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Relevance of the research work

In the cox}ditions of global interstate competition, as well as in the conditions of protracted
glob_al economic and social upheavals, the issues of reforming the quality management system of
ppbhcf services are in the most important system. Scientific and applied research projects in this
direction became relevant when the tasks of building an "information society" and an "electronic
state" were set. And after the transition of building an "electronic government" from the sphere
of theory to the practice of implementation among the population, the relevance of choosing
methods for assessing the quality of public services increases.

The provision of services to the population is always perceived as a function or obligation
of the authorities to carry out their activities. Therefore, the quality of these services provided by
the authorities is not always properly monitored. The relevance of the study is determined by the
fact that the number and structure of satisfaction of the population should be taken into account
not only when assessing the current activities of the authorities, but also when implementing
socio-economic forecasting programs.

Scientific novelty and validity of the proposed solutions

The novelty of the study is determined by the fact that the criteria, measuring instruments
and indicators of the quality of services necessary for assessing the quality of public services are
determined and the assessment of the quality of public services to the population is carried out
not only by the method of statistical evaluation based on a sample of respondents, but also by
approximation models.

The author proposes a comprehensive approach to standardizing the assessment of the
quality of public services, as well as to apply the foreign practice of implementing the risk
management system within New Public Management. In the research work, the level of public
satisfaction with the quality of public services based on the results of a sociological survey, and
after that carried out analysis of the Important and performance of public service quality
indicators. Determined factors affecting the quality of services by the method of hierarchical
expertise, as well as developed model for assessing the quality of public services. in specialized
public service centers carried out SWOT analysis of the strengths and weaknesses of the
"Electronic Government” of the Republic of Kazakhstan and risk assessment.

Practical value of the obtained results

The practical significance of the study is determined in the application of statistical
methods of quality control in the provision of public services and the calculation of the level of
customer satisfaction by the consumer satisfaction index (CSI) and analysis of significance and
effectiveness (IPA), and a universal model of quality assessment in the provision of public
services is proposed.

Data analysis method The SPSS 20 statistics program used to measure the level of
reliability of survey questions. Using this statistical program, a-Kronbach measured the
reliability of the survey using a statistical test. The customer satisfaction index was 80.28%. This
means that consumers were more satisfied with the work of a specialized public service center.
The quantitative data obtained used the Important-Performance Analysis (IPA) diagram to
determine which quality indicator should be given special attention and strengthen the
requirement.



In the course of the study of methods aimed at preventing the improvement of the quality
of public services: a model for assessing the quality of public services has been developed and a
communication matrix has been compiled based on GAP, ACSI, EPSI models used by leading
world organizations; according to the results of SWOT analysis, internal and external factors of
the organization's development, their strengths and weaknesses, and based on mathematical
analysis identified S — O 295.16 units, W-T-71.63 units; risk analysis affecting the quality of
public services.

Completeness of publications of the main provisions of dissertations

Based on the materials of the dissertation work, were published 9 papers, of which 1 (one)
article was published in a scientific journal indexed in the Scopus database, as well as 3 articles
in journals recommended by Ministry of Education and Science of the Republic of Kazakhstan, 5
articles in international conferences, 1 — methodological guidelines and on the basis of the
developed methodology for assessing the quality of services, the author proposed a draft
standard of the organization.

Articles and reports published in scientific publications at international scientific and
practical conferences give a complete opinion of the scientific and practical results obtained by a
doctoral student during his doctoral studies and doing research.

Conclusion

I believe that the dissertation work "Standardization of methods for assessing the service
quality" is a complete study, has scientific and practical value, meets the requirements, and its
author Amanbek Nurlan deserves to be awarded the degree of Doctor of Philosophy (PhD) in the
specialty 8D07501-Standardization and certification (by industry).
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OT3bIB 3APYBEXHOI'O PYKOBOJUTEJIA

AKTYaNbHOCTh HCC/IEA0BATEIBCKOH paboThl.

B ycnoeuax rnobansHOH MEKrocylapCTBEHHOW KOHKYPEHIMH, & TAaKXKE B YCIOBHSAX
3aTSDKHBIX MHMPOBBIX JKOHOMHYECKHX M COLMAIBHBIX HOTPACEHUH BONPOCH! pedopMHpOBaHuS
CHCTEMB! YIPABIEHWS KayeCTBOM TOCYJAPCTBEHHBIX YCIIYT CTOST B BaXXHEHIIEH CHCTeMe,
obecneynparonmiedl CTabMILHOCTE W THOKOCTH TOCYHAapCTBEHHOH BHEIUHEH M BHYTpeHHEH
NOJMTUKH. Hayudble M NpUKIaHbIC HCCAECNOBATENBCKUEC NPOEKTHI B NAHHOM HaIlpaBJIeHUH
CTalny axkTyaibHBl, KOTAA TOCTaBHIAH 3ala4M NOCTPOCHUs «MH(pOpMAnMOHHOrO obmiecTBay u
«3NIEKTPOHHOTO rocyaaperea». M nocne nepexojia NOCTPOSHUS «IIEKTPOHHOTO IIPABATENLCTRAN
u3 chepsl TEOPHM K NPaKTHKE peanu3aliiil CPefy HAceJCHUS aKTyaabHOCTh BBIOOpA METOHOB
OLIEHKH Ka4yecTBa IoCyJapCTBEHHBIX YCIIYT BO3pacTaeT.

Oxazanue yCJIyr HAceJeHHUIO BCerja BOCHpPUHMMaeTca Kak (DYHKLIUS MM O0A3aHHOCTH
OpraHoB BIACTH IO OCYIIECTBICHUIO CBOEH JelTenpHOCTH. [103TOMY HACKONBKO KAYECTBEHHO
OKAa3bIBAIOTCA OTH YCIYrH CO CTOPOHBI OpraHOB BIAcTH He BCErZJa JO/DKHBIM 00pasoMm
KOHTPOJMPYIOTCS. AKTYyallbHOCTB HCCIE/IOBAHMsA OIPENENACTCs. TEM YIO KOJHMYEeCTBO H
CTPYKTypa Y/IOBJIETBOPEHHOCTH HACENEHHUS JOJDKHO YYMTHIBATHECS HE TOJBKO IPU OLEHKE
TeKyleil esTensHOCTH OPraHOB BJIACTH, HO TAKXKe U NPH PEAM3aluy [IporpaMm COLHUaIbHO-
IKOHOMMYECKOIO IIPOTHO3HPOBAHHS.

Hayusas HoBH3HA B 060CHOBAHHOCTH NPEAIAraeMbIX pelleHni

HosusHa wuccnenoBaHUS OIpeAeNseTcs TeM, 4YTO OIpe/elleHbl KPUTEPUH, CpeacTsa
U3MEPEHHM ¥ WHIMKATOphl KadecTBa YCIyr, HeOOXONUMBIC JUIi OLCHKH KadyecTsa
rocyJapCTBEHHBIX YCIIYT M OLEHKA KayeCTBa roCy JapTBEHHBIX YCIyTr HACCICHUIO IPOBOIUTCS HE
TOJBKO METOJOM CTATHCTHYECKOW OLEHKM 10 BHIOOPKE PpECHOHICHTOB HO TaKkKe H
aNMNpOKCHMALMOHHEIMU MOJIENISIMH.

B 1mcceprauuoHHOM paGoTe aBTOp Ipe/yiaraeT KOMIUIEKCHBIH NOJIXON CTaHAApTH3alyiu
OLIEHKH KadecTBAa TOCYJAPCTBEHHBIX YCIYT, Taioke INPUMEHATbL 3apyOeimHylo IIPaKTHKY
BHEApeHHs CHCTeMbl yupasleHus puckamu New Public Management. B wacthHoCTH B
HCCNeNoBaTeNbCKOM paboTe MPOBENEHO ONpeleNeH)e YPOBHS YIOBICTBOPEHHOCTH HACCICHHA
KAYECTBOM OKa3aHHs I'OCYJAPCTBEHHBIX YCIyI IO pe3ylbTaTaM COLMOJOTHYECKOro Onpoca,
NPOBE/ICH AHATM3 3HAYMMOCTH M 3PEKTHBHOCTH [OKA3ATENeH KauecTBa TOCYAApCTBCHHBIX
yeuyr, olnpereneHbl (JakTOphl JIBUSIOLIHE HA KadeCTBO YCIyr METOAOM HEepapXUUECKOH
3KCIIEPTH3B], paspaborana MOJeNh OLCHKH KauecTBa TOCYNApCTBCHHBIX YCIYT, MPOBCACH
SWOT-aHamM3 CHIBHBIX M cnabbix CTOpoH "anexrpoHHoro mpasutensersa’ PK u mposeneHa
OLIEHKA PHCKOB B CIIELUATA3UPOBAHHBIX IIEHTPaX 00CHyKUBAHUS HACCICHUL.

TIpaKkTHYECKAa LEHHOCTH MOJYYEHHBIX PE3yabTATOB

ITpaxTadecKas 3HAYMMOCTh HCCIIENOBAHUs ONPE/EAeTCs B IPUMCHEHHS CTATHCTHHICCKAX
METOOB KOHTpOJIs KagecTBa B cepe OKa3aHusl FOCYAaPCTBEHHBIX yCIYT U BRIMUCICHHS YPOBHA
YAOBIETBOPEHHOCTH NOTPEOUTENEH METOIOM HHJIEKCA y/IOBICTBOPEHHOCTH norpeburenei (CSI)
u auasusa 3sHadumocty u sddexrussoctu (IPA) v npeuiaraercs yHusepcalbia MOACIL OLCHKH
KayecTBa B cepe OKaszaHHs rOCYJAaPCTBEHHBIX YCIyTr. (POPMHpOBAHKE 1o 00HOH MOJCTH
JOIYCKAETCSA [IPH YCIOBUY 00ECIICUCHHUS HEIPEPHIBHOCTH TIPOLecca.

Merton aHaiMza JAHHBIX JUI HW3MEPEHHsS YPOBHS JOCTOBEPHOCTH X JOCTOBEPHOCTH
BOIPOCOB OIpOCa MCIONB30Balach IporpamMma CTATHCTHKH SPSS 20. C momompio 3TOH
CTATHCTHYECKOH NporpaMmsl 0-KpoHGax mu3Mepsni HOCTOBEPHOCTH ONpoca C IHOMOIIBIO
CTATHCTHYECKOro Tecra. VIHIEKC YAOBICTBOPCHHOCTH KIHMEHTOB COCTaBHII 80,28%. Oto
o3HauaeT, yTo noTpedurenn Obutd Oojee YAOBICTBOPCHBI paboToil CHeHMATU3HPOBAHHOIO
nenTpa ofciyKuBaHus HaceseHus. TeM He MeHee, eCTh MOKa3aTe/id, KOTOpBIE BCE €le TpebyroT
[NOBBIIEHHS KavecTsa. lloiydeHHBIE KOJMYECTBCHHBIC JaHHBIC ObUIM  HCHOIB30BaHbL C
MOMOINBIO J(MArpaMMbl aHaln3a 3HAYHMOCTH Y addexrmpuoctn ([PA), 4T0OBI ONPEACTHTE,
KaKOMY TOKa3aTe/io KayecTsa CIeAyeT yACIuTh ocoGoe BHIMaHHUE U YCHIIHTH TpeboBaHue.



B xoze uccnenosanus meroos, HAIMpaBJIEHHBIX HA NPOMHIAKTHKY HOBBIIECHUS KAYECTBA
FOCYIapCTBCHHBIX YCNyr: paspaboTaHa MOZENb OLEHKH KauyecTRA TOCYAPCTBEHHBIX YCIYT K
COCTaBJI€HA MATPHIIA CBA3M HA OCHOBE MOJEIeH GAP, ACSI, EPSI, HCIIONIB3YEMEIX BeAYINHMH
MHPOBLIMH -~ OpraHH3alMAMH; TO pesyibrataM SWOT-aHATH3a BEIABICHEL BHYTPEHHHE H
BHEIIHME (DAKTOPHI PasBUTHSI OPraHHM3ALMH, UX CHILHBIE K cnabble CTOPOHBI M Ha OCHOBE
MaTEMaTHIECKOro aHanu3a BeIABIECHBI S — O 295,16 enunun, W-T-71,63 enuuuux; nposenen
AHAII3 PUCKOB BIHSIONIM HA KaY€CTBO OKA3aHHs FOCYAAPCTBEHHbBIX YCIIYT.

ITonnoTa my6aukauuii 0CHOBHBIX TOJI0KeHHH AHccepTanuUii

Ilo marepuanam muccepranuonHoii paboTel 66L10 OnyGnHKOBaHO 9 TPYIOB, U3 KOTOPHIX |
(onHa) cratks omybnuKoBana B HayqHOM XypHaie HnaeKcupyemMoM B Gasze Ckomyc, a Taxxke 3
CTaTbU B )KypHanax pexomennosanueix KKCOH MOH PK, B MEXAYHAPOAHBIX KOH(EpeHIuIX —
5 cTareil, 1 — MeTOAMYECKHE YKa3aHUs B HA OCHOBE pa3pabOTaHHOM METOIMKH OEHKH KauyecTBa
YCIyT aBTOp NIPEUIONKHII IPOEKT CTAHAAPTA OPraHHU3aI[UH.

Ony6nuKoBaHHbIE B HAYYHBIX H3IAHUSX CTATHU H AOKJIaZbl HAa MEXIyHAPOIHBIX HAYYHO-
MPaKTHYCCKUX KOH(QPEHLMAX MNAIOT MONHOE MNpPEACTABICHHE O HayYHBIX M IPaKTHYECKHX
PE3yJIbTaTax, MOIY4ECHHBIX JOKTOPAHTOM B MEpHOX o0ydYeHus B NOKTOpaHType U paboTel Haj
JuccepTauuei.,

3akaiouenue

Cumralo uro mucceprammonmas pa6ora «CranzapTusalus METONOB OLEHKH KadecTa
YCIIyT» TPEACTaBIeT COOO0H 3aKOHYEHHOE HCCNeNOBAHHE, HMEET HAYYHYIO ¥ HPaKTHYECKYIO
LCHHOCTB, COOTBETCTBYeT TpeGOBaHHAM, a ee aBTOp AMaHbeK Hypnap 3acnyxupaer
NIPUCYXICHAA  cTeneHn Joktopa ¢unocoduu (PhD) mo cmenmansmocTs 8D07501-
Cranpaprusanus u ceprudukamus (1o oTpaciuam).
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