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The state services as an indicator of consumption of public goods and the needs of the population

This article is devoted to discussion the concept of the ‘state services’, the trend of formation and development of the state services and their role in social and economic development. Particular attention in the article the authors paid to the issues of state satisfaction with the quality of state and municipal services. The authors provide recommendations for improving this thing.

В статье рассмотрены понятие «государственные услуги», тенденции становления и развития госуслуг, их роль в социально-экономическом развитии. Особое внимание уделяется вопросам удовлетворённости населения качеством предоставления государственных и муниципальных услуг, в частности дана интерпретация результатов социологического опроса населения двух субъектов Российской Федерации (Еврейской автономной области и Хабаровского края) по исследуемой проблеме. Приводятся рекомендации по повышению качества предоставления государственных (муниципальных) услуг.
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The development of the institute of state services and improve their quality are one of the priorities of improving government in modern conditions favor [1]. The concept of "state service" used extensively in the course of administrative reform, one of the stated aims of which was to improve the service delivery of public and municipal services. It is necessary to say, that in foreign countries state services are one of the main forms of interaction between citizens, legal persons and authorities. The state acts as the Service Provider [2, p. 129].

The first interpretation of the term "state service" was given in the Budgetary Code of the Russian Federation (1998), where they are understood as services rendered by individuals and legal entities in accordance with the state task state authorities, budgetary institutions, other legal entities free or at prices (tariffs) established in the manner specified by public authorities [2, p. 130].

In this sense the term "state service" was used in the Concept of public service reform of the Russian Federation in 2001 (article 128) and in the federal program "Reforming the Civil Service of the Russian Federation (2003 – 2005)". They dealt with the need to achieve quality performance level public officials and their duties and rendered their citizens and organizations of state services [3].
Public authorities are in fact a monopoly in the provision of state services, because the need for their production comes to every citizen of the Russian Federation from the moment of birth (issuance of birth certificates) and accompanies him throughout his life (receipt or replacement passport, obtaining various permits, licenses and etc.). Consequence of this is the red tape, corruption and incompetence of state provider.

To overcome these negative trends and improve the quality of state services were developed and adopted to fulfill a number of laws [4]. With their adoption was marked shift to the service state: citizens are the users, the state are an institution providing them quality services and state and/or municipal authorities - "service" organizations [5, p. 89].

The term "state service" has undergone changes and additions in the process of improving the legislation. The term "state service" has come to refer the activities for the implementation of functions of the federal executive authority, of the state off-budget fund, of the executive authority of state power of the Russian Federation and of the local government in the implementation of certain state powers transferred to the federal laws and laws of subjects of the Russian Federation, which is carried out by The applicant's request within the established regulations of the Russian Federation and normative legal acts of the Russian Federation the powers of public service providers [4].
The federal legislation regulates providing the state (municipal) services by authorities during implementation their functions at realization assigned to them or the given with federal or regional level of authority. As consumers in this case natural or legal entities (except for the state and their territorial bodies,  the state off-budget funds and their territorial divisions, local governments), provided inquiry according to administrative regulations act.  The term “state services” has come to refer as the services rendered not by authorities, and establishments subordinated to them within the purposes and problems of activity of these establishments, as consumers in this case can act, both natural and legal entities, and authorities.

However, in our opinion, such understanding of the term "state services" consolidated by the legislator, is been inadequate and is not reflected an economic component of the sphere of the state services. The concept "state services" in a broad sense we can be defined, how any state activity leading to high-quality changes of object on which it is directed. In economic interpretation, the term “state services” has come to refer as the state activity or an economic product – all made, created and used in economy and not expressed in material and material character. In the course of granting / consumption of the state services, there is a giving of new properties and qualities to object. It should be noted that result of granting/consumption of the state service, from the economic point of view, high-quality change (constant or temporary, reversible or irreversible) conditions of the participant of the economic relations (the consumer of the state service) or the subject belonging to it [8, p. 21].
It is necessary to say, that within definition of economic essence of the state services it is necessary to take into account of the requirement "Tinbergen's equation" according to which reserved the tools used by government institutions should not exceed number of the purposes [9, with. 209]. The purposes of public administration in the general traditional understanding is providing high level and quality of life of the population that is impossible without creation of conditions for growth of the main socially – economic indicators. At the expense of instruments of public administration, there is a realization of the state services by means of which change of a qualitative condition of objects – participants of the economic relations or the subjects influencing on socially – economic development of the region. The resources available to government authority (budget funds and off-budgetary sources) define selection of concrete tools.

Thereby, analyzing modern level and quality of life of Russians and using mentioned above "Tinbergen's equation", it is possible to draw a conclusion that the stock of the tools used by government institutions is insufficient for realization of the purposes of public administration in full. One of the reasons of it is insufficient demand for paid state services (allowing, estimated, registration, conciliatory, production character) [6] that involves short-reception of means from this activity of the state. The low demand for these types of service has caused, on the one hand, by aspiration of Russians to avoid the payments established by the legislation for using benefits and with another – the objective difficulties connected with receiving of the state service: big turns, working hours of authorities inconvenient for citizens, big dates of receipt of service, etc.

Results of poll of recipients’ state (municipal) services in two regions of the Far East of Russia give an idea of realization by government institutions of the new status and role function [10]. The majority of services behind which citizens addressed and received, obtaining the international passport (40,2%) concern. Receiving or replacement of the passport of the citizen of the Russian Federation were noted by a quarter of respondents (24,5%). Services of registration in a residence (stay) used one of five respondents (21,6%), the rights for real estate and the transaction with it (18,3%). One of ten respondents used services at submission of the tax declaration, receiving a subsidy (privileges) for payment of housing and communal services. For other types of the state (municipal) services, statistically insignificant number of respondents (to 5%) addressed.

According to the majority of respondents (97%), result of their request for receiving the state (municipal) services – positive. Quality of providing service is to some extent estimated by their recipients on "well" ("very well" and "it is rather good") (79,7%).

However 17,6% of the interrogated expressed the dissatisfaction ("very badly" and "it is rather bad"). Availability of providing received service was estimated on "well" three quarters of respondents, it is "bad" - every fifth. The majority of recipients of services (70,3%) are satisfied with number of addresses to authorities which were required for collecting, delivery, inquiry and receiving required service. However this procedure doesn't arrange the fourth part of recipients of service (25,8%). It confirmed also by results of the All-Russian research [6] according to which Russians positively estimate quality of providing the state services (table 1).

Table 1
The achievement of indicators of the Concept of decrease in administrative barriers and increase of availability of the state and municipal services
	№
	Indicator
	Unit of measure
	Value of an indicator

	
	
	
	2010 (base)
	2011 (poll)

	1
	Number of addresses of the citizen in Public authorities (Local governments) for receiving one service
	quantity of times
	2
	2,1

	2
	Average time in turn at the request of the citizen for service in Public authorities (Local governments)
	minutes
	55
	51

	3
	Level of satisfaction of citizens the quality and availability of the services provided directly in Public authorities (Local governments)
	%
	-
	74,2

	4
	Level of satisfaction of citizens quality and availability of the services provided through Multipurpose Centers
	%
	-
	88,6


Source: Results of annual monitoring of quality and availability of the state services to citizens and researches of degree of satisfaction of citizens by quality of the state and municipal services: a research of the Ministry of Economic Development of the Russian Federation, 2012.
56% of respondents expressed the satisfaction with conditions of conducting reception of visitors when receiving the state (municipal) service, but 39% respondents expressed the dissatisfaction. Two of three respondents (66%) managed to hand over request (documents) for receiving service from the first. The main reasons for failure are connected with granting an incomplete set of documents (22%) and big turns (20%). 16,8% of respondents pointed to the mistakes in documents and 8,5% - to requirement additional documents. The interrogated citizens used services provided by the non-state establishments in the last two years. 50% of respondents used services of banks in opening of accounts and other operations, 49% – SIM registration – cards for mobile devices, 40% – purchase (return) of an air tickets and train tickets, 39% – obtaining the policy of compulsory health insurance, 30% – connection of the Internet and a cable television. 10% of respondents used services servicing and car repairs, rent of premises and cars, registration of bank deposits and deposits is estimated.

At the same time, citizens do not use services in insurance of apartments, structures and other property (5%), an installation and repair of the security alarm system (3%), an installation of stationary phone (9%). The majority of respondents (84%) estimate of the quality of providing non-state services as good. It is obvious that on further improvement of quality of the state (municipal) and non-state services will be rendered for their competitive advantages.

The majority of respondents consider that quality of providing non-state services is higher, than quality of providing state and municipal services. The tenth part of recipients of services expressed the opposite opinion. Every third respondent considers that quality of providing non-state services and the state (municipal) services approximately the identical. The main problems connected with receiving the state and municipal services in the Far East Russia coincide with results of the all-Russian poll (tab. 2).

Table 2
Ranging of problems connected with receiving the state and municipal services
	Rank
	Versions of answers
	RF*
	Khabarovsk Territory, Jewish Autonomous Region

	1 
	Big turns
	44,5
	50,8

	2 
	Working hours of the authority providing service are inconvenient for citizens
	21,0
	27,8

	3 
	Complexity of filling of official forms
	22,8
	27,3

	4 
	Big dates of receipt of service
	21,5
	25,0

	5 
	Lack of opportunity to get advice in a place of providing service
	11,6
	19,1

	6 
	Insufficient competence, roughness of employees
	18,8
	17,3

	7 
	Bad conditions of conducting reception of visitors
	21,8
	16,5

	8 
	Circulation on many offices, establishments
	22,5
	16,2

	9 
	High cost of services (duties, payments)
	13,8
	15,2

	10 
	Requirement of excess documents, data
	23,3
	13,9

	11 
	Bad territorial availability of authority
	10,0
	12,6

	12 
	Absence of necessary information on service (forms of statements, the granting order, operating taxes and fees, etc.)
	11,3
	11,9

	13 
	The selective attitude towards applicants ("one applicants it is more important than others")
	12,0
	6,2

	14 
	Lack of possibility of obtaining information on a stage of consideration of request for providing service
	10,0
	5,7

	15 
	Mistakes in the result of providing service
	7,2
	4,4

	16 
	Unreasonable refusal in documents acceptance, in providing service
	3,9
	2,8

	17 
	Another
	6,4
	2,3


Source: Results of monitoring of the state and municipal services. RANEPA, 2011, n = 4150 of the people who has addressed for receiving the state (municipal) services. Statistical error of 2,5%.

The Russian legislator settled the organization of providing the state (municipal) services with use of the principles of openness, availability, legitimacy, etc. One of the last achievements in this area is the realization of the principle "one window" when receiving the state services in the created multipurpose centers (MC).

A little more the tenth part (13%) of respondents know about opportunities of receiving the state (municipal) services in MC, 29% of respondents heard something about it, 38% of respondents heard about this opportunity for the first time and 21% of respondents found it difficult to answer. Only 5% of respondents addressed in MC for receiving services.

Citizens are more informed on existence of a uniform Internet portal of the state services (60,8% of respondents). The third part of respondents know about existence of this portal and every fourth of respondents something heard about it. The fifth part of respondents used its opportunities for receiving this service (obtaining information, forms, etc.). The same share of respondents noted existence of a private office on a uniform portal of the state services.

Results of selective poll of inhabitants of Khabarovsk territory and Jewish Autonomous Region testify to positive changes of a role of the state in function of granting a certain set of the state (municipal) services new to and to assistance of development of non-state services to the population, using possibilities of modern information and communication technologies. However, the share of the citizens knowing and using possibilities of electronic resources (MC, the Uniform portal) is still insignificant.

Market services provided by the authorities are demanded poorly. Among them the services of allowing, estimated, registration, conciliatory, production and other office and bureaucratic character are poorly demanded. It is obvious that the government (municipal) institutions and citizens meet with difficulties both the objective, and the subjective plan. For the solution of these problems it is necessary to spread receiving the state services through an electronic portal of providing the state services, to develop networks of the centers of providing the state and municipal services in the principle of "one window" and to bring information on possibility of receiving the state services in the above-mentioned ways to broad the masses of citizens.
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