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Purpose. The study aims to analyze the current approaches to assessing the quality of public services by the exam-

ple of the Ural Federal District.

Methodology and methods. A comparative analysis of modern approaches to the assessment of public services’ qual-

ity in the Ural Federal District, including such parameters as methods and assessment indicators, frequency of assess-

ment, availability of results. The analysis is based on legal documents and offi cial records of the executive authorities of 

the Federal subjects of the Russia.

Results and application. This report examines current theoretical approaches to assessing the quality of public ser-

vices. In particular, author disclosed content of such a complex method as monitoring. Author characterized quality mon-

itoring organization of public services in the Federal subiects of the Ural Federal District. The problems of organization 

and monitoring, including those connected with the use of methods and evaluation tools, the availability of information 

on the results of monitoring were revealed.
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Scientifi c novelty. The scientifi c novelty of the study is to assess the quality characteristics of the public services orga-

nization in the Federal subjects of the Urals Federal District.

Key words: public services, quality of public services, quality assessment, Ural Federal District.

     

     -

       

    09.03.2004 . № 314 «   

     -

»,       

    -

 .    -

     -

      

27.07.2010 . № 210-  «   -

    » (  

210- ),       

   .      -

      

     . 

 210-       

   14,     

   [1].   

   «  -

    »,   -

    .

       

     

      -

   ,    -

    .     

         

 ,    .

   -

     

     

.     

       

  ,   H. C. -

, . ,    

       [2,3].  

  ,  

    –  

 ( . . , . . , .  

[4,5]),   ( . .  [6]). -

      

      

. .   . .  [7].   -

      -

     .

      -

     , 

     ,   

    -

      -

      

 .

    

    

  .

     -

 ,   ,  -

   ,   -

  .     

 ,      , -

         

  .   -

   ,   -

  . ,   

  8402-94 «    -

 . »,   -

     -

 [8].    50646-2012 «  . 

  »    

   , -

   ,  

      [9].

    

    .  

    -

       -

 ( ) [10].     

      

     -

  «  »,   -

  [11].

     

     –  -

,     , 

, ,  

  ,   -

   .

     

     , 

. .     -

:    ,   

 ,   . 



51

 

  

 . .

      

    -

,     -

     ( , 

      -

 ).     -

    .

       

      

.      

     

    -

,      -

      

-  ,   -

   ,  

  ;    – -

 ,   , -

    -

      

      

-    

[12].   ,      

   -

 ,       

     -

     -

 ,    –   

  ,    -

    .

     - -

    -

   .   , 

  ,    

     -

   : , , 

  , , 

        

[9].      , 

       -

      -

   .

    -

     -

   . .   07.05.2012  

№ 601 «    -

   ».  

      

   -

     

 :

1)     

    

 2018      90 %;

2)   90 %   2015   

       

 «  »   ,   

  ;

3)   70 %   2018   

    

     ;

4)     -

-       

    , -

     

 2014     2;

5)       -

       -

    2014   -

  15  [13].

      

     -

    ,    -

 .

    

  .

       

    

  :     

 ;    

.      

    ( , 

,   . .),   ( -

     -

   )    

(      ). -

      -

  ,  -

  . , .  

 .  ( 1985 .),     

    SERVQUAL 

[14].        -

 (SERVQUAL, SERVPERF  .)  

     -

,      

(reliability);  (responsiveness); -

 (assurance);  (empathy);  

(tangibles) .     -

     

 ,     

     [11].

      

       -

    .  

       



52

 

  

 . .

      

,      -

         

 , . .  

     

    ( ).

      -

     -

 .     

     -

   :

1.    -

   ;

2.    -

   ;

3.     

   -

;

4.     -

     

 ,      

 ,  «  » .

       

     -

  .  -

     -

 ,    

        

.     -

     

 ( ) , -

     -

   29.04.2011  № 8863- / 09,  

     .  

   :

� ,     -

      -

 ,   

    ;

�      

     

     

;

�    -

     -

 ,      [15].

     -

    

      -

     -

   .   -

     

      

      

     

     

    -

    , 

      -

   04.02.2014 . № 16-4808.  

    -

 ,     -

   № 601   

,      

   ,  -

 ,   ,   

    - -

    [16].

     -

      

 .    -

    -

     . 

,    -

    -

     3 -

 2009 . № 796 «      

   ( -

)      

  ( ) 

»     -

  .   

     -

   [17]    

    

 22  2012 . N 1376 «    

   -

    -

 » [18].

    -

  ,    

    -

 , –   «  » 

( -   -

      

).       -

    -

   ,   -

 ,    

   ,   -

       

     -

     -

  [19].

     

     , -

         «  

»,    



53

 

  

 . .

 1.         

  

  
.

 
.

 .  .

 
1   

1   , 
    1   

 -
 – -

, -
 – 

1   
  

  
 

 -

  – 
 -

 
 

 , 
 -

   
  
, -

 
.  -
- -
 . 

  – 
 

  
-

 ; 
  

  -
: 1) -

 – ; 
2) -

   
 

,  
 -

 -
 ;

  
 ( -

)  
 -

-
 

 -
 

 -
 -

 -
 , 

 
 ( -

) 
, 

 
 

 

 -

-
  

-
  

 
, 

 
,  

 
 -

 

 -
  

 -
, -

  
 -
 -

,  « »

 
 

(   
  

 -
 

) – 
 -

, -
  

 
  – 

 -

 
-

   
 

 

 
,  -

  

 -
  -
 

 -
   

, -
 

. ,  -
  

 
. -

 -
  

  
 -
  -

  
  

46   2014 .
10   

 -
 [21]

 -
 

 , 
  

 
  

-

 
  

 
  

 

  
 

 -
 

 -
 

 -
 -

  
  

 -
   

 -
  

  
  

  
 -

 -
 

 

  
 

 -
 

 -
 



54

 

  

 . .

   ,  

     -

   ,    

 ,  ,  -

,      

  . .

    

  

    

 .

     

     

 № 601 , . .  ,  

    .

  , -

      

 79  ,  62   -

   ,    -

   ,  

    , 

   ,  -

  [18].

     

    , 

    .

 ,   -

  -   -

    . 

 , , ,  

     -

      

    

    .   

     ,  -

    

  .

 ,     

    -

   .   

     -

 – ,  ,  

,  ,    

 ,   (  -

  .1).

 ,   -

 1   ,   ,  

  1   .  -

     -

 ,   ,   ,  

 ,      

      .

    -

,      

    -

 ,     

   :  

     -

 ,   -

    ; 

 ,   -

      

 ;   

    

    -

 ,    -

   (SMS) [20].

     

      

    ( -

 ).     ( , 

 , , )  -

  ,  -

 .

    

    .

     

    

       

  :

1.   , -

    .  ,  

  «     -

 ».    ,  

  ,  : , 

,     50 % (  -

    ) 

 100 % (     

 ).

2.   -

    . 

     -

      

 ,      

[14]. ,     

 13 ,   

   № 601:  ; -

 ,     -

;   ,  -

,      

  (   ); -

      

     (   ); 



55

 

  

 . .

       -

   (   );  -

  ( , ,  ,  

   );  -

    (   ). 

     

   ,   

 ,     

  (  , -

,    . .). ,   

      

18 ,    -

  – 25 ,  -

      

(     , -

 ,   ,  

    -

     

    – -

 ,  ,  ; 

    ;  

,      , -

  ,    

;      

 ).

3.     -

  .  -

      

     -

 1   . ,    

      -

,        

     , 

        -

     . 

     -

      

  . , ,  -

     , 

      ( -

  ,   

).       

      

    - -

  ,     -

 .

4.    -

     -

  .    

      

,      

   .    -

    , -

    ,   

,       

(       ).

     ,    

       -

 ,      

     

 ;   -

     . -

    , 

   ,  ,  -

    

    -

  .

:

1.     

  :   -

   27.07.2010 . № 210-  [ -

 ].   .-   

« ».

2.  .    -

      

(   ) // . 

2010. № 12. . 39–42.

3.  . .    -

 ( )  //  -

  .  

  . 2010. № 2.

4.  . .,  . . - -

    , -

    

//  . 2008. № 10 (50). . 161–167.

5.  .    ( -

)  . // . 2011. № 7. 

. 126–130.

6.  . .   -

     -

 . //    . 

2012. № 6. . 9–12.

7.  . .,  . . -  

      -

    // : 

, , . 2013. № 4. . 15–26.

8.    8402-94 « -

    . » 

[  ]. URL: www.gosthelp.ru/text/

ISO840294Upravleniekaches.htm (   

10.09.2015).

9.   50646-2012 «  .  

 » [  ]. URL: docs.cntd.

ru/document/1200102288 (   10.11.2015).

10.  . .       

 //    



56

 

  

 . .

.  5: . 2011. № 1. [ -

 ]. URL: http://cyberleninka.ru/article/n/

otsenka-kachestva-uslug-s-uchetom-pozitsii-potrebitelya 

(   10.11.2015).

11.  . .    -

       

//  . 2013. № 6 (228). 

. 82–87.

12.  . .    

 -  :  . 

2-  ., . .: , 2012.

13.     

  :  -

   07  2012 . № 601 [  

].   .-   « -

».

14.  . .     // 

 . 2012 № 18 [  ]. URL: 

http://vestnik.tstu.ru/rus/t_18/pdf/18_2_023.pdf (  

 10.11.2015).

15.       -

  ( )  

    -

  ( ) : -

     

3  2009 . № 796 [  ].  

 .-   « ».

16.      -

    -

 ( ) :  -

     29  

2011 . № 8863- / 09 [  ].  

 .-   « ».

17.     -

      

   -

   :   -

   04  2014 . № 16-4808 [ -

 ].   .-   

« ».

18.      -

   -

      -

  [  ]. URL: http://

ar.gov.ru/fi les/library/1427296090.src.pdf (  -

 10.11.2015).

19.      

   -

       

     

    

   -

  :  -

    26  2012 . № 319-  

(   ) [  ].  

 .-   « ».

20.   -

.    [ -

 ]. URL: http://ar.gov.ru/gos_uslugi_03_

sbor_mnenij_grazhdan/index.html (   

10.11.2015).

21.      

   -

       

 2014  (    31  2014 ): 

     

27  2013 . № 2507-  [  ]. 

  .-   « -

».

References:

1. On the organization of state and municipal services: Fed-

eral Law of July 27, 2010 № 210-FL [e-resource]. Access 

from ref.-legal system «Consultant Plus».

2. Shevchenko V. The political problem of the public ser-

vices quality at the regional level (theoretical aspects of 

reforming) // Vlast. 2010. № 12. Pp. 39–42.

3. Mirzoyan N. S. Evaluation of quality of public services // 

Izvestiya Tulskogo gosudarstvennogo universiteta. Eko-

nomicheskiye i yuridicheskiye nauki. 2010. № 2.

4. Lomovtseva O. A., Shchedrina O. I. Methodology-

methodical maintenance of the quality services standards 

provided to municipality’ population // Nauchnyye vedo-

mosti. 2008. № 10 (50). Pp. 161–167.

5. Kayl Ya. On the need for standardization (regulation) of 

public services // Vlast. 2011. № 7. Pp. 126–130.

6. Okrepilov V. V. Improving the quality of public services 

through the implementation of quality management sys-

tems // Teoriya i fi losofi ya khozyaystva. 2012. № 6. 

Pp. 9–12.

7. Lunev A. N., Pugacheva N. B. Scientifi c guidelines for 

assessing the quality and accessibility of public and 

municipal services // Obshchestvo: politika, ekonomika, 

pravo. 2013. № 4. Pp. 15–26.

8. ISO International Standard 8402-94 «Quality manage-

ment and quality assurance. Dictionary» [e-resource]. 

URL: www.gosthelp.ru/text/ISO840294Upravleniekaches.

htm (date of reference 10.09.2015).

9. GOST R 50646-2012 «Services for people. Terms and 

definitions » [e-resource]. URL: docs.cntd.ru/docu-

ment/1200102288 (date of reference 10.11.2015).

10. Abramov S. S. Evaluation of the services quality, taking 

into account the position of customer // Vestnik Adygeysk-

ogo gosudarstvennogo universiteta. Series 5: Ekonomika. 

№ 1 [e-resource]. URL: http://cyberleninka.ru/article/n/

otsenka-kachestva-uslug-s-uchetom-pozitsii-potrebitelya 

(date of reference 10.11.2015).



57

 

  

 . .

11. Filatova T. A. Criteria for assessing the quality of ser-

vice production and consumption in the service organiza-

tion // Rossiyskoye predprinimatelstvo. 2013. № 6 (228). 

Pp. 82–87.

12. Yelantseva . P. Standardization and Certifi cation in socio-

cultural service: textbook. 2d ed. .: FLINTA, 2012.

13. On the main directions of improving governance: Decree 

of the President of the Russian Federation of May 7, 

2012 № 601 [e-resource]. Access from ref.-legal system 

«Consultant Plus»

14. Fadeeva N. V. Methodology for assessing the services 

quality // Vestnik TGTU. 2012 № 18 [e-resource].URL: 

http://vestnik.tstu.ru/rus/t_18/pdf/18_2_023.pdf (date of 

reference 10.11.2015).

15. On some measures to improve the quality of state (munici-

pal) services based on multi-functional centers of the state 

(municipal) services: Decision of the Government of the 

Russian Federation of October 3, 2009 № 796 [e-resource]. 

Access from ref.-legal system «Consultant Plus»

16. On Methodological Recommendations on the organiza-

tion of monitoring the quality of the state (municipal) ser-

vices: Order of the Ministry of Economic Development 

of the Russian Federation of April 29, 2011 № 8863- F/

D09 [e-resource]. Access from ref.-legal system «Consul-

tant Plus»

17. On the methodology of social research and evaluation 

of the Russian Federation citizens satisfaction with the 

quality of public and municipal services: Direction of 

the Government of the Russian Federation of February 

4, 2014 № P16-4808 [e-resource]. Access from ref.-legal 

system «Consultant Plus».

18. Practice of Monitoring and Evaluation of activity of mul-

tifunctional centers of state and municipal services in 

the Russian Federation [e-resource].URL: http://ar.gov.

ru/fi les/library/1427296090.src.pdf (date of reference 

10.11.2015).

19. On approval of the quality of programs for external mon-

itoring of public and municipal services in the Tyumen 

region, and techniques of internal monitoring of the qual-

ity of public services by the executive bodies of the gov-

ernment of the Tyumen region: Decree of the Government 

of Tymen region of March 26, 2012 № 319-DG (document 

is void) [e-resource]. Access from ref.-legal system «Con-

sultant Plus».

20. Governance improving. Portal of administrative reform 

[e-resource]. URL: http://ar.gov.ru/gos_uslugi_03_

sbor_mnenij_grazhdan/index.html (date of reference 

10.11.2015).

21. On approval of the programs for external monitoring of 

the quality of public and municipal services in the Tyu-

men region in 2014 (as amended on March 31, 2014): 

Decree of the Government of Tymen region of December 

27, 2013 № 2507-DG[e-resource]. Access from ref.-legal 

system «Consultant Plus».


