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Benefits from introducing electronic public services have been widely discussed in the aca-
demic literature. However, in recent years, research advocates a more broad approach inte-
grating multiple indicators of social benefits. One of these approaches is associated with the
concept of public value, which describes the overall value that the government creates for
the society. In this research we theoretically illustrate and empirically evaluate the possibility
to enhance public value of public services through the electronic interaction of citizens and
authorities on a local (municipal) level. We use an example of online claim submission system
on landscaping and public amenities issues. The paper is based on a survey among 150 el-
derly citizens of a district of St. Petersburg (Russia). Despite the fact that elderly citizens are
actually willing to adopt the electronic way of communication with local authorities and even
associate it with a higher level of comfort and transparency, the online interaction itself do
not make them trust the authorities more or submit their claims more often. To increase the
level of trust and enhance the actual public value, the authorities need to demonstrate some
practical results of their activity. This paper elaborates the linkage between public value
creation and public e-services implementation on a local level. We provide a theoretical
framework for a more comprehensive understanding of public value enhancement through
local public services.
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Introduction

Electronic public services (or public e-ser-
vices) development is the trend of recent
decades. Informational and transactional
e-services modify citizens’ interaction with
public authorities in various spheres — from
obtaining information to participation in
voting. This provides broad advantages for
the government, individual users, and the
society at large, such as reducing transac-
tion costs, improvement of public service
quality and increase of public trust in the
government (see, for example, [OECD Pub-
lic..., 2017]).

The questions of digitization of the econ-
omy have been under close attention of the
Russian authorities as well. Advancing the
level of digitization of the Russian economy
is associated with increased transparency,
faster operation, less corruption, etc. II-
lustrating that, during the Gaidar Forum
in January, 2019, German Gref, the head
of Sberbank, strongly suggested using dig-
itization as the only means to fight corrup-
tion in Russia [Tellerreport, 2019].

In this research, we adopt Rowley’s ap-
proach who defines e-services as “deeds, ef-
forts or performances whose delivery is
mediated by information technology” [Row-
ley, 2006]. From this perspective, a public
e-service is an electronic service provided
by a government or other state organiza-
tions.

Benefits from public e-services implemen-
tation have been widely discussed in the
academic literature (see, for example, [E-Go-
vernment Benefits Study, 2003; Gilbert,
Balestrini, Littleboy, 2004]). However, in
recent years, research advocates a more
broad approach integrating multiple indica-
tors of social benefits. One of these ap-
proaches is associated with the concept of
public value, which was formulated in the
1990s. Public value describes the overall
value that a government provides to the so-
ciety. Public value and values of the society
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are interrelated, therefore, public value is
a cumulative representation of public un-
derstanding of what they consider valuable
[Talbot, 2011].

In this research we theoretically illustrate
and empirically evaluate the possibility to
enhance public value of public services
through electronic interaction of citizens and
authorities on a local (municipal) level. We
use an example of online claim submission
system on landscaping and public amenities
issues. The paper is based on a survey among
150 elderly citizens of one district of St. Pe-
tersburg (Russia).

In general, there are three main areas in
which public authorities create or enhance
public value, namely: public services effi-
ciency (efficiency of outputs), public ser-
vices outcomes and public trust [Moore,
1995]. We argue that on the local (munici-
pal) level the influence of these components
on public value of a public service can be
most reliably identified and verified.

First, public preferences for local public
services can be clearly and reliably identi-
fied on the local level. Second, local public
service quality (and its potential enhance-
ment due to a transition to the electronic
format) can be more comprehensively as-
sessed by citizens. Third, the results of the
activities of the local administration are
fairly easily measurable (in comparison with
higher authorities’ work). Fourth, the over-
all quality of interaction and, as a conse-
quence, the general level of public trust is
as fully liable as possible on the local level.

It is important to emphasize that on the
local level the quality (outputs) of public
services and their results (outcomes) are
closely related to feedback from the local
population. This means much greater po-
tential involvement of the local population
to the process of a public service provision.
Such greater involvement improves the qual-
ity of outputs and makes possible to achieve-
better outcomes of a public service, which
all together increase the trust in authorities,



Enhancing Public Value of Local Public Services through Electronic Interaction

161

-

| Public value of a public service |

d

A

AN

@ Outputs HOutcomesH Trust D

Involvement of citizens

A

Awareness| | Feedback| | Influence

N

Fig. 1. Components of public value of a public service
Based on:[Moore, 1995; Grimsley, Meehan, Tan, 2004].

and, as a result, the overall public value
(see Fig.1).

According to [Grimsley, Meehan, Tan,
2004], the involvement of the local popula-
tion, in turn, has three levels: (1) awareness;
(2) possibility of feedback provision; (3) abil-
ity to legitimately influence the process of
public services provision. Additionally, the
citizens’ involvement intentions are based
on two principal aspects — informal and
formal. Informal aspect involves local tradi-
tions and history of interaction between
citizens and authorities, as for people it is
important to be asked and to be to be a part
of the conversation. Formal aspect is repre-
sented by transaction costs (comfort, trans-
parency, ease) of communication with au-
thorities — the opportunity not only to
submit claims, but also to control the process
of claim fulfilment, in particular, by provid-
ing relevant feedback.

For enhancing the public value of a pub-
lic service it is not sufficient only to work
with awareness of the people of this service.
It is also necessary to increase involvement
of citizens, specifically, by providing better
communication channels, because the way
of communication may itself be of impor-
tance for citizens. Building on this argu-
mentation, we consider the electronic format
as compared to a traditional (paper) format

as a perspective way of enhancing the pub-
lic value.

However, different cohorts of citizens
may perceive electronic format of interaction
with authorities differently. Specifically,
older population traditionally has more dif-
ficulties adopting new information tech-
nologies. It is particularly important to
study the problem of increasing public val-
ue of government services through the adop-
tion of electronic interaction solutions for
the older group of citizens. The elderly
people have been studied before in regard
to public e-services (see, for example, [Phang
et al., 2006]), but most of the research was
devoted to the general Internet usage and
ICT adoption (see [Selwyn, 2004]; [Iyer,
Eastman, 2006]).

In this study we go beyond a purely the-
oretical discussion of the problem and at-
tempt to operationalize and empirically
evaluate the public value enhancements by
electronic services. First of all, it can be
done almost only via a sociological survey
of the relevant group of citizens; and second
of all, if any, this has rarely been done in
the literature on the topic, as this literature
has almost entirely been devoted to theo-
retical discussions of the corresponding
mechanisms (see the literature review be-
low).
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In our study we focus on the elderly cit-
izens and on a concrete local public service.
Specifically, we chose a local public service
of filing claims on landscaping and public
amenities issues. This sphere is one of the
most significant among the local issues in
terms of both public attention and the
amount of public financial expenditures,
with complaints on the quality of landscap-
ing and public amenities being among the
most frequently discussed topics.

As the most socially active public ser-
vices customers, the elderly citizens (citizens
of retirement age) were chosen for the re-
search. Usually, they are well aware of top-
ical local problems and more actively than
other categories of the population interact
with a local administration.

The rest of the paper is organized as fol-
lows. Section 1 presents the theoretical
framework of the public value and concep-
tualized sources of public value creation.
Section 2 discusses the issues of an impact
of e-services on the public value creation.
Section 3 describes the methodology of this
research. Section 4 provides and discusses
the empirical analysis results. Finally, Sec-
tion 5 summarizes the main conclusions and
implications of the research.

1. THE PUBLIC VALUE
FRAMEWORK

The era of the new public management
movement was characterized by attempts
to quantify the effectiveness and efficien-
cy of public administration with the help
of measurable indicators. Such a narrow
approach to evaluation was widely criti-
cized in the 1990s. It has been obvious
that interaction between the state and the
society is not limited to provision of pub-
lic services, and there are many other cri-
teria that characterize governance quality.
For instance, under increasing importance
of democratic values, government open-
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ness, transparency and accountability, which
are difficult to assess objectively, should
also be taken into account. Criticism of
the performance-based assessment systems
has led to a wider approach, capturing the
difference between outputs and outcomes
in the public sector and specifying a broad-
er range of governance results and bene-
fits on both individual and collective lev-
els (see [Walker, 2009]). In contrast with
the new public management, the public
value concept takes a broader view on what
matters and what works for the society
without diminishing the value of perfor-
mance measures (see [Moore, 1995; Bening-
ton, 2011]).

Generally speaking, public value describes
the value that the government contributes
to the society. It is an equivalent of the
shareholder value in public management (see
[Moore, 1995]). Therefore, taken from citi-
zens' individual and collective experience of
interaction with the government, public val-
ue represents the evaluation of how needs
and preferences of the society are met and
satisfied. Consequently, the value of any
public sector organization or public admin-
istration in general should be measured pri-
marily by the extent to which their activities
are focused on maximizing public value.
Therefore, public value characterizes admin-
istration's strength, significance and abil-
ity to produce socially desirable results. In
this regard, results of any reforms in the
public sector should be evaluated through
the lens of changes in the ability to produce
public value.

Public value emerges from a broad and
inclusive dialogue and deliberation between
government and society. Most researchers
put public value as a theory of networked
and collaborative community governance or
new public governance, where citizens are
considered as problem solvers and co-cre-
ators, helping the government to produce
what is really valued [Osborne, 2010; Be-
nington, 2011; McGinnis, Ostrom, 2012].
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The citizens do not necessary behave as
customers because they do not only value
what they consume. They have vision, goals
and aspiration for the society as a whole.
Citizens also share collective values, they
care about fairness, equality, environment,
etc. (see [Cordella, Bonina, 2012]). Therefore
the government needs to ensure effective
communication and processing of public
values as well as provide sufficient trans-
parency to permit citizens to make informed
judgments [Kalambokidis, 2014].

The focus on public value stimulates at-
tention to the long-term viability and reli-
ability of public investments [Fisher, 2014].
In this regard, the public value concept re-
freshes the perspective on the role of the
state [Benington, 2011]. It puts the prior-
ity on improving governance and enhancing
the democratic process and uses them as the
main criteria in judging public investments
(see, for example, [Chappell, Knell, 2012]).

In the modern academic research, the
concept of public value is widely used for
analysis and evaluation of government ac-
tivities in general, as well as public sector
organizations in particular (in healthcare,
education, housing and communal services,
transportation, etc.). It also became a meth-
odological basis for developing new quality
standards of public services delivery (see,
for example, [NZIER, 2004; Scottish Go-
vernment, 2006]). Nowadays, the concept
can be considered as an inclusive framework
for evaluating the effectiveness and effi-
ciency of public services.

Scholars identify three main sources of
public value creation [Moore, 1995; Kelly,
Mulgan, Muers, 2002]:

1) public services efficiency;
2) public services outcomes;
3) public trust.

1. Public services efficiency. Public ser-
vices are one of the key sources of public
value produced by public administration.
Kearns specified five principal factors that
influence the perception of public services

value by citizens: availability, customer sat-
isfaction, perceived importance, fairness in
provision, and the costs of obtaining them
[Kearns, 2004].

In accordance with the Accenture Public
sector value model (see [Jupp, Younger,
2004]), government agencies maximize pub-
lic services value in two dimensions (see
Fig. 2). First, service delivery should be op-
timized in terms of cost-effectiveness. The
lower is the cost of the output correspond-
ing to the specified (or legally established)
quality standards, the higher is the value
of public services. The second dimension of
public services value is related to external
evaluation of their quality and reflects the
customer’s view on the process and on the
results of this process.

Qualitative characteristics of service ef-
ficiency cannot be measured in monetary
terms, but they have a direct impact on the
perceived quality of the service and on the
degree of customer satisfaction. They in-
clude perceived quality of the service, num-
ber of possible channels of public service
delivery, availability, completeness and ac-
curacy of information about the service,
transparency of the process, complexity of
the service (number of organizations in-
volved), customer support, etc.

The efforts of public administration to
increase the level of citizens’ satisfaction
should be based on clear understanding of
the relative importance (or value) of various
service characteristics, affecting this satis-
faction.

2. Public services outcomes. The perfor-
mance of a public administration is assessed
not only by the experience of individual
citizens, but also by its ability to provide a
number of socially desirable and significant
outcomes. These results are derived from
the objectives of the public policy in certain
functional areas.

Public service outcomes are more likely
to have the characteristics of pure public
goods: results in areas such as law and order,
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Fig. 2. Public services value model

Based on: [Jupp, Younger, 2004].

health, social security, environmental im-
provement, expansion of educational ser-
vices are consumed by the society collec-
tively. Obviously, these outcomes are much
more difficult to evaluate in terms of pub-
lic value. The reason is not only the collec-
tive nature of consumption but also the
problem of “many hands”, i.e. many public
sector organizations take part in production
of the certain outcome. Anyway achieving
better results in line with the values ad-
opted by society should be associated with
a higher level of public value produced by
the public administration.

3. Public trust. Trust makes it possible
to achieve community goals that would not
be achievable in its absence (see [Coleman,
1990; Fukuyama, 1995]). Illustrating that,
research show that the level of trust posi-
tively correlates with social stability, imply-
ing economic, social and psychological well-
being of the society (see [Green, Grimsley,
Stafford, 2005]).

Trust in government institutions can be
considered as an example of results of pub-
lic administration activity. However, other
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results perform primarily a service function,
while trust is a consequence of the collective
experience of citizens (see [Grimsley, Me-
ehan, Tan, 2004]).

[Grimsley, Meehan, 2007] showed exis-
tence of a positive correlation between the
degree of satisfaction with public services
and trust in public administration. In ad-
dition, the study found that trust and sat-
isfaction with public services largely depend
on how the experience of interaction with
public authorities affects the citizens’ per-
ception of their own awareness, possibility
of personal control and impact on the pro-
cesses. Therefore government can enhance
public value through increasing public trust
using such levers as openness, transparency,
accountability, responsiveness.

2. THE IMPACT OF E-GOVERNMENT
ON PUBLIC VALUE CREATION

Discussion of public e-services involves a
broader term — “e-government”. In the
academic literature, e-government is defined
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as a way for governments to use the most
innovative information and communication
technologies, particularly web-based Inter-
net applications, to provide citizens and
businesses with more convenient access to
government information and services, in
order to improve the quality of the services
and to provide greater opportunities to par-
ticipate in democratic institutions and pro-
cesses (see [Fang, 2002]).

E-government is seen as an instrument
to achieve broad objectives of improving
governance quality, such as government ef-
fectiveness, public services quality, greater
government openness, and so on. Obviously,
being a public project, the evaluation of IT
investments into government-society inter-
action should imply broad benefits and re-
sults of this transformation. For this reason,
scholars call for using the public value pa-
radigm to study broader outcomes of e-ser-
vices (see [Chatfield, AlHujran, 2007; Hui,
Hayllar, 2010; Karunasena, 2012; Sivaji et
al., 2014]).

For the first time this approach was pro-
posed by [Kearns, 2004]. Since the primary
goal of ICT use is to improve governance,
e-government can be considered as means
of enhancing public value [Castelnovo, Si-
monetta, 2008].

Improving quality and efficiency of pub-
lic services through their transfer to the
electronic format has been widely discussed
in the academic literature and is proved by
numerous empirical studies (see [OECD e-
Government Studies, 2010; Zaidi, Qteishat,
2012; Zemblyte, 2015]). This is achieved
through process simplification, multi-chan-
nel service delivery, overall speed and con-
venience improvement. Public service cus-
tomers get an opportunity to receive the
service at any time and in any convenient
place, which in turn increases their satisfac-
tion with the service and overall trust in
public authorities.

E-government development strategy pro-
vides a whole range of effects on the out-

comes of government policies in various
functional areas. The mechanisms of positive
changes include reduction of administrative
barriers, raising awareness of the popula-
tion, reducing corruption through greater
transparency of processes. The contribution
of e-government to achievement of greater
results at the same cost levels becomes pos-
sible because of different synergistic effects
due to the change in the format and qual-
ity of interaction between the state and the
society. Many studies confirm positive ef-
fects of e-government on economy, poverty,
health, education, community and social
services, etc. (see [Harris, 2009; Bhatnagar,
Singh, 2010]).

Public trust is a result of cognitive at-
titude about the work of a government.
Thus, the level of individual trust can de-
pend not only on the actual quality of gov-
ernment work, but also on the interpretation
of information about government activities
by the individuals. In this regard, the level
of information openness (transparency), in-
tensity and quality of information exchange
affect the degree of public trust (see [Mutz,
Flemming, 1999; Dawes, Helbig, 2010]). The
spread of information technologies in the
society and the overall increase in the flow
of the government information along with
e-participation development can play a sig-
nificant role in overcoming information gaps
between the state and the society, thus, cor-
recting public perception of the government
activities and increasing government respon-
siveness and public trust.

Importantly, an implementation of e-gov-
ernment services alone is not capable of in-
creasing public value; it only creates/enhanc-
es the potential for its production. The posi-
tive effects of e-government directly depend
on the level of public e-services adoption by
public services customers. The main factors
according to [Golubeva, Gilenko, 201 7] include
access, trust in the electronic way of interac-
tion and perceived benefits and the motivation
to use electronic services.

RMJ 17 (2): 159-178 (2019)
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Fig. 3. Hierarchical model of public e-services adoption

Based on: [Golubeva, Gilenko, 2017].

Access to e-government services is deter-
mined by three main components: access to
the new ICT and tools (availability of Inter-
net access, computer, smartphone, etc.),
availability of the necessary ICT skills, and
customer awareness of the existence of elec-
tronic (public) services.

Trust in new technologies is based, as a
rule, on the previous experience of the us-
er. In addition, the overall level of trust in
the government is positively related to the
trust in innovations offered in the public
sector (see [Fledderus, Brandsen, Honingh,
2014)).

Individual assessment of the benefits
from e-services use (motivation) depends on
many factors. They include expectations re-
garding the quality of services in the elec-
tronic format in comparison with the tra-
ditional format, the user’s initial experience
in accessing electronic services and their
actual quality (see Fig.3).

In general, the higher is the positive ef-
fect of public value production, the greater
the number of customers who become loyal
(regular) users of public e-services.
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Creation of public value is a multidimen-
sional problem [Cordella, 2007]. This fact
represents the most challenging obstacle
for researchers and practitioners when mak-
ing attempts to develop a more operational-
ized approaches for e-government assess-
ment based on the public value concept.
Nevertheless, a high failure rate of e-gov-
ernment projects worldwide, especially in
the least developed countries (LDCs), in-
creased the attention to the public value
concept as a methodological framework for
assessing public ICT investments and a means
for increasing of credibility and trust to
e-government.

[Cresswell et al., 2006; Heeks, 2006] pro-
posed a set of indicators to measure the
impact of ICTs on public value creation. They
assume that ICTs deliver benefits directly
to citizens and enhance the value of govern-
ment itself as a public asset.

[Twizeyimana, Andersson, 2019] empha-
size the relationship between the “value
creation” and “success” of e-government
projects. In their research they made a
general review of the previous research
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results and described the major potential
impacts of e-Administration, e-Services,
e-Citizens and e-Society development on
public value.

[Scott et al., 2016] discussed that the
success of e-government systems depends
on how citizens perceive the value realized
from using those systems. Citizen-perceived
net benefits evaluation of a specific G2C
systems are also have been investigated by
[Wang, Liao, 2008].

Most of the existing approaches to e-gov-
ernment assessment, based on the public
value concept, distinguish outcomes, public
services and public trust as basic elements
for public value creation (see, for example,
[Grimsley, Meehan, Gupta, 2006; Heeks,
2006; Golubeva, 2007; Bai, 2013]). They
usually analyze and test impacts of e-gov-
ernment on the basic elements of public
value.

But despite of all mentioned, there is
still a research gap in using more practical
and focused approaches to evaluation of the
potential of the electronic format of inter-
action to enhance public value of a particu-
lar public service. Thus, the current study

contributes to the literature by addressing
this gap with use of a quantitative analysis.
Our task is to demonstrate the mechanism
of the impact of electronic communication
between citizens and authorities on such
sources of public value as service quality
and trust.

3. RESEARCH METHODOLOGY

This research is based on a pilot study ex-
amining how the electronic format of claims
submission is able to enhance the public
(perceived) value of public services on land-
scaping and public amenities. In this study
we conducted individual survey among the
citizens of one district of St.Petersburg,
Russia. The target group of people were
citizens of the retirement age. As it was
mentioned above, traditionally (specifically,
in Russia) this category of citizens is the
most socially active when it concerns the
questions of quality of local landscaping and
public amenities.

Fig. 4 presents a guiding scheme for this
research demonstrating the public value

RMJ 17 (2): 159-178 (2019)
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creation process of landscaping and public
amenities services.

The scheme represents the two sides in-
terested in the provision of the public ser-
vices — citizens and local authorities. As
inputs, citizens provide their claims, com-
plaints, and feedback on the situation with
district landscaping. For local authorities,
such inputs are different programs and plans
of development of the territory that they
are in charge of. As a result of the process,
new green spaces, benches, trash cans, roads
and other facilities occur in the area. If this
happens regularly and effectively, on the
one hand, the level of local citizens’ satis-
faction becomes higher, and, on the other
hand, the local authorities improve their
positions in the city’s administration rat-
ings. Ultimately, there occur higher living
standards for the people of the area.

Solid arrows in Fig.4 represent the tra-
ditional way the process goes. As is stated
in the goal of this research,we aim to il-
lustrate whether the public value of the
studied local public services is enhanced by
introduction of the electronic way of com-
munication of citizens with the district ad-
ministration (presented by the dashed arrow
in the figure). This means that if the intro-
duction of the electronic format of claim
submission alleviates the process of com-
munication of the citizens with the admin-
istration, then ultimately we should expect
the public value of the studied public ser-
vices provision to increase.

Data collection

Since the purpose of this research is to il-
lustrate how to apply the public value con-
cept to analysis of expected (potential) ben-
efits (outcomes) of implementation of the
electronic interaction of local authorities
with citizens (consumers of public services)
for a specific case of public services (land-
scaping and public amenities), we developed
our own questionnaire and collected a sam-
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ple of 150 responses of aged citizens of the
Krasnogvardeyskiy District of St.Peters-
burg, Russia. The survey was conducted in
person from April till July, 2018.

The questionnaire! consisted of four prin-
cipal parts, covering the following aspects.

Part 1:socio-demographic portrait of the
respondent (age, gender, education, level of
income, marital status, access to the Inter-
net, etc.).

Part 2: questions on the respondent’s
knowledge about the district’s administra-
tion activity in general.

Part 3: general questions on the respon-
dent’s attitude towards the electronic format
of interaction with the district’s administra-
tion.

Part 4: specific questions on potential
intentions of the respondent to use the elec-
tronic format in interaction with the dis-
trict’s administration to solve landscaping
and public amenities problems.

In this paper we specifically focus on two
parts of the questionnaire provided in the
Table 1. The full description of the question-
naire can be provided to the reader upon
request.

Research hypotheses

In order to set the hypotheses of this re-
search, we, first, need to examine the fol-
lowing issues (propositions):

1. Whether citizens actually value the pub-
lic service.

2. Whether citizens expect that electronic
interaction with administration will actu-
ally lower their transaction costs. This
issue is related to the formal aspect of
citizens’ involvement.

3. Whether there will be enhancement of
citizens’ trust in the local authorities’
activities via better public services provi-
sion (see Fig.1).

! The complete questionnaire form is available

from the authors upon an e-mail request. Here, we
do not provide it for the sake of space saving.
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Description of selected survey items

Table

Variable Description Measurement units Mean value
Panel A. Description of variables from Part 1
Gender Respondent’s gender Binary: 1 — male, 0 — female 0.46
Age Respondent’s age (full years) Integer (years) 60.25
Educ Respondent’s level of education 5-grade Likert scale (from 1 — “pri- 4.37
mary school” to 5 — “higher educa-
tion”)
Income Respondent’s income level 5-grade Likert scale (from 1 — “very 2.60
low” to 5 — “very high”)
Marital Respondent’s marital status Binary: 2 — non-single, 1 — single) 1.72
Children |Whether the respondent has children Binary: 1 — yes, 0 — no 0.93
Ictskills Respondent’s level of ICT skills 5-grade Likert scale (from 1 — “no 2.51
skills” to 5 — “IT professional”)
Itaccess Whether the respondent has access to | 5-grade Likert scale (from 1 — “no ac- 4.25
the Internet cess” to 5 — “all types of access (mo-
bile, stationary)”)
Panel B. Description of variables from Part 4
EFuse Would you use the electronic format to |5-grade Likert scale, from 1 being 4.02
interact with district’s administration |“completely disagree” to 5 being “com-
to solve landscaping and public ameni- |pletely agree”
ties problems?
EFcomfort | Would the electronic format make the 3.90
process of claim submission more sim-
ple and comfortable to you?
EFoften Would the electronic format make you 3.75
submit your claims to the administra-
tion more often?
EFopen Would the electronic format make the 3.73
process of interaction with the adminis-
tration more open and transparent?
EFtrust Would the electronic format increase 3.76
your trust in administration’s activity?

Based on the following discussions of
these issues, we formulate the hypotheses
of the current research.

Issue 1. The value of the public service

For the public consumers (citizens), it is
necessary to determine the value of the pub-
lic service at large and the value of its dif-
ferent quality characteristics in particular.
In our case, the both aspects are important:
landscaping and public amenities services
provision in general, and ways and means

of citizens’ communication with the local

authorities in particular.

It is crucial to emphasize that the way

of communication with local authorities
itself is also a public service, and it was
particular focus of this research. Thus, the
subject of our research how the new (elec-
tronic) way of interaction between the ci-
tizens and local authorities can enhance
public value of a public service (in our case,
landscaping and public amenities provi-
sion).

RMJ 17 (2): 159-178 (2019)
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To capture the attitudes of the respon-
dents towards the electronic way of com-
munication with the local authorities, we
use information from Part 4 of the ques-
tionnaire. The details on the variables in
this part are given in Table (Panel B). Cron-
bach’s alpha on this is 0.92 which strong-
ly suggests an excellent consistency of the
survey.

The majority of respondents do perceive
the electronic way of claim submission to
the administration as an effective way to
solve landscaping problems of the Krasno-
gvardeiskiy district. The mean value of
EFuse item is above 4.0 which means that
people rather would agree to use this way
of communication with the administration.
Further, other variables such as simplic-
ity, comfort, and transparency, have the
mean value of at least higher than 3.7,
which also speaks in favor of people’s ap-
preciation of the electronic format of in-
teraction.

From the descriptive analysis, we can
preliminarily state that the electronic way
of communication with the local authori-
ties can indeed potentially increase the
public value of the landscaping public ser-
vice.

Issue 2. Public service consumers’
expectations

The potential for increasing the public val-
ue of a public service will also strongly de-
pend on the expectations of public service
consumers about the quality characteristics
of the public service, specifically in the con-
text of transferring the interaction with the
local authorities to the electronic format.
In the questionnaire we also provided
questions on perceived importance of the
interaction with the administration. Speci-
fically, we asked: which aspects are of most
importance to the respondent when interact-
ing with the local administration:
e gspeed of administration’ reaction to the
problem (30%);
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e transparency of the interaction process

(22%);

e politeness of administration’s employees

(21%);

e convenience of submission of a claim

(26%).

Particularly, the second most important
aspect of citizens’ interaction with admin-
istration is the convenience of the process
of claim submission. This suggests that if
the way of interaction of citizens with local
authorities is inconvenient, this may dete-
riorate the public value of the corresponding
public service.

Thus, by establishing the link between
convenience of the interaction process and
potential readiness to use the electronic for-
mat of interaction, we could demonstrate
that improvement of the electronic means
of communication with citizens may increase
the public value of the corresponding public
service.

So, we formulate the following hypoth-
esis:

Hypothesis 1. Adoption of the electronic
format of the citizens’ interaction with
the local administration will positively
affect the public value of the public service
by improving convenience of the inter-
action.

Issue 3. Enhancement of citizens’ trust

As a final step, we need to consider the po-
tential influence of the public service provi-
sion improvement on citizens’ trust in local
authorities’ activities. Thus, we seek to es-
tablish the relationship between citizens’
trust and the intensity of their interaction
with the local authorities which in turn may
be associated with public value enhancement.

We argue that higher level of administra-
tion’s openness and transparency will in-
crease citizens’ trust in their activities, thus
making people to strengthen interaction with
the administration (in our case, by providing
more information on the landscaping and
public amenities problems). As a result, the
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administration will be able to provide more

outcomes to the people, thus improving the

living standards of people in the area (see

Fig.4).

The respondents were asked about their
opinion on whether the electronic format
would be of help in making interaction with
the administration more open, transparent,
and clear for the citizens. The distribution
of their responses has the following struc-
ture:

e 68% agreed that it would make interac-
tion more transparent;

e 26% disagreed;

6% had difficulties answering this ques-

tion.

Based on this preliminary data, we hy-
pothesize:

Hypothesis 2. Higher transparency of

the citizens’ interaction with the local

administration will positively affect the
trust of citizens in the administration’s
activity.

Finally, the respondents of our survey
were also asked on their opinion on wheth-
er adoption of the electronic format of in-
teraction is able to strengthen their trust
and readiness to cooperate with district’s
administration. The distribution of their
responses was as follows:

e 63% believed that the electronic format
of interaction is able to increase trust in
administration’s activity;

o 18% didn’t believe that;

e 19% had difficulties answering this ques-
tion.

Since the overall majority of respondents
relate trust in the administration activity
to the electronic format, we anticipate that
increasing trust in public services will also
increase the willingness of people to inter-
act with using them more frequently (submit
claims on landscaping and public amenities
problems). The administration would also
benefit from the increase of trust, since that
would enable them to better analyze and
plan their activities.

This allowed us to formulate the follow-
ing hypothesis:

Hypothesis 3. Increasing trust of citizens

in local administration’s activity will

positively affect the citizens' motivation

to submit their claims more actively.

4. RESEARCH RESULTS

To test our hypotheses we applied the prin-
cipal components analysis on the collected
survey data. Preliminarily, in order to char-
acterize the surveyed sample, we checked
for the necessary pre-conditions for elec-
tronic format adoption according to our
model (Fig.3).

Pre-conditions for electronic format
adoption

Our model of public e-service adoption sug-
gests three principal factors that influence
this process: access, trust and motivation.

Access to public services via the electronic
format

Recalling the components of access to e-

government services, the descriptive analy-

sis of our sample showed the following.
Regarding physical access to the Inter-

net, the distribution of responses was as

follows:

e 49% of the respondents had mobile and
fixed (stationary) access to the Internet;

e 35% had only fixed (stationary) access to
the Internet;

e 13% had only mobile access to the In-
ternet;

e only 3% didn’t have access to the Internet.
As for the ICT skills of the citizens, the

distribution of the responses looks like this:

e 8% of the respondents didn’t have ICT
skills at all;

e 42% had a beginner’s level in ICT;

o 44% had a level of an intermediate user
(were able to use MS Office applications);
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e 6% had an advanced level in ICT.

As for the citizens’ awareness of the ex-
istence of an electronic service of claim
submissions on landscaping and public ame-
nities problems, the respondents provided
the following answers:

e 72% of the respondents didn’t know about
such service;
o 28% knew about the service.

Based on these statistics, we can defi-
nitely say that for the greater majority of
the surveyed elderly citizens physical access
to the Internet and the necessary ICT skills
were at an acceptable level. The possible
problem for e-service adoption was people’s
unawareness of the corresponding electron-
ic service. Overall, the results suggest that
the access as a pre-condition to e-service
adoption is present.

Trust in the electronic way of interaction

The trust in electronic public services is

based both on (1) the user’s experience and

(2) their perceived preference for using the

electronic way of communication with the

administration over the traditional way.

To reflect aspect (1), the respondents were
asked whether they had fear to make finan-
cial transactions over the Internet. The dis-
tribution of the responses here was as follows:
e 62% were afraid of making such transac-

tions;

e 34% were not afraid of that;

e 4% were not sure.

The answers to the question related to
aspect (2) were as follows:

e 68% of the respondents would be ready
to trust and to prefer the electronic way
of interaction over the traditional way;

e 18% had difficulties in answering that
question;

e 14% would not be ready to trust the elec-
tronic way.

From the perspective of these results, it
can be stated that more than two thirds of
the respondents were potentially ready to
adopt the electronic way of interaction with
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the administration, despite the fact that
almost the same share of citizens was afraid
of making financial transactions over the
Internet. This means that the second pre-
condition is also fulfilled.

Motivation (perceived benefits)

The final pre-condition is related to the ex-
pected benefits from usage of the electron-
ic format for obtaining public services. In
the survey the respondents were asked both
about their knowledge of the advantages of
the electronic format, and about their ex-
pectations to have higher chances for their
problems to be solved by using this format.

For the knowledge of the advantages of
electronic format, the fractions of the re-
sponses were as follows:

o 67% of the respondents were aware of
the advantages of the electronic format;

e 16% were not aware of them;

e 17% had difficulties answering this ques-
tion.

About their expectations to have higher
chances for success with their claim when
using the electronic format, the respondents
provided the following answers:

e 65% of the respondents indeed expected
an increase of their chances;

e 13% didn’t expect such an increase;

e 22% had difficulties answering this ques-
tion.

Overall, it can be stated that the surveyed
people see substantial benefits in the elec-
tronic way of interaction with the local ad-
ministration. Our preliminary findings on
pre-conditions on public e-service adoption
suggest that electronic way of interaction
represent a perspective solution for enhanc-
ing the public value.

Empirical study results

We applied the principal components analy-
sis (PCA) the corresponding 5 variables
(given in Table, Panel B) to reveal the latent
structure of the attitudes of the citizens
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Fig. 5. Biplot of the principal components analysis

Based on: authors’ calculations.

towards the electronic format of citizens’
interaction with the administration. As a
result, a biplot of the PCA was constructed
(see Fig.5H).

In the graph, the projections of the orig-
inal variables on the coordinate system of
the two first principal components are pre-
sented. Interpreting the graph implies ana-
lyzing and matching directions of the pro-
jections. Matching directions indicate that
the original variables are related.

Thus, Fig.5 allows to indicate a number
of peculiarities and to formally support or
to disprove our research hypotheses.

Specifically, we found support to Hypo-
thesis 1. Indeed, the intention to use the
electronic format (variable EFuse) is co-
directed with how convenient people feel
about submission of their claims to the ad-
ministration (variable EFcomfort). So, the
more comfortable and user-friendly will be

the electronic way of claim submission, the
more actively people will be ready to give
information on landscaping problems in the
district.

Surprisingly, Hypothesis 2 was not sup-
ported by the results. This is demonstrated
by the fact that trust in administration’s
activity (variable EFtrust) and the expected
greater openness of administration’s ac-
tivities (variable EFopen) have substantial-
ly different directions. This may indicate
that for the elderly people trust in the local
authorities is associated with factors, dif-
ferent from comfort and openness. They
perceive the results of the authorities’ ac-
tivities, not just an improved (in terms of
openness and comfort) process of claim sub-
mission. In order to increase their trust in
administration, the authorities may need to
show actual outcomes (specific results of
their activity).
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Finally, Hypothesis 3 was supported by
our results. Indeed, the expected increase
in trust (variable EFtrust) as a result of the
electronic format adoption, goes along with
the potential intention of people to submit
their claims to the administration more of-
ten (variable EFoften). So, growing trust
in administration’s activity should motivate
people to submit their claims more actively.

Robustness check

We also ran a robustness check on the ob-
tained results in the following manner. Since
the survey took four month (from April to
July), we decided to take account of the fact
in summer the local authorities tradition-
ally intensify different landscaping and pub-
lic amenities works. So, in our survey the
respondents who were asked in “summer”
months (June and July) could have seen the
results of these works, and this could some-
how make their answers more loyal.

So, we split the full sample into the
“spring” part (for April and May) and the
“summer” part (for June and July), and re-
ran the full analysis (descriptive and PCA).
The results for the two separate parts ap-
peared to be virtually the same as for the
whole sample, with Cronbach’s alpha for the
“spring” part of the survey being 0.92, and
for the “summer” part — 0.91, and the two
biplots reflecting the same location of the
original variables on the PC coordinate sys-
tem as in Fig.5.

All this allowed us to make conclusion
of stability and reliability of the obtained
results.

5. CONCLUSIONS AND
RECOMMENDATIONS

Our analysis allows making several principal
conclusions.

First, it is definitely worth teaching the
elderly people how to work with the new

RMJ 17 (2): 159-178 (2019)

ICT, since, as our analysis revealed, these
people see the potential in employing the
new (electronic) format of interaction with
district’s administration. So, public admin-
istrations may be advised to expand provision
of free computer classes (e. g., in local librar-
ies) to help the elderly people to work with
new forms of claim submission and popular-
ize the electronic format of communication.

Second, for local administrations it is
important to continue improving the con-
venience of the electronic claim submission
process, since people would be more loyal
to the user-friendly electronic way of inter-
action. This may also influence the respon-
siveness of the administration itself, thus,
increasing trust in the administration’s ac-
tivity.

Third, the administrations have to take
into account that, as of now, in Russia the
potential wider openness and transparency
of the claim submission process due to
switching to the electronic format is not
directly correlated with trust in administra-
tion’s activity for the group of elderly peo-
ple. On the one hand, this may be a reflec-
tion of the fact that this group of people is
quite unpretentious and are happy even just
to be heard about their problems, without
further monitoring of the problem solving
process itself. They are more interested in
the possibility to effectively submit a claim
itself, as well as in the speed of administra-
tion’s reaction. But, on the other hand, this
may also indicate that to develop trust from
the part of the older people, thus, further
enhancing the public value, the administra-
tion should not only simplify the claim sub-
mission process, but also regularly show
some actual results of its activity.

Our study on the example of a specific
service and a certain category of the popu-
lation shed light on the potential results
of introduction of the electronic interaction,
viewed through the prism of the public
value concept. The study demonstrated the
mechanism of the impact of electronic com-
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munication on such sources of public value
as service quality and trust. Further re-
search should be focused more on studying
the impact of the e-services development
on such more complex and difficult-to-mea-
sure components such as public policy out-
comes.

REFERENCES

Bai W. 2013. A public value based framework
for evaluating the performance of e-gov-
ernment in China. iBusiness 5 (3): 26—29.

Benington J. 2011. From private choice to
public value? In: J.Benington, M. H. Moore
(eds). Public Value: Theory and Practice;
31-51. Palgrave Macmillan: Basingstoke.

Bhatnagar S.C., Singh N. 2010. Assessing
the impact of e-government: A study of
e-government projects in India. Informa-
tion Technologies and International Devel-
opment 6 (2): 109-127.

Castelnovo W. 2013. A stakeholder based ap-
proach to public value. Proceedings of the
11th European Conference on E-Govern-
ment — ECEG 2013. Academic Confer-
ences and Publishing International.

Castelnovo W., Simonetta M. 2008. The pub-
lic value evaluation of e-government poli-
cies. The Electronic Journal of Informa-
tion System Evaluation 11 (2): 61-72.

Chappell M., Knell J. 2012. Public Value
Measurement Framework: Valuing and In-
vesting in the Arts—Towards a New Ap-
proach. Working paper. Government of
Western Australia. Department of Culture
and the Arts. [Electronic resource]. https://
www.dca.wa.gov.au/Documents/New %20
Research%20Hub/Research%20Documents/
Public%20Value/DCA%20 PVMF%20Va-
luing%20and%20Investing %20in%20the%
20Arts%204.10.12 .pdf (accessed: 20.08.
2018).

Chatfield A.T., AlHujran O. 2007. E-govern-
ment evaluation: A user-centric perspec-
tive for public value proposition. In: H. Arab-
nia, A.Bahrami (eds.). International Con-
ference on E-Learning, E-Business, Enter-

Overall, the obtained results may be used
by local authorities to improve and enhance
communication with the local aged popula-
tion. Taking account of the findings of this
research may increase the public value of
the public service of landscaping and public
amenities.

prise Information Systems, and E-Govern-
ment; 53—59. CSREA Press: USA.

Coleman J. 1990. Foundations of Social The-
ory. Harvard University Press: Cambridge,
Mass.

Cordella A. 2007. E-government: Towards the
e-bureaucratic form? Journal of Informa-
tion Technology 22 (3): 265—-274.

Cordella A., Bonina C.M. 2012. A public value
perspective for ICT enabled public sector re-
forms: A theoretical reflection. Government
Information Quarterly 29 (4): 512—-520.

Cresswell A.M., Burke G.B., Pardo T.A. 2006.
Advancing Return on Investment Analysis
for Government IT: A Public Value Frame-
work. Center for Technology in Govern-
ment: Albany, N.Y.

Dawes S.S., Helbig N. 2010. Information
strategies for open government: Challenges
and prospects for deriving public value from
government transparency. In: M.A.Wim-
mer, JL.Chappelet, M. Janssen, H.dJ. Scholl
(eds). International Conference: EGOV
2010. Lecture Notes in Computer Science,
Vol. 6228; p.50—-60. Springer: Berlin, Hei-
delberg.

E-Government Benefits Study. 2003. Austra-
lian Government Department of Finance.
[Electronic resource]. https:/www.finance.
gov.au/agimo-archive/ data/assets/file/
0012/16032 /benefits.pdf (accessed: 20.08.
2018).

Fang Z. 2002. E-government in digital era:
Concept, practice, and development. Inter-
national Journal of The Computer, The In-
ternet and Management 10 (2): 1-22.

Fisher T. 2014. Public value and the integrative
mind: How multiple sectors can collaborate

RMJ 17 (2): 159-178 (2019)



176

A.A. Golubeva, E. V. Gilenko, V. B. Dzhedzheya

in city building. Public Administration Re-
view 74 (4): 457464

Fledderus J., Brandsen T., Honingh M. E.
2014. Restoring public trust through the
co-production of public services: A theo-
retical elaboration. Public Management Re-
view 16 (3): 424—443.

Fukuyama F. 1995. Trust: The Social Virtues
and the Creation of Prosperity. Free Press:
N.Y.

Gilbert D., Balestrini P., Littleboy D. 2004.
Barriers and benefits in the adoption of e-
government. The International Journal of
Public Sector Management 17 (4): 286—301.

Golubeva A. 2007. Evaluation of regional gov-
ernment portal on the basis of public value
concept: Case study from Russian Federa-
tion. ICEGOV ‘07. Proceedings of the 1st
International Conference on Theory and
Practice of Electronic Governance; 394—397.

Golubeva A., Gilenko E. 2017. Perception of
public e-services by Russian citizens: A pi-
lot study in St.Petersburg. Russian Man-
agement Journal 15 (3): 289-302.

Green G., Grimsley M., Stafford B. 2005. The
Dynamics of Neighbourhood Sustainabili-
ty. Joseph Rowntree Foundation: York.

Grimsley M., Meehan A. 2007. E-government
information systems: Evaluation-led de-
sign for public value and client trust. Eu-
ropean Journal of Information Systems 16
(2): 134-148.

Grimsley M., Meehan A., Gupta K. 2006.
Evaluative design of e-governemnt proj-
ects: A public value perspective. Proceed-
ings of the 12th Americas Conference on
Information Systems, 4—6 August. Acapul-
co, Mexico.

Grimsley M., Meehan A., Tan A. 2004. Pro-
moting social inclusion: managing trust-
based relations between users and providers
of public services. Working paper. Euro-
pean Academy of Management: St.An-
drews, UK. http:/mcs.open.ac.uk/am4469/
TrustWorkingPaper.pdf (accessed: 20.08.
2018)

Harris R. 2009. Information and communica-
tion technologies for governance and pov-
erty alleviation: Scaling up the successes.
IT in Developing Countries 13 (1): 15-17.

RMJ 17 (2): 159-178 (2019)

Heeks R. 2006. Benchmarking e-Government:
Improving the National and International
Measurement, Evaluation and Comparison
of e-Government. iGovernment Working
Paper Series, N.18. Development Infor-
matics Group. University of Manchester.

Hui G., Hayllar M.R. 2010. Creating public
value in e-government: A public-private-
citizen collaboration framework in web 2.0.
Australian Journal of Public Administra-
tion 69 (1): 120-131.

Iyer R., Eastman J.K. (2006). The elderly and
their attitudes toward the internet: The
impact on Internet use, purchase, and com-
parison shopping. Journal of Marketing
Theory and Practice, 14 (1): 57-67.

Jupp V., Younger M.P. 2004. A value model
for the public sector. Accenture Outlook 1:
16-21.

Kalambokidis L. 2014. Creating public value
with tax and spending policies: The view
from public economics. Public Administra-
tion Review 74 (4): 519-526.

Karunasena K. 2012. An Investigation of the
Public Value of e-Government in Sri Lanka.
PhD Thesis. RMIT University: Melbourne,
Australia. https: /researchbank.rmit.edu.au/
eserv/rmit:160100/Thanthri_Waththage.
pdf (accessed: 20.08.2018).

Kearns I. 2004. Public value and e-govern-
ment. Institute for Public Policy Research:
London.

Kelly G., Mulgan G., Muers S. 2002. Creating
Public Value: An Analytical Framework for
Public Service Reform. Discussion paper,
Strategy Unit, Cabinet Office, United King-
dom.

McGinnis M., Ostrom E. 2012. Reflections on
Vincent Ostrom, public administration, and
polycentricity. Public Administration Re-
view 72 (1): 15-25.

Moore M. H. 1995. Creating Public Value. Stra-
tegic Management in Government. Harvard
University Press: Cambridge.

Mutz D.C., Flemming G.N. 1999. How good
people make bad collectives: A social-psy-
chological perspective on public attitudes
toward congress. In: J.Cooper (ed.) Con-
gress and the Decline of Public Trust. West-
view Press: Boulder.



Enhancing Public Value of Local Public Services through Electronic Interaction 177

NZIER. 2004. Creating value: findings from
public service innovation focus groups.
NZIER, 20 February.

OECD Public Governance Reviews. 2017. Trust
and Public Policy: How Better Governance
Can Help Rebuild Public Trust. [Electronic
resource]. https://www.oecd.org/gov/trust-
and-public-policy-9789264268920-en.htm
(accessed: 20.08.2018).

Osborne S. (ed.). 2010. The New Public Gov-
ernance? Emerging Perspectives on the
Theory and Practice of Public Governance.
Routledge: N.Y.

Phang C. W., Sutanto J., Kankanhalli A.,
Li Y., Tan B.C.Y., Teo H. (2006). Senior
citizens’ acceptance of information sys-
tems: A study in the context of e-govern-
ment services. IEEE Transactions on En-
gineering Management, 53 (4): 555-569.

Rowley J. 2006. An analysis of the e-service
literature: Towards a research agenda. In-
ternet Research 16 (3): 339-359.

Scott M., DeLone W., Golden W. 2016. Mea-
suring e-government success: A public val-
ue approach. European Journal of Informa-
tion Systems 25 (3): 187-208

Scottish Government. 2006. Best Value in
Public Services Guidance to Accountable
Officers. http://www.scotland.gov.uk/Pub-
lications/2006/05/16142759/1 (accessed:
20.08.2018).

Selwyn N. (2004). The information aged: A
qualitative study of older adults’ use of
information and communications technol-
ogy. Journal of Aging Studies, 18 (4): 369-
384.

Sivaji A., Abdollah N., Tzuaan S.S., Khe-
an C.N., Nor Z.M., Rasidi S.H., Wai Y. S.
2014. Measuring public value UX-based on
ISO/IEC 25010 quality attributes: Case
study on e-Government website. In: User
Science and Engineering (i-USEr). 3rd In-
ternational Conference on User Science
and Engineering; 56—61.

Talbot C. 2011. Paradoxes and prospects of
‘public value’. Public Money & Manage-
ment 31 (1): 27-34.

Tellerreport. 2019. Gref suggested using dig-
italization to fight corruption. http://
www.tellerreport.com/news/--gref-suggest-
ed-using-digitalization-to-fight-corrup-
tion-.ryC51jhGN.html (accessed: 19.01.

2019).
Twizeyimana J.D., Andersson A. 2019. The
public value of e-government — a litera-

ture review. Government Information Quar-
terly 36: 167—178.

Walker D. 2009. A Stormy ride ahead for pub-
lic value. Journal of Public Management.

Wang Y.-S., Liao Y.-W. 2008. Assessing e-
government systems success: A validation
of the DeLone and McLean model of infor-
mation systems success. Government Infor-
mation Quarterly 25 (4): 717-733.

Zaidi S.F.H., Qteishat M. K. 2012. Assessing
e-government service delivery (government
to citizen). International Journal of eBusi-
ness and eGovernment Studies 4 (1): 45—
54. [Electronic resource].

Zemblyte J. 2015. The instrument for evalu-
ating e-service quality. Procedia — Social
and Behavioral Sciences 213: 801-806.

Initial Submission: January 19, 2019
Final Version Accepted: June 18, 2019

ITosviuenue ob6wecmeennoil yeHHOCMU NPedoCMa8ieHUA MECTHBLY
2ocydapcmeéennuvlx ycayz nocpedcmeom 31eKmpPoOHHO020 63aumodeiicmeus

A.A.Tonyb6esa, E. B. 'unenko

NucrturyT «BeIciiaa mkoaa MmeHemxMeHTa» CaHKT-IleTepOyprcKkoro rocygapcTBeHHOIO

yHuUBepcurera, Poccusa

B. B. [[xcedxncen

T'VII «Cauxr-IlerepOyprckuii nHGOPMAIIMOHHO-aHAJIUTUIYECKUN LIEHTP», Poccusa

RMJ 17 (2): 159-178 (2019)



178 A.A. Golubeva, E. V. Gilenko, V. B. Dzhedzheya

AJIeKTPOHHBIE TOCYyJapCTBEHHbBIE YCJYTHW PA3BUBAIOTCA B Pa3JUUHBIX cepax B3amMOIeiicTBUSA
rpasKkJaH ¢ TOCYAapCTBeHHLIMU OPTaHAMM, B CBSA3U C U€M BOIIPOCHI BHITOJ] OT UX BHEAPEHUS IIUPOKO
o0Ccy:kmaioTcsA B HAY4YHOI juTeparType. B mociemHue rombl MpUMeHEHHNE KOMILIEKCHBIX ITOXOI0B
K OIleHKe JAaHHBIX YCJYT CTaJio 0CO0eHHO BasKHBIM. OMMH M3 TAKUX IIOAXOMI0B IIPENCTaBJIeH B pPaM-
KaxX KOHIIENINU OOIIEeCTBEHHO!N ITeHHOCTH, OTPaKAIoIleil UAei0 IeHHOCTU, KOTOPYIO T'OCYyJapCTBO
cos3maer AJis o0IecTBa. B HaAcTOAIeM MCCJIEeIOBAHUM TEOPETUUYECKU UJIJIIOCTPUPYETCS U SMITUPU-
YEeCKU OIIEHUBAETCS BO3MOYKHOCTH IOBBIIIEHUS OOIIECTBEHHOM IEHHOCTH I'OCYAAPCTBEHHBIX YCIYT
Osaromaps sJeKTPOHHOMY (opMaTy B3aUMOIeCTBUSA I'pakIaH U BJIACTA HA MECTHOM YPOBHE, UTO
JIEeMOHCTPUPYETCs Ha IMIPUMeEpPe HMoAadyu TpPakJaHaMM B 9JeKTPOHHOU (opMe 3aABIEeHUM 1O 6Jaro-
YCTPOICTBY MecTHOU TeppuTopuu. MccaenoBanue ocHoBaHO Ha 150 JIMUHBIX CTPYKTYPUPOBAHHBIX
WHTEPBBIO C JKUTEJAMM CTapiiero Boadpacta omHoro m3 paiioHoB Caukr-Ilerep6ypra (Poccus).
HecmoTpsa Ha TO UTO 5TM rpaskjaHe HA caMOM Jiejie HE TOJbKO T'OTOBBI K HOBOMY (9JI€KTPOHHOMY)
coco0y B3amMOJIeHICTBUS ¢ MECTHBIMHU BJIACTAMU, HO U BOCIPUHUMAIOT €T0 KaK 0oJiee TpO3pauHbIin
u KOMMOPTHBIN, caM 1o cebe Takoi dopmMaT B3aMMOAEHCTBUS HE MOBBICUT YPOBEHBL JOBEPUA K
BJIACTSIM UM He 3aCTABUT MX Yallle K HeMy obOpamarbes. s JOCTU:KeHUs 9TOU eI MeCTHbIe BJia-
CTU MOJIXKHBI JeMOHCTPUPOBATH PeajbHbIe Pe3yJabTaThl CBOeH paboThl. CTaThs BHOCUT BKJAM B WC-
cJiefloBaHUE CBA3UW MEXKAY CO3IaHUeM OOIeCTBeHHOM I[eHHOCTH U IPeJOCTABIeHUEeM SJIEKTPOHHBIX
roCyIapCTBEeHHBIX YCJIYTr HA MecTHOM ypoBHe. COOTBeTCTBYyIOIasi TeOpeTUUeCKas MOIesb IIpe/ia-
raet 0ojyee TIyOOKOe MOHMMAaHUE MeXaHW3Ma ITOBBINIEHUA OOIEeCTBEHHOMN IIeHHOCTH.

Katouesvle cnosa: 3JIeKTPOHHBIE TOCYCJIYTH, KOHIIEIIINA OOIIEeCTBEHHOI IeHHOCTH, YCAYTry mo 6Jia-
TOYCTPOMCTBY TEPPUTOPUU, (PaKTOPHBIN aHAJHUS.
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