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Abstract. Intangible resources of regional development are of particular importance in the context of the crisis
of the economy and management, as well as increasing the level of competition for resources between regions.
A reputation resource as a set of characteristics that affect the positioning of an entity in the public sphere, on the
basis of which counterparties can form an opinion about the expediency and risks of interacting with it, is closely
related to citizen-centricity. The latter is one of the main factors forming a reputation. Together with other fac-
tors, citizen-centricity has a significant impact on the interaction of the state, citizens and business, which makes
it necessary to consider the most effective practices in this area to improve the quality of public administration.
The purpose of the study is to identify the main factors of the formation of a reputation resource, as well as the
formation of recommendations for the introduction of a citizen-centric approach in public administration based
on the study of foreign and domestic experience. For this purpose, the article examines scientific research by Rus-
sian and foreign authors on the formation and evaluation of reputational resources, compares regulatory legal
acts and practices of leading countries on the implementation of public administration practices that meet the
citizen-centric approach. The main factors forming a reputation are. citizen-centricity, public positioning and
socio-economic conditions. Regarding the foreign experience of implementing a citizen-centric approach in public
administration, it is concluded that there is a wide diversification of methods for implementing this approach. It is
related to the profiling of citizens and the maintenance of a register of life situations, the design and reengineering
of services, motivation and KPIs of civil servants. Russia has already established a regulatory framework for the
development of a citizen-centric approach in public administration, there are pilot regions for the introduction
of citizen-centricity in various services. However, there is a lack of framework requirements for the introduction of
a citizen-centered approach in terms of motivation of civil servants and KPIs of their activities in Russian practice.
This aspect leaves room for the introduction of best practices in the field of citizen-centricity and is an incentive
for further research in this area.
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Annomayus. HemamepuanvHole pecypcvl pecUOHANbHO20 PA3GUMUSL NPUOBPEMAarm o0cooyio 3HAYUMOCb
8 YCIOBUSX KPUZUCA IKOHOMUKU U YAPAGILEHUSL, d MAKICE NOBLIUCHUS YPOBHS KOHKYDEHYUU 30 PECYPCbl MelCOy
pecuoHamu. PenymayuonHulil pecypc paccmampugaemcs agmopom Kaxk COB0OKYNHOCHb XAPAKMEPUCMUK, GIUsIO-
WUX HA ROUYUOHUPOBAHUE CYObEeKmMa 6 NYONUUHOU chepe, Ha OCHOBAHUL KOMOPLIX hOPMUPYEMCs MHEHUe O ie-
J1ecooOpasHOCmu 63auMoOelicmaust ¢ HuM. B kauecmee 0CHOGHO20 U3 MaKux (akmopos agmop GblOensiem KieH-
MOYEHMPUUHOCMb, KOMOPAsL OKA3bI6AE 3HAYUMETbHOE GIUAHUEC HA 63AUMOOCUCMEUe 20CYOapCmed, paicoan
u buszHeca, umo 06yci06aUEaem HeoOXOOUMOCHb PACCMOMPeHUsl Haubonee IPHEeKMuGHbIX NPAKMUK NOGBIULEHUSL
Kauecmea 20Cy0apCmeeHHo20 YRPAasienuss NOCPeOCcmeom ee eHedperus. Llenvio ucciedosanus 161semcs gvlssie-
HUe OCHOBHBIX (YPaKmopos GopMUpOSaHisi penymayuoHHO20 pecypcd, d makice QopmMuposanue peKoMeHoayuil no
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BHEOPEHUIO KIUECHMOYEHMPUUHO20 NOOX00d 8 20CYOAPCMBEEHHOM YIPABIEHUU HA OCHOBE U3YUEeHUs 3aPYDeNCHO20
U omeuecmseenHo2o onvima. B cmamue 0Jis 9mo20 paccmompensl HayyHble UCCIe008aHUsL POCCUTICKUX U 3apybedic-
HbIX A8MOPO8, NOCEAUEHHBIE BONPOCAM DOPMUPOBAHUS U OYEHKU PENYMAYUOHHBIX PeCypCos, NPo6edeHo Cpas-
HeHue HOPMAMUBHO-NPABOBLIX AKMO8 U NPAKMUK CIMPAH-TUOEPO8 NO 6HEOPEHUIO NPAKMUK 20CYOaPCMEEeHHO20
VApasneHus, Omeeuaruwux KiuenmoyeHmpuyHomy nooxoody. B kauecmese ocnosuvix paxmopos, gopmupyrougux
penymayuio, blOeAIOMCs. KIUCHMOYEHMPUYHOCMb, NYOTUYHOE NOZUYUOHUPOBAHUE U COYUATLHO-IKOHOMUUECKUE
yenosgus. Tlo pesynomamam ananusza 3apyoexicHoeo onvima 6Heopenus KIUueHmoyeHmpuuHo20 nooxood 8 20¢yoap-
CMBEHHOM YNPAasienuu agmopom cOeian 8bl600 O HAIUYUU WUPOKOU OUBEPCUDUKAYUU MEMOO08 €20 6HeOPeHUs,
nOCpeOCmeom nPoOQUIUPOSAHUs 2pAANCOAH, Be0eHUsl PeeCcmpa HCUSHEHHBIX CUMYayull, NPOeKMUPOBAHUs U pPeuH-
orcunupunea yeuye, momusayuu u KPI cocyoapcmeennvix cayoicawux. B Poccuu maxkoice yoice cozoana nopma-
mueHas 6a3a O pa3eumust KIUeHmMOYeHmMpUuyHo20 nooxo0d 6 20CyOapCmeeHHOM YNPAeieHUl, CYyuecmayion ni-
JIOMHbIE PE2UOHbl NO HEOPEHUIO KIUSHMOYEHMPUUHOCIU 8 PA3IUYUHBIX cepsucax. Aemop onpedensiem Kioyesbie

pocculickue nPaKmuKy 6HeopeHUs KIUeHMOYEHMPUUHO2O0 NOOX00d U UX HEOOCHAMKU.
Knroueswie cnosa: knuenmoyenmpuuHoCcmey, KIUeHMOOPUEHMUPOBAHHOCIb, PenymMayuoHHAs SIKOHOMUKA, pe-
NYMAayuonHbie pecypcul, NyOIuuHoOe NOZUYUOHUPOBAHIE, NPODUIUPOBAHUE SPANCOAH, 20CYOAPCIMEEHHblE YCIY2U,

momusayus eocyt)apcmeeﬂnblx cayarcaujux.

Jlna yumuposanusn: Smirnova, V. V. (2022) [The role of citizen-centricity and reputation resources of the
region in the functioning of the modern public administration system]. Intellekt. Innovacii. Investicii [Intellect.
Innovations. Investments]. Vol. 6, pp. 31-39, https://doi.org/10.25198/2077-7175-2022-6-31.

Introduction

In conditions of crisis and increasing competition
for resources, factors that increase the competitiveness
of regions come to the fore. The special importance in
this context is gained by non-material resources (hu-
man, intellectual, social, reputation, etc.).

In 2021, by Decree of the Government of the Rus-
sian Federation No. 2816-r of October 6, 2021, a list of
socio-economic development initiatives was approved,
which, as one of the initiatives, approved the federal
project “Citizen-Centricity”, which marked a qualita-
tively new stage of interaction between the state and
citizens and business representatives. Starting from
2022, the Government of the Russian Federation will
conduct an experiment to test tools that ensure the
implementation of the principles of citizen—centricity
in public administration (hereinafter referred to as the
pilot project).

The client-centric approach was borrowed from the
business environment, assuming a model of providing
services focused on each specific “client” (citizen) by
constantly improving interaction with him. At the same
time, there is a shift in focus from the product or service
to the client himself in order to obtain value from him
and effective results of the organization’s activities [7,
p. 12]. This approach is certainly one of the methods of
multiplication of reputational resources, which necessi-
tates the study of the possibilities of its implementation
in the Russian Federation.

Research methodology
The theoretical and methodological basis of the
work was the scientific research of Russian and for-
eign authors devoted to the formation and evaluation
of reputational resources, as well as their own research
and methodological developments of the authors [4;
11].

The theoretical basis of the study was the works
of A. S. Grunichev, S. N.. Bolshakov, L. A. Elshin,
I. S. Vazhenina and other authors. Modern approaches
to determining the role of various factors in the for-
mation of reputational resources are characterized by
a rather low level of methodological and theoretical de-
velopment. Client-centricity as an independent factor
in the formation of reputational resources is character-
ized by an even lower level of theoretical development.

The term “reputation resource” is interpreted by
domestic researchers from different positions. For ex-
ample, A. S. Grunichev interprets its significance as “an
applied section of reputation economics that studies the
basics of rational use of the potential and capabilities of
the territory through the prism of a rational assessment
of'its reputation capital in the global information space”
[2, p. 21]. In turn, L. A. Elshin defines as a “digital trac-
ing paper” of the real sector of the economy in various
digital channels of information transmission ..., which
generates an increase in labor, financial and other re-
sources ... by increasing the intangible base ... in the
information environment” [3, p. 133]. S. A. Bolshakov
defines the management of the reputation capital of
a territory as a set of coordinated actions that form an
attitude towards a country or region, the rational use
of which can improve the economic, political and cul-
tural well-being of residents [1, p. 144]. According to
I. S. Vazhenina, a reputation resource is “a set of real
opportunities and guarantees confirmed by practice
for the realization of significant interests and needs of
members of groups (subgroups) of the target audience”
[12, p. 12].

Foreign researchers use the term “reputation econo-
my” as the main concept. It is important to note that most
of them study this category through the prism of market-
ing analysis. Thus, according to D. Shobel’s approach,
the reputation economy is “an environment in which the
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brands of economic agents are formed on the basis of
their perception in the online space through a compre-
hensive assessment of their positive and negative quali-
ties and characteristics” [2, p. 17]. However, it is impor-
tant to note that the reputation economy in the regional
context also reflects the perception of the opportunities
and resources of the territory on the basis of the informa-
tion field characterizing its potentials [9, p. 58].
Summarizing the existing approaches, in the frame-
work of this study, by reputation resource we mean a set
of characteristics that affect the positioning of a subject
in the public sphere, on the basis of which counterpar-

ties (of different types and levels) can form an opinion
about the expediency, risks of interaction with him and
his representatives, his socio-economic and investment
potential, etc.

Factors of formation of a reputation resource

In order to determine the factors for the formation
of a reputation resource, a map of the key stages of the
customer journey map of the main beneficiaries at the
level of the constituent entities of the Russian Federa-
tion — citizens and business representatives was com-
piled (Table 1).

Table 1. Key stages of the “client path” of citizens and business representatives in accordance with the factors

of formation of the reputation resource of the region

Reputational resource

formation factor Citizens

Business

1. | Public positioning — regional brands;

— public positioning (image) of the region;

— publications in the media;

2. | Client-centricity of the region L
provision;

— quality of public services

— quality of public services provision;
— investment climate;

—unemployment rate;
— average salary;

The level of socio-economic
development benefits;

— migration level;

— ecology;

— the level of provision of social

— unemployment rate;

— the level of solvency of the target audience;

— the average «life» of SMEs;

— the level of support for SMEs;

— the level of business infrastructure development.

Source: developed by the author

Summarizing the existing approaches, the follow-
ing are identified as the main factors shaping reputa-

tion: client-centricity, public positioning and socio-
economic conditions (see Figure 1).

Client-centricity of
public administration

Figure 1. Factors of formation of the reputation resource of the region

Source: developed by the author
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Foreign experience in implementing
a client-centric approach
in public administration

Referring to the foreign experience of regulating and
implementing a client-centric approach in the sphere
of interaction between citizens and business with the
state, we can conclude that there is a wide diversifica-
tion of methods for implementing this approach. Sum-
marizing the existing experience, we can highlight the
main directions of its implementation:

A) profiling of the “client” and maintaining a reg-
ister of life situations. A fairly common practice (USA,
Canada, UK, UAE) in the field of customer profiling is
to identify the needs and analyze the requests of citizens
themselves, as well as establishing constant feedback
with them. In the above-mentioned countries, the agen-
cies aim to identify real problems and user requests,
which often may not coincide with those stated in the
application itself. This is done by analyzing the entire
available array of data: from users, other government
services and various third parties. This implements the
principle of understanding the needs of the client, in-
cluding profiling'. The latter is more of a technical is-
sue, therefore, as a rule, it is not reflected in top-level
documents.

In the above countries, the provision of services is
provided in the context of “life situations”. The most

common life situations are the creation of a family, the
birth of a child, going to the doctor (health), getting an
education, job loss, retirement and others.

B) Design and reengineering of services. In a num-
ber of foreign countries, the implementation of a client-
centric approach is fixed at the level of methodologi-
cal recommendations, the availability and need to use
a special IT solution for the design and reengineering
of public services, as well as uniform requirements for
the user interface.

In particular, Australia, the UAE, Singapore, the
USA and Finland pay special attention to the unified
requirements of the user interface, which are devel-
oped based on the results of a study of the needs of
users themselves, designing the necessary design®. For
example, the approved standards of digital services in
Singapore include a special section that contains rec-
ommendations for achieving intuitive interfaces and
ease of use. Similarly, in Finland, the requirement of
ease of use of digital services is enshrined in the “Law
on the Provision of Digital Services”.

C) Motivation of civil servants to provide client-
centric services. The best practices in terms of moti-
vating service providers were identified in the UAE,
Australia and Singapore. At the same time, in most of
these countries, motivation is divided into material and
non-material (Table 2).

Table 2. Best practices identified as a result of the analysis of international experience in terms of motivation

Direction

Types of encouragement

Countries

1. Public or individual assessment of the work of an employee:

a. recognition on an individual basis of the level of qualification of the
work performed by the employee

b. send eThanks (digital thank you card)

ployee’s work
Non-material
2. Providing benefits to the employee:

signature by the head

f. enabling project management

c. an email to an employee thanking them for their efforts

d. transferring positive customer feedback to the employee

e. public recognition of an employee’s achievement at meetings

f. holding a “day of appreciation” dedicated to the results of the em-

g. organization of a lunch to celebrate achievements

a. providing flexible working hours whenever possible
b. donation of a book on the topic of professional development, with its

c. appointment of an employee to a public service medal

d. selection as a representative at an event related to local business
e. selection by the person who will attend “higher level” meetings or
who will represent the team at meetings

Australia: 1 (a-g), 2 (b-¢)
Singapore: 1f, 2f
UAE: 2¢

! Better Training, Knowledge and Networks: the New Curriculum and Campus for Government Skills: Corporate report. URL: https://
www.gov.uk/government/publications/the-new-curriculum-and-campus-for-government-skills/better-training-knowledge-and-networks-the-
new-curriculum-and-campus-for-government-skills (accessed: 20.05.2022).

2 2021 User Experience Summit. URL: https://digital.gov/event/2021/06/22/2021-user-experience-summit/ (accessed: 20.05.2022).
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Continuation of table 2

c. performance bonuses

Minister of Human Resources)
e. long service award

Direction Types of encouragement Countries
1. Awards, bonuses and prizes
a. award for contribution to the development of innovations
b. nomination of an employee for an award by an external organization
Material (advanced science, committee of rural areas) Singapore: 1 (a, c, ¢)

d. nomination of an employee for an award (Prime Minister’s Award;

Australia: 1 (b, d)

Source: regulatory legal acts of the countries represented

Non-material motivation is expressed in a pub-
lic or individual assessment of the employee’s work,
as well as in the provision of certain benefits to the
employee. The best non-material practices are most
fully implemented in Australia. And a fairly wide
range of rewards are used, including recognition on
an individual basis of the level of qualification of the
work performed, sending digital cards or e-mails with
gratitude, sending positive customer reviews to the
employee, etc.

Singapore and the UAE use non-material incen-
tives to a much lesser extent. For example, in the UAE
it is only awarding medals for civil service, and in Sin-
gapore it is holding a “day of appreciation” dedicated

to the results of an employee’s work and providing an
opportunity to manage projects.

However, Singapore quite widely uses various
types of material incentives — an award for contribution
to the development of innovations, bonuses for produc-
tivity, a bonus for long service®. In Australia, it is more
common in this case to appoint an employee to receive
an award from an external organization and to appoint
an employee to an award*.

D) Key performance indicators of civil servants.
As part of the analysis of key performance indicators,
9 main groups of KPIs were identified in the USA,
Great Britain, Australia, the UAE and the European
Union countries (Table 3).

Table 3. Types of KPIs and their distribution by country

Ne KPI Countries of use
1. | The amount of costs for the provision of one service Great Britain

2. | The number of contacts with the client made to solve his problem Australia

3. | Customer satisfaction level Australia, UK, UAE, USA
4. | Share of services rendered (completed) Great Britain

5. | The share of services that can be provided online European Union

6. r];ll?ﬁu?:rcentage of telephone customer requests that are answered within one Australia

7. | The proportion of e-mail requests that are answered within three working days Australia

Number of users of the public services platform

Great Britain

9. | The level of convenience of services rendering services

European Union

Source: developed by the author

E) Requirements for the quality of service provi-
sion. The best practices of providing services at key
points of interaction between the state and citizens are
considered in the context of the format of providing

3

services: online and offline.

Basically, the requirements for online points of
interaction between the state and citizens are divided
into three blocks — requirements for a web portal /

A great Workforce. A great Workplace. Singapore Quality Award. Executive Summary Report. URL: https://www.enterprisesg.gov.sg/-/

media/esg/files/quality-and-standards/business-excellence/SQA_MOM 2017 Summary Report.pdf (accessed: 20.05.2022).

4

Reward and Recognition Good practice guide for South Australian Public Sector managers. URL: https://www.publicsector.sa.gov.

au/__data/assets/pdf file/0018/221481/011-Reward-and-Recognition-Good-Practice-Guide.pdf (accessed: 20.05.2022).
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website, for emails to the post office and for a mobile = mainly regulate the style of the letter (Australia and
application. In relation to the web portal and website  Ireland) and the content of information about the terms
in the USA, the requirements apply for the availabil-  of consideration of the application (Ireland). The re-
ity of navigation of the application process, as well as  quirements for the mobile application are most devel-
the possibility of maintaining progress when applying  oped in the USA, where there are provisions on the
without losing data filled in at earlier stages. In the  functionality of push notifications, compatibility with
UK, the requirement of the possibility of extending the  the main types of platforms, collection and processing
time of filling out the application and the availability of ~ of personal data, as well as regarding the security of
a corresponding notification also applies. The emails  user data’.

Table 4. Best practices identified as a result of the analysis of international experience in the provision of ser-
vices in key offline points of interaction between the state and citizens

Ne Interaction points Requirements Best practices

1. Personnel identification requirement (submission of
name and institution)

2. The requirement for a mandatory offer of help at the
beginning of the conversation

3. The requirement for the clarity of the definition of the
problem:

a. through clarifying questions

b. through the independent formulation of the question or
problem (synthesis of information)

4. Requirements for the number of call center employees

Uruguay (requirements 1, 2, 3, 4)
Ireland (requirement 1)
Australia (requirement 3a)

1. | Call center (phone)

1. Requirements for preparing for a video conference (si-
lent mode, punctuality, technical serviceability, operation
of the video camera)

2. Requirements for greeting the interlocutor

2. | Video conference UAE (requirements 1, 2)

1. The requirement for the cleanliness of the premises
2. The requirement to submit to the temperature regime
in the premises

3. Requirement for air conditioning and ventilation Uruguay (requirements 1, 2, 3, 4)
4. The requirement for the presentation and placement of | USA (requirement 6)
information on boards and posters Canada (requirements 5, 6)

6. The requirement to be able to access Wi-Fi and phone
7. The requirement for ethical behavior of employees

+ requirements for call center employees

Personal reception in
the authorities

1. Requirements for the mandatory wearing of badges
2. The requirement of mandatory response to citizens’
requests in real time

3. The requirement to have a self-service terminal

4. The requirement for the neatness and neatness of the
appearance of employees

5. The requirement for the presence of natural light

6. The requirement for the possibility of turning the
employee’s chair to ensure access to it for persons with
disabilities

+ requirements for call center employees and authorities

Personal reception in
separate institutions
(analogous to multi-
functional centers)

Uruguay (requirements 1, 4)
Canada (requirements 5, 6)
Ireland (requirement 3)
Australia (requirement 2)

1. Requirements for the appearance of employees

2. Requirements for the format of communication and
behavior with patients

3. Requirements for the cleanliness of the room

5. | Long-term locations UAE (Requirements 1, 2, 3)

Source: developed by the author

3 2021 Federal Plain Language Summit. URL: https://digital.gov/event/2021/09/21/2021-federal-plain-language-summit/ (accessed:
20.05.2022).
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Implementation of a client-centric approach
in public administration in the Russian Federation

Taking into account the studied foreign experience
and the best practices of its application, the following
areas of implementation of the client-centric approach
in public administration were identified: profiling of
the “client”, maintaining a register of life situations,
designing and reengineering of services; motivation
of civil servants and their key performance indicators
of their activities; requirements for the quality of ser-
vice provision. Within the framework of these direc-
tions, the analysis of the implementation of a client-
centric approach in public administration in the Rus-
sian Federation was carried out. Conclusions based on
the results of the analysis:

A) profiling of the “client”, maintaining a reg-
ister of life situations, designing and reengineering
services. First of all, the goal of the federal project
“Client-centricity” is stated to be “the creation of a net-
work of user testing laboratories, the introduction of
principles and standards of client-centricity in govern-
ment bodies and their subordinate institutions”.

A similar laboratory has already been opened on
the basis of the Analytical Center under the Govern-
ment of the Russian Federation. The tests carried out in
laboratories are aimed at assessing the convenience and
ergonomics of a certain public service in the process of
its receipt by citizens. At the same time, the test results
obtained will be able to influence the decision on the
expediency of changing the process of obtaining a pub-
lic service — both new and existing.

In the user testing laboratory, the participants of the
experiment will have to take surveys, navigate on the
website of public services. Based on this information,
experts will formulate conclusions about the need to
adjust the provision of public services.

The duration of testing one service in such a labora-
tory will take about two weeks, then the formed con-
clusion on the necessary changes in the procedure for
providing public services in order to increase the level
of client-centricity will be transmitted to the authorized
federal executive authorities. If there are legislative ob-
stacles to the introduction of adjustments, the labora-
tory has the opportunity to send an appropriate expert
proposal on amendments to the necessary regulatory
legal act®.

B) Motivation of civil servants and their key
performance indicators of their activities. In gen-
eral, the motivation of civil servants in the Russian
Federation is carried out in two directions: material
and non-material.

The material motivation of a civil servant is repre-
sented by monetary maintenance, monthly salary and

6

testirovania-27125 (accessed: 20.07.2022).

additional payments determined according to the posi-
tion being filled.

It is important to note that the existing system of
material motivation is not focused on the effective-
ness and efficiency of employees, the income of a civil
servant primarily depends on the length of service [5,
p. 4].

There is also a system of non-material incentives
for civil servants (declaration of gratitude; certificates
of honor, commemorative gifts; insignia, orders and
medals). The decision on promotion or awarding is
made by the employer’s representative. At the same
time, Federal Law No. 79-FZ of July 27, 2004 “On
State Civil Service in the Russian Federation” does not
establish a list of requirements or the need to achieve
key performance indicators in order to obtain them.
From which, we can conclude that there are no uni-
form grounds for the application of appropriate incen-
tive measures.

Returning to the issue of introducing a client-centric
approach, it should be noted that according to the Or-
der of the Ministry of Labor of the Russian Federation
No. 302 dated 29.04.2019 “On approval of uniform
requirements for the organization of the activities of
employment service bodies”, one of the recommended
areas of professional retraining and advanced training
programs for civil servants is “The implementation of
the principles of proactivity, client orientation and pro-
fessionalism in the activities of the employment center,
client-centricity as a methodology for transforming the
employment system” [6]. Taken together, this direction
of state policy in the field of public service fits into the
trend of reorientation of the unified system of work
with personnel, taking into account the principle of
customer orientation [10, p. 85].

C) Requirements for the quality of service provi-
sion. According to the Decree of the Government of the
Russian Federation dated October 22, 2021 No. 2998-r
“On approval of the strategic direction in the field of
digital transformation of public administration”, the
current state of public administration is character-
ized by a number of problems, the solution of which
can be digitalization [MomuanoB E. A. Ludposas
tpanchopmarms]|. One of the measures envisaged in
the framework of digitalization is the creation of a uni-
fied system for the provision of state and municipal ser-
vices, which involves the creation of a unified model
of the process of providing state and municipal servic-
es, including in a proactive (proactive) manner. Such
a platform will allow the authorities to independently
convert existing services into electronic form. Already
in 2024, it is planned to provide 60% of state and mu-
nicipal services in electronic form.

The first user testing laboratories have been opened. URL: https://ac.gov.ru/news/page/otkryty-pervye-laboratorii-polzovatelskogo-
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The corresponding Decree of the Government of
the Russian Federation has also been issued in the
sphere of competence of one of the participants of the
pilot project — the Ministry of Labor of the Russian
Federation. According to the document of the Ministry
of Labor of Russia, it is necessary to optimize the pro-
cesses of providing social support measures (provision
of pensions, social insurance, social protection, etc.)’.

In 2022, the approach to creating a unified system
for the provision of public services was significantly
supplemented within the framework of the Decree of
the Government of the Russian Federation No. 837-r
dated April 11, 2022, which approved the Concept of
Transition to the provision of 24 hours a day, 7 days
a week, of the absolute majority of state and municipal
services without the need for the personal presence of
citizens, containing the following key provisions:

— citizens should be able to solve the necessary task
around the clock in “one click” using an intuitive in-
terface;

— the electronic form of the provision of public ser-
vices should lead to the refusal of the personal presence
of a citizen to submit and sign documents;

— development of user scenarios and design of pub-
lic services taking into account the life situations of
citizens;

— assessment of the quality of design and provision
of public services based on indicators: satisfaction of
applicants, the amount of time spent by applicants, the
proportion of refusals to provide services, the number
of documents required to obtain services, the number of
contacts with authorities required to solve the problem.

At the same time, it should be noted that Federal
Law No. 59-FZ of 02.05.2006 “On the procedure for
considering appeals from Citizens of the Russian Fed-
eration” sets a 30-day deadline for preparing a response,
which forces citizens to use alternative resources to
solve problems more quickly, in particular, sending
complaints through regional portals. However, the
problem of the lack of uniform requirements and federal
control over the interaction of the state with citizens on
these portals remains relevant. Surveys of researchers
on this issue also record a steady request from citizens
to improve the technical component of communication
during the receipt of public services [8, p. 94].

In turn, the main issue of interaction of citizens and
business representatives with the state (its representa-

tives in the person of civil servants) is the receipt of
public services, which determines the demand for state
and regional portals providing a wide range of services.
These points of interaction cover all spheres of pub-
lic life, and, therefore, require the most detailed study
from the point of view of a client-centered approach.

Paying attention to the portals of the regions par-
ticipating in the pilot project on the introduction of
a client-centric approach (Moscow, Tula and Lipetsk
regions), you can also see completely different prin-
ciples of navigation and landing sites.

Conclusion

As noted earlier, the introduction of a client-centric
approach at the state level in the Russian Federation
began in 2021. At the same time, the existing areas
of implementation of the client-centric approach (cli-
ent profiling, maintaining a register of life situations,
designing and reengineering of services, requirements
for the quality of service provision) in the Russian
Federation generally correspond to the areas of imple-
mentation identified as a result of the analysis of the
experience of foreign countries. However, it should be
noted that there are no “framework” requirements for
the introduction of a client-centered approach in terms
of motivation of civil servants and key performance
indicators of their activities in Russian practice.

Summarizing the existing experience, it is advisable
to expand the practices and directions of implementing
a client-centered approach in the Russian Federation,
in terms of:

. increasing the number of tools for a personal-
ized approach to applicants (including personal infor-
mation, navigation through life situations);

. expanding the list of state and municipal ser-
vices (hereinafter referred to as services) provided in
a proactive (proactive) manner all right;

. the use of key performance indicators of state

. and municipal employees assessing the level
of customer-centric approach in the provision of ser-
vices;

. automation of processes and reduction of ser-
vice delivery time (including optimization of interde-
partmental data exchange processes);

. improvement of service delivery portals;

. monitoring the quality of service provision.
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