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HAJIOTOOBJIOKEHUE

HAJIOTOBBIE YCJYI B CUCTEME MEP ITIOBBIIIEHUS
IODERTUBHOCTHU TOCYAAPCTBEHHOTI'O YIIPABJEHUS

E.®. Kupeesa’

B crathe paccMaTpUBaeTCsl CEPBUCHAS KOHIIETIHSI TOCYIaPCTBEHHOTO YIIPABJIEHsI TIPUMEHUTETBHO K
chepe HamoroobokeHust. O600MAITCS UTOTH AIMUHUCTPATUBHBIX peOPM B 3aMaHBIX CTPaHAX. AHAJIU3NU-
pyetcst mpaBoBoe obecrieuenne HanoroBeix yciyr B PecnyGiuke Bemapych. Onpezesniena HeOOXOAUMOCTD
CTAHAPTU3AIMK HAJOTOBBIX YCIYT KaK OJHOTO M3 HEOOXOAMMBIX YCJA0BUH a(PEKTUBHOCTH UX MPEAOCTaB-
JICHUAI. BbII[eJIeHbI OCHOBHDBIE TTapaMETPhI Ka4€CTBa HAJIOTOBBIX YCJIYT: 3(1)(1)CKTI/IBHOCTB " yAOBJIETBOPEHHOCTD.
Ha ocHOBaHUY OIEHKY YIOBJIETBOPEHHOCTH TIJIATEBIUKOB OKa3aHUEM HAJIOTOBBIX YCJIYT JaHbl PEKOMEH/Ia-

[[UU JIJIST TIOBBITeHUsT 3(hPEKTUBHOCTH HAJIOTOBBIX cepBUCOB B Pecniybiuke Bemapych.

KioueBble ciioBa: HaJIOTOBbIE yciyru, CEpBUCHOE TOCYZIapCTBO, TOCYTaPCTBEHHOE yTIPAaBJIEHUE, HAJIOTO-

BOE a/IMUHUCTPUPOBAHHUE.
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Mamepuan nocmynun 11.05.2017 .

[Ipoucxozsiye cerogHs HempocTbie Mpo-
1ecChl B PasBUTHM TOCYAapcTBa U 00IIECTBa,
HEOOXOAMMOCTL obecliedyeHusl COIUATIbHON 1
9KOHOMUYECKOIl CTaOUJIbHOCTH BBbIJBUTAIOT Ha
HepeHuii IJIaH BOIPOCHI OlpepeaeHuss a¢-
(DEKTUBHOCTH TOCYAAPCTBEHHOTO YIIPABJIEHNUSI.
OaHUM M3 TaKuxX MPOOJIEMHBIX BOIPOCOB SB-
nsgercs peanusanusa (GUCKATbHBIX (QYHKI(MI
rocyAapcTBa, B 4aCTHOCTH, OpPraHU3alus Ha-
soroobsioxkenus. OObIYHO HAJIOr00OJIOKEHUE
BOCIIPUHMMAETCS KaK OJHOCTOPOHHSAS (uc-
KaJibHas IpoIleaypa 1o moBoay (GopMHpoBa-
HUA J0X0A0B Orojkera. B To e Bpems cie-
JIyeT OTMETUTb PACIIUPSIONLYIOCA TEHIEHIIIO
obecrieyeHns KadyecTBa OPraHU3aluu 9TOrO
npoiecca, a UMEHHO PacCMOTPEHHEe HaJoro-
00JI0KEHUsT ¢ TOYKU 3PEHUs MPEIOCTaBICHI
rOCYIapCTBOM HAJIOTOILIATEIbIINKY YCAYTH 110
BBIIIOJTHEHUIO HAJIOTOBBIX 0053aTEJIbCTB.

[Togob6HOE TIOHMMaHWe TOCYAapPCTBEHHOI
YCIIYTH OTCBLIAET HAC K BOCHPUATHIO IOCYAap-
crBa M ero (OYHKIMIZ B paMKax IIOIYJIsPHOI
KOHIIENI[UK «CEPBUCHOTO TIOCYAapcTBa» W IO-
JIYYUBIIEr0 IMMPOKOE pPaclpocTpaHeHue B 3a-
HaHBIX JEMOKPATUSAX HAlPaBJIEHUS <HOBOTO
roCyJapCTBEHHOIO yIpaBaeHus (MeHeIKMeH-
Ta)», NMO3BOJUBIINX M3MEHUTHh B3aMMOOTHOIIE-

HUS MeXIy rocyaapctBoM 1 obmectsom. Cep-
BUCHOE TOCYaPCTBO HE CJIeJyeT BOCIPUHUMATh
CIIMIIKOM IPAMOJMHENRHO, KaK 00CIyKUBao-
1gee rocyaapcto. CoBo «service» MuMeeT MHOTO
3HaueHUI B AHIJIMHCKOM $3bIKe, B TOM YUCJIE
ycayskenue, pabora, pabounii cTak, CpOK CIIyxK-
Obl, rOCYIapCTBEHHAs CaIysk0a, yupexaenue (Be-
fatoliee CrenuaabHOl OTPac/ibio paboThi) U Ip.
KoHIenmus: «cepBrUCcHOrO rocyapcTBa» peam-
3yeT APYyroii, OTIUYHbIA OT KJIACCHYECKOIO YII-
paBiienus moaxox. IIpoucxoauT mnepexoa or
«IOCyIapcTBa-KOHTPOJIEPa», «IOCYyAapcTBa —
HOYHOTO CTOPOKA» K <«IOCYAAPCTBY-COTPYIHMU-
Ky», UCIIOJIHSIONEMY CBOU (DYHKIUK C YYETOM
00s3aTeNIbCTB Hepe; O0IECTBOM M Iepe/aro-
I[EMY YacTh CBOMX IOJHOMOUMIi (COIMATbHBIX
1 9KOHOMHUYECKHUX) IapTHePaM, OCYIIEeCTBIISAIO-
MMM MX Ha IJIATHOH M OecIIaTHOH OCHOBe.
Takag geneHTpagu3alus rocyaapcTBEHHOIO
yIIpaBJIeHUsI TO3BOJIAET ONEPaTUBHO obeciie-
4ypBaTh MOTPEOHOCTH OOIIECTBA, YYUTHIBATH UX
0COOEHHOCTH.

CepBucHas KOHIENIMA, KaK HUYTO JAPY-
roe, coobpasyercs ¢ MOJEJIbIO COIUATBHOIO
rocypapera. Ee peanumsaiust, Hapsiay ¢ pac-
IIUPEHEM W TIOBBIIIEHUEM KadecTBa Trocyaap-
CTBEHHBIX YCJIYT, XapaKTepusyeTcs BBeIeHMU-
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" HaIOTO0OJIOKEHUST BesopyccKoTo ToCcyAapcTBEHHOTO KOHOMUYECKOTo yHuBepcutera (T. Mumck, Bemapycs).
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eM CHCTeMbI OIeHKN 2(DPEKTUBHOCTH PabOTHI
rOCY/aPCTBEHHBIX CJIYKAIUX KaK Mepbl 00-
PaTHOTO BO3/EHCTBUST Ha Pe3yJabTaThl PaGOTHI
TOCOPTaHOB.

Paszeumue <«cepsucnozo nooxooa»
U <H06020 20CY0APCMBEHNHO020
MeneoHcmMeHmas: mexicoynapoovLe
menoenyuu

WNnest «cepBUCHOTO TOCYZApCTBa» B BUIE
TEOPeTUYEeCKNX KOHIENINI BO3HUKJIA B 3a-
maiHbIX geMokpatusix. Pedhopma public services
(my6smuHbIX (TOCYAAaPCTBEHHBIX) YCJIYT) CTa-
Jla TEeHTPAJTbHBIM OOBEKTOM B TEXHOJOTUU
yIIPaBJe€HUsI U OCHOBOH TEOPUU <«CEPBUCHOTO
rOCy/IapCTBa», COTJIACHO KOTOPOH 9KOHOMUYEC-
KOe U colmaysbHOe OJjaromnojydne o6IecTBa
HAPSIMYIO 3aBUCHT OT YPOBHSI OTKPBITOCTH M
OPUEHTHPOBAHHOCTH Ha MOTPEOGHOCTU TPask-
man mybsmuroro cexropa (Bacwuibesa, 2012).

[TpakTuyeckas peanmsanus WAen <cep-
BHCHOTO TOCYZIapCTBa» IMOSIBUJIACHh B KOHIIE
npomoro crosetrusi B EBpone myrem 3axo-
HOJIATEJIbHO 3aKPeIJIeHNs XapTuii rpaxkaaH. Ta-
Kas XapTus, 10 CYTH, TPEJCTaBJsija J0JTO-
CPOYHYIO MPOTPAMMY HPaBUTEJNbCTBA, IEJTHIO
KOTOPOH OBLJIO YCTaHOBJEHUE CTaHAApPTOB yC-
JYT, a TaKKe yJaydllleHne OPTaHU3alluu UX
npenoctaByenusi. [Iporpamma omnpexpensia
IPUHIIAITBI, KOTOPBIE JIETJIN B OCHOBY [I€SITEb-
HOCTHU TOCYJIAaPCTBEHHBIX YUPEXKIEHWI U opra-
HU3AIWH, TPEIOCTaBJSIONIUX YCJAyTH HaceJse-
HUIO, a TakKe 0053aTebCTBA TPABUTEIHCTBA
B cepe mosbinieHns kadecta ycayr (IO:xka-
koB, Jlo6posoboBa, 2014).

Brepsbie xaptuu Obuin mpuHATHI B Be-
mukobpuranuu (The Citizen’s Charter, 1991).
Ee mpumepy mocienoBanv u Apyrue CTpPaHbI
— beabrusa (1992), Ucnanua (1992), Opan-
st (1992), Manaiizus (1993), [lopryranus
(1993), fAmaiika (1994), Kanama (1995), As-
crpanus (1997), Unnua (1997), Mansra
(1999).

[Ipu aTOM cremyeT OTMETHTh, YTO MeXa-
HU3MBl TOCYJaPCTBEHHOTO YIIpaBJIE€HUs, TPH-
MeHsieMble B Pa3HbIX CTPAHAX, MMeJIN OTJINYUS,
00ycJiOBJIeHHbIE OCOOEHHOCTSIMU TOCYIap-
CTBEHHOTO YCTPOICTBA, a TaKyKe HAIMOHAJbHbI-
MU, KyJbTYPHBIMU U WCTOPUYECKUMU TPAIH-
musamu. OHAKO NPUHIIMIBI OPUEHTAIMM Ha
PSIZIOBOTO  TTOTPEOUTEJIST TOCYIAPCTBEHHBIX yC-
JIYT TIOBCEMECTHO OCTABAJINCh HEU3MEHHBIMI.
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O0600111eHHO B XapTUAX ObLINM 3aKperLie-
HbI cJaenyiomne (pyHIaMeHTaIbHbIe TOIXO/IbL:

e yMeHbIIeHNe aJMUHUCTPATUBHBIX pac-
XO/IOB;

e rOKOCTb B IIPEJOCTaBJIEHUU YCIYI C
y4eToM creriuuuecknx 0CoGeHHOCTeH U 1o-
TpebHOCTEN TOoTpebuTeNel;

e BO3MOJKHOCTH BbIOOpa IHOTpeduTeeM
MOCTABIUKA ¥ MeCTa TOJyYeHUs] YCJIyTH;

e IIPOBe/leHNE BHEITHUX ay/JAWTOB, Ha-
MIPaBJIEHHBIX HA MMOCTOSIHHOE YJIydllleHre opra-
HU3AINN yIIPaBJIEHYECKOTO TIPOIECCa,;

e yIyullleHWe KadecTBa WHGOpMAINH,
[PEOCTABIAEMON MOTPEOUTEISAM YCIIyT;

e CMellleHMWe aKI[eHTa C TJIAHWUPOBAHUS
pe3yJabTaTOB Ha WX JOCTIIKeHHUe, Oosiee der-
KyI0 OpraHmsanuio pabounx TPOIECCOB;

o Jibepa3alus paspeniuTeSbHbIX HH-
CTUTYTOB;

e jlelleHTpasu3anust (QYHKIUN MpaBu-
TEJIbCTBA, TMepefada MOJHOMOYMII HA YPOBEHb
UCITOTHUTENLHON BJIACTH, OCYIIECTBIISIONINN
TIpeIOCTaBIeHNE YCIYT.

ITOT MEPUO]] TaKKe OTMETHUJICS CO3/IaHMU-
eM xapTtui HajgoromatenbimukoB B CIIIA,
Benuko6puranuu, Kanage, JOAP u np. Xap-
TUW HAJTOTOIJIATETBIIMKOB PETYJINPOBATA B3a-
MMOOTHOIIIEHUSI HAJIOTOBBIX OPTaHOB M HAJO-
rOTLIATE IBIMKOB, o0ecreunBas 3aluTy IpaB
nocjaeaHnX. B kauecrBe oOmIMX CBOWCTB Ta-
KUX XapTUil MOKHO BBIZIEJIUTH MPaBO Ha WH-
dbopmarimio, cojeiicTBre HAJOTOBBIX OPraHOB,
Ha BBIPaKEHUE CBOEr0 MHEHWs, MPaBO 06xKa-
JIOBaHUs, TPABO IJIATUTH HAJIOT He 0OO0JIblie
TTOJIOKEHHOTO, TTPABO Ha OTPEIeTIeHHOCTD, KOH-
bueHIMaNTbHOCTD U TAWHY TPeNOCTaBIEHUS
nadopmarmu (baprom, 2009).

AnvMuHUCTpaTUBHBIE peOPMBI SBUINCH
TOJTYKOM K TIOSIBJIEHUIO HOBBIX TOJIXO/IOB K
OPraHU3alUU CUCTEMBI TOCYAAPCTBEHHOTO
yIpaBJieHuss U ObLIN CBSI3aHBI C TEPEOCMBIC-
JIEHUEM POJIK TOCYapCcTBa B JKU3HU OOIIECTBa,
KOMMepIHaan3anueil myOJndHOro CeKTOopa,
(bynkmonanbHoOll TpanchopMammeil CTPyKTY-
poi mpaBuTenbcTBa. OMHU M3 caMbIX MacIi-
TaOHBIX M3MeHeHUiT B duaocobun u mapa-
JUTMe TOCY/JapCTBEHHOrO yIpaBJeHUs TPU-
BHecJsia KoHTienus mepectpanBaonierocst mpa-
putenbcTBa (Reinventing Government). Ee
asTopbl Josug Oc6opu u Tax I'sbep BoiaBU-
HYJIN B KadecTBe 0A30BOTO IOJIOKEHWE O He-
00XOAMMOCTH TIPUMEHEHUST PHIHOYHBIX MeXa-

Ne 202017 53



E.®. KUPEEBA

HU3MOB B [A€ATEJIbHOCTU TOCYAAapPCTBEHHBIX
OpPraHOB M CO3JAHUS KOHKYPEHIUH MEXKIY
CTPYKTYypPaMH, IPETEHAYONMMHI Ha MTPEI0CTaB-
genue ycayr aas mpasutenasctBa (Osbome,
Gaebler, 1992).

B pamkax KOHIENIUU TepecTpanBalie-
rocsi rocyjgapctBa 0coOyI TOIYJISPHOCTD
nproOpeTn Uaen HOBOTO TOCYAapCTBEHHOTO
yupaBienus (Menemikmenta) (New Public
Management), ocCHOBHbIe TPUHIIUIIBI KOTO-
POro MOXKHO C(HOPMYJUPOBATH CJAEAYIONIUM
obpaszom:

e IIPUMEHEHUE B TOCYJAPCTBEHHBIX Y4-
PEKIEHHUSX PHIHOYHOTO MEHEKMEHTa, 3aMeHa
GIOPOKPATUYECKOTO CTUJISI PYKOBOJCTBa GoJiee
JH/I6epaJH)HBIM, FI/I6KI/IM B OTHOIIICHMN K HOBDBIM,
B TOM 4YHCJIE IJEKTPOHHBIM TEXHOJOTHAM;

e BBeJIEHWE B TOCYAaPCTBEHHBIA CEKTOP
KOHKYPEHIIUM KaK KJII0YeBOro (akropa CHU-
JKEHUsI M3JEP/KEK TPeNOCTABIEHUS YCIAYT U
MOBBINIEHUST WX KadecTBa; Hepeaada rocyaap-
CTBEHHBIX (PYHKIMI Ha KOHTPAKTHOW W TeH-
JIEPHOIT OCHOBE YAaCTHBIM OPTaHU3AIKAM;

e pasjieJieHHue B TOCYIapCTBEHHBIX Opra-
HaX MPOM3BOJACTBA YCJIYT U WX TIPENOCTaBJIe-
HUe TpaskjaHaM U OpPraHU3aI[UsIM IMyTeM CO-
3/IaHUsT HOBBIX TOIpa3/ie/IeHui;

e cTaHpapTU3anusag u obs3aTesbHAs
OTleHKa pe3yJbTaToB u 3hGheKTUBHOCTH (DyH-
KIIMOHMPOBAHUS BCEX TIO/pas3ieJeHHIl;

e KapbepHBI POCT, pacrpejesieHue pe-
CYPCOB ¥ BO3HATPAKAEHWI C YY4eTOM JeMOH-
CTPUPYEMBIX PE3YJIbTATOB IO JOCTUKEHUIO
1esieli M TOBBIIIEHUI0 3(PHEKTUBHOCTH;

e Tepexo/l K 0OecreyeHnto WHIMBH/Iya-
JIM3UPOBAHHBIX (responsive) ycjayr rpaskjiaHam
u OusHecy;

o [IOBbIIEHHE AUWCHUIINHBI, YyJAy4dIlleHnue
VIPaBJIECHUS YeJTOBEYECKUMU pPecypcaMu u
COKpallleHre aJMUHUCTPATUBHBIX WU3JIEPIKEK.

KJHO‘-IGBI)IM 3BEHOM CHCTEMDbI IIPEAOCTaB-
JIEHUA TOCYAapCTBEHHBIX YCJYTI CTaJIXW IEHT-
pbl oOcayxuBanus rpaxiaan (BeaukoOpura-
Hus). CeTb Takux IEHTPOB CO3jlaBajiach Ha
OCHOBE CJICJYIOIUX MPWHIIMIIOB: JABUTAIOTCS
HOKyMeHTBI — He rpakaane (Move the file not
the citizen); mocTosiHHOE MOBBINIEHNE Kade-
crBa (The Quality movement); ogHo oGparie-
Hue — B omgHom Mmecte (One stop shops on
local level) (Cowper, Samuels, 1999).

Takum o6pas3om, umaes 3TOTO TOAX0JA
COCTOUT, C OJIHON CTOPOHBI, B YMEHbIICHUU
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(yHKIIMIT TOCYyIapCTBEHHBIX OPTaHOB, CBI3aH-
HBIX C TIPeIOCTaBJIEHNEM YCJIyT, C JAPYrod —
BO BHEIPEHUHU, HACKOJIBKO 3TO BO3MOYKHO, PbI-
HOYHBIX METO/IOB B OPTraHW3AIHNI0 TOCyaap-
CTBEHHOTO YIpPaBJICHUS.

Peanmu3zaiiig KoHIENIMM HOBOTO TOCYyZAp-
CTBEHHOTO MCHEIKMCHTa B 3HAYUTEJIbHOU Mepe
crocoOCTBOBAMA PEIIEHNIO TIPOOIIEM, CBSI3AHHBIX
¢ ToBBITIIeHNEM (P DEKTUBHOCTH TIpeIOCTaBJIe-
HUS YCJIyT HACeTEeHUIO W aKTUBHU3AINel CTPYyK-
Typ TOCYIapCTBEHHOI ciykObl. B 1O ke Bpems,
M0 MHEHWIO MHOTHUX 3KOHOMUCTOB, W3JIUTITHSIS
«PBIHOYHOCTH» AAMMWHUCTPATUBHOTO YIIpaBJie-
HUSI TIpUBeEJia K yTepe OOIIECTBEHHBIX WHTEpe-
COB, OCJTabJIEHUIO MEHTPAJIbHON BJIACTH W T10-
CTaBWIA Tiepel HeOOXOMUMOCTBIO YPAaBHOBECUTD
TO3UMIUUN TIOJIMTUKKU W YIIPaBJIEHU.

CoBpeMeHHOe HampaBJIeHWe aIMUHUCTPa-
TUBHBIX pedOPM OMUCHIBAETCS MOHATHEM
«governance», KOTOPOEe OMPEIETSETCS KaK <IT0-
JUTIYeCKast, SKOHOMIYeCcKas M aMIUHUCTPATHB-
Hasl JIeATEeTbHOCTD, OCYIIECTBIgeMas B PaMKax
TOCY/IaPCTBEHHOTO YIPABJICHMS, BKJIOYAsT BBIPA-
JKeHMe TPaKIaHAMHU CBOMX WHTEPECOB; a TaKiKe
peanmzanusi UxX MpaB U 0OSIBaHHOCTEN .

Takum oOpasoM, HOBBIE AAMUHUCTPATUB-
Hble pehOPMBI OTJINYAIOTCS OT TPHUCYIIETO HO-
BOMY TOCYJapPCTBCHHOMY MEHEKMEHTY WHCT-
PyMeHTa/an3Ma CHUCTEMHBIM I10/IXO0M, OPHUEH-
THUPOBaHHBIM Ha IIOJIHBIN y4ueT IOJIUTUYECKUX
1 MOpPaJIbHBIX aCIIEKTOB a/IMUHHUCTPUPOBaHNA,
obecrieyeHue KOHCTUTYITUOHHBIX I[€HHOCTEH.
Bmecre ¢ TeM 0a30BBIM B HOBOI THapajiirMe
TOCY/ZIapCTBEHHOTO YIIPABJIEHUS OCTAETCS TI0-
CTyJIaT MaKCUMATHHOTO 3((PEKTUBHOTO MCTIOIh-
30BaHUsI OOIIECTBEHHBIX PECYPCOB IS YI0B-
JIETBOPEHMsT TTOTPEOHOCTEH TPasKIaH.

B konTekcTe cranoByienuss WH(GOPMAIMOH-
HOTO 0O0IecTBa W COBEPIIEHCTBOBAHUS
TOCY/IapCTBEHHOTO YIIPABJEHUST BCe aKTUBHEE
MCTIONB3yeTcs Takast (hopMa, Kak «e-governances
(aMIeKTPOHHOE TOCY/IapPCTBEHHOE YIIPABJIEHUE).
OHO OCHOBBIBaeTCS Ha TPUHITUTIAX COTPYAHU-
94eCcTBa, yUYACTHsI, KOOPAMHAIMKA OOIIECTBA TIPU
nomormu [ T-rexrosornii. E-governance mosxer
OBITH OTIpPe/IesiIeHo Kak (hopMa HOBOTO TOCYap-
CTBeHHOTO ympaBieHus mpu nomommu [T-tex-
HOJIOTHH, OPUEHTUPOBAHHOTO Ha 3hdeKTuBHOE,
OBICTPOE U TIPO3PAYHOE MPEOCTaBIeHNE HH(OP-

! URL: http://unpani.un.org/intradoc/groups/public/
documents/un/unpan029286.pdf
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Malliy TPaKAaHaMm, a TakyKe OpraHaMm ToCyap-
CTBEHHOU BJIACTH JIJIsT OOECTIEYeHUsT YCIIETTHOTO
dbynkmmonupoBaans rocynapersa. llesb mepe-
XO/la K KOHIIENINH e-governance 3aKJII0YaeTcs
B YCUJIEHUUW TIO3UIMH Ka4eCTBEHHOTO yTIpaBJIe-
HUsI, KOTOPOe B caMoM 00IleM IUIaHe Xapakre-
pu3yercs TPaKIAHCKUM y4JacTHeM, TTPO3pavHoO-
CThI0O W TOJO0TYeTHOCTHhIO. l[Ipmmenenme
e-governance MMeeT s/l TPEUMYIIIECTB B CpaB-
HEHUW C W3BECTHBIMHU KOHIIEMIUSMH TOCYIap-
CTBEHHOTO YIPABJIEHUS:

e YBEJMUNBAETCS BOBJIEUYEHHOCTH TPaXK-
JaH B TIPOTIECC TOCYNAPCTBEHHOTO YIPABJIEHUS
Ha BCEX YPOBHSX, MOSBJISETCS BO3MOKHOCTH
Kak 0OCyKIaTh WHTEpecyole mpobaeMbl B
Pa3INYHBIX CETEBBIX COOOIIECTBAX, TaK W YCHU-
JIUBATh BIWSHNE OTIETbHBIX TPYIIT HACETEHUS
Ha TIPUHSATHE TIOJUTUYECKUX PelleHunl;

e oGecrieunBaeTcsl mpeaocTaBieHne 60-
Jlee Ka4eCTBEHHBIX TOCY/MapCTBEHHBIX YCJYT,
noBbImaeTcss 3GhEeKTUBHOCTD W MPO3PAYHOCTH
mpoiecca ympaBJeHus;

e CYIIIECTBEHHO CHUKAETCS CTOUMOCTH
TPAHCAKINI TOCYZapPCTBEHHBIX YCJYT, YTO TIO-
3BOJISIET PACHIMPUTH KPYyT TOTpeduTesneil 3a
cuer ux pocrynuoctu (Tamammua, 2015).

Cremyer OoTMETHTB, UTO BCE pean3yeMble
B COBPEMEHHOM O0IIeCTBe KOHIENIUN He3a-
BUCUMO OT TIPUMEHSIeMON TMapaurMbl yIpaB-
JeHust Oa3UPYIOTCS HA TOHATUU <«ITyOJIuIHAst
(rocynapcTBeHHasT) ycayras U ee MojanpUKa-
UAX B IeJsaX ToBbieHns 3(hdeKTUBHOCTH
ynpasienus. CoaepskaHue 3TOTO TOHSATHUS,
MeXaHM3MBbl Peaju3alu COCTABIAIOT CYTh
Kaxk/0i KOHIenuu. B ¢Bs3u ¢ aTuM HeobXo-
TUMOCTH 9KOHOMUYECKOTO M TIPAaBOBOTO BHe-
NPEHNsT 3TUX HOBIIECTB B TPAKTUKY TOCYyAap-
CTBeHHOTO ympaBieHuss B Pecmybiuke DBesa-
PYCh SBJSIETCS YPE3BBIYAHO aKTyaJbHOH. Bce
c/leJlaHHbIe BBIBOJBI B TIOJTHOM Mepe pacipoc-
TPaHSAIOTCS Ha OTpeieIeHre TOCYIapCTBEHHOM
HAJIOTOBOW YCJIyTU KaK 00s13aTeThbHOTO aTpu-
OyTa ympaBieHust B JI0OOM TOCYIapCTBe.

IIpasoeoe obecneuenue 1an0206vix ycaye
6 Pecnyonuxe Beaapyco: neobxooumocmo
cmandapmusayuu

Teopust my6auuHbIX (rOCYAaPCTBEHHBIX
W MYHMIUMIIATBHBIX) YCJIYT OCTAaeTCs T0Ka He-
JIOCTATOYHO pa3paboOTaHHOW Ha TEPPUTOPUU
benapycu. OcHoBHas nmpuymHa 3aKIIOYAETCS
B crennduke MOHUMAHUS PeaTnU3alui TOCY-
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JIaPCTBEHHOTO YIIPaBJIEHUsST B GEJIOPYCCKON MO-
e W, Kak CJe/lCTBUe, OTMpeeseHus KOMII-
JIEKCHOW KOHIIETIINY W3MEHEHUsT TOIXOI0B K
rocy/IapCTBEHHOMY aJMUHUCTPUPOBAHUIO C
YUETOM HHTEPECOB OOIIECTBA.

Cocequ o EADC — Poccuga, Kazaxcram,
Kuprususs — B mocJsennee necsaTUiIeTHe ax-
THUBHO BHEJPAIOT B TPAKTUKy MeXaHU3MBbI
HOBOTO TOCYZIaPCTBEHHOTO MEHE/KMEHTa, OpH-
€HTUPOBAHHOTO Ha TOBbIIeHNe 3()(eKTUBHO-
CTU W TIPeJI0CTaBJeHNe KAayeCTBEHHBIX TOCY-
MapCTBEHHBIX ycayr Hacenenmio. C aToi Ie-
JIBIO TIPUHSITBI TPOTPAMMHBIE JOKYMEHTBI, pac-
mupsiercs npapoBasi Oasza obecredeHUs
MPOUCXOASANINX TPOIECCOB,

B bBenapycum manubIli Tpollecc HOCHUT
noka ¢parMeHTapHbIii Xapakrep, He paspabo-
TaHa OOINast KOHIIEMIMs MOBBIIIeHUS dhdeK-
TUBHOCTU U PE3yJIbTaTUBHOCTH TOCY/IapCTBEH-
HOTO yTpaBJieHUs, 3aKOHOMATeJbHbIE AKTHI,
perJaMeHTUPYIolue 3TOT TIPOoIllecc, TOTOBST-
csI MeJIJIEHHO.

Omaum u3 Hambosiee MPOOIEMHBIX BOIPO-
COB, Ha Hall B3TJISAM, MPENCTaBISETCS MOHUMA-
HUEe TOCYTApCTBEHHOW YCIyTW B KadyecTBe IIPO-
1ecca peam3aliiy TOCYAAPCTBEHHBIX (DYHKITHIH.

Oxazanue TOCyapCTBEHHBIX YCIYT aIMU-
HUCTpaTUBHOTO Topsiika B Pecnybimke Be-
JIapyCh OCHOBBIBAETCS HA 3aKOHO/ATETHCTBE
110 OCYIIECTBJIEHUIO aJMUHUCTPATUBHBIX TIPO-
1eIyp, U4TO, HA HAII B3TJIA/, 3aTPYAHSET B IIe-
JIOM TIOHUMaHUe Pa3BUTUS TOCYAAPCTBA B 9TOM
HalpaBJeHUM, HE YYHUTHIBaeT 00paTHOW CBs-
31U C KOHKPETHBIM WHIUBHUIYYMOM.

AnMuHHUCTpaTUBHAS TIPOTIEAYPa, B COOT-
BETCTBUU € OEOPYCCKUM 3aKOHOIATETHCTBOM,
oTIpe/ieNisieTCsl KaK <«eHCTBUS YIMOTHOMOYEH-
HOTO OpraHa, cOBepIIaecMble Ha OCHOBAHWW 3a-
SIBJIEHWST 3aWHTEPECOBAHHOTO JIWIA, MO yCTa-

2 Vkas llpesumenta Poccuiickoit Meneparm ot 23.07.
2003 r. Ne 824 «O mepax 1O MPOBEAEHWIO AIMUHUCTPATUBHOI
pedopmbr B 2003-2004 tomax», moctamoienue I[IpaBuresnb-
crBa PO or 11.11.2005 r. Ne 679 «O mopsiake paspaboTku
AJIMUHUCTPATUBHBIX PErJAMEHTOB MCIOJHEHUsT TOCYIAPCTBEH-
HBIX (DYHKIUH ¥ aIMUHUCTPATUBHBIX PETrJIAMENTOB IIPeI0CTaB-
JIEHVsI TOCYIapCTBEHHBIX ycauyr»; 3akon Pecrmybmmkn Kasax-
cran ot 15 ampenss 2013 1. Ne 88-V «O rocymapcTBeHHBIX
ycayrax»; mocraHoBienne IIpasurenscrBa Pecmy6amkn Ka-
saxcran ot 30 wions 2007 1. Ne 558 «O06 yreepxaenun Turo-
BOTO CTaHjapTa OKa3aHUsl TOCYAAPCTBEHHON YCJIyTH»; TocTa-
nosuenue [Tpasurenbersa Kpiproisckoit Pecniybankn ot 3 mionst
2014 1. «O6 yTBEpKACHUN CTAHAAPTOB TOCYAAPCTBEHHBIX yC-
JIYT, OKa3bIBAEMBIX (DU3MUECKUM M I0PUANYECKUM JIMIAM Opra-
HAMU HCIIOJHHUTENBHOI BJIACTH, UX CTPYKTYPHBIMH T0Jpasjie-
JIEHUSIME U TIOJIBEJIOMCTBEHHBIMU YUPEIKACHUSIMU> H JIP.
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HOBJICHWIO, U3MEHEHUIO, TTPUOCTAHOBJIEHUIO, CO-
XPaHEHUIO, MEPeXo/ly MW MPEeKpanieHuIo paB
u (unn) o0A3aHHOCTEN, B TOM YKCJIE 3aKaHYM-
Baolecs BbIayeil CIIpaBKK WJIK JIPYTOTO J10-
KyMeHTa OO PeTrucTpaiueil Win y4eToM 3a-
MHTEPECOBAHHOTO JIMIA, €r0 MMYIIECTBa, JUOO
MPE/IOCTABJICHUEM JIEHEKHBIX CPE/ICTB, MHOTO
nMmyTtecTBa u (UAM) YCAYT 32 CUET CPEICTB pec-
MyOJUKAHCKOTO WJIM MECTHBIX OFOJIKETOB, TO-
CYZIapCTBEHHBIX BHEOIOKETHBIX (DOHIIOB, U3
HUMYIIECTBA, HAXOMASIIETOCS B PECIyOIMKaHC-
KOIl WJIM KOMMYHAJIbHOU COOCTBEHHOCTH»®,
JlaHHbBII 3aKOHOZATETHLHO OIIPE/Ie/IEHHbIN
TEPMUH PACCMATPUBAET MPAKTUYECKU OJTHOCTO-
POHHE B3aMMOOTHOIIEHUsI CyObeKTa U TroCy-
JmapcTBa Kak 00s3aTeNIbCTBO BBIIATh KaKOM-
b0 MTOKYMEHT WJIN OKa3aTh YCJIYTy MO 3asiB-
JIEHWIO 3alMHTepPeCcOBAaHHOTO Juia. KauecTBO
MPeNOCTAaBACHUSI TAKOW YCIYyTU He SIBJSIETCS
00s13aTeIbHBIM YCJIOBUEM aJIMUHUCTPATUBHOM
MPONEAYPbI, YTO MPUBOAUT K PA3JTUYHBIM He-
raTUBHBIM MOCJIEICTBUSAM: OIOPOKPATU3AIIIH,
KOPPYIIIMOHHBIM TIPOSIBICHUAM WU JIP.
[TonsiTHe roCcymapcTBEHHOU YCJAYTU Kak
JeCTBUS 110 00ECIIEYeHUI0 WHTEPECOB TPasKIaH
B 0EIOPYCCKOM 3aKOHO/ATENHCTBE OTCYTCTBYET.
PasBurne mHGOPMAIIMOHHOTO OOIIECTBA W aK-
TuBHOEe BHezpeHue [T-texHosoruii B mpoiecc
MyOJIMYHOTO YIIPABJIEHUST BCTYIAET B MPOTHBO-
peudne ¢ JIeUCTBYIONMMEU TPABOBBIMU HOPMaMMU.
B cBsA3K ¢ aTUM TIPOMCXOJUT OIHOCTOPOHHEE —
TOJIBKO JUIST OOECTIeYeHUsT JEKTPOHHBIX YCIIyT
— (dopMUpOBaHME TPABOBOTO TOJI.
M3HayayibHO <«3JIEKTPOHHAST yCJIyTay TpaK-
TOBAJIACh KaK </IESTEJBHOCTL 110 OCYIIEeCTBJIE-
HUIO MOWCKA, MOJy4YeHus1, repeaadn, cbopa, 00-
pabOTKM, HAKOILIEHWsI, XPAHEHWUsI, PACIIPOCTPa-
HeHWs u (WJIM) TIpeoCTaBIeHns WHHOOPMAIIH,
a TakKe 3aIMUThl WHMOPMAINH, OCYIIECTBIIsIE-
Masg ¢ TPUMEHEHUEeM CPE/CTB TeJeKOMMYHUKA-
IUHA U BBbIYUCJIUTEIBHON TEXHUKU»®,
AxtuBHOe ncnosibzoBanue [ T-rexnonornii
B TOCYZIapCTBEHHOM YIPaBJEHUU IPUBEJTO K
HEOOXOAMMOCTH PaCIIMPEHUs COMEPKAHUS

3 3akon Pecny6auku Bemnapych or 28 oxtsabpst 2008 r.
Ne 433-3 «O6 ocHOBax aAMMHUCTPATUBHBIX MPOIEAYP»
(B pem. ot 13 mions 2012 r. Ne 412-3).

* Tlocranosaenne Cosera Mumnuctpos Pecnybaukn Be-
gapych ot 09.08.2010 r. Ne 1174 «O Crparernun pa3BuUTHSA
nndopmarmonnoro obmectsa B Pecrybinke Bemapych ma me-
prox o 2015 roja M mJane MepBOOYEPEAHBIX Mep M0 Peasu-
sarn Crparerny pasBuTHs WHGOPMAMOHHOTO 00IMecTBA B
Pecniy6anke Benapycnh ma 2010 rom.
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3JIEKTPOHHON YCJAYTU U BKJIIOYEHWS B HETO
orpeieJIeHHbIX TPeOOBaHMIt, 00eCITeUnBAIONNX
Ka4eCcTBO yCJIOBWIT mpefocTaBieHus. Tak, «Oa-
30Bast JIEKTPOHHAS yCJayra» Oblia ompejere-
Ha KaK <«3JeKTPOHHAA YCJIYTa, BBITTOJHIEMas
B TIeJISIX Peayn3aliui OHOW u3 (DYHKINI pec-
ny6JIMKaHCKOTO OpraHa rocyIapCTBEHHOTO
yIpaBJeHUsT U WHOW TOCYNapCTBEHHOW Opra-
Huzanuu, nogunHenaol I[IpasurtenbcTBy Pec-
ny6imku Benapycb, obsmcnonkoma uian MuH-
CKOTO TOPUCIIOJKOMA, TpenocTaBisgemMas To-
TPEOUTENO TIOCPEACTBOM €JIMHOrO MopTaia
a7eKTpoHHBIX yeayr Kk 2015 roay. Kpurepusi-
MU OTHECEHUST JIEKTPOHHOU yCayru K 06as3o-
BOIl SIBJISIOTCS €€ BOCTPeOOBaHHOCTH (Macco-
BOCTH TIPEOCTABJIEHNU), COTMAIbHAS 3HAYM-
MOCTbh, HAIIPABJIEHHOCTh HA YCTpaHEHUE aMu-
HUCTPATUBHBIX 0apbepoB»°.

basoBrpIit mepedeHb TOCYMapCTBEHHBIX
3JIEKTPOHHBIX YCJIYT OXBATBIBAET Pa3JTUYHbIC
cepbl — 3apaBoOXpaHeHre, 0OpasoBaHue, KyJIb-
TYPY, SKAJTUITHO-KOMMYHAJIbHOE XO3SICTBO 1 JIp.
B ocroBHOM mpeBasmpyeT cormanbHas cdepa,
HO U HAJOTOBBIE YCIYTH OKAa3aJich B 0a30BOM
nepevHe 00OSI3aTETbHBIX YCIIYT.

TakuMm 06pa3oM, «rocyaapcTBEHHas yc-
JyTa» — TOHSTHE JOCTAaTOYHO MIMPOKOE, OX-
BaTBIBAOIEE BECh CIEKTP TOCYIaPCTBEHHBIX
dbyHKIMiE — cormaabHbix (0OpasoBaHue, 3/1pa-
BOOXpaHEHUEe) U aJMUHUCTPATUBHBIX. B aTmx
YCTIOBUSX CO/iepsKaHue TOCYIapCTBEHHOU yc-
JIYTH, ee Ka4eCTBO W B3aWMMOOTHOIIEHUS C TIO-
JydaTessIMU YCIYTH Jake TPU peasn3arium
CEePBUCHOW KOHIEMIINU MOTYT WUMETh pasHoe
HaroJHEHWEe — B 3aBUCHUMOCTH OT OKa3bIBae-
MBIX TOCY/ZIapCTBOM (DYHKIIWH, a TakKe HaIU-
OHAJIBHBIX W TPOYUX OCOOEHHOCTET.

«Crapeiimreii» (yHKIME TOCyIapcTBa,
KOTOpast MOJKET U JIOJKHA OBITh BCTPOEHA B
CEPBUCHYIO KOHIIENIINIO Pa3BUTHUS OOIIECTBa,
ABJgeTCS B3WMaHWE HAJOTOBBIX ILIATEXKeH.
Oco3nanme HAJIOTOBOW AESTETbHOCTH KaK /IBY-
CTOPOHHETO B3aWMMOJEWCTBUS TOCYIapCTBa M
TJIaTeNbIINKA TIPelyCMAaTPUBAET HE TOJbKO
MEXaHW3M pean3anii HUCKATbHBIX (PyHKITII
[0 HamoJiHeHuto Owoskera. JlesTesbHOCTh Ha-
JIOTOBBIX OPTraHOB JIOJIKHA PAaBHOIEHHO pac-
CMaTPUBAThCA KaK CEPBUC IO MpeaoCTaBJe-

> Tlocranosaenre Coera Munucrpos PecriyGimkn Bena-
pycb 10 despanst 2012 r. Ne 138 «O 6a30BBIX 3JEKTPOHHBIX
yeayrax» (B pen. mocranoBienuii Cosmmma ot 19.04.2013 r.
Ne 300, or 30.06.2014 1. Ne 633, or 05.03.2015T. Ne 165).
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HUIO YCJIYT HAJOTOTJIATEBINKAM, HATIPABJIEH-
HBIX HAa peaJm3anuio WX Ipas, cBOOOM M 3a-
KOHHBIX WHTEPECOB, TOJyYeHUE COOTBETCTBY-
IOMMX MaTepHuaJbHbIX WJ/IN HeMaTepUaJbHbIX
Guar.

CerosiHsi TOHSATHE <«HAJOTOBLIE YCIYTH»
B Demapycm mmpoKo WCIOJMb3yeTcsi B paMKax
MPOBOJMMBIX COIMOJOTUYECKUX UCCIEN0BA-
HU, aHaIn3a JIesITeIbHOCTU HAJOTOBBIX OpP-
raaos, CMU u T. 1.

B TOo ke BpeMmsi OTCyTCTBHE 3aKOHO/A-
TEJLHOTO aKTa, COMEPIKAIETO OJHO3HAYHYIO
TPAKTOBKY TOHSITHUS «HAJOTOBAsl yCJIyTas, OIl-
pellesieHre CTaHAAPTOB OIEHKW ee KAauyecTBa U
JIOCTYITHOCTH, 00YCJIOBIUBAET CyOhEKTUBHOCTD
MOX0/I0B B paboTe HAJOTOBBIX OPTAaHOB U BO
B3aMMOOTHOIIEHUSAX C HATOTOILTATETBITITKAMYL.
Cranpaprusanus sBAsgeTcs 00sS3aTeJTbHBIM
ycaoBueM u tpeboBanneM ahPeKTUBHOTO My6-
JUYHOTO YTPABJIEHWS U OKa3aHUs Trocyjaap-
CTBEHHBIX YCJAYT 000N KaaccuduKaluy Ha
no/ukHOM ypoBHe. CTaHAapThl OKa3aHUs TO-
CYIapCTBEHHBIX YCJIYyT WMET OOJbIIoe 3Ha-
YeHWe U [T ToJiydaTesieil ycuayr. 3Has WX,
MOJIyYaTesib CTAHOBUTCS HE TOJBKO obJazare-
JileM KOMILIEKCHOU uH(pOpPMAUKM O COfepsKa-
HUW YCJIYTH, HO W puoOperaer 1mpaBo Ha 060-
CHOBaHHOEe O0’KaJIOBaHUE ee KauyecTBa.

CrangapT ycJyru, B HalleM MOHUMaHUH,
O3HAYaeT HOPMATHBHO 3aKPETIEHHYI0 CHCTe-
My TpeOGOBaHUN K COAEPKAHUIO, TOPAIAKY U
YCJIOBUSIM OKa3aHUsT HAJIOTOBOW YCJIyTU B WH-
Tepecax W ee TOJIydaTessi, ¥ TOCyAapCTBa.
CraHzapT HAJOTOBBIX YCJIYT JOJKEH BKIIOUYATDH
CJIEYIONINE TIO3UIUH:

e /IMUHUCTPATUBHBIN PEryiaMeHT Kak 1po-
Ieypy OIMCAHUS TPOIECCa OKA3aHUST YCIIYTH,

o TpebOBaHMS K COAEPKAHUIO CaMOil yc-
JIYTH — CPOKH, OCTATOYHOCTH, OJTHO3HAYHOCTH
nHOOPMAIIMU U T. [l KaK MapaMeTp KadecTBa,

o TpeOOBaHMS K OCYIIECTBJIECHUIO YCJIO-
BUI, B KOTOPBIX OKa3bIBAETCS YCJIyra, — Bpe-
MsT OKUJIaHUsI, OCTyn depe3 VurtepHer, mpo-
(dheccroHANN3M CIEIUATNCTOB U T. [ KaK Ia-
paMeTp KOM@OPTHOCTH.

Ocnoenvie napamempol Kawecmea
HaN0206bIX Ycaye: IPdexmusnocmo
u yoosnemeopennocms. Memoouxu ouenxu
HAJI0208bIX YCaYe

JIBOWCTBEHHOCTh TPUPOJBI HAJIOT00OJI0-
JKeHMSI OKa3blBaeT HEeINOCPEe/CTBEHHOEe BJIU-
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HUEe Ha Olpe/ieJleHNe KadecTBa HAJTOTOBBIX
ycayr. C olHOW CTOPOHBI, €ro MOXHO OTle-
HUTHh KaK TOBBINIEHNE YAOBJIETBOPEHHOCTH
HAJIOTOTLJIATENIBIIINKA, C IPYTON CTOPOHBI, OKa-
3bIBaeMasi ycjyra JOJUKHa oGecreduTh duc-
KaJabHy0 (yHKIUIO rocygapctBa. Obe cTopo-
Hbl TecHeWImuM 00pazoM B3aMMOCBSA3aHbI.
[ToBbIlIeHE YAOBIETBOPEHHOCTH CYyObeKTa B
HAJIOTOBOM CcepBuce 00ecredynBaeT CBOEBpe-
MEeHHOE BBITIOJHEHUE HaJOTOBBIX 00s3a-
TeJbCTB, CHIKAET PUCK YKJIOHEHUS OT yIja-
TBl HAJIOTOB, YCTpaHsieT Oapbepbl B BeICHUU
Ou3Heca, CHUXKAET TPAH3aKIMOHHbBIE W3€EP-
JKKU TIJTATeJTBITNKA.

C nmpyroii CTOPOHBI, yJIydllieHne KauyecTBa
00CTyKMBaHUs IO3BOJISIET TOBBICUTH (P heK-
TUBHOCTH (DUCKAJTBHOTO AIMUHUCTPUPOBAHUSI
MyTeM YBEJIWYEHWS HAJOTOBBIX MOCTYTLIEHWH
Ha (oHEe COKpameHus TOCYTapCTBEHHBIX 3a-
TPAT HA OPTAHU3AINIO HATOTOOOIOKEHNUSI, TIPU-
MEHEeHUsI MMPOKOTO WHCTPYMEHTApus HaJo-
TOBOTO KOHTPOJIS.

ITo mamemy MHEHWIO, Ka4eCTBO TOCYIap-
CTBEHHOUW HAJIOTOBOW YCJYTU OIpenesseTcs
cofepKaHMeM ee KOHEYHOTO pe3yJbTaTa |
YIOBJIETBOPEHHOCTBIO TIIATeTbIIKa (KoMdop-
THOCTb W JIOCTYITHOCTD).

Takum 06pa3oM, TOBOPSI O KayecTBe Ha-
JIOTOBOU ycJIyTu B TI0OATBHOM acIiekTe, ciie-
IyeT pacCMaTpPUBATh /[BA OCHOBHBIX TTapaMeT-
pa: yZIOBJIETBOPEHHOCTHh HAJIOTOILIATETbITNKA
n 3(pGeKTUBHOCTD OPTaHU3AINMN Tpolecca
Hanoroobsoxenus (3arparsl/pe3yabTar).
Onenka 3¢p¢GeKTUBHOCTH MOKET OXBaTbhIBATH
an60 KOHKPETHYIO MPOIEAYPY OPraHU3aInu
OTIpeJIeIEHHON yCJIyTH, JUO0 KOMILJIEKC yC-
ayT. B MMpPOKOM CMBICJe OpraHu3aius Ipo-
1ecca OKa3aHUs HAJTOTOBBIX YCJYT BKJIOYAET
BCIO CUCTEMY HAJOTOBOTO aIMUHUCTPUPOBA-
HWs, B TOM 4YHCJe TPOBeJeHNEe HAJTOTOBBIX
TTPOBEPOK.

Ecau opmHOCTOpOHHEE TIOBBINIEHUE Y/IOB-
JIETBOPEHHOCTU TOJy4YaTeJell yCIyru TPUBO-
AT K CHIKeHUI0 3(POEeKTUBHOCTH, OYEBU/I-
HO, cJielyeT TOBOPUTb O CHIKEHWM KadecTBa
rOCY/IapCTBEHHOM YCJIYTH.

B cBa3u ¢ HEOAHOPOAHOCTBIO IIeselt TO-
CYZIapCTBEHHBIX YCJIYT MUPOBOU TMPAKTUKOUN
paspaboTaH psii METOAUK WX OIEHKH, CPeIn
KOTOPBIX MeTOANKH 3(PHEeKTUBHOCTH TOCYAAP-
CTBEHHOTO YyTNPaBJIEHUS B I€JOM, YaCTHBIE
METO/IMKN OIIEHKU JeUCTBUN TOCOPTAHOB,
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OTIeHKa YIOBJIETBOPEHHOCTH TIOJydaTesell yc-
ayT. B ocHOBe Bcex WX JieXKaT OTpefiesieHHbIe
MoKa3aTeyd, KOTOpble TPOEIUPYIOT IelCTBIe
cranzapra (OpraHu3anuu OKa3aHus YCJIYTH)
Ha TeKymlyo cutyanuio. He ocTtanaBiuBasch
Ha MeTOJUMKaX, omnpeaendionnx 3¢GQPeKTuB-
HOCTH TOCYIapCTBEHHOTO YTpaBJeHWs, pac-
CMOTPUM WHAMKATOPHI OIEHKU YIOBJIETBOPEH-
HOCTH HaJIOTOBBIMMH YyCJayTraMu. B ocuoBHoM B
MUPOBOI TpPaKTUKe TTPUMEHSETCS HEeCKOJIHKO
6a30BBIX MMAPAMETPOB: BPEMsI TIPEOCTABIEHUS
yCIyT, KOM(POPTHOCTH, MOCTYITHOCTH, KOMIIE-
TEHTHOCTHh COTPYIHUKOB, 3aTPaThl MOJIydaTe-
Jig YCIAYTH. YUUTBIBas MIMPOKOE PacrpocTpa-
HeHue I T-TexHOJIOTHI, MOKHO CUMTATh 9TO €IIle
U OIEHKOW TI0 JaHHBIM TapaMeTpaM 3JeKT-
POHHBIX CEPBUCOB.

B kauvecTBe mpumepa mpuBeseM OIEHKY
YIOBJIETBOPEHHOCTH KA4eCTBOM HAJIOTOBBIX M
TaMOKEHHBIX YCIyT (PUCKATBHBIX OPTAHOB
Kazaxcrana (cm. tabauiry).

Omenka (ot 1 mo 10) mpoBoauTCSA TIyTEM
AHKETUPOBAHUA Pa3/IMUHBIX TPYII II0Jly4yare-
aeir yeayr (6usHec, ¢pu3MUECKHe JIUIA) 0
permoHaM ¢ OIpe/esieHreM BEeCOBOTO 3Have-
HUS KaXKIOTO TTOKA3aTesis.

Ouenrxa yoosnemeopennocmu
naamebuUK06 0KA3AHUEM HAJI0206bLX
ycaye 6 Pecnyonuxe Benapyco

B Pecnybiuke bBemapych mpu akTUBHOUN
MOZIZIeP’)KKe U 3aMHTEPECOBAaHHOCTH MWUHUCTED-
CTBA MO HAJoTaM ¥ cOOpaM B MOCJEIHIE TO/bI
MPOBOJSATCS COIMOJIOTHYECKNE WCCIIeJOBAHUS
M0 BOTIPOCAM YOBJIETBOPEHHOCTH HAJIOTOBBI-
MU ycayramu. B To jke BpeMsi TPUXOAUTCST KOH-
CTaTUPOBATh, UYTO €IMHAST METOJUKA MX MPOBe-
JIeHUs, a TaKXKe MOCTOSHHBII MOHUTOPUHT TO-
JY4EeHHBIX Pe3yJbTAaTOB W JIOCTYIA 3auHTepe-
COBAaHHBIX JIUI[ TMOKAa OTCYTCTBYIOT. BouIbop
0OBEKTOB WCCJIENOBAHUSA U TIePeYeHb KPUTEPH-
€B OIIEHK! TOCTOSTHHO MEHsIeTCs, 4TO He TO-
3BOJISIET B JOJDKHOW Mepe ITPOBOAWTDH AHAJIN3
MOJIYYE€HHBIX PE3YJIbTATOB.

B mposenennom B 2016 1. nccrenoBanun
YIOBJIETBOPEHHOCTH TIJIATEJIBIINKOB HAJIOTO-
BBIMU YCJAYramMu® OIeHUBAIUCh WHIUBU/YAJIb-
Hble TPeANPUHUMATENN, MaJible U CpPelHue
OpTraHW3aIN.

§ TP 20164678 HUP «Ortienka ygoBIeTBOPEHHOCTH WH-
JIMBUIYATTbHBIX TPeAIPUHUMATENel, MATbIX ¥ CPEIHUX Opra-
HUBAIMH, 3aperucTpupoBaiibix B Pecnybimke Bemapycn, oka-
3aHMeM HaJoroBBIX ycayr». 2016. BIIY.

Tabnuua

Hapameprl OL€HKH YI10BJI€TBOPEHHOCTH HAJIOTOBLIMH H TAMOKCHHBIMH YCJIyIraMHi B Ka3zaxcrane

[TapameTpsl ACIEKTHI YCIIYT 10 yIOBJIETBOPEHHOCTH
Bpews Bpewms oxxunanus B ouepenu
CoOntoneHne cpoKoB MPEAOCTABICHUS YCIYTH
Mpouenypa SICHOCTB MpoLenypPbl; TOTOBOPEHHOCTh BO3MOXXHOCTH 00PATHThCS 38 YTOUHEHHEM
[IpocToTa npouenypbl NOTyYSHHS YCIyTH
BrasKkH, oGpasiibl, JloctynHocTb Or1aHKOB Sa}IBJlej-lI/Iﬁ
yKasatenn Hanunuwne o0pasios 3asBieHnit
JIOCTYTHOCTB/TIOHSATHOCTb SI3bIKa
Conepranie CBOEBPEMEHHOCTb MOJTy4YeHHs HHPOPMALHMH 110 yfnyre _
N Yp— TOUHOCTB M OHATHOCTh MH(OPMALMH, CBI3aHHOM C YCITYTroi
[penocTasnenue nHGOpPMALIMK B CIPABOYHOM OKHE, Ha CTeHAX, Y Moieparopa
DJeKTpoHHAs JlocTynHOCTh MH(pOpMaLKu N0 naHHo# ycnyre B MHTepHeTe
KOMMYHUKAIIUs JloctynHocTb uHpopMaimu 00 yciyre no TejaedoHy
JlocTtynHoCTh pabOTHHKA (HAX0KIEHHEM Ha MecTe)
Mepconan KommnerenTHOCTh pabOTHHKA
BexsBocTb paboTHHKA
JKenanue coOTpyaHHMKOB rocopraHa nomMoub MOTPeOUTEIIO
Pabora ceprepoB
TexHuka Pabota KOMIbIOTEPOB/MPOrpaMm
PaboTa ckaHupyroIero 000pyIoBaHus
JIOCTYNTHOCTb TEPMHHAJIOB JUIs OTIATHI
VYenosus [IpenocraBneHne COMyTCTBYOMUX YCIyT (0aHK, HOTApUyC, KOTMPOBAHKUE U [IP.)
YenoBusi 0KUAAHUS

Hemounux. URL: http://www.ank.kz/doc/Report%20ANK _Sange%20 rus.pdf
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Wccnenosanue B 0600IEHHOM BUE IIPO-
BOMUJIOCH TIO CJEAYIONNM HAPABICHUIM:

e MHGOPMATUBHOCTL — COJIEpKaHMe, aK-
TyaJbHOCTh WHOOPMAINU U Pa3bsICHEHUH,
pa3MeneHHbIX HAJOTOBBIMM OpraHamu B VH-
tepuere, CMW, na nHbOPMAIMOHHBIX CTEH-
max u T. 1.;

e YPOBEHDb 3JEKTPOHHBIX CEPBUCOB —
CUCTEMBl 3JTEKTPOHHOTO AeKJIapUPOBAHUSI
(C3/1) kak mporpaMMHOIO MPOAYKTA; JTUIHO-
ro xKabuHeTa TUIATEIbIINKA; OTKPBITOCTD HJIEK-
TPOHHBIX CEPBUCOB;

e KauecTBO OOCHYKMBaHWS — TMoJaya
3asBJICHUH, HAJIOTOBBIX JleKJapaliii, pacueTos,
MOCTAaHOBKA Ha ydyeT W T. J.; obpalleHue 3a
aJIMAHUCTPATUBHON Tpolenypoit (1oaydeHue
CITPABKM, BBINMCKH, 3adeT (BO3BpPAT) CyMM
HAJIOroB, cOOpoB (IOLLINH) U T.].); pasbsic-
HEeHMe HOPM HAJOTOBOTO 3aKOHO/ATEJbCTBA;

e KOMIIETEHTHOCTh W KJIWEHTOOPUEHTH-
POBAHHOCTH PAabOTHI CIIENUATUCTOB;

e VJOBJIETBOPEHHOCTh IpaduroM pabo-
ThI HAJIOTOBOTO OpPTaHa U OJUKHOCTHBIX JIWII

e BpeMs OXWIAHUS B O4Yepen 3a TMOJy-
YeHNeM HaJOTOBBIX YCJYT.

Ha ocnoBe aTmx mapaMeTpoB OTpeesi-
JIaCh yIOBJETBOPEHHOCTh HAJIOTOBBIMU YCJIY-
ramMy B TI€JIOM.

B mpoBesenHOM WCCeOBAHUN TIPUHSLIN
yuactue 3706 cyObeKTOB XO3SMCTBOBAHUS, Cpe-
I KOTOPhIX 2865 MuKpoopranusaiuii, 666 —
Masbix U 175 cpefHuWX opraHusainii, a TakKe
4465 WMHAVMBUAYAJbHBIX TPeINPUHUMATEEN.
PesynbraTer ompoca amamm-
3MPOBAJIUCH 110 THIIAM Opra- 35
HU3aIWi M B permoHaJbHOM 30
paspese. 257

OGmast oreHKa ypoB- 20
HA yIOBJIETBOPEHHOCTH  15-
PECTIOHZIEHTOB KadyeCcTBOM (-

HAJTOTOBBIX YCJIYT, TOTYy- 5

YeHHBIX IIPH JUYHOM 00-

pamenun B I/IMHC, 3aMe- [-1IOJIHOCTBIO
psinach mATHOANIBHOIM He YZOBJIETBODeH

mKanaoil (1-ToJIHOCThIO He-
YIOBJIETBOPEH; 5-TIOJTHOC-
TBIO yaoBieTBopeH). OO6-
Iasi MHTEerpajbHasi OIEeHKa
YPOBHS YIOBJIETBOPEHHOC-
TN Ka4eCTBOM HAJOTOBBIX

o url

B Masbie opranuszaiyu

CTaTOYHO BBICOKOU M cocTaBuia 82,3%
PUCYHOK).

[Tpu sTOoM Hambosiee BBICOKYIO YIOBJIET-
BOPEHHOCTHh Ka4eCTBOM TaKWX YCJIYT BBICKa3a-
JIV TIPE/ICTaBUTENIN CPEeTHNX opranu3aruit. Ham-
MeHee YIOBJIETBOPEHHBIMU TPE/ICKa3yeMo OKa-
3aJTUCh WHVMBHU/IyaJIbHbIe TIPEATTPUHUMATETH U
MuKpoopranuzanuu. K mnpuunuam Oosee Hu3-
KUX OIEHOK, HAa Halll B3IJI/I, MOKHO OTHECTH
HEBBICOKUI YPOBEeHb (DMHAHCOBON W KOMITBIO-
TEPHOI TPAMOTHOCTH y TIPEICTABUTETE MaJo-
ro OusHeca W Kak CJEICTBUE — 3aTPyAHEHUS B
mpoilecce BHIMOJHEHUS HAJOTOBBIX 00s13a-
TEJILCTB W MOJYyYeHUs a]MUHUCTPATUBHBIX TTPO-
1elyp, OTCYTCTBUE KBaTW(UIIMPOBAHHBIX Kall-
pos (Oyxranrepos, (unaHcuctoB). Bocupus-
THE HAJOrOBOTO HHCIEKTOPa Kak 0GOOIIEHHO-
TO TIPE/ICTABUTEJIS TOCYAAPCTBEHHBIX OPTaHOB
B YCJOBUSX HEMPOCTON IKOHOMHUYECKOU CHUTY-
aliy TakyKe BJWSET Ha MHEHWEe 3TOU TPYIIIbI
PECTIOH/IEHTOB.

Cuenyer Takxke oOpaTUTh BHUMAaHKe Ha
TO, 4TO HauboJiee BBICOKOW OIEHKHW TIPU OIl-
peleieHnr YPOBHS OOCJIYKUBAHUS YIOCTOU-
JINCh TakWe aJMUHUCTPATUBHBIE TPOIENYPHI,
Kak TOJIyYeHHWe CIPaBKU, BBITTUCKH, 3a4eT
(BO3Bpar) CyMM HaJoTOB, cOOpPOB (IIOILINH)
u 1. 1. [lo mamemMy MHeHWTO, OJTHOW U3 TIPU-
YUH SBJSETCS JXKeCTKas MpaBoBasg periamMeH-
Talus 3TOTO Mpollecca, OTPaAaHUYMBAIONIAS
BAKUSHNE CYOBEKTUBHOrO MHeHUs. Takum
o0pa3oM, MOATBEP/KAAETCS TE3UC O HE0OXO-
JIUMOCTHU CTaHaPTU3AIMN HAJIOTOBBIX YCJIYT,

(cm.

=
\

5-1OJTHOCTBIO
Y/IOBJIETBOPEH

2 3 4
YaCTUYHO yJIOBIIETBOPEH

Muxkpoopranuzaimu

B Cpennune opraHuszaiyu

Puc. ¥ 1oBieTBOpeHHOCTD KaueCTBOM HAJIOTOBBIX YCJIYT, TIOTYYEHHDIX [TPH
JIMYHOM OOpaIleHUH B HAIOTOBBIE oprabl Pecrybsiku Berapycs, %

YCJYT 10 aHAJIU3UPYEMBIM
nmapaMeTpaM OKasajach J10-

Hcemounux. Tloctpoeno o ganusiv: I'P 20164678 HUP «Ornenka ynosieTBopeHHo-
CTU UHMBU/IYAJIbHBIX TTPEIIPHHUMATEIEH, MAIBIX U CPEJIHUX OPraHU3alluid, 3aperc-
TprpoBaHHbIX B PecnyGimke Benapych, okasanuem Hamorosbix yeiayrs. 2016. BIoy.
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o/Ipa3yMeBaloleil YeTKoe OINMUCAHWE BBITTOJI-
HSEMOU TPOIleAyPHI.

KauecTBO pazbsicHeHWST HOPM HaJIOTOBO-
ro 3aKOHOATENbCTBA W JKeJIAaHWe CITeInalic-
toB MHC pnasarb nogo6ubie 00bsICHEHUST pec-
HMOHAEHThI OIeHWIN Oojiee HU3KUMU Oallia-
mu. Ilo ganabIM uccaemnoBanust, 43,4% pec-
MOHJIEHTOB OTMETUJIM, 4TO HWHOpMAINs,
[oJIydeHHasT UMU TIPU JIUYHOM OOpaileHuu B
HAJOTOBYI0 MHCIIEKIIMIO, ObLJa YaCTUYHOM,
HEITOJTHOT.

JlocTaTouHO BBICOKO OIleHEHBI ITOKa3aTe-
JI KOMTIETEHTHOCTU W KJIMEHTOOPUEHTUPOBAH-
Hoctu crenuamuctoB uncrneknuii MHC. IIpo-
(beccronanmaM M KOMITETEHTHOCTH CIIEIHATH-
CTOB HAJIOTOBBIX WHCIEKITUN TOJYYUIN OIeH-
Ky <BBIIle cpejHero» (CpeaHss OIleHKa I0
naTOAIBHON ITKaie coctaBuaa 3,66 Oasa).
[IpumepHO Ha TakKOM Ke ypOBHE HAXOJMUTCS
OTleHKa PeCTIOH/IeHTaMU TaKOW XapaKTepHCTH-
K1 crnenuanauctos nucrnexknuid MHC, kax
<«BEKJUBOCTH M KOPPEKTHOCTH>.

Tak ke BBICOKU OIEHKH OPraHU3aI[MOHHBIX
MPOIIEAYP — Y/JOBJIETBOPEHHOCTH TPAUKOM pa-
GOTBI ¥ BpeMeHeM OKHMIaHUS B OYepenn 3a TI0-
JIydeHUeM HaJIOroBbIX ycayr. I'padux paboTbi
NMHC «cxopee ycTtpamBaeT» M <«IIOJHOCTHIO
ycrpanBaeTs 86,9% IIaTesbINKOB.

[TomoxUTETHHO OBLIM OIEHEHBI BPEMs
OKUJIaHUsI B OuYepeNr 3a ToJiydeHreM HaJio-
TOBBIX YCJIYT, a TakKe OpraHusamuss padoThi
MMHC. Ilo MHeHUIO OINPOIIEeHHBIX, BPeMs
OKMJAHUS B O4Yepean, HeOOXOAUMOoe [IJIsT I10-
JIY4EeHUST HAJIOTOBBIX YCJYT, SBJSIETCS <HOP-
MaJIbHBIM, TipueMJieMbiM> (54,8% pecrionen-
TOB), «OBICTPBIM» (12,0% pecmoHmeHTOB), a
npaktnyecku 1/4 mpejpcraBuTesNell OpraHu-
3alUii M WHAMBUAYAJbHBIX TPeANpUHUMATE-
neii Pecny6imku Benmapych ykasasiu, 4To B
ux UMHC ouepeneii ver (23,8%). JIumb 9,4%
PECIIOH/IEHTOB OTMETWJIM, 4YTO JIJISI HUX Bpe-
Ms OXWJIAHWSA B WHCHEKIUHU IS TTOJTYdeHUs
HAJIOTOBBIX YCJIYT SBISETCS <«JAJTUTETbHBIM,
nojarum». B TO ke BpeMsi 3TOT KpUTepUU
MIPEJ/ICTAaBJISIETCSl HE COBCEM KOPPEKTHBIM IPH
onenke paborsr UMHC. Ilpu ero ompenere-
HUU He YYUTHIBAJIOCH KOJUYECTBO CYOBEKTOB,
3apeTUCTPUPOBAHHBIX 32 OT/ETbHBIMU Opra-
HaMU, UX CTaTyC, MeCTOHAXOXK/eHHe HAJOTO-
BOW WHCTEKITUMN.

Bpemsa oxupmanust m BpeMst OCYIIECTBIIe-
HUSA JEUCTBUU TIO TIOJTYYEHUTIO HAJIOTOBBIX YC-

60 Benopycckuii akonomuueckuit xxypHas

JIYT OCTAIOTCST CyOBEKTUBHBIME TTOKA3ATEISIMIL.
Bosiee 06bEKTUBHYO OIEHKY MOKHO MOJIYYUTh
IPU perjaMeHTaIllui BPEMEHU BbIOJTHEHWS
HAJIOTOBOM yCJAyrW W 9TUX TpeOOBaHUU, T. e.
cHOBa y0OexpaeMcsi B HEOOXOAUMOCTH perJia-
MEHTAIlUU M CTAHIapPTU3ANUKU HAJTOTOBOTO
mpoiiecca.

Henoctatouno M0BOJIBHBI TOJIB30BATETN
97IeKTpOHHBIMU cepBucamu. OlleHKa UX Kaude-
crBa cocrasuia 2,8 Gajta. Cieayer OTMETHUTb,
YTO HE BCE PECIOH/EHTHI MOJB3YIOTCS ITUMHU
ycayramu. He mosssytores CIJ/] kak mpo-
rpaMMHBIM TIpoaykTom 6% I u 3,3% ormpo-
IIEHHBIX OpPraHU3aluil; JUYHBIM KaOUHETOM
= 15,7% UIIl u 7,2% manbix U CpeaHUX opra-
Huzanuii. Eme MeHee mpuBJieKaTeIbHBI [IJIs
ATUX KATErOPUil OTKPBITbIE JIEKTPOHHbIE Cep-
BUCBHI, HE pa3MeIlleHHble B JIMYHOM KaOuHeTe
njaTesbinuKa. MMy He TOJIB3yeTcs MPaKTH-
YeCKNW KasKAbli TATHIN 1iaTenbiuk (22,7%
NIT n 19,9% opranusanmii).

Hecmotrpst Ha 06MIyI0 TOJOKUTETHHYIO
OIIEHKY 9JIEKTPOHHBIX CEPBUCOB, UMEETCS PsijI
nperensnii Kk pabore CI/] Kak mMporpaMMHO-
ro npoaykra. CorjacHo OTBeTaM ILIATesbIIH-
KOB, JIaHHOE TIPOTPAMMHOe OOecIiedeHne BbI-
3bIBAeT OlpejieJieHHble 3aTPYJAHEHUsI U B pe-
3yJbTare OOJIBIIUHCTBO W3 HUX oOpaiaercs
3a TEXHUYECKOU mojep:kkoi. Kaxprii mrec-
TOW pecroHjeHT obpamiaics 3a Hel oT 4 10
10 pas (17,0%), 6omee 10 pasz — 6,9% pec-
MOH/IEHTOB. B cpenneM mpencraBuTesun opra-
HU3AMN ¥ WHAWBUAYAJIbHBIX TPEIIPUHAMA-
tesieil Pecnybimku Benapych obpamanuch 3a
TeXHUYECKOU mojuep:kKoii abonentos JJI 3,1
pasa.

B 1mesom ollenka mM3MeHEHMS KayecTBa
obcayxkuBanus maarenbiiukos B IMHC B
2016 r. B cpaBuenuu ¢ ypouem 2015 r. ume-
JIa TIOJIOKUTENBHYIO TUHAMUKY — IpaKTHJec-
Kk 1/3 Bcex pPeCNOHIEHTOB OTMETHJA TI0JIO-
JKUTEbHBIE U3MEHEHUsI KauecTBa 00C/Iy KIBa-
nng B UMHC.

Y 10BJIETBOPEHHOCTD TJIATEJNBITUKOB Ka-
YeCTBOM TIOJIYYEHHBIX HAJOTOBBIX YCJIYT HMe-
et Gosbinoe 3Hauenue. Ilorpeburenu, Kak 1pa-
BIJIO, COXPAHSIOT CBOIO CTPYKTYpy moTtpebiie-
HUSI WA TOJIb3YIOTCS JAHHBIMHU YCJIyraMu B
GOJBIINX KOJUYECTBAX, CJIEIOBATEJNHHO, B OT-
HOIIIEHWW HAJIOTOBBIX 00sI3aTehCTB B 00IIe-
cTBe (hOPMUPYETCsT HAJIOTOBAst KyJbTypa, OpH-
EHTUPOBAHHAsA Ha J0OGPOCOBECTHOTO ILJIATEIb-

Ne 202017



Hausorosslie yciyru B cucteMe Mep NMoBbIeHusI 3¢ GeKTHBHOCTH rOCYJapCTBEHHOTO YIIPABICHUS

muKa. B cBA3W ¢ 9TUM y/IOBIETBOPEHHOCTH
HAJOTOMIATETBIIUKOB CTAHOBUTCS BaKHBIM
WHIUKATOPOM €ro OyAyIliero TMOBeAeHUsT U
NOBepUsl K TOCYAPCTBEHHBIM OpTaHaM.

* * *

Passutue obiiectBa Tpebyer OT rocymaap-
CTBAa M3MEHEHUs aJMUHUCTPATUBHOTO YIIpaB-
JIeHWsI B HalpaBJIEHUU IOBBIIEHUST ero ad-
(bekTUBHOCTU M KauecTBa IPEOCTABJISIEMbIX
rocy/apcTBeHHBIX yeayr. Pecrnybinka Besa-
PyCh CYIIECTBEHHO OTCTAET OT OJIVKANIINX
cTpaH-coce/leil B 1poBe/leHUU pedopmbl To-
Cy/IapCTBEHHOTO YIIPaBJIeHUsI U OIpe/le/leHUN
ee KOHIENIIMM Ha 3aKOHOAATEJIbHOM YPOBHE.
[TpakTnka B3aMMOOTHOIIEHUN MEXIy TOCYy-
JIapCTBOM U OOTIECTBOM CaMOPETYJIUPYET ITOT
poIece IyTeM CO3/IaHusi B OTHENbHBIX 00-
JacTax U cdepax aJMUHUCTPUPOBAHUS IIPO-
meayp Hambosiee GJIATONPUATHBIX YCJIOBUI
JUISl UX OKa3aHUs C y4eTOM MHTEpPecoB I10JIY-
yareJen.

OnHuM U3 cTpaTernyecKux HarpaBJeHun
noBbieHus 3(GHEKTUBHOCTH TOCYIapCTBEH-
HOTO yIpaBJeHUsT SBJsieTCs obecliedyeHme
YIOBJIETBOPEHHOCTH OOIECTBA [ESITETBHOCTHIO
OpPraHoOB HAJIOTOBOH CJyKObI, KOTOPOE BO3-
MOKHO peajin30BaTh IyTeM [OCTUKEHUS JIBYX
neJsieil — mMOBbIIIeHNUST UHMOPMUPOBAHHOCTH
001IIecTBa B HAJIOTOBBIX BOMPOCAX W IOBbIIIeE-
HUS KayecTBa IIPEOCTABJSIEMbIX YCJIYT.

Heob6x0auMoCTh OTpeiesieH st TTOHSTUSI
HAJIOTOBBIX YCJIYT W WX CTaHJapTU3aIUU Ha
3aKOHO/IATEJILHOM yPOBHE OOYCJIOBJIEHA TEM,
YTO B PBIHOYHOM MeXaHWM3Me HAJOTH BBIIOJI-
HAIOT KJII04eBYyI0 (DyHKIMIO B peaausaluu ro-
CYyZIapCTBEHHON 3KOHOMHUYECKOW MOJUTUKHU.
Ot addexTuBHOCTH U J1€HCTBEHHOCTH HAJO-
roBO# CHUCTEeMBbl, MOJHOTHl peaju3aluu eio
GyHKIMN Kak peryiasTUBHOIO MHCTUTYTAa U
OCHOBBI (PMHAHCOBO-KPEIUTHOIO MeXaHu3Ma
roCy/IapCTBa 3aBUCUT CTAOMIBHOCTH (DyHKIIU-
OHMPOBAHUS HAIMOHAJBHONH YKOHOMUKU U
KaKI0T0 cyObheKTa HAJIOTOBBIX OTHOIIEHWUIA.
CoBpemeHHasi MHCTUTYIMOHAIU3AINS U MO-
JIePHU3AIMS OTeYeCTBEHHBIX HAJOTOBBIX WMH-
CTUTYTOB JIOJKHA OBITh HEPA3PBIBHO CBsi3a-
Ha ¢ (GopMupoBaHUeM HOBOTO ITOHMUMAaHUS
POJIM HAJIOTOBBIX OPraHOB B JKU3HU OOIIECTBA,
BOCIIPUSITHSI MX KaK MPOAYIeHTa 0co00OO0TO
BH/Ia CEPBUCOB — TOCYJapPCTBEHHBIX HAJOTO-
BBIX YCJIYT.

Benopycckuii akonomuueckuil xxypHasu

@opMupoBaHue TPABOBOrO MOJs B 00-
JIACTU HAJIOTOBBIX YCJYT TO3BOJIUT HA 3aKO-
HO/IaTEJIbHON OCHOBE OIpE/IeJIUTh HallpaBJie-
HUA BBaHMOﬂeﬁCTBHH MeXAYy Yy4dYaCTHUKaMU
HaJIOTOBBIX OTHO].HeHHfI, CTaHAAPTU3UPOBATb
HAJIOTOBbIE TIPOTIEYPBI, 0OOCHOBATH METO/N-
KW OIleHKW KadecTBa W 3(pdeKTUuBHOCTH
YCJIYT KaK pe3yJibTara JIesTeJlbHOCTU HAJIOro-
BBIX OpPraHOB, MOJEPHU3UPOBATH WHCTUTYIIN-
OHAJBHYIO CTPYKTYPY HAJOTOBBIX CEPBUCOB
nyTeM CO3JaHUs I[EeHTPOB O0OCIYKUBAHUS
IJIATEJTBIIMKOB, CETU TOCY/IapPCTBEHHBIX U He-
rOCy/IapCTBEHHBIX OpraHU3aIuii s odyde-
HUSI TOCYZIAPCTBEHHBIX CJYKAlUX U HaceJe-
HUS, a Takxke (GOPMUPOBAHUS M KOHCYJIHTH-
pOoBaHUA IIOTEHIMAJJIbHBIX HOTpe6I/IT6JIeI>)I Tro-
CYJIapCTBEHHBIX YCJIVT.

[TpakTuka mMpoBeneHusT COMMOIOTHYECKUX
OMPOCOB BBISIBUJIA PSII CEPHE3HBIX MPOOIEM,
MPENSTCTBYIONUX YIOBJIETBOPEHHOCTU HAJIO-
TOBBIMH yCJIyraMu OU3HEC-COOOIIeCTBA U TPakK-
naH. Ilpexme Bcero peub WAET O CYOBEKTHUB-
HOCTHU TJIATEJBIUKOB B OIlEHKe IMPEeIoCTaB-
JIsIeMbIX ycsiyT. B ¢BOIO ouepenb y HAJIOTOBBIX
OpraHoB IMOKa He CJIOXKUJIOCh YeTKOe MpeCTaB-
JieHue O TpOoIlle/lype OKa3aHusl TaKUX YCJYT.
OTcyTCcTBHE CTaHIAPTOB 3aTPYAHSET OTIpee-
JieHre TIoKa3aTesell pe3yJabTaTUBHOCTH W3-
(bekTUBHOCTH TIO PsAMY BaKHEUIINX HAIpaB-
JIEHUH JeATeTbHOCTH (DUCKATbHBIX OPTaHOB.
He cosmanbl cucrema c6opa u 06pabOTKU WH-
dbopmanum, HeOOXOAMMON st (POPMUPOBAHUS
JIOCTATOYHOTO Habopa IeJeBbIX 3HAYECHUIT THX
Mokasaresieil, a Takke cHCTeMa MOHHTOPHHTA
X JOCTUIKCHUA. MOHI/ITOpI/IHF YAOBJIETBOPEH-
HOCTM OKa3aHUWeM HaJIOTOBbIX YCJYT Ha CHUC-
TeMaTU4eCKON OCHOBE II03BOJIIJI 6])1 BbIABJIATD
Hanbosee mpobieMHble chepbl W HalpabJe-
HUsI TIPEICTABJIEHUST YCIYT, CBOEBPEMEHHO MX
KOPPEKTHPOBATh U YCTPAHATb, a TaKKe OTCJIe-
JKUBATh JIMHAMUKY KadecTBa OOCIYKMBAHUS
IIJIATCJIBIITUKOB B MHCIICKIIMAX MI/IHI/ICTepCTBa
mo HajoraMm u cb6opam Pecrnybinke Bemapyce.
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ABSTRACT. The paper considers the service concept of government control with regard to the
taxation sphere. Generalized are the results of administrative reforms in Western countries. Analyzed is legal
provision of tax services in the Republic of Belarus. Determined is the necessity of tax services standardization
as one of the requirements for the efficiency of their provision. Identified are the main parameters of tax
services quality: efficiency and satisfaction. Based on the evaluation of the payers’ satisfaction with tax
services provision, there are given recommendations for enhancing tax services efficiency in the Republic of

Belarus.
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