best
results and occupies a leading position in the region 1st place, followed by Russia 36, Belarus 40,
Ukraine 69, Uzbekistan 87 and others. In the global context of the current year, Kazakhstan is
steadily moving along the rating; over the past two years, it has risen 10 positions from last year.

The United Nations Global e-Government Development Ranking (EGDI) includes three
constituent elements: Electronic Services Development (OSI), Human Capital Development (HCI),
and Telecommunications Infrastructure (TIl). Compared to 2018, EGDI in 2020 increased by 10.2%,
online services by 6.38%, human capital by 5.6%, and the largest increase was recorded in the
development of telecommunications infrastructure, which amounts to 22.7%. At the same time,
Kazakhstan has reached an almost maximum score in terms of the level of electronic services 0.92
out of 1, which indicates a high degree of digitalization and consonance with international practice
(UN E-Government Survey, 2020). Modern research in the field of digital maturity of public
administration shows that a high level of digitalization of authorities directly correlates with the degree
of reduction of bureaucratic procedures, transparency of decisions and citizens' trust in government
institutions. In the countries leading digital development, sustainable methodological approaches to
assessing maturity have formed, in which key attention is paid not only to technological, but also to
the institutional and cultural aspects of digital transformation (Tangi et al., 2025).

Estonia is recognized as the benchmark of the digital state thanks to the X-Road ecosystem,
which provides secure and automated data exchange between all state databases. This eliminates
duplicate document requests and speeds up administrative processes. According to the OECD
Digital Government Index, the level of satisfaction of Estonian citizens with digital services exceeds
90%, and the average processing time is less than 48 hours (UN E-Government Survey, 2024). In
addition, modern digital government systems in different countries demonstrate that the availability
and quality of services directly depend on how well the channels of interaction with citizens are built
and how data management is organized. Studies show that key mechanisms for improving efficiency
include: the creation of interoperable public portals, the introduction of standardized data transfer
and user identification, user-oriented services and transparency of processes, as well as clear
management and sustainable management of IT processes at the state level. These conclusions
are supported by a comparative analysis of digital proposals in several countries and reflect a
general pattern that digital channels work better where there is a single policy, a coordinated
architectural solution, and responsible data organization (Rizk et al., 2025).Using the example of
Estonia and neighboring countries, it can be observed that the integrated ecosystem of electronic
services is strengthened due to the close connection between the data exchange infrastructure, for
example, cross-level identification and a single registry, and a single point of access for citizens.
This combination reduces the cost of finding services, speeds up the processing of requests, and
increases confidence in public services [9]. In comparative cases, Korea, Canada, and Australia



MEMNEKETTIK BACKAPY XXOHE MEMJNEKETTIK KbISBMET Ne1 (96), 2026
PUBLIC ADMINISTRATION AND CIVIL SERVICE

demonstrate that efficiency increases when moving from fragmented portal solutions to a holistic
architecture with support for analytics and feedback from users (Cho et al., 2025).

What this means for Kazakhstan and the regional context: It is useful for Kazakhstan to
consider adapting elements of open and interconnected services within the existing digital
infrastructure and legal framework. In particular, Estonia's experience in intersystem integration and
unified authentication mechanisms can serve as a guideline for the development of a reliable
identification infrastructure and interagency compatibility. At the same time, it is important to take
into account local features and requirements for data protection in order to ensure a balance between
openness and privacy of citizens (Kalja et al., 2005). Thus, it can be noted that interoperable portals
and unified user identification are associated with a reduction in request processing time and an
increase in citizens' satisfaction with services. User orientation and transparency of processes
strengthen citizens' confidence in digital government services, which supports increased
participation in electronic services and the adaptation of foreign models requires taking into account
the national context and legal restrictions in the field of data protection, but the basic principles of
service design and data management remain adoptable.

Singapore is implementing a national Smart Nation strategy in which the digital maturity of
authorities is assessed based on the ability to use artificial intelligence and big data analytics to
predict public inquiries and risks. According to the World Bank GovTech Maturity Index 2023,
Singapore is included in the category of countries with the maximum level of maturity (World Bank,
2023). The main emphasis is on personalizing services and interdepartmental integration, which
ensures proactive interaction between the state and the citizen.

South Korea is promoting the Government 3.0 concept, which focuses on integrating all
services into the one-stop government model. This means that a citizen interacts with the state
through a single digital window, and decisions are made on the basis of comprehensive analytics
and interdepartmental data exchange. South Korea ranks first in the UN E-Government
Development Index 2022, which confirms the effectiveness of a systematic approach to digital
governance (OECD, 2023). Singapore is known for its pragmatic approach to public administration,
its emphasis on meritocracy, and its focus on results. In the fight against the bureaucratization of the
process of processing citizens' appeals, Singapore focused not only on technology but also on
systemic quality management, standardization of processes and a proactive approach. Creating
single access points, for example, SingPass, to a wide range of public services, allowing citizens to
interact with the state through a single interface, and not contact each department separately. This
reduces the complexity and multi-step procedures. Service Standards. Clear establishment and
public declaration of quality standards and deadlines for the provision of public services, including
consideration of appeals. Strict monitoring of compliance with these standards increases
predictability and reduces uncertainty for citizens (UN E-Government Survey, 2024).

Proactive service delivery. Transition from a model where the citizen is the initiator of the
appeal to a model where the state proactively provides services or requests the minimum necessary
information based on available data and the life situations of citizens, for example, automatic
assignment of benefits. Kazakhstan also strives to improve the quality of public services and
introduces service standards, but the consistency of their application and the level of proactivity are
still lower than in Singapore. The feedback system is functional, but its impact on actual process
change may be limited. Singapore's experience is valuable for Kazakhstan in terms of introducing a
culture of quality management in the public sector, developing clear and measurable standards, and
moving to a more proactive model of interaction with citizens. South Korea is the world leader in
Internet and mobile technology penetration, which has become the basis for building one of the most
developed electronic governments. South Korea’s experience in de-bureaucratization of the process
of considering citizens' appeals is characterized by the scale of the introduction of digital solutions
and a strong focus on user convenience (Febiri et al., 2024).

Highly developed digital infrastructure provides fast and reliable access to online services for
the vast majority of the population. Integrated information systems make it possible to effectively
exchange data between departments, speeding up the processing of applications and reducing the
need for citizens to provide additional documents. Active development and widespread use of mobile
applications to access government services and submit requests make interaction with the state as
convenient and accessible as possible at any time and anywhere. State online resources and mobile



MEMNEKETTIK BACKAPY XXOHE MEMJNEKETTIK KbISBMET Ne1 (96), 2026
PUBLIC ADMINISTRATION AND CIVIL SERVICE

applications are developed taking into account the principles of convenience and an intuitive
interface, which reduces the complexity of interaction and minimizes errors when filling out forms
and submitting requests (Cho et al., 2025). In accordance with the Concept for the Development of
Public Administration in the Republic of Kazakhstan until 2030, the transition from a «bureaucratic»
model of relations between the state and society to a proactive, service and responsive form of
government should become the main goal for state bodies. Thus, the population will have the
opportunity to be heard and choose important decisions for themselves, which, in turn, will increase
the level of trust in the state and form a «human-centered» state (Administrative Procedural Code
of the Republic of Kazakhstan, 2020).

Kazakhstan is also actively developing digital infrastructure and mobile government services,
but the level of their penetration and integration, as well as the degree of elaboration of user
experience, may lag behind South Korean indicators. Kazakhstan faces the challenge of ensuring
equal access to digital services in the regions and the need to improve the digital literacy of the
population to fully use the potential of e-government in the fight against bureaucracy. The South
Korean experience provides valuable lessons in scaling digital solutions, integrating systems in a
large state apparatus, and the importance of investing in user experience to provide a real de-
bureaucratic effect.

The US is a rich example of a mix of tiered public services and advanced private technology,
where coordination among federal, state, and local entities affects service availability and quality.
Studies show that key factors in the effectiveness of digital government in the US context include
the introduction of user-oriented services and unified portals at the federal and state levels, ensuring
transparency in the processing of appeals and open data to involve citizens, the use of consistent
user identification and interagency data exchange, and the presence of sustainable mechanisms for
managing IT processes and monitoring efficiency. These aspects are emphasized in comparative
analyses of digital initiatives and in the study of the transition to digital channels of service for the
population (Janssen & Haiko, 2016). Features of the American model include a federated structure:
interoperability between federal agencies and states requires architecture adaptability and flexibility
to ensure system interoperability and secure data exchange. Effective examples include modern
portals that integrate citizen services, integrated identity management solutions, and enhanced
privacy protection. In the context of Kazakhstan and neighboring regions, the US experience can be
taken into account as a source of ideas for structuring the modeling of digital services and evaluating
effectiveness, but adaptation must take into account unique legal frameworks and levels of the public
sector (Janssen & Haiko, 2016). Thus, we can conclude that the effectiveness of digital service
channels in a federal US system largely depends on the ability to integrate services through unified
portals and a single identification mechanism, which reduces barriers for citizens and speeds up the
processing of requests, and the transparency of processes and access to open data strengthen the
trust of citizens and create conditions for the active participation of a demographically diverse
population in digital services.

Canada demonstrates a well-developed public digital infrastructure, where interaction between
federal institutions, provinces, and municipalities is implemented through agreed channels and
uniform principles of citizen service. Research highlights that key drivers of digital government
effectiveness in the Canadian context include the unification of user services through integrated
portals and uniform identification mechanisms; ensuring transparency in the processing of requests
and wide access to open data; sustainable data management mechanisms, including interagency
agreements and strict confidentiality requirements; active citizen engagement through feedback and
targeted pilots at the provincial level. Canadian Model Features: regional decentralization requires
adaptive architecture design and interagency collaboration. Canada has several layers of services
that require coordination between federal programs, for example, data migration, digital
identification, and provincial services, which sometimes complicates uniformity but provides flexibility
to meet regional needs. Studies show that the success of digital services in Canada is associated
with a developed ecosystem of open data, a strong legal framework for the protection of personal
information, and active involvement of citizens through digital channels and mobile services
(Janssen & Haiko, 2016).

Fit to Kazakh context Canadian expertise can be useful in digital identification design, inter-
agency data sharing and open data. However, adopting Canadian practices requires taking into
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account the federal structure and regional differences in Kazakhstan. In particular, a verified central
coordination and legal framework is needed for interregional data exchange, system compatibility
and uniform standards of public service (Janssen & Haiko, 2016).

Australia demonstrates the sustainable deployment of digital services at the federal and
provincial levels, while emphasizing the importance of uniform principles of service to citizens,
transparency of processes and interagency data exchange. The studies highlight the following key
drivers of digital government effectiveness in the Australian context of integrated portals and single
identity to facilitate access to services; openness of data and transparency of processing of appeals,
stimulating civic participation and trust; strong data management mechanisms and interagency
agreements that ensure system interoperability; active inclusion of citizens in feedback cycles and
pilot projects at the state and territory levels. Features of the Australian model are that a federated
structure requires coordination between federal agencies and states/territories, which requires
architecture flexibility and agreed standards. Australia has developed unified service channels,
including digital portals, digital identification, and integration of services through national initiatives,
which helps to reduce bureaucratic barriers and speed up the processing of requests (Takeoka et
al., 2017). Open data and process transparency in the Australian system support citizen trust and
encourages participation through engagement with the private sector and civil society (Kalja et al.,
2005).

Fit to Kazakh context Australian expertise is useful for designing a tiered digital infrastructure
where unified identification and inter-agency data sharing can increase service availability and
reduce processing time. It is important to adapt the principles to the national legal system and the
peculiarities of public administration of Kazakhstan, while maintaining flexibility and the ability to
scale decisions at the regional level (Janssen & Haiko, 2016; Takeoka et al., 2017).

Graphic 1. Digital government level by country 2024 (Index 0-100)

Estonia | [ 95
Canada | [ 00
Korea | I 85
USA ek
Australia | [ 70

Kazakhstan [N 60
Sources: aggregated index 0-100 obtained through normalization and aggregation of baseline indicators; data
relevant for 2024; possible differences in index update periods (OECD e-Government Benchmark, 2024).

This study provides an aggregated estimate of digital government levels for six countries for
2024: Estonia, Canada, Korea, USA, Australia, and Kazakhstan. To form a single comparable index,
a normalized aggregated metric of the range from 0 to 100 was used, which integrates the results of
several input indices: e-Government Benchmark, Digital Government Index, World Bank eServices
Index, and UN e-Government Survey. In visual format, the horizontal bar chart provides a visual
comparison of the levels of digital maturity of states, allowing readers to quickly assess the relative
position of each country in the frame of selected sources.

Key conclusions indicate the clear leadership of Estonia, which demonstrates an approximate
value of about 95 points. This result is probably due to the widespread introduction of unified digital
services, deep digital identification, and effective integration of public services, which ensures high
availability and convenience of user interaction with electronic public services. An important feature
is the significant gap between the leader and the rest of the countries: Canada and Korea occupy
the nearest positions with estimates of approximately 90 and 85, respectively, which reflects a stable
digital infrastructure, a high level of online provision of public services, and effective digital policies
in these countries. Kazakhstan, despite a positive trajectory in recent years, remains at a lower level,
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about 60 points, which may be due to the limited scale of digital integration, uneven access to digital
services in rural areas, or the need to further modernize government services.

Table 1. Digital practices of public services in Kazakhstan and other countries

Criterion/ Kazakhsta Estonia Singapore Australia
Country n
Single Basic X-Road SingPass Single sign- | Diverse Develope | Unified digital
digital solutions in | infrastruct | and  digital | on for | regional/f | d national | identification
identificati | developme | ure + | identification | online ederal identificati | within the
on nt; state | digital for public | services approach | on portals of
identificatio | identificati | services; es; there | infrastruct | public
n system | on via | single sign- are ure; single | services;
within digital ID; | on to several sign-on integration
portals, unified government identificati | across with services
increased service portals on multiple
integration access systems portals
with public | system
services
Communi | Data Advanced | modern advanced variable modern modern
cation exchange data architecture; | and by data architecture,
architectu | between exchange | open  APIs | centralized | state/fede | exchange | open APIs,
re department | infrastruct | and data | architecture | ral; architectu | interagency
S is | ure exchange ;  national | multiple re; single | exchange
developing; | interagen | between services layers platform
open API | cy services used
principles, services
but the
degree of
integration
varies
Open initiatives high high high variable high high
data and | are openness | transparency | transparenc | availabilit | transpare | transparency
transpare | developing, open | ; open data |y within | vy, but | ncy: open | and open
ncy but data via govt | national there is | data and | data
coverage portals; datasets projects open data | publishing
and regulatory at the
availability | support federal
vary by level
sector
Personali | limited significant | personalized | personaliza | moderate/ | active personalizati
sation personaliza | personaliz | services tion within | different personaliz | on within
tion in most | ation through different by depart | ation and | portals and
services; through single sign- | services ment recomme | services
gradual service on ndations
implementa | portals in
tion services
Transpare | increasing high transparency | high variable high high
ncy of | transparenc | transpare | of data | transparenc | transpare | transpare | transparency
requests Vi data | ncy in | requests Y, data | ncy ncy of | of data
for access terms  of | through open | usage across data queries
personal policies data ledgers reports departme | queries
data access nts
Al initial pilots; | chatbots Al analytics | Al services | develope | Al active
analytics limited and and chatbots | and d in | services implementati
and integration | analytics | are actively | chatbots individual | and ons of Al
chatbots are being | used are being | departme | chatbots analytics and
actively actively nts are widely | chatbots
introdu introduced used
ced

Source: compiled by the authors
Conclusions and recommendations
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The present study offers a comprehensive comparison of the level of digital government in
seven countries Kazakhstan, Estonia, Singapore, South Korea, USA, Canada, and Australia based
on the synergy of data from several international indicators: OECD e-Government Benchmark,
Digital Government Index, World Bank e-Services Index and UN e-Government Survey. Two
independent data sets, transformed into a single frame of criteria, made it possible to identify general
trends, differences and practices that are most promising for the further development of digital public
services.

Estonia's leadership is determined by a sustainable digital identification strategy, a single
entrance to public services and interdepartmental data exchange through an infrastructure similar to
X-Road. This indicates a high digital maturity and user orientation of government services.In
countries with developed infrastructure, such as Canada, USA, South Korea, and Australia, there
are high rates of open data and transparency, but variability in the degree of integration of services
and personalization, which indicates the need for a uniform architectural basis and more systematic
coordination of projects. Thus, an analysis of experience in de-bureaucratization of processing
appeals of citizens of the above countries revealed successful reforms related to the digitalization of
public services, the introduction of the principle of «only once» the standardization of processes, the
creation of integrated platforms and feedback. These reforms focus on proactive services, the
rejection of paperwork, the introduction of digital identification and the use of big data analysis. The
main emphasis was on improving the user experience, increasing the speed, transparency and
predictability of the state's response, eliminating the need for a personal visit to the authorities.

The development of the system for considering citizens' appeals in Kazakhstan in recent years
has gone through the stages of institutionalization and digitalization: from the creation of a regulatory
framework and regulations to the launch of an e-government infrastructure. The key achievements
were the adoption of the Administrative Procedural Code, the unification of deadlines and
procedures, as well as the emergence of digital services such as the eGov portal, the e-Otinish
system and mobile applications. This allowed Kazakhstan to move from paper workflow to a
proactive and digital model of interaction. However, unresolved issues remain.

Based on the analysis of international experience and the current Kazakhstan system, the
following recommendations were proposed for further debureaucratization and digitalization of work
with citizens' appeals:

- create a single mobile identifier (following the example of Singpass or Digital One-Pass),
integrated with biometrics, to access all public services.

- ensure data exchange between departments through a secure digital platform.

- develop the concept of «life scenarios» for proactive service delivery depending on life
events.

- integrate Al chat bots for initial processing of applications, text analysis and identification of
common problems in order to increase the efficiency and quality of responses.

- create a personal account, which displays information about the requests of departments to
the personal data of citizens, which will strengthen confidence in digital services.

In addition, it is proposed to develop or update a national digital government strategy with a
clear vision, roadmap and KPIs focused on improving user experience and service availability;
ensuring mutual compatibility between the portal of public services and regional services. An
important element is the creation of an API gateway and access control regulations; the introduction
of data access transparency regulations and service usage metrics.
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