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HayyHasi HOBM3Ha 3aKJII0YaeTCs B KPUTUYECKOM aHa/Iu3e U HOBOW MHTepNpeTaluy CHeLU-
dbryecKkux CBOMCTB yCIYyrU Kak ¢opMbl IPOU3BOAMUMOTO bHJ1ara.

Pe3syabTathl. [IpessokeHa HOBasg MHTepnpeTalus U TOJKOBaHHe creludUYeCKUX CBOWCTB
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JJIeKTPOHHOE MpPaBUTEJbCTBO U Ipe- HaJIMYUU NOJIsl, MIOJHOI'O CBSI3aHHBIX MeEX-
JlOCTaBJIEHUE 3JIEKTPOHHBIX YCIYT B rOCy- lly Ccob0OW TNOHATUN, KOTOpble, IO-
JlapCTBEHHOM CEKTOpe, Ha3blBaeMble B pa- BUIMMOMY, UCII0JIb3YIOTCS KaK CHHOHUMBI:
60Te MyOJUYHBIMU 3JIEKTPOHHBIMU YCJIy- CEpBUC 3JIEKTPOHHOIO IPaBUTEJbCTBA,
raMiy, B HacTosilee BpeMs SIBJASIOTCSA BaX- 3JIEKTPOHHOE 06CJIyKUBaHUE, NMyOJIUYHbIE
HOM TEeMOM HCCIeOBAaHUM B KOHTEKCTe 3JIEKTPOHHbIE YCIYTH, [UPPOBOM CEPBUC U
Kak MHPOpPMALMOHHBIX CUCTEM, TaK U Tro- ap.[1,c. 163].

CyZlapCTBEHHOTO ynpaBJieHHs. JTO HeyAu- OfHako, Hesb3sl C YBEPEHHOCTbIO YT-
BUTEJIbHO, YYUTbIBasi BO3POCLIYIO JUHA- BEpXK/JaTh, YTO 3TU IOHATHUS SBJSITCS
MHUKY UCI0JIb30BaHUSA 3JIEKTPOHHBIX YCIYT. TOX/J€CTBEHHBIMH, MOCKOJIbKY MHOTHe

BMecTte ¢ TeM, cyuecTByeT 60JibllIoOe yYeHble OINYyCKalT YeTKUEe OIlpeseseHUs
KOJINYEeCTBO KOHILEMLUH, HCH0Jb3yeMbIX TeX MOHSATHH, KOTOPble OHU HCIOJIb3YIOT.
JIJIs1 OMMUCAHUSA 3JIEKTPOHHBIX YCJYT, Hpe- Bo MHOrux nyo6JiMKalnysx, NOCBSLIEHHbIX
JIOCTaBJIsIEMbIX TOCYJapCTBEHHbIMU Opra- 3JIEKTPOHHBIM yCJyraM B KOHTEKCTE 3JIeK-
HaMU. Hay4yHble nmy6/MKalUy, MaTepHasbl TPOHHOTO NpPaBUTEJbCTBA, 3Ha4eHHUe II0-
KOHpepeHIIMA U OTYeThbl MO 3JIEKTPOHHO- HATHUA «3JIEKTPOHHAs yCJayra» IHpejcTaB-
My MpPaBUTEJbCTBY U MyOGJUYHBIM 3JIEK- JIsleTCsl caMo Co60HM pa3yMerIuMcs — Jac-
TPOHHBIM yCJyraM CBUJETeJbCTBYIOT O TO yYeHble He ONpesessA0T UIU He aHaU-
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3UPYIOT, UTO O3HA4YaeT, COOCTBEHHO, MOHS-
THUe «e-service». MccienoBaHudA 3/1eKTPOH-
HOT'O NpaBUTEJbCTBAa HEOJHOKPATHO NOJ-
BEpPrajiiCch KPUTHUKE 33 «KOHIENTYaJIbHYIO
HeolpeJieJIeHHOCTb», 4Ype3MepHoe YIpo-
lleHWe, Ha/lM4yde pasJUYHbIX MeTO/0JI0-
rMYeCcKUX orpaHUYeHUH [2, c. 649] u «Teo-
peTUdeckoe TNpeHeOpexKeHHe» K ITUM
KOHIeNTya/bHbIM BompocaM [3, c. 246];
HEKOTOpble yYyeHble OTMeYalT Hecrnocob-
HOCTb ONHPATbCS HaA MpeAbIAyLIue pe-
3yJbTaTbl W TeOopeTUYecKHe Hccaef0Ba-
HUS 3JIEKTPOHHOI'O MpPaBUTENbCTBA, a
TaK)XKe Ha MCC/eJOBaHUsl CMEXHbIX 06Jac-
Teu.

PazHooOpa3ue NOHATUH W ompejeJe-
HUMH, UCIIO0JIb3yeMBbIX /IJIs1 U3YYEHUS U OIHU-
CaHUSl 3JIEKTPOHHBIX YCJYI B KOHTEKCTE
3JIEKTPOHHOTO NPaBUTEJbCTBA, HE TOJBKO
3aTpyAHseT JJis Ucciae/loBaTeslell U clie-
[IMaJMCTOB-IPAKTUKOB HCCJIe/lOBaHUE HC-
M0JIb30BaHUS U PA3BUTHUA 3JIEKTPOHHBIX
yCIyr B TOCY[JApCTBEHHOM CEKTOpE; 3TO
TakKXe JieJlaeT UCCIe[J0BaHHUE 3JIEKTPOHHO-
ro NpaBUTEJbCTBA B 006JIaCTH 3JIEKTPOH-
HbIX YCJYT yA00HBIM OOBEKTOM [JIsl KpH-
TUKH, NOJYEepKHUBas TPYAHOCTU JJs MC-
cjesioBaTesied B HAKOIJIEHUU U 0600611e-
HUM 3HaHui [1, c. 164]. KoHyennusa ny6-
JINYHBIX 3JIEKTPOHHBIX YC/IyT HoCTpajaja
oT Toro, yTo CapTOpH Ha3bIBaeT «KOHIEI-
TyaJIbHbIM PaCTs>KeHHEeM», TO eCTb HevyeT-
KOM KOoHLlenTyanusauuei [4, c. 1041].

B oTKkpbIBaeMOM 3TOM CTaTbel LHUKJIE
ny6JIMKaLMi Mbl UCC/eNyeM COJiep>KaHue
TEPMHUHOJIOTUYECKOM KOHCTPYKLHUHU «Iy6-
JINYHbIE 3JIEKTPOHHbIE YCJAYTU», TEPMHUHA,
KOTOpbI OXBaThIBaeT OOJIbIIUMHCTBO IIO-
HATUH, UCIOJIb3yEMBbIX [iJIs 0603HAYEHUS
3JIEKTPOHHBIX MHTepdeicoB MexAay Ipa-
BUTEJbCTBAMU M TPaXKJaHaMU U C KOTO-
pbIM, TEM He MeHee, CBSI3aHO MHOXECTBO
Pa3HO06pPaA3HbBIX POOGJIEM.

TepMHUH «3/IEKTPOHHAs yCJIyra» COCTO-
UT W3 IBYX YaCTeH: «3JIEKTPOHHAsA» U «yC-
Jyra». JIerko yBUZIeTb, YTO 3TH JiB€ YaCTH
NpeJCTaB/IAIT ABe pasHble BelllU. «JJeK-
TPOHHAsI» O03HAYaeT, YTO YTO-TO CZeJIaHO
«3JIEKTPOHHBIM CIOCOGOM» U, TAKUM 0bpa-
30M, MOXKeT ObITb CBA3aHO C 3JIEKTPOHHBIM
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aptedakToM. «Ycayra» ke IpeAcTaBJseT
coboil mpoiecc, B KOTOPOM /[Jjisl KOTO-TO
co3jaeTcss ILieHHOocTb., CiemoBaTesbHO,
KOHLIENLUSA 3JIEKTPOHHBIX YCJAYyr MOXET
ObITb MCC/eJloBaHa KaK C TOYKHU 3peHUs
3JIEKTPpOHHOrOo apTedakTa (TEXHOJIOTHUH),
TaK U C TOYKHU 3peHUsA YCayTru (00CayX,u-
BaHUSA).

[Ipu paccMOTpeHUM KOHTEKCTA OpraHu-
3allMOHHON POPMBI, B KOTOPOM HCIO0JIb3Y-
eTcsl 3JIEKTpPOHHas YcJiyra, JAobaBJiseTcs
elle OJWH acHeKkT. 37leCb BHUMaHUe Ha-
IpaBJeHO Ha HU3y4yeHUe NOTeHLHaJbHbIX
NOC/AeACTBUN TOrO, SBJSETCA JIA 3JIeK-
TPOHHAas ycJjyra o61eJoCTyIHOW WU 4a-
CTHOM.

Heob6xoauMO OTMETUTB, UTO COOOILECT-
BO HhccefoBaTeNel, 3aHHUMaIOIIHUXCS
3JIEKTPOHHBIM MPaBUTEJBCTBOM U IMyO6-
JIMYHBIMU 3JIEKTPOHHBIMU YyCJIyraMH, fB-
JISeTC MEXAUCLUIJIMHAPHbIM, U UHTEpe-
Cbl OTJEeJBbHOTO HCCJAe[0BaTeNsl 3JIeK-
TPOHHOI'0 NPaBUTENbCTBA B 6OJIBILION Me-
pe onpezesiSOT, KaKkasg U3 3TUX TOYEK 3pe-
HUSI Ha MYOJIMYHYIO 3JIEKTPOHHYIO YCIYTY
OyZieT IpUHATA.

MexXaAuCHUIIJIMHAPHbIA XapaKTep 3TOH
06/1aCT¥ BO MHOTMX OTHOLIEHUSX CIOCO06-
CTBYeT MCCJeJJOBaHUSAM B 006J1aCTU 3JeK-
TPOHHOTO NpaBUTEJbCTBAa. B 3ToM cBsA3M
X. CKyJ oTMeyYaeT, YTO MUCCJAeL0BAaHUA I10
3JIEKTPOHHOMY NpPaBUTEJbCTBY OTJIMYa-
I0TCSl aKaZleMUYeCKHUM IJII0PajJu3MoM, Mo-
CTOSIHHO reHepuUpys 6oraTble U pPa3HOO06-
pasHble NporpamMMbl HUCCAeJOBaHUM, OJia-
rojiapsi BKJIaJly pas/vyHbIX JUCLUILIUH, U
Hay4HOe COO06I11eCcTBO TOTOBO UCCJIeL0BaTh
3TO SIBJIEHHWE C Pa3/IMUHbIX TOYEK 3peHHUs
[5, c. 69]. OfHaKO, MEXUCLUIIIMHAPHOCTD
B OINpeJieJIeHHON CTeleHU 3aTpyAHSeT
KOHLIENTya/ibHble JUCKyCCUU. Bo3mox-
HOCTb BOCIPUHUMAaTb W HWHTEpPNpPEeTUpPO-
BaTb SIBJIEHHWE HECKOJIbKUMHU Pa3/IMUHbIMU
cnocob6aMu, MOXeT CcTaTb GpaKTOpoM, 06b-
SICHAOLMM, I0YeMY MOHATHE «IYOJIUYHON
3JIEKTPOHHOM YCJIYTHU» UCIOJIb3YeTCs B Ka-
yecTBe CMHOHHMMA HECKOJIbKMMHU [JpyryUM
NOHSTUSIM U CBSI3aHHBIM C HUMHU KOHIIEI-
qusAM. YToObl MOBBICUTH aHAJUTUYECKYIO
00600611eHHOCTb, KOHLIENTYaJbHYI0 3pe-
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JIOCTb U NPAKTUYECKYIO BBITOJYy OT HUCCIe-
JIOBaHUU B 06J1aCTU 3JIEKTPOHHOT'O NPaBU-
TeJIbCTBA, UCC/eI0BaTeH, 3aHUMalOIIHecs
3JIEKTPOHHBIMH yCJyraMH, JOJKHBI Y€TKO
ONpeeJUTh, KAKOM CMbICJ OHM BKJIA[bl-
BAalOT B MOHSTHE «IYyOJHUYHOU 3JE€KTPOH-
HOM YCJIYTU».

Heob6xoauMoO pacliUpUTb CBSI3b MEXY
WCC/IeIOBATENSIMU  PA3JIMYHBIX JIUCLIMII-
JIUH, €CJIM 00J1aCTh 3JIEKTPOHHOTO MpaBH-
TeJIbCTBa NMpU3BaHa U30exaTb MpejloJia-
raemoit ¢parmenTtanuu [1, c. 164], u, B
CBOI0 o4Yepe/ib, CTUMYJIMPOBATh HaKOILIe-
HUe 3HaHui. llesb 3TOM paboThl - MpoaHa-
JIMBUPOBATb MYOJIMUHbIE 3JIEKTPOHHBIE
YCAYTU C MEXJUCHUIJIMHAPHON TOYKHU
3peHus] U NMPeAJIOKUTb KOHIENTYyaJlbHYIO
OCHOBY /IJIsl TOHUMaHUS NMyOGJHUYHBIX 3JI€K-
TPOHHBIX YCYT.

TakuM o06pa3oM, paboTa HOCUT MeX-
JUCHUIIJIMHAPHBIA XapaKTep U MpeJCcTaB-
JiieT coOO00M MONBITKY KOHIeNTyaJu3alUuu
NyOGJIMYHBIX 3JIEKTPOHHBIX YCAYT, C TEM,
YTOObI MOJATOTOBUTH OCHOBAHUS AJisl YCT-
paHeHUs] TEPMHUHOJIOTUYECKON M KOHILEI-
TyaJIbHOM HEOJHO3HA4YHOCTH, HMeIIlen
MeCTO B KOHTEKCTe MCCJeJJOBAaHUU 3JIeK-
TPOHHOTO NMPAaBUTEJIbCTBA.

O6BbsICHEHWE  COLMAJIbHBIX  SIBJIEHUH
TpebyeT ONepUpPOBaHUS MOHATUAMH, IO-
3TOMy KOHILeNTyaJbHasi JopaboTKa sBJiS-
eTCsl BAXKHbIM 11aroM B 60pb0e C TeopeTu-
YeCKOW HEPa3BUTOCThIO.

KoHuenTya/lbHble OCHOBbI 0OOecrneyu-
BAKOT «MeTAaTEOPETHUYECKUH S3bIK», KOTO-
pblil HEOOXOAUM JJiIs1 OOCYXKAEHUs U pas-
BUTHS TEOPHUH, T.e. IOMOTAIOT UJEHTUDU-
IIUPOBAaThb HEOOXOJUMble 3JI€MEHThbl, a
TaKXXe OTHOLUEHUS] MeX/Jy 3TUMHU 3JIeMeH-
TaMu [6, c. 28]. [Ipu 3TOM BaKHO OCO3Ha-
BaTb CJOXXHOCTb KOHLENLUUU MNYyOJIUYHBIX
3JIEKTPOHHBIX YCJAYT W OTJAaBaTb cebe OT-
YyeT B TOM, UTO UTHOPHUPOBAHHE KAKOIr'0-TO
OJIHOTO aClleKTa MOXKeT UCK/IIYUTD YTO-TO
CylleCTBEHHOe B MOHUMaHUHU. TakuUM 00-
pa3oM, KOHLeNTyaJlbHasi OCHOBA [Jifl Myo6-
JIMYHBIX 3JIEKTPOHHBIX YCAYT JOJDKHA
NpeJCTaBASATh IeJIOCTHYI0 IepCIEeKTHUBY,
r4e HeT MecTa HeompezeJeHHOCTH |[1,
c. 164].
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[IpeMMy11€eCTBO UCNOJIB30BAaHUSA TAKOIO
N0/AX0/a NIPH OCYLeCTBJIEHUH KOHLEeNTya-
JIN3aLUH, COCTOUT B TOM, YTO OH MO3BOJIUT
«pasJIOKUTb» MyOJUYHbIE 3JIEKTPOHHBIE
YyCJAYrM Ha 4YacTU M yTOYHUTb 3HauyeHHe
KaXkJI0M 13 BBISIBJIEHHBIX YacTel, Ha OCHO-
Be 4ero CUHTe3MpOBaTh HOBOe 3HAHUE Ha
OCHOBe I10Jy4aeMOro 3Mep/KEHTHOI0 3¢-
dekTa. 3TO, B CBOIO 04Yepe/ b, IpeArnoJiara-
eT olpe/ie/IeHHYI0 IPeeMCTBEHHOCTb B UC-
c/lleJOBaHWH, ONOPY Ha NpeJlIecTBYyIOLiMe
UcC/IeJOBaHUsA U TeOpeTU3UPOBaHUSA, OCYy-
llecTBJIeHHble B 00JIaCTH HCCJIe0BaHUU
3JIEKTPOHHOTO IIPaBUTEJbCTBA, a TaKXe
CMeXHBbIX 00/1aCTAX 3HAHUS.

AHasu3 sMTepaTyphbl, MOCBALIEHHOU
3JIEKTPOHHBIM yCJyraM, Kak B 1|eJIOM, TaK
U B FOCYZJapCTBEHHOM CEKTOpE, B YaCTHO-
CTH, N03BOJISIET BbIAIBUTb TPU OTNPABHBIX
TOYKH aHaJIU3a MyOJMYHBIX 3J1€KTPOHHbIX
YCJIyT.

OTTasKUBasACb OT MyOJHUYHOTO yNpaB-
JIeHHUd, BIIOJIHE eCTeCTBEHHO, YTO 0COOeH-
HOCTH My6JUYHOTO KOHTEKCTA TaKOro po-
Jla yCIyr paccMaTpUBalOTCA B KadyecTBe
OTNpPaBHOM TOYKMU aHa/NMU3a, T. €. 0CO60To
KOHTEKCTa MNyOJMYHbIX OpraHu3anuil U
IpaBUTEJbCTBA.

C TO4ykH 3peHUs e WHGOPMALUOHHBIX
CUCTeM, B KayeCcTBe TaKOW OTIpPaBHOMU
TOYKM aHa/yM3a BBICTYNAKOT YXKe apre-
bakTHbIe QYHKIIMU 3JIEKTPOHHBIX YCJIYT.

O6e mepcrneKTUBBI UCCIEeL0BaHUA NPU-
3HAIOT CepBUCHble QYHKIMU TOCyJapCT-
BEHHbIX 3JIEKTPOHHBIX YCJYT, XOTSl C He-
MHOTO pa3HbIMM 3HA4YeHUsSMHU; CJeJ0Ba-
TeJIbHO, CaMH YCJYyId pacCMaTpUBAIOTCA
KaK TpeTbs OTIpaBHasd TOYKa aHa/u3a.
IJTHU NMOHATHA B paboTe UCCIeAYIOTCA B OT-
JleJIbHOCTH Y B Pa3JIMUHbIX KOMOUHALUSX.

[luksn craTel, NOCBALLEHHBIX KOHILEI-
TyaJU3alUy NYyOGJUYHBIX 3JIEKTPOHHbBIX
ycayr, OyneT mHpefcTaBJieH B COOTBETCT-
BUU CO CJeAylolled JIOTUKOW: B JaHHOM
paboTe Mbl HccaeAyeM clenuduyeckue
XapaKTepPUCTUKHA YCJAYr, MocjaeAyrliue
CTaTbM LMKJA paboT OyAyT NOCBSILEHBI
UCCJIeJIOBAHUIO ClelUPUKHU 3JIeKTPOHHBIX
yCayr, MyOJUYHBIX YCAYT W, HAKOHel, My6-
JINYHBIX 3JIEKTPOHHBIX YCJIYT.
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XapakTepuCTHKaA yCIyT, KaKk OTIPaBHOU
TOYKM Halllero uccAe0BaHUs Ha3BaHa
3KOHOMHYECKUM acleKTOM, YTO 0OyCJIOB-
JIEHO, BO-TIIePBbIX, TEM, YTO peyb UJEeT 00
oAHOU u3 GopM NMpousBOAMMOro 6Jiara, u,
cle/loBaTesJbHO, SBJSIOLET0Cd 3KOHOMU-
YeCKOM KaTeropveu H, BO-BTOPBIX, TOH
3HAYMMOCTbIO, KOTOPYI0 UMEKT crnenqudu-
yecKHWe CBOMCTBa 3TOM (opMbl, OJiara Ha
OLleHKY KayecTBa yCJIyr BooOlle, U Ha
OLleHKY KayecTBa MYOJIMYHBIX 3JIEKTPOH-
HBIX YCJIYT, B YaCTHOCTH, YTO TaKXXe UMeeT
BbIpaQXXEHHOE 3JKOHOMMUYECKOEe CoJiepKa-
HUeE.

[loBpIlIeHWE WHTeEpeca K YyCAyre Kak
3KOHOMHYECKON KaTeropuu ObLIO BbI3Ba-
HO TpeMs OCHOBHbBIMU MNpPUYMHAMHU: BO-
NepBbIX, IKCIAHCHEN 3TOU PopMbl MpoU3-
BOAMMOrO 6Jiara B yCJI0BUSAX NMOCTUHAYCT-
puasbHOro obuiectsa. Bo-BTOphIX, B KOH-
TeKCTe MyOeJUYHOr0 yIpaBJeHHUs rocyaap-
CTBEHHbIE YCAYTHM OKa3aJUCb yA0O0HBIM
dbopmMaToM npeJicTaBaeHUsA, 0OCYKJEHUS U
OlleHKH QYHKIIMOHHWPOBAHUS IOCYIapCTBa,
0COOEHHO B CBfI3U C NOSIBJ€HHWEM KOHIEeMN-
UM CepBUCHOro rocyjgapctBa. U, B-
TpeTbUX, HECMOTPS Ha 3HAYHUTeJbHbIU
00beM NyO6JIMKaLUK, MOCBSIIEHHbIX 3TOM
TeMe, IPUXOJUTCS CAeJaTh BbIBOJ, O TOM,
YTO COXPAHSITCSA Pa3HOYTEHUS B TOJIKO-
BaHUHU pa3jMYMil MeXJy TOBAapOM U yCJy-
roil, MpUpPoOAbl crelUuPUUECKHUX CBOUCTB
YCJIYTH, UX BO3/JeHICTBUS Ha OLIEHKY Kaue-
CTBa. JTO NPUBOLUT He TOJIbKO K J0CaJ-
HbIM TEOpeTUYECKHM OIIMOKaM, HO U K
cepbe3HbIM MpPaKTUYECKUM MpocyeTaM. B
3TON CTaThe Mbl JieJlaeM MOMBITKY CBOEro
OCMBICJIEHUSI 3TUX BONPOCOB, BKJIIOYal0-
1ero 0630p CyueCTBYIOUIMX TOYEK 3pEHUs
Y UX KDpUTUYECKUN aHAJU3.

CJ10BO «ycJiyra» MPOUCXOJUT OT JIATHH-
CKOro cJjoBa servitium, coBpeMeHHbIe
CMBICJIOBblE 3HAYe€HUSI KOTOPOTO HMEKT
ciaeyole 3HAYeHUs: JAeWCTBUE WU
npolecc Oo6CAyKHBAHUS; aKT IOMOIIH;
cucreMa, obecrne4yuBawInasg oOIeCTBEH-
Hble HYXJbI, XOTS €CJU 00paTUTbCHd K
aKaJleMU4YeCcKUM NyOJMKalUAM, TO MOXXHO
HaWTH O60Jiee CJOXKHbIe U KOHKPETHBIE OI-
penesieHUs.

120

TpaguuMoHHO ycyra BOCIPUHUMAETCS
Kak JieaTeqbHOCTb [7, c. 302]. B cooTBeT-
CTBUU C 3TOU TO4YKOM 3peHuss Kotsep u
Kessep omnpefendarT ycayry Kak «... JIIO-
60e [elCTBHUE, KOTOPOE CTOPOHA MOXET
NpeJIOKUTh APYrol, YTO B OCHOBE CBOEW
HeMaTepuaibHO» [8]. HW.JIuHrpeH u
[". /bkeHCOH [06aBJSAOT, YTO NMPOU3BO/CT-
BO MOXET ObITb CBA3aHO WUJIM HET C QU3H-
yeckuM npoayktoMm [1, c. 168]. Cienysa
3TOU JIOTHKE, YCAYTU CPaBHUBAKOTCA C TO-
BapaMM Y 00/1a1al0T TpeMs BOXXHBIMU CIie-
nMprUYeCKUMH XapaKTepUCTUKaMU: HeMa-
TepPHUaJbHOCTBIO, HEPA3/eJIMMOCTBI0O U He-
ofHOpoAHOCTbIO [9, c. 44]. Takum o6pa-
30M, roBOpA O criequPpHUIeCKUX XapaKTepu-
ctukax ycayry, W. Jluarpen u I'. [xeHcoH
NOAYEPKMUBAIOT, YTO YCJAYrd HeMaTepu-
aJIbHbl, OHM fABJIAIOTCA NpeJCTaBJIeHUAMY,
a He 00'beKTaMHU U, COOTBETCTBEHHO, NpO-
1eccaMy, a He pe3yJibTaTaMU. ITO NpPensiT-
CTBYeT CUMTBIBAHUIO, U3MEPEHHUIO, TeCTH-
POBaHUIO U, C/Ie/l0BaTEeJIbHO, 00 beKTUBHOU
OLleHKe KauyecTBa OOJIbLIMHCTBA ycayr [1,
c. 168].

XapakTepucTHKa Hepas3JeJMMOCTH OT-
HOCHUTCA K TOMY, YTO NPOLLECChl IPOU3BO/-
CTBa U NOTpebJIeHUsI MHOTHUX yCJIyT He MO-
I'yT OBbITb OTAeEJeHbl APYTr OT Apyra. JTo
O3HayaeT, YTO BO3HHUKaWIlee IMpPU ITOM
6/1aro poJAaeTcs NpPU B3aUMOJEWCTBUHU
MeX/Jy NnoTpebuTesieM W MNOCTABLIUKOM
YCJIYTH.

HakoHel], XxapaKTepuCTUKa YHUKaJbHO-
CTH O3HAyaeT, YTO YCJYTH 4acTO BapbUPY-
I0TCSl OT MPOU3BOJUTENSI K IPOU3BOAUTE-
JIIO, OT KJIMEHTa K KJIMEHTY U BO BPEMEHHU.
XapakTepUCcTUKy HeofgHOpogHocTH KoTt-
Jiep u Kessiep Ha3pIBalOT U3MEHYMBOCTHIO
U J00aBJIAIOT elle OJHY XapaKTePUCTHUKY:
YCIAYTU HE MOTYT ObITb COXpaHeHbI (CKJa-
JIUPOBaHbl), OHU JI0/KHbI OBITh JOCTYIHBI
KJIMEeHTaM B HY>XHOe BpeMs U B HYXXHOM
mecre [8].

C 3TMMHU XapaKTepUCTUKAMU TECHO CBSI-
3aHa OLleHKa KadecTBa 0OcCJyXUBaHUA. B
CpaBHEHHUHU C KayeCTBOM TOBAapoOB, O Kaye-
CTBEe YCJYyT CJIOXKHee CyJUTb U B 3HA4H-
TeJIbHOU CTeNeHU 3Ta OLeHKa 3aBUCUT OT
K/aMeHTa. [Ipole roBops, kayecTBO 06CIy-



BOITPOCHI YIIPABJIEHUS. 2019. Nel(37)

C I Epemeen

’KUBaHHS B KOHEYHOM UTOTeE OLleHUBAaEeTCs
KJIMEeHTaMH, a pa3Hble KJIUEHTbl MOTYT
MMETb pa3Hble NPeACTaBJEHUS O TOM, YTO
npeJcTaB/sieT cO60M xopouias ycayra.

[I[pyyrMHBl HEAOCTAaTOYHOTO KayecTBa
00C/Y>KUBaHUS U BbISIBJIEHHbIE NPOOESbI B
KadyecTBe OOCJAyXMBaHUsl MOTYT BO3HHU-
KaTbh B CUTyallUsIX, KOTJA CYLeCTBYET pac-
X0XKJeHUEe MEeXAY 0KUJaHUSIMU KJIUEHTa U
bakTHYecKUM 06cayKMBaHueM. [lyis ToOro,
YTOOBI 00ECIEeYUTh HaJiexalllee KadyeCcTBO
yCJyT U U36€eXaTb HECOOTBETCTBUS MEXAY
OXXUJJAaHUSIMU KJIMEHTOB U NpeJloCTaBJisie-
MbIMU YCJYraMUd MOCTABUIUK YCJAYT [A0J-
K€H HU3YYUTb OXKHUJAHHUS KJIHMEHTOB; OKa-
3aTb YCJYry B COOTBETCTBUU C 3THUMH
OXXUJAHUSIMU; YOEUThCS, YTO COTPYAHHU-
KU CJeAYIOT 3TUM creluPUKaALUIM YCIayT
M IMepejaaBaTb HUHPOpMalLUi0 00 ycayre
kiueHTam [10].

Hcxons U3 yIOMSIHYTBIX 3/1eCh XapaKTe-
PUCTHUK YCJYyT, CIAeJyeT, YTO CYUleCTByeT
HeCUMMeTpUYHasi CBsI3b MeX/y I0CTaB-
IIMKOM yCJIYTH U N0Jib30BaTeieM / KJIHUEH-
TOM 3TOU YCJYTH, TAe KIUEHT B KOHEUHOM
cyeTe omnpejiesisieT Ka4yecTBO YCAYTH.

C Halled TOYKU 3pEHHs, YCIAYTU A0JK-
Hbl pacCMaTpPUBATLCS He TOJIBKO C TOYKH
3peHUs1 GOPMbI, HO U C TOUYKHU 3pEHUs CO-
Jnepxxanus. CiefoBaTesbHO, CaeAys 3TOU
JIOTHKe, J0/DKHA OBbITh CKOPpPEeKTHpPOBaHA
WHTepIpeTanus HUX OCHOBHBIX CBOWMCTB.
XapaKTepuCcTHKa HeMaTepUaJbHOCTU He
MOXeT ObITh OTHECEHA K yCJIyre B I[eJIOM.
OHa HeMmaTepHuaJbHa B OTHOLUIEHUHU CO-
nepxanusa (pyHkuun). Yto kacaetcs pop-
Mbl, TO OHa BCerJa MaTepHasibHa, TIO-
CKOJIbKY, TaK WJIM HWHade, peaausanus (a
MMeHHO 4yepe3 GOpMYy BBISBJSETCS COZEP-
»)KaHWe) CBsI3aHA C JBW)KEHHEM MaTepu-
aJIbHBIX TeJl U MpeBpallleHUsIMU 3HEPTHH,
WHBIMM CJI0BaMH, ¢ PU3UYECKUMHU MPOIeC-
camu. [l0o3TOMy pacKpbITHE COJepKaHUS
BCerja NpoOsIBJsSETCS MaTepUasibHO, B TO
BpeMs KakK cojiep>kKaHue U QYHKLUUU — U/jie-
aJibHble KaTeropuu, He3aBUCHUMO OT TOTO,
paccMaTpUBaeTcs PU 3TOM TOBap MJIH yC-
JIyTa.

Yciyra MoxeT ObITh TaKXXe paccMOTpe-
Ha B JpyruX [JBYX acHeKTax, HMMeILIUX
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NapHbIM XapaKTep: MPOLECCHOM U pe3yJib-
TAaTHUBHOM. JTH JiBa acleKTa MOXHO CYMU-
TaTb, B HEKOTOPOM poOJie, IByMs arperar-
HbIMU COCTOSIHUSIMU YCJIYTH, B KOTOPBIX
OHa MOXET HaXOJWUThCA MPHU ee OCYLLeCTB-
JieHuu. [oBopsa 0 pe3y/IbTaTUBHOM acHekK-
Te, BCerJa UMeeTCsl BBUJY NPOMEXYTOY-
HbIM pe3yJ/IbTaT, BO3HUKAKILUNA B MOMEHT
npekpalleHds (KOHcepBallMM) Ipouecca
peasusanyy. 3aKOHCepBHpPOBaHHas, Ta-
KMM 00pa3oM, ycJjyra, coxpaHseT NOTeH-
UajJ CBOed JajibHeWller peasn3alndu
(packoHcepBauus). Takas ¢opma ycayru
9KOHOMUYECKU OYeHb yZI00HA, MOCKOJIbKY
N03BOJIIET OCYIIeCTBUTb DsAJ I0JIE3HBIX
JIeVICTBUM KaK MPOU3BOJUTEJIIO, TaK U MO-
TpebuTes0: 3anacaTb YCJIyry BIOpok (pe-
3epBUpOBATh), CKJIAJUpPOBaTh, IepeMe-
1aTh B IPOCTPaHCTBe U T.4. 1o aTo# npu-
YyHe KOHCEepPBUPOBAHMUE yCJyrd, Kak Ipa-
BUJIO, OCYIIECTBJIIETCA BO BCeX Cay4Yasx,
KOorjja ecTb Takas BO3MOXHOCTb. K coxa-
JIEHUI0, UMEeIOTCsl Cepbe3Hble OTPaHUYEeHUs
B OCYIIECTBJEHHUU TaKOW BO3MOXKHOCTH.
11 3TOro mpouecc peaausalidyd YCayru
JloJKeH ObITh (GopMasiu3yeM U alTOpPUT-
MHU3UPOBaH, YTO He MOXeT ObITb obecre-
YeHO B CJIOXKHBIX YeJIOBEKOpa3MepHBIX yC-
Jlyrax, Korjia npouecc nporu3Bo/CTBa yCIy-
I'M HEBO3MOXKeH 6e3 y4yacTus 4yeJsIOBeKa, a
TaKXXe B CJydasx, Korja HpOU3BOJCTBO-
noTpebseHue TMpeAcTaBsseT co60OH He-
IpepbIBHbIA UHTEPAKTUBHBIN NpoLecc, TO
eCTb HEBO3MOKHO UX pa3/iesieHHUe.
HeTpysHOo 3amMeTUTh, 4YTO B CBOEM 3a-
KOHCEPBHPOBAHHOM BH/Ie yC/Iyra U Ipej-
CTaBJisseT co60OW T.H. TOBap, WJIU TOYHee
CKasaTb, H3/ieJle, NMOTOMYy 4YTO TOBApoOM
OHa CTAHOBUTCS JIMIb B PIHOYHBIX yCJIO-
BUsX. [IOHATHO, YTO ycCJayra 4acTb CBOEro
’KU3HEHHOT0 IIMKJa NpebbIBaeT B 3aKOH-
CEpBUPOBAHHOM BH/le, a YacTb — B pacKo-
HECPBUPOBAHHOM. JTO UMeEET CyLeCTBEH-
HOe 3HaueHHUe C TOYKHU 3peHUs OLleHKHU Ka-
yecTBa ycayru. B cBoeM 3akoHecepBUPO-
BaHHOM BH/Jle (B dopmMe ToBapa) ee Kaue-
CTBO Jierdye MojJaeTcsd OOBbEKTUBHOU
OlLleHKe, MOTOMY YTO MOTYT ObITb NPOHU3-
BeJleHbl KOJIMYECTBEHHbIE M3MepeHHs, Xa-
paKTepu3yLMX ee KayeCTBO MapaMmeT-



MANAGEMENT ISSUES. 2019. Ne 1(37)

S. G. Eremeev

poB. B mpoueccHoM (pacKoHCepBUPOBaH-
HOM COCTOSIHUM) TaKue U3MepeHUsl Mpo-
M3BECTU 3HAYUTEJIbHO CJIOKHEE, WJIU BO-
06111e, HeBO3MOXKHO. O1leHKa B 3TUX CJy4a-
SIX NPOU3BOAUTCS HA OCHOBE CyO'bEKTHUB-
HbIX TpeJCTaBJeHUN MOTpebuTesss U Oa-
3MpyeTcsl, KaKk MpaBWJO, Ha CYLIeCTBYIO-
IMX HA MOMEHT OIleHKH OXXHJAaHUSX. B
paMKax 3TOM JIOTMKH, 4YeM JIINHHEE IMepu-
0/l KOHCEepBAIMU YCJIyTH, TeM 6oJiee ycayra
«I0X0%a», B CpeJJHEM, HA TOBAp, KaK C TOY-
KU 3pEeHHs] CBOMX CBOMCTB, TaK U C TOYKH
3peHUs1, KauecTBa. BmecTte ¢ TeM, Hajio no-
HUMAaTh, YTO TAKOTO poJia CPaBHEHHE HMe-
€T BeCbMa yCJI0BHbBIN XapaKTep.
[IpoBesieHHOE HCCIejOBAaHUE XOPOLIO
WJJIIOCTPUPYET CJI0KHOCTb UCCJIEAYEMOT0
dbeHOMeHa yCJayru, B CUJIy 4Yero OHO OT-
HIO/Ib He IIpeTeHAyeT Ha 6e30Tr0BOPOUYHYIO
HMCTUHHOCTb CZeJIaHHbIX B HEM BbIBOJIOB U
Ha ero 3aBeplLIeHHOCTb. llesecoobpa3Hoi
CTpaTerveu nocaeymiiux uccaeJoBaHuH,
0COOEHHO C YY€TOM MOCTaBJIEHHbIX LieJied
KOHLENTya/u3aluud MyOGJUYHBIX  3JIEK-
TPOHHBIX YCJYT, HA HAIll B3TJIS[], ABJSETCS
CTpaTerusi UHTEPNpPeTaTUBHON BapUaTUB-
HOCTH, MO3BOJISIOLIEH B 3aBUCUMOCTHU OT
KOHTEKCTa TeOpeTUYEeCKUX UJIU MpPaKTUye-
CKMX 3aJlay UCNOJIb30BaTh B Mpeobajaro-
el CTelneHU WU PeNSSTUBUCTCKUH, WU
pPeAYKIIMOHUCTCKUM MOAXO/,.

JIMTEPATYPA
1. Lindgren 1., Jansson G. Electronic services
in the public sector: A conceptual framework

// Government Information Quarterly. 2013.
30:2.P.163-172.

2.Yildiz M. E-government research: Review-
ing the literature, limitations, and ways for-
ward // Government Quarterly. 2007. 24 (3). P.
646-665.

3. Heeks R, Bailur S. Analyzing e-
government research: Perspectives, philoso-
phies, theories, methods, and practice // Gov-
ernment Information Quarterly. 2007. 24(2). P.
243-265.

4. Sartori G. Concept Misformation in Com-
parative Politics // The American Political Sci-
ence Review. 1970. 64(4).P. 1033-1053.

5. Scholl H.J. Central Research Question in E-
government, or which trajectory should the
study domain take? // Transforming Govern-
ment: People, Process and Policy. 2007. 1(1).
P. 67-88.

6. Ostrom E. Understanding Institutional Di-
versity. Princeton and Oxford: Princeton Uni-
versity Press. 2005.

7. Gronroos C. Service logic revisited: who
creates value? And who co-creates? // Europe-
an Business Review. 2008. 20(4). P. 298-314.

8. Kotler P., Keller K. Marketing Manage-
ment, 13 th edition, London: Pearson Educa-
tion Ltd. 20009.

9. Parasuraman A., Zeithaml V.A., Berry L.L.
A conceptual Model of Service Quality and Its
Implications for Future Research // Journal of
Marketing. 1985. 49(4). P. 41-50.

10. Zeithaml V.A., Parasuraman A., Berry,
L.L. Delivering Quality Service. Balancing Cus-
tomer Perceptions and Expectations. New
York: The Free Press. 1990.

CONCEPTUAL BASES OF ELECTRONIC PUBLIC SERVICES: ECONOMIC ASPECT

S. G. Eremeev
Leningrad State University named after A.S. Pushkin,
St. Petersburg, Russia

ABSTRACT:
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vice as a form of the produced goods in order to conceptualize public electronic services.
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ic properties of the service as a form of produced goods.
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