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Abstract—The relevance of the paper is confirmed by the
fact that regional information systems can facilitate the
placement of state and municipal orders by automating routine
processes related to the planning, formation, implementation
and control of procurement of public institutions in the region.
The purpose of this study is to study the management system of
electronic state and municipal services in the region. To
achieve this goal, the following tasks were solved: this article
presents an analysis of the regulatory framework for the
provision of state and municipal services in the region;
monitoring of the quality of state and municipal services in the
region; proposed ways to improve the quality of state and
municipal services. This paper uses theoretical and empirical
research methods, such as literature review, system analysis
and review of world statistics. Sources of information are
economic and other specialized literature, articles from
periodicals, research results, experience of leading foreign
companies. This article uses economic-mathematical and
statistical methods of analysis. The result of this paper is the
conclusion about the development of modern management
system of electronic state and municipal services in the region.
The priority directions of development of informatization in
state and municipal management, at present, are the
integration of the created disparate information systems of
management bodies in complex information systems, the
development of information infrastructure, the formation and
use of information resources — cadastres, registers, distributed
databases, the introduction of an automated system of
electronic document management, the creation of e-Commerce
centers and public procurement, the creation of Internet
portals of public authorities and local governments.
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. INTRODUCTION

Modern conditions require a high level of Informatization
of the environment of state and municipal administration.
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Each state and municipal entity must have a minimum set of
information attributes for effective management. The
organization of work of public administration and local self-
government bodies on the basis of information and
communication technologies is a priority in the e-state
program.

In 2005-2010, the concept of administrative reform was
adopted, including the transformation of approaches to the
provision of state and municipal services, and the plan of
measures for its implementation for 2006-2010, in order to
improve the quality and availability of state and municipal
services, to overcome administrative barriers to business, to
improve the efficiency of state bodies and interdepartmental
interaction, to improve the openness and transparency of the
activities of state bodies. Multifunctional centers operating
on the basis of the Federal law of the Russian Federation of
July 27, 2010 Ne 210-FZ "on the organization of state and
municipal services" were established. The analyzed legal act
laid the basis for detailed regulation of the relationship
arising in connection with the provision of state and
municipal services in the region [1].

These measures have greatly facilitated and improved the
provision of services to the population and business in the
region.

As of January 1, 2017, 2,820 centers and 1,098 offices
providing state and municipal services were established on
the territory of the Russian Federation. The value of the one-
stop-shop coverage rate was more than 94%.

Important legal acts regulating the organization of work,
the basis of management, as well as the responsibility of
multifunctional centers (hereinafter — MFC), providing state
and municipal services, are two Federal laws: Federal Law
of 03.11.2006 Ne 174-FZ "on Autonomous institutions" and
Federal law of 12.01.1996 Ne 7-FZ "on non-profit
organizations". One of the basic principles of the provision
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of state and municipal services is the principle of compliance
by public authorities and officials with the requirements of
the current legislation.

The provision of any service, the procedure for its receipt,
the required number of documents is associated with
ensuring access of interested persons to information on the
receipt of such services by state bodies and local authorities.
Therefore, the legal regulation of the openness of the
activities of public authorities is regulated by the Federal law
0f09.02.2009 Ne 8-FZ "on ensuring access to information on
the activities of state bodies and local authorities". This law
establishes the rights of users of information to obtain
reliable information about the activities of state bodies. In
modern society, information has become the latest tool for
the formation of the information society.

The basic principles of ensuring access to information on
the activities of state and municipal authorities: openness and
availability of information on the activities of state bodies
and local authorities; reliability of information of public
authorities and the timeliness of its provision; freedom of
search, receipt, transmission and dissemination of
information on the activities of public authorities in any legal
way; observance of the rights of citizens to privacy, personal
and family secrets, protection of their honor and business
reputation, the right of organizations to protect their business
reputation in providing information on the activities of state
bodies and local governments [2].

The main advantages of obtaining state and municipal
services in electronic form are the following:

o Simplification of procedures of interaction between
citizens and authorities of the region;

e To increase the openness and effectiveness of
activities of the authorities of the region;

e The possibility of obtaining services without
unnecessary time and financial costs;

e Getting services from home computer, mobile phone;
e Possibility of online payment of duties, fines, taxes;

e Assessment of the quality of public and municipal
services;

¢ Improving the quality of life.

Normative legal regulation of relations arising in
connection with the provision of public and municipal
services is carried out in accordance with other Federal laws,
e.g. the Federal law from November 29, 2007 No. 282-FZ
"On official statistical accounting and state statistics system
in the Russian Federation" according to which created the
unified interdepartmental information-statistical system and
the Federal law of 9 February 2009 Ne 8-FZ "On providing
access to information on activities of state bodies and bodies
of local self-government".

Bachilo 1. L. writes about the need to develop a
comprehensive legal platform for the development of a
variety of opportunities for the provision of state and
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municipal services. In her opinion, "the legal platform is a
set of ideologies, concepts, doctrines, strategies, plans,
programs and legal norms for their implementation on behalf
of the state power".

Thus, the implementation of a variety of different legal
acts in the process of activities of authorized entities is the
legal support of this activity. The starting point for the
formation of regulatory support for the provision of state and
municipal services is the current legislation of the Russian
Federation. Despite the fact that the legislation in the issues
under consideration has been repeatedly criticized, while
there are difficulties in its development, at the moment it is
possible to talk about the existing legal regulation of the
provision of state and municipal services in the country [3].

Il.  MONITORING THE QUALITY OF PUBLIC AND
MUNICIPAL SERVICES IN THE REGION

In 2017, the Executive authorities and local authorities of
the Kursk region monitored the quality of public and
municipal services.

Monitoring was carried out to assess the effectiveness of
the Executive authorities of the Kursk region and local
governments to achieve the targets of improving the system
of public administration. During the monitoring it was
possible to identify the most problematic areas of public and
municipal services, as well as to track the dynamics of the
main indicators of the most mass services. During the
monitoring were studied indicators related to the assessment
of the quality of services and evaluation of the activities of
the Executive authorities of the Kursk region and local
authorities:

¢ information support of services;

o the financial and time costs for applicants to obtain
services;

o the degree of compliance with authority standards for
the provision of services;

e determining the level of satisfaction of applicants
with the quality and availability of services;

e determining the degree of optimization of the order
and quality of services;

e assessment of the activities of the authority for
amending existing regulations;

e assessment of quality design of administrative
regulations on the provision of services;

o determination of the degree of readiness of authorities
to provide services in electronic form using
interdepartmental information exchange.

The monitoring was carried out in relation to the most
mass and socially significant state and municipal services
provided by the local authorities of the Kursk region. 19
Executive authorities of Kursk region, 28 municipal districts
and 5 urban districts took part in the monitoring. In total,
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more than 11 thousand people (11 481) took part in the
sociological survey [4].

The Executive bodies of Kursk region of respondents
7365 people receiving public services, that more compared
to 2016 (2980 people, or 40%). Also in the field of social
services the number of respondents increased from 190
people in 2016 to 1154 in 2017, the survey was conducted
among residents of 28 municipal districts and the city of
Kursk. Local self — government bodies of the region
interviewed 4116 recipients of municipal (state on
transferred powers) services addressed to local self-
government bodies of the region. Only the survey conducted
for 240 service, including 50 of 190 state and municipal
services.

The highest degree of awareness about the receipt of
public services (100%) was noted among the applicants
interviewed by the health Committee of the Kursk region,
the state Inspectorate of the Kursk region for supervision of
the technical condition of self-propelled machines and other
types of equipment with the relevant state inspections of
cities and districts, the Committee of construction and
architecture of the Kursk region, the Department of
environmental safety and environmental management of the
Kursk region, the Committee of industry, transport and
communications of the Kursk region [5].

This figure is lower in the Committee of education and
science of Kursk region — 71.4%, in the Department for the
protection of cultural heritage of Kursk region — 57.1%, and
the lowest — in the forestry Committee of Kursk region 45%.

In Local governments of the region applicants are well
informed about the methods and procedure for obtaining
municipal services. They receive information from
information stands posted in the places of municipal services,
from materials published in local Newspapers, from the
official websites of district Administrations and village
councils, the administration of the Kursk region [6].

According to the results of the monitoring, the following
conclusions can be drawn:

e information support for the provision of state and
municipal services generally satisfies the applicants
and meets the requirements of the current legislation.

e administrative regulations for the provision of
services contain the necessary information on the
procedure and conditions for the provision of services.

o there is A high degree of readiness of Executive
authorities and local authorities to provide services in
electronic form.

o there is a positive trend in the level of satisfaction of
applicants with the quality and availability of services
received in 2015, 2016 in 2017.

In order to improve the quality of public and municipal
services offered:

e make timely changes to the existing regulatory
framework. Administrative regulations to keep up to

Advances in Economics, Business and Management Research, volume 110

date, in a timely manner to place them on the website
of the administration of the Kursk region, the
websites of municipalities.

e to inform applicants more Widely about the
possibilities of obtaining services through the Unified
portal of state and municipal services (functions), the
Portal of state and municipal services of the Kursk
region. For this purpose it is necessary to carry out
the following actions:

Carry out activities to improve computer literacy to
obtain services using the Internet;

Inform citizens about the possibilities of obtaining
services in electronic form through the Unified and
regional Portals of public services;

Explain the Rules of use of the Unified and regional
Portals of public services and Private office.

e to inform applicants more Widely about the
possibility — of  receiving  services  through
multifunctional centers and its branches in the "one-
stop-shop" mode.

e publish news and information materials on the
provision of services in electronic form, post
information materials in places of mass stay of people
and advertising structures.

I1l.  DIRECTIONS OF IMPROVING THE QUALITY OF STATE
AND MUNICIPAL SERVICES

The quality of the provision of state and municipal
services (by which we mean a specific result obtained by an
individual or a legal entity as a result of interaction with a
certain authority or local government and representing the
implementation of the relevant authority or local government
of its functions) causes reasonable complaints among the
population and business representatives [7]:

¢ State and municipal institutions work according to an
inconvenient schedule, coinciding with the usual time
of work of other organizations. For this reason,
people have to be asked to visit a public institution
(the employer may not always and considers it
necessary to release the employee). Time of absence
of the worker on a workplace is not paid, and the
employer has the right to demand from the employee
or to fulfill this time, or to deduct the corresponding
sum from his salary.

e in some cases, in order to obtain a certain public
service, it is necessary to visit several public
institutions, the schedule of reception of visitors in
which is not agreed, and they can be in completely
different places. This increases the cost of a citizen to
visit institutions and, as a result, extends the duration
of his absence from the workplace.

e in most public institutions, the number of reception
days is limited, in addition, even on these days, the
reception of citizens is usually not carried out all day.
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Because of this, there are long queues, often people
get to the official not the first time, which causes
quite natural discontent.

o unfortunately, despite all the declarations on the
construction of the service state, civil servants do not
treat visitors as full-fledged consumers of public
services, but as an annoying obstacle that distracts
them from their main activities. This is reflected in
the unfriendly attitude to visitors and the disregard for
their interests.

It is obvious that from all the above it is necessary to take
the following measures:

o the organization of a more convenient schedule of
reception of citizens (in particular, after working day
and on weekends), and the introduction of more
reception days.

e the organization of a" single window", so that a
citizen interested in obtaining any public service that
requires a visit to several institutions, could bring his
application and the necessary documents to one of
these organizations (or a specially created for such
purposes public authority), and the passage of
documents to the authorities would provide
themselves employees of state bodies.

e creation of motivation of civil servants to polite and
friendly interaction with the population and to
effective satisfaction of their requests.

Unfortunately, the implementation of these activities
within the framework of the current model of public services
delivery faces a number of problems.

The introduction of a more convenient schedule of
reception will require the allocation of additional staff to
interact with the population, in other words, it will be
necessary to recruit civil servants, and, as a result, an
increase in budget expenditures for the maintenance of the
state apparatus. It will be difficult to compensate for these
costs, since the tariffs for the provision of public services are
fixed [8].

The organization of the "single window" will also require
significant costs — this time to change the algorithm for the
provision of public services and to allocate special
employees who will interact between different institutions
involved in the process of providing one public service. The
alternative would be a hard binding of the whole complex of
actions within a single submission to a single government
Department, but this will require a redistribution of
competencies between bodies of state power, and, moreover,
is not always feasible.

Finally, changing the attitude of civil servants to the
population requires significant institutional changes, in fact-a
change in the social identification of both citizens and
representatives of the authorities. These changes are unlikely
to be implemented in a short period of time, especially given
that a management Directive is not enough to implement
them — a change in mentality must come from within [9].
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This means that the most effective solution to these
problems could be the introduction of an intermediary
between the state apparatus and the population, which would
coordinate the interaction of state bodies and citizens for
their mutual convenience.

Such intermediaries are currently multifunctional centres
for the provision of public services. They introduced the
principle of "single window", they work on a convenient
schedule for the population, and employees are set to work
effectively for citizens. In fact, from an organizational point
of view, these multifunctional centers act as virtual
organization cores created for each specific request.

However, this approach is also not free of drawbacks. It
requires significant costs (at least to pay for the premises and
labor of employees of the multifunctional center), as well as
the personal presence of the citizen. In addition, in our
opinion, it represents a certain social danger: the use of
outsourcing in the provision of public services (and such
intermediaries act as outsourcers) can create the public
opinion that public authorities are not able to perform their
functions independently.

Much more effective would be the use of technologies of
electronic interaction between the government and the
population. If the situation is somewhat simplified, the
provision of state or municipal services consists in the
processing and registration of certain information. Thus, the
transfer of public services in electronic format is a natural
way to improve the quality of their provision [10].

So far, the potential of such technologies remains largely
untapped. Both due to legal restrictions and due to the
Russian mentality, only a part of operations is transferred to
electronic format, while the full provision of public services
requires the personal presence of a citizen. However, the
active introduction of such technologies would allow to
achieve a number of important economic and social effects:

o possibility of reducing the number of civil servants by
eliminating personal interaction with the public and
moving to automated information processing. This
will reduce the cost of maintaining the state apparatus
and increase its manageability and quality of work;

e population will not have to spend time to be present
in public institutions, as applications can be sent at a
convenient time from any computer;

o ability to track the passage of the application online;

e increase the transparency of the work of the
authorities. In addition, the electronic format is
convenient to store the entire history of interaction
between the citizen and the authority, which can
simplify the settlement of claims and litigation;

o state will be perceived as more open to the population,
which is extremely important in modern conditions.
To solve this problem, along with the official
websites, it could be recommended to state agencies
to ensure their presence in social networks.
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Since the spread of the Internet in European countries
took place earlier than in Russia, the use of its capabilities in
the municipal sphere began earlier. This means that it will be
easier for Russia to implement e-government and e-
municipality programs, as domestic specialists have the
opportunity to rely on the experience gained by foreign
countries.

However, we should not think that the introduction of
Internet technologies is not only necessary, but also a
sufficient condition for the creation of e-government and e-
municipality. The mechanism of interaction between the
population and municipal officials needs to be changed. If
this change does not occur, there is a high risk that, for
example, requests and applications of citizens transmitted by
e-mail, will remain without consideration or answers to them
will be formal, and to obtain the service will still need the
personal presence of the citizen.

We should not forget that part of the population due to
conservatism will not be able to take advantage of Internet
technologies. For this reason, e — government and e —
municipality are called upon-at least in the first stage-not to
replace the traditional format of the provision of state and
municipal services, but to complement it harmoniously. This
means that citizens should be able to fully receive public
services of their choice, both in traditional and electronic
formats. At the present time, either a purely traditional model
prevails (in which all operations for the provision of public
services require the personal presence of the applicant in a
public institution), or a quasi-traditional model (when part of
the operations is carried out in electronic format, but the
applicant's appearance in a public institution is still required)
[11].

Further, the specifics of the information provided and
processed by public authorities is that it is confidential, and
the possibility of gaining access to it by attackers is fraught
with great losses and risks. In addition, the e-government
system is much easier to block. This requires significant
investment in its safety and reliability.

Nevertheless, despite these factors, the transition to an
electronic format for the provision of public services is an
urgent need, and the state should take measures to encourage
both civil servants and the public to move to electronic
technologies of interaction.

IV. CONCLUSION

Thus, the Priority directions of development of
Informatization in the state and municipal management, at
present, are the integration of the created disparate
information systems of management in complex information
systems, the development of information infrastructure, the
formation and use of information resources — cadastres,
registers, distributed databases, the introduction of an
automated system of electronic document management, the
creation of e-Commerce and public procurement centers, the
creation of Internet portals of public authorities and local
governments.
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The development of the information society of the region
is characterized by priorities in the formation of the technical
and technological basis of the information society, the
creation of modern ICT infrastructure, information security.
Despite the fact that much attention is paid to the
development of regional Informatization in the region, the
lack of funding in this area, complicates this process.

Works in the field of automation and application of new
information technologies in the region are carried out in the
following main areas:

e organization of development, implementation and
maintenance of software and hardware systems of
local telecommunications networks related to the
maintenance of information databases;

e introduction of advanced forms and methods of
processing industry information, participation in the
formation of a unified information system of the
region;

e implementation of  methodological,information,
software and technical support of Executive
authorities on Informatization.

Regional Informatization is carried out in several
directions, the basic of which are: education, health,
transport, construction, life safety, social protection of the
population and culture. On the basis of the analysis it can be
argued that the Kursk region has the potential to improve the
performance of regional Informatization, and, consequently,
the possibility of increasing its position in the final ranking
of the level of development of the information society in the
subjects of the Russian Federation.
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