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IEVADS

Petijuma aktualitate

Promocijas darbs ”Administrativo pakalpojumu kvalitates novert€Sana Latvijas publiska sektora
iestades” parada nepiecieSamibu ieviest administrativo pakalpojumu kvalitates novertéSanas modeli Latvijas
publiska sektora iestades.

Viena no svarigakajam pasaules ekonomikas attistibas tendencém misdienas ir pieaugosa pakalpojumu
nozares loma. Par to liecina pakalpojumu razoSanas Itmena pieaugums salidzinajuma ar materialu razoSanu,
ievérojams piedavato pakalpojumu klasta un pakalpojumu joma nodarbinato cilvéku skaita pieaugums.

Ipasi 31 tendence ir vérojama valstis ar attistitu socialekonomisko sistému, kur pakalpojumu ipatsvars
kopgja IKP $obrid ir aptuveni 70%. Latvija pakalpojumu ipatsvars kop&ja IKP péc nozaru pievienotas vertibas
2019.gada sasniedza 74.4% (LR Ekonomikas ministrija, 2020). Paslaik pakalpojumu nozarei tiek pieversta
arvien lielaka uzmaniba, nemot véra tas lomu sabiedribas sociali-ekonomiskaja attistiba. Ipasu vietu $aja joma
ienem publiskie pakalpojumi, kas izstradati, lai apmierinatu iedzivotaju vajadzibas. Publisko pakalpojumu
kvalitates pilnveidoSana ir viens no svarigiem mérkiem valsts parvaldes darbibas uzlabosana Latvija un pasaulg.

Publiskais sektors ietver valsts un paSvaldibu iestades un to komercsabiedribas, komercsabiedribas ar
valsts vai paSvaldibu kapitala dalu 50% un wvairak, ka arT nodibinajumus, biedribas, fondus un to
komercsabiedribas. Pakalpojumu sniegSanas kvalitate un efektivitate ir svarigs priekSnosacijums publisko
pakalpojumu sniegSanas procesa uzlabosSanai. Lai ieguvumi no kvalitates uzlaboSanas kliitu butiski, tiesi prasibu
pamatotibas un pakalpojumu kvalitates kritiska izveérté$ana potenciali var dot daudz lielaku efektu administrativa
sloga samazina$ana un valsts parvaldes uzlabosana (VARAM, 2013). Lai veicinatu valsts parvaldes uzlaboSanu,
nepiecieSams veikt administrativas reformas un publisko pakalpojumu modernizaciju.

Administrativas reformas ir globala miisdienu tendence. Gan attistitas valstis, gan jaunattistibas valstis,
ir uzskatfjuSas administrativo reformu par virzoSo spéku, lai veicinatu ekonomisko izaugsmi, paplasinatu
demokratizaciju un attistitu citus socialas dzives aspektus (Dinh, 2014). Administrativajai reformai Latvija, biitu
japadara administrativo sist€ému efektivaku, jauzlabo publisko pakalpojumu kvalitate. ES valstis un ari Latvija
Privata sektora aprobéta klientu apkalpoSanas standarta izmantoSana valsts parvald€ Sobrid ir viens no publiskas
parvaldes modernizacijas aktualajiem jautajumiem Latvija. Tas saistits ar pakalpojumu kvalitates un to
pieejamibas uzlaboSanu klientiem.

Promocijas darba veikta publisko, administrativo pakalpojumu definiciju konkretizéSana,
administrativo pakalpojumu kvalitates novertéSanas modela iztrade un administrativo pakalpojumu kvalitates
novértéSana Latvijas publiska sektora iestades.

Administrativo pakalpojumu kvalitates novértéSanas modela izstrade un aprobacija publiskas parvaldes
iestadés Latvija lidz Sim nav veikta. Tapéc svarigs jautajums Sobrid ir ne tikai teor&tiski, bet ar praktiski
izstradat valsts parvaldes sniegto pakalpojumu kvalitates novértéSanas modeli, kas palidz&étu uzlabot publiskas
parvaldes sniegumu.

Administrativo pakalpojumu kvalitates novertéSanas modela izveide un attistiba publiskaja parvaldé
Latvija var dot pamatotu ieguldijumu sabiedribas dzives kvalitates uzlaboSana, tas strat€gisko mérku
sasniegSana, pilnveidot publiskas parvaldes iestazu darbibas efektivitati un Iidz ar to arT ekonomisko vidi.

Promocijas darba mérkis ir izvertet klientu apkalposanas kvalitati administrativajiem pakalpojumiem
Latvijas publiskas parvaldes institiicijas un izstradat administrativo pakalpojumu kvalitates novértésanas modeli.

Lai sasniegtu $o mérki, nepiecieSams risinat sekojosus uzdevumus:

1. Izanalizét pakalpojumu, kvalitates un pakalpojumu kvalitates jédzienu skaidrojuma teorétiskos
aspektus.
2. Raksturot indikatoru sistémas organizacijas darbibas kvalitates noteikSanai un pakalpojumu kvalitates
novértéSanas metodes.
Veikt publisko administrativo pakalpojumu kvalitates novertgjumu.
Izstradat klientorienteétu administrativo pakalpojumu kvalitates noveértésanas modeli.
Aprobét izstradato modeli, formulét secinajumus.
Péetijuma jautajumi:
1. Kadus faktorus publiskas parvaldes institliciju sniegto administrativo pakalpojumu kvalitate klienti
uzskata par svarigakajiem, kadus par mazak svarigiem?
2. Kadus klasterus jeb grupas veido publiskas parvaldes klienti, pec faktoriem, kas tiem ir svarigi sanemto
administrativo pakalpojumu kvalitate?

Pétijuma hipotéze: Latvijas publiskd sektora administrativo pakalpojumu kvalitateé klientiem

svarigakas kvalitates dimensijas, kuru sniegumu jauzlabo, ir droSums, atsauciba un kompetence.
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Izvirzitas tezes:

1. Lai noveértétu pakalpojumu kvalitates raditajus, nepiecieSams nemt vera uzpémuma vai iestades
darbibas jomu un noveért§jumam izveleto metodi.

2. Lai sasniegtu augstu publisko pakalpojumu kvalitates [imeni, nepiecieSams maksimali efektivi izmantot
iedalitos valsts Iidzek]us.

3. Publiskas parvaldes institiiciju sniegto administrativo pakalpojumu kvalitate klienti par svarigakajiem
faktoriem uzskata pakalpojuma droSumu, darbinieku kompetenci un atsaucibu.

4. Publiskas parvaldes institiiciju klienti veido Cetras nosacitas kopas, iedalot tas p&c faktoriem, kas tiem ir
svarigi sanemto administrativo pakalpojumu kvalitate.

Atslégas vardi: kvalitate, pakalpojums, pakalpojumu kvalitate, efektivitate, klientu orient&tais
administrativo pakalpojumu kvalitates novérteésanas modelis.

Pétijuma objekts: klientu apkalpoSanas kvalitate administrativajiem pakalpojumiem publiskas
parvaldes institiicijas Latvija no 2017.gada lidz 2019.gadam.

Pétijuma priek$mets:klientu orientéts administrativo pakalpojumu kvalitates novértéSsanas modelis
Latvijas publiska sektora iestades.

Pétijuma baze: Publiskas parvaldes iestades (6) un to filiales (17) Latvija — Valsts socialas
apdro§inasanas agenttiras Rigas, Daugavpils,Valmieras, Jelgavas, Ventspils nodalas, Valsts ienémumu dienesta
Rigas, Jelgavas, Ventspils, Valmieras, Daugavpils klientu apkalpoSanas centri, Valsts zemes dienesta Daugavpils
klientu apkalpoSanas centrs, Nodarbinatibas Valsts agentiiras Daugavpils un Ventspils nodalas, Daugavpils
regionala vides parvalde, Daugavpils tiesa, tas Kraslavas un Preilu nodala.

Pétijums balstits uz publisko pakalpojumu Klientu izlasi Latvijas lielakajas pilsétas - Riga, Daugavpili,
Jelgava, Ventspili un Valmiera. P&tijuma piedalijas divi simti devindesmit divi nejausi izvéléti publiskas
parvaldes iestazu klienti, kuri pirms to apmekl&juma un péc ta aizpildija SERVQUAL aptauju.Klientu izlasi var
raksturot ka nejausu izlasi, administrativi-teritorialo, ievérojot plano$anas regionu proporcionalo parstavniecibu.

Promocijas darba metodes:

1. Logiskas analizes un sintézes metode;

2. Monografiska un analitiska teorétisko avotu izp&tes metode;

3. SERVQUAL metode-kvantitativa datu vak$anas metode;

4. Ekspertu intervijas-kvalitativa datu vaksSanas metode;

5.Datu statistiskas apstrades metode, izmantojot SPSS (22.0)programmatiiru, statistisko datu grup&sanas
metode, faktoru analizes metode, frekvencu analizes metode, hierarhiska klasteru analizes metode, logiskas
analizes un grafiskas att€losanas metode.

Promocijas darba teorttiskaja dala, analiz€jot zinatnisko literatiiru, Latvijas un ES likumdosanas
dokumentus, Centralas statistikas parvaldes datus, izmantota logiskas analizes un sintézes metode, monografiska
un analitiska teor&tisko avotu izp&tes metode. Empiriskaja pétijuma izmantota kvantitativa datu vakSanas metode
- respondentu anketéSana, kuras pamata ir autores parveidots un aprobéts SERVQUAL modelis.

Pirms aptaujas izplatiSanas autore iepriek§ veica aptaujas aprobaciju, lai noteiktu, vai ta ir lietotajam
saprotama un vai taja nav neviennozimigu vai sensittvu jautajumu. leprieksgja parbaude lava labot kliidas pirms
oficiala pétjjuma datu vaksanas. Lai noteiktu aptaujas lietoSanas €rtumu, ta tika parbaudita pie divdesmit nejausi
izveletiem publisko pakalpojumu klientiem. Tad aptaujas jautajumi tika parveidoti, novertéjuma skala izmainita,
lai p&c tam to izplatitu publisko pakalpojumu sniedzgjorganizacijas. Pec aptaujas pabeigSanas autore datus
apkopoja, salidzinaja un analizgja.

P&tljuma izmantota ari kvalitativa datu vakSanas metode - ekspertu intervijas, kas izmantotas, lai
parbauditu autores veidota administrativo pakalpojumu kvalitates noveérté$anas modela pielietojamibu. Tika
intervéti nozares eksperti, 4 pétito valsts iestazu vaditaji.

Tika veiktas klatienes intervijas ar nozares profesionaliem. Ekspertu atlases kritériji bija augstaka

izglitiba specialitate, darba pieredze nozaré un saistiba ar valsts institiiciju vadibu. Kopa tika veiktas Cetras
vadibas intervijas, ar promocijas darba petito valsts institiiciju vaditajiem. Subjektivo datu vaksSanai tika
izmantota dal&ji strukturta metode. Ar So metodi tika panakta divvirzienu saruna, lai ievaktu informaciju.
Intervijas veikSanai tika ieverots intervijas protokols (Creswell, 2009). Intervijas jautajumi tika rupigi izstradati,
izpétot literattiru par pakalpojumu kvalitati, ka arT izmantojot $aja p&tijuma minétas teorijas. Intervija sastavéja
no trispadsmit jautajumiem. Intervija tika izmantoti gan atvertie, gan slégtie jautajumi. Kopgjais aptuvenais
katras intervijas laiks tika noteikts no 60 lidz 90 mintiteém.
SERVQUAL metodes aptaujas datu analizei un rezultatu interpretacijai izmantota statistisko datu grup&sanas
metode, faktoru analizes metode, hierarhiska klasteru analizes metode, logiskas analizes un grafiskas att€losanas
metode. Nozares ekspertu novértéjuma datu analizei izmantotas logiskas analizes metodes. Datu apstradei
izmantotas Excel un SPSS (22.0) programmaturas.

Pétijuma posmi
1.posms (2015.- 2016. gads) - tika analizéta teor&tiska literatiira par promocijas darba tému, teorijam un
pakalpojumu kvalitates dimensijam; tika definéts petjjuma merkis, uzdevumi un pétijuma hipotéze.



2.posms (2016.- 2017.gads) - tika izstradats p&tijumu modelis, p&tljumu aptaujas anketa tika tulkota
latvieSu valoda. Pétljuma modelis un anketa tika aprob&ta pie neliela klientu skaita un p&c tam modificeta,
pielagojot mérkauditorijai. Tika izveidots teorgtiskais administrativo pakalpojumu kvalitates novert€Sanas
procesa modelis.

3.posms (2017.- 2018.gads) — tika ievaktas aptaujas anketas no 292 valsts iestazu klientiem Ventspili,
Jelgava, Daugavpili, Valmiera un Riga, tika veikta datu sakotngja statistiska apstrade.

4.posms (2019.- 2021.gads) — legitie dati tika statistiski apstradati un analizéti. Lai parbauditu
administrativo pakalpojumu kvalitates noverteSanas modela efektivitati, notika intervijas ar nozares ekspertiem,
4 pétito valsts iestazu vaditajiem. Interviju rezultati tika analizgeti, tika izdariti secinajumi.

Promocijas darba struktiira: Darba pirmaja nodala apskatiti pakalpojuma jédziena teorétiskie aspekti,
raksturots pakalpojumu kvalitates, efektivitates jédziens un izanalizEtas pakalpojumu kvalitates noteik$anas
metodes un modeli. Otraja nodala paraditas publisko pakalpojumu sistémas attistibas tendences ES un Latvija,
sniegts Latvijas publiska sektora raksturojums. TreS$aja nodala sniegts pakalpojumu kvalitates novertgjums
Latvijas publiska sektora iestades, raksturota pakalpojumu kvalitates novertéSanas modela izveide, sniegta
pakalpojumu kvalitates noveértésanas modela analize nozares ekspertu skatijuma.

Pétijuma teorétiska un metodologiska baze: Analizgjot zinatnisko literatiiru, jasecina, ka pédgjo dazu
gadu desmitu laika pakalpojumu kvalitates novert€Sanas modeli ir bijusi praktiku, uzpémumu vaditaju un
zinatnieku uzmanibas centra, jo sniegto pakalpojumu kvalitate specigi ietekm& uzp€mumu darbibu. Augsta
pakalpojumu kvalitate rada augstaku veikstsp&ju, zemakas izmaksas, klientu apmierinatibu, klientu lojalitati un
paaugstina uznémuma rentabilitati. Pakalpojumu kvalitates novert€Sanas modeli, pakalpojumu kvalitates saistiba
ar klientu apmierinatibu un lojalitati, uznp@muma rentabilitati un efektivitati analizéta Leonard, Sasser, 1982;
Gronroos, 1984; Parasuraman, Zeithaml, Berry, 1985; Haywood-Farmer, 1988; McNair, Lunch, Cross, 1990;
Schvaneveldt, Enkawa, Miyakawa, 1991; Cronin, Taylor, 1992; Kaplan, Norton, 1992; Maisel, 1992; Mattsson,
1992; Gammie, 1992; Adams, Roberts, 1993; Oliver, 1993; Ghobadian, Speller, Jones, 1994; Hallowell, 1996;
Spreng, Mackoy, 1996; Chang, Chen, 1998; Gummesson, 1998; Lasser et al., 2000; Silvestro, Cross, 2000;
Newman, 2001; Sureshchander et al., 2002; Noll, 2002; Guru, 2003; Rampersad, 2005;. Abd.Rashid, 2008;
April, Pather, 2008; Daniel, Berinyuy, 2010; Angelova, Zekiri, 2011; Olckers, 2011; Ali Mona, EhabYaseen,
2012; Eboli, Mazzulla, 2012; Kumasey , 2014, un citu p&tnieku darbos.

Par pétijuma teorctisko un metodologisko pamatu kalpo teorijas, kuras izstradajusi tadi pétnieki ka
K.Makneirs, R.L.Lan¢s, K.Kross (McNair, Lunch, Cross, 1990), kas pétija klientorientétas korporativas
stratégijas ietekmi uz finanSu un kvalitates raditajiem. D.Nortons un R.Kaplans izveidoja lidzsvaroto raditaju
sisttmu (Kaplan, Norton, 1992), ar kuras palidzibu pétijja uznémuma darbibu, pamatojoties uz Cetriem
kritérijiem: finanses, attiecibas ar klientiem, iek$Ejie biznesa procesi, apmacibas un personala attistiba.
L.S.Maisela ieteiktaja lidzsvaroto raditaju sistéma (Maisel, 1992) uznémuma bizness ari tika pétits, izmantojot
Cetras raditaju grupas, vienigais, apmacibu un personala attistibas vieta tika analiz&ti uznémuma cilvékresursi un
inovacijas. Péc K.Adamsa un P.Robertsa iztradata modela (Adams, Roberts, 1993) tika novértéta uznémuma
darbibas efektivitate un izaugsme. Huberta Rampersada piedavataja universalaja raditaju sistéma (Rampersad,
2005) uznémuma analize tika veikta, izmantojot piecus ta darbibas elementus: personigo raditaju lidzsvaroto
sistému; organizacijas raditaju Iidzsvaroto sist€ému; vispargjo kvalitates menedzmentu (TQM); kompetencu
vadibu; apmacibu ciklu. Kvalitates noveértéSanas modelu izstradé pétijumus veikusi V.Zeithamls (Zeithaml,
1985), A.Parasuramans (Parasuraman, 1997), L.Berri (Berry, 1990), S.A.Teilors (Taylor, 2003). V.E.Deminga
(Deming, 1987), T.S.Fostera (Foster, 1992), S.Sampsona (Sampson, 1998), L.Harvija un D.Grina pétijumi
(Harvey, Green, 2000) veikti kvalitates vadibas joma. Pakalpojumu kvalitates novértéSanas procesa modeli,
pakalpojumu kvalitates saistiba ar klientu apmierinatibu un lojalitati, uznémuma rentabilitati analizéta Leonard,
Sasser, 1982; Gronroos, 1984; Haywood-Farmer, 1988; Schvaneveldt, Enkawa, Miyakawa, 1991; Mattsson,
1992; Gammie, 1992; Oliver, 1993; Ghobadian, Speller, Jones, 1994; Hallowell, 1996; Spreng, Mackoy, 1996;
Chang, Chen, 1998; Gummesson, 1998; Lasser et al., 2000; Silvestro, Cross, 2000; Newman, 2001;
Sureshchander et al., 2002; Noll, 2002; Guru, 2003;. Abd.Rashid, 2008; April, Pather, 2008; Daniel, Berinyuy,
2010; Angelova, Zekiri, 2011; Olckers, 2011; Ali, EhabYaseen, 2012; Eboli, Mazzulla, 2012; Kumasey, 2014,
un citu pétnieku darbos.

Pakalpojumu kvalitates agrino izpéti veica Gronross (Gronross, 1984). Gronross pazinoja, ka ja
organizacija v€las git panakumus, ir Joti svarigi, lai ta izprastu klientu attieksmi pret sniegtajiem
pakalpojumiem. Saja modeli pakalpojumu kvalitate tika novértéta, salidzinot sagaidamo kvalitati un uztverto
kvalitati.

Metodi SERVQUAL izstradaja Parasuramans, Zeithamls un Berri (Parasuraman et al, 1988, 1991,
1993, 1994). Pakalpojumu kvalitate tiek novertéta, aprékinot starpibu starp to, kadu kvalitati klients sagaida, un
to, ko vin$ uztver, saskaroties ar apkalpoSanu. SERVQUAL (1991.g. versija) ir strukturéta divas dalas. Pirmaja
un otraja dalas, katra ieklauti 22 jautadjumi, lai noveértétu klientu gaidas un apkalpoSanas laika reali uztverto
kvalitati. Pakalpojumu kvalitates noveért€§jumu iegiist, salidzinot klientu gaidu un uztvertas kvalitates veértibas.
Balstoties uz augSmin€to autoru piedavato metodi, ir veidots autores pakalpojumu kvalitates novert€Sanas
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procesa modelis. Taja tika izmantotas ari Leonard, Sasser, 1982; Cronin, Taylor, 1992; Gammie, 1992;
Hallowell, 1996; Chang, Chen, 1998; Gummesson, 1998; Lasser et al., 2000; Silvestro, Cross, 2000; Newman,
2001; Sureshchander et al., 2002; Guru, 2003; atzipas par pakalpojumu kvalitates novértéSanas procesa
modeliem un to izmantoSanas specigo ietekmi Uz uzn€mumu darbibu. Mingtie p&tnieki savos darbos akcentejusi
domu, ka augsta pakalpojumu kvalitate rada augstaku uzpemuma veikstsp&ju, zemakas izmaksas, klientu
apmierinatibu, klientu lojalitati un paaugstina uzp@muma rentabilitati. Autore sava pakalpojumu kvalitates
novertéSanas modell izmantojusi vairaku min€to p&tnieku atzinumus.

Publisko pakalpojumu kvalitates vadibu Somija pétijis V.Tuomi (Tuomi, 2012). P&tjjumu par saistibu
starp pakalpojumu kvalitati un klientu uzvedibu Spanija veikus$i M.Sanchez-Perez, J.C. Gazques-Abad,
R.Sanchez Fernandez (Sanchez-Perez, Gazques-Abad, Sanchez Fernandez, 2007). P&tjjumu par Polijas valsts
parvaldes attistibu un pasreizgjo stavokli veikusi S.Mazur, M.MozdZen, M.Oramus (Mazur, Mozdzen, Oramus,
2018). Kvalitates vadibu Turcijas publiskaja sektora analizgjis S.Coskun (Coskun, 2002). Pakalpojumu kvalitates
uzlabosanas iespgjas Lielbritanijas publiskaja sektora aprakstijusi K.Williams un M.Saunders (Williams,
Saunders, 2007). Publisko pakalpojumu kvalitati Lietuvas pasvaldibas noveértgjusi G.Kondrotaite (Kondrotaite,
2012). Petijuma secinats, ka raugoties uz kvalitati sabiedrisko pakalpojumu konteksta, vissvarigaka ir paterétaja
apmierinatiba ar sniegto pakalpojumu. Latvija pie kvalitates nodroSinasanas sisteémas izveides izglitibas joma
stradajis J.Eglitis (Eglitis, 2003). Kvalitates novertéSanas modeli lauku konsultaciju centru izglitibas
pakalpojumu kvalitates nodro$inasanai izstradajusi G.Grinberga-Zalite (Grinberga-Zalite, 2011). Patérétaju
apmierinatibu Latvijas tiirisma tirgd petijusi [.Medne (Medne, 2011).Pakalpojumu kvalitates ekonomisko
nodro§inajumu mazos un vidgjos uznémumos analizjusi R.Greitane (Greitane, 2011). Klientorient€tas pieejas
nozimi valsts parvaldes attistiba Latvija pétijis R.Putans (Putans, 2016).

Autores veidotais pakalpojumu kvalitates noveértéSanas modelis Latvijas publiska sektora iestadém
tapis, balstoties uz SERVQUAL metodi, ko izstradaja Parasuramans, Zeithamls un Berri (Parasuraman et al,
1988, 1991, 1993, 1994) un pamatojoties uz Leonard, Sasser, 1982; Gronross, 1984; McNair, Lunch, Cross,
1990; Cronin, Taylor, 1992; Gammie, 1992; Kaplan, Norton, 1992; Maisel, 1992; Adams, Roberts, 1993;
Hallowell, 1996; Chang, Chen, 1998; Gummesson, 1998; Lasser et al., 2000; Silvestro, Cross, 2000; Newman,
2001; Sureshchander et al., 2002; S.Coskun, 2002; Guru, 2003; Rampersad, 2005; Sanchez-Perez, Gazques-
Abad, Sanchez Fernandez, 2007; Williams, Saunders, 2007; AbdRasid, 2008; Grinbergas-Zalites, 2011;
Greitanes, 2011; Rahaman, 2011; Kondrotaites, 2012; Tuomi, 2012; Ali, 2012; Shanka, 2012; Chih-Tung Hsiao,
2014; Putana, 2016; Mozdzen, Oramus, 2018; un citu autoru p&tijjumu rezultatiem un secinajumiem.

Darba izmantoti Eiropas Komisijas normativie un direktivie dokumenti, Latvijas Republikas likumi un MK
noteikumi, Centralas statistikas parvaldes dati. Izmantoti arT valsts un pasvaldibas iestazu publiski pieejamie
informacijas avoti.

Teémas ierobeZojums: Darba apjoma ierobezotibas dél, klientu apkalposanas kvalitates pé&tijums
koncentréts galvenokart lieclakajas Latvijas pilsétas — Riga, Daugavpili, Jelgava, Ventspill un Valmiera.
Administrativo pakalpojumu kvalitates novértéSana veikta tikai klatienes pakalpojumiem, jo 54% aptaujato
iedzivotaju, raksturojot iemeslus saskarsmei klatiené, noradijusi neiesp&jamibu problému atrisinat interneta
(SKDS, 2019).

Pétijuma teoretiska nozimiba:

Izanaliz&ti pakalpojumu kvalitates novertésanas modeli un metodes.

Raksturots Latvijas publiskais sektors, ta apjomi.

Veikta publisko administrativo pakalpojumu definicijas konkretizé$ana.

Izstradats pakalpojumu kvalitates novértésanas modelis Latvijas publiska sektora iestadém.

Zinatniski pamatoti pilnveidota publiskas parvaldes kvalitates vadibas sistéma Latvijas apstaklos,
piedavajot pakalpojumu kvalitates novert€sanas modeli.

A

Pétijuma praktiska nozimiba:

1. Veikta kompleksa Latvijas valsts iestazu publisko administrativo pakalpojumu kvalitates un
efektivitates novertésana.

2. Veikta Latvijas valsts iestazu publisko administrativo pakalpojumu kvalitati raksturojo$o faktoru
analize, faktoru veidoto klasteru grupu analize.

3. Analizéti Latvijas publiskos administrativos pakalpojumus sniedzoSo iestazu efektivitates raditdji un
veikts to salidzinajums ar sniegto administrativo pakalpojumu kvalitati.

4. Ar nozares ekspertu, iestazu vaditaju Iidzdalibu veikta publisko pakalpojumu kvalitates novértesanas

modela pielietojamibas novertésana un publisko pakalpojumu kvalitates novertéSanas pétijuma datu

analize un aprobacija.

Pétijuma zinatniska novitate:

Veikta publisko administrativo pakalpojumu definicijas konkretizésana un to klasifikacijas analize;

2. Veikta pakalpojumu kvalitates novertésanas modela izstrade un aprobacija publiskas parvaldes iestades

Latvija;

=
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. Promocijas darba ietvaros identificeti faktori, kadus Latvijas publiskas parvaldes institliciju klienti
sniegto administrativo pakalpojumu kvalitaté uzskata par svarigiem, bet kadus par mazak svarigiem;

. Noteikti klasteri jeb grupas, kadus veido Latvijas publiskas parvaldes klienti, p&c faktoriem, kas tiem ir
svarigi sanemto pakalpojumu kvalitate.

Pétijuma rezultatu praktiska pielietojamiba:

Saistiba ar administrativi-teritorialo reformu aktualitati Latvija paslaik, dala no pé&tijuma rezultatiem
var€tu tikt nemti vera, istenojot §is reformas un pienemot “Publisko pakalpojumu likumu”.

Izmantojot autores veidoto administrativo pakalpojumu kvalitates novértéSanas modeli, uzpémumu
vaditaji un pétnieki var ieglt sikaku informaciju par klientu sagaidamo pakalpojumu kvalitates
novertéjumu, uztverto pakalpojumu kvalitates novert§jumu, sniegto pakalpojumu kvalitati un tas
komponentém. Saja konteksta modelis iegiist Ipau nozimi, jo tas ne tikai palidz izzinat ar pakalpojumu
kvaltati saistitos faktorus, bet ar1 sniedz noradijjumus uzlabojumiem. Pakalpojumu kvalitates
novertéSanas modelis laus uzp@émumu un iestazu vadibai identificét kvalitates problémas un tadgjadi
palidz8s planot kvalitates uzlaboSanas programmas uzsakSanu, uzlabojot uzp€muma efektivitati,
rentabilitati un kop&jo sniegumu.

P&tijjuma rezultati un autores piedavatais administrativo pakalpojumu kvalitates novértésanas modelis
prezentéts un diskutéts tikSanas reizés ar pétito iestazu vaditajiem. Tas atzinigi noveértéts un var tikt
virzits talakai izmantoSanai Sajas valsts iestades.

Iztradatais administrativo pakalpojumu kvalitates noveérté$anas modelis var tikt izmantots jebkura
publiskos pakalpojumus sniedzosa iestade.

Promocijas darba teoretiskie un praktiskie rezultati tiek izmantoti arT macibu procesa, vadot nodarbibas
studiju kursos “Kvalitates vadiba” un “Skolvadibas pamati” Rézeknes Tehnologiju Akadémija,
Daugavpils Universitate.
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1. PAKALPOJUMI, TO KVALITATE, EFEKTIVITATE,
PAKALPOJUMU KVALITATES NOVERTESANA

Promocijas darba 1.nodala tiek apliikoti pakalpojumu jédziena teor&tiskie aspekti. Tiek analizeta
pakalpojumu klasifikacija, to atbilstiba klientu vajadzibu apmierina$anai.Veikta publisko administrativo
pakalpojumu definicijas konkretizéSana. Nodala pievérsta uzmaniba pakalpojumu kvalitates un efektivitates
jédziena interpretacijai zinatniskaja literatlira, analiz€tas indikatoru sist€mas organizacijas darbibas kvalitates
izvertesanai, pakalpojumu kvalitates novért€sanas modeli.

1.1. Pakalpojumu, to veidu, teorétisko skaidrojumu analize

Plasais pakalpojumu klasts un dazadiba, ka arT atSkiribas metod€s un instrumentos to sniegSanai

patérétajiem nosaka vienotas pieejas trikumu jédziena “pakalpojums” interpretacijai zinatniskaja literatiira.
Vairaki pétnieki sniegusi savu §1 jédziena izpratni.
Gronroos defingja pakalpojumu ka “vairak vai mazak nemateriala rakstura darbibu vai darbibu seriju, kas
parasti, ne vienmér, notieck mijiedarbiba starp klientu un apkalpojosajiem darbiniekiem un / vai fiziskiem
resursiem vai preceém un / vai pakalpojumu sniedzgja sistéemam, kuras tiek piedavatas ka klientu problemu
risinajums ” (Gronroos, 1984).

1973.gada Bessoms ierosindja, ka “patérétajam pakalpojumi ir pardosanai piedavatas darbibas, kas
sniedz vertigas prieksrocibas vai gandarijumu; darbibas, kuras vin$ pats nevar veikt vai kuras vig§ izvelas
neveikt pats ” (Bessom,1973).

F. Kotlers uzskatija, ka pakalpojums jasaprot ka “jebkura mijiedarbiba vai ieguvumi, ko viena puse var
nodot otrai un kuri baitiba ir nemateriali”(Kotler,1990).

Péc ISO interpretacijas pakalpojums ir tieSas mijiedarbibas starp piegadataju un patérétaju un
piegadataja iek$Gjo darbibu rezultts, lai apmierinatu patérétaja vajadzibas (ISO 8402). So mijiedarbibu var
realiz€t materalu produktu veida (materialie pakalpojumi), bet ta var bt izteikta arT ka personas, kas sniedz
pakalpojumu, labveliga ietekme (nematerialie pakalpojumi).

Svarigaka pakalpojuma 1pasiba ir labveliga ietekme uz paterétaju. Tas ir pakalpojuma pamatmerkis, ta
sociala funkcija ir sniegt tieSus pakalpojumus iedzivotajiem.

Pakalpojuma labveliga ietekme ir tada pakalpojuma noderigu IpaSibu kombinacija, kas tiesi versta uz
konkrétas cilvéka vajadzibas apmierinasanu.

Pakalpojums var biit piegadataja un patérétaja mijiedarbiba, ka ari piegadataja icks€ja darbiba patérétaja
vajadzibu apmierinasana (ISO 8402), ka arT pakalpojumu var skaidrot ka jebkuru labumu vai darbibu, ko viena
puse var piedavat otrai un kas nav taustams un ieglistams sava Ipasuma.

Pakalpojums ir Ipass produkts, kuram raksturigas $adas galvenas iezimes, kas janem véra, veidojot kvalitates
vadibas sistému pakalpojumu nozare.

Pakalpojumu sniegSanas un patérina nepartrauktiba ir svarigaka pakalpojuma ka produkta
iezime(Kotler, 1998).

Vel viena svariga pakalpojuma iezime ir pakalpojumu nematerialais raksturs. Pakalpojuma produktu
raksturo ari pakalpojumu kvalitates mainigums. Iepriek§ uzskaititie faktori un apstakli ieverojami sarezgi
pakalpojumu kvalitates standartizaciju.

Vél viena pakalpojumu Tpasiba ir to nesaglabajamiba. ST pakalpojumu Tpasiba liela méra ir saistita ar to
razoSanas un paterina procesa nepartrauktibu. Turklat, pakalpojums nav taustams priekSmets, to nevar saglabat
atskirtba no materiala produkta, kas izslédz iespg&ju veidot pakalpojumu krajumus to turpmakai izmantoSanai,
nemot vera pieprasijuma dinamiku pakalpojumu tirgi (Kotler, 1998).

PiemingSanas vertas ir arT IpasSuma tiesibas pakalpojumu sniegSana. Pakalpojumu patérétaji parasti

nekliist par to Tpasniekiem, jo vini tikai izmanto iegtito pakalpojumu, nesanemot Tpasumtiesibas uz materialajiem
vai nematerialajiem pakalpojuma elementiem.
Zinatniskaja literatlira atrodami vairaki pakalpojumu klasifikacijas veidi. Pakalpojumus var klasificét péc
materialo vertibu iesaistiSanas pakapes. Pec s1 faktora pakalpojumus iedala nematerialajos un dal&ji materialajos
pakalpojumos. Apskatot nematerialo pakalpojumu specifiku, pakalpojums tiek sniegts tikai pakalpojumu
razotaja vai sniedzgja darbibu rezultata. Ka pieméru var minét izglitibas un apdrosinasanas pakalpojumus.

Dalgji materialie pakalpojumi ir pakalpojumi, kurus sniedz, izmantojot materialas preces. Ka pieméru
var min€t mazumtirdzniecibas, atras &dinasanas, mobilo sakaru pakalpojumus, komunalos pakalpojumus.
Pakalpojums tiek sniegts pakalpojuma razotaja darbibu rezultata, kamer paterétajs kliist par materiala produkta
Tpasnieku.
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Pakalpojumus var iedalit arT péc kontakta [Tmena starp patérétaju un razotaju.

Par tieSiem pakalpojumiem runa, ja pakalpojumi tiek sniegti tikai pakalpojuma sniedz&ja darbibas
rezultata, $aja gadijuma tas notiek tie$a kontakta starp darbinieku un klientu. Seit visaugstakaja méra izpauzas
pakalpojumu razoSanas un pat€rina nepartrauktiba.

Jauktie pakalpojumi ietver klienta vajadzibu apmierinaSanu "divos posmos", ieskaitot tieSu kontaktu
starp razotaju un klientu un razotaja darbibam klienta prombiitnes laika.

Pakalpojumus var klasificet pec to sniegSanas regularitates:

— vienreizgjie, retie, sistematiskie, regularie, ikdienas pakalpojumi.

Pakalpojumus iedala arT p&c klientu daudzuma:

— individualie, grupveida, korporativie pakalpojumi.

Pakalpojumus var klasificet péc vairakam pazimém: péc Ipasuma formas; pec tirgus veida, kura
darbojas; péc pakalpojuma sniedzgja (Greitane, 2011).Pakalpojumu klasifikacijas kriteriji un veidi apkopoti
1.1.tabula.

1.1.tabula.
Pakalpojumu Klasifikacijas kritériji un veidi
Pakalpojumu Klasifikacijas Kriteriji Pakalpojumu veidi
Materialo vertibu iesaistiSanas pakape Nematerialie pakalpojumi-
Dalgji materialie pakalpojumi-
Kontakta Iimenis starp patérétaju un raZotaju Tiesie pakalpojumi
Jauktie pakalpojumi
Pakalpojuma sniegSanas regularitate Vienreizgjie pakalpojumi,

Retie pakalpojumi,
Sistematiskie pakalpojumi ,
Regularie pakalpojumi,
Ikdienas pakalpojumi.

Klientu daudzums Individualie pakalpojumi,
Grupveida pakalpojumi,
Korporativie pakalpojumi.

IpaSuma forma Valsts jeb publiskie pakalpojumi
Privato uznémumu pakalpojumi,
Jaukta Tpasuma uzp€mumu pakalpojumi

Tirgus veids, kura darbojas Razo$anas resursu tirdzniecibas pakalpojumi
Patgripa precu tirdzniecibas pakalpojumi
Nekustama Tpasuma tirdzniecibas pakalpojumi
Finan$u un vertspapiru tirdzniecibas pakalpojumi
Valiitas tirdzniecibas pakalpojumi

Darbaspéka piesaistes pakalpojumi

Informacijas pakalpojumi u.c.

Avots:autores veidota tabula, 2020.

Starptautiska prakseé tiek pielietots pakalpojumu sektoru klasifikators, ko izmanto Pasaules
Tirdzniecibas organizacija (WTO, 1991). Saja klasifikatora ieklauti vairak ka 160 pakalpojumu veidi, kas
klasificeti 12 sektoros.:

Transporta pakalpojumi;

Tirisma pakalpojumi;

Kulttiras, sporta un atpiitas pasakumu orgnizacijas pakalpojumi;

Finansu pakalpojumi;

Veselibas un socialas apripes pakalpojumi;

Izglitibas pakalpojumi;

Vides aizsardzibas pakalpojumi;

Tirdzniecibas pakalpojumi;

. Sakaru pakalpojumi;
10. Celtniecibas un inzeniertehniskie pakalpojumi;
11. Lietiskie pakalpojumi, tai skaita IT pakalpojumi;
12. Citi pakalpojumi, kas nav min&ti ieprieks.

Latvija tiek izmantota Nicas klasifikacija (WIPO, 1979) - starptautiska preGu un pakalpojumu
klasifikacija, kuru izmanto prec¢u zimju un pakalpojumu zimju klasific€Sanai un mekléSanai. Taja ieklautas 11
pakalpojumu klases.

Publisko pakalpojumu katalogs ir pieejams valsts parvaldes pakalpojumu portala Latvija.lv, kas ir
vienotais piekluves punkts Latvijas valsts un paSvaldibu iestazu pakalpojumiem. Pakalpojumu kataloga ir
apkopota informacija par pakalpojumiem, ko iedzivotajiem un uzp€mumiem sniedz valsts un pasvaldibu iestades
(MK not. nr.399, 2017).

©CoNoA~LNE
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Ta ka normativajos aktos nav precizi noteikts publiska pakalpojuma jédziens, tad promocijas darba
konkretizéta VARAM un Eiropas Sociala fonda projekta Nr. 1DP/1.5.1.2.0/08/IPIA/SIF/002 ,Publisko
pakalpojumu sistémas pilnveido$ana” sniegta definicija. Publiskais pakalpojums jadefiné ka materials vai
nematerials tieSs labums, ko publiska parvalde nodroSina privatpersonai vispargja labuma pakalpojuma,
parvaldes (individuala) pakalpojuma vai saimnieciska pakalpojuma veida (VARAM, 2012). Ka galvenie
publisko pakalpojumu veidi jamin vispargja labuma pakalpojumi (celu, uzturéSana, ielu apgaismosana),
parvaldes (individualie) pakalpojumi, pie kuriem tiek pieskaititi administrativie pakalpojumi (registrésana,
izzinas, atlaujas, nodokli, pabalsti) un fiziskie pakalpojumi (sociala apriipe, izglitiba, veselibas apripe) ka art
saimnieciskie pakalpojumi (dzivojamo maju apsaimnieko$ana).

Publiskais sektors ir valsts un pasvaldibu iestades un to komercsabiedribas, komercsabiedribas ar valsts
vai pasvaldibu kapitala dalu 50% un vairak, ka arT nodibinajumi, biedribas, fondi un to komercsabiedribas.
Publiska parvalde darbojas konkréta juridiska ietvara, kads ir noteikts argjos normativajos aktos.

Administrativie pakalpojumi ir publiski (t.i., valsts un pasvaldibu) pakalpojumi, ko sniedz publiskas
parvaldes iestades un pasvaldibas. Autore piekrit I. Koliushko identific€tajam administrativo pakalpojumu
iezZiImém:

1. Administrativie pakalpojumi tiek sniegti p&c fiziskas vai juridiskas personas pieprasijuma.

2. Administrativo pakalpojumu sniegSana ir saistita ar juridiski nozimigu nosacijumu nodrosinasanu konkrétas
personas subjektivo tiesibu IstenoSanai.

3. Administrativos pakalpojumus, izmantojot pilnvaras, sniedz publiskas parvaldes iestades, pasvaldibas.

4. Tiesibas sniegt personai konkrétu administrativo pakalpojumu un iestades pilnvaras nosaka ar likumu.

5. Publiska parvaldes iestazu darbibas rezultats ir administrativais akts - [émums vai juridiski nozimiga darbiba,
kas apmierina personas pieprasijumu (Koliushko, 2009).

Minétais p&tnieks piedava §adu administrativo pakalpojumu klasifikaciju:

1. P&c pilnvaru noteikSanas limena administrativo pakalpojumu sniegSanai un to sniegSanas kartibas tiesiska
reguléjuma veida:

- administrativie pakalpojumi ar centralizétu regul&jumu (likumi, Ministru kabineta akti);

- administrativie pakalpojumi ar vietgjo regul&jumu (pasvaldibas iestazu akti);

- administrativie pakalpojumi ar "jauktu" regul€jumu (ja ir gan centraliz€ts, gan vietgjs regul&jums).
2. P&c maksajuma kritérija:

- maksas pakalpojumi;

- bezmaksas pakalpojumi.

3. P&c publisko pakalpojumu satura administrativo pakalpojumu sniegSanai:

- registracija;

- atlaujas (licences) pieskirSana;

- sertifikacija;

- parbaude;

- statusa noteikSana utt.

4. P&c risinamo jautajumu tematikas:

- uznéméjdarbibas (ekonomiskie) pakalpojumi;

- socialais dienesta pakalpojumi;

-nodok]u administréS$anas pakalpojumi;

- zemes dienesta pakalpojumi;

- celtniecibas un komunalie pakalpojumi utt. (Koliushko, 2009).Administrativo pakalpojumu klasifikacija
apkopota 1.2.tabula.

1.2.tabula
Administrativo pakalpojumu klasifikacija

Administrativo pakalpojumu klasifikacijas kriteriji

Administrativo pakalpojumu veidi

1. Atbilsto$i pilnvaru noteik$anas limenim administrativo
pakalpojumu sniegSanai un to sniegSanas kartibas tiesiska
regul&uma veidam.

-administrativie pakalpojumi ar centraliz€tu regul&jumu
(nosaka likumi, Ministru kabineta akti);

-administrativie pakalpojumi ar viet€jo regulgjumu ( nosaka
pasvaldibas iestazu akti);

-administrativie pakalpojumi ar "jauktu" regulgjumu (ja ir
gan centralizets, gan vietgjs regulgjums).

2. Péc maksajuma kritérija

-maksas pakalpojumi;
- bezmaksas pakalpojumi.

3. P&c publisko pakalpojumu satura administrativo
pakalpojumu sniegSanai

-registracija;

-atlaujas (licences) pieskirSana;
-sertifikacija;

-parbaude;

- statusa noteikSana utt.

15




4. P&c risinamo jautajumu tematikas -uznémgjdarbibas(ekonomiskie) pakalpojumi;
- sociala dienesta pakalpojumi;

- nodok]u administré$anas pakalpojumi;

- zemes dienesta pakalpojumi;

- celtniecibas un komunalie pakalpojumi utt.

Avots:autores veidota tabula, pec Koliushko, 2009.

P&c autores domam, minéta klasifikacija var tikt izmantota ari Latvijas apstaklos.

Jebkura pakalpojuma darbiba ir orient€ta uz klienta vajadzibu apmierinasanu. Lai izprastu pakalpojumu jomas
mehanismus, nepiecieSama ari vajadzibu izpéte. Pastav dazadu labumu trikums, ko cilvéks cenSas noveérst ar
savu saimniecisko darbibu. Sis nepiepilditas vélmes sauc par vajadzibam. Vajadzibas ir objektivs labumu
trikums ar cenSanos $o trikumu noverst. Tas ir subjektivi nosakams lielums. Cilveka vajadzibas var klasificet
dazadi.

1. P&c vajadzibu apmierinaSanas secibas amerikanu psihologs A. Maslovs min piecus vajadzibu
Itmenus:eksistences vajadzibas, vajadzibas p&c drosibas, socialas vajadzibas, vajadzibas pec cienas,
goda, izaugsmes vajadzibas (Maslow,1943).

P&c vajadzibas neatliekamibas, tas iedala absoliitas un relativas vajadzibas.

P&c ta, kam piemit vajadzibas, tas iedala individualas un kolektivas vajadzibas.

P&c parmainu pakapes, vajadzibas iedala elastigas un neelastigas vajadzibas.

P&c materialas pazimes, vajadzibas iedala materialajas un nematerialajas vajadzibas.

P&c vajadzibu iestasanas laika, tas iedala atklatas un sléptas vajadzibas.

P&c vajadzibu rasanas biezuma, vajadzibas var iedalit vienreiz&jas Un atkartojoSamies vajadzibas
(Skapars, 2010). Vajadzibu klasifikacijas kritériji un veidi apkopoti 1.3.tabula.

Noak~kwn

1.3.tabula
Vajadzibu klasifikacijas kriteriji un veidi

Vajadzibu Klasifikacijas kriteériji Vajadzibu veidi

P&c vajadzibu apmierinasanas secibas - eksistences vajadzibas,

- vajadzibas p&c drosibas,

- socialas vajadzibas,

- vajadzibas p&c cienas, goda,
- izaugsmes vajadzibas

P&c vajadzibas neatlickamibas -absoliitas vajadzibas
-relativas vajadzibas
P&c ta, kam piemit vajadzibas -individualas vajadzibas
-kolektivas vajadzibas
P&c parmainu pakapes -elastigas vajadzibas
-neelastigas vajadzibas
P&c materialas pazimes -materialas vajadzibas
- nematerialas vajadzibas
P&c vajadzibu iestasanas laika -atklatas vajadzibas
- sléptas vajadzibas
P&c vajadzibu rasanas biezuma -vienreizgjas vajadzibas

-atkartotas vajadzibas.

Avots:autores veidota tabula, péc Maslow, 1943, §kapars,201 0.

Sarezgitas attiecibas starp objektivajam vajadzibam un $o vajadzibu subjektivo izpratni rada iespgjas
pakalpojumu darbibai. Kvalitativu pakalpojumu darbiba ir viens no So pretrunu atrisinasanas veidiem
(Grinberga-Zalite, 2011).

1.2. Kbvalitates, pakalpojumu kvalitates, efektivitates jédzienu skaidrojums

Kvalitati var definét dazados veidos, tap&c nepastav vienota universala kvalitates definicija (Shariff,
2012). Kvalitates jédziena defingjumi var tikt sagrupéti, par pamatu nemot noteiktus kritérijus. Dazadi autori,
pieméram, Berri (Berry, 1985) definé kvalitati ka atbilstibu specifikacijam, it Ipasi atbilstibu klientu
specifikacijam. Organizacija var novértét sniegto pakalpojumu kvalitati, izpétot klientu viedokli. Sadi rikojoties,
organizacija var palielinat atbilstibu klientu vélmém un uzlabot savas konkurences priekSrocibas (Shariff, 2012).

Kvalitate tiek uzskatita par organizacijas pozitivu iezimi, izcilibas pakapi un sociala statusa formu
(Ghylin et al., 2006). Sauraku definiciju piedava Hardijs un Valss (Hardy,1994), kuri apraksta kvalitati ka
pakalpojumu snieguma produktu, kura rezultats ir klientu apmierinatiba un kura nav trokumu. Daniels un
Berinijs (Daniels, 2010) izvelas definét kvalitati ka pakapi, kada klienti uzskata, ka piedavatais produkts vai
pakalpojums parsniegs vinu vajadzibas un ceribas, savukart Haiders, sekojot Starptautiskajai standartizacijas
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organizacijai (ISO), norada, ka kvalitate ir vienada ar produkta vai pakalpojuma Tpasibu kopumu, un ta sp&ju
apmierinat tie$as vai netiesas klienta vajadzibas (Haider, 2001).

Kvalitate ir produkta 1pasibu kopums, kas nosaka ta sp&u apmierinat iepriek§ noteiktas paterétaja
vajadzibas. Kvalitati var izteikt ar vienkarSotu formulu (ISO):

Q=P-E (1.1)

kur, Q — kvalitates limenis, P — paterétaja sanemtais rezultats, E — patérétaja vélamais rezultats.

Vienkar$akaja un 1sakaja kvalitates definicija teikts, ka “kvalitate ir atbilstiba prasibam” (Crosby,
1995). Izpratne par jédzienu “kvalitate” nav viennozimiga, katrs individs to uztver un raksturo atskirigi, vertgjot
subjektivi. Izanaliz&jot dazadu pétnieku definicijas, autore var secinat, ka $T pétijuma biitibai visatbilstosakas ir
J.MJurana (J.M.Juran, 1988), F.Krosbija definicijas, kas ietver noradi uz noteiktam prasibam, to izpildi un
izpildijuma novertgjumu.

Kvalitate - objekta raksturlielumu kopums, kas saistits ar ta sp&ju apmierinat noteiktas vai paredzamas
vajadzibas (ISO 8402). Kwvalitates jédziens ietver tris elementus - objektu, vajadzibas, 1paSibas. Lai labak
izprastu kvalitates jédzienu, Sos elementus jaizanalize.

Objekts var biit, pieméram, darbiba vai process, produkti, pakalpojumi, organizacija, sist€ma vai
individs, jebkura to kombinacija. Otrs kvalitates elements ir vajadzibas. Ar vajadzibu izp&ti nodarbojusies tadi
autori ka Maslow (Maslow, 1943, 1954), Alderfer (Alderfer, 1972), Gough (Gough, 1994), Doyal (Doyal, 1991),
Wynn un Coolidge (Wynn, Coolidge 2004, 2008), Kotler un Keller, (Kotler, Keller, 2006). Pakalpojumu
izvertgjumam tuvaka ir Maslowa vajadzibu hierarhija. Zemaka limeni tas ir fiziologiskas vajadzibas, kuras tiek
apmierinatas ar uzturu; droSibas vajadzibas. Augstaka Iimeni ir novértSjuma vajadzibas, pasizpausmes
vajadzibas (Maslow, 1943). Kvalitates raditajs - viena vai vairaku produkta pasibu kvantitativs raksturojums, ar
kuru saprot produkta kvalitati. Kvalitates raditajs kvantitativi raksturo produkta piemérotibu noteiktu vajadzibu
apmierinasanai.

“Patérétajam ir jaiegust tas, ko vin$ vélas, kad vins to vélas un tada forma, kada vin$ vélas,” - tas ir
pirmais kvalitates nodro$inasanas princips, kuru formulgjis Dr. E. Demings (Deming, 1987).

Pakalpojumu kvalitate ir sarezgits konstrukts, kuram pakalpojumu marketinga literatiira pieveérsta licla
uzmaniba. Saja literatiira doming divas skolas: Ziemelvalstu skola un Ziemelamerikas skola. Zieme]valstu skola
balstas uz Gronroos (Gronroos, 1984) trisdimensiju modeli, savukart Ziemelamerikas skola balstas uz
Parasuraman (Parasuraman et al,1985) piecdimensiju SERVQUAL modeli.

Pakalpojumu kvalitates agrino izpéti veica Gronroos (Gronroos, 1984). Gronroos pazinoja, ka, ja
organizacija véElas giit panakumus, ir loti svarigi, lai ta izprastu klientu atticksmi pret sniegtajiem
pakalpojumiem. Saja modeli pakalpojumu kvalitate tika novértéta, salidzinot sagaidamo kvalitati un uztverto
kvalitati.

Pakalpojuma kvalitates novértésanai Gronroos ierosinaja tris dimensijas: tehnisko kvalitati, funkcionalo
kvalitati un t€lu. Tehniska kvalitate raksturo sniegto pakalpojumu un uztverto kvalitati. Funkcionala kvalitate
raksturo to, kadu tehnisko servisu klients sanem. Te€ls ir svarigs faktors, un to veido gan tehniska, gan
funkcionala kvalitate.

Divdesmita gadsimta astondesmito gadu vida Beri, Parasuramans un Zeithaml (Berry, Parasuraman,
Zeithaml, 1985) saka petit pakalpojumu kvalitates noteicosos faktorus un to, ka klients novert€ pakalpojumu
kvalitati, pamatojoties uz uztvertas pakalpojumu kvalitates koncepciju (Gronroos, 1984).Tika atklati 10
noteicoSie faktori, kas raksturo klientu uztveri par pakalpojumu. Viens no noteicosajiem faktoriem, kompetence,
ir tie$i saistits ar rezultata tehnisko kvalitati, bet otrs, uzticamiba, ar uztvertas kvalitates aspektu. Pargjie
noteicoSie faktori ir vairak vai mazak saistiti ar uztvertas kvalitates procesa dimensijam. (Gronroos, 2005.)

Veélako pétijumu rezultata 10 pakalpojumu kvalitati noteicoSie faktori tika samazinati lidz pieciem
(Gronroos, 2005):

1. Materidlie ieguvumi. Sis faktors ir saistits ar pakalpojumu sniedz&ja izmantoto iekartu, aprikojuma un
materialu pievilcibu, ka arT ar apkalpojoSo darbinieku izskatu.

2. Drosums. Faktors liecina, ka pakalpojumu sniedzgjs jau sakotngji saviem klientiem sniedz apkalposanu,
nepielaujot kliidas, un nodrosina to, ko ir solijis izdarTt [1dz noteiktajam laikam.

3. Atsauciba. Sis faktors saistits ar pakalpojumu sniedzgja darbinieku atsaucibu un vélmi palidzét
klientiem un atbildét uz vigu pieprasijumiem, ka arT informé&t klientus par pakalpojuma sanemsanai
pateréto laiku un atbildes sagatavosanas terminiem.

4. Kompetence. Faktors liecina, ka darbinieku uzvediba klientiem rada parliecinatibu par pakalpojumu
sniedz€ju un liek tiem justies drosi. Tas arT liecina, ka darbinieki vienmér ir pieklajigi un vigiem ir
nepiecieSamas zinasanas, lai atbildétu uz klientu jautajumiem.

5. Empatija. Sis faktors ir saistts ar klientu parliecibu, ka pakalpojumu sniedzgjs izprot klientu problémas
un darbojas vinu intereses, ka ar1 pievers klientiem individualu personisko uzmanibu un var piedavat
klientiem &rtu darba laiku.
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SERVQUAL metode radas ka instruments, ar kura palidzibu var noteikt, ka klienti uztver pakalpojuma
kvalitati. Sis instruments ir balstits uz pieciem ieprickimingtajiem faktoriem un salidzinajumu starp klientu
ceribam vai gaidam par to, ka pakalpojums javeic, un vigu pieredzi, ka pakalpojums tiek sniegts (ceribu
noraidiSana vai apstiprinasana).

Piecu noteicoSo faktoru raksturo$anai tiek izmantoti 22 atribiiti, un respondentiem tiek liigts noradit
(septinu punktu skala no “Pilnigi nepiekritu” lidz “Pilnigi piekritu”), ko vini sagaidija no pakalpojuma un ka vini
uztvera pakalpojumu. Balstoties uz starpibu starp ceribam (gaidam) un reali sanemto pakalpojumu, var aprekinat
kopgjo kvalitates radttaju.

1992. gada Kronins un Teilors ierosindja, ka §is modelis ir japilnveido, nemot véra uztverto
pakalpojumu. Vini pazinoja, ka pakalpojumu kvalitati var definét ka pat€rétaju attieksmi, un pakalpojuma
kvalitates mérisanai jaizmanto klientu uztverta pakalpojuma noveért&jums (Cronin, Taylor, 1992).

Pakalpojumu kvalitate pedgjas desmitgad@s ir bijusi vaditaju, petnieku un praktiku uzmanibas centra, jo
pakalpojumu kvalitate Joti ietekmé jebkuras organizacijas darbibu (Angelova & Zekiri, 2011). Ir dazadas
pakalpojumu kvalitates definicijas.

Lovelock & Wright (citéts Anthony, 2014) konstatéja, ka péc 1émuma par pirkumu klienti salidzina
gaidito pakalpojumu ar sanemto pakalpojumu.

Saprotams, ka pakalpojuma kvalitates jédziens ir saistits ar klientu apmierinatibas jédzienu, tacu tie nav
pilnigi identiski (Anthony, 2014).

Saskana ar Parasuraman (Parasuraman et al., 1985), sagaidama pakalpojuma kvalitate var atrasties
nepartraukta diapazona, sakot no idealas kvalitates 1idz pilnigi nepienemamai kvalitatei. Tas, kur klienta uztvere
par pakalpojuma kvalitati atradisies $aja nepartrauktiba, ir atkarigs no neatbilstibas starp ceribam uz
pakalpojumu un uztveri par pakalpojumu.

Kad uztvertais pakalpojuma limenis ir zemaks par gaidito, rezultats ir nepienemama kvalitate un klientu
apmierinatiba netiks sasniegta. Ja uztvertie pakalpojumi ir vienadi ar sagaidamajiem pakalpojumiem, rezultats ir
ideala kvalitate un ir sasniegts klientu apmierinatibas limenis (Parasuraman et al., 1985). Uztverta pakalpojuma
kvalitate ir rezultats klienta salidzinajumam starp sagaidamo un uztverto pakalpojumu.

Tas, cik liela méra tiek apmierinatas klientu vajadzibas, un tas, cik labi tiek sniegts pakalpojums, lai
apmierinatu §is vajadzibas un ceribas, veido kopg&ju pakalpojumu kvalitates definiciju (Gronroos, 1984; Berry et
al., 1985; Hoffman & Bateson, 2011). ST definicija saskan ar pieeju, kura kvalitati defingé ka pakapi, kada
pakalpojums pozitivi kalpo klienta mérkiem ta lietoSanas laika ka lietoSanas piemérotiba (Harmse, 2012).

Saskana ar Crosby teikto, pakalpojuma kvalitate tiek definéta ka klienta prasibu apmierinasana. Yilmaz
(citéts Saglik et al., 2014) aprakstija, ka pakalpojumu kvalitate ir klientu v€lmju un uztveres sakritiba par
piedavato pakalpojumu. Tadgjadi vienu un to pasu uztverto pakalpojumu viens klients var augstu novertét, bet
cits klients - zemu. L1dz ar to jasecina, ka uztverta pakalpojuma kvalitate ir atkariga no klienta uztveres.

Efektivitates konstruktu var klasificét ka galveno ekonomika. Efektivitate ir viens no svarigakajiem
cilveka darbibas raditajiem, analiz&jot péc ekonomiskas darbibas rezultatiem. Ka ekonomiska kategorija
efektivitate nodroSina vienotu ekonomiskas darbibas kvalitativo un kvantitativo raksturojumu.

Tadi zinatnieki ka L.Peters, R.VVotermans, Dz.Harringtons, H. Faijols, H. Emersons, F. Teilors, H.Fords
savos darbos izteikusSi viedokli par to, ka efektivitate ir uzn€émuma vissvarigakais raksturlielums. Tomer Sie
autori nepétija "efektivitati" ka patstavigu ekonomisku jédzienu, bet izmantoja So terminu, analiz&jot vadibas
efektivitati. P&tnieki L.F.Shampine, M.W.Reichelt (Shampine, Reichelt, 1992) atzimgjusi, ka ekonomisko
efektivitati “raksturo attieciba starp raZoSanas procesa izmantoto resursu vienibu skaitu un iegita produkta
daudzumu.”

Efektivitate (latinu val. efficientia) ir attieciba starp sasniegto rezultatu un izmantotajiem resursiem
(ISO 9000: 2015). Efektivitate pec Gus¢ina (Gus€ins, 2012) nozimé noteiktas sistémas darbibas mérku
sasniegSanu, tas ir, rezultata iegiiSanu, kuru noverte, salidzinot sasniegto stavokli ar v€lamo. Protams, iegiitais
rezultats (efekts) var blt gan pozitivs, gan negativs, tapec efektivitate vispargja nozimé ir iegiita rezultata
attieciba pret ta sasniegSanas izmaksam. Efektivitates definiciju raksturojums sniegts 1.4.tabula.

1.4. tabula
Efektivitates definiciju raksturojums
Autori Definiciju raksturojums
E.Dolans (Dolan, 2014) Efektivitate ir pareizo mérku izvéle, uz kuriem varétu koncentrét darbibas
energiju.
P.Drakers (Drucker, 1963) Efektivitate nozime darft lietas pareizi. Efektivitate ir ne tikai rezultata saikne ar

paredz&tajiem mérkiem, bet arT optimals rezultats (efekts) resursu - materialo,
finan$u, darba, izmantoSanas zina.

M.Meskons, M.Alberts, F.Hedouri Efektivitate — iek$€jais ekonomiskums, kas garantg vislabako resursu
(Mescon, Albert, Khedouri, 1997) izmantoSanu.
I.Mazir, V.Sapiro, N.Olderoge,(Mazyr, Efektivitate vienmer ir noteikta attieciba starp rezultatu un mérkiem vai starp
Shapiro, Olderoge, 2017) rezultatu un ta iegliSanas izmaksam, $ai kategorijai ir administrativs raksturs un,
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ta parada izvirzito mérku sasniegSanas pakapi. To defing ka iegiita rezultata un
izmaksu attiecibu, kas nodrosinaja o rezultatu.

Avots: autores veidota pec Dolan, 2014, Drucker, 1963, Mescon, Albert, Khedouri, 1997, Mazyr, Shapiro,
Olderoge, 2017.

Efektivitates pieaugums uzskatams par ekonomiskas attistibas raditaju. Censoties uzlabot ekonomiskas
darbibas efektivitati, vaditajiem jaidentificé un jaizmanto pasakumi, kas veicina uzp€muma ekonomiskas
attistibas procesu, un japartrauc tos, kas noved pie regresa.

Vairuma gadijumu efektivitates jédziens tiek attiecinats uz privato sektoru, publiskais sektors literatiira
gandriz vienmér tiek atzits par neefektivu. Valsts un privato organizaciju izvirzitie mérki ir atSkirigi, privatais
sektors tiecas uz pelnu, bet publiskais sektors parasti necensas gt ekonomisku labumu, jo ta galvenais mérkis ir

nodrosinat sabiedribas labklajibu (skat. 1.5.tabulu).

1.5.tabula

Publisko un privato organizaciju salidzinajums

Publiskas organizacijas

Privatas organizacijas

Parasti tas ir monopolorganizacijas

Darbojas konkurétspéjigos tirgos

Kalpo pilsopiem

Maksimali palielina ieguldijumu pelpu

Organizacijas politiku izstrada profilgjosas ministrijas, kuras
vada politisko partiju parstavji, kuriem butu jaatspogulo
pilsonu intereses

Organizaciju vaditaji ir atbildigi akcionariem, valdem; vini
censas palielinat pelpu

Valsts organizacijas nav tik elastigas léna 1émumu | Ir elastigakas, vieglak parvaldamas, jo lémumu pienem viens

pienemsanas un isteno$anas procesa dél vaditajs

Sadala, pardala un regulé resusursus Rada un sadala resursus

Dazreiz ir nepietiekami finans&tas Finansu Iidzeklu ieguldijumu ietekm& organizacijas
produktivitate

Pilsoni biezi ir slikti informéti par organizaciju darbibu

Investori un akcionari ir labi informéti, ka attistas uznémums

un kada situacija ir tirgi.

Avots: autores veidota tabula péc Kotler, Lee, 2008.

Efektivitati publiskaja sektora varétu salidzinat ar efektivitati privataja sektora tikai tad, ja mérki ir
identiski; un pat $aja gadijuma ta nav pilniba salidzinama, jo valsts sektors darbojas jomas, kuras tiek nemti véra
ne tikai ekonomiskie ieguvumi, bet ari socialas problémas, pieméram, sociale pabalsti (Stoian, Ene, 2003).
Valsts izdevumu efektivitate nozimé saistibu starp ieguldijumu ekonomisko un socialo ietekmi. Analiz€jot
publiska sektora efektivitati, lielaka dala p&tnieku atsaucas uz ekonomisko efektivitati, kas ka konstrukts nemta
no privata sektora. P€&c D.M.Mihaiu un A.Opreana domam efektivitate publiskaja sektora ir ekonomiskas
efektivitates un socialas ietekmes summa (Mihaiu, Opreana, 2010).

Faktori, kas ietekmé efektivitati publiskaja sektora ir:

- legulditie resursi. Publiskaja sektora resursus ir daudz griitak noteikt neka privataja sektora, jo
lielakoties sabiedriskie pakalpojumi parklajas un tiek izmantoti resursi no vairakiem avotiem. Bet
kopuma publiskaja sektora tiek iegulditi resursi, kas nak lielakoties no ievaktajiem nodokliem.

- Darbibas rezultati. Publiskaja sektora tos ir gritak izteikt skaitlos neka ieguldijumus, jo tiem var
bit gan ekonomiska, gan sociala dimensija. Privata sektora darbibas rezultatiem ir tirgus dalas
vertiba; tos ir viegli novértét, savukart publiskaja sektora darbibas rezultatus ir griti novertet
(Mihaiu, Opreana, 2010).

Tomér Deivida Hola un Emanueles Lobinas (Hall, Lobina, 2005) p&tijuma konstatéts, ka valsts un privatajam
organizacijas efektivitate butiski neatskiras.

Péc autores domam, publiska sektora efektivitati var definét ka organizacijas darbibas rezultata
(sniegto pakalpojumu skaita) un izmaksu attiecibu, bet publiskaja sektora darbibas rezultata um izmaksu
noteikSana ir sarezgita.

- Janoskir tr1s publisko pakalpojumu efektivitates kriteriji:

- 1.Ekonomiskums - valsts Iidzeklu izmantoSanas ekonomija, ir modelis, kura tiek izmantots

mazakais iesp&jamais lidzeklu apjoms, vienlaikus saglabajot noteiktu pakalpojumu kvalitati.

- 2XKuvalitate — ar kvalitati tiek saprasta pakalpojuma kvalitate, kas pilniba atbilst publisko
pakalpojumu klienta vajadzibam.

- 3.Sabalansétiba starp pirmo un otro kriteriju, kad tiek sasniegta noteikta ietaupTjuma pakape, kamer
pakalpojuma kvalitate ir pietickama limeni (Gus¢ins, 2012).

Autore secina, ka, lai sasniegtu augstu publisko pakalpojumu kvalitates ITmeni, nepiecieSsams maksimali efektivi
izmantot iedalitos valsts Iidzeklus.
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1.3. Indikatoru sistemas organizacijas darbibas kvalitates
izverteSanai un pakalpojumu kvalitates novértéSanas modelu
raksturojums

Uzpémuma vai iestades darbibas efektivitate un iesp€a to paaugstinat ir aktuala vadibzinatnes
probléma. Paslaik §1s problémas nozimigums pieaug, jo pastiprinas konkurence starp razotajiem, patrétaji un
klienti izvirza paaugstinatas prasibas pret produkcijas vai pakalpojuma kvalitati un cenu.

Organizacijas efektivitati nosaka pakape, kada ta sasniedz vélamo mérki un izpilda savas funkcijas,
salidzinajuma ar resursu pat€rinu. Seviski svarigi uzp€muma attistibai ir noteikt pareizus darbibas mérkus. Tie
tiek noteikti, pamatojoties uz izvéleto strat€giju un ir galvenais motivéjosais faktors.

Jebkura uzpémuma tiek noteikti kvalitativie darbibas merki-standarti, ar kuru palidzibu var mérit
organizacijas izaugsmi un salidzinat planus ar sasniegtajiem rezultatiem.

Standarti ietver konkrétus kvalitates kritérijus jeb indikatorus, péc kuriem var spriest par darbibas atbilstibu
noteiktajiem mérkiem.

Indikatoru sistémas ir kvantitativie un kvalitativie raditaji vai raditaju grupas, kuras iegtist un interpreté
péc noteiktam metodikam un kas lauj novertét esoSo situaciju, izdarit salidzinajumus, veidot prognozes un
sagatavot stratégiskos parvaldibas lemumus.

Organizacijas darbibas novertéSanai izmanto indikatoru sistémas ne tikai tapec, ka tas lauj noteikt
Istermina finansu raditajus, bet arT tapec, ka tas nosaka nematerialo sastavdalu vertibu. Finansiali nevar novertet
pakalpojumu kvalitati vai klientu lojalitati.

Organizacija ir sarezgita, atveérta, sociali-ekonomiska sist€éma, kas darbojas péc sistémiskas pieejas
likumiem. Tomér janem véra, ka organizacijas galvenie elementi ir cilvéki. Tadg] tai jakltst par gudru apmacos$o
sisteému, kas sp€j noteikt tas ilgtsp&jigas, efektivas darbibas kriterijus vai indikatorus ka arT mérkus un attistibas
virzienus. Kadas tad ir galvenas misdienu vadibzinatnes teorija izstradatas sistémas, lai novertétu organizacijas
darbibas kvalitati un efektivitati? Lai saprastu $o sistému izmantoSanas iesp€jas, nepieciesams tas izanalizget.

C.F.McNaira, L.Luncha, F.Crossa effektivitates piramida (McNair, Lunch, Cross, 1990). Autori
1990.gada prezenté metodi, ko nosauc par efektivitates piramidu. Metodes galvena koncepcija ir klientorientétas
korporativas stratégijas saistiba ar finansu raditajiem, kas tiek papildinati ar galvenajiem kvalitates (nefinansu)
raditajiem. Vadibas informacijai janak tikai no augstaka vadibas limena. Efektivitates piramida veidota
izmantojot kvalitates vadibas principu, gramavedibas, ripniecisko tehnologiju un klientu apkalposanas
novertjumu.

Robert S.Kaplana una Davida P.Nortona sabalanséta raditaju sistéma (Kaplan, Norton, 1992). St
sisteéma radas, veicot petniecisku projektu 12 kompanijas. To veido finanSu un nefinansu raditaji.

Klasiska modell sabalanséta raditaju sistéma péta uznémuma darbibu péc 4 kriterijiem: finanses,
attiecibas ar klientiem, iek$gjie biznesa procesi, personala apmaciba un izaugsme. Kompanija var izvéléties sev
prioritaros raditajus vai arl palielinat raditaju skaitu, ieklaujot arT piem. inovacijas un servisu. Istermina raditaji
tiek sabalans@ti ar ilgtermina raditajiem. Argjie raditaji - finanses un attiecibas ar klientiem, tiek sabalans&ti ar
iek§€jiem — ieks€jie biznesa procesi un personala apmaciba. Sistéma ietilpst gan objektivs vértéjums - finanses,
gan subjektivs — klientu un personala apmierinatiba. Saistiba ar uznémuma strat€giju, lai noveértétu darbibu péc 4
augSminétajiem kritérijiem, katram no tiem tiek izveleti 5-6 raditaji.

L.S.Maisela sabalanséta indikatoru sistema (Maisel, 1992).

Tai ir tads pats nosaukums ka R.S.Kaplana-D.P.Nortona modelim. L.S.Maisels ari defingé cetrus
kriterijus, péc kuriem bitu javerteé uzn€mums. Personala apmacibas un izaugsmes vietd zinatnieks piedava
novertét cilvekresursu izaugsmi. Seit tiek novértétas inovacijas, ka ari izglitiba un apmacibas, produktu attistiba,
kompetence un korporativa kultiira.

Kristophera Adamsa un Pitera Robertsa modelis (Adams, Roberts, 1993). Autori piedavaja modeli,
kuru nosauca EP2M - Effective progress and performance measurement- Efektivas attistibas un izaugsmes
novert&jums.

Modeli par svarigako novertésana tiek uzskatits tas, ko uznémums dara:

—  klientu apkalpo$ana un tirgus pieprasijuma stenos$ana;

— iek$@jo biznesa procesu uzlabosana (efektivitate, rentabilitate);
—  parmainu un sratégiskaja vadiba;

— TpaSumu parvaldiba un ricibas briviba;

Huberta K. Rampersada universala raditaju sistema (Rampersad, 2005).

Balstoties uz R.S.Kaplana - D.P.Nortona modeli, H.K.Rampersads ( Rampersad, 2005) radija savu
universalo raditaju sistemu.

Universala raditaju sisteéma sastav no pieciem galvenajiem elementiem:

1. Personiga sabalansé€to raditaju sisteéma;
2. Organizacijas sabalanséto raditaju sisteéma;
3. Vispargjais kvalitates menedzments;
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4. Parmainu vadiba un kompetencu vadiba;
5. D.Kolba apmacibu cikls;
6. R.S.Kaplana-D.P.Nortona (Kaplan, Norton, 1992) sistéma tiek izmantota tikai ka viens no
elementiem.
Kopuma par H.Rampersada sisttmu var teikt, ka to var izmantot ka alternativu R.S.Kaplana-D.P.Nortona
sistémai. Ta ir daudz sare$gitaka, plasaka, dargaka, lidz ar to grutak ievieSsama (Katelo, 2016).Tomér, ja
uzp€mumam nepiecieSama loti smalka visu procesu analize, H.Rampersada sist€ma ir izcila. Organizacijas

darbibas raditaju indikatoru sistému salidzinajums veikts 1.6.tabula.

1.6.tabula
Organizacijas darbibas raditaju indikatoru sistému salidzinajums
C.F.McNair, R. S.Kaplan un L.S.Maisel C.Adams un P.Roberts H.K.
é @ 22w Richard D.P.Norton sabalanséta modelis Rampersada
2525 5 | L.Lunch, Kelvin sabalanséta indikatoru (1993) universala
E '.E b= ,-54_6 5] F.Cross raditaju sistema sisttma raditaju sistéma
E,J SETE effe.ktlw_tates (1992) (1992) (2005)
o = piramida
(1990)
1 kvalitates l.ieksgjie  biznesa | l.produktu 1.ieksgjo biznesa | 1.vispargjais
vadiba procesi attistiba procesu uzlabosana, kvalitates
2.gramavediba 2.finanses 2.inovacijas un | 2.efektivitate, menedZments
3.rlipnieciskas 3.personala ieguldijumi tajas | parmainu un sratégiska | 2.organizacijas
tehnologijas apmaciba un | 3.cilvékresursu vadiba; sabalanséto
4 klientu izaugsme. izaugsme 3.tirgus  pieprasijuma | raditaju  sistéma
apkalposanas 4 attiecibas ar | 4.darbinieku steno$ana; 3.personiga
—_ novertgjums klientiem kompetence 4 klientu apkalpoS$ana sabalanséto
= 5.korporativa S.pasumu  parvaldiba | raditaju sistéma
b= kultara 6.vadibas ricibas briviba | 4.parmainu
£ vadiba un
g kompetenéu
2 vadiba
g 5.D.Kolba
E apmacibu cikls
&

Avots:autores izveidota tabula, péc McNair, Lunch, Cross,1990; Kaplan, Norton, 1992; Maisel,1992; Adams,
Roberts, 1993; Rampersad, 2005.

Pédgjo tridesmit gadu laika ir raditas vairakas organizaciju un uzpémumu novért€Sanas raditaju
sisteémas. Lielakai dalai no tam ir teor&tisks raksturs. Tomér ka universalaka un praks€ aprobé&ta sist€ma jamin
R.S.Kaplana-D.P.Nortona (Kaplan, Norton, 1992) sabalanséta raditaju sistéma.

Novertesanas raditaju sistémas ir universals 1idzeklis, lai veiktu operativo un stratégisko kotroli uzneémumos vai
organizacijas, lai novertétu to darbibas efektivitati. Tomér starp raditaju sisttmam, kas apvieno materialas un
nematerialas sastavdalas, par universalo un praksé aprobéto var uzskatit R.S.Kaplana un D.P.Nortona modeli
(Kaplan, Norton, 1992). Autore izmantojusi iepriek§minétas musdienu vadibzinatné izstradatas sisteémas, ka
teorétisko pamatu administrativo pakalpojumu kvalitates novert€Sanas modela izveidei. P&éc autores domam,
Latvijas apstakliem nepiecieSams apkopojoss kvalitates novert€Sanas modelis, kvintesence no apskatitajam
organizacijas darbibas raditaju indikatoru sistémam.

Autore uzskata, ka no R. S.Kaplana un D.P.Nortona sabalans&tas raditaju sistémas biitu jaizmanto tadi indikatori
ka uznémuma iek$gjas vides procesu analize un personala apmaciba. No H.K. Rampersada universala raditaju
sistémas autore izmanto kvalitates vadibas menedzmenta indikatoru. No C.F.McNaira, L.Luncha, F.Crossa
effektivitates piramidas, autore ir izmantojusi tadu indikatoru ka klientu apkalpoSanas novértgjums. NO
C.Adamsa un P.Robertsa modela izmantots tads indikators, ka efektivitate, parmainu un sraté€giska vadiba.
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Pakalpojumu kvalitates novértésanas mode]u raksturojums

20.gs. 90.gados pasaul@ Tstenoti vairaki méginajumi izstradat modeli, ar kura palidzibu varétu izmérit
klientiem sniegto pakalpojumu kvalitati.

Metodi SERVQUAL izstradaja Parasuraman, Zeithaml un Berri (Parasuraman et al, 1988, 1991, 1993, 1994).
Pakalpojumu kvalitate tiek noverteta, aprékinot starpibu starp to, kadu kvalitati klients sagaida, un to, ko vins /
vina tie$am uztver, saskaroties ar apkalposanu. SERVQUAL (1991.g. versija) ir strukturéta divas dalas. Pirmaja
un otraja dalas, katra ieklauti 22 jautajumi, lai novertetu klientu gaidas un apkalpoSanas laika reali uztverto
kvalitati. Pakalpojumu kvalitates novertgjumu iegiist, ka starpibu starp klientu gaidu un uztvertas kvalitates
vertibam.

Cronin un Taylor piedavaja metodi SERVPERF (Cronin, Taylor, 1994). Metodes galvena iezime ir ta, ka
SERFPERF ir vérsta uz klientu uztvertas apkalpoSanas kvalitates novertesanu. Saskana ar Cronin un Taylor, $is
variants dod labakus rezultatus neka SERVQUAL un samazina aptauju skaitu pakalpojumu lietotajiem.

Schvaneveldt (Schvaneveldt,1991) sava aptauja novértéja pakalpojumu kvalitati no diviem skatu
punktiem. Pirmais virziens bija paradit uztvertas kvalitates dimensiju un otrs virziens - paradit klienta sajttas —
apmierinatibu vai neapmierinatibu.

Lai labak paraditu klienta gaidu nozimi, Teas (Teas,1993) ierosinaja pielictot NQ modeli (Normed
Quiality). Klienta gaidas tika interpretétas divos dazados veidos: ideala limeni, sniedzot katra atribita augstako
punktu skaitu, vai Tstenojama Iimeni, apliikojot faktiskos apstaklus, kados pakalpojums var tikt sniegts.

Papildus $Tm metod@m, izplatitas dazadas klientu apmierinatibas indeksu aprékinasanas metodes
(Customer satisfaction index - CSI). Pamatmetode, kuras interpretacijas izmanto Eiropa, tika izstradata
Stokholmas Ekonomiskaja augstskola. Sis raditajs tiek aprekinats, pamatojoties uz personisko interviju metodi,
tieck izmantots ka viens no parametriem uzpemuma ilgtermina rentabilitatei un lauj identificét klientu
apmierinatibas un lojalitates c€lonus un faktorus.

Eiropas klientu apmierinatibas indekss (ECSI). ECSI ir v&l viena aptaujas modela variacija. Klientu
gaidas, uzp€muma t€ls, uztverta kvalitate, uztverta vertiba, klientu apmierinatiba un klientu lojalitate tiek
modeléta lidzigi SERVQUAL un Zviedrijas klientu apmierinatibas indeksam(SCSI).

Eksperiments ar divam pakalpojumu kvalitates noveértéSanas metodém gan apstiprinaja abu metodiku
labas 1pasibas, gan paradija vairakas ar to izmantoSanu saistitas problémas. Klienti, kas aizpildija SERVQUAL
aptauju, izteica domas par aptaujas visaptvero$o raksturu, bet tomér aizradija, ka tas aizpildiSana prasa daudz
laika. Klienti, kuriem tika piedavats aizpildit SERVPERF, raksturoja to ka viegli aizpildamu aptauju, kas neprasa
daudz laika (Katelo, 2017).

SERVQUAL metodes prieksrociba ir tas sp€ja izvertét katru pakalpojuma kvalitates aspektu péc
svariguma, atskiriba no SERVPEREF, kas sniedz rezultatus tikai par klienta uztverto kvalitati. Tadel, izv€loties
metodi, lai novertetu pakalpojumu kvalitates raditajus, nepiecieSams nemt veéra uznémuma vai iestades darbibas
jomu un novért€§jumam izveléto metodi - atSkiriba no kvantitativajiem raditajiem, kur $ada specifikacija nav
nepiecieSama, jo tie ir vairak vai mazak vienadi visas jomas.

Turpmak autore pieversas Latvijas publiska sektora raksturojumam un ta attistibas scenarijiem.
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2. LATVIJAS PUBLISKA SEKTORA RAKSTUROJUMS, ATTISTIBAS
SCENARIJI

Promocijas darba 2.nodala autore sniedz Latvijas publiska sektora analizi. Autore raksturojusi valsts
socialekonomiskos raditajus. Nodala raksturoti sektora apjomi, kvalitate, efektivitate, tas teorctiskais
raksturojums. Sniegts sabiedribas vertgjums par valsts parvaldes darbu. Autore izskata Latvijas publisko
pakalpojumu attistibas scenarijus, raksturo ES publisko pakalpojumu sniegSanas pieeju. Nodala analizéta
koncepcija par publisko pakalpojumu sisteémas pilnveidi, ka arT pakalpojumu vides pilnveides plans 2020.-2023.
gadam.

2.1. Latvijas socialekonomisko raditaju raksturojums, publiska sektora
apjomi, valsts parvaldes kvalitate un efektivitate

Latvija ir viena no trim Baltijas valstim un kop$ 2004.gada Latvija ir Eiropas Savienibas dalibvalsts un
NATO dalibvalsts. Regionalas atfistibas planosanai, koordinacijai un pa$valdibu sadarbibas nodrosinasanai
Latvijas teritorija ir iedalita piecos planosanas regionos: Rigas, Kurzemes, Vidzemes, Zemgales un Latgales.

Latvija 2020.gada tika izstradata administrativi teritoriala reforma, kuras rezultata no 2021.gada 1 jilija
darbu saka 42 pasvaldibas; no tam 35 novadu pasvaldibas un 7 valstspils€tu pasvaldibas (Riga, Jirmala, Liepaja,
Ventspils, Rézekne, Daugavpils, Jekabpils, Jelgava). Valstspilsétu saraksta ir vel art Ogre, Jekabpils un
“Administrativo teritoriju un apdzivoto vietu likums” noteica ka Latvijas Republiku iedala valstspilsétu
pasvaldibu teritorijas un novadu pasvaldibu teritorijas. Savukart novada teritorijas iedala pilsétas un pagastos.
Jauno novadu teritorijas, novada pils€tas un novada pagastus paredz&ts noteikt likuma pielikuma. Tapat jaunais
likums noteica, ka Latvija ka apdzivotas vietas ir pilsétas, ciemi, mazciemi un viensétas, savukart, pilsétas
planots iedalit valstspilsétas un novada pilsétas. Valsts un pasvaldibu kopigu funkciju realiz€$anai paredzéts
izveidot Kurzemes, Zemgales, Rigas, Vidzemes un Latgales administrativos regionus. To statusu un darbibas
nosacljumus bija planots noteikt atseviska likuma, ko MK izstradaja lidz 2021. gada janvarim un iesniedza
izskatiSanai Saeima.

teritoridlais un ta teritoridlas vienibas —
novada pilsétas un pagasti 2021
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2.1. att. Latvijas administrativi teritorialais iedalijums péc 2021.gada 1.jilija.
Avots:VARAM,2020.
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2.1. tabula.

LR teritorija un iedzivotaji

Planosanas regioni Teritorijas platiba, km2 Iedzivotaju skaits, gada sakuma, 2020
Rigas regions 10 435 1002 299
Kurzemes regions 13596 237305
Latgales regions 14 549 255795
Vidzemes regions 15 246 183842
Zemgales regions 10733 228416
Kopa: 64 559 1907 657

Avots: autores veidota tabula p&c Centrala statistikas parvalde, 2020.

Kop$ 1993. gada pensijas vecuma iedzivotaju ipatsvars ir lielaks par bérnu un pusaudzu ipatsvaru, kas
nozimé, ka kliist mazaks iedzivotaju skaits darbsp&jas vecuma un demografiskas slodzes limenis pieaugs. 2019.
gada sakuma uz 1 000 darbspgjigo iedzivotaju bija 373 pensijas vecuma iedzivotaji un 259 bérni vecuma lidz 14
gadiem. Latvijas iedzivotaju vidgjais vecums 2019. gada sakuma bija 42,5 gadi — 39,2 gadi virieSiem un 45,3
gadi sievieteém (2011. gada sakuma attiecigi 41,1, 37,9 un 43,8). Vidgjais iedzivotaju vecums ir mazaks Pierigas
regiona (40,7 gadi), lielaks — Latgalé (44,5 gadi).

Kops 2010. gada beigam ekonomiska lejupslide Latvija ir aptur€ta, un ir atsakusies izaugsme. No 2011.
gada Iidz 2013. gadam IKP vidgji pieauga par 4,4% ik gadu. 2014. gada IKP picauga par 1,9%, bet 2015. gada —
par 3,3%. 2018.gada IKP picauga par 4,6%, kas bija straujakais picaugums p&d&jo septinu gadu laika. Ari
2019.gada pirmaja pusgada turpinas izaugsme, tomér ta ir 1énaka.

2019.gada pirmaja pusgada nefinansu investicijas straujak pieauga pakalpojumu nozarés. Pakalpojumu
nozar€s investgja par gandriz 26% vairak neka pirms gada. Savukart precu razoSanas nozar€s investiciju apjomi
palielinajas par 18 procentiem. Lielakais devums bija investiciju picaugumam valsts parvaldes nozaré
(pieaugums par 33%) un operacijas ar nekustamo TpaSumu (pieaugums par 54%).

Analizgjot  ekonomikas  struktiiru, redzams, ka  2019. gada raZojo$as  nozares
(lauksaimniecibas,mezsaimniecibas un zivsaimniecibas, riipniecibas, ka ar1 buvniecibas nozares) sastadija
25,6%, bet pakalpojumu nozares —74,4% no kopgjas pievienotas vértibas (LR Ekonomikas ministrija, 2020).

Sabiedrisko pakalpojumu (valsts parvalde un aizsardziba, izglitiba, veseliba un sociala apripe) nozares,
kas kopuma 2019.gada ienesa 16,9% no kopgjas pievienotas vértibas, struktiira domingja valsts parvalde un
aizsardziba (8,3%). Palielinoties valdibas izdevumiem, kop$ 2013.gada sabiedrisko pakalpojumu nozar€s bija
verojams stabils pieaugums. 2017.gada tas bija straujakais kop§ 2006.gada. Ari 2019.gada 1.pusgada nozare
turpinaja strauji augt. Pe€dgjos gados biitiski pieaudzis valsts paterin$ valsts aizsardzibas sp&ju palielinasanai,
veselibai un izglitibai.

ledzivotaju skaita samazinajums darbasp&jas vecuma ietekmgja potencialo darbaspeka piedavajumu, ka
rezultata mazinajas brivas darbaspeka rezerves. Bezdarbs 2019.gada samazinajas lidz 6,6%, kas ir zemakais
raditajs pedgjas dekades laika. NVA registréto vakancu skaits 2019.gada bija par 36% lielaks neka pirms gada.
Ekonomiski aktivi bija 969 tukst. iedzivotaju jeb 69,1% no iedzivotaju skaita, savukart nodarbinato skaits
sasniedza 905 tukstoSus jeb 64,5% no kopgja iedzivotaju skaita. Augstakais registrétais bezdarba limenis
saglabajas Latgales regiona (13,6%), bet zemakais — Riga (4,1%).

Kops 2010. gada beigam ir atsacies atalgojuma picaugums. Darbaspéka pieprasijuma picaugums un
darbspgjigo iedzivotaju skaita samazinaSanas ar vien bitiskak ietekmé darbaspéka pieejamibu darba tirgd,
uzturot spiedienu uz darba algam. Darba algu pieaugums péd€jo Cetru gadu laika saglabajies virs 5% gada.
Vidgja bruto alga 2019.gada pieauga par 7,8%, salidzinot ar 2018.gada atbilsto$o periodu, sasniedzot 1060 eiro
(LR Ekonomikas ministrija, 2018).

Latvijas publiska sektora apjomi

Vidgji katrs vienpadsmitais Latvijas iedzivotdjs (6,48%) strada publiskaja sektora — valsts vai
pasvaldibu iestad€s, tam piederoSajas kapitalsabiedribas un citas ar valsti vai paSvaldibu saistitas institiicijas.
Rekinot no kopgja nodarbinato iedzivotaju skaita, vispargja valdibas sektora strada katrs piektais darbspgjiga
vecuma esoSs cilvéks. Lai arT absolitos skaitlos Latvija vispargéja valdibas sektora nodarbinato skaits ir
ievérojami samazinajies, emigracijas ietekme 1patsvara kritums nav tik izteikts — no 9,6% 2008. gada 1idz 6,48%
2018. gada.

Salidzinot ar citam Eiropas Savienibas valstim, Latvijas valsts parvalde stradajoso skaits neparsniedz
Eiropas Savienibas vidgjo raditaju (6,84%). Somija tas ir 4,55% (Valsts kanceleja, 2018).

Puse (49%) no vispargja valdibas sektora nodarbinatajiem strada pasvaldibas un to iestad€s. Desmita
dala ir valsts kapitalsabiedribu darbinieki (10%), bet atlikusie 5,8% - paSvaldibu komersabiedribu darbinieki.
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Pagvaldibas, ka arT valsts un paSvaldibu kontroletas kapitalsabiedribas ir autonomas lémumu pienemsana par
nodarbinato skaitu. Ministru kabinetam nav tieSas ietekmes uz stradajoso skaita mazinasanu Sajos segmentos.

No valsts budzeta finans€to iestazu griezuma ministriju centralajos aparatos un valdibas centra strada
6% jeb 3,2 tiikstosi nodarbinato. No nepilniem 60 tiikstoSiem valsts budzeta finans&to institliciju darbiniekiem
vairak neka piektdala ir amatpersonas ar specialo dienesta pakapi (Valsts policija, Ieslodzijumu vietu parvalde),
tapat $aja skaita ir 5,2 tiiksto$i karaviru, 2,6 tiiksto$i arstniecibas personu, gandriz 3,8 tiikstosi pedagogu valsts
profesionalas izglitibas iestades, 3 tikstosi darbinieku socialas apriipes centros u.c. Resoru griezuma lielakais
nodarbinato skaits ir iekSlietu struktiras — Valsts policija, Valsts ugunsdz&sibu un glabsanas dienesta,
robezsardze (Valsts Kanceleja, 2016).

Vertgjot nodarbinato sadalijjumu péc amatu saimém, domingjosa grupa ir valsts noteikto kontrolu un
uzraudzibas funkciju Tstenotaji (pieméram, Valsts ienémumu dienests, Valsts darba inspekcija, Patérétaju tiesibu
aizsardzibas centrs, Veselibas inspekcija, Valsts vides dienests, Iepirkumu uzraudzibas birojs u.c.). Otraja vieta ir
arstniecibas pakalpojumu sniedzgji (Neatlickamas mediciniskas palidzibas dienests un Valsts asinsdonoru
centrs), bet treSaja — fiziska un kvalificéta darba veicgji, pieméram, tehniki, Soferi, garderobisti, s&tnieki,
apsargi,darznieki u.tml. galvenokart Tiesu administracija, Neatlickamas medicinas palidzibas dienesta, valsts
profesionalajas izglitibas iestades, socialas apripes centros u.tml. (Valsts Kanceleja, 2016)

Valsts parvaldes kvalitate un efektivitate

Pétniece L.Tetrevova (Tetrevova, 2008) sava darba min efektivitati par galveno problému publiska
sektora darbiba. Efektivitate, péc autora N.Mankiv (Mankiv, 2000) domam, ir visefektivakais resursu
izmantoS$anas veids. B.Hamernikova, (Hamernikova, 2010), J.Pekova (Pekova, 2011), J.Rektorik, (Rektorik,
2003), efektivitati redz lidzigi. Autori to uzskata par stavokli, kura maksimalo pre¢u daudzumu un maksimalo
labumu var iegiit no pieejamajiem resursiem. Saskana ar L.Tetrevovu (Tetrevova, 2008), efektivitate ir stavoklis,
kad ekonomika darbojas uz savu iesp&ju robezas.

Vienu no definicijam piedava ar1 ES LikumdoSanas akts Nr. 502/2001 par finan$u kontroli, kura
efektivitate tiek raksturota ka "darbibu rezultatu maksimizéSana, kas saistiti ar pieejamajiem publiskajiem
lidzekliem". Turklat $is likums efektivitati raksturo ka “visefektivako publisko Iidzeklu izlietojumu, kura mérkis
ir sasniegt pec iesp&jas augstaku izpildito uzdevumu kvalitati, izt€rgjot pec iesp&jas mazak lidzeklu”.

Starptautiski salidzinams valsts parvaldes efektivitates indekss liecina, ka Latvijai ir butisks progress —
2015. gada sasniegta vértiba 1,1 (vid&ja termina meérkis 1idz 2020. gadam). Latvija p&c §1 raditaja joprojam
atpaliek no Eiropas Savienibas vid&ja raditaja, bet ir ievérojami pietuvojusies tas raditajiem kops 2008. gada.
Galvenie faktori, kas veicinajusi Latvijas progresu, ir e-pakalpojumu skaita un pieejamibas palielinasanas un
politikas planoSanas kvalitates uzlabosana.

P&c likumdosanas kvalitates raditaja Latvija ir sasniegusi Eiropas Savienibas dalibvalstu vidgjo raditaju,
bet atpaliek, pieméram, no Igaunijas rezultatiem, kas panakusi loti strauju progresu. Kaiminvalsts straujais
l€ciens skaidrojums ar Igaunijas valdibas Iémumu apstiprinat un ieviest ietekmes novérté§juma metodologiju, kas
ietver arT ietekmes p&c novertéjuma un reguléjuma kvalitates uzraudzibas kartibu.

Ka liecina ES valstis veikts apsekojums,valsts publisko pakalpojumu kvalitate ir cieSi saistita ar
sabiedribas uztic€Sanos valsts parvaldei, darfjumdarbibas vienkarSibu un socialo labklajibu. Ta ir arT valsts
vispargjas darbibas kvalitates raditajs. Priek$stats par publiskajiem pakalpojumu kvalitati ES ir butiski atskirigs
atkariba no valsts (Eirobarometrs, 2016).

Analiz€jot publiskas parvaldes efektivitates indekssu Baltijas valstu salidzinajuma pret ES vidgjo, jasecina,ka
Saja joma Latvija ir Baltija pedgja vieta, bet mégina situaciju labot. Apskatot likumdosanas reguléjuma kvalitates
indeksu Baltijas valstu salidzinajuma pret ES vidg&jo, jasecina, ka $eit Latvijai ir lidziga situacija, raditaji ir zemi.

Saskana ar L.Tetrevovu (Tetrevova, 2008) vienmer jabiit zinamam kompromisam starp efektivitati un
taisnigumu. Parmeriga efektivitates izvéle rada socialo nestabilitati sabiedriba; no otras puses, parak liels uzsvars
uz taisnigumu palénina ekonomikas izaugsmi un attisttbu. P&c autores domam publiskaja sektora svarigs
efektivitates krit€rijs ir sabalansétiba starp tadiem publisko pakalpojumu efektivitates kriterijiem ka
ekonomiskums un kvalitate, kad tiek sasniegta noteikta ietaupTjuma pakape, bet pakalpojumu kvalitate paliek
pietiekama ITmen1. Analiz&jot publisko pakalpojumu kvalitati, janem véra a1 to efektivitate.

2.2.  Sabiedribas vértéjums par valsts parvaldes darbu,
sniegtajiem pakalpojumiem

Valsts parvaldes klientu apmierinatibas pétijuma ietvaros, kas tika veikts 2019.gada septembrT, notika
Latvijas iedzivotaju aptauja, lai noskaidrotu iedzivotaju attieksmi pret valsts parvaldi kopuma, valsts iestazu
darba vertgjumu, ka arT pedgjas saskarsmes ar valsts iestadi raksturojumu. legiitie rezultati salidzinati art ar laika
posma no 2015.gada Iidz 2018.gadam veikto p&tijumu rezultatiem (SKDS, 2019).
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Biezak minétas iestades, kas, péc Latvijas iedzivotaju domam, novertétas pozitivi apkalpojot
iedzivotajus, tikai 10% gadijumu ir Valsts socialas apdroSinaSanas agenttra, Valsts ienémumu dienests (8%),
Pilsonibas un migracijas lietu parvalde (5%), Valsts policija (4%), Nodarbinatibas valsts agenttira(4%), Latvijas
pasts (3%), dazadu pasvaldibu (pils€tu, novadu) domes (3%), Neatlickamas mediciniskas palidzibas dienests
(3%) (skat.2.2.att.).

Vislabak klientus apkalpojosas valsts iestades,
%, péc LR iedzivotaju aptaujas,2019.
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2.2. att. Vislabak klientus apkalpojosas valsts iestades,%, péc LR iedzivotaju aptaujas.
Avots:SKDS,2019

Iedzivotaji aptauja sniegusi ari vert&jumu par valsts iestazu darbibu kopuma.

Novertgjot savu saskarsmes pieredzi ar pétijuma analiz€tajam valsts iestadém, aptaujatie Latvijas
iedzivotaji vertéjumus ,.teicami” vai ,,labi” sniedza biezak (38%-90%) neka kritiskos veértéjumus ,,drizak slikti”
vai ,loti slikti” (0%-25%). No uzskaititajam iestadém atzinigi visbiezak vértéta saskarsmes pieredze ar Lauku
atbalsta dienestu, Pilsonibas un migracijas lietu parvaldi, Valsts socialas apdros$inasanas agentiiru un Valsts meza
dienestu.

Raksturojot iemeslus saskarsmei klatien€, pa talruni vai pastu, nevis interneta, iedzivotaji biezak
noradijusi, ka ,,to nav iesp&jams nokartot interneta” (54%) vai vini ,,dod prieksroku sazinai klatieng” (25%).

Salidzinot laika no 2015.gada Iidz 2019.gadam veikto aptauju rezultatus, jasecina, ka kopuma atzinigak
neka ieprieks vertetas Sadas iestades: Pilsonibas un migracijas lietu parvalde un Valsts socialas apdro§inasanas
agentiira, bet nedaudz kritiskaku vértg§jumu neka iepriek$ sanéma Valsts meZa dienests, Nacionalais veselibas
dienests, Neatlickamas mediciniskas palidzibas dienests un Valsts policija.

Pasaules Bankas uznémegjdarbibas veikSanas novértéjums (angl. ease-0f-doing business), kas atspogulo
administrativa sloga izmainas un pakalpojumu vienkar$oSanu, liecina par Latvijas augo$o poziciju pakalpojumu
joma (PB, 2018).

Eiropas vienota tirgus rezultatu apkopojuma dati rada, ka Latvija iepem treSo vietu tieSsaistes
pakalpojumu nodrosinasana uznéméjiem (EK,2017).

Sabiedriskas domas aptauju dati visa ES liecina par iedzivotaju vélmi sagaidit, ka “valsts parvalde
sapratis vinu vajadzibas” un veidos “pakalpojumus tiesi pielagotus cilvékiem, kas lieto pakalpojumus” un veiks
nepiecieSamas reformas(SKDS, 2019).

Reformas ir javeic un ari regulari japarskata, izvert€jot eso$o situdciju un jaunos izaicinajumus
dinamiski mainigas vides apstaklos. Autore piekrit ekspertu veért€jumam, ka valsts parvaldes reformu plana
uzsvars ir jaliek uz sadiem jautajumiem:
efektivitates un produktivitates celSana;
mérka orientacija, no procesa uz rezultatu (darbibu jegpilnums);
funkciju centralizacija un procesu vienkarSoSana;
elastigaka cilveku parvaldiba;
konkurgtspgjiga darba samaksa, kas saistita ar rezultatu sasniegSanu;
ricibas briviba un vienlaikus — atbildibas palielinasana;
valsts parvaldes profesionalas kultiiras maina, kopigas vertibas un sadarbibas kultliras veicinasana
(Valsts kanceleja, 2017).

Noogakr~wbdpE
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2.3. Publisko pakalpojumu sistemas attistibas tendences Latvija

un ES vadlinijas

Publiskas parvaldes iestazu sadarbibas sp&ja (sadarbspgja) tiek izvirzita ka svarigs priekSnosacijums
Eiropas Savienibas dalibvalstu veiksmigai funkciongSanai. Viet€jo, valsts un Eiropas publiskas parvaldes iestazu
sadarbspé&ja palidz sasniegt mérkus, ko Eiropas Parlaments izvirzijis 2012. gada 29. marta rezolticija par ES
pilsonibu: likvidét skérslus ES pilsonu tiesibu istenosanai (Eiropas parlaments, 2012).

“Sadarbspgja” pec ES pamatnostadném ir dazadu un atskirigu publiskas parvaldes organizaciju spgja
mijiedarboties savstarpgji izdevigu un saskanotu kopigu mérku sasniegSana, un ta ietver informacijas un
zinaSanu apmainu starp organizacijam atbilstigi to darbibas procesiem, izmantojot datu apmainu starp to
attiecigam IKT sisttmam (Eiropas parlaments, 2012).

Publiska sektora informacijas joma Eiropas Parlamenta un Padomes Direktiva 2013/37/ES(EP
Direktiva 2013/37/ES, 2013) ir uzsverts, ka publiska sektora iestadeém, ja tas ir iespgjams un ir lietderigi,
dokumenti butu jadara pieejami atverta formata kopa ar to metadatiem cik vien iesp&jams augsta precizitates un
detalizacijas Itmeni tada forma, kas nodroS$ina sadarbsp€ju, atkalizmantoSanu un pieejamibu. Tap&c ir batiski, lai
ar sadarbsp&ju un tas iespgjamiem izmanto$anas veidiem saistita politika pec iespjas visefektivaka un
galalietotajam visatbilstosakaja veida butu saskanota Savienibas limeni. Lai sadarbsp&jas joma Savieniba
likvidétu sadrumstalotibu, biitu javeicina vienota izpratne par sadarbsp&u Savieniba un holistiska pieeja
sadarbspéjas risinajumiem.

Savas darbibas publiskas parvaldes iestadém Eiropas Savieniba butu jaievéro vienlidzigas atticksmes
princips. Savienibas iedzivotajiem Savienibas iestadgs, struktiiras, birojos un agenturas vajadz&tu bt tiesibam uz
vienlidzigu attieksmi. Savienibai biitu janem véra prasibas, kas saistitas ar cipu pret socialo atstumtibu. Saja zina
visa Savieniba ar publisko pakalpojumu darbspgju saistito stratégiju izstradeé bitu jaieklauj princips “pieejamiba
visiem”, nemot veéra visneaizsargatakos iedzivotajus un vismazapdzivotakos apgabalus, lai noverstu digitalo
plaisu un atstumtibu, ka aicinats Eiropas Parlamenta 2012. gada 20. aprila rezoliicija par konkurétsp&jigu digitalo
vienoto tirgu: e-parvalde ka virzitajspeks (Eiropas parlaments, 2012).

Eiropas Komisijas publikacija par publiskas parvaldes viziju (Eiropas Komisija, 2013) tiek uzsverts, ka
arvien vairak saamazinas valsts parvaldes neatkariba, jo arvien vairak ta ir savienota gan savstarp&ji, gan pari
robezam, gan sadarbojoties ar privato sektoru pakalpojumu snieg$ana. Tas notiek atvértas un parvaldibas
strukttiras, kur gan valsts iestades, gan tresas puses sadarbojas pakalpojumu sniegS8ana kopigi radot
pakalpojumus un vértibas iedzivotajiem.

Eiropas konteksta diskusija par publiskas parvaldes attistibas tendencém biezi ir saistita ar jaunas
“Eiropas administrativas telpas (EAS)” idejam - jédziens, ko parasti saprot ka administrativo struktiiru, procesu
un vértibu pakapenisku konvergenci uz kop&ju Eiropas modeli.Sadas Eiropas méroga konvergences ideju virza
dazadi speki, pieméram, kopigi tiesibu akti, pastaviga mijiedarbiba starp ierédniem un politikiem ES liment,
veicinot kop&ju izpratni, ka arT starptautiskas reformu tendences, kuras biezi veicina tadas parnacionalas
institiicijas ka OECD (Hammerschmid, Meyer, Demmke, 2007). Sava darba autori apgalvo, ka atSkirigais
Eiropas valstu un administraciju vesturiskais un institucionalais fons ietekm& ne tikai to administrativo reformu
formu un saturu, bet arT publiskas parvaldes izpé&tes zinatnisko pétijumu stilu(skat. 2.2.tab.).

2.2.tabula

Publiskas

arvaldes tradicijas

Publiskas parvaldes tradicija

Valstis

Anglosaksu tradicija

Irija, Malta, Lielbritanija

Kontinentalas Eiropas tradicija

Austrija, Belgija, Francija, Vacija,
Luksemburga, Niderlande

Vidusjtras / Dienvideiropas tradicija

Kipra, Griekija, Italija, Portugale, Spanija

Skandinavijas tradicija

Danija, Somija, Zviedrija

Parejas (p&c -padomju) perioda tradicija

Bulgarija, Cehija, Igaunija, Ungarija, Latvija, Lietuva, Polija,
Rumanija,Slovakija, Slovénija

Avots: autores veidota pec Hammerschmid, Meyer, Demmke, 2007.

Attieciba starp ES valstis veiktajam klasiskajam administrativajam reformam un publiskas parvaldes
reformam laika gaita mainijusies. Ar1 katra no ES valstim reformu gaita bijusas savas atSkiribas. Lai aprakstitu
situaciju, var izmantot Coombes un Verheijen (Coombes, Verheijen, 1997) un Pollitt un Bouckaert (Pollitt,
Bouckaert, 2004) reformu klasifikaciju - §Tm abam klasifikacijam ir vienada baze, un tas var vienkarSot §adi:

1. Radikals publiskas parvaldes reformu veids;
2. Jaukts reformu veids;
3. Pakapeniskas reformas.

Ja salidzina Baltijas valstls un citas Austrumeiropas valstis notikusas publiskas parvaldes reformas, tad esoSo

situaciju var apskatit 2.3.tabula.
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2.3.tabula
Publiskas parvaldes reformas Austrumeiropas valstis

Valsts Reformu tips

Igaunija Igaunijas reformas ir visradikalakas un balstitas uz publiskas parvaldes izmainam. Vienu no
galvenajiem izaicinajumiem Igaunija ir izvirzijusi vélme pariet tiesi uz modernam vadibas
sistémam, iepriek§ neizveidojot stabilu pamatu - Klasisko hierarhiski strukturéto valsts
parvaldi. Igaunijas valsts parvaldé galvenais merkis nav bijis izveidot stabilu pamatu
demokratijai, bet gan uzlabot valsts iestazu efektivitati. Tomér secigo neoliberalo valdibu
istenotas politikas rezultata valdibas reformu iniciativu pamattéma ir valsts lomas
samazinaSana.

Latvija Latvijas reformas var raksturot ka jauktu modeli no sakuma lidz pat pasreiz&jam reformu
darbibam. Tika ieviesti vairaki publiskas parvaldes reformu etapi, ir meginats samazinat
publiskaja parvaldé stradajoso skaitu, tacu publiskas parvaldes reformas nekad nedomingja
reformu strat€gijas.Pedeja administrativi-teritoriala reforma notikusi 2020.-2021.gada.

Lietuva Lietuva ierindojama pie valstu kategorijas ar jaukto modeli, kuras saskana ar Pollitt un
Bouckert (2004) klasifikaciju sauc par “modernizétajiem”. Apméram no 1996. gada lidz
2004. gadam valsts parvaldes reformas galvenokart virzija Lietuvas pievienoSanas ES.
Intensivaks darbs pie publiskas parvaldes reformam sakas tikai p&c pievienosanas perioda
ES.

Polija Polija ir tipisks domingjosas juridiskas pieejas parstavis reformam, un to var pieskaitit
pakapenisko izmainu grupas valstim. Polija nepartraukti reorganizé savas parvaldibas
sistémas publiskaja sektora. Jaunajai publiskajai parvaldei bija ierobezota ietekme uz Polijas
administraciju, tomer ta akcente prasibu modernizeét Polijas administraciju un vienlaikus
samazinat tas lielumu.

Cehija Parsvara pakapeniskas un juridiskas reformas. Péc 2000. gada ir maz vadibas reformu.
“Valsts parvaldes reformas koncepcija” no 1999. gada bija paredz&ta sarezgitam izmainam,
tau tika stenoti tikai administrativie pasakumi. Liberala valdiba, kas tika ievéléta 2006.
gada, méginaja ierosinat publiskas parvaldes reformas, tau velak tas netika turpinatas.

Avots:autores veidota, pec Pollitt, Bouckaert, 2004; pec Bouckaert, Nakrosis, Nemec, 2011.

Lidz ar veicamajam publiskas parvaldes reformam, svarigu nozimi ieglist arT publisko pakalojumu
kvalitate. Publisko pakalpojumu kvalitates jautajumus analiz&jusi daudzi arvalstu p&tnieki.

Publisko pakalpojumu kvalitates pétijuma Lietuvas paSvaldibas (Kondrotaite, 2012) secinats, ka
raugoties uz kvalitati sabiedrisko pakalpojumu konteksta, vissvarigaka ir patSrétaja apmierinatiba ar sniegto
pakalpojumu. Saskana ar publisko pakalpojumu kvalitates vadibas pétijumu Somija (Tuomi, 2012), valsts
sektora organizacijas pilniba neievie$ kvalitates kontroli. Galvena probléma ir ta, ka organizacijas neregulari veic
pakalpojumu kvalitates noveértéSanu, un p&c novertéSanas neattista talak savu darbibu, neuzlabo pakalpojumu
kvalitati. Pétijumu par Polijas valsts parvaldes attistibu un pasreizgjo stavokli veikusi S.Mazur, M.Mozdzen,
M.Oramus (Mazur, Mozdzen, Oramus 2018). P&tfjums ir izstradats Eiropas Komisijai ar Eiropas Valsts
parvaldes institiita (EIPA), Hertijas Parvaldibas skolas un Ramboll Management Consulting tehnisko palidzibu.
Zinojuma uzsvertas S$adas vissvarigakas uzlaboSanas jomas (KPRM, 2016): 1.Uzticibas uzlabosana
civildienestam un ta t€lam. Sabiedribas izpratnes veicinaSana par civildienesta prieksrocibam un ta lomu,
koncentr&joties uz pilsonu vajadzibam un miisdienu sazinas lidzekliem. 2. Parvaldibas un cilvékresursu kvalitate
civildienesta.

Pétijumu par saistibu starp pakalpojumu kvalitati un klientu uzvedibu Spanija veiku$i M.Sanchez-
Perez, J.C. Gazques-Abad, R.Sanchez Fernandez (Sanchez-Perez, Gazques-Abad, Sanchez Fernandez, 2007).
Petijuma identificeti pieci atSkirigi petfjumu virzieni pakalpojumu kvalitates izp&te, analiz€ta sakariba starp
pakalpojuma kvalitati un klientu nodomiem.

Kvalitates vadibu Turcijas publiskaja sektora analizgjis S.Coskun (Coskun, 2002). Kvalitates vadiba ir
bijusi Turcijas valsts parvaldes darba kartiba kop$ 1990.gada. Turcijas publiska sektora konteksta kvalitates
vadiba tiek identific€ta ne tikai ar vadibas pieeju un sistemu sabiedrisko pakalpojumu kvalitates uzlabosSanai, bet
arf ka riks Turcijas valsts parvaldes problému risinasanai. Publisko pakalpojumu kvalitati Egiptes pilsétas
salidzinajuma ar Malaiziju pétijusi Mona Ali (Ali, 2012). P&tijuma atklajies, ka klientu apmierinatiba ar
materialo ieguvumu un empatijas dimensijam pakalpojumu kvalitaté rada vislielako pienesumu. P&tijumu par
pakalpojumu kvalitati Malaizijas publiskaja sektora veicis M.H.AbdRasid (AbdRasid, 2008). P&tjjuma
identificéti vairaki publiska sektora trukumi, kur butu javeic uzlabojumi. Publisko pakalpojumu kvalitati
Taivana analiz&jis Chih-Tung Hsiao (Chih-Tung Hsiao, 2014). P&tjjuma galvena uzmaniba pieversta klientu
orient€tai pakalpojumu sist€mai un pakalpojumu sniedz&ju uzvedibai, kas ir izplatita publiskaja sektora.
Pakalpojumu kvalitates uzlaboSanas iesp&jas Lielbritanijas publiskaja sektora aprakstijusi K.Williams un
M.Saunders (Williams, Saunders, 2007). Autori piedavaja alternativus variantus pakalpojumu kvalitates
noteikSanai, kas var palidz&t uzlabot sabiedrisko pakalpojumu sniedzgju darbibu.

Publiskas parvaldes attistibas tendences un to izpéte Eiropa un pasaulé tiesi ietekme arT §T sektora attistibu
Latvija.
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Publisko pakalpojumu sistémas attistibas tendences Latvija

pie ES parejas perioda valstim, kuras notiek administrativi—teritorialas reformas un izmainas publiskas parvaldes
strukttra. 2015. gada ir uzsakta Valsts un pasvaldibu vienoto klientu apkalposanas centru izveide un darbibas
uzsak$ana novadu nozimes attistibas centros (VARAM, 2015).
Pakalpojumu centri darbojas uz pagvaldibu klientu centra bazes saskana ar vienotiem principiem,
nodrosinot:
— pakalpojumu pieteikSanu klatieng,
— iespgju klatieng pieteikt Valsts ieneémumu dienesta un Valsts socialas apdrosinasanas agenttras
pakalpojumus,
— sapemt savas pasSvaldibas pakalpojumus,
— konsultacijas par e-pakalpojumiem,
— konsultacijas par 7 valsts iestazu e-pakalpojumiem un praktisku palidzibu darba ar datoru,
internetu un elD kartes lasTtaju,
— informaciju par tuvako valsts iestazu regionalo struktirvienibu, tas darba laikiem un
pieteiksanas kartibu,
pakalpojumu pieteikumu pienemsanu un konsultacijas e-pakalpojumu sanemsana.

Nodrosinot vienas pieturas agentliras principa ievieSanu valsts un pasvaldibu pakalpojumu sniegSana,
veicinata publiskas parvaldes efektivitate. Picaudzis Valsts un pasvaldibas vienota klientu apkalpoSanas centru
(VPVKAC) skaits, paplasingjies sniegto pakalpojumu klasts, ka ar picaudzis valsts iestazu pakalpojumu skaits.
Sobrid darbojas 76 novadu nozimes un astoni regionalas nozimes centri, tikls turpina attistities.

2018.gada sniegti 82 581 valsts iestazu pakalpojumi un konsultacijas, kas ir 1,65 reizes vairak, neka noteikts
VARAM 2017.-2019.darbibas stratégija. Novadu un regionalas nozimes centros 2015.-2018.gada kopuma
sniegti 197 464 valsts iestazu pakalpojumi un pasvaldibu pakalpojumu konsultacijas, savukart novadu nozimes
VPVKAC sniegti 169 094 pakalpojumi, bet regionalas nozimes VPVKAC - 28 370 pakalpojumi
(VARAM,2019).

2019. gada iedzivotaju aptaujas rezultati parada, ka apmierinatiba ar pakalpojumu pieteikSanu
elektroniski kopuma tiek verteta labi. Visaugstak iedzivotaji noverte apkalpoSanu piesakot pakalpojumu un
pakalpojumu pieteikSanas atrumu. Salidzinot ar ieprieks$€jo gadu, nedaudz krities ir sniegtas informacijas par
pakalpojumu novertgjums (VARAM, 2019).

Informacijas sabiedribas attistibas pamatnostadnés 2014.-2020. gadam noteikta Portala www.latvija.lv,
ka vienota valsts parvaldes (t. sk. pasvaldibu) pakalpojumu portala darbiba. MK 2017. gada 4. jilija noteikumi
Nr. 400 “Valsts parvaldes pakalpojumu portala noteikumi” nosaka Portala izmantoSanas un parvaldibas kartibu,
Portala parzina un valsts parvaldes iestades pienakumus un atbildibu, informacijas apmainas kartibu starp Portala
parzini un iestadi.

Uz 2018. gadu Portala bija pieejami 133 e-pakalpojumi, ko sniedz 27 iestades, ka ari 2432
pakalpojumu apraksti un 126 dzives situaciju apraksti. Kopuma laika perioda no 2008. gada lidz 2017. gada
beigam vérojams nepartraukts pieaugums e-pakalpojumu lietosana (VRAA, 2017).

Portala saturs strukturéts divas sadalas — iedzivotajiem un uzpemgjiem. Aktuala informacija un
pakalpojumi grupéti tematiskajos blokos. Informaciju par dzives situacijam, starpinstitiiciju informaciju un
funkcionalitati iedzivotaju sadala sadarbiba ar iesaistitajam iestadém koordin€ VRAA, uznéméeju sadala — EM.

Nacionala Itmeni Latvija nav vienota elektroniska kontaktpunkta (uznéméju portals), kur iegit
informaciju par uznémégjdarbibu tas darbibas ciklos — ta uzsak$anu, prasibam uzpémuma darbibas laika un
slegSanu, konsultacijam par likumdoSanu, eksportu, atbalstu, nodokliem, atlaujam, utt. Uzne&méjdarbibas
informativa telpa ir fragmentéta, dala informacijas ir pieejama Latvijas Investiciju un attistibas agentura, dala
Ekonomikas ministrijas, Uznémumu registra, Valsts ienémumu dienesta u.c. timeklvietnés. Valsts socialas
aizsardzibas agentira tika veikta uz pakalpojumu sniegSanu orientéta iek$€jo procesu sakartoSana, klientu
apkalposSana sadarbojoties ar pasvaldibam. Ta, pieméram, atseviskas pasvaldibas ir iesp&ams pieteikt noteiktu
pabalstu sanemsanu (VARAM, 2018).

Koncepcija par publisko pakalpojumu sistemas pilnveidi

Izvertgjot publisko pakalpojumu klastu konstatéts, ka 75% no pakalpojumu klasta veido parvaldes (individualais)
pakalpojums, nozimigs ir saimniecisko pakalpojumu (~10%) un vispargja labuma pakalpojumu (~9%)
Tpatsvars.Savukart starpiestazu pakalpojumi veido 5,1%, bet tiesu varas pakalpojumi tikai 1,1% no publisko
pakalpojumu klasta (VARAM, 2012).
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VARAM sagatavotas un LR MK ar 2013.gada 19.februara rikojumu Nr.58 apstiprinatas koncepcijas “Par
publisko pakalpojumu sist€émas pilnveidi” ietvaros valsts administrativo pakalpojumu loks valsts un pasvaldibu
vienota KAC konteksta ietver $adas iestades:

— Lauku atbalsta dienests;

— Nodarbinatibas valsts agentiira;

— Pilsonibas un migracijas lietu parvalde;

—  Uzp@mumu registrs;

—  Valsts ienémumu dienests;

—  Valsts socialas apdro$inasanas agentiira;

— Valsts zemes dienests.

L1dz ar to arT LPR koncepcijas konteksta tiek ietverti tikai So iestazu sniegtie publiskie administrativie
pakalpojumi VARAM Koncepcijas ietvaros noteiktaja apjoma ka vienots pakalpojumu komplekss KAC (vai
kadas citas formas pakalpojumu nodrosinajuma vietgjas nozimes un novada nozimes attistibas centra) ietvaros
(papildus noradot par Latgales pasvaldibu teritorialo parvalzu min&tajiem atsevisku iestazu pakalpojumu — PVD,
VMD, VVD, [eM VP nepiecieSamibu), kas apvienots ar publisko individualo ,,pakalpojumu grozu” attiecigaja
attistibas centra (VARAM,2013).

Klatienes klientu apkalposanas pilnveides merkis ir nodrosinat iedzivotaju un uzpémeju vajadzibam un

VPA principam atbilstosu publisko pakalpojumu klatienes sniegSanas organize€Sanu, veicinot optimalu
pakalpojumu pieejamibu visa valsts teritorija.
Autore uzskata, ka uzlabojot klatienes pakalpojumu snieg8anas organizaciju, tiks sniegts ieguldijums publisko
pakalpojumu sistémas pilnveides mérka sasniegSana - iedzivotaju, uzpémgju un citu pakalpojumu sanéméju
vajadzibam atbilsto$u pakalpojumu izveide un to sniegSanas organiz€Sana, vienlaikus samazinot administrativo
slogu, uzlabojot uznéméjdarbibas vidi, nodros§inot pakalpojumu pieejamibu regionos un veicinot efektivaku
valsts parvaldi.

Pakalpojumu vides pilnveides plans 2020.-2023. gadam

Pakalpojumu vides pilnveides plans izstradats, pildot Valdibas ricibas plana Deklaracijas par Artura
Kri$jana Karina vadita Ministru kabineta ieceréto darbibu TstenoSanai uzdevumu — noteikt publisko pakalpojumu
vides pilnveides pasakumus pakalpojumu sniegSanas un parvaldibas pilnveidei un Ministru kabineta 2018. gada
uzdevumu — Vides aizsardzibas un regionalas attistibas ministrijai 2019. gada izstradat vid€ja termina attistibas
planosanas dokumentu, kas ietver publisko pakalpojumu vides pilnveides aspektus.

Valsts parvaldes pakalpojumu attistibu nosaka ari valdibas noteiktas prioritates un pamatprincipi.
Saskana ar A. K. Kri§jana Karina vadita Ministru kabineta deklaraciju (LR Ministru Kabinets, 2019), vienas
pieturas agentiiras pieeja, digitalo iesp&ju pilnvertiga izmantosSanas aspekti ir noteikti ka valdibas prioritates:

— l.esoSo elektronisko pakalpojumu popularizesanu, radikali paplasinot to kopgjo lietojumu;

— 2.valsts un pasvaldibu parvaldes procesu digitaliz€Sanu un modernizé$anu, tai skaita virzot
vienotu valsts digitalo pakalpojumu atbalsta centra modeli, kas cels pakalpojumu kvalitati;

— 3.vienas pieturas agentiiras pakalpojumu sanemsanas attistibas turpinasanu gan klatieng, gan
digitali, sekmét iestazu sadarbibu tieSsaistg.

Lai Sos principus istenotu, darbs tiek veikts vairakos ITmenos. Pakalpojumu joma tiek ieviests vienas
pieturas agentliras princips ka elektronisko, ta klatienes pakalpojumu sniegSana, un attistita daudzkanalu
sniegSanas pieeja, kas nozim&, ka paraléli tiek stradats gan pie &rtaku paSapkalposanas e-pakalpojumu
ievieSanas, gan tiek optimizéta un racionalizéta klatienes apkalpo$ana. Kopgja virziba valsts parvaldes
pakalpojumu nodro$inasana Latvija ir uz vienotu un centralizétu parvaldibu un iesp&ju iedzivotajiem izveleties
piemérotako kanalu pakalpojuma sanemsanai, izmantojot elektronisko kanalu vai fizisko (VPVKAC, valsts
iestazu KAC un zvanu centru) piedavajumu (LR Ministru Kabinets, 2019).

Promocijas darba 3.dala autore pievérSas pétijumam par administrativo pakalpojumu kvalitates
noveértéjuma modeli Latvijas publiska sektora iestadgs.
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3. ADMINISTRATIVO PAKALPOJUMU KVALITATES
NOVERTEJUMA PROCESS LATVIJAS PUBLISKA
SEKTORA IESTADES

Promocijas darba 3.nodala autore novértgjusi administrativo pakalpojumu kvalitati Latvijas publiska
sektora iestad@s, aprakstijusi administrativo pakalpojumu kvalitates novertejuma modeli. Nodala raksturota
pétijuma pieeja, dizains un metodologija. Autore veikusi datu ticamibas analizi, statistiski analiz&jusi p&tijuma
datus, izdarijusi datu faktoru analizi, datu klasteru analizi. Nodala atainota ari informacija, kas iegiita ekspertu
intervijas. Intervijas ar nozares ekspertiem izmantotas, lai parbauditu autores veidota administrativo pakalpoju
kvalitates novertésanas modela pielietojamibu.

3.1. Pétijjuma pieeja, dizains un metodologija

Pétijuma metodologiju var definét ka sistémisku problémas izpétes veidu. To var definét arT ka metozu
kopumu, ar kuru palidzibu tiek iegiitas zinaSanas vai dati (Rajasekar et al., 2013).

Pétijuma plans ir datu vakSanas un mérisanas projekts. Cooper un Emory (Cooper, Emory, 1995)
petijumu dizainu raksturo ka “izmekleSanas planu un struktiru”. To veido pieci galvenie komponenti, proti,
petijuma jautdjumi, petfjuma hipotéze, analizes vienibas, datu sasaiste ar hipot€zi un pétijjuma rezultatu
interpretacija. Petjjuma dizaina galvenais mérkis ir noverst situaciju, kad pétijuma rezultati nedod atbildi uz
primarajiem pétijuma jautajumiem (Kohlbacher, 2006).

Veicot pétijumus, var izmantot divas logiskas pieejas - deduktivo un induktivo, ka ari starpdisciplinaro
petijumu pieeju.

Pie deduktivas pieejas pétnieks izstrada teoriju un izstrada pétniecibas stratégiju teorijas parbaudei.
Saskana ar Olckers (Olckers, 2011) un Saunders (Saunders, 2007), deduktivajai pieejai vajadz&tu biit $adam
Tpasibam: ir jaapraksta attiecibas starp mainigajiem, un izejot no ta, jaizstrada pétijuma metodologija. Induktivas
pieejas gadijuma pétnieks apkopo datus un, balstoties uz analizEtajiem datiem, izstrada teoriju. Parasti tas tiek
darfts, kad ir griiti noteikt konstrukcijas konceptualo pamatu.

Saja pétfjuma tika izmantota starpdisciplinaro pétijumu pieeja un tam ir kvantitativs un kvalitativs
raksturs. Kvantitativie petijumi butiba ir saistiti ar skaitlisku datu vakSanu, lai izskaidrotu vai apstiprinatu
konkrétu paradibu vai teoriju. Kvantitativo p&tijumu rezultati ir aprakstosi, nevis prognozgjosi (Muijs, 2004;
Jansen, 2010; Silva, 2015).Tadgjadi So petjumu var nosaukt arT par aprakstoSu Skersgriezuma
petijumu(Martinsone, Pipere, Kamerade, 2016).

Promocijas darba metodes:

1. Logiskas analizes un sintézes metode;

2. Monografiska un analitiska teorétisko avotu izp&tes metode;

3. SERVQUAL metode-kvantitativa datu vakS$anas metode;

4. Ekspertu intervijas-kvalitativa datu vak$anas metode;

5.Datu statistiskas apstrades metode, izmantojot SPSS (22.0) programmatiiru, statistisko datu
grup&sanas metode, faktoru analizes metode, frekvencu analizes metode, hierarhiska klasteru analizes metode,
logiskas analizes un grafiskas att€lo§anas metode.

Promocijas darba teortiskaja dala, analiz€jot zinatnisko literatiru, Latvijas un ES likumdosanas
dokumentus, Centralas statistikas parvaldes datus, izmantota logiskas analizes un sintézes metode, monografiska
un analitiska teorétisko avotu izp&tes metode. Empiriskaja pétijuma izmantota kvantitativa datu vak$anas metode
- respondentu anketgSana, kuras pamata ir autores parveidots un aprob&éts SERVQUAL modelis.

Pirms aptaujas izplatiSanas autore iepriek§ veica aptaujas aprobaciju, lai noteiktu, vai ta ir lietotajam
draudziga un vai taja nav neviennozimigu vai sensitivu jautajumu. Iepriekseja parbaude lava labot klidas pirms
oficiala pétfjuma datu vakSanas. Lai noteiktu aptaujas lietoSanas &rtumu, ta tika parbaudita pie divdesmit nejausi
izv€letiem publisko pakalpojumu klientiem. Tad aptaujas jautajumi tika parveidoti, novert€§juma skala izmainita,
lai p&c tam to izplatitu publisko pakalpojumu sniedzgjorganizacijas. P&c aptaujas pabeigSanas autore datus
apkopoja, salidzindja un analiz&ja.

Petfjuma izmantota ari kvalitativa datu vakSanas metode - ekspertu intervijas, kas izmantotas, lai
parbauditu autores veidota pakalpoju kvalitates novertéSanas modela pielietojamibu. Tika intervéti nozares
eksperti, 4 pétito valsts iestazu vaditaji.

Tika veiktas klatienes intervijas ar nozares profesionaliem. Kopa tika veiktas Cetras vadibas intervijas,
ar promocijas darba pétito valsts institliciju vaditajiem. Subjektivo datu vaksanai tika izmantota dalgji strukturéta
metode. Ar So metodi tika panakta divvirzienu saruna, lai savaktu informaciju. Intervijas veikSanai tika ieverots
intervijas protokols (Creswell, 2009). Intervijas jautajumi tika rapigi izstradati, izp&tot literatliru par
pakalpojumu kvalitati, ka arT izmantojot Saja petjuma min&tas teorijas. Intervija sastav€ja no trispadsmit
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jautajumiem. Intervija tika izmantoti gan atvertie, gan slégtie jautajumi. Kopgjais aptuvenais katras intervijas
laiks tika noteikts no 60 lidz 90 minatem.

SERVQUAL metodes aptaujas datu analizei un rezultatu interpretacijai izmantota statistisko datu grup&Sanas
metode, faktoru analizes metode, hierarhiska klasteru analizes metode, logiskas analizes un grafiskas att€losanas
metode. Nozares ekspertu noveértéjuma datu analizei izmantotas logiskas analizes metodes. Datu apstradei
izmantotas Excel un SPSS (22.0) programmatras.

Saja pétijuma tika izmantota kvantitativa datu vak3anas metode, kuras pamata bija SERVQUAL
modelis. Petijums tika veikts publiskas parvaldes iestadés Latvija — Valsts socialas apdro$inasanas agentiras
Rigas, Daugavpils,Valmieras, Jelgavas, Ventspils nodalas, Valsts ienémumu dienesta Rigas, Jelgavas, Ventspils,
Valmieras, Daugavpils klientu apkalpoSanas centros,Valsts zemes dienesta Daugavpils klientu apkalposanas
centra, Nodarbinatibas Valsts agentiiras Daugavpils un Ventspils nodalas, Daugavpils regionala vides parvaldg,
Daugavpils tiesa, tas Kraslavas un Preilu nodalas. Tika ievakti anketé$anas dati no 292 augSminéto valsts iestazu
klientiem. Ka kvalitativa metode pétjjuma tika izmantotas ekspertu intervijas. Intervijas notika ar nozares
ekspertiem, 4 pétito valsts iestazu vaditajiem. Tas tika izmantotas, lai parbauditu autores veidota administrativo
pakalpojumu kvalitates noveértésanas modela pielietojamibu.

SERVQUAL metodei anketa sastavéja no divam dalam. Katra anketas dala bija 22 apgalvojumi par
pakalpojuma kvalitati, kuri sadalijuma veidoja 5 dimensiju kritériju kopumu. Klientam bija jadod vertjums
katram apgalvojumam 5 ballu skala.

A dala-paradija klienta gaidas attieciba uz apkalposanas kvalitati, ka arT dazadu kvalitates kriteriju
svarigumu klientam.

B dala- paradija klienta sanemtas apkalposanas noveértéjumu;

Novertejamais objekts anketas bija pakalpojumu kvalitate ka piecu kvalitates dimensiju kopums, kura:

— l.dimensija-Materialo ieguvumu kopums (izskats un fiziskie elementi);

— 2.dimensija- Drosums (palaviba, akurats izpildijums);

— 3.dimensija-Atsauciba (izdariba un izpalidziba);

— 4.dimensija-Kompetence (uzmaniba,uzticamiba);

— 5.dimensija-Empatija (€rta pakalpojuma sanemsana, laba komunikacija un klientu izpratne).

SERVQUAL metode radas ka instruments, ar kura palidzibu var noteikt, ka klienti uztver pakalpojuma
kvalitati. Sis instruments ir balstits uz pieciem ieprieckimingtajiem faktoriem un salidzinajumu starp klientu
ceribam vai gaidam par to, ka pakalpojums javeic, un vigu pieredzi, ka pakalpojums tiek sniegts (ceribu
noraidi$ana vai apstiprinasana).

Balstoties uz starpibu starp gaidam un reali sanemto pakalpojumu, tiek aprékinats kop€jais pakalpojumu
kvalitates raditajs.

Pétijuma tika adaptéts un praktiski parbaudits 1.nodala teorétiski aprakstitais pakalpojumu kvalitates
novertésanas modelis-SERVQUAL (Parasuraman at all, 1988).

S pétijuma mérkis bija izvértét klientu apkalposanas kvalitati administrativajiem pakalpojumiem
Latvijas publiskas parvaldes institlicijas un izstradat administrativo pakalpojumu kvalitates novertésanas modeli
Latvija. Petijuma tika parbaudita SERVQUAL metodes piemérotiba pakalpojumu kvalitates novert€Sanas
procesam, saprastas tas izmantoSanas iesp€jas, paraléli eksperiment€jot ar SERVQUAL aptaujas jautajumu
formulgjumu un vert€juma skalu. Tika izstradats petjumu modelis, p&tfjumu aptaujas anketa tika tulkota latviesu
valoda. Pirms aptaujas izplatiSanas autore veica aptaujas aprobaciju, lai noteiktu vai ta ir lietotajam saprotama un
vai taja nav neviennozimigu vai sensitivu jautajumu. Aptauja tika parbaudita pie divdesmit nejausi izveletiem
publisko pakalpojumu klientiem. Aprobacija lava labot kliidas pirms pétijuma datu vakSanas. Péc parbaudes
aptaujas jautajumi tika parveidoti, novértéjuma skala saSaurinata Iidz 5 ballu l[imenim.

Pétijums bija balstits uz publisko pakalpojumu klientu izlasi Latvijas lielakajas pilsétas - Riga,
Daugavpili, Jelgava, Ventspill un Valmiera. P&tjjuma piedalijas divi simti devindesmit divi nejausi izveleti
publiskas parvaldes iestazu klienti, kuri pirms to apmekl&juma un pé&c ta aizpildijja SERVQUAL aptauju.Klientu
izlasi var raksturot k@ nejauSu izlasi, administrativi-teritorialo, ievérojot plano$anas regionu proporcionalo
parstavniecibu.

Lai arT autore pétfja valsts iestazu sniegtos administrativos pakalpojumus, ta ir neatkariga no
noveérojamas paradibas (Lee & Wu, 2015).

P&ttjuma dizains atspogulo petjjuma veiksanas planu un procediras. P&tfjuma noform&jums palidz iegiit
atbildes uz izp@tes jautdjumiem un parvarét gritibas, kas radusas pé&tniecibas procesa (Deori, 2012).P&tijuma
posmi bija sekojosi:

— lposms (2015.- 2016. gads) - tika analizEta zinatniska literatira par promocijas darba t€mu,
teorijam un pakalpojumu kvalitates novert€Sanas modeliem; tika defin€ts pé&tijuma merkis,
uzdevumi un pétijuma hipoteze.

— 2.posms (2016.- 2017.gads) - tika izstradats p&tijuma modelis, p€tjjumu aptaujas anketa tika tulkota
latvieSu valoda. P&tfjuma modelis un anketa tika aprob&ta pie neliela klientu skaita un p&c tam
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modificéta, pielagojot merkauditorijai. Tika izveidots teorCtiskais administrativo pakalpojumu
kvalitates novertésanas procesa modelis.
— 3.posms (2017.- 2018.gads) — tika ievakti dati no 292 valsts iestazu klientiem Ventspili, Jelgava,
Daugavpili, Valmiera un Riga, veikta datu statistiska apstrade.
— 4.posms (2019.- 2021.gads) - Lai parbauditu administrativo pakalpojumu kvalitates noverté$anas
modela pielietojamibu, notika intervijas ar nozares ekspertiem, 4 pétito valsts iestazu vaditajiem,
iegiitie dati tika apkopoti un analiz&ti; tika izdariti secinajumi.

1.posms-
Zinatniskas
literatiiras analize,
definéts petijuma
mérkis, uzdevumi,

hipotéze >

2.posms-
Izstradats
pétijuma modelis,
pétijumu aptaujas
an k.eta tulkota_l N
latvieSu valoda,
aprobéta,
modificéta,
izveidots
teorétiskais
pakalpojumu
kvalitates

3.posms-
Ievakti dati no
292 valsts iestazu
klientiem Latvija,
veikta datu
statistiska
apstrade

novertesanas
modelis.

3.1. att. Pétijuma plans

Avots:autores veidots attels,2020.

4.posms-
Iegtito datu
apstrade un
analize,
intervijas ar
nozares
ekspertiem,
pilnveidots
pakalpojumu
kvalitates
novertesanas
modelis

Konstrukts, kas tika apstiprinats $aja pétijuma, ir izveidots péc “realas dzives” paradibam. Ka redzams
3.1. tabula, §im pétjjumam izvEletais dizains ir apraksto$s, Skérsgriezuma pétijums (Martinsone,Pipere,

Kamerade, 2016).

Apraksts

Pétijuma dizaina raksturojums

Skaidrojums

3.2.tabula.

Pétijuma dizaina raksturojums

Pétijuma dizaina klasifikacija

Galvenie pétniecibas jautajumi

Tipiski pielietojumi

Atlase

Novérosanas veids / datu avoti

Datu analize

Sis pétijums ir aprakstoss, $kérsgriezuma pétijums (Martinsone,Pipere,

Kamerade, 2016)

Sis pétijums ir kvantitativs. Datu vak$anai izmantota anketé§anas metode.
P&tijuma merkis ir iegilit datus no parauga, kas ir reprezentativs lielakam
skaitam cilvéku (Marshall, 1996; Mouton, 2001). P&tijuma ir veikta
empiriski iegiito skaitlisko datu apkoposana ar vid&ju kontroli (Mouton,

2001).

P&ttjumam ir arT kvalitativs raksturs. Pielietota interviju metode.

P&ttjuma hipotéze $aja petijuma ir izpetes un galvenokart aprakstosa

(Mouton, 2001; Hesse-Biber & Leavy, 2011).

Saja pétfjuma tika izmantota publiskas parvaldes kientu aptauja (Mouton,

2001) un nozares ekspertu intervijas.

Saja pétTjuma izmantotais izlases veids ietver neiesp&jamibu un to bieZi
izmanto, Tpasi tirgus izp&té (Marshall, 1996; Mouton, 2001).

Datu avoti pétijuma ietver nejausu, administrativi-teritorialo respondentu

izlasi (Mouton, 2001).

Datu analize ietver aprakstoSo statistiku lielu apsekojuma datu kopu analizg.
Saja pétijuma izmantotas metodes ietver statistiskas grafikas izmantoSanu

(Mouton, 2001).

Avots: autores veidota tabula péc Mouton, 2001.
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LR publiskas Datu analize, Lai apstiprinatu
parvaldes izmantojot autores veidota
iestazu un to statistisko pakalpojumu
I filiaJu klientu datu kvalitates
Teorétiskas . Datu . I
. _ aptauja - grupésanas noveértésanas
literatdras . statistiska .
i anketésana metodi, procesa modela
analize ar apstrade ar ielietoiamil
e ar autores faktoru pielietojamibu,
monografisko " |
_ tulkotu un analizes izmantotas
un analitisko ] SPSS (22.0) ' ' )
.. aprobétu metodi, intervijas ar
teoreétisko ) L
o SERVQUAL programma- hierarhiska nozares
avotu izpetes _ o
. metodes tdru klasteru specialistiem-
metodi B
anketu analizes ekspertiem.
metodi,
-kvantitativa logiskas -kvalitativa
petijumu analizes un pétijumu
metode- sintézes metode-

3.2.att.Pétijuma dizains
Avots:autores veidots attels,2020.

Munro un Munro (Munro, 2003) pétjjuma izlasi definé ka populacijas dalu, kuru izmanto par pamatu,
lai izdaritu secinajumus par lielaku populaciju, kuru paraugs parstav. Tapéc efektivas izlases izteiktajiem
viedokliem jabiit reprezentativiem attieciba uz pétamo populaciju.

Ir divu veidu izlases metodes: varbitibas un neiesp&jamibas izlases metodes. Varbiitibas izlases
veidoSana ir izlases metode, kura ir zinama katra dalibnieka atlases varbuitiba no populacijas, savukart
neiesp&jamibas izlase ir izlases metode, kura nav zinama katra gadijuma izvéles iesp€ja vai varbiitiba (Olckers,
2011). Petijuma datu ieguvei tika izmantota neiesp&jamibas izlase.

Petijuma rezultatu statistiskai analizei tika izmantota SPSS (22.0) programmatira.

3.2.  Administrativo pakalpojumu kvalitates
novértesanas modelis

Analizgjot zinatnisko literatiiru, jasecina, ka p&dgjo dazu gadu desmitu laika pakalpojumu kvalitates
novertéSanas modeli ir bijusi praktiku, uzneémumu vaditaju un zinatnieku uzmanibas centra, jo sniegto pakalpojumu
kvalitate specigi ietekmé uznémumu darbibu. Augsta pakalpojumu kvalitate rada augstaku veikstsp&ju, zemakas
izmaksas, klientu apmierinatibu, klientu lojalitati un paaugstina uzp€muma rentabilitati (Leonard, Sasser, 1982;
Cronin, Taylor, 1992; Gammie, 1992; Hallowell, 1996; Chang, Chen, 1998; Gummesson, 1998; Lasser et al., 2000;
Silvestro, Cross, 2000; Newman, 2001; Sureshchander et al., 2002; Guru, 2003). Lai organizacija iegiitu attistibas
prieksrocibas, tai ir jaizveido sistéma, kas palidz&tu iegiit un analizét informaciju par klientu gaidam attieciba uz
apkalposanu un esoSo apkalposanas kvalitati, par pakalpojumu kvalitates komponentiem. Autores modelt tiek paradita
saistiba starp nozimigakajiem mainigajiem (Ghobadian et al., 1994). Tas ir vienkarSots uznémuma vai iestades
administrativo pakalpojumu kvalitates novertésanas sistemas apraksts (skatit 3.3.attelu).
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UZNEMUMA MERKI,
UZDEVUMIMISIJA,VIZIJA

UZNEMUMA
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UZNEMUMA
IEKSEJA VIDE

UZNEMUMA DARBIBAS
STRATEGUA

KVALITATESVADIBAS
SISTEMAS IZVEIDE
(KVALITATES
ROKASGRAMATA,
KLIENTU APKALPOSANAS
STANDARTI)

DARBINIEKU
APMACIBA

KLIENTU ANKETESANA
AR MODIFICETO
SERVQUAL ANKETU

SAGAIDAMA
PAKALPOJUMA
NOVERTEJUMS

i

PAKALPOJUMA
NOVERTEJUMS

4

PAKALPOJUMA
KVALITATE

MATERIALO
IEGUVUMU

DROSUMS

PAKALPOJUMU
KVALITATES ANALIZE
UN SECINAJUMU
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ATSAUCIBA
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3.3. att. Administrativo pakalpojumu kvalitates novertéSanas modelis

Avots:autores veidots atteéls,2020.
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Uzsakot uzpémuma vai iestades darbibu, sakotngji tiek noteikti ta mérki un uzdevumi, misija un vizija.
Nemot par pamatu mérkus un uzdevumus, tiek izstradata uzpémuma darbibas stratégija. So uzpémuma
veiksmigas darbibas nosactjumu izveli vistie§ak ietekme tadi faktori ka uznémuma iek$&ja un ar€ja vide. Péc
darbibas uzsakSanas uzp@émuma jaizveido iestades kvalitates kontroles sist€éma, kas ietver kvalitates
rokasgramatas un klientu apkalposanas standartu izveidi. Notiek darbinieku apmaciba par klientu apkalpos$anas
standartiem un klientu apkalposanas procesu. P&c klientu apkalpoSanas uzsakSanas, modelis paredz uzsakt
regularu, vélams vismaz 2 reizes ceturksni, klientu ankete€Sanu ar modificcto SERVQUAL anketu. Seit tiek
izmantota autores modificéta un aprobéta SERVQUAL anketa. Péc anketé$anas datu apkoposanas tick analizéta
informacija par klientu sagaidamo pakalpojumu, uztverto pakalpojumu, sniegtda pakalpojuma kvalitati,
pakalpojumu efektivitati. To veic pakalpojumu kvalitates uzraudzibas uzn kontroles vieniba. legtita informacija
var tikt izmantota gan darbinieku novérté$ana, gan uzlabojumu veiksanai. Informacija tick komunic&ta gan
vadibas Itmeni, gan darbinieku sanaksmés. Modelis paredz ari parmainu plana izstradi, komunikaciju un
veiksanu. Sie procesi var radit ietekmi uz uznémuma vai iestades iek$&jo vidi, uznémuma stratégiju, klientu
apkalposanas standartiem. Autores izveidoto administrativo pakalpojumu kvalitates noveértéSanas modeli var
skatit 3.2.attela. Autore sniegusi ar1 skaidrojumu par administrativo pakalpojumu kvalitates novertéSanas modelt
ieklautajiem jédzieniem (skatit 3.2. tabula).

3.2.tabula.
Administrativo pakalpojumu kvalitates novertéSanas modeli izmantoto jédzienu skaidrojums
Jédziena nosaukums Iss skaidrojums
Uzpémuma mérki, uzdevumi, misija, vizija Merkis — konkréts rezultats, ko cenSas sasniegt uznémums;
Uzdevumi-uzpémuma darbibas nosacijumi, lai Tstenotu nospraustos
mérkus.

Uzp@muma misija ir iestade apzinata un publiski defingta
organizacijas esamiba, tas statuss un darbibas biitiba, eksistéSanas
iemesls.

Vizija- kodoligi izteikta organizacijas v€lama nakotne, attistibas
orientieris.

Uzpémuma aréja vide Ar&jo vidi veido faktori, ko uznémums nevar ietekm@t vai mainit:
ekonomiskie — inflacija, bezdarbs, iedzivotaju pirktsp€ja, dzives
Iimenis,valsts ekonomikas augsupeja vai lejupslide;
socialie, kultiras un demografiskie — iedzivotaju sociala piederiba,
kulttras Itmenis, iedzivotaju skaita pieaugums, iedzivotaju nacionala
struktiira, kultiiras,izglitibas limenis, tautu religiskas un tikumiskas
normas;
tehnologiskie — jaunu razo$anas un sakaru tehnologiju attistiba,
zinatnes un tehnikas attistiba;
politiskie — valsts argja politika, attiecibas ar citam valstim,
ekonomiska un politiska situacija pasaulg;
tiesiskie — $ie faktori ietver mijiedarbibu starp uznémumu un
valdibu vai likumdevgjiem; likumdosana, nodoklu politika;
institucionalie un informativie — uznémgjdarbibas normalai norisei
nepiecieSamas nerazojosas sferas iestades un organizacijas: bankas,
apdrosinasanas kompanijas, pakalpojumu un konsultaciju dienesti,
reklamas agentiiras, tirgus pétiSanas agenturas, uznéméjdarbibas
atbalsta centri u.c.

Uzpémuma iekséja vide Ieks&jo vidi veido tie faktori, kurus vadiba var ietekmét vai
mainit:uznémuma mérki, stratégija,uzdevumi;darbinieki,vinu zina-
$anas,prasmes,uztvere, iemanas;uznémuma struktiira,darba daliSana,
strukttrvienibas, funkciju sadale un izpilde;

tehnologija, iekartu izmanto§ana, informacijas sistémas; uznémuma
kulttira, vaditaja darba stils.
Uzpémuma darbibas stratégija Uzpémuma strat€gija tiek izstradata ilgtermina. Ta ieklauj $adus
elementus: mérki, viziju, misiju, strat€giskos virzienus.
Atbilstosi strategiskajiem virzieniem tiek izstradats ricibas plans.
Kvalitates vadibas sistémas izveide Kvalitates vadibas sisteémas izveide ietver:

-organizacijas procesu apzinasanu, analizi un mijiedarbibas shémas
izstradi,
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Jeédziena nosaukums Iss skaidrojums

-procesu aprakstu izstradi;
-kvalitates rokasgramatas un klientu apkalposanas standartu izstradi;
Darbinieku apmaciba Modeli ir paredz&ta gan darbinieku apmaciba par klientu

apkalposanas standartiem, gan par veicamajam izmainam klientu
apkalposana péc klientu anketéSanas rezultatu analizes.

Klientu anketé$ana ar modeficéto Modeli ir paredz&ta klientu anket€Sana ar autores modefic&to

SERVQUAL anketu SERVQUAL anketu vismaz divas reizes ceturksni(sakuma un
beigas)

Sagaidama pakalpojuma novertejums Autores modificétas SERVQUAL anketas A dala parada klienta

gaidas attieciba uz apkalpoSanas kvalitati, ka arT dazadu kvalitates
kriteriju svarigumu klientam.

Sanemta pakalpojuma novertejums Autores modificétas SERVQUAL anketas B dala parada klienta
sanemtas apkalpoSanas novertgjumu

Pakalpojuma kvalitate Kopgjais pakalpojumu kvalitates raditajs tiek aprékinats,balstoties uz
starpibu starp gaidam un reali sapemto pakalpojumu.

Pakalpojumu kvalitates, efektivitates analize P&c klientu anket&Sanas tiek veikta iegiito datu statistiska apstrade,

un secinajumu izdariSana par parmainam rezultatu analize,secindjumu izdari$ana par nepiecieSamajam
parmainam.

Parmainu plana izstrade un vadiba Parmainas ir iek$&ju un argju faktoru izraisitas izmainas organizacijas

sisteémas darbiba. Lai sasniegtu organizacijai vélamos izmainu
rezultatus un mazinatu izmainu raditas negativas blakus ietekmes,
parmainas ir mérktiecigi javada

Vertikala un horizontala komunikacija Ar vertikalo komunikaciju autore saprot informacijas pliismas
virzisanu augSup vai lejup starp dazadu Iimenu vaditajiem un
paklautiba esosajiem darbiniekiem.
Horizontala komunikacija ir informacijas pliismas virziba viena
limeni — starp dazadu struktiirvienibu vaditajiem vai starp
darbiniekiem.

Avots: autores veidota tabula,2020

Izmantojot autores veidoto administrativo pakalpojumu kvalitates novértéSanas modeli, uznémumu
vadttaji un pétnieki var iegiit sikaku informaciju par klientu sagaidamo pakalpojumu kvalitates novertgjumu,
uztverto pakalpojumu kvalitates novertgjumu, sniegto pakalpojumu kvalitati un tas komponentem. Uzpemumam
ir iesp&ja, pamatojoties uz iegiito informaciju, izstradat un veikt izmainas pakalpojumu sniegSanas procesa, arl
papildus apmacit darbiniekus, lai sasniegtu augstakus rezultatus. Saja konteksta modelis iegiist ipagu nozimi, jo
tas ne tikai palidz izzinat ar pakalpojumu kvalitati saistitos faktorus, bet ari sniedz noradijumus uzlabojumiem.
Administrativo pakalpojumu kvalitates novért€Sanas procesa modelis lauj uznpémumu un iestazu vadibai
identificét kvalitates problémas un tad&jadi palidz planot kvalitates uzlaboSanas programmas uzsaksanu,
uzlabojot uzneémuma efektivitati, rentabilitati un kop&jo sniegumu.

3.3. Datu ticamibas analize

P&tijuma panakumi ir atkarigi no datu validitates un ticamibas. Validitate tiek definéta ka pakape, kada
pétijums méra to, ko tas ir izvirzijis mérisanai, turpret ticamiba ir saistita ar p&tijuma konsekvenci (Nyandoro,
2012; Heale & Twycross, 2015).

P&c Phelan un Wren domam, pastav daudzi deriguma aspekti, ieskaitot satura derigumu, konstrukta
derigumu un kritériju derigumu. Saja pétijuma tika novértéta hipotézes pamatotiba, lai noskaidrotu, vai
mérinstruments (aptauja) ir atbilstosi novertgjis pakalpojumu kvalitati (Phelan & Wren, 2005; Heale &
Twycross, 2015).

Datu ticamiba, tapat ka derigums, ir veids, ka novertét datu vakSanai izmantotas meriSanas procediiras
kvalitati. Lai p&tijuma rezultatus uzskatitu par derigiem, m&rjjumu procedirai vispirms jabit ticamai (Lund
Research Ltd, 2012). Ticamiba attiecas uz mérinstrumenta konsekvenci. Aptauja ir izmantota daudzos
ieprieks€jos pétljumos, un ta tiek uzskatita par parbauditu un ticamu datu vakSanas riku (Heale & Twycross,
2015). Iek$g§ja konsekvence vai viendabigums tiek aprékinats, izmantojot Cronbach’s alpha, kas saskana ar
Heale un Twycross (Heale &Twycross, 2015) ir visbiezak izmantotais tests, lai noteiktu p&tniecibas instrumenta
iek$€jo konsekvenci. Turklat no tehniska viedokla Cronbach’s alpha nav statistisks tests, bet gan ticamibas vai
konsekvences koeficients (Tavakol & Dennick, 2011; Nyandoro, 2012).
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P&c Tavakol un Dennick (Tavakol, Dennick, 2011) teikta, Cronbach’s alpha ir LT Kronbaha 1951. gada
izstradats riks, lai izméritu ick$€jo konsekvenci. Datu ticamiba ir atkariga no konsekvences: $aja konteksta
ticamiba ir indekss tam, cik labi tests konsekventi méra to, ko tam vajadz&tu izmerit. Piem@ram, uznémums var
izveidot aptauju saviem darbiniekiem, lai novertetu vinu apmierinatibu ar darbu. Datu augsta ticamiba norada, ka
aptauja pastavigi méra vinu apmierinatibas ar darbu. Zema ticamiba noraditu, ka ta méra kaut ko citu vai,
iespgjams, vispar neko (Andale, 2014). Datu ticamibas testus, piem&ram, Cronbach’s alpha, visbiezak izmanto,
lai noskaidrotu, vai aptaujas ar vairakiem Likerta skalas jautajumiem ir ticamas. Zemak 3.3. tabula paraditas $§1
pétijuma Cronbach's alpha koeficienta vértibas, kas norada uz datu augstu ick$gjo konsekvenci.

3.3.tabula.
Petijjuma Cronbach’s Alpha vertibas
Pakalpojumu kvalitates dimensijas Cronbach’s Alpha
Materialo ieguvumu dimensija 0.761
DrosSuma dimensija 0.745
Atsaucibas dimensija 0.787
Kompetences dimensija 0.631
Empatijas dimensija 0.813

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi, 2019.

Saskana ar Bryman (Bryman, 2016), Cronbach’s alpha koeficients var mainities intervala no 1, kas
parada perfektu ieksgjo ticamibu, 1idz 0, kas savukart liecina par datiem, kuriem nav ieksgjas ticamibas. Ka
paradits 3.4. tabula, visiem pétjjuma ieklautajiem mérijumiem koeficients bija 0,7 un vairak, kas norada uz
pienemamu meérinstrumenta iek$€jas ticamibas pakapi. Cronbach’s alpha tika aprékinats, izmantojot SPSS
programmatiiras versiju 22.0.

3.4. tabula.
Datu ticamiba péc Cronbach’s Alpha vertibam.

Cronbach’s Alpha Datu ticamiba
alfa lielaks vai vienads ar 0,9 izcila
alfa 0,9-0,8 laba
alfa 0,8-0,7 pienemama
alfa 0,7-0,6 diskutabla
alfa 0,6-0,5 zema
alfa 0,5-0,4 nepienemama

Avots: péc Andale, 2014.

Empirisko datu salidzinos$a analize tika veikta apstradajot datus ar statistiskas apstrades un analizes
paketes SPSS (The Statistical Package for Social Science) programmas 22 versiju, pétijuma rezultati analiz&ti
pec sekojosas shémas:

1. Vilkoksona rangu kritérijs.
2. Faktoru analize;
3. Hierarhiska klasteru analize;

ST pétijuma rezultatu novértésanai tika izmantots Vilkoksona kritérijs, kas lauj noveértét atskiribu starp
divu izlasu medianam. Aprekinos tiek izmantoti pazimes vertibu rangi, un ar ta palidzibu iesp&jams noteikt, vai
divam neatkarigi veidotam izlasém ir vienadi sadalfjumi. Sis kritérijs ir loti populara neparametriska procediira.
Vilkoksona kritérijs maz atSkiras no t-krit€rijiem, izmantojot atsevisko vai kop&jo dispersiju. Taja pasa laika, lai
to izmantotu, nav japienem, ka izlases ir sadalitas normali. Turklat Vilkoksona testu var izmantot pat tad, ja
pétniekam ir pieejami tikai ranga raditaji. ST situacija ir diezgan izplatita marketinga pétijumos, kad skaitlisku
datu trikums nelauj izmantot t-krit€rijus.

Testu piedavaja amerikanu statistikis Frenks Vilkoksons sava 1945. gada publicétaja revolucionaraja
pétijuma. Tests lika pamatus hipot€zu parbaudei ar neparametrisko statistiku, kuru izmanto datiem, kurus var
sarindot, bet kuriem nav skaitlisku vertibu, pieméram klientu apmierinatibas datiem.

Lai piem@rotu Vilkoksona kritériju, novérojumi, kas ietverti divas izlas€s ar tilpumu nl un n2, jaaizstaj
ar to apvienotajam rindam (ja sakotn&jie dati nav ranzeti). Noverojumu skaits abos paraugos ir nl + n2.
Mazakais ranz&jums ir vienads ar mazako no n1 un n2 noverojumiem, otrais ranz&jums ir vienads ar mazako no
atlikusajiem noveérojumiem un ta talak, [idz m&s sasniedzam lielako ranz&jumu. Ja vairakas vertibas ir savstarp€ji
saistitas, ir nepiecieSams katru no tam aizstat ar vidéjam rindam, kas aprékinatas ta, it ka §is vértibas biitu
neatkarTgas viena no otras.
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Pétnieki J.L. Hodges un E.L. Lehmann (Hodges, Lehmann, 1956) sava raksta min, ka Vilkoksona testa
vertibam pie normala sadalijuma jabiit robezas <0,05.

P&c petijuma datiem veikta Vilkoksona testa rezultatiem redzams, ka iegiitds vertibas ieklaujas
augSminctajas robezas (skat. 3.8.tabulu).

Aptauja ieklautie jautajumi bija balstiti uz pétijuma jautdjumiem un hipot€zi un bija saistiti ar
pakalpojumu novertgjumu publiskaja sektora. Uz aptaujas jautajumiem atbild&ja publiska sektora iestazu klienti.
Autore uzskata, ka petijums bija gan ticams, gan pamatots, jo iegiitie dati reprezentativi atspogulo to, ka klienti
uztver pakalpojumu kvalitati.

Pirms aptaujas izplatiSanas autore veica aptaujas aprobaciju, lai noteiktu, vai ta ir lietotajam saprotama
un vai taja nav neviennozimigu vai sensitivu jautajumu. lepriek§€ja parbaude lava labot kltidas pirms oficialas
pctijuma datu vakSanas. Lai noteiktu aptaujas lietoSanas &rtumu, ta tika parbaudita pie divdesmit nejausi
izvéletiem publisko pakalpojumu klientiem. Tad aptaujas jautajumi tika parveidoti, novertejuma skala izmainita,
lai p&c tam to izplatitu publisko pakalpojumu sniedz&jorganizacijas. Péc aptaujas pabeigSanas autore datus
apkopoja, salidzinaja un analiz&ja.

3.4. Pétijuma respondentu visparigs
raksturojums

P&tijums bija balstits uz publisko pakalpojumu klientu izlasi Latvijas liclakajas pilsétas - Riga,
Daugavpili, Jelgava, Ventspill un Valmiera. P&tjjuma piedaljjas divi simti devindesmit divi nejausi izveleti
publiskas parvaldes iestazu klienti, kuri pirms to apmekl&juma un péc ta aizpildija SERVQUAL aptauju.
P&tijums notika no 2017.gada lidz 2018.gadam. Klientu izlasi var raksturot ka nejausu izlasi, administrativi-
teritorialo, ievérojot plano$anas regionu proporcionalo parstavniecibu, , tadéjadi nemot véra iedzivotaju skaita
procentudlo sadalijumu pa Latvijas planoSanas regioniem.

Lai sniegtu visparigu informaciju par respondentiem, savakto datu analizei tika izmantota SPSS 22.0 -
socialo zinatnu statistikas pakete. Datu aprakstoSas statistikas rezultati ir apkopoti turpmakaja teksta.
Respondentu visparigais raksturojums ietver to dzimumu, vecumu, izglitibas limeni un nodarbinatibu. Kopuma
aptauja piedalfjas 292 respondenti. P&tijuma piedalijas 214 sievietes, kas sastada 73.3% un 78 viriesi (26.7%),
skat.3.5.tabulu.

3.5. tabula
Pétijuma respondentu dzimums
BieZums % Ticamibas% Kumalativais%
Sievietes 214 73,3 73,3 73,3
Viriesi 78 26,7 26,7 26,7
Kopa 292 100,0 100,0 100,0

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi,2019.

Pé&tijuma respondenti vecuma zina dalijas 3 grupas: 20-40gadi, 41-60gadi, 60< gadi. Respondenti vecuma no 20-
40g. bija 101, kas sastada 34.6 % no kop&ja respondentu skaita, vecuma grupa 41-60g. bija 132 respondenti, kas
sastada 45.2% no kopgja respondentu skaita, savukart vecuma grupa 60< ietilpa 59 respondenti, kas sastada
20.2% no kopgja respondentu skaita, skat. 3.6. tabulu.

3.6. tabula.
Pétijjuma respondentu vecuma grupas
BieZums % Ticamibas % Kumalativais%
20-40 101 34,6 34,6 34,6
41-60 132 45,2 45,2 452
60< 59 20,2 20,2 20,2
Kopa 292 100,0 100,0 100,0

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi,2019.
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P&ttjuma respondentu izglitibas Itmenis bija dazads. Petjjuma piedalijas gan respondenti ar augstako izglitibu,
kuru bija vairakums -165 cilveki, kas ir 56.5% no kopgja respondentu skaita, gan ar vid€jo specialo izglitibu -
101 cilveki, kas sastadija 34.6% no kopgja skaita, gan ar vidgjo izglitibu — 26cilveki, kas sastadija 8,9% no
kopgja respondentu skaita,skat. 3.7. tabulu.

3.7. tabula.
Pétljuma respondentu izglitibas ITmenis
BieZzums % Ticamibas% Kumulativais%

Vidgja izglitiba 26 8,9 8,9 8,9
Vidgja speciala izglitiba 101 34,6 34,6 34,6
Augstaka profesionala 165 56,5 56,5 56.5
izglitiba

Kopa 292 100,0 100,0 100,0

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi, 2019.

Pétijuma tika apzinata arT respondentu nodarbinatiba. P&tijuma piedalijas 208 stradajosie, kas bija
71,28%no kopgja skaita, 47 pensionari (15,96%), un 37 bezdarbnieki (12,77%).

3.5.  Administrative pakalpojumu kvalitates
noveértésanas rezultati Latvijas publiska
sektora iestadés

P&tfjuma pamata bija publisko pakalpojumu klientu izlase, kopuma 292 cilvéki Riga un Latvijas
regionu centros Valmiera, Ventspili, Jelgava un Daugavpili 2017.-2018.gada. Pétijums tika veikts Latvijas
regionu valsts institlicijas, kas sniedz socialas palidzibas (VSAA), nodarbinatibas veicinasanas pakalpojumus
(NVA); isteno nodoklu politiku valsti (VID), isteno valsts vides aizsardzibas politiku (VARAM); sniedz
juridiskas palidzibas pakalpojumus (Daugavpils Tiesa). Tika verteta iestazu klientiem sniegto administrativo
pakalpojumu kvalitate.

Respondentu anket€Sana tika veikta publisko pakalpojumu sniegSanas vietas. Respondenti tika
iepazistinati ar aptaujas saturu un merki. Pirms datu sniegSanas tika garant€ta respondentu anonimitate. Pettjuma
tika nemti véra &tiskie un tiesiskie principi, lai nodros§inatu, ka netiek parkaptas pétijuma dalibnieku personigas
tiesibas. Anketa tika sagatavota péc zinatniskas literatiiras avotu parauga.

SERVQUAL metodes anketa sastavgja no divam dalam. Katra anketas dala bija 22 pazinojumi par
pakalpojumu kvalitati, kas atbilstosi sadalijumam veidoja 5 dimensiju kritériju kopumu. Klientam bija janoverté
katrs pazinojums saskana ar 5 ballu skalu.

— A dala - paradija klienta v€lmes attieciba uz pakalpojumu kvalitati, ka arT dazadu kvalitates kriteriju
nozimi klientam.
— B dala - paradija klienta sanemtas apkalpoSanas novertgjumu;
— Abas anketas dalas vert€jamais objekts bija pakalpojumu kvalitate ka piecu kvalitates dimensiju
kopums, kas sastav no 22 kriterijiem, kur:
dimensija - materialo ieguvumu kopums (izskats un fiziskas sastavdalas);
dimensija - drosiba (uzticamiba / preciza izpilde);
dimensija - atsauciba (riipiba un izpalidziba);
dimensija - kompetence (uzmaniba, uzticamiba);
dimensija -empatija (&rta pakalpojumu sanemsana, laba komunikacija un klientu izpratne).

Datu analizei tika izmantota statistikas programmatiiras pakete “SPSS 22.0.0 for Windows”.

Talak analizéti 2017.-2018. gada veikto pétfjumu rezultati. To statistiska analize ir atklajusi $adus
rezultatus(skat.3.8.tabulu).
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3.8. tabula.
Starpiba starp klientu uztverta pakalpojuma novértéjumu un
gaidita pakalpojuma (P-E) novértéjumu. Administrativo pakalpojumu kvalitate.

Gaidita Uztverta P-E-
Dimensija pakalpojuma(E) pakalpojuma(P) Pakalpojumu Wilkoksona kritérijs
novertéjums noverteéjums kvalitate
Videjais SN Videjais SN Videjais z NL
g1 4,2021 ,97226 4,0925 ,90151 -,1096 -1,634° ,102
q.2 4,2637 1,06280 3,9692 ,94291 -,2945 -3,638° ,000
g3 3,8253 1,33173 3,9144 1,03688 ,0890 -1,011° 312
q_4 4,3390 ,99386 3,8185 1,06067 -,5205 -6,657° ,000
q_5 4,5890 ,78798 4,0377 ,93534 -,5514 -7,689° ,000
q_6 4,8527 ,40046 3,9760 1,01675 -,8767 -10,881° ,000
q_7 4,7808 ,56219 4,0959 1,02430 -,6849 -8,844° ,000
q.8 4,6644 ,72061 4,0787 0,9253 -0,5856 -8,610° ,000
g9 4,7637 ,54582 4,1199 ,93941 -,6438 -9,379° ,000
q_10 4,5959 ,69439 4,1747 ,91961 -,4212 -6,449° ,000
g 11 4,5548 ,79975 3,9692 1,07250 -,5856 -7,243° ,000
q_12 4,7603 ,52830 4,0445 1,02615 -,7158 -9,180° ,000
q_13 4,8836 ,34202 4,1027 ,99296 -,7808 -10,408° ,000
q_14 4,5856 0,7006 4,0034 1,01365 -0,5821 -7,890° ,000
q_15 4,5308 0,7338 3,9486 1,03915 -0,5821 -7,929° ,000
q_16 4,7055 ,59399 4,3082 ,87000 -,3973 -6,620° ,000
q_17 4,3082 ,83370 3,7979 1,12314 -,5103 -6,426" ,000
q_18 4,1610 ,94421 3,8014 1,00254 -,3596 -4,907° ,000
q_19 3,9897 1,08879 3,5205 1,26935 -,4692 -5,017° ,000
q_20 4,0719 1,00084 3,6438 1,11682 -,4281 -5,035° ,000
q_21 4,5479 ,68446 4,0925 ,90532 -,4555 -7,282° ,000
q_22 4,4110 ,81372 4,1815 ,85631 -,2295 -3,257° ,001
Materialie ieguvumi 4,1575 ,78676 3,9486 ,81197 -,2089 -4,265° ,000
Drosiba 4,7301 ,38070 4,0616 0,8187 -,6685 -11,234° ,000
Atsauciba 4,6986 ,43909 4,0728 ,87788 -,6259 -10,265" ,000
Kompetence 4,5325 0,5563 4,0146 ,90294 -0,5179 -8,685" ,000
Empatija 4,2363 ,66357 3,8479 ,82614 -,3884 -7,063° ,000
Kopa 22 q. 4,4721 0,4200 3,9859 0,7722 -0,4861 -10,267° ,000

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00,2019.

Vidgja klientu gaidita pakalpojuma novertg§juma vertiba ir 4,47. Vidgja uztverta pakalpojuma
noveértéjuma vertiba ir 3,98.Gaidita pakalpojuma novértéjuma rezultati redzami 3.9.tabula.

Salidzinot ar lidzigu pétfjumu datiem Egipté un Malaizija, jasecina, ka Latvija klientu gaidas par
pakalpojumu ir zemakas. Uztvertais pakalpojums Latvija novértéts augstak neka Egipte, bet zemak neka
Malaizija. (skat.3.9.tabulu).
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3.9. tabula.
Klientu gaidita pakalpojuma novértéjuma raksturojums

Anketu skaits ideiai

Kvalitates ;];?(fijtiliss Videjais gaiditais
_ 1 Ticamas Zaudétas sdais = g akalpoiums
dimensijas Videji Mediana | Moda pakalpojums p .p"J_

Ee. Malaizija

Egipte
Materialie 292 0 4,1575 4,2500 5,00 6,029 4,69
ieguvumi
Drosiba 292 0 4,7301 5,0000 5,00 6,194 5,81
Atsauciba 292 0 4,6986 5,0000 5,00 6,181 4,67
Kompetence 292 0 4,5325 4,7500 5,00 6,217 4,81
Empatija 292 0 4,2363 4,4000 5,00 5,836 5,73
Kopa 292 0 4,4721 4,5909 5,00 6,091 5,142

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00,2019,
péc Ali, 2012; AbdRasid, 2008.

Klienti ka svarigakas dimensijas Latvijas publiska sektora pakalpojumu kvalitate, novertgjusi drosSumu
— vidgji 4.73 balles, atsaucibu- vidéji 4.69 balles un kompetenci —vidgji 4.53 balles.
Klientu uztverta pakalpojuma novértéjuma rezultati redzami 3.10. tabula.

3.10. tabula.
Klientu uztverta pakalpojuma novértéjuma raksturojums
Kvalitates Anketu skaits u\z];\(jg}" ?;?s Vidgjais uztvertais
. - ideji ia . akalpojums,
dimensijas | Ticamas Zaudetas Vidgji | Mediana | Moda | aia1p0jums, paxaipojur
(L Malaizija
Egipte
Materialie 292 0 3,9486 4,0000 5,00 3,172 4,23
ieguvumi
Drosiba 292 0 4,0616 4,2000 5,00 3,621 5,26
Atsauciba 292 0 4,0728 4,0000 5,00 3,700 4,23
Kompetence 292 0 4,0146 4,0000 5,00 3,576 4,40
Empatija 292 0 3,8479 3,8000 5,00 3,124 5,30
Kopa 292 0 3,9860 4,0000 5,00 3,418 4,68

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi
ar SPSS 22.00,2019, pec Ali, 2012; AbdRasid, 2008.

Klientu uztverta pakalpojuma viszemakais vért€jums Latvijas publiska sektora iestadés pieskirts
5 kvalitates dimensijai — empatijai-vid&ji 3,84 balles, bet visaugstakais — 3.kvalitates dimensijai — atsaucibai —
vidgji 4,07 balles. Salidzinot ar Iidzigu pétijumu datiem Egipté un Malaizija, jasecina, ka Latvija klientu
noveértdjums par uztverto pakalpojumu ir vid&ji augsts. ArT Egipté klienti sniegusi lidzigu vertgjumu. Savukart
Malaizija viszemak novertéti materialie ieguvumi, bet empatija-visaugstak(skat.3.10.tab.).

Aprekinot starpibu starp klienta uztverta pakalpojuma novert§jumu un klienta gaidita pakalpojuma
novertéjumu, mes ieglistam vid&jo administrativo pakalpojumu sniegSanas kvalitati, kas ir novertéta negativi
visas kvalitates dimensijas. Dro§ibas, atsaucibas, kompetences dimensiju kvalitate novertéta attiecigi ar -0,668b.,
-0,626b.,-0,518b. Mazak negativs kvalitates noveért&jums verojams tikai materialo labumu (-0,209b.) un
empatijas dimensijas (-0,388hb.).Salidzinot vid&jo pakalpojumu snieganas kvalitati Latvija un Egipt€, jasecina,
ka Egipté ta novartdta vidgji piecreiz zemak. Savukart Malaizija pakalpojumu kvalitate novértéta mazak negativi
neka Latvija (skat.3.11.tab.).
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3.11. tabula.
Administrativo pakalpojumu vidéja kvalitate Latvija 2017.-2018.g. (balles)

.o Vidgjais gaidita | Videjais uztverta Vidgja Vldéj. a Vldéj.ﬁ
Kvalitates - . - pakalpojumu pakalpojumu
di " pakalpojuma(E) | pakalpojuma (P) pakalpojumu e e

imensija s . oy kvalitate kvalitate

novertéjums novertéjums kvalitate(P-E) Flee - e

Egipte Malaizija
Materialie 4,1575 3,9486 -0,2089 -2,857 -0,09

ieguvumi

Drosiba 4,7301 4,0616 -0,6685 -2,673 -0,11
Atsauciba 4,6986 4,0728 -0,6259 -2,481 -0,09
Kompetence 4,5325 4,0146 -0,5179 -2,641 -0,08
Empatija 4,2363 3,8479 -0,3884 -2,712 -0,09
Kopa 4,4721 3,9859 -0,4861 -2,672 -0,09

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi, 2019, pec Ali,2012; AbdRasid, 2008.

Analizgjot pétito valsts institliciju klientu aptaujas rezultatus, redzams, ka pozitivakais sniegto
pakalpojumu kvalitates novertejums ir DRVP klientiem (no 0,147b. Iidz 0.424b.). Negativakais vertejums bijis
NVA (no-0,278b. 1idz -0,922b.), VSAA (no-0,215b. 1idz -0,882b.), VID (no-0,217b. lidz -0,892b.) klientiem par
sniegto pakalpojumu kvalitati. Gandriz tris reizes augstaku pakalpojumu kvalitates vert§jumu sniegusi
Daugavpils tiesas (no-0,092b. lidz -0,323b.) un PMLP Kklienti (no+0,068b. lidz -0,455b.)(skat.3.12.tab.).

Analizgjot publisko pakalpojumu kvalitates novertesanas rezultatus pec aptaujato klientu dzivesvietas,
var secinat, ka Latgales iedzivotaji pakalpojumu kvalitati novertéja mazak negativi (no -0,159b. lidz -0,409b.).
Pargjas analiz&tajas regionu pilsétas un Riga publisko pakalpojumu kvalitate tika vertéta ka gandriz divas reizes
zemaka. Riga klienti publisko pakalpojumu kvalitati novertgjusi intervala no -0,144b. 11dz-0,842b.,Valmiera-
intervala no -0,275b. lidz -0,878b., Ventspili-intervala no -0,444b. 1idz-0,819b.

3.12. tabula.
Administrativo pakalpojumu kvalitates novértéjums Latvija 2017.-2018.g.,
pétito valsts institiiciju griezuma.
Vidéjais Vidgjais Vidgjais Vidéjais Vidgjais Vidgjais
Kvalitates pakalpojumu | pakalpojumu | pakalpojumu | pakalpojumu | pakalpojumu | pakalpojumu
di . kvalitates kvalitates kvalitates kvalitates kvalitates kvalitates
imensija . . . . . .
novertejums novertéjums novertéjums novertejums novertéjums novertejums
NVA VSAA DRVP DT VZD PMLP VID
Materialie -0,278 -0,215 0,162 -0,318 0,068 -0,215
ieguvumi
Drosiba -0,729 -0,882 0,080 -0,332 -0,345 -0,786
Atsauciba -0,922 -0,750 0,147 -0,323 -0,455 -0,662
Kompetence -0,783 -0,680 0,221 -0,224 -0,062 -0,567
Empatija -0,511 -0,600 0,424 -0,092 -0,055 -0,472
Videja -0,642 -0,636 0,211 -0,254 -0,174 -0,548

pakalp.kvalitate
Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi, 2019

Pétniece L. Tetrevova (Tetrevova, 2008) sava darba min efektivitati par galveno problému publiska sektora
darbiba. Efektivitate pe€c Guscina (Guscins, 2012) nozimé noteiktas sistémas darbibas mérku sasnieg$anu, tas ir,
rezultata iegiSanu, ko novert€, salidzinot sasniegto stavokli ar v€lamo. Efektivitate vispargja nozime ir iegiita
rezultata attieciba pret ta sasniegSanas izmaksam. P&c autores domam, ekonomisko efektivitati var definét ka
organizacijas darbibas rezultata (sniegto pakalpojumu skaita) un izmaksu attiecibu. Autore veikusi pétito valsts
institliciju ekonomiskas efektivitates aprékinus, attiecinot organizacijas sniegto pakalpojumu skaitu pret
izmaksam (Skat. 3.13.tab.) un salidzinajusi p&tito organizaciju ekonomisko efektivitati ar to sniegto pakalpojumu
kvalitates novertgjumu.
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3.13. tabula.

Pétito valsts institiiciju vidéjas administrativo pakalpojumu kvalitates un efektivitates
salidzinajums péc 2017.-2018. g. datiem.

Valsts instituicijas Sniegto pakalpojumu skaita attieciba pret Videja sniegto pakalpojumu
izmaksam* kvalitate

VID 0,260 -0,548

VSAA 0,129 -0,636

NVA 0,119 -0,642

PMLP 0,094 -0,174

Valsts vides dienests (DRVP) 0,025 -0,211
Tieslietu ministrija (DT, VZD) 0,012 -0,254

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi, 2020.*Sniegto pakalpojumu skaits un
izmaksas(uzturésanas izdevumi) péc VSAA, VID, NVA,VVD,TM 2018.

Organizacijam ar augstu ekonomisko efektivitati, efektivitates vertiba ir lielaka vai vienada ar 1. Ka redzams no
3.13.tabulas, lielako pétito valsts institiiciju ekonomiska efektivitate ir zema un tada ir ar7 klientu noverteta,
sniegto pakalpojumu kvalitate. Pec iegiito datu analizes, jasecina, ka v€rojama publiskas parvaldes iestazu
efektivitates cieSa saistiba - lineara korelacija ar sniegto pakalpojumu kvalitati. Tadgjadi paugstinot sniegto
pakalpojumu kvalitati pieaugtu publiskas parvaldes iestazu efektivitate. Pakalpojumu sniegSanas kvalitate un
efektivitate ir svarigs priekSnosacijums publisko pakalpojumu snieg$anas procesa uzlabosanai. Pakalpojumu
kvalitates novértésanas modela ievieSana raditu sistému pakalpojumu kvalitates kontrolg, pakapeniski uzlabotu
publisko pakalpojumu kvalitati un paaugstinatu publiskas parvaldes iestazu ekonomisko efektivitati.Uzlabojot
klatienes administrativo pakalpojumu sniegSanas organizaciju publiskas parvaldes iestad€s, tiek veicinata
efektivaka valsts parvalde un klientu apmierinatiba dazadas to vecuma grupas.

Dazadas vecuma grupas pakalpojumu kvalitati visnegativak novertgja pensijas vecuma klienti(no-
0,169b. Iidz -0,861b.). Augstaku noveérté§jumu pakalpojumu kvalitatei sniegusi respondenti vecuma no 20-
40gadiem (no-0,33b. Iidz -0,497b.).Analizgjot iegiitos rezultatus péc aptaujato klientu dzimuma, redzams, ka
mazak negativi pakalpojumu kvalitati noveért€jusi virie$i (no 0,029b. lidz -0,672b.). Sievietes kopuma
pakalpojumu kvalitati novért§jusas zemak (no -0,296b. Iidz -0,704b.). Mazak negativi noveértéta materialo
labumu dimensija.Analiz&jot aptaujas rezultatus péc respondentu izglitibas limena, redzams, ka visnegativak
pakalpojumu kvalitati veérté klienti ar vid&u profesiondlo izglittbu (no-0,121b. lidz -0,842b.). Augstaku
vertéjumu sniegusi respondenti ar vidgjo izglitibu (no-0,269b. lidz -0,538b.).Novértgjot aptaujas rezultatus pec
respondentu nodarbinatibas, jasecina, ka visnegativako pakalpojumu kvalitates noveértéjumu sniegusi klienti-
pensionari (no-0,35b Iidz -1,2b.). Augstaku noveértéjumu sniegusi stradajosie respondenti (no-0,261b. lidz -
0,740b.),( 3.14.tab.).

3.14.tabula.
Administrativo pakalpojumu kvalitates novértéjums atkariba respondentu  nodarbinatibas
Kvalitates dimensija Vidéjais pakalpojumu Vidéjais pakalpojumu Vidgjais pakalpojumu
kvalitates novertéjums kvalitates novertéjums kvalitates novértéjums
stradajoSiem pensionariem bezdarbniekiem
Materialie ieguvumi -0,610 -0,350 0,420
Drosiba -0,740 -1,10 -0,992
Atsauciba -0,604 -1,20 -0,969
Kompetence -0,502 -0,942 -0,813
Empatija -0,460 -0,620 -0,450
Vidgja pakalp.kvalitate -0,521 -0,855 -0,644

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi, 2019

Salidzinot ar lidzigu petijumu datiem citas Eiropas un Azijas valstis, jasecina, ka Latvijas publiska
sektora sniegums ir vid&ji zems (skat.3.15.tab.).
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Publisko pakalpojumu kvalitates salidzinajums Latvija un citas valstis.

3.15. tabula.

s . Videjais e . s aoe .
Videjais P s . Videjais Vidgjais
: izglitibas Vidgjais pasta : :
akalpojumy | Pakpoiumu | pakalpojumu - BUUSE - BEEE
Kvalitates P kvaE tz'Jt tes kvalitates kvalitates P kva{:i) t;l tes P kval[; t; tes
dimensija . novertéjums novertéjums . _ .
novertejums LLKC Ttalija nov_ertejums novertéjums
201L73-t2V(lelas g Latvija 2000g. %'igtg 1\gz(‘)loasz 33
' ~ 2009.-2010.9. ' '
Materialie 0,208 -0,505 1,3 -2,857 -0,09
ieguvumi
Drosiba -0,668 0,367 -0,9 -2,673 -0,11
Atsauciba -0,625 0,937 -0,2 -2,481 -0,09
Kompetence -0,517 -0,069 -0,1 -2,641 -0,08
Empatija -0,388 -0,040 0,7 -2,712 -0,09
Videja -0,486 0,138 0,160 2,672 0,09

pakalp.kvalitate

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi,2019,
péc Grinberga-Zalite, 2011; Ali, 2012; AbdRasid, 2008, Franceschini, 2000.

Petijuma analiz&ti rezultati, kas tika iegiiti, administrativo pakalpojumu klientiem novertgjot gaidito un
uztverto pakalpojumu un publisko pakalpojumu kvalitati Latvija.

Petfjuma laika tika secinats, ka nav iesp&jams izmantot SERVQUAL metodi, nepiemé&rojot to katras p&tamas
valsts iestades apstakliem.

Pakalpojumu kvalitates noveértéjums atklaja, ka administrativo pakalpojumu organizaciju sniegums
Latvija neatbilst klientu vélmém. Administrativo pakalpojumu sniegSanas kvalitate visas kvalitates dimensijas
novértéta ka negativa. Tatad ari klientu apmierinatibas ITmenis ar publisko pakalpojumu sniegumu ir negativs.
Lielako pétito valsts institiciju ekonomiska efektivitate ir zema un tada ir arl klientu novertéta, sniegto
pakalpojumu kvalitate. Vérojama publiskas parvaldes iestazu efektivitates cieSa saistiba ar sniegto pakalpojumu
kvalitati. Tadgjadi paaugstinot publiskas parvaldes iestazu sniegto pakalpojumu kvalitati, varétu piecaugt ari
pakalpojumu efektivitate. Pakalpojumu sniegSanas kvalitate un efektivitate ir svarigs priekSnosacijums publisko
pakalpojumu sniegSanas procesa uzlaboSanai. Administrativo pakalpojumu kvalitates novértéSanas modela
ievieSana raditu sisttmu pakalpojumu kvalitates kontrol€, pakapeniski uzlabotu administrativo pakalpojumu
kvalitati un paaugstinatu publiskas parvaldes iestazu ekonomisko efektivitati.Uzlabojot klatienes administrativo
pakalpojumu sniegSanas organizaciju publiskas parvaldes iestades, tiktu veicinata efektivaka valsts parvalde un
klientu apmierinatiba.

Sis analizes rezultati lauj secinat, ka novértgjuma konstatétas sabiedrisko pakalpojumu nepilnibas bitu
jasamazina. Svarigs solis pakalpojumu kvalitates uzlabosana ir regularu klientu aptauju veidoSana, lai operativi
novertétu sniegto administrativo pakalpojumu kvalitati. Valsts iestaZzu sniegto administrativo pakalpojumu
kvalitates novértésana un administrativo pakalpojumu kvalitates novertésanas modela ievieSana uzlabotu sniegto
pakalpojumu kvalitati un tadgjadi ar7 klientu apmierinatibu.

3.6. Administrativo pakalpojumu kvalitates
uzlaboSanai svarigie faktori

Faktoru analize ir datu reducé$anas panémiens, kurd izmanto korelacijas starp datu mainigajiem.
Veidojot faktoru analizi pienem, ka pastav dazi pamatfaktori, kas izskaidro korelacijas vai savstarp&jas attiecibas
starp novérotajiem mainigajiem (Chatfield un Collins, 1992). Faktoru analizi plasi izmantojusi daudzi p€tnieki
ekonomikas, marketinga, sociologijas un izglitibas joma (Nimako et al, 2012; Bollen 1989; Doll et al 1994; Li et
al 2002). Statistiska datu analize $im pétjjumam notika péc pieejas, kas lidziga tai, kuru izmantoja April un
Pather (April & Pather, 2008).

Kaisera - Meijera - OlKina (KMO) tests palidz izmerit datu piemérotibu analizei. Kaiser (Kaiser, 1974)
ieteica izmantot datus, kuru piemérotibas vértibas parsniedz 0,5. Saja pétijuma datu piemerotibas vértiba ir
0,835, kas ieklaujas diapazona no vidgjas I1dz teicamai piemérotibai. Tatad, varam but parliecinati, ka savaktie
dati ir pieméroti faktoru analizei. P&c datu piemérotibas paraudes, autore veica datu faktoru analizi, lai novertetu
publisko pakalpojumu kvalitates uzlabosanai svarigos faktorus.
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Faktoru analizes rezultati klientu gaidita pakalpojuma novert€jumam doti 3.16.tabula. Faktoru analize
tika veikta, izmantojot galveno komponentu analizes metodi (PCA). Ka rezams 3.16.tabula, gaidita pakalpojuma
komponentu analizes kumalativa veértiba (%) ir 60,676.

3.16. tabula.
Klientu gaidita pakalpojuma novértéjuma faktoru analize.
— | Sakotngjas ipatngjas (eigen) | Ekstrakcijas summas Rotacijas summas
2 | vertibas no kvadratveida slodzém no kvadratveida slodzém
=1 Kopa | Dispersijas | Kumulativ | Kopa Dispersij | Kumulativais | Kopa | Dispersij | Kumulativ
E % ais % as % as ais %
= % %
1 9,058 41,174 41,174 9,058 41,174 41,174 6,231 28,323 28,323
2 1,805 8,202 49,376 1,805 8,202 49,376 3,728 16,945 45,268
3 1,359 6,176 55,552 1,359 6,176 55,5652 1,911 8,687 53,955
4 1,127 5,124 60,676 1,127 5,124 60,676 1,479 6,721 60,676
5 ,898 4,080 64,756
6 ,832 3,780 68,536
7 775 3,523 72,059
8 ,682 3,098 75,157
9 ,606 2,753 77,910
10 ,553 2,515 80,424
11 ,528 2,402 82,826
12 ,484 2,198 85,024
13 ,459 2,087 87,111
14 422 1,920 89,031
15 ,405 1,839 90,870
16 ,386 1,755 92,626
17 ,336 1,528 94,153
18 327 1,486 95,639
19 ,283 1,287 96,927
20 ,244 1,109 98,036
21 ,226 1,027 99,063
22 ,206 ,937 100,000

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00, 2019.

Veicot faktoru analizi ar galveno komponentu analizes metodi, tika iegiitas Cetras eigenu veértibas, kuru
kopgjo kvadratisko slodzu ieguves summas parsniedza vienu, ar procentualo kumulativo novirzi, kas bija 60,676
klientu gaidita pakalpojuma novértéjuma gadijuma. Pirmais faktors izskaidro 41,174 % no kopgjas dispersijas.
Janem vera, ka pirmais faktors izskaidro salidzinosi lielo dispersijas daudzumu, turpretim sekojoSie faktori
izskaidro tikai nelielu dispersijas daudzumu.

3.17.tabula paradits, ka klientu gaidama pakalpojuma novértéjuma dati tika sadaliti Cetras grupas péc
pakalpojumu kvalitates faktoriem. Tika novertétets katra faktora noslogojums. Lai novertétu rezultatus jaatzime,
ka faktora noslogojums, kas lielaks par 0,30, tiek uzskatits par butisku, 0,40 tiek uzskatiti par svarigu un 0,50 vai
vairak tiek uzskatits par |oti nozimigu. Saja p&tijuma autore piengma, ka par bitiskiem tiek uzskatiti tikai faktori
ar slodzi virs 0,50 (Hair, Black, Babin, Anderson, 2010). Jo augstaks ir faktora koeficients, jo svarigaks tas ir
attieciba uz klienta gaidam par pakalpojuma kvalitati (Pallant, 2005). Faktiski $aja p&tijuma minimalas faktoru
koeficientu vertibas bija sakot no 0,429 vai lielakas, un sadas koeficientu vertibas tiek uzskatitas par nozimigam
faktoru analizes veikSanai.

46



3.17. tabula.
Klientu gaidita pakalpojuma novértéjuma datu kop€ja dispersija

Komponentes

1 2 3 4
RG_j.9 ;790
RG_j_7 768
RG_j_13 734
RG_j.8 719
RG_j_12 709
RG_j.6 685
RG_j_14 682 462
RG_j_15 615 466
RG_j_10 611
RG_j_11 602
RG_j.5 565
RG_j_16 518 460
RG_j 4 505
RG_j_19 765
RG_j_18 747
RG_j_20 726
RG j 17 429 666
RG_j_21 550
RG_j_1 797
RG_j.2 791
RG_j 3 673
RG_j 22 836

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00, 2019.

I faktoru grupa, kurus par svarigakajiem uzskata klienti, novért§jot gaidito pakalpojumu kvalitati,
ietilpst faktori, kas saistiti ar tadam pakalpojumu kvalitates dimensijam ka drosiba, atsauciba, kompetence.
Saja grupa ietilpa faktori ar koeficientu no 0,79 lidz 0,505.

Péc svariguma II faktoru grupa, ietilpa faktori, kas saistiti ar tadu pakalpojumu kvalitates dimensiju ka
empatija. Saja grupa ietilpa faktori ar koeficientu no 0,765 lidz 0,559.

Péc svariguma tikai III faktoru grupa tika ierindoti faktori, kas saistiti ar materialo ieguvumu
pakalpojumu kvalitates dimensiju. Saja grupa ietilpa faktori ar koeficientu no 0,797 lidz 0,673.

P&c svariguma IV faktoru grupa ietilpa faktori, kas saistiti ar empatijas dimensiju, Iidzigi ka II faktoru
grupa, tadel, péc autores domam, §is faktoru grupas ( I un IV) var apvienot viena. Faktoru analizes rezultati
klientu uztverta pakalpojuma noveérté§jumam doti 3.18.tabula. Faktoru analize tika veikta, izmantojot galveno
komponentu analizes metodi (PCA). Ka rezams 3.18.tabula, uztverta pakalpojuma komponentu analizes
kumalativa veértiba (%) ir 66,966.

3.18. tabula.
Klientu uztverta pakalpojuma novértéjuma faktoru analize.
Kompo- | Sakotngjas ipatnéjas (eigen) vértibas Ekstrakcijas summas Rotacijas summas
nentes no kvadratveida slodzém no kvadratveida slodzém
Kopa Dispersijas | Kumulativais | Kopa Dispersijas | Kumulativais | Kopa Dispersijas | Kumulativais
% % % % % %
1. 13.216 60,074 60,074 13,216 60,074 60,074 10,941 49,734 49,734
2. 1.516 6,892 66,966 1,516 6,892 66,966 3,791 17,232 66,966
3. ,880 4,001 70,967
4. ,681 3,097 74,065
5. ,628 2,854 76,919
6. ,554 2,516 79,435
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7 481 2,188 81,623
8 424 1,929 83,552
9. 414 1,882 85,434
1. ,390 1,771 87,205
11. ,368 1,672 88,877
12. ,331 1,503 90,380
13. ,326 1,480 91,860
14. ,285 1,297 93,157
15. ,250 1,138 94,295
16. ,243 1,104 95,399
17. 1229 1,043 96,441
18. ,200 ,907 97,349
19. ,183 ,830 98,179
20. ,156 711 98,890
21 ,126 574 99,464
22. ,118 ,536 100,000

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00, 2019.

Pirmais faktors izskaidro 60,074 % no kopgjas dispersijas. Janem véra, ka pirmais faktors izskaidro
salidzinosi lielako dispersijas daudzumu, turpretim sekojosie faktori izskaidro tikai nelielu dispersijas daudzumu.

3.19.tabula paradits, ka klientu uztverta pakalpojuma noveértéjuma dati tika sadaliti divas grupas péc
svariguma. Tika novértététs katra faktora noslogojums. Saja pétijuma autore pienéma, ka par bitiskiem tiek
uzskatiti tikai faktori ar slodzi virs 0,50. (Pal, 1986; Pal, Bagi, 1987; Anderson, Tatham, Black, 2003) Jo
augstaks ir faktora koeficients, jo svarigaks tas ir attieciba uz klienta uztverto pakalpojuma kvalitati (Pallant,
2005). Faktiski $aja petijuma dala minimalas faktoru koeficientu vertibas bija sakot no 0,404 vai lielakas, un
sadas koeficientu vertibas tiek uzskatitas par nozimigam faktoru analizes veikSanai.

3.19. tabula.
Klientu uztverta pakalpojuma noveértéjuma datu kopeja dispersija
Komponentes
1 2
rj 12 874
rj 14 ,856
rj_13 ,855
rj_7 ,832
r_j_16 ,808
rj_15 ,787
rj 17 776
rj9 ,769
rj 11 ,755
r_j_10 , 746
rj.21 ,745
rj8 731
rj_19 124
r_j_20 ,718
rj6 ,716
rj_18 ,703 ,404
rjbs ,647 415
rj 4 ,645 ,533
r_j 22 417
rj2 ,898
rj 1 ,888
rj3 491 ,579
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Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS22.00, 2019.

I faktoru grupa, kurus par svarigakajiem uzskata klienti, novertgjot uztverto pakalpojumu kvalitati,
ietilpa faktori, kas saistiti ar tadam pakalpojumu kvalitates dimensijam ka drosiba, atsauciba, kompetence un
empatija. Saja grupa ietilpa faktori ar koeficientu no 0,874 Iidz 0,645.

P&c svariguma II faktoru grupa, ietilpa faktori, kas saistiti ar tadu pakalpojumu kvalitates dimensiju ka
materialo ieguvumu kopums. Saja grupa ietilpa faktori ar koeficientu no 0,898 Iidz 0,579.

Veiktas faktoru analizes salidzindjums datu grupam, kas attiecas uz klientu gaiditd pakalpojuma un
uztverta pakalpojuma novert€jumu, paradija, ka klientiem svarigakas pakalpojumu kvalitates dimensijas, kuru
sniegumu jauzlabo ir droSums, atsauciba, kompetence un empatija. Mazaka méra svarigi ir faktori, kas saistiti ar
materialo ieguvumu dimensiju.

Administrativo pakalpojumu klientu klasteru grupas

Zinatniskaja literatiira klasteru analize raksturota ka statistiskas klasifikacijas panémiens, ar kura
palidzibu dati vai objekti (notikumi,cilveki, lietas utt.) tiek sadaliti grupas (kopas) ta, ka viena klastera (kopas)
elementi ir Joti l1dZigi sava starpa un loti atSkiras no citu klasteru elementiem. Klasteru analizes galvenais mérkis
ir klasificét datus grupas (klasteros) ar lidzigiem raksturlielumiem, méginot maksimizét lidzibu starp kopas
elementiem un starpklasteru elementu atskiribas (Fraley, Raftery, 1998).

Pakalpojumu kvalitates noverté$ana tradicionali ir saistita ar regresijas modeliem (Eboli, Mazzulla,
2008, 2010; Hensher, 2003; dell'Olio et al., 2011) vai strukturalo vienadojumu modeliem (De Ofia et al., 2013,
Eboli, Mazzulla, 2007, 2012; Irfan et al., 2011). Tomér lielakajai dalai no Siem modeliem ir zinami
ierobezojumi, jo tiek piepemti ieprieks definéti pienémumi un attiecibas starp atkarigiem un neatkarigiem
mainigajiem; tadgjadi, parkapjot Sos pienémumus, tiek iegiiti kliidaini pakalpojumu kvalitates novertgjumi.
Latvijas publiska sektora administrativo pakalpojumu kvalitates datu analize tika veikta, izmantojot klasteru
analizi ar Warda metodi. Dati tika iegiiti no klientu aptaujam, kas tika veiktas laika posma no 2017. Iidz 2018.
gadam. Faktoru analizes rezultata tika identificéti galvenie faktori, kas ietekmé pakalpojumu kvalitati. Sie
noteicoSie faktori tika izmantoti, lai veiktu klasteru analizi. Balstoties uz faktoru analizes rezultatiem, tika
aprekinati raditaji katram faktoram RG reitingiem - 4 faktori:
1.faktors - anketas jautajumi: 4,5,6,7,8,9,10,11,12,13,14,15,16
2.faktors — anketas jautajumi: 17,18, 19, 20, 21
3.faktors — anketas jautajumi: 1, 2, 3
4 .faktors — anketas jautajumi: 22.

Citiem pétfjuma izmantotas anketas jautdgjumiem faktoru svarigums sadalas starp dazadiem faktoriem,
un tadél nevar nopietni raksturot nevienu faktoru. Ta ka katra izmantotaja faktora icklauts atskirigs jautajumu
skaits, ka faktora izteiktibas raditajs tika izmantots sniegto atbilzu skaitliska noveértgjuma vidgjais aritmétiskais
uz katru faktora ieklauto jautajumu.

3.20. tabula.
Cronbach’s Alpha aprékinatajiem faktoriem
1.faktors 0,899
2.faktors 0,808
3.faktors 0,653

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00,2020.

Tika veikts arT klasteru analizes datu normalitates tests, skat. 3.21.tabulu. Normalitates testd tika
izmantoti Kolmogorova-Smirnova un Shapiro-Wilksa kritériji.

3.21. tabula.
Klasteru analizes datu normalitates tests
Kolmogorov-Smirnov Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
faktors_1 ,126 292 ,000 ,953 292 ,000
faktors_2 ,112 292 ,000 ,934 292 ,000
faktors_3 ,164 292 ,000 ,879 292 ,000
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faktors_4 272 292 ,000 ,880 292 ,000

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00,2020.

Klasteru analize tika veikta ar Warda metodi, nosakot attalumus ar Eiklida kvadrata attalumu metodi.
Lai noteiktu klasteru skaitu klasteru analizes rezultata, tika izmantota aglomeracijas koeficienta analizes metode.
Klastera analizes 287. soli strauji palielindjas aglomeracijas koeficients par gandriz 70 vienibam. Tas lava izdalit
5 klientu grupas, kuram ir klasterus veidojoso faktoru kopigas pazimes. Tika noteikti 5 klasteri, kuros paterétaji
tika apvienoti 5 grupas, skat. 3.22.tabulu.

3.22. tabula.
Klasteru analize pec Warda metodes
BieZums Deriguma o
(Frequency) % (Val :g d) % Kumalativais%
Derigums 1 101 34,6 34,6 34,6
(Valid) 2 74 25,3 253 59,9
3 52 17,8 17,8 71,7
4 34 11,6 11,6 89,4
5 31 10,6 10,6 100,0
Kopa 292 100,0 100,0

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00,2020.

Pirmaja klasterT ietilpst klienti, kuri par svarigam uzskata tadas pakalpojumu kvalitates dimensijas, ka
drogiba, atsauciba, kompetence.ST klientu grupa ir visapjomigaka, sastada 34.6% no kop&ja respondentu skaita.
Otraja Kklaster1 izdaliti klienti, kas svariguma zina akcent® tadas kvalitates dimensijas ka kompetence un
empatija. Taja ietilpstoSo respondentu skaits sastada 25.3% no kop&ja respondentu skaita.Tresaja Kklasteri
ietilpst klienti, kas par svarigako uzskata materialo ieguvumu dimensiju. ST klientu grupa sastada 17,8 % no
kopgja respondentu skaita. Ceturtaja klasterl un piektaja klasteri, lidzigi ka otraja lielaka dala klientu akcentg
empatijas dimensiju. STs klientu grupas kopuma sastada 22.2% no kopgja respondentu skaita.

Tika veikts ar1 Warda metodes datu normalitates tests, skat. 3.23.tabulu.

3.23. tabula.
Warda metodes normalitates tests
Warda Kolmogorov-Smirnov Shapiro-Wilk
Metode Statistika df Sig. Statistika df Sig.
faktors_1 1 ,255 101 ,000 ,847 101 ,000
2 ,085 74 ,200 ,983 74 439
3 ,144 52 ,009 ,954 52 ,042
4 120 34 ,200" ,967 34 ,378
5 ,139 31 ,135 ,892 31 ,005
faktors_2 1 272 101 ,000 ,817 101 ,000
2 ,198 74 ,000 ,930 74 ,001
3 ,236 52 ,000 ,924 52 ,003
4 ,181 34 ,006 ,909 34 ,008
5 ,142 31 113 ,926 31 ,034
faktors_3 1 297 101 ,000 ,759 101 ,000
2 126 74 ,005 ,944 74 ,003
3 ,162 52 ,002 ,914 52 ,001
4 ,195 34 ,002 ,876 34 ,001
5 335 31 ,000 ,690 31 ,000
faktors_4 2 ,348 74 ,000 781 74 ,000
3 ,346 52 ,000 ,763 52 ,000
4 ,353 34 ,000 ,636 34 ,000
5 317 31 ,000 717 31 ,000

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00,2020.

Ta ka faktoru novert€juma sadalijums izveletajas grupas neatbilst normalajam sadalijumam, tad So
noveértéjumu salidzinasanai izmanto neparametrisko Kruskala-Wolisa testu, skat.3.24.tabulu
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Datu Kruskala -Wolisa tests-1

3.24. tabula.

Ward Method Skaits Vidgjais
faktors_1 1 101 206,71
2 74 91,43
3 52 67,21
4 34 207,54
5 31 147,85
Kopa 292
faktors_2 1 101 215,64
2 74 82,50
3 52 62,57
4 34 166,78
5 31 192,56
Kopa 292
faktors_3 1 101 191,72
2 74 60,34
3 52 129,61
4 34 171,47
5 31 205,79
Kopa 292
faktors_4 1 101 168,00
2 74 170,86
3 52 51,15
4 34 270,71
5 31 42,00
Kopa 292
Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00, 2020.
3.25. tabula.
Datu Kruskala -Wolisa tests-2
faktors_1 faktors_2 faktors_3 faktors_4
Chi-Square 147,300 175,509 131,576 236,073
df 4 4 4 4
Asymp. Sig. ,000 ,000 ,000 ,000

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00, 2020.

Visu faktoru starpa ir statistiski nozimigas atskiribas 1% nozimiguma IimenT starp klasteru grupu dalibniekiem, p

<0,01.
3.26. tabula.
Iegiito klientu kopu dzimuma sadalijums
Dzimums
Kopa
siev. VIT.
Warda Metode 1 Skaits 67 34 101
% ar Warda Metodi 66,3% 33,7% 100,0%
2 Skaits 49 25 74
% ar Warda Metodi 66,2% 33,8% 100,0%
3 Skaits 45 7 52
% ar Warda Metodi 86,5% 13,5% 100,0%
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4 Skaits 29 5 34

% ar Warda Metodi 85,3% 14, 7% 100,0%

5 Skaits 24 7 31
% ar Warda Metodi 77,4% 22,6% 100,0%

Kopa Skaits 214 78 292
% ar Warda Metodi 73,3% 26,7% 100,0%

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00, 2020.

Analizgjot iegttas klientu kopas péc dzimuma, jasecina, ka procentuali lielako dalu visas kopas sastada
sievietes.

3.27. tabula.
Iegiito klientu kopu vecuma grupas
Klientu vecums
Kopa
20-40 41-60 60<
Warda Metode 1 Skaits 44 46 11 101
% ar Warda Metodi 43,6% 45,5% 10,9% 100,0%
2 Skaits 8 40 26 74
% ar Warda Metodi 10,8% 54,1% 35,1% 100,0%
3 Skaits 14 23 15 52
% ar Warda Metodi 26,9% 44.2% 28,8% 100,0%
4 Skaits 14 14 6 34
% ar Warda Metodi 41,2% 41,2% 17,6% 100,0%
5 Skaits 21 9 1 31
% ar Warda Metodi 67,7% 29,0% 3,2% 100,0%
Kopa Skaits 101 132 59 292
% ar Warda Metodi 34,6% 45,2% 20,2% 100,0%

Avots: autores veidota tabula, veicot aptaujas datu statistisko apstradi ar SPSS 22.00, 2020.

Analizgjot iegitas klientu kopas péc vecuma grupam, jasecina, ka pirmaja un ceturtaja kopa ir lidzigs
vecuma grupu no 20-40g. un 41-60g. sadalijjums. Otraja un tre$aja kopa lielako dalu no kopas sastada klienti
vecuma no 41-60 gadiem. Piektaja kopa noteicosais parasvars ir klientiem vecuma no 20-40 gadiem, procentali
lielakais klientu skaits kopas ir vecuma grupa no 41-60 gadiem.

Analizgjot klasteru analizg iegtitas klientu kopas pé€c katrai kopai svarigakajiem faktoriem, var secinat,

ka visam atrastajam klientu kopam ievérojami izteikti faktori, kas saistiti ar pakalpojumu kvalitates dimensijam —
kompetenci un empatiju.
Analizgjot klasteru analiz€ iegttas klientu kopas p&c pakalpojumu kvalitates dimensijam, jasecina divas no
izteiktakajam kopam ir ieveérojami Iidzigas peéc tadu pakalpojumu kvalitates komponensu ka “ drosiba” un “
atsauciba” novértéjuma. Viena no kopam, ir visnegativak novertgjusi visas pakalpojumu kvalitates dimensijas.
So kopu varétu nosauktpar “prasigo “ klientu kopu.

Pakalpojumu kvalitates petljums, kas balstits uz klasteru analizi, tika veikts, lai ieglitu detalizétus klientu profilus
ar lidzigiem novértgjumiem par pakalpojumu. ST pieeja Jauj noteikt klientu grupu ipasas prasibas un vajadzibas
attieciba uz pakalpojumu kvalitati un personalizét pakalpojumu sniegSanas stratégiju. ST segmentéSanas
metodika atvieglo personalizétu pakalpojumu sniegSanu, kuri ir pielagoti dazadu klientu grupu Ipasam
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vajadzibam vai vélmém. Pakalpojumu pielagosana palielina klientu apmierinatibu un lojalitati (Cheung et
al.2003; Vesanen, 2007).

3.7.Administrativo pakalpojumu kvalitates novértésanas modelis nozares ekspertu
skatljuma

Veikto interviju metodika

Lai ieglitu informaciju un parbauditu autores veidota pakalpojumu kvalitates novertésanas modela
pielietojamibu, tika izmantotas intervijas ar nozares specialistiem-ekspertiem. Intervijas parasti tiek izmantotas
kvalitativajos pétjjumos (Creswell, 2009; Seaman, 1999). Interviju var veikt ar trim pap€mieniem; ta var biit
strukturéta, nestrukturéta un dal&ji strukturéta.

Ekspertu atlases kriteriji bija augstaka izglitiba joma, kura darbojas eksperta vadita iestade, ilgstosa
darba pieredze iestazu vadiba un saistiba ar publiskas parvaldes institliciju vai to filiaJu darbibu (to vadiba).

Tika veiktas klatienes intervijas ar nozares profesionaliem. Kopa tika veiktas cetras vadibas intervijas.

Subjektivo datu vakSanai tika izmantota dalgji struktur€ta metode. Ar So metodi tika panakta
divvirzienu saruna, lai savaktu informaciju. Intervijas veikSanai tika iev€rots intervijas protokols (Creswell,
2009). Intervijas jautajumi tika rapigi izstradati, izp&tot pieejamo literatiiru par pakalpojumu kvalitati, ka art
izmantojot $aja petjjuma mingtas teorijas.

Anketa sastavgja no trispadsmit jautajumiem. Anketa tika izmantoti gan atvertie, gan slégtie jautajumi.
Kopgjais aptuvenais katras intervijas laiks tika aprékinats no 60 lidz 90 minGt€m. Intervijas anketa sakas ar
visparigu informaciju par respondenta vecumu, dzimumu, kvalifikaciju un pieredzi. Dazi jautagjumi ir sikak
sadaliti sadalas, lai no respondentiem biitu vieglak iegiit vairak informacijas. Anketa ir veidota, sadalot to tris
kategorijas. Pirmaja kategorija pirmais jautajums tika sadalits 4 dalas. Tika uzdoti jautajumi par saistibu starp
pakalpojumu kvalitati un klientu apmierinatibu un faktoriem, kas to ietekmé. Otraja kategorija tika uzdoti
jautdjumi par pakalpojumu kvalitates uzlabo$anas soliem. Sis kategorijas jautajumi tika izstradati tris [imenos,2.
jautajums (sadalits 7 dalas) bija par personala vadibu, 3., 4., 5., 6., 7., 8. jautajums bija par administrativo
pakalpojumu kvalitates novertéSanas modeli, 9., 10., 11. jautajums bija par nepilnibu nove€rSanu (starp
uzp€muma un klienta uztveri par kvalitati). Pedgjie divi jautdjumi (12, 13) bija atvertie jautajumi par
respondentu nakotnes planiem vadiba. Detalizeta intervijas anketa ir sniegta pielikuma.

Interviju raksturo tris Tpasibas: diskusijas iesp&ja, formulgjumu precizitate un elastiba.

Klatienes intervijas laika intervéjamais un intervétajs var diskutét un izskaidrot jautdjumus, izmantojot tieSo
sazinu. Tiek apkopota jaunaka informacija no profesionaliem, un ir iesp&jams apspriest radusas neskaidribas
(Wolcott, 2009).

Intervija ir elastigs informacijas vaksanas veids, jo tas ir &rts veids abam pusém ka apmainities ar
informaciju (Saunders et al., 2007). Intervétajs var ari iesniegt izskatamos jautagjumus pirms intervijas, lai
intervétajai personai biitu iesp&ja sagatavot plasakas un precizakas atbildes.

Ekspertu sniegto atbilZzu analize

Pakalpojumu kvalitates ietekme uz klientu apmierinatibu

Saskana ar eckspertu teikto, pakalpojuma kvalitate butiski ietekmé klientu apmierinatibu. Bet
pakalpojuma kvalitate nav vienigais faktors, no ka ir atkariga klientu apmierinatiba.

Sie divi faktori protams ir savstarpgji saistiti. Péc ekspertu domam pakalpojumu kvalitate ietekmé klientu
apmierinatibas [Tmeni. Veids, ka pakalpojums tiek sniegts un ka tiek risinatas klientu problémas, ietekme klientu
apmierinatibas [Tmeni.

Uz jautajumu “Vai pakalpojuma kvalitate un klientu apmierinatiba ir savstarpgji saistiti?”, eksperti

atbildgja, ka pakalpojuma kvalitate ir loti svariga, bet ir arT citi faktori. Ja pakalpojuma sniedzgjs nepilda
klientam dotos solfjumus, klients bis vilies.
Eksperti doma, ka pakalpojumu kvalitate zinama méra ietekmé klientu apmierinatibas Itmeni. P&c vinu teikta, ir
svarigi pildit klientu apkalposSanas standartus, pakalpojuma kvalitatei jabit noteikta Itmeni, jo pretgja gadijuma
klients nevar bt apmierinats. Bet biezi klienti nav apmierinati ar iestades lémumu, jo tie likumdoSanas aktus vai
nu zina nepietiekami vai trakté tos savadak neka amatpersona.

Informacijas ietekme

Eksperti atzina, ka pozitivu vai negativu sakotn&ju klientu attieksmi ietekmé arT socialie mediji. Pec
vina teikta socialo mediju komentari ietekme klientu priekSstatus un ceribas attieciba uz pakalpojuma sniedzgju,
organizaciju. Ipasi negativa attiecksme no klientu puses v&rojama pret ta sauktajam “represivajam valsts
iestadém”, ka piem. VID, ko arT apstiprina klientu apataujas rezultati (autores komentars).
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Eksperti paskaidroja, ka iepriek$gjai informacijai ir gan pozitiva, gan negativa ietekme, jo tas ir labakais
veids, ka ieglt jaunu klientu caur citu klientu. Apmierinats klients pastasta citiem klientiem, vin$ iesaka
griezties p&c Siem pakalpojumiem. Tam, ko klients pateiks citiem ir liela ietekme. Un protams informacija par
sliktu attieksmi pret klientu izplatas atrak.

Péc ekspertu teikta, ir svarigi, lai vert€§jums, kadu cilveki citiem sniedz par iestades sniegtajiem
pakalpojumiem, biitu pozitivs. Tas, ko cilvéki dzird no citiem, ietekm@ vinu ceribas un uztveri par sniegtajiem
pakalpoumiem. Vini ar1 piebilda, ka negativam atsauksmém ir liclaka ietekme uz cilvéku uztveri neka pozitivam.
Liela ietekme ir cilvéku personigajai ekonomiskajai situacijai. Cilvekus ar maziem ienakumiem neinterese
pakalpojumu kvalitate vai novertgjums par sniedzgjorganizaciju. Tadi klienti parasti ir ar zemu apzinas ITmeni un
negaciju pilni.

Uzdodot jautajumu, ka klients uzvedas, ja vins ir apmierinats ar pakalpojumiem un vina ceribas un
prieksstati ir piepilditi. Intervéjamie paskaidroja:

- ja klients ir laimigs un apmierinats, més sagaidam ilgtermina lojalitati.

- var sagaidit ilgtermina attiecibas ar klientu. Ja vin$ ir apmierinats ar apkalposanu, vins bis lojalaks.

- klientu apmierinatiba ir sarezgits jédziens, kas protams ietekmé lojalitati. Klientu pozitiva pieredze
tiesi ietekmé lojalitati.

Pakalpojuma kvalitati un apmierinatibu ietekméjosie faktori

Saskana ar ekspertu teikto, piedavatais pakalpojums, ta sniegSanas veids, vide un laika periods, kura tas
tiek sniegts ietekmé klienta apmierinatibu. Vini piebilda, ka visiem Siem faktoriem ir nozimigs ieguldfjums. Bet
protams tiesibsargajosas iestades klientu apmierinatibu liclaka méra ietekm& amatpersonas pienemtais 1lémums
klientam par labu vai né.

Eksperti atzina, ka citi faktori, kas ietekm& apmierinatibu ir pieejamais aprikojums ( printeri, gaisa
kondiciongsana), veids ka darbinieki komunicg ar klientiem un tas, cik atri pakalpojumi tiek sniegti. Vin$
noradija, ka klientam parasti nepatik ilgi gaidit.

Saskana ar ekspertu teikto citi faktori, kas ietekm& apmierinatibu ir veids, ka darbinieks komunic€ ar
klientu, pakalpojumu sniegSana, atra apkalpoSana, un pats svarigakais- klienta vajadzibu izpratne.

Administrativo pakalpojumu kvalitates novertéSanas modelis

Saskana ar ekspertu teikto, loti svariga ir pakalpojumu kvalitates novértéSanas modela izmanto$ana.
legiistot informaciju par sniegto administrativo pakalpojumu kvalitati, tos var uzlabot, sadalot iesaistito nodalu
funkcijas, un veidojot atru un savlaicigu komunikaciju starp tam. Ja kapacitates planoSana nav pareiza,
darbinieki bis stresa no parmérigas slodzes un cietis apkalposanas kvalitate. Palielinoties slodzei kada no
iestades nodalam, nepiecieSams veikt darbinieku pargrup&sanu, izdalot papildspekus parslogotajam nodalam.

Eksperti mingja, ka ievieSot administrativo pakalpojumu kvalitates noveértéSanas procesa modeli, var
tikt analizéta arT citu sadarbibas organizaciju pieredze pakalpojumu kvalitates uzlaboSana. Informacija var klut
vairak salidzinama.

Eksperti uzskata, ka pakalpojumu sniedz&jam galvenais ir klientu izpratne un vinu vajadzibu un ceribu
apmierinasana. Tapéc ir jaievie§ administrativo pakalpojumu kvalitates novértésanas modelis, kuru izmantojot
var iegiit $adu pakalpojumu kvalitates uzlabos$anai nepiecieS§amo informaciju.

Personala vadiba

P&c ekspertu teikta, ja personals nav pietickami apmacits, un netiek atbilstosi vadits, lai ievérotu klientu
apkalposanas standartus, cietis pakalpojuma kvalitate. Tadel notiek regulara personala darbibas noveértésana un
apmaciba. Darbinieku nopelni tiek atziméti ar naudas balvam no motivacijas fonda.

Eksperti atzina, ka loti svariga ir darbinieku apmierinatiba. Ja darbinieks nav apmierinats, vin$ nevar
stradat ar pilnu atdevi un neizrada arT Ipasu centibu. Tapec ir jaatzimé€ darbiniekus, kuri savu darbu veic péc
labakas sirdsapzinas, tas tiek darits ar goda rakstiem.

Eksperti paskaidroja, ka ir loti svarigi pareizi rikoties, vadot darbiniekus. Darbinieki ir vissvarigaka
uznémuma sastavdala. Vipiem jabiit pietiekami motivétiem. Uznémums var uzlabot darbinieku sniegumu,
paradot, ka tas novert€ kvalitativi sniegtus pakalpojumus. Tatad uzp€mumam regulari janoverte darbinieka
sniegums. Tiek vertéts apakalpoto klientu daudzums, stidzibu daudzums. Labs sniegums tiek atziméts ar
papildus atvalinajuma dienam.

Darbinieku apmacibas, prasmju pilnveidoSana

Eksperti konkretiz€ja, ka darbinieku apmaciba un prasmju pilnveidoSana loti palidz sniegto
pakalpojumu kvalitates uzlaboSana. Tas paaugstina ar1 darbinieku motivaciju un produktivitati. Apmacibas
notiek regulari.

Eksperti paskaidroja: darbnieku apmacibas arT motive darbiniekus, stimulg attistit vigu intereses darba.
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P&c ekspertu teikta, apmacibas un prasmju pilnveidoSanas programmas palidz uznpémumam sasniegt
augstus pakalpojumu kvalitates standartus. Notiek arT darbinieku zinasanu regulara testéSana, lai saprastu, kadas
joma javeic papildus apmaciba.

Informacijas apmaina

Eksperti uzsvéra informacijas apmainas nozimi uzpémuma. P&c vinu teikta, lai sasniegtu augstus
kvalitates standartus, darbiniekiem labi japarzin savi darba uzdevumi un pienakumi. Turklat vini paskaidroja, ka
darbinickus var labak vadit, ja uznémums viniem sniedz pietickamas zinasanas, nosprauz darba uzdevumus un
noverte paveikto darbu. NepiecieSams novertét darbinieku sniegumu.. Eksperti piekrita, ka irsvarigi pastavigi
novertet klientu apmierinatibu, lai analizetu, kas klientus padara vairak vai mazak apmierinatus.

Saskana ar ekspertu teikto, uzneémumam dazados veidos vajadz&tu izskaidrot klientam (sniedzot precizu
informaciju, nosaucot kontaktpersonu),pie ka vini var versties uzp€muma, ja rodas kadas problémas. Vini
uzsvera, ka iestades darbiniekiem jacenSas atrisinat klientu problémas savlaicigi un atri.

Eksperti atklaja, ka pakalpojumu kvalitatei ir butiska loma klientu apmierinatiba. Noteicosie faktori ir
uzpémuma t€ls, klientu pieredze, uznémuma iek$gja un argja vide, pakalpojumu sniegSana -atra vai
léna,pakalpojumu drosums, pakalpojumu sniedz&ju darbinieku atsauciba, kompetence.

Lai uzlabotu pakalpojumu kvalitate, regulari javeic tas monitoréSana, nosakot jomas, kur ta biitu
jauzlabo. Publisko pakalpojumu kvalitates novértéSanas aptauju javeido, nemot veéra vert§jama uznémuma
specifiku.

Klientu apkalpoSanas standartiem uznémuma jabiit izstradatiem, nemot véra uznémuma vai iestades
specifiku.

Eksperti secinaja, ka organizacijas var uzlabot pakalpojumu kvalitati. Ja tiek ieviests administrativo
pakalpojumu kvalitates noverteSanas modelis, tiek iegiita informacija par sniegto pakalpojumu kvalitati un tas
dimensijam. Si informacija dod iepgju ieviest izmainas klientu apkalpo$ana, darbinicku apmaciba un
noveértédana. Augsti motivéts darbinieks var palidzét paaugstinat kvalitates standartus. Sim noliikam ir svarigi
vadtt darbiniekus, pastavigi apmacot un novertgjot to sniegumu.
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NOBEIGUMS

Promocijas darba ”Administrativo pakalpojumu kvalitates novértésana Latvijas publiska sektora
iestades” mérkis, izvertét klientu apkalposanas kvalitati administrativajiem pakalpojumiem Latvijas publiskas
parvaldes institlicijas un izstradat administrativo pakalpojumu kvalitates novertéSanas modeli, ir sasniegts.
Promocijas darba ietvaros izpétiti pétijuma jautajumi:

1. Kadus faktorus publiskas parvaldes institiiciju sniegto administrativo pakalpojumu kvalitate klienti
uzskata par svarigakajiem, kadus par mazak svarigiem?

2. Kadus klasterus jeb grupas veido publiskas parvaldes klienti, péc faktoriem, kas tiem ir svarigi sanemto
administrativo pakalpojumu kvalitatg?

Promocijas darba ievada formulétas t€zes, apstiprina autores izstradatie secinajumi.

Lidz ar t€zu pieradijumu, apstiprinas ar p&tjjuma praktisko dalu saistita hipoteze.
1.téze: Lai noveértétu pakalpojumu kvalitates raditajus, nepiecieSams nemt véra uznémuma vai iestades
darbibas jomu un novérte$anai izvéleto metodi. So tzi apstiprina secindjumi, kurus autore izdarTjusi 1.nodala,
salidzinot zinatniskaja literatira lidz §im raksturotas indikatoru sist€mas organizacijas darbibas kvalitates
izvertéSanai. Katra no indikatoru sisttmam ir veidota, nemot véra novert€jamas organizacijas darbibas jomu.
Veicot $o salidzinajumu autore secindja, ka lai noveértétu pakalpojumu kvalitates raditajus, nepiecieSams nemt
Véra uznémuma vai iestades darbibas jomu un novértéSanai izvéleto metodi. So domu apstiprinaja arf nozares
eksperti savas intervijas.
2.téze:Lai sasniegtu augstu publisko pakalpojumu kvalitates Iimeni, nepiecieSams maksimali efektivi
izmantot iedalitos valsts Iidzeklus. So t&zi apstiprina secinajumi, kurus autore izdarijusi 1.nodala un 2.nodala,
analiz€jot publiska sektora efektivitates teorijas. Autore secinaja, ka janoskir tris publisko pakalpojumu
efektivitates kriteriji:
1.Ekonomiskums - valsts lidzeklu izmantoSanas ekonomija, kad tiek izmantots mazakais iesp&jamais lidzeklu
apjoms, vienlaikus saglabajot noteiktu pakalpojumu kvalitati.
2.Kvalitate — ar kvalitati tiek saprasta pakalpojuma kvalitate, kas pilniba atbilst publisko pakalpojumu klienta
vajadzibam.
3.Sabalansétiba starp pirmo un otro kritériju, kad tiek sasniegta noteikta ietaupijuma pakape, kamér
pakalpojuma kvalitate ir pictickama limen.

No aug8minéta izriet, ka, lai sasniegtu augstu publisko pakalpojumu kvalitates lTmeni, nepiecieS$ams maksimali
efektivi izmantot iedalitos valsts lidzek]us.

3.teze: Publiskas parvaldes institiiciju sniegto administrativo pakalpojumu kvalitate klienti par
svarigiakajiem faktoriem uzskata pakalpojuma drofumu, darbinieku kompetenci un atsaucibu. So tézi
apstiprina secinajumi, kurus autore izdarijusi 3.nodala, novertgjot administrativo pakalpojumu kvalitati Latvijas
publiska sektora iestad€s. Veicot §o novertejumu, autore secindja, ka I faktoru grupa, kurus par svarigakajiem
uzskata klienti, novert§jot gaidito pakalpojumu kvalitati, ietilpst faktori, kas saistiti ar tadam pakalpojumu
kvalitates dimensijam ka dro$ums, atsauciba, kompetence. Saja grupa ietilpa faktori ar koeficientu no 0,79 lidz
0,505.

II faktoru grupa, péc svariguma, ietilpst faktori, kas saistiti ar tadu pakalpojumu kvalitates dimensiju ka empatija.
Saja grupa ietilpst faktori ar koeficientu no 0,765 lidz 0,559.

P&c svariguma tikai III faktoru grupa ierindoti faktori, kas saistiti ar materialo ieguvumu pakalpojumu kvalitates
dimensiju. Saja grupa ietilpst faktori ar koeficientu no 0,797 Iidz 0,673.

4.téze: Publiskas parvaldes institiiciju klienti veido Cetras nosacitas kopas, analizéjot tos péc faktoriem,
kas tiem ir svarigi sanemto pakalpojumu kvalitate. So tézi apstiprina secindjumi, kurus autore izdarfjusi
3.nodala, novertgjot administrativo pakalpojumu kvalitati Latvijas publiska sektora iestades un veicot ieglito datu
faktoru un klasteru analizi.

Administrativo pakalpojumu kvalitates pétijums, kas balstits uz klasteru analizi, tika veikts, lai iegiitu detaliz&tus
klientu profilus ar lidzigiem novértejumiem par pakalpojumu. ST pieeja Jauj noteikt klientu grupu Tpasas prasibas
un vajadzibas attieciba uz pakalpojumu kvalitati un personalizét pakalpojumu snieganas strategiju. ST
segmentgSanas metodika atvieglo personaliz€tu pakalpojumu sniegSanu, kuri ir pielagoti dazadu klientu grupu
1pasam vajadzibam vai velm&m. Pakalpojumu pielagosana palielina klientu apmierinatibu un lojalitati (Cheung
et al. 2003; Vesanen, 2007).

Pirmaja klasterT ietilpst klienti, kuri par svarigam uzskata tadas administrativo pakalpojumu kvalitates
dimensijas, ka drosiba, atsauciba, kompetence. ST klientu grupa ir visapjomigaka, sastada 34.6% no kop&ja
respondentu skaita. Otraja klasterT izdaliti klienti, kas svariguma zina akcentg tadas kvalitates dimensijas ka
kompetence un empatija. Taja ietilpstoSo respondentu skaits sastada 25.3% no kopgja respondentu skaita.
Tresaja klasterT ietilpst klienti, kas par svarigako uzskata materialo ieguvumu dimensiju. ST klientu grupa sastada
17,8 % no kopgja respondentu skaita. Ceturtaja klasterT un piektaja klasterT, [1dzigi ka otraja lielaka dala klientu
akcenté empatijas dimensiju. Ss klientu grupas kopuma sastada 22.2% no kop&ja respondentu skaita.
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Analizgjot klasteru analizé iegutas klientu kopas p&c pakalpojumu kvalitates dimensijam, jasecina divas no
izteiktakajam kopam ir ieverojami lidzigas péc tadu pakalpojumu kvalitates komponensu ka “drosiba” un
“atsauciba” negativa noveért€juma. Viena no kopam, ir visizteiktaka un arT visnegativak novert€jusi visas
pakalpojumu kvalitates dimensijas. So kopu varétu nosaukt par “prasigo “ klientu kopu.

Veiktajas intervijas nozares eksperti atklaja, ka pakalpojumu kvalitatei ir biitiska loma klientu apmierinatiba.
Noteicosie faktori ir uzpémuma téls, klientu pieredze, uznémuma ieksgja un argja vide, pakalpojumu sniegSana,
pakalpojumu drosums, pakalpojumu sniedzgju darbinieku atsauciba, kompetence.

Pétijuma hipotezi: Latvijas publiska sektora administrativo pakalpojumu kvalitaté klientiem svarigakas
kvalitates dimensijas, kuru sniegumu jauzlabo, ir droSums, atsauciba un kompetence, apstiprina
secinajumi, ko autore izdarTjusi darba 3.nodala, analiz&jot publisko administrativo pakalpojumu kvalitates
novertéjuma rezultatus.

Klienti ka svarigakas dimensijas Latvijas publiska sektora administrativo pakalpojumu kvalitaté, novertgjusi
droSumu — vidgji 4.73 balles, atsaucibu- vidgji 4.69 balles un kompetenci —vidg&ji 4.53 balles.

Administrativo pakalpojumu snieg$anas kvalitate visas kvalitates dimensijas ir noverteta ka negativa. Drosibas,
atsaucibas, kompetences dimensiju kvalitate novertéta attiecigi ar -0,668 b., -0,626b., -0,518b. Mazak negativs
kvalitates novertgjums verojams tikai materialo labumu (-0,209b.) un empatijas dimensijas (-0,388b.).

Problémas un to risinasanas iesp&jas
1. Problema: Lidz $§im LR normativajos aktos nav precizi noteikts publiska pakalpojuma un
administrativa pakalpojuma jédziens.
Risinajums: Autore piedava atbildigajai nozares ministrijai izmantot promocijas darba konkretiz&tas publisko
pakalpojumu un administrativo pakalpojumu definicijas un to klasifikaciju (skat. 1.1.apaksnodalu) iestradei
likumdos$anas aktos.
2. Probléema: Lielako pétito valsts institlciju ekonomiska efektivitate ir zema un tada ir arT klientu
noverteta, sniegto administrativo pakalpojumu kvalitate.
Risinajums: Autore piedava izmantot valsts uzp€émumu un iestazu sniegto pakalpojumu novert€Sanai savu
administrativo pakalpojumu kvalitates noveértéSanas modeli. P&c darbibas uzsaksSanas uzne€muma jaizveido
iestades kvalitates kontroles sist€éma, kas ietver kvalitates rokasgramatas un klientu apkalpoSanas standartu
izveidi. Notiek darbinicku apmaciba par klientu apkalpoSanas standartiem un klientu apkalposanas procesu. P&c
klientu apkalposanas uzsak$anas, modelis paredz uzsakt regularu, vélams vismaz 2 reizes ceturksni, klientu
anket&$anu ar modificéto SERVQUAL anketu. Seit tick izmantota autores modificéta un aprobéta SERVQUAL
anketa. P& anketeSanas datu apkoposanas tiek analizéta informacija par klientu sagaidamo pakalpojumu,
uztverto pakalpojumu sniegta pakalpojuma kvalitati un efektivitati. Klientu anketé$anu un iegiito datu analizi
veic pakalpojumu kvalitates uzraudzibas un kontroles vieniba.
Izmantojot autores veidoto administrativo pakalpojumu kvalitates novert€sanas modeli, uzp€mumu vaditaji un
petnieki var iegiit sikaku informaciju par klientu sagaidamo pakalpojumu kvalitates novert€jumu, uztverto
pakalpojumu kvalitates novert€jumu, sniegto pakalpojumu kvalitati un tas komponentem.
Uznémumam ir iespgja, pamatojoties uz iegiito informaciju, izstradat un veikt izmainas pakalpojumu sniegSanas
procesa, ari papildus apmacit darbiniekus, lai sasniegtu augstakus rezultatus. Saja konteksta modelis iegiist pasu
nozimi, jo tas ne tikai palidz izzinat ar pakalpojumu kvalitati saistitos faktorus, bet arT sniedz noradijumus
uzlabojumiem.
Administrativo pakalpojumu kvalitates noveértésanas modelis lauj uznp€mumu un iestazu vadibai identificét
kvalitates problémas un tad€jadi palidz planot kvalitates uzlabo$anas programmas uzsakSanu, uzlabojot
uznémuma efektivitati, rentabilitati un kop&jo sniegumu.
3. Probléma:Latvija nav noteikta vienota kartiba publisko administrativo pakalpojumu sniegSana, katra
iestade to dara atskirigi.
Risinajums: Autore piedava atbildigajai nozares ministrijai sagatavot un Saeima pienemt visaptverosu,
publiskas parvaldes iestazu darbibu reglamentgjosu juridisku dokumentu - “Publisko pakalpojumu likumu”, kura
biitu atrunata arT publisko administrativo pakalpojumu sniegsanas kartiba, minéti vienoti publisko administrativo
pakalpojumu sniegSanas un klientu apkalposanas standarti, ieklauts autores piedavatais administrativo
pakalpojumu kvalitates novert€sanas modelis.
4. Probléema: Latvija ir zems pilsoniskas Iidzdalibas indekss (Rozenvalds, 2014), kas var negativi
ietekmet klientu novert§juma sanemsanu par sanemto administrativo pakalpojumu kvalitati.
Risinajums: Publisko administrativos pakalpojumus sniedzoSajas iestadés (VID, VSAA, NVA utt) un to
timekla vietn@s jabiit pieejamai informacijai par iesp&ju noveértét publisko administrativo pakalpojumu kvalitati,
par administrativo pakalpojumu kvalitates novertéSanas procesu un paskaidrojumiem par ta veiksanu.
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INTRODUCTION

Topicality of the research

Doctoral Thesis “Evaluation of the Quality of Administrative Services in Latvia’s Public Sector
Institutions” shows the necessity of implementing a model of evaluating service quality in Latvia’s public sector
institutions.

One of the major trends of the world economic development nowadays is the growing role of service
sectors approved by the increase of the service production level in comparison to material production, significant
growth of the range of services offered, and the number of employees in the service sectors.

This trend is especially obvious in countries with a developed socio-economic system where the
percentage of services in total GDP at present is about 70%. In Latvia the percentage of services in total GDP as
to the added value of sectors in 2019 reached 74.4% (LR Ekonomikas ministrija, 2020). At present the service
sector receives a growing attention taking into account its role in the socio-economic development of the society.
Public services produced to meet the demands of the population occupy a special place in this sphere.
Improvement of the quality of public services is one of the important goals in improving the functioning of
public administration in Latvia and globally.

Public sector includes state and local government bodies and their commercial companies, commercial
companies with state or local government capital shares of 50% and more, as well as foundations, societies,
funds and their commercial companies. The quality and efficiency of service provision are important
prerequisites for the improvement of the process of public service provision. For the gains of the quality
improvement to become large enough, critical evaluation of the justification of demands and quality of services
may potentially yield a much greater effect in alleviating the administrative load and improving state
administration (VARAM, 2013). To facilitate the improvement of state administration, there is a need for
implementing administrative reforms and updating of public services.

Administrative reforms make a global trend of present age. Both the developed and developing
countries recognize administrative reforms as a driving force to facilitate economic growth, democracy, and
develop other aspects of social life (Dinh, 2014). Administrative reform in Latvia ought to make the
administrative system more efficient, improve the quality of public services. In EU countries and Latvia, the
updating of the public sector is based on regularities and processes elaborated in the private sector. Application
of the customer service standards accepted in the private sector in state administration is one of the current issues
of updating public administration in Latvia. This is related to the improvement of the quality and availability of
services for customers.

The Doctoral Thesis specifies the definition of public administrative services, elaborates the model of
evaluation of service quality, and evaluates administrative public service quality in Latvia’s public sector
institutions.

Elaboration and approbation of the model of evaluating the quality of services in Latvia’s public
administration institutions have not been produced so far. Therefore, an important issue nowadays is not only a
theoretical but also a practical elaboration of the model of evaluating the quality of services provided by state
administration bodies that would contribute to improving the public administration performance.

Elaboration and development of the model of service quality evaluation in Latvia’s public
administration may justly contribute to the improvement of the quality of public life, reaching its strategic goals,
improving the efficiency of the functioning of public administration bodies and thus also the economic
environment.

The aim of the Doctoral Thesis is assessing the customer service quality of administrative services provided by
Latvia’s public administration institutions and elaborating a model of evaluating the quality of public services.
Reaching the set aim comprises the following objectives:

1.Analysing the theoretical aspects of explaining the notions of services, quality, and service quality.
2.Characterizing indicator systems for detecting the quality of organization functioning and methods of
evaluating service quality.

3.Producing the evaluation of the quality of public administrative services.

4.Elaborating a customer centred model of evaluating service quality.

5.Approbating the elaborated model, formulating conclusions.

Research questions:

1.What factors concerning the quality of services provided by public administration institutions are considered as
most important by the customers and what factors are considered as less important?

2.What clusters of groups are made by customers of public administration, according to factors considered by
them as important regarding the quality of the received services?
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Research hypothesis: In the quality of administrative services in the Latvian public sector, the most important
quality dimensions for customers, the performance of which needs to be improved, are reliability, responsiveness
and competence.

Suggested theses:
1. In order to evaluate the indicators of service quality, one needs to take into account the area of functioning of
the enterprise or institution and the method chosen of the assessment.

2. In order to achieve a high level of quality of public services, it is necessary to use the allocated public funds as
efficiently as possible.

3. Factors considered by customers to be most important concerning the quality of services provided by public
administration institutions are security of the service, competence and responsiveness of the service providers.

4.Customers of public administration institutions form four conditional groups according to the factors
considered to be important as concerns the quality of the received services.

Key words: quality, service, service quality, efficiency, customer centred model of evaluating public service
quality.

Research object: customer service quality for administrative services in public administration institutions in
Latvia from 2017 to 2019.

Research subject: customer centred service quality evaluation model in Latvia’s public sector institutions.
Research base: Public administration institutions (6) and their branches (17) in Latvia — State Social Insurance
Agency of the Republic of Latvia departments of Riga, Daugavpils, Valmiera, Jelgava, Ventspils, State Revenue
Service of the Republic of Latvia customer service centres in Riga, Jelgava, Ventspils, Valmiera, Daugavpils,
State Land Service customer service centre in Daugavpils, State Employment Agency departments of
Daugavpils and Ventspils, Daugavpils Regional Environmental Board, Daugavpils Court, its departments of
Kraslava and Preili.

The research is based on a sample of public service customers in biggest cities and towns of Latvia —
Riga, Daugavpils, Jelgava, Ventspils, and Valmiera. The research participants are two hundred ninety-two
occasionally selected customers of public administration institutions who filled in SERVQUAL questionnaire
before and after their visit to an institution. The sample of customers is occasional and administratively territorial
one observing the proportional representation of regions of planning.

Methods of the Doctoral Thesis:

1. Method of logical analysis and synthesis;

2. Method of monographic and analytical theoretical source studies;

3. SERVQUAL method — quantitative data collection method;

4. Expert interviews — qualitative data collection method;

5. Data statistical processing method using SPSS (22.0) software, statistical data grouping method,
factor analysis, frequency analysis method, hierarchical cluster analysis, logical analysis, and graphical
designing method.

In the theoretical part of the Doctoral Thesis, methods of logical analysis and synthesis, monographic
and analytical theoretical source study are used to analyse scientific literature, legal acts of the Republic of
Latvia and EU, data of Central Statistical Bureau of the Republic of Latvia. The empirical research makes use of
the quantitative data collecting method — survey of respondents based on SERVQUAL model transformed and
approbated by the author.

Before spreading the questionnaire, the author performed approbation of the survey in advance to detect
whether the user understands it and whether it does not contain ambiguous or sensitive questions. The prior
testing made it possible to eradicate errors before collecting the official research data. To verify the convenience
of using the survey, it was tested with twenty occasionally selected public service customers. After that the
survey questions were transformed, the evaluation scale was changed, and the questionnaire was circulated at
public service provider organizations. After completing the survey, the author summarized, compared, and
analysed the data obtained.

The research makes use of the qualitative data collecting method — expert interviews used to verify the
applicability of the author’s model of evaluating service quality. Experts of the sphere were interviewed along
with 4 heads of the state institutions under study.

Face-to-face interviews were made with professionals in the sphere. Criteria for selecting experts were
higher education in the sphere of specialization, experience in the sphere, and relatedness to state institution
administration. Altogether four interviews with leaders of the institutions under study were made. Semi-
structured method was used for obtaining subjective data. This method allowed for a two-way conversation to
collect information. Interview protocol was observed to perform the interview (Creswell, 2009). Interview
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questions were carefully worked out studying literature on service quality as well as using theories mentioned in
this research. The interview consisted of 13 questions, both open and closed ones. The total approximate
duration of each interview was calculated from 60 to 90 minutes.

Methods of grouping statistical data, factor analysis, hierarchical cluster analysis, logical analysis, and graphical
designing were used for survey data analysis and result interpretation by SERVQUAL method. Logical analysis
methods were used for the analysis of expert evaluation data. Excel and SPSS (22.0) software was used for
processing the obtained data.

Stages of research

Stage 1 (2015-2016) — analysing theoretical literature on the topic of the Doctoral Thesis, related
theories and service quality dimensions; defining the aim, objectives, and hypothesis of the research.

Stage 2 (2016-2017) — elaborating the model of research, translating the questionnaire into Latvian. The
research model and questionnaire were approbated with a small number of customers and were modified
adjusting them to the target audience. The theoretical model of the process of evaluating service quality was
designed.

Stage 3 (2017-2018) — collecting the survey questionnaires from 292 customers of state institutions in
Ventspils, Jelgava, Daugavpils, Valmiera, and Riga, producing the primary statistical processing of the data.

Stage 4 (2019-2021) — the obtained data were statistically processed and analysed. To test the efficiency
of the model of evaluating service quality, interviews with experts of the sphere, leaders of 4 state institutions
under study were performed. The interview outcomes were analysed and conclusions drawn.

Structure of the Doctoral Thesis: Chapter 1 regards the theoretical aspects of the notion of service,
characterizes notions of service quality, efficiency, analyses methods and models of detecting service quality.
Chapter 2 reveals the trends of public service system development in the EU and Latvia, provides the
characteristics of public sector in Latvia. Chapter 3 presents the evaluation of service quality in Latvia’s public
sector institutions, characterizes the formation of the model of evaluating service quality, provides the analysis of
the model of evaluating service quality from the viewpoint of experts of the sphere.

Theoretical and methodological base of the research: The analysis of scientific literature leads to a conclusion
that in recent decades models of evaluating service quality have been in the focus of attention of practitioners,
leaders of organizations and scientists, as the quality of provided services strongly affects the work of the
organizations. High quality of services provides for higher performance, lower costs, customer satisfaction,
customer loyalty, and raises the cost-effectiveness of the enterprise. Models of evaluating service quality,
relatedness of service quality to customer satisfaction and loyalty, cost-effectiveness and efficiency of the
enterprise are analysed in Leonard, Sasser, 1982; Gronroos, 1984; Parasuraman, Zeithaml, Berry, 1985;
Haywood-Farmer, 1988; McNair, Lunch, Cross, 1990; Schvaneveldt, Enkawa, Miyakawa, 1991; Cronin,
Taylor, 1992; Kaplan, Norton, 1992; Maisel, 1992; Mattsson, 1992; Gammie, 1992; Adams, Roberts, 1993;
Oliver, 1993; Ghobadian, Speller, Jones, 1994; Hallowell, 1996; Spreng, Mackoy, 1996; Chang, Chen, 1998;
Gummesson, 1998; Lasser et al., 2000; Silvestro, Cross, 2000; Newman, 2001; Sureshchander et al., 2002; Noll,
2002; Guru, 2003; Rampersad, 2005;. Abd.Rashid, 2008; April, Pather, 2008; Daniel, Berinyuy, 2010;
Angelova, Zekiri, 2011; Olckers, 2011; Ali Mona, EhabYaseen, 2012; Eboli, Mazzulla, 2012; Kumasey , 2014,
and other researchers’ works.

The theoretical and methodological basis of the research is theories elaborated by such scholars as K.
McNair, R.L. Lunch, C. Cross (McNair, Lunch, Cross, 1990), who studied the impact of customer centred
corporate strategy on finance and quality indicators. D. Norton and R. Kaplan formed a system of balanced
indicators (Kaplan, Norton, 1992), whereby they investigated the work of enterprise based on four criteria:
finances, relations with customers, interior business processes, training and personnel development. According
to the balanced indicator system suggested by L.S. Maisel (Maisel, 1992), business of the enterprise was
investigated by using four indicator groups, instead of training and personnel development analysing human
resources and innovations at the enterprise. The model elaborated by K. Adams and P. Roberts (Adams, Roberts,
1993) was used to estimate the efficiency and growth of the enterprise. Hubert Rampersad’s universal indicator
system (Rampersad, 2005) was used to analyse an enterprise using five of its functioning elements: balanced
system of personal indicators, balanced system of organization indicators, total quality management (TQM),
competence management, training cycle. Quality evaluation models have been studied by V. Zeithaml (Zeithaml,
1985), A. Parasuraman (Parasuraman, 1997), L. Berry (Berry, 1990), S.A. Taylor (Taylor, 2003). V.E. Deming
(Deming, 1987), T.S. Foster (Foster, 1992), S. Sampson (Sampson, 1998), L. Harvey and D. Green (Harvey,
Green, 2000). Models of the process of evaluating service quality, relatedness of service quality to customer
satisfaction and loyalty, cost-effectiveness of enterprise have been analysed by Leonard, Sasser, 1982; Gronroos,
1984; Haywood-Farmer, 1988; Schvaneveldt, Enkawa, Miyakawa, 1991; Mattsson, 1992; Gammie, 1992;
Oliver, 1993; Ghobadian, Speller, Jones, 1994; Hallowell, 1996; Spreng, Mackoy, 1996; Chang, Chen, 1998;
Gummesson, 1998; Lasser et al., 2000; Silvestro, Cross, 2000; Newman, 2001; Sureshchander et al., 2002; Noll,
2002; Guru, 2003;. Abd.Rashid, 2008; April, Pather, 2008; Daniel, Berinyuy, 2010; Angelova, Zekiri, 2011;
Olckers, 2011; Ali, EhabYaseen, 2012; Eboli, Mazzulla, 2012; Kumasey, 2014, and other researchers’ works.
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Early investigation of service quality was carried out by Gronross (Gronross, 1984). Gronross claimed
that, for an organization to make success, it is very important that it understands customers’ attitude to the
provided services. In this model, service quality was evaluated comparing the expected quality to perceived
quality.

Method SERVQUAL was elaborated by Parasuraman, Zeithaml, and Berry (Parasuraman et al, 1988,
1991, 1993, 1994). Service quality is evaluated by calculating the difference between the customers’ expected
and perceived quality. SERVQUAL (version of 1991) is structured in two parts. Parts one and two each contains
22 questions for evaluating customers’ expectations and the quality as perceived when being serviced. The
evaluation of service quality is obtained by comparing the values of customers’ expected and perceived quality.
On the basis of the method suggested by the above-mentioned scholars, the author has developed a model of the
process of evaluating service quality. To make it, the author used ideas on models of the process of evaluating
service quality and the powerful impact of their application on the functioning of enterprises stated by Leonard,
Sasser, 1982; Cronin, Taylor, 1992; Gammie, 1992; Hallowell, 1996; Chang, Chen, 1998; Gummesson, 1998;
Lasser et al., 2000; Silvestro, Cross, 2000; Newman, 2001; Sureshchander et al., 2002; Guru, 2003. These
researchers emphasize in their works the idea that high quality of service causes higher performance of the
enterprise, lower costs, customers” satisfaction and loyalty, and enhances the cost-effectiveness of the enterprise.
The author in her model of evaluating service quality has used ideas of several of the mentioned researchers.

Public service quality management in Finland has been studied by V. Tuomi (Tuomi, 2012).
Relatedness of service quality and customers’ conduct in Spain is investigated by M. Sanchez-Perez, J.C.
Gazques-Abad, R. Sanchez Fernandez (Sanchez-Perez, Gazques-Abad, Sanchez Fernandez, 2007). Research on
the development and present condition of state administration in Poland has been produced by S. Mazur, M.
MozdZen, M. Oramus (Mazur, MoZdZen, Oramus, 2018). Quality management in the public sector of Turkey is
analyzed by S. Coskun (Coskun, 2002). Opportunities of service quality improvement in the public sector of
Britain are described by K. Williams and M. Saunders (Williams, Saunders, 2007). Public service quality by
Lithuanian local governments has been evaluated by G. Kondrotaite (Kondrotaite, 2012). It is concluded in
research that, as regards quality of public services, what matters most is the consumers’ satisfaction with the
provided services. In Latvia, J. Eglitis has worked with developing the quality provision system in the sector of
education (Eglitis, 2003). Quality evaluation model for providing the quality of education services at rural
counselling centres has been elaborated by G. Grinberga-Zalite (Grinberga-Zalite, 2011). Consumers’
satisfaction on the tourist market of Latvia is studied by I. Medne (Medne, 2011). The economic provision of
service quality in small and medium businesses is analysed by R. Greitane (Greitane, 2011). The significance of
a customer centred approach in the development of state administration in Latvia is studied by R. Putans (Putans,
2016).

The author of the Doctoral Thesis has elaborated the model of evaluating service quality for Latvia’s
public sector institutions based on SERVQUAL method elaborated by Parasuraman, Zeithaml, and Berry
(Parasuraman et al, 1988, 1991, 1993, 1994) and based on the research results and conclusions by Leonard,
Sasser, 1982; Gronross, 1984; McNair, Lunch, Cross, 1990; Cronin, Taylor, 1992; Gammie, 1992; Kaplan,
Norton, 1992; Maisel, 1992; Adams, Roberts, 1993; Hallowell, 1996; Chang, Chen, 1998; Gummesson, 1998;
Lasser et al., 2000; Silvestro, Cross, 2000; Newman, 2001; Sureshchander et al., 2002; S.Coskun, 2002; Guru,
2003; Rampersad, 2005; Sanchez-Perez, Gazques-Abad, Sanchez Fernandez, 2007; Williams, Saunders, 2007;
AbdRasid, 2008; Grinberga-Zalite, 2011; Greitane, 2011; Rahaman, 2011; Kondrotaite, 2012; Tuomi, 2012; Ali,
2012; Shanka, 2012; Chih-Tung Hsiao, 2014; Putans, 2016; Mozdzen, Oramus, 2018; and others.

The author of the Doctoral Thesis made use of the European Commission normative and regulating
documentation, legal acts of the Republic of Latvia and regulations of the Cabinet of Ministers, data of the
Central Statistical Bureau, as well as publicly available sources of information from state and local government
institutions.

Limitation of the topic: Due to the limitations to the volume of the research work, the research on customer
service quality is concentrated mostly in largest cities and towns in Latvia — Riga, Daugavpils, Jelgava,
Ventspils, and Valmiera. The assessment of the quality of administrative services was performed only for face-
to-face services, as 54% of the surveyed residents, describing the reasons for face-to-face communication,
indicated the impossibility to solve the problem on the Internet (SKDS, 2019).

Theoretical significance of the research:
1.Analysis of the models and methods of evaluating service quality.

2.Characteristics of Latvia’s public sector, its volume.
3.Specifying the definition of public administrative services.

4.Elaboration of a model of evaluating service quality for Latvia’s public sector institutions.
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5.Scientifically justified improvement of public administration quality management system for Latvia’s
conditions by offering a model of evaluating service quality.

Practical significance of the research:

1.Complex evaluation of the quality and efficiency of public administrative services by Latvia’s state
institutions.

2.Analysis of factors characterizing the quality of public administrative services of Latvia’s state institutions,
analysis of cluster groups formed by factors.

3.Analysis of the efficiency indicators of Latvia’s institutions providing public administrative services and their
comparison with the quality of provided administrative services.

4.Evaluation of the applicability of the model of evaluating the quality of public services by involving experts,
institution leaders, and analysis and approbation of the public service quality evaluation research data.

Scientific novelty of the research:

1.The definition of public administrative services and the analysis of their classification have been specified;
2.Development and approbation of service quality assessment model in public administration institutions in
Latvia;

3.Within the framework of the doctoral thesis, factors have been identified which are considered important by
the clients of Latvian public administration institutions in the quality of administrative services provided, but
which are less important;

4.Certain clusters or groups formed by the clients of the Latvian public administration according to the factors
that are important to them in the quality of the received services.

Practical applicability of the research results:

1.In relation to the urgency of administrative-territorial reforms in Latvia at present, some of the research
outcomes may be considered when implementing these reforms and adopting Act on Public Services.

2.By using the model of evaluating service quality made by the author, enterprise leaders and researchers may
obtain more detailed information on the customers’ evaluation of expected service quality, perceived service
quality, provided service quality and its components. In this context, the model gains special attention as it not
only brings out service quality related factors but also provides indications for improvement. The model of
evaluating service quality will make it possible for the management of enterprises and institutions to identify
problems with quality and thus help to plan and initiate a quality improvement programme, enhancing the
efficiency, cost-effectiveness, and the total performance of the enterprise.

3.The research results and the author’s offered model of evaluating service quality have been presented and
discussed at meetings with leaders of the institutions under study. It was given a positive assessment and may be
set for further use at these institutions.

4.The elaborated model of evaluating service quality may be applied at any institution providing public services.
5.The theoretical and practical results of the Doctoral Thesis are used in the process of learning in study courses
“Quality management” and “School management fundamentals” at R&zekne Academy of Technologies and
Daugavpils University.
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1. SERVICES, THEIR QUALITY, EFFICIENCY, SERVICE
QUALITY EVALUATION

Chapter 1 of the Doctoral Thesis considers the theoretical aspects of the notion of services analysing the
classification of services, their compliance with meeting the needs of customers. The definition of public
administrative services is specified. The chapter regards the interpretation of the notion of service quality and
efficiency in scientific literature, provides the analysis of indicator systems for evaluating the quality of the
functioning of organization as well as models of evaluating service quality.

1.1.  Analysis of services, their kinds, theoretical frameworks

The broad range and diversity of services as well as differences in methods and tools for their provision
condition a lack of a unified approach to the interpretation of the notion of service in scientific literature. Several
researchers have provided their understanding of this notion. Gronroos defines service as a more or less
immaterial action or series of actions that usually, not always, happen in interaction between a customer and
service staff and/or physical resources or commodities and/or service provider’s systems offered to solve the
customers’ problems (Gronroos, 1984).

In 1973, Bessom suggested that for consumers services are actions on sale providing valuable
advantages or satisfaction; actions that the consumer cannot perform or chooses not to perform oneself (Bessom,
1973).

F. Kotler considers that service is understood as any interaction or gains that one party can pass over to
another and that are immaterial in essence (Kotler, 1990).

According to 1SO interpretation, service comprises an outcome of direct interaction between supplier
and consumer and supplier’s inner actions for meeting the needs of consumer (ISO 8402). This interaction may
be carried out by way of material products (material services) but it may be expressed by favourable attitude of a
person providing the service (immaterial services).

The most important feature of service is its favourable impact on the consumer. That is the basic aim of
service, its social function is providing direct services to the population.

Favourable impact of service is a combination of useful features of the service that directly addresses
and meets particular needs of a person.

Service may comprise interaction between a supplier and a consumer as well as inner action of a
supplier for meeting consumer’s needs (ISO 8402). Service may also be explained as any favour or action that
may be offered by one party to another and that is not tangible and cannot be appropriated. Service is a specific
product that has several characteristic features to be taken into consideration when building a quality
management system in service sectors. The major feature of service as a product is continuum of service
provision and consumption (Kotler, 1998). Another important feature of service is its immateriality. Service
product is also characterized by the changeability of service quality. The factors and conditions listed above
considerably complicate the standardization of service quality. Another feature of service is inability of being
preserved. This feature is related to the continuum of production and consumption of services. Besides, service is
not tangible and cannot be preserved that excludes an option of making service stores for further use, taking into
consideration the dynamic demand on service market (Kotler, 1998). Proprietary rights in service provision are
worth mentioning as well. Consumers of services usually do not become their owners as they just use the
obtained service without gaining any rights of ownership for material or nonmaterial service elements.

Scientific literature provides several kinds of service classification. Services may be classified as to the
degree of involving material values. According to this factor, services are classified into nonmaterial and partly
material services. Regarding the specificity of nonmaterial services, service is provided purely as a result of
actions of the service producer or provider. An example to this is education and insurance services.

Partly material services are those provided by using material commodities. Examples to these are retail
trade, fast food, mobile communication services, public utility services. Such service is provided as a result of
actions of the service producer while consumer becomes an owner of the material product.

Services are classified also as to the level of contact between consumer and producer. Direct services
are those provided exclusively as a result of the action of service provider, in this case it happens by a direct
contact between the staff and the customer. The continuum of service production and consumption is clearly
manifested in this kind. Mixed services comprise the meeting of customers’ needs in “two stages” including a
direct contact between the producer and customer and producer’s actions in the customer’s absence.

Services are classified as to the regularity of their provision:

— single, rare, systematic, regular, everyday services.

Services are classified as to the number of clients:
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— individual, group, corporate services.
Services are classified as to several features: form of property, kind of the service market, service
provider (Greitane, 2011). Criteria and kinds of service classification are summarized in Table 1.1.

Table 1.1
Criteria and kinds of classifying services
Criteria of classifying services Kinds of services
Degree of involving material values Nonmaterial services,
Partly material services
Level of the contact between a consumer and producer Direct services
Mixed services
Regularity of the service provision Single services,

Rare services,
Systematic services,
Regular services,
Everyday services.

Number of customers Individual services,
Group services,
Corporate services.

Form of property State or public services
Private enterprise services,
Mixed property enterprise services

Kind of market where provided Production resource trade services
Consumption commodity trade services
Real estate trade services

Finance and securities trade services
Currency trade services

Labour force recruiting services
Information services, etc.

Source: table designed by the author, 2020.

There is an internationally applicable classifier of the service sector used by the World Trade
Organization (WTO, 1991). This classifier includes more than 160 kinds of services classified into 12 sectors:
13. Transport services;
14. Tourism services;
15. Culture, sports, and recreation event organizing services;
16. Financial services;
17. Health and social care services;
18. Education services;
19. Environment protection services;
20. Trade services;
21. Communication services;
22. Construction and engineering services;
23. Applied services, including IT services;
24. Other services not mentioned above.

In Latvia, Nice classification is used (WIPO, 1979), that is international classification of commodities
and services used for classifying and searching for trademarks and service marks. It entails 11 service classes.

Public service catalogue is available in national administration service portal Latvija.lv, that is the
unified access point to services provided by Latvia’s state and local government institutions. The service
catalogue there collects information on services provided to the population by the state and local government
institutions (MK reg. n0.399, 2017).

As the notion of public service is not precisely defined in the normative acts, the Doctoral Thesis
specifies the definition elaborated by the Ministry of Environmental Protection and Regional Development and
ESF project No. 1DP/1.5.1.2.0/08/IPIA/SIF/002 “Public service system improvement”. Public service is defined
as a material or nonmaterial direct favour provided by the public administration to a private individual in the
form of general benefit service, governance (individual) service, or economic service (VARAM, 2012). The
main kinds of public services are general benefit services (road maintenance, street lighting), governance
(individual) services that include administrative services (registration, certified statements, permits, taxes, social
benefits) and physical services (social care, education, health care) as well as economic services (residential
house management).

Public sector comprises state and local government institutions and their commercial companies,
commercial companies with state or local government capital share of 50% and more as well as foundations,
societies, funds and their commercial companies. Public administration functions in a concrete legal framework
stated in external normative acts.
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Administrative services are public (i.e., state and local government) services provided by public
administration institutions and local governments. I. Koliushko identifies the following features of administrative
services:

1. Administrative services are provided upon the request of a physical or legal person.

2. Administrative service provision is related to securing legally important conditions for providing the
subjective rights of a particular person.

3. Administrative services, using proxies, are provided by public administration institutions, local governments.
4. Right to provide a particular administrative service for a person and institution proxies is determined by law.
5. Public administration institution functioning results in administrative act — a decision or a legally significant
action that meets a person’s demand (Koliushko, 2009).

The above-mentioned researcher suggests the following classification of administrative services:

1. In compliance with the level of proxy for providing administrative services and the kind of legal arrangements
for the order of their provision:

- administrative services for centralized arrangement (acts of law, acts of the Cabinet of Ministers);

- administrative services with the local arrangement (local government institution acts);

- administrative services with “mixed” arrangement (in cases of both centralized and local arrangement).
2. According to the payment criterion:

- paid services;

- free services.

3. According the public service content for providing administrative services:

- registration;

- issuing permit (licence);

- certification;

- examining;

- determining the status, etc.

4. According to the topic of the issues to solve:

- business (economic) services;

- social services;

- tax administration services;

- land office services;

- construction and public utility services, etc. (Koliushko, 2009). The classification of administrative services is
summarized in Table 1.2.

Table 1.2
Classification of administrative services
Classification criteria of administrative services Kinds of administrative services
1. In compliance with the level of proxy for providing - administrative services for centralized arrangement
administrative services and the kind of legal arrangements of | (determined by acts of law, acts of the Cabinet of
the order of their provision. Ministers));

- administrative services with local arrangement (determined
by local government institution acts);

- administrative services with "mixed" arrangement (in cases
of both centralized and local arrangement).

2. According to the payment criterion - paid services;
- free services.
3. According the public service content for providing -registration;
administrative services -issuing permit (licence);
-certification;
-examining;
- determining the status, etc.
4. According to the topic of the issues to solve - business (economic) services;

- social services;

- tax administration services;

- land office services;

- construction and public utility services, etc.

Source: table designed by the author, after Koliushko, 2009.

In the opinion of the author of the Doctoral Thesis, the above classification may be applied to the conditions of
Latvia.

Any service action is oriented towards meeting the needs of customers. In order to understand the mechanisms of
service sectors, it is necessary to investigate needs. There is a shortage of various benefits that people try to
overcome by means of their economic activity. These unfulfilled wishes are called needs. Needs are objective
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shortage of benefits trying to overcome this shortage. It is a subjectively detected entity. Human needs may be
classified in different ways.
8. According to the succession of fulfilment, American psychologist A. Maslow mentions five levels of
needs: existence or physiological needs, safety needs, social needs, esteem needs, self-actualization
needs (Maslow, 1943).
9. According to the urgency of needs, they are classified into absolute and relative needs.
10. According to the subject of needs, they are classified into individual and collective needs.
11. According to the degree of change, they are classified into flexible and inflexible needs.
12. According to material features, they are classified into material and nonmaterial needs.
13. According to the time of manifesting, needs are classified into overt and covert needs.
14. According to the frequency of occurrence, needs are classified into single and repeated needs (Skapars,
2010). Classification criteria and kinds of needs are summarized in Table 1.3.

Table 1.3
Classification criteria and kinds of needs
Classification criteria of needs Kinds of needs
According to the succession of meeting needs -existence needs,
- safety needs,
- social needs,

- esteem needs,
- self-actualization needs

According to the urgency of needs -absolute needs

-relative needs
According to the subject of needs -individual needs

-collective needs
According to the degree of change -flexible needs

-inflexible needs
According to material features -material needs

- nonmaterial needs
According to the time of manifesting -overt needs

- covert needs
According to the frequency of occurrence -single needs

-repeated needs.

Source: table designed by the author, after Maslow, 1943, Skapars, 2010.

The complex relations between objective needs and their subjective understanding condition the service
actions. High quality service action is one of the means of solving these contradictions (Grinberga-Zalite, 2011).

1.2.  The notions of quality, service quality, efficiency

Quality may be defined in various ways, thus there is no unified universal definition of quality (Shariff,
2012). Definitions of the notion of quality may be grouped on the basis of particular criteria. Different authors,
for instance, Berry et al. (Berry, 1985) define quality as correspondence with specifications, especially
customers’ specifications. Organization may evaluate the quality of provided services by studying customers’
opinion. Acting in this way, organization may enhance correspondence with customers’ wishes and improve the
advantages of their competitiveness (Shariff, 2012).

Quality is regarded as a positive feature of organization, its degree of excellence and the form of social
status (Ghylin et al., 2006). More focused definition is suggested by Hardy (Hardy, 1994) who describes quality
as a product of service provision, the result whereof is customers’ satisfaction and that has no drawbacks.
Daniels (Daniels, 2010) chooses to define quality as a degree at which customers consider that the suggested
product or service will exceed their needs and hopes, whereas Haider, according to 1SO, points out that quality
equals a totality of features of a product or service and its ability to meet direct or indirect needs of the customer
(Haider, 2001).

Quality is a totality of product features that determine its capability of meeting the previously set
consumer’s needs. Quality may be expressed by a simplified formula (ISO):

Q=P—-E (1.1)
where Q — quality level, P — the consumer’s received result, E — the consumer’s desirable result.
The simplest and briefest definition of quality states that quality is compatibility with demands (Croshy,

1995). Understanding of the notion of quality is not straightforward, each individual perceives and characterizes
it differently, treating it subjectively. Analysing definitions by various researchers, the author may conclude that
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most compliant with the present research are definitions by J.M. Juran (Juran, 1988) and F. Crosby that imply
particular demands, their fulfilment, and evaluation of fulfilment.

Quality is a totality of object characteristics related to its ability of meeting the set or envisaged needs
(1SO 8402). The notion of quality comprises three elements — object, needs, characteristics. These elements need
to be analysed to better understand the notion of quality.

An object may be, for instance, an action or a process; products; services, organization, system or
individual; in any combination of these. Another quality element is needs. Needs have been studied by such
authors as Maslow (Maslow, 1943, 1954), Alderfer (Alderfer, 1972), Gough (Gough, 1994), Doyal (Doyal,
1991), Wynn and Coolidge (Wynn, Coolidge 2004, 2008), Kotler and Keller, (Kotler, Keller, 2006). Maslow’s
hierarchy of needs is closer to the evaluation of services. On a lower level those are physiological needs that are
satisfied by food; safety needs. On higher level there are esteem needs, self-actualization needs (Maslow, 1943).
Quality indicator is quantitative characteristics of one or more features of the product understood as the product
quality. Quality indicator quantitatively characterizes the compatibility of the product with meeting particular
needs.

The first principle of quality provision formulated by Dr. E. Deming is that a consumer must obtain
what s/he desires, at the time s/he desires and in the way s/he desires (Deming, 1987).

Service quality is a complex construct that has been given much attention in the literature on marketing.
This literature is dominated by two schools: Nordic and North American school. Nordic school is based on the
three-dimensional model by Gronroos (Gronroos, 1984), whereas the North American school is based on the
five-dimension SERVQUAL model by Parasuraman et al. (Parasuraman et al, 1985)

The early investigation of service quality was carried out by Gronroos (Gronroos, 1984). Gronroos
stated that, for the organization to gain success, it is vitally important that it understands customers’ attitude
towards the provided services. In this model, service quality is evaluated by comparing the expected quality and
the perceived quality.

For evaluating service quality, Gronroos suggested three dimensions: technical quality, functional
quality, and image. Technical quality characterizes the provided service and the perceived quality. Functional
quality characterizes the technical service received by the customer. Image is an important factor formed by both
technical and functional quality.

In the mi-1980s, Berry, Parasuraman, and Zeithaml (Berry, Parasuraman, Zeithaml, 1985) started
studying the determining factors of service quality and the way customers evaluate service quality based on the
conception of the perceived service quality (Gronroos, 1984). 10 determining factors were discovered that
characterize customers’ perception of the service. One of the dominant factors is competence; it is directly
related to the technical quality of the result, whereas the other is reliability that is related to the aspect of
perceived quality. The rest of determining factors are more or less related to dimensions of the process of
perceived quality (Gronroos, 2005).

As a result of further research, 10 factors determining the quality of service were reduced to five
(Gronroos, 2005):

6. Material gains. This factor is related to the equipment used by the service provider, attractivity of
equipment and materials as well as the appearance of servicing staff.

7. Safety. This factor testifies that the service provider from the very start serves customers in a flawless
manner and fulfils what has been agreed upon in due time.

8. Responsiveness. This factor is related to responsiveness and readiness of service provider staff to help
customers and respond to their requests as well as inform customers about the time spent for receiving
the service and term of preparing a reply.

9. Competence. This factor assures that the conduct of the staff creates assurance for the customers about
the service provider and lets them feel safe. It also testifies that the staff are always polite and have the
necessary knowledge to answer customers’ questions.

10. Empathy. This factor is related to customers’ assurance that service provider is aware of their problems
and acts in customers’ interests as well as attributes individual personal attention to them and can offer
working hours convenient for customers.

SERVQUAL method appeared as a tool for detecting how customers perceive service quality. This tool
is based on five above mentioned factors and comparison between customers’ hopes and expectations as to the
way of performing the service and their experience of the service provision (rejecting hopes or fulfilling them).

To characterize five determining factors, 22 attributes are used and respondents are asked to indicate
(on seven point scale from “Fully disagree” to “fully agree”) what they expected from the service and how they
perceived the service. Based on the difference between hopes (expectations) and the actually received service, it
is possible to calculate the total quality indicator.
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In 1992, Cronin and Taylor suggested that this model needs updating as regards the perceived service.
They stated that service quality may be defined as consumers’ attitude, and for measuring service quality the
assessment of the service perceived by customers must be used (Cronin, Taylor, 1992).

Service quality in recent decades has been in the focus of attention of leaders, researchers, and
practitioners, as service quality greatly affects the functioning of any organization (Angelova & Zekiri, 2011).
There are various definitions of service quality.

Lovelock & Wright (cited by Anthony, 2014) stated that after decision about the purchase, customers
compare the expected service to the received service.

It is understood that the notion of service quality is related to that of customers’ satisfaction, yet they
are not fully identical (Anthony, 2014).

According to Parasuraman (Parasuraman et al., 1985), the expected service quality may be ranged from
ideal quality to totally unacceptable quality. The positioning of customer’s perception of the service quality in
this continuum depends on discrepancy between customer’s hopes for the service and perception of the service.

When the perceived service level is lower than the expected, the result is unacceptable quality and
failure to reach satisfaction for customers. If the perceived service equals the expected service, the result is ideal
quality and reaching the level of customers’ satisfaction (Parasuraman et al., 1985). The perceived service
quality is the result of customers’ comparison between the expected and perceived service.

The extent to which customers’ needs are fulfilled and how well the service is provided to meet these
needs and hopes constitute the overall definition of service quality (Gronroos, 1984; Berry et al., 1985; Hoffman
& Bateson, 2011). This definition complies with the approach where quality is defined as the degree to which
service positively agrees with the customer’s goals in the time of its use as exploitation suitability (Harmse,
2012).

According to Crosby, service quality is defined as meeting customer’s demands. Yilmaz (cited in Saglik
et al., 2014) described that service quality is matching of customer’s wishes and perception for the service
offered. Hence, the same perceived service may gain high evaluation by one customer and low — by another.
Thus, it must be concluded that the perceived service quality depends on the customer’s perception.

Efficiency construct may be classified as the main in economics. Efficiency is one of the major
indicators of human activity analysing it according to the results of economic activity. As an economic category,
efficiency secures unified qualitative and quantitative characteristics of economic activity.

Scholars J. Peter, R. Waterman, J. Harrington, H. Fayol, H. Emerson, F. Taylor, H. Ford in their works
have expressed an opinion that efficiency is the main characteristics of enterprise. However, these authors did
not study efficiency as a constant economic notion but used it to analyse the efficiency of management.
Researchers L.F. Shampine, M.W. Reichelt (Shampine, Reichelt, 1992) note that economic efficiency is
characterized by the ratio between the number of resource entities used in the production and the quantity of the
product gained.

Efficiency (Lat. efficientia) is ratio between the achieved result and used resources (ISO 9000: 2015).
Efficiency according to Guschin (Gus$¢ins, 2012) means achieving the aims of a particular system assessed by
comparing the reached state to the desirable one. The achieved result may be both positive and negative,
therefore efficiency in the general sense is the ratio between the achieved result and costs of reaching it. Table
1.4 provides the characteristics of the definitions of efficiency.

Table 1.4
Characteristics of the definitions of efficiency
Authors Definition characteristics
E.Dolan (Dolan, 2014) Efficiency is the choice of the right aims for focusing the energy of impact.
P.Drucker (Drucker, 1963) Efficiency means doing things right. Efficiency is not only the relatedness of the

result to the envisaged aims but also optimal result (effect) in terms of the use of
resources — material, financial, labour resources.

M.Mescon, M.Albert, F.Khedouri Efficiency — inner economy that secures the use of best resources.
(Mescon, Albert, Khedouri, 1997)

I.Mazyr, V.Shapiro, N.Olderoge (Mazyr, | Efficiency always is a certain ratio between the result and aims or between result
Shapiro, Olderoge, 2017) and the costs of achieving it, this category bears administrative character and it
shows the degree of achieving the set aims. It is defined as a ratio between the
achieved result and costs of achieving it.

Source: designed by the author after Dolan, 2014, Drucker, 1963, Mescon, Albert, Khedouri, 1997, Mazyr,
Shapiro, Olderoge, 2017.

Efficiency growth is considered as an indicator of economic development. Trying to improve the
efficiency of economic activity, leaders must identify and use events that stimulate the process of economic
growth and terminate those that lead to regress.

In most cases, the notion of efficiency is attributed to the private sector, whereas the public sector is
almost always acknowledged as inefficient. Goals set by state and private organizations are different; private
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sector strives for profit, but public sector usually does not strive for economic benefit as its major ai mis

providing for the public welfare (see Table 1.5).

Table 1.5

Comparison of public and private organizations

Public organizations

Private organizations

Usually monopoly organizations

Functioning on competitive labour markets

Serving citizens

Maximally enhance the profit of investments

Organization politics is elaborated by responsible ministries
led by the representatives of political parties who ought to
represent citizens’ interests

Organization leaders are responsible before shareholders,
boards; they try to enlarge the profit

State organizations are not so flexible due to the slow
process of decision making and implementation

More flexible, easier to govern, because the decision is taken
by a single leader

Distribute, redistribute, and regulate resources

Create and distribute resources

Sometimes are insufficiently financed

The investment of financial means is affected by the
organization productivity

Citizens are poorly informed as to the functioning of
organizations

Investors and shareholders are well informed how the
enterprise develops and what is the situation on the market.

Source: table designed by the author after Kotler, Lee, 2008.

Efficiency in the public sector may be compared to efficiency in the private sector only if their aims are
identical; and even in this case they are not fully comparable because state sector functions in the spheres that
take into account not only economic gains but also social problems, for instance, social benefits (Stoian, Ene,
2003). The efficiency of state expenses means ratio between the economic and social impact of investments.
Analysing the efficiency of the public sector, the majority of researchers refer to the economic efficiency that is
taken as a construct from the private sector. According to D.M. Mihaiu and A. Opreana, efficiency in the public
sector is a sum of economic efficiency and social impact (Mihaiu, Opreana, 2010).

Factors that affect efficiency in the public sector are as follows:

- Invested resources. In the public sector resources are much harder to detect than in the private
sector, as public services mostly overlap and resources are used from several sources. But on the
whole, resources invested in the public sector are those that come from the collected taxes.

- Action results. In the public sector they are more difficult to express in numbers than investments,
as they may have both an economic and social dimension. The results of the functioning of the
private sector have the value of market share; they are easy to estimate, whereas in the public sector
the results of functioning are difficult to estimate (Mihaiu, Opreana, 2010).

However, in the study by D. Hall and E. Lobina (Hall, Lobina, 2005) it is stated that state and private
organizations do not show essential difference in efficiency.

According to the author, public sector efficiency may be interpreted as ratio between the result of the
organization functioning (number of provided services) and costs, but in the public sector it is complicated to
detect the result and costs of functioning.

Three criteria of public service efficiency must be distinguished:

- 1. Economy — economy of using state financing is a model of using the least possible means

simultaneously preserving certain quality of services.

- 2. Quality — service quality that fully complies with the needs of customers of public services.

- 3. Symbiosis between the first and second criteria when a certain degree of savings is attained
while service quality remains on a sufficient level (Gus¢ins, 2012).

1.3.  Indicator systems for assessment of the organization work

quality and characteristics of models of evaluating service
quality

Organization or enterprise efficiency and opportunity of raising it constitute a topical problem of
management science. At present the significance of this problem is growing because there is growing
competitiveness among producers, while consumers and customers set higher demands for the quality and price
of products or services.

Organization efficiency is determined by the degree at which it attains the desired aim and performs its
functions, as compared to the use of resources. It is especially important for the development of enterprise to set
appropriate aims of action. They are specified on the basis of the selected strategy and are the main motivating
factor.
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At any enterprise there are determined qualitative action aims — standards whereby it is possible to
measure the growth of the organization and compare plans with the achieved results. Standards entail concrete
quality criteria or indicators whereby one can judge as to the compliance of action to the set goals.

Indicator systems are quantitative and qualitative indicators or indicator groups that are obtained and
interpreted according to certain methodologies and that make it possible to assess the existing situation, make
comparisons, make prognoses, and prepare strategic management decisions.

For the assessment of organization functioning, indicator systems are used not only because they make
it possible to determine short-term financial indicators but also because they determine the value of nonmaterial
parts. It is impossible to financially evaluate service quality or customer loyalty.

Organization is a complex, open socio-economic system that functions according to the rules of
systemic approach. However, it must be taken into account that the main elements of organization are humans.
Therefore it must become a smart instructing system that is able to detect its sustainable, efficient functioning
criteria or indicators as well as aims and trends of development. What are the main contemporary systems
elaborated in management science theory like to assess the quality and efficiency of organization functioning? In
order to understand the opportunities of using these systems, it is necessary to analyse them.

Efficiency pyramid according to C.F. McNair, Richard L. Lunch, Kelvin F. Cross (McNair, Lunch,
Cross, 1990). These authors presented a method in 1990 that was called efficiency pyramid. The main
conception of the method is relatedness of a customer oriented corporate strategy to financial indicators that are
supplemented by major indicators of quality (non-financial). Administration information must come from the
highest level of administration. Efficiency pyramid is formed by using quality management principle,
accounting, industrial technology and customer service evaluation.

Balanced indicator system by Robert S. Kaplan and David P. Norton (Kaplan, Norton, 1992). This
system originated by implementing a research project in 12 companies. It consists of financial and nonfinancial
indicators.

In its classical model, a balanced indicator system investigates the functioning of enterprise according
to 4 criteria: finances, relations with customers, inner business processes, personnel training and growth. A
company may choose priority indicators or enlarge the number of indicators including also, e.g. innovations and
service. Short-term indicators are balanced with long-term indicators. External indicators — finances and relations
with customers are balanced with internal business processes and personnel instruction. The system includes
both objective evaluation — finances and subjective — satisfaction of customers and personnel. In relation to the
enterprise strategy, to evaluate functioning according to the 4 above-mentioned criteria, each of them is
attributed 5-6 indicators.

Balanced indicator system by L.S. Maisel (Maisel, 1992). It has the same name as R.S. Kaplan and
D.P. Norton’s model. L.S. Maisel defines four criteria according to which enterprise is assessed. Instead of
personnel training and growth, the scholar suggests evaluating the growth of human resources. This concerns
innovations, education and training, product development, competence and corporate culture.

Model by Cristopher Adams and Peter Roberts (Adams, Roberts, 1993). The authors suggested a
model called EP2M-Effective progress and performance measurement.

According to this model, the evaluation is based on what is done by the enterprise:

—  for customer service and executing the demand of the market;

— for improving internal business processes (efficiency, cost-effectiveness);
— for change and strategic management;

—  for governing property and freedom of action.

Hubert K. Rampersad’s total performance scorecard (Rampersad, 2005).

Based on R.S. Kaplan-D.P. Norton’s model, H.K. Rampersad (Rampersad, 2005) formed a universal
indicator system.

This universal indicator system consists of five main elements:

7. Personal balanced indicator system;

8. Organization balanced indicator system;

9. Overall quality management;

10. Change management and competence management;

11. D. Kolb’s training cycle;

12. R.S. Kaplan-D.P. Norton’s system (Kaplan, Norton, 1992) is applied as one of the elements.
Generally H. Rampersad’s system may be applied as alternative to that of R.S. Kaplan-D.P. Norton. It is much
more complex, broader, more costly, thus more difficult to implement (Katelo, 2016). However, if an enterprise
needs a fine analysis of all processes, H. Rampersad’s system is an excellent option. Comparison of organization
functioning indicator systems is provided in Table 1.6.
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Comparison of organization functioning indicator systems

Table 1.6

Efficiency R. S.Kaplan and L.S.Maisel’s C.Adams and H.K.
.5 < pyramid by D.P.Norton’s balanced P.Roberts’s model Rampersad’s
TZ 8¢ C.F.McNair, balanced indicator | indicator system (1993) universal
E B 8 2 Richard system (1992) indicator system
S § 22 L.Lunch, Kelvin (1992) (2005)
O v F.Cross
(1990)
1.quality linternal business | 1.product L.internal business | l.overall quality
management processes development process improvement, management
2.accounting 2.finances 2.innovations and | 2.efficiency, change and | 2.organization
3.industrial 3.personnel training | investments  in | strategic management; balanced
technologies and growth. innovation 3.executing the market | indicator system
4.client service 4.relations with | 3.growth of | demand; 3.personal
evaluation clients human resources | 4.client service balanced
c 4.personnel 5.property  governance | indicator system
S competence 6.freedom of action for | 4.change
= 5.corporate administration management and
g— culture competence
S management
s 5.D.Kolb’s
© instruction cycle
S
O

Source: table designed by the author, after McNair, Lunch, Cross,1990; Kaplan, Norton, 1992; Maisel,1992;
Adams, Roberts, 1993; Rampersad, 2005.

In recent thirty years, several organization and enterprise evaluation indicator systems have been
formed. The majority of them bear a theoretical character. However, the most universal and practically
approbated one is R.S. Kaplan-D.P. Norton’s balanced indicator system (Kaplan, Norton, 1992).

Evaluation indicator systems are a universal tool to perform operative and strategic control at
enterprises or organizations to evaluate their functioning efficiency. However, among indicator systems that
unite material and nonmaterial components, most universal and approbated in practice is R.S. Kaplan and D.P.
Norton’s model (Kaplan, Norton, 1992). The author applies the above-mentioned systems elaborated in
contemporary management science as the theoretical basis for the formation of a model of evaluating service
quality. In the author’s opinion, under the conditions of Latvia, there is a need for a recapitulative quality
evaluation model drawing from the regarded organization functioning indicator systems.

The author holds that the following indicators ought to be used from R.S. Kaplan and D.P. Norton’s
balanced indicator system: the analysis of the internal processes at enterprise and personnel training. From H.K.
Rampersad’s universal indicator system, the author uses quality management indicator. From the efficiency
pyramid by C.F. McNair, Richard L. Lunch, Kelvin F. Cross, the author uses such an indicator as customer
service evaluation. From C. Adams and P. Roberts” model, the author uses such indicators as efficiency, change
and strategic management.

Characteristics of the service quality evaluation models

In the 1990s there were several attempts on a global scale to elaborate a model for measuring the
quality of services provided to customers.

SERVQUAL method was elaborated by Parasuraman, Zeithaml and Berry (Parasuraman et al, 1988,
1991, 1993, 1994). Service quality is evaluated by calculating the difference between the quality expected and
the quality perceived by the customer when being serviced. SERVQUAL (version of 1991) is structured in three
parts. Parts one and two each contains 22 questions for evaluating customers’ expectations and the actually
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perceived quality when being serviced. Part three offers a customer to evaluate the significance of each service
quality dimension. Service quality evaluation is acquired by comparing the values of customers’ expectations
and perceived quality.

Cronin and Taylor offer SERVPERF method (Cronin, Taylor, 1994). The main feature of the method
is that SERFPERF is aimed at evaluating the customers’ perceived service quality. According to Cronin and
Taylor, this variant yields better results than SERVQUAL and reduces the number of surveys for service users.

Schvaneveldt (Schvaneveldt,1991) in his survey evaluated service quality from two perspectives. One
of them was bringing out the perceived quality dimension, another was focused on customer’s feelings —
satisfaction or dissatisfaction.

In order to emphasize the significance of customers’ expectations, Teas (Teas, 1993) suggested
applying NQ (Normed Quality) model. Customer’s expectations were interpreted in two different ways: on the
ideal level, providing the highest number of points scored for each attribute, or on the actual level regarding the
real conditions under which the service can be provided.

In addition to these methods, there are various methods of calculating customer satisfaction index
(Customer satisfaction index - CSI). The basic method used in different interpretations in Europe was
elaborated at Stockholm School of Economics. This indicator is calculated on the basis of personal interviews
method, and it is used as one of the parameters of long-term cost-efficiency of enterprise and allows to identify
causes and factors of customer satisfaction and loyalty.

European customer satisfaction index (ECSI). ECSI is another variation of the survey model.
Customer expectations, the image of enterprise, perceived quality, perceived value, customer satisfaction and
loyalty are modelled similar to SERVQUAL and Swedish customer satisfaction index (SCSI).

Experiment with two service quality evaluation methods confirmed the positive sides of both
methodologies and brought out several problems related to their use. Customers who filled out the SERVQUAL
survey expressed their opinion on the general character of the survey, yet pointed out that filling it out took a
long time. Customers who were offered to fill out SERVPERF characterized it as an easy to complete survey that
did not take much time (Katelo, 2017).

The advantage of SERVQUAL method is its ability to assess each aspect of service quality as to its
importance unlike SERVPERF that provides results exclusively on the quality as perceived by the customer.
Therefore, when choosing a method to evaluate service quality indicators, it is necessary to take into account the
sphere of action of the enterprise or institution — as different from quantitative indicators where such
specification is unnecessary as they are more or less similar in all spheres. The author further provides
characteristics of the public sector in Latvia and its development scenarios.
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2. CHARACTERISTICS AND DEVELOPMENT SCENARIOS OF THE PUBLIC

SECTOR IN LATVIA
Chapter 2 of the Doctoral Thesis is dedicated to the analysis of the public sector in Latvia, including the
socio-economic indicators of the country, the volume quality, efficiency of the public sector and its theoretical
characteristics. The chapter provides the evaluation of the society of the state administration functioning. The
author considers the scenarios of the development of public services in Latvia, characterizes the EU approach to
providing public services. The chapter provides the analysis of the conception of public service system
improvement as well as a plan for improving the service environment for 2020-2023.

2.1. Characteristics of Latvia’s socio-economic indicators, public sector
volume, state administration quality and efficiency

Latvia is one of the three Baltic states and since 2004 a member state of the European Union and
NATO. For regional development planning, coordination, and enhancing the cooperation among local
governments, the territory of Latvia is divided into five planning regions: Riga, Kurzeme, Vidzeme, Zemgale,
and Latgale.

In 2020, the administrative-territorial reform was completed in Latvia, as a result whereof from 1 July
2021 there are 42 local governments; from them 35 are district local governments and 7 state city governments
(Riga, Jurmala, Liepaja, Ventspils, Rezekne, Daugavpils, Jekabpils, Jelgava). State city list includes also Ogre,
Jekabpils and Valmiera, but they will form local governments together with the surrounding regions. Act on
administrative territories and settlements adopted on 10 June 2020 by Latvian Saeima states that the Republic of
Latvia is divided into state city local government territories and regional local government territories that are
further divided into towns and civil parishes. Territories of the new districts, district towns and civil parishes are
stated in the appendix to the act. Also the new law states that in Latvia settlements are cities, district towns,
villages, and farmsteads. For performing the functions of state and local governments, administrative districts of
Kurzeme, Zemgale, Riga, Vidzeme, and Latgale are set up. Their status and conditions of functioning are
specified in a separate act elaborated by the Cabinet of Ministers before 1 January 2021 and submitted to
examining in Saeima.
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Figure 2.2. The administrative territorial division of Latvia after 1 July 2021
Source: VARAM, 2020.
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Table 2.3.

Territory and population of the Republic of Latvia

Planning regions Territory, km2 Population, beginning of year, 2020
Riga district 10435 1002 299
Kurzeme district 13 596 237305
Latgale district 14 549 255795
Vidzeme district 15 246 183842
Zemgale district 10733 228416
Total: 64 559 1907 657

Source: table designed by the author after Central Statistical Bureau, 2020.

Since 1993, the percentage of the population of the age of retirement is larger than children and
adolescents, that means that the number of the working age population decreases and the level of demographical
load will grow. In the early 2019, for 1,000 of working age population there were 373 people of the age of
retirement and 259 children aged under 14. The mean age of Latvia’s population at the beginning of 2019 was
42.5 — 39.2 for males and 45.3 for females (at the beginning of 2011 respectively 41.1, 37.9, and 43.8). The
mean age of the population is younger in Pieriga district (40.7) and older in Latgale (44.5).

Since the end of 2010, the economic decline in Latvia has been stopped and growth has started. From
2011 to 2013, GDP increased gradually in average for 4.4% each year. In 2014, GDP increased for 1.9% but in
2015 — for 3.3%. In 2018, GDP increased for 4.6% that was the most rapid growth during the last seven years. In
the first half of 2019, the growth continued but at a slower pace.

In the first half of 2019, nonfinancial investments increased more rapidly in service branches where the
growth of investments reached 26% as compared to the previous year. In branches of commodity production,
investments increased for 18%. The greatest contribution to the growth of investments was in the branch of state
administration (33% growth) and operations with real estate (54% growth).

Analysis of the economic structure shows that in 2019 branches of production (agricultural, forestry and
fisheries, industrial as well as construction) constituted 25.6%, whereas branches of services — 74.4% of total
added value (LR Ekonomikas ministrija, 2020).

The structure of public services (state administration and defence, education, health and social care) that
in 2019 brought in 16.9% of total added value was dominated by state administration and defence (8.3%). With
the increase of government expenses, since 2013 public services witnessed a stable growth. In 2017, it was the
most rapid since 2006. Also in the first half of 2019 the branch continued rapidly growing. In recent years, state
expenditure has greatly grown for enlarging state defence capacity, health, and education.

Decrease of the working aged population affected the potential labour force offer that resulted in

decrease of the free labour force reserves. Unemployment in the first half of 2019 diminished for 6.6% that is the
lowest indicator during the latest decade. The number of vacancies registered at State Employment Agency at the
end of August 2019 was for 36% larger than before a year. 969,000 or 69.1% of the population were
economically active, while the number of the employed reached 905,000 or 64.5% of the total number of the
population. The highest registered unemployment level remained in Latgale district (13.6%) but the lowest in
Riga (4.1%).

Since the end of 2010 the increase of wages and salaries has restarted. The growing demand for labour
force and the decrease of the number of the working aged population have a growing impact on the availability
of labour force on the labour market preserving the pressure on wages and salaries. Growth of pay in recent four
years has remained above 5% per year. Mean gross monthly salary in the first half of 2019 increased for 7.8% as
compared to the respective period of 2018, reaching 1060 EUR (LR Ekonomikas ministrija, 2018).

Volume of Latvia’s public sector

In average every eleventh resident in Latvia (6.48%) is employed in public sector — in state or local
government institutions, related commercial companies, and other state or local government related institutions.
From the total number of employees, every fifth resident of working age is employed in general government
sector. Though in absolute numbers the quantity of employees in Latvia’s general government sector has reduced
considerably, under the impact of emigration the fall in the specific weight is not so expressed — from 9.6% in
2008 to 6.48% in 2018.
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The number of employees in Latvia’s state administration, as compared to other EU countries, does not
exceed the mean indicator of the European Union (6.84%). In Finland it is 4.55% (Valsts kanceleja, 2018).

Half (49%) of the employees in the general government sector work in local governments and their
institutions. 10% are employed in state capital companies, whereas the remaining 5.8% work in local
government commercial companies. Local governments as well as capital companies controlled by state and
local governments are autonomous in decision making as to the number of their employees. The Cabinet of
Ministers has no direct impact on the reduction of the number of employees in these segments.

As concerns the state budget financed institutions, 6% or 3.2 thousand employees work in ministry
central bodies and the centre of the government. Out of about 60,000 state budget financed institution
employees, more than a fifth are officials with a specified service rank (State police, Prisons Administration),
including 5.2 thousand soldiers, 2.6 thousand medical staff, almost 3.8 pedagogues in state professional
education institutions, 3 thousand employees in social care centres, etc. As regards departments, the largest
number of employees are in the structures of the Interior — State Police, State Fire and Rescue Service, border
guard (Valsts Kanceleja, 2016).

Assessing the distribution of employees across the position groups, the dominant group is implementers
of state determined control and surveillance functions (e.g. State Revenue Service, State Labour Inspectorate,
Customer Affairs Council, Health Inspectorate, State Environmental Service, Procurement Monitoring Bureau,
etc.). Providers of medical services rank as second (State Emergency Medical Service and State Blood Donation
Centre), followed by providers of physical and qualified labour, e.g. technicians, drivers, janitors, cloakroom
attendants, security guards, gardeners, etc. mostly in Court administration, State Emergency Medical Service,
state professional education institutions, social care centres, etc. (Valsts Kanceleja, 2016).

Public administration quality and efficiency

Scholar L. Tetrevova (Tetrevova, 2008) in her research mentions efficiency as the major problem in the
functioning of the public sector. Efficiency, according to N. Mankiv (Mankiv, 2000), is the most efficient way of
using resources. B. Hamernikova, (Hamernikova, 2010), J. Pekova (Pekova, 2011), J. Rektorik, (Rektorik, 2003)
treat efficiency in a similar way. The authors consider it as a state in which maximal body of commaodities and
maximum benefit may be gained from the available resources. According to L. Tetrevova (Tetrevova, 2008),
efficiency is a state when economic functions on the extreme verge of its opportunities.

One of the definitions is offered by EU Legislation act No. 502/2001 on financial control where
efficiency is characterized as maximization of action outcomes related to the available public financing. This act
characterizes efficiency also as the most efficient use of public financing aimed at reaching the highest possible
quality of fulfilled tasks with the use of smallest possible financing.

Internationally comparable state administration efficiency index shows that Latvia has made a major
progress, reaching value 1.1 in 2015 (middle term goal till 2020). Latvia according to this indicator still lags
behind the mean indicator of the European Union but has considerably approximated its indicators since 2008.
Major factors that facilitated Latvia’s progress are increase of the number and availability of e-resources and
improvement of the quality of policy planning.

As to the legislation quality indicator, Latvia has reached the mean indicator of the European Union but
is behind, e.g. Estonia that has achieved a very rapid progress. The great leap of the neighbouring country is
explained by the decision taken by Estonian government at the end of 2012 to adopt and implement methodology
of impact assessment that includes also the order of monitoring quality of impact after evaluation and regulation.

As proven by the inspection performed in EU countries, state public service quality is closely connected
to the society’s trust in state administration, simplicity of business action, and social welfare. It is also an
indicator of the quality of state general functioning.

According to L. Tetrevova (Tetrevova, 2008), there must always be a certain compromise between
efficiency and justice. Excessive efficiency preference gives rise to social instability in the society; on the other
hand, excessive emphasis on justice decelerates economic growth and development. According to the author, an
important efficiency criterion in the public sector is the balance between such efficiency criteria of public
services as economy and quality, when a certain degree of savings is achieved, but the quality of services
remains at a sufficient level. When analyzing the quality of public services, their efficiency must also be taken
into account.

1.2.  Society’s evaluation of the state administration
performance, services provided

In the framework of a research on state administration customers’ satisfaction produced in September
2019, a survey of Latvia’s population was carried out to find out the population’s attitude towards the state
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administration on the whole, evaluation of the functioning of state institutions as well as characteristics of the
latest contact with a state institution. The results obtained are compared to those of the research carried out
between 2015 and 2018 (SKDS, 2019).

Most often mentioned institutions that have gained a positive evaluation by the population of Latvia
only in 10% of all cases are VSAA (State Social Insurance Agency), VID (State Revenue Service) (8%), PMLP
(Office of Citizenship and Migration Affairs) (5%), VP (State Police) (4%), NVA (State Employment Agency)
(4%), LP (Latvian Post) (3%), councils of various local governments (towns, districts) (3%), NPD (State
Emergency Medical Service) (3%) (see Figure 2.2.).
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Figure 2.2. Best servicing state institutions, %, according to the survey of the population of the Republic of Latvia
Source: SKDS, 2019

Respondents of the survey have provided their evaluation of the state institution functioning on the
whole.

Evaluating their contact with the state institutions analysed in the research, the surveyed residents of
Latvia more often provided evaluations “excellent” or “good” (38%-90%) than critical evaluations “rather poor”
or “very poor” (0%-25%). From the listed institutions, positive evaluation is most often given to the contact with
State Land Service, Office of Citizenship and Migration Affairs, State Social Insurance Agency, and State Forest
Service.

Characterizing the reasons for contacting the institution in person, on the telephone or by post, instead
of the Internet, respondents more often stated that “the issue is impossible to settle on the Internet” (54%) or they
“prefer contact in person” (25%).

Comparing the results of surveys carried out from 2015 to 2019 leads to a conclusion that on the whole
the following institutions are evaluated more positively than before: Office of Citizenship and Migration Affairs
and State Social Insurance Agency, while slightly more critical evaluation than before was given to State Forest
Service, Health Inspectorate, State Emergency Medical Service, and State Police.

World Bank ease-of-doing business evaluation that reflects changes of the administrative load and
making services easier approves of the growing position of Latvia in the services sector (PB, 2018).

Data of the European common market result summary show that Latvia occupies third place in
providing online services to entrepreneurs (EK,2017).

Public opinion poll data in the whole EU approve of the population’s expectations that “state
administration will understand their needs” and provide “services directly adjusted to people using them”
implementing the necessary reforms (SKDS, 2019).

Reforms are to be performed and regularly reconsidered assessing the existing situation and new
challenges under the conditions of the dynamically changing environment. The author agrees with experts’
assessment that the following issues deserve special attention in the plan of state administration reforms:

Raising efficiency and productivity;

Reducing the volume of control and reports;

Goal orientation, from process to result (meaningfulness of actions);

Function centralization and process simplification;

More flexible human governance;

Competitive remuneration related to obtaining results;

Freedom of action and simultaneously — raising responsibility;

Change of the professional culture of state administration, common values and facilitating cooperation
culture (Valsts kanceleja, 2017).
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1.3.  Public service system development trends in Latvia and EU
guidelines

Interoperability of public administration institutions is set as an important prerequisite of a successful
functioning of EU member states. Interoperability of local, state and European public administration institutions
contributes to reaching the goals set by the European Parliament in resolution of 29 March 2012 on EU
citizenship: eradicating obstacles for EU citizen right enactment (Eiropas parlaments, 2012).

“Interoperability”, according to the EU basic positions, is ability of various and different public
administration organizations to interact for reaching mutually beneficial and harmonized aims and it includes
exchange of information and knowledge among organizations in compliance with their functioning processes,
using data exchange between their respective ICT systems (Eiropas parlaments, 2012).

Concerning the public sector, it is emphasized in the European Parliament and Council Directive
2013/37/ES(EP Direktiva 2013/37/ES, 2013) that the public sector institutions, so far as it is possible and useful,
are to make available documents in open format along with their metadata at the highest possible precision and
detailing level, in a form that secures interoperability, reusability, and accessibility. Therefore it is essential that
the policy related to interoperability and its possible applications is coordinated in the most efficient and most
appropriate way for end-users on the Union level. To eradicate fragmentation in the sphere of interoperability in
the Union, common understanding about interoperability in the Union and holistic approach to interoperability
solutions ought to be promoted.

Public administration institutions in the European Union ought to observe in their functioning the
principle of equal attitude. Residents of the Union must have the right to equal treatment in EU institutions,
structures, bureaux, and agencies. The Union must take into consideration the requirements related to the
campaign against social exclusion. In this respect, throughout the European Union in the elaboration of strategies
related to public service capacity there must be included the principle “accessibility for all”, taking into account
the least protected residents and the least populated areas to avoid the digital split and exclusion, according to the
summon in the European Parliament resolution of 20 April 2012 on competitive digital common market: e-
governance as a driving force (Eiropas parlaments, 2012).

It is emphasized in the European Commission publication on the vision of the public administration
(Eiropas Komisija, 2013) that the independence of state administration keeps decreasing as it is more and more
interconnected both mutually and across borders, as well as by cooperating with the private sector in service
provision. It happens in open and governance structures where both state institutions and third parties cooperate
in providing services, creating services and values for residents.

In the European context, discussion on the trends of the public governance development is often related
to the ideas of European administrative space (EAS) — the notion that is commonly treated as a gradual
convergence of administrative structures, processes, and values towards a common European model. This idea of
European convergence is promoted by various forces, e.g. joint legal acts, constant interaction among officials
and politicians on the EU level promoting a common understanding as well as international trends of reforms
that are promoted by such supra-national institutions as OECD (Hammerschmid, Meyer, Demmke, 2007). The
authors in their work state that the different historical and institutional background of European countries and
administrations affects not only the form and content of their administrative reforms but also the style of the
scientific research on the public administration (see Table 2.2).

Table 2.2
Public governance traditions

Public governance tradition Countries

Anglo-Saxon tradition

Ireland, Malta, Great Britain

Continental Europe tradition

Austria, Belgium, France, Germany,
Luxembourg, Netherlands

Mediterranean / South European tradition

Cyprus, Greece, Italy, Portugal, Spain

Scandinavian tradition

Denmark, Finland, Sweden

Transition (post-Soviet) period tradition Bulgaria, Czech Republic, Estonia, Hungary, Latvia,
Lithuania, Poland, Romania,
Slovakia, Slovenia

Source: designed by the author after Hammerschmid, Meyer, Demmke, 2007.

Relation between the classical administrative reforms carried out in the EU states and public
governance reforms has changed over time. Each of the EU states has had certain differences in the course of
reforms. To describe the situation, reform classification by Coombes and Verheijen (Coombes, Verheijen, 1997)
and Pollitt and Bouckaert (Pollitt, Bouckaert, 2004) can be used — both of these classifications have a similar
base and they may be reduced to the following:

1. Radical kind of public governance reforms;
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2. Mixed kind of reforms;

3. Gradual reforms.
Comparison of the public governance reforms carried out in the Baltic states and other East European countries
is reflected in Table 2.3.

Table 2.3
Public governance reforms in East European countries
Country Reform type
Estonia Reforms in Estonia are most radical and based on the changes of public governance. One of

the major challenges in Estonia has been set by wishing to pass to modern administrative
systems, without forming a stable base in advance — classical hierarchically structured state
governing. In Estonian state governance the major goal has not been to form a stable base
for democracy but to advance the efficiency of state institutions. However, as a result of the
policy implemented by sequential neoliberal governments, the basic topic of government
reform initiatives has been the reduction of the role of the state.

Latvia Reforms in Latvia can be characterized as a mixed model from the start to the present
actions of reforms. Several public governance reform stages were implemented, there was
an attempt to reduce the number of employees in the public governance, yet public
governance reforms never dominated in strategies of reforms. The latest administrative
territorial reform took place in 2020-2021.

Lithuania Lithuania ranks with the mixed model category of countries that, according to Pollitt and
Bouckert (2004) are termed “modernizers”. From about 1996 to 2004, state governance
reforms were mostly facilitated by Lithuania joining the EU. More intensive work at the
public governance reforms started only after joining the EU.

Poland Poland is a typical representative of dominant legal approach to reforms and it may be
classified as a country of gradual change. Poland incessantly reorganizes its systems of
governance in the public sector. New public governance had a limited impact on Poland’s
administration, yet it emphasizes the requirement of modernizing Poland’s administration
and simultaneously reducing its size.

Czech Republic Mostly gradual and legal reforms. After 2000 there have been few administration reforms.
“State governance reform conception” from 1999 was envisaged for complex changes, yet
only administrative measures were implemented. The liberal government elected in 2006
tried to start reforms of public governance but they were not later continued.

Source: designed by the author, after Pollitt, Bouckaert, 2004; after Bouckaert, Nakrosis, Nemec, 2011.

Along with the public governance reforms to be implemented, great importance is attributed to the
quality of public services. Public service quality issues have been analysed by a number of foreign researchers.

The research on the quality of public services in Lithuania’s local governments (Kondrotaite, 2012)
concludes that, as regards quality in the context of public services, what matters most is customer’s satisfaction
with the service provided. According to the research on the quality of public services in Finland (Tuomi, 2012),
state sector organizations do not fully implement quality control. The main problem is that organizations do not
carry out the evaluation of service quality on regular basis and after the evaluation do not develop further activity
and do not improve the quality of services. Research on the state governance development and status quo of
Poland has been produced by S. Mazur, M. Mozdzen, M. Oramus (Mazur, MozdZen, Oramus 2018). Their
research is elaborated for European Commission with technical assistance from European Institute of Public
Administration (EIPA) Hertie School of Governance and Ramboll Management Consulting. The report
highlights the following major spheres of improvement (KPRM, 2016): 1. improvement of confidence in civil
service and its image; promoting the public understanding of advantages of civil service and its role focusing on
citizens’ needs and contemporary mass media; 2. quality of administration and human resources in civil service.

Research on relatedness of service quality and customer conduct in Spain has been produced by M.
Sanchez-Perez, J.C. Gazques-Abad, R. Sanchez Fernandez (Sanchez-Perez, Gazques-Abad, Sanchez Fernandez,
2007). The research identifies five different research trends in studying the quality of services, analysing the
relatedness between service quality and customers’ intentions.

Quality management in the public sector of Turkey is analysed by S. Coskun (Coskun, 2002). Quality
management has been on the agenda of state administration in Turkey since 1990. In the context of the public
sector of Turkey, quality management is identified not only with administrative approach and system for the
improvement of the quality of public services but also as a tool for solving the problems of state administration.
Public service quality in cities of Egypt as compared to Malaysia has been studied by Mona Ali (Ali, 2012). The
research reveals that customer satisfaction with the material gains and empathy dimensions in the quality of
services make the greatest contribution. Research on the quality of services in the public sector of Malaysia is
produced by M.H. AbdRashid (AbdRasid, 2008). The research identifies several drawbacks of the public sector
where improvements are needed. Public service quality in Taiwan is analysed by Chih-Tung Hsiao (Chih-Tung
Hsiao, 2014). The research is focused on a customer oriented service system and service provider conduct spread
in the public sector. Opportunities of the improvement of the service quality in the public sector of Britain are
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described by K. Williams and M. Saunders (Williams, Saunders, 2007). The authors offered alternative variants
for estimating the quality of services that facilitates the improvement of public service providers’ performance.

Trends of the public administration development and their investigation in Europe and globally have a
direct impact on the development of this sector in Latvia.

Public service system development trends in Latvia

Regarding the public service system development trends in Latvia, it must be noted that Latvia belongs
to the EU transition period countries with current administrative-territorial reforms and transformations in the
public administration structure. In 2015, there started the formation of State and local government unified
customer service centres and the functioning of regional centres of development (VARAM, 2015).

Service centres function on the basis of local government customer centres in compliance with unified
principles providing:

—  Applying for in-person services,

— An opportunity to apply for in-person services of State Revenue Service and State Social
Insurance Agency,

— Receiving services from one’s local government,

—  Consultations on e-services,

— consultations on 7 state institution e-services and practical assistance working with a computer,
Internet, and eID card reader,

— information on the near-by state institution regional structural unit, its office hours and check-
in procedure,

— receiving applications for services and consultations on receiving e-services.

Provision of one-stop agency principle in providing state and local government services has promoted
the efficiency of the public administration. The number of State and local government unified customer service
centres has grown along with the range of services provided as well as with the number of services provided by
state institutions. At present there are 76 district and 8 regional centres, and the network keeps growing.

In 2018, the number of services and consultations provided by state institutions was 82,581 that is 1.65
times more than stated in Ministry of Environmental Protection and Regional Development strategy of action for
2017-2019. District and regional centres provided in the period of 2015-2018 in total 197,464 services by state
institutions and consultations by local governments, whereas the district centres provided 169,094 services, but
regional centres — 28,370 services (VARAM,2019).

The results of the population’s survey of 2019 show that satisfaction with applying for services on-line
is generally estimated as good. The highest evaluation is given by the population to service in the process of
applying and the speed of applying. As compared to the previous year, the evaluation of the information on the
service has fallen slightly (VARAM, 2019).

Basic positions of the development of information society for 2014-2020 indicate www.latvija.lv as a
unified portal for state administration (including local government) services. The regulations of the Cabinet of
Ministers of 4 July 2017 No. 400 “Regulations on state administration service portal” specify the procedure of
using the Portal and its governance, duties and responsibility of the Portal manager and state administration
institution, information exchange procedure between the Portal manager and the institution.

By 1 March 2018, the Portal provided access to 133 e-services by 27 institutions as well as descriptions
of 2432 services and 126 life situations. On the whole in the time period from 2008 till the end of 2017, constant
growth in the use of e-resources was observed (VRAA, 2017).

The Portal content is structured in two parts — for the population and for entrepreneurs. Current
information and services are grouped in thematic blocks. Information on the life situations, interinstitutional
information and functionality in the part for the population in cooperation with the involved institutions are
coordinated by State Regional Development Agency, whereas in the part for businesses — by the Ministry of
Economics.

In 2017, the number of the unique users of e-services in the Portal since 2008 has reached 806 thousand
(see Figure 2.15).

On national level there is no unified electronic contact point (business portal) for obtaining information
on business in cycles of its action — starting, requirements during the functioning, and closing, for consultations
on legislation, export, support, taxes, permits, etc. The informational space for business is fragmented, part of the
information is available at the Investment and Development Agency of Latvia, part on the websites of the
Ministry of Economics, Business Register, State Revenue Service, etc. At Public Social Protection Agency there
was carried out service provision oriented interior process arrangement, cooperating with local governments in
serving customers. Hence, at certain local governments it is possible to apply for particular benefits (VARAM,
2018).
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Conception of the public service system improvement

Assessing the range of public services, it was stated that 75% of the service range is constituted by
administrative (individual) service, with a significant ratio of economic services (~10%) and general benefit
services (~9%). In turn, interinstitutional services constitute 5.1% but judicial power services make only 1.1%
from the whole range of public services (VARAM, 2012).

In the framework of the conception “On the improvement of public service system” prepared by the Ministry of
Environmental Protection and Regional Development and confirmed by the order No. 58 of 19 February 2013 by
the Cabinet of Ministers of the Republic of Latvia, the range of state administrative services in a unified state
and local government customer service centre context entails the following institutions:

— Rural Support Service;

—  State Employment Agency;

—  Office of Citizenship and Migration Affairs;
— Business Register;

—  State Revenue Service;

—  State Social Insurance Agency;

—  Stater Land Service.

Thus the context of LPR conception includes only the public administrative services provided by these
institutions in the amount determined within the conception of the Ministry of Environmental Protection and
Regional Development as a unified service complex within customer service centres (or any other form of
service provision local or regional centre), additionally indicating the necessity for services of institutions of the
local government territorial boards in Latgale — Food and Veterinary Service, State Forest Service, State
Environment Service, State Police that are united with the public individual basket of services in the respective
development centre (VARAM, 2013).

The aim of in-person customer service improvement is providing the organization of in-person public
services compliant with the needs of residents and entrepreneurs and the principle of one-stop-agency,
contributing to optimum availability of service in the whole territory of Latvia.

The author of the Doctoral Thesis holds that the improvement of the organization of in-person service
provision will contribute to reaching the aim of the public service system improvement — providing services
compliant with the needs of the population, entrepreneurs, and other service receivers, simultaneously reducing
the administrative load, improving the business environment, providing service accessibility in regions and
facilitating a more efficient state administration.

Service environment improvement plan for 2020-2023

Service environment improvement plan is elaborated in compliance with the objective of the
Government action plan declaration for the implementation of activities envisaged by the Cabinet of Ministers —
specifying the measures of public service environment improvement for improving service provision and
management, and the objective for the Ministry of Environment Protection and Regional Development by the
decision of the meeting of the Cabinet of Ministers of 25 September 2018 — elaborating in 2019 middle term
development planning document entailing the aspects of public service environment improvement.

State administration service development is determined by the government stated priorities and basic
principles. According to the declaration of the Cabinet of Ministers under the guidance of A.K. Karin$ (LR
Ministru Kabinets, 2019), one stop agency approach and digital opportunity application aspects are set as
government priorities:

— 1. promotion of the existing digital services radically expanding their total use;

— 2. digitalization and modernization of state and local government administering processes,
including the promotion of a unified state digital service support centre model that would raise
the service quality;

— 3. one stop agency service provision both in person and digitally, facilitating the online
cooperation of institutions.

In order to implement these processes, work is organized at several levels. In the service sector, one
stop agency principle is introduced, both in provision of in-person and digital services, developing the approach
of multi-channel provision, that means parallel work at implementing more convenient self-service e-services
and optimization of in-person service. The common tendency in providing state administration services in Latvia
is towards unified and centralized governance and opportunity for the population to choose the most appropriate
channel of receiving services using the digital or physical (state and local government unified customer service
centres, state institution customer service centres and call centre) offer (LR Ministru Kabinets, 2019).
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3. SERVICE QUALITY EVALUATION PROCESS IN LATVIA’S
PUBLIC SECTOR INSTITUTIONS

In chapter 3 of the Doctoral Thesis, the author provides the evaluation of administrative service quality
in Latvia’s public sector institutions, describes a model of evaluating service quality. The chapter characterizes
the research approach, design, and methodology. The author has performed the analysis of data reliability,
statistic analysis, factor and cluster analysis of research data. The chapter also provides information obtained in
expert interviews. Interviews with experts of the field are used to verify the applicability of the author’s
elaborated model of evaluating service quality.

3.1. Research approach, design, and methodology

Research methodology is defined as a kind of systemic investigation of a problem. It may also be
defined as a totality of methods for obtaining knowledge or data (Rajasekar et al., 2013).

Research plan is a project of collecting and measuring data. Cooper and Emory (Cooper, Emory, 1995)
characterize research design as a plan and structure of inquiry. It comprises five main components — research
questions, research hypothesis, units of analysis, relatedness of the data to the hypothesis, and the interpretation
of the research outcomes. The major aim of the research design is averting a situation when the research
outcomes do not provide an answer to the primary research questions (Kohlbacher, 2006).

Two logical approaches may be used in research — deductive and inductive, as well as the
interdisciplinary approach.

Using the deductive approach, a researcher elaborates a theory and research strategy for testing it.
According to Olckers (Olckers, 2011) and Saunders et al. (Saunders, 2007), the deductive approach ought to
possess the following features: describing relations among the variables and on this basis elaborating research
methodology. In the case of inductive approach, a researcher summarizes data and, based on their analysis,
elaborates a theory. It is usually done when it is hard to detect the conceptual base of the construction.

The present research applies the interdisciplinary research approach bearing a quantitative and
qualitative character. Quantitative research is related to collecting numeric data in order to clarify or confirm a
concrete phenomenon or theory. Quantitative research outcomes are descriptive and not prognostic (Muijs, 2004;
Jansen, 2010; Silva, 2015). Hence, this research may be called a descriptive cross-section research (Martinsone,
Pipere, Kamerade, 2016).

Methods applied in the Doctoral Thesis:

1. Logical analysis and synthesis;

2. monographic and analytical theoretical source studies;

3. SERVQUAL method — quantitative data collecting;

4. Expert interviews — qualitative data collecting;

5. Data statistic processing by means of SPSS (22.0) software, statistic data grouping, factor analysis,
frequency analysis, hierarchical cluster analysis, logical analysis and graphical designing methods.

The theoretical part of the Doctoral Thesis makes use of logical analysis and synthesis, monographic
and analytical theoretical source studies to analyse the scientific literature, Latvia’s and EU legislation acts, data
of the Central Statistical Bureau. In the empirical research, the author uses quantitative data collecting method —
respondent questionnaire based on a SERVQUAL model transformed and approbated by the author.

Before circulating the survey, the author performed its approbation in order to verify whether it is user
friendly and whether it has no ambiguous or sensitive questions. The prior testing made it possible to correct
errors before collecting the official research data. To specify the convenience of using the survey, it was tested
with twenty randomly selected customers of public services. After that the survey questions were modified, the
evaluation scale was transformed, and the questionnaire was circulated in the public service provider
organizations. After completing the survey, the author summarized, compared, and analysed the data.

The research applied also the qualitative data collecting method — expert interviews for verifying the
applicability of the author’s elaborated model of evaluating service quality. 4 leaders of the state institutions
under study were interviewed as experts of the field.

In-person interviews with professionals of the sphere were performed. All in all, four interviews with
the leaders of state institutions under study were performed. Semi-structured method was used for subjective
data collection. By this method, two-way communication was achieved for obtaining the needed information.
Interview protocol was observed when performing interviews (Creswell, 2009). Interview questions were
carefully elaborated studying the literature on the service quality as well as using theories indicated in the present
research. The interview comprised thirteen questions, both open and closed ones. The total approximate time for
each interview was estimated from 60 to 90 minutes.
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To analyse the survey data obtained by SERVQUAL method and to interpret the outcomes, the
following methods were used: statistical data grouping method, factor analysis method, hierarchical cluster
analysis, logical analysis and graphical designing methods. For the analysis of the expert evaluation data, logical
analysis method was applied. For data processing, Excel and SPSS (22.0) softwares were applied.

In the present research, quantitative data collection method was used based on SERVQUAL model. The
research was performed in public administration institutions in Latvia — State Social Insurance Agency
departments in Riga, Daugavpils, Valmiera, Jelgava, Ventspils, State Revenue Service customer service centres
of Riga, Jelgava, Ventspils, Valmiera, Daugavpils, State Land Service Daugavpils customer service centre, State
Employment Agency departments in Daugavpils and Ventspils, Daugavpils Regional Environmental Board,
Daugavpils Court and its departments of Kraslava and Preili. Survey data were collected from 292 customers of
the above-mentioned state institutions. Express interviews were applied as a qualitative research method.
Interviews were conducted with experts in the field, four leaders of state institutions under study. They were
used to verify the applicability of the author’s formed model of the process of evaluating service quality.

For testing the method according to the sample of scientific literature sources, survey questionnaires
were prepared, wherein changes were made during the research in the formulations of questions and in the scale
of service evaluation for customers.

The questionnaire for SERVQUAL method consisted of two parts, each entailing 22 statements about
the service quality that in division formed a totality of 5-dimension criteria. Customers were asked to provide
evaluation for each statement according to a 5-point scale.

Part A showed the customer’s expectations concerning the service quality as well as the importance of
various quality criteria for the customer.

Part B showed the customer’s evaluation of the received service.

The object of evaluation in the questionnaires was service quality as a totality of five quality
dimensions wherein:

— dimension 1 — totality of material gains (appearance and physical elements);

— dimension 2 - security (confidence, accurate performance);

— dimension 3 - responsiveness (promptness and helpfulness);

— dimension 4 - competence (attention, reliability);

— dimension 5 — empathy (convenient receiving of the service, good communication and understanding of
the customer).

SERVQUAL method was formed as a tool for detecting how customers perceive the service quality.
This tool is based on the five above-mentioned factors and comparison of customers’ expectations of the way the
service must be provided with their experience of the service provision (rejecting or con forming their
expectations).

Based on the difference between the expectations and received service, the total service quality
indicator is calculated.

The research adapted and tested in practice the SERVQUAL model of evaluating service quality
theoretically described in Chapter 1 (Parasuraman at all, 1988).

The present research is aimed at evaluating customer service quality of administrative services in
Latvia’s public administration institutions and elaborating a model of evaluating public service quality in Latvia.
The research tested the appropriateness of SERVQUAL method to the process of service quality evaluation,
specified the options of its application, experimenting with formulations of SERVQUAL survey questions and
the evaluation scale. A research model was elaborated, and the research survey questionnaire was translated into
Latvian. Before circulating the questionnaire, the author carried out its approbation to make sure whether it is
user friendly and whether it has no ambiguous or sensitive questions. The survey was tested with twenty
randomly selected customers of public services. The approbation allowed to correct errors before collecting the
research data. After the test survey, the questions were modified, the evaluation scale was reduced to a 5-point
level.

The research was based on the public service customer sampling in biggest cities and towns of Latvia —
Riga, Daugavpils, Jelgava, Ventspils, and Valmiera. The participants of the research were two hundred ninety-
two randomly selected customers of public administration institutions who filled in SERVQUAL questionnaire
before their visit to these institutions and after that. Customer sampling is characterized as a random,
administratively territorial sampling observing the proportional representation of the planning regions.

Though the author studied the public services provided by the state institutions, the research is
independent from the observed phenomenon (Lee & Wu, 2015).

The research design reflects the plan and procedures of fulfilling the research plan. The graphical
design of the research helps gaining answers to the research questions and overcome the hardships in the process
of the research (Deori, 2012). The research stages are the following:

— stage 1 (2015-2016) — analysing the scientific literature on the topic of the Doctoral Thesis, theories
and models of evaluating service quality; defining the research aim, objectives, hypothesis.
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— stage 2 (2016-2017) — elaborating the research model, translating the research survey questionnaire
into Latvian. The research model and questionnaire were approbated with a small number of
customers and subsequently modified to adjust it to the target audience. The theoretical model of
evaluating service quality.

— stage 3 (2017-2018) — collecting data from 292 customers of state institutions in Ventspils, Jelgava,
Daugavpils, Valmiera, and Riga, producing statistical processing of the data obtained.

— stage 4 (2019-2021) - for testing the applicability of the model of evaluating service quality,
interviews were held with experts in the field, 4 leaders of the state institutions under study, the
obtained data were summarized and analysed, conclusions were drawn.

Stage 1. Analysis Stage 2. Stage 3. Stage 4.

Elaboration of

of scientific Collecting data Processing and
literature, the research from 292 state analyzing the
defining the model, institution obtained data,
research aim, S translating the customers in interviews
objectives, survey Latvia, with experts in
hypothesis questionnaire performing the field,

into Latvian,
approbating and

data statistical improving the

processing model of

modifying it, evaluating the
forming the service
theoretical

quality.4.posm
service quality - - -

evaluation
model.

Figure 3.1. Research plan
Source: figure designed by the author, 2020.

The construct confirmed in the present research is designed after “real life” phenomena. As seen in
Table 3.1, the design selected for the present research is a descriptive cross-section research (Martinsone, Pipere,
Kamerade, 2016).

Table 3.4.
Characteristics of the research design

Description Explanation

Research design characteristics The research is a descriptive cross-section research (Martinsone, Pipere,

Kamerade, 2016)

It is quantitative research. Method of questionnaire is used for collecting
data. The research is aimed at obtaining data from a sample that is
representative for a larger number of people (Marshall, 1996; Mouton, 2001).
The research applies summarizing empirically obtained numeric data with
medium control (Mouton, 2001).

The research bears a qualitative character as well. Method of interviewing is
applied.

Research design classification

Major research questions Research hypothesis is investigative and mostly descriptive (Mouton, 2001;

Hesse-Biber & Leavy, 2011).

Typical applications The research uses survey of customers of public administrative services

(Mouton, 2001) and interviews with experts in the field.

Sampling The sampling used in the present research includes impossibility and uses it
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Description Explanation

frequently, especially in investigating the market (Marshall, 1996; Mouton,
2001).

Observation kind / data sources Data sources for the research include structured self-supplementing survey

Data analysis

Source: table designed by the author after Mouton, 2001.

(Mouton, 2001).

Data analysis includes descriptive statistics for the analysis of large
inspective data sets. The methods used in the present research entail
statistical graphics (Mouton, 2001).

Survey of the Data analysis To verify the
customers of using applicability of
public statistical the author’s
. administra- data groupin formed model
Theoretical ) Data grouping )
. tion method, of evaluating
literature R statistical . .
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approbated synthesis
SERVQUAL
method
questionnaire
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Figure 3.2. Research design
Source: figure designed by the author, 2020.

Munro and Munro (Munro, 2003) define research sampling as a part of the population used as the basis
for making conclusions concerning larger population represented by the sampling. Therefore, the opinions
expressed by efficient sampling must be representative in relation to the population under study.

There are two kinds of sampling methods: probability and impossibility sampling methods. Probability
sampling comprises sampling according to known probability of selecting a participant from the population,
whereas impossibility sampling is that which is not aware of an opportunity or probability of selecting each case
(Olckers, 2011). For obtaining the research data, impossibility sampling was used.

SPSS (22.0) software was used for the statistical analysis of the research outcomes.

3.2.  Model of evaluating service quality

The analysis of the scientific literature leads to a conclusion that in recent decades models of evaluating
service quality have been in the focus of attention of practitioners, institution leaders, and scientists, due to the fact that
the quality of provided services has a strong impact on the performance of enterprises. High quality of services creates
higher performance, lower costs, customer satisfaction and loyalty, and raises the cost-effectiveness of an enterprise
(Leonard, Sasser, 1982; Cronin, Taylor, 1992; Gammie, 1992; Hallowell, 1996; Chang, Chen, 1998; Gummesson,
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1998; Lasser et al., 2000; Silvestro, Cross, 2000; Newman, 2001; Sureshchander et al., 2002; Guru, 2003). For an
organization to gain advantage in competition, it needs to form a system that would help acquire and analyse
information on customers’ expectations concerning services and the existing service quality, service quality
components. The model formed by the author of the Doctoral Thesis shows relatedness of significant variables
(Ghobadian et al., 1994). It provides a simplified description of the system of quality evaluation for services provided
by an enterprise or institution (see Figure 3.3).

Aims, objectives, mission,

/ vision of enterprise

External environment Internal environment
of enterprise

of enterprise

Enterprise functioning
strategy

l

Quality management system
formation (quality manual, — «&—
customer service standards)

y

Personnel training P

|

Customer survey with
modified SERQUAL
questionnaire

Evaluation of Evaluation of
expected service received service ] Material gains
— Security
Service quality < Responsiveness
\L — Competence
Service quality analysis and — Empathy

conclusions on changes

v

Change plan elaboration and
management <

—>  Vertical and horizontal communication

Figure 3.3. Model of evaluating service quality
Source: figure designed by the author, 2020.
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When an enterprise or institution starts functioning, initially its aims, objectives, mission, and vision are
specified. The aims and objectives provide the basis for elaborating the strategy of the work of enterprise. The
choice of preconditions for a successful functioning of an enterprise is most directly determined by such factors
as its internal and external environment. After starting the work, a system of quality control must be formed at an
enterprise entailing a quality manual and customer service standards. The personnel are trained in line with the
customer service standards and the process of customer service. After starting the customer service, the model
envisages regular, at least twice a quarter, customer surveying by means of the modified SERQUAL
questionnaire. For this purpose, the author’s modified and approbated SERVQUAL questionnaire is used. After
summarizing the questionnaire data, service quality monitoring and control unit performs the analysis of the
information about customers’ expected service, received service, and the quality of the provided service. The
received information may be used both for evaluating the personnel and carrying out improvements. Information
is communicated on the level of the administration and at personnel meetings. The model envisages elaboration,
communication, and implementation of a plan for changes. These processes may leave an impact on the internal
environment of the enterprise or institution, strategy of the enterprise, and customer service standards. The
author’s elaborated model of evaluating service quality is presented in Figure 3.3. The author also provides an
explanation on the notions included in the model of evaluating service quality (see Table 3.2).

Table 3.2.
Explanation of the notions used in the model of evaluating service quality

Name of the notion Brief explanation

Aims, objectives, mission, vision of enterprise Aim — concrete outcome to be reached by the enterprise;

Objectives — prerequisites of the enterprise functioning for reaching
the set aims.

Mission of enterprise is the existence of organization that is made
aware of and publicly defined in the enterprise, its status and essence
of functioning, reason for its existence.

Vision — concisely formulated projected future of the organization,
targets for its development.

External environment of enterprise External environment is formed by factors that cannot be affected or
changed by the enterprise:

economic factors — inflation, unemployment, population’s solvency,
living standard, state economy ascent or recession;

social, culture, and demographical factors — social adherence of the
population, cultural level, growth of the population number, national
structure of the population, culture, education level, religious and
ethical norms of the people;

technological factors — development of new industrial and
communication technologies, development of science and
technology;

political factors — state foreign policy, relations with other countries,
economic and political situation in the world;

legal — these factors entail interaction between enterprise and
government or legislators; legislation, tax policy;

institutional and informative factors — institutions and organizations
of non-tangible economy necessary for the regular proceeding of
business: banks, insurance companies, service and counselling
agencies, advertising agencies, market investigation agencies,
business support centres, etc.

Internal environment of enterprise Internal environment is formed by the factors that may be affected or
changed by the management; enterprise aims, strategy, objectives;
employees, their knowledge, skills, perception, abilities; enterprise
structure, division of labour, structural units, division and
performance of functions;

technology, equipment use, information systems; enterprise culture,
leader’s style of work.

Enterprise functioning strategy Enterprise strategy is worked out in long term. It entails the
following elements: aim, vision, mission, strategic directions.

In compliance with strategic directions, the plan of action is worked
out.
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Name of the notion Brief explanation

Quality management system formation Formation of the quality management system entails:

- specifying organization processes, their analysis and elaboration of
a scheme of interaction;

- process description elaboration;
- elaboration of the quality manual and customer service standards;
Personnel training The model envisages personnel training on customer service
standards and the changes to be made in customer service after
analysing the results of customer survey.
Customer survey with modified SERVQUAL The model envisages customer survey by the author’s modified
questionnaire SERVQUAL questionnaire at least two times a quarter of a year (at
the beginning and at the end)

Evaluation of expected service Part A of the author’s modified SERVQUAL questionnaire shows
customer’s expectations concerning the service quality as well as the
importance of various quality criteria for customers.

Evaluation of received service B part of the author’s modified SERVQUAL questionnaire shows the
evaluation of the service received by customer.

Service quality Total service quality indicator is calculated on the basis of the
difference between expectations and actually received service.

Service quality analysis and conclusions on After customer questionnaire, statistical processing of the obtained

changes data is performed followed by the result analysis, drawing
conclusions on the necessary changes.

Elaboration and management of a plan for Changes are transformations in the organization system work caused

changes by internal and external factors. To reach the outcomes of change

desirable for the organization and diminish the negative side effects
of changes, they need to be managed in a targeted way.

Vertical and horizontal communication Vertical communication, according to the author of the Doctoral
Thesis, is steering the information flow up or down between leaders
of various levels and their subordinates.

Horizontal communication is information flow on the same level —
among the heads of various structural units or among the employees.

Source: table designed by the author, 2020

Applying the author’s formed model of evaluating service quality, enterprise leaders and researchers
may obtain more detailed information on the evaluation of customers’ expected service quality, perceived
service quality, quality of the provided services and its components. Based on the obtained information,
enterprise has an option to elaborate and make changes in the service provision process, also additionally train
the personnel for achieving better results. In this context, the model assumes special significance, as not only
does it help detect the factors related to the service quality, but also provides indications for improvement. Model
of the process of evaluating service quality makes it possible for enterprise and organization administration
identify problems with quality and thus plan the initiation of a quality improvement programme enhancing the
efficiency, cost-effectiveness and the total performance of the enterprise.

3.3. Data analysis

The successful outcome of the research depends on the validity and reliability of the data. Validity is
defined as a degree to which the research measures what has been set for measuring, whereas reliability is related
to the consistency of the research (Nyandoro, 2012, Heale & Twycross, 2015).

According to Phelan and Wren, there exist many aspects of validity, including that of the content,
construct, and criteria. In the present research, the validity of the hypothesis was evaluated in order to specify
whether the measuring tool (survey) has appropriately assessed the service quality (Phelan & Wren, 2005; Heale
& Twycross, 2015).

Data reliability, like validity, is the way of assessing the quality of the measuring procedure used for
data collection. To regard the research outcomes as valid, measuring procedure needs to be reliable (Lund
Research Ltd, 2012). Reliability refers to the consistency of measuring tool. Survey is used in many prior
research works, and it is considered to be a verified and reliable data collecting tool (Heale & Twycross, 2015).
Inner consistency or homogeneity is calculated by Cronbach’s Alpha that, according to Heale and Twycross
(Heale &Twycross, 2015) is the most frequently used test to detect the inner consistency of the research tool.
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Besides, from the technical viewpoint, Cronbach’s Alpha is not a statistical test but a coefficient of reliability or
consistency (Tavakol & Dennick, 2011; Nyandoro, 2012).

According to Tavakol and Dennick (Tavakol, Dennick, 2011), Cronbach’s Alpha is a tool elaborated by
Lee Cronbach in 1951 for measuring inner consistency. Data reliability depends on consistency: in this context,
reliability is an index to the degree of test’s consistent measuring what it is supposed to measure. Hence, an
enterprise may survey its personnel to assess their satisfaction with their work. High data reliability indicates that
the survey consistently measures the personnel’s satisfaction with their work. Low reliability would indicate that
it measures something else or nothing at all (Andale, 2014). Tests for data reliability, e.g. Cronbach’s Alpha, are
most frequently used to specify whether surveys with several Likert scale questions are reliable. Table 3.3
provides the values of Cronbach’s Alpha coefficient for the present research that indicate high inner consistency
of the data.

Table 3.3.
Research values by Cronbach’s Alpha
Service quality dimensions Cronbach’s Alpha
Material gains 0.761
Security 0.745
Responsiveness 0.787
Competence 0.631
Empathy 0.813

Source: table designed by the author, performing the statistical processing of the survey data, 2019.

According to Bryman (Bryman, 2016), Alpha coefficient may vary from 1, that shows perfect inner
reliability, to O, that indicates that data lack inner reliability. As shown in Table 3.4, all measurements included
in the research have coefficient 0.7 and more, that points to acceptable degree of the inner reliability of the
measuring tool. Cronbach’s Alpha was calculated by means of SPSS 22.0.

Table 3.4.
Data reliability according to Cronbach’s Alpha values
Cronbach’s Alpha Data reliability

alpha more or equal to 0.9 excellent

alpha 0.9-0.8 good

alpha 0.8-0.7 acceptable

alpha 0.7-0.6 debatable

alpha 0.6-0.5 low

alpha 0.5-0.4 unacceptable

Source: after Andale, 2014.

Comparative analysis of the empirical data was produced processing the data by the Statistical Package

for Social Science (SPSS) version 22, analysing the research outcomes according to the following scheme:
4.  Wilcoxon rank test;
5. Factor analysis;
6. Hierarchical cluster analysis.

Wilcoxon test was used for evaluating the outcomes of the present research; it allows for estimating the
difference between two sample medians. For calculations, sign ranks are used to detect whether two
independently made samples have equal distributions. This criterion is a very widespread nonparametric
procedure. Wilcoxon test does not differ much from t-tests using individual or common dispersion. At the same
time, to use it, there is no need to assume that samples have normal distribution. Besides, Wilcoxon test may be
used even when a researcher has only rank indicators. This is a widespread case in marketing research when the
lack of numeric data does not allow using t-tests.

The test was suggested by the American statistician Frank Wilcoxon in his revolutionary study
published in 1945. The test provided for testing hypotheses with non-parametrical statistics used for the data that
may be ranked but that do not have numeric values, for instance, customer satisfaction data.

To adjust Wilcoxon test, observations included in two samples with volume nl1 and n2 are to be
replaced by joined rows (if the initial data are not ranked). The number of observations in both samples is
nl+ n2. The smallest rank equals the smallest from n1l and n2 observations, the second rank equals the
smallest from the remaining observations and so on, till reaching the largest rank. If several values are
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interrelated, it is necessary to replace each of them by middle rows that are calculated so that these values were
independent from one another.

Researchers J.L. Hodges and E.L. Lehmann (Hodges, Lehmann, 1956) in their article state that
Wilcoxon test values with normal distribution must be <0.05.

The results of the Wilcoxon test made for the research data show that the acquired values fit within the
mentioned borders (see Table 3.8).

The questions included in the survey were based on research questions and hypothesis and were related
to the evaluation of services in the public sector. The survey questions were answered by the customers of public
sector institutions. The author holds that the research was both valid and reliable because the obtained data
representatively reflect how customers perceive the service quality.

Before circulating the questionnaire, the author performed its approbation in order to detect whether it
is easy to understand and whether it does not have ambiguous or sensitive questions. Prior testing allowed for
correcting mistakes before the official data collection. To specify the convenience of the survey application, it
was tested with twenty randomly selected public service customers. After that the survey questions were
modified, the evaluation scale was changed, and the questionnaire was circulated in organizations providing
public services. After completing the survey, the author summarized, compared, and analysed the obtained data.

3.4. General characteristics of the research respondents

The present research was based on the sample of public service customers in largest towns and cities of
Latvia — Riga, Daugavpils, Jelgava, Ventspils, and Valmiera. Two hundred ninety-two randomly selected public
administration institution customers participated in the research, who shortly before and after their visit filled in
SERVQUAL survey. Customer sample may be characterized as random, administratively territorial, observing
the proportional representation of planning regions.

To provide general information on the respondents, the collected data analysis was supplemented by
SPSS 22.0 — social science statistics package. The results of data descriptive statistics are summarized further in
text. General characteristics of the respondents entails their gender, age, level of education, and employment
status. Altogether 292 respondents participated in the research, among whom 214 were females (73.3%) and 78
males (26.7%), see Table 3.5.

Table 3.5.
Research respondents’ gender
Frequency % Reliability% Cumulative%
Female 214 73.3 73.3 73.3
Male 78 26.7 26.7 26.7
Total 292 100.0 100.0 100.0

Source: table designed by the author, performing the statistical processing of the survey data,2019.

Research respondents are classified into 3 groups: aged 20-40, aged 41-60, aged above 60. Respondents aged 20-
40 were 101, that makes 34.6 % of the total number of respondents, aged 41-60 were 132 respondents, that
makes 45.2%, whereas aged above 60 were 59 respondents, that makes 20.2% from the total number of
respondents, see Table 3.6.

Table 3.6.
Research respondents’ age groups
Frequency % Reliability % Cumulative%
20-40 101 346 34.6 34.6
41-60 132 45.2 452 45.2
60< 59 20.2 20.2 20.2
Total 292 100.0 100.0 100.0

Source: table designed by the author, performing the statistical processing of the survey data,2019.
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Research respondents’ education level greatly varied. The majority of the research respondents were higher
education holders — 165 people that makes 56.5% of the total number of respondents, secondary special
education holders — 101 people (34.6%), secondary education holders — 26 (8.9%), see Table 3.7.

Table 3.7.
Research respondents’ education level
Frequency % Reliability% Cumulative%
Secondary education 26 8.9 8.9 8.9
Secondary special education 101 34.6 34.6 34.6
Higher professional education 165 56.5 56.5 56.5
Total 292 100.0 100.0 100.0

Source: table designed by the author, performing the statistical processing of the survey data, 2019.

The research specified also the respondents’ employment status. Of all research participants 208 were
employed (71.28% from the total respondents), 47 were retired (15.96%), and 37 were unemployed (12.77%).

3.5. Service quality evaluation outcomes in Latvia’s public sector
institutions

The research was based on the sample of public service customers, all in all 292 people in Riga and
Latvia’s regional centres Valmiera, Ventspils, Jelgava, and Daugavpils in 2017-2018. The research was carried
out in state institutions of Latvia’s regions that provide services in such spheres as social (State Social Insurance
Agency), employment (State Employment Agency); implement state tax policy (State Revenue Service), state
environmental protection policy (Ministry of Environmental Protection and Regional Development); provide
legal assistance services (Daugavpils Court). The research evaluated the quality of administrative services
provided to customers of these institutions.

Respondents were surveyed on the premises of public service provision. Respondents were familiarized
with the content and aim of the survey. Before data submission, respondents’ anonymity was guaranteed. Ethical
and legal principles were taken into consideration in the research in order to avoid the violation of research
participants’ personal rights. The questionnaire was prepared according to the model of scientific literature
sources.

SERVQUAL method questionnaire consisted of two parts. Each part included 22 statements on service
quality that, in compliance with the distribution, formed a 5-dimension criteria unit. The customer was asked to
evaluate each statement on a 5-point scale.

— Part A revealed the customer’s expectations in relation to the service quality as well as the importance
of various quality criteria for the customer.
— Part B revealed the evaluation of the service received by the customer.
— The object evaluated in both parts of the questionnaire was service quality as a unit of five quality
dimensions consisting of 22 criteria, wherein:
dimension — material gains (exterior and physical parts);
dimension - security (reliability / precise execution);
dimension - responsiveness (carefulness and helpfulness);
dimension - competence (attention, reliability);
dimension - empathy (convenient service receiving, good communication and understanding of
customers).

Data were analysed by package “SPSS 22.0.0 for Windows”.

The outcomes of research produced in 2017-2018 are analysed. Their statistical analysis has revealed
the following outcomes (see Table 3.8).
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Table 3.8.
Difference between the evaluation of customers’ perceived service and the evaluation of customers’ expected service
(P-E). Service quality.

Dimension Evaluatior} of Evaluation_of perceived | P-E - Se_rvice Wilcoxon test
expected service (E) service (P) quality
Mean SN Mean SN Mean z NL
g1l 4.2021 0.97226 4.0925 0.90151 -0.1096 -1.634° 102
q_2 4.2637 1.06280 3.9692 0.94291 -0.2945 -3.638" .000
q_3 3.8253 1.33173 3.9144 1.03688 0.0890 -1.011° 312
q 4 4.3390 0.99386 3.8185 1.06067 -0.5205 -6.657" .000
q.5 4.5890 0.78798 4.0377 0.93534 -0.5514 -7.689" .000
q_6 4.8527 0.40046 3.9760 1.01675 -0.8767 -10.881° .000
q_7 4.7808 0.56219 4.0959 1.02430 -0.6849 -8.844" .000
q_8 4.6644 0.72061 4.0787 0.9253 -0.5856 -8.610" .000
g9 4.7637 0.54582 4.1199 0.93941 -0.6438 -9.379" .000
q_10 4.5959 0.69439 4.1747 0.91961 -0.4212 -6.449° .000
q 11 4.5548 0.79975 3.9692 1.07250 -0.5856 -7.243" .000
q_12 4.7603 0.52830 4.0445 1.02615 -0.7158 -9.180° .000
q_13 4.8836 0.34202 4.1027 0.99296 -0.7808 -10.408° .000
q_14 4.5856 0.7006 4.0034 1.01365 -0.5821 -7.890° .000
q_15 4.5308 0.7338 3.9486 1.03915 -0.5821 -7.929° .000
q_16 4.7055 0.59399 4.3082 0.87000 -0.3973 -6.620" .000
q_17 4.3082 0.83370 3.7979 1.12314 -0.5103 -6.426" .000
q_18 4.1610 0.94421 3.8014 1.00254 -0.3596 -4.907" .000
q_19 3.9897 1.08879 3.5205 1.26935 -0.4692 -5.017" .000
q_20 4.0719 1.00084 3.6438 1.11682 -0.4281 -5.035" .000
q.21 4.5479 0.68446 4.0925 0.90532 -0.4555 -7.282° .000
q_22 4.4110 0.81372 4.1815 0.85631 -0.2295 -3.257° .001
Material gains 4.1575 0.78676 3.9486 0.81197 -0.2089 -4.265" .000
Security 4.7301 0.38070 4.0616 0.8187 -0.6685 -11.234° .000
Responsiveness 4.6986 0.43909 4.0728 0.87788 -0.6259 -10.265" .000
Competence 4.5325 0.5563 4.0146 0.90294 -0.5179 -8.685" .000
Empathy 4.2363 0.66357 3.8479 0.82614 -0.3884 -7.063" .000
Total 22 g. 44721 0.4200 3.9859 0.7722 -0.4861 -10.267° .000

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2019.

The mean value of the evaluation of customers’ expected service is 4.47. The mean value of the
customers’ perceived service is 3.98. The results of the expected service evaluation are provided in Table 3.9.

Comparing the data to similar research in Egypt and Malaysia leads to conclusion that in Latvia
customers have lower expectations for service. The perceived service in Latvia is evaluated higher than in Egypt
but lower than in Malaysia (see Table 3.9).
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Table 3.9.
Characteristics of evaluation of customers’ expected service

Number of Mean
it questionnaires expected Mean expected
gua ity Reliable Lost Mean Median Moda service in service in Malaysia
imensions
Egypt

Material gains 292 0 4.1575 4.2500 5.00 6.029 4.69
Security 292 0 4.7301 5.0000 5.00 6.194 5.81
Responsive- 292 0 4.6986 5.0000 5.00 6.181 4.67
ness
Competence 292 0 45325 4.7500 5.00 6.217 4.81
Empathy 292 0 4.2363 4.4000 5.00 5.836 5.73
Total 292 0 44721 4.5909 5.00 6.091 5.142

Source: table designed by the author, processing the survey data statistically by SPSS 22.00, 2019,
after Ali, 2012; AbdRashid, 2008.

Customers evaluated as the most important quality dimensions in Latvia’s public sector services
security — mean 4.73 points, responsiveness — mean 4.69 points, and competence —mean 4.53 points.
Customers’ received service evaluation results are provided in Table 3.10.

Table 3.10.
Characteristics of the evaluation of customers’ perceived service
Number of Mean
. questionnaires perceived .
Quality Mean Median Moda service in Mean perceived
dimensions ) Eqvot service in Malaisia
Reliable Lost ayp
Material gains 292 0 3.9486 4.0000 5.00 3.172 4.23
Security 292 0 4.0616 4.2000 5.00 3.521 5.26
Responsiveness 292 0 4.0728 4.0000 5.00 3.700 4.23
Competence 292 0 4.0146 4.0000 5.00 3.576 4.40
Empathy 292 0 3.8479 3.8000 5.00 3.124 5.30
Total 292 0 3.9860 4.0000 5.00 3.418 4.68

Source: table designed by the author, processing the survey data statistically
by SPSS 22.00,2019, after Ali, 2012; AbdRashid, 2008.

The lowest evaluation of the service performance in Latvia’s public sector institutions is given to 5th
quality dimension — empathy (mean 3.84 points) but the highest — to 3rd quality dimension — responsiveness
(mean 4.07 points). Comparison to similar research data in Egypt and Malaysia lead to a conclusion that in
Latvia the customers’ evaluation for the perceived service is medium high. Customers in Egypt have given a
similar evaluation. In Malaysia the lowest evaluation was given to material gains, whereas the highest — to
empathy (see Table 3.10).

Calculating the difference between the evaluation of customer’s perceived service and that of expected
service, the mean quality of service provision is obtained that was evaluated negatively in all quality dimensions.
Quality of the dimensions of security, responsiveness, competence was evaluated respectively by -0,668 points, -
0,626, -0,518 points. Less negative evaluation was given to the quality of the dimensions of material gains (-
0,209 points) and empathy (-0,388 points). Comparing the mean quality of service provision in Latvia and Egypt
leads to a conclusion that in Egypt it is evaluated in average five times lower. In Malaysia service quality has
received less negative evaluation than in Latvia (see Table 3.11).
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Table 3.11.
Public service mean quality in Latvia in 2017-2018 (points)

Mean

Qualit evaluation of Mean evaluation Mean of the Mean of the Mean of the
dimensi)(;n expected of perceive service quality | service quality in | service quality in
ser\F/)ice (E) service (P) (P-E) Egypt Malaysia
Material gains 4.1575 3.9486 -0.2089 -2.857 -0.09
Security 4.7301 4.0616 -0.6685 -2.673 -0.11
Responsiveness 4.6986 4.0728 -0.6259 -2.481 -0.09
Competence 4.5325 4.0146 -0.5179 -2.641 -0.08
Empathy 4.2363 3.8479 -0.3884 -2.712 -0.09
Total 4.4721 3.9859 -0.4861 -2.672 -0.09

Source: table designed by the author, processing the survey data statistically, 2019, after Ali (2012); AbdRashid, 2008.

Analysis of the outcomes of the customer survey in the state institutions under study reveals that
customers have provided the most positive evaluation of services provided by Daugavpils Regional
Environmental Board (from 0.147 to 0.424 points). Most negative evaluation was provided by customers of State
Employment Agency (from -0.278 to -0.922 points), State Social Insurance Agency (from -0,215 to -0,882
points), State Revenue Service (from -0.217 to -0,892 points). Almost threefold higher evaluation of the service
quality was given to Daugavpils Court (from -0.092 to -0.323 points) and Office of Citizenship and Migration
Affairs (from +0.068 to -0.455 points) (see Table 3.12).

Analysing the outcomes of public service quality evaluation according to the place of residence of the
surveyed customers, it may be concluded that residents of Latgale have provided a less negative evaluation of
the service quality (from -0.159 to -0.409). In other regional towns under study and Riga the quality of public
services was evaluated as almost two times lower. In Riga, customers evaluated public service quality between -
0.144 and -0.842 points, in Valmiera — between -0.275 and -0.878, in Ventspils — between -0.444 and -0.819
points.

Table 3.12.
Public service quality evaluation in Latvia in 2017-2018, in the cross-section of state institutions under study
Mean Mean Mean Mean Mean Mean
Quality evaluatio_n of evaluatio_n of evaluatiqn of evaluatio_n of evaluatiqn of evaluatio_n of
. . the service the service the service the service the service the service
dimension . . . . . .
quality quality quality quality quality quality
NVA VSAA DRVP DT,VZD PMLP VID
Material gains -0.278 -0.215 0.162 -0.318 0.068 -0.215
Security -0.729 -0.882 0.080 -0.332 -0.345 -0.786
Responsiveness -0.922 -0.750 0.147 -0.323 -0.455 -0.662
Competence -0.783 -0.680 0.221 -0.224 -0.062 -0.567
Empathy -0.511 -0.600 0.424 -0.092 -0.055 -0.472
Mean ~ of the -0.642 -0.636 0.211 -0.254 0.174 -0.548

service quality
Source: table designed by the author, performing the statistical processing of the survey data, 2019

Researcher L. Tetrevova (Tetrevova, 2008) in her study mentions efficiency as the major problem in the public
sector performance. Efficiency, according to Gushchin (Gus¢ins, 2012), means reaching aims of a certain system
functioning, i.e. obtaining the outcome evaluated by comparing the reached status to the desirable one.
Efficiency in general is a ratio of the obtained outcome in relation to its costs. According to the author, economic
efficiency may be treated as a ratio between the organization functioning outcome (the number of provided
services) and costs. The author has produced calculations of the economic efficiency of the state institutions
under study relating the number of services provided by the organization to their costs (see Table 3.13) and
compared the economic efficiency of the organizations under study to the evaluation of the quality of services
provided by them.
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Table 3.13.

Comparison of the mean of service quality and efficiency of state institutions under study
according to the data for 2017-2018

State institutions Ratio of the number of provided services to their Mean of the provided service
costs* quality
State Revenue Service 0.260 -0.548
State Social Insurance Agency 0.129 -0.636
State Employment Agency 0.119 -0.642
Office of Citizenship and 0.094 -0.174

Migration Affairs

State Environmental Service 0.025 -0.211
Ministry of Justice 0.012 -0.254

Source: table designed by the author, performing the statistical processing of the survey data, 2020. *The number and costs
of the provided services (maintenance costs) according to VSIA, SRS, SEA, SES, MJ, 2018.

The value of efficiency of organizations with high economic efficiency is bigger or equal to 1. As shown in
Table 3.13, the economic efficiency of larger state institutions under study is low, the same as service quality
evaluated by customers. According to the analysis of the obtained data, it must be concluded that there is
observed a linear correlation of efficiency of public administration institutions to the quality of provided
services. Thus, raising the quality of provided services, the efficiency of public administration institutions would
grow. Quality and efficiency of provided services is an important prerequisite for improving the process of
public service provision. Implementing a model of evaluating service quality would bring a systemic control of
service quality, gradually improving the public service quality and raising the economic efficiency of public
administration institutions. Improvement of the organization of in-person provision of administrative services in
public administration institutions contributes to a more efficient state governance and customer satisfaction in
various age groups.

From all age groups, the most negative evaluation of service quality was given by customers of the age
of retirement (from -0.169 to -0.861 points). Higher evaluation was given by respondents aged between 20-40
(from -0.33 to -0.497 points).

The analysis of the obtained outcomes according to the surveyed customers’ gender reveals that less
negative evaluation of the service quality was given by males (from 0.029 to -0.672 points). Females have given
lower evaluation of the service quality (from -0.296 t0-0.704 points). Less negative evaluation was given to the
dimension of material gains.

Analysis of the survey outcomes according to the respondents’ level of education reveals that the most
negative evaluation of service quality was given by customers with secondary professional education (from -
0.121 to -0.842). Higher evaluation was given by respondents with secondary education (from -0.269 to -0.538
points).

Assessing the survey outcomes according to the respondents’ employment status, it is concluded that
the most negative evaluation of service quality was given by retired customers (from -0.35 to -1.2). Higher
evaluation was given by employed respondents (from -0.261 to -0.740) (see Table 3.14).

Table 3.14.
Public service quality evaluation according to respondents’ employment status
Quality dimension Mean of the service Mean of the service Mean of the service
quality evaluation with | quality evaluation with | quality evaluation with

employed respondents retired respondents unemployed

respondents
Material gains -0.610 -0.350 0.420
Security -0.740 -1.10 -0.992
Responsiveness -0.604 -1.20 -0.969
Competence -0.502 -0.942 -0.813
Empathy -0.460 -0.620 -0.450
Mean of the service quality -0.521 -0.855 -0.644

Source: table designed by the author, performing the statistical processing of the survey data, 2019
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Comparison with similar research data in other European and Asian countries leads to a conclusion that
the performance of Latvia’s public sector is medium low (see Table 3.15).

Table 3.15.
Comparison of the public service quality in Latvia and other countries
Mean of the
Mean of the education Mean of the Mean of the

public service Mean of the post public service

service quality public service

Q_uahty qual_lty ' evaluation service quaI]ty quality qual_lty )
dimension evaluation in evaluation in I evaluation in
. LLKC evaluation in .
Latvia for in Latvia f Italy for 2000 E for 2012 Malaysia for
2017-2018 in Latvia for gypt for 2008
2009-2010
Material gains -0.208 -0.505 1.3 -2.857 -0.09
Security -0.668 0.367 -0.9 -2.673 -0.11
Responsiveness -0.625 0.937 -0.2 -2.481 -0.09
Competence -0.517 -0.069 -0.1 -2.641 -0.08
Empathy -0.388 -0.040 0.7 -2.712 -0.09
Mean ~of the -0.486 0.138 0.160 2,672 -0.09

service quality

Source: table designed by the author, performing the statistical processing of the survey data, 2019,
after Grinberga-Zalite,2011; Ali, 2012;AbdRashid, 2008; Franceschini, 2000.

The research analyses the outcomes obtained as customers of public services evaluated the expected
and perceived service and public service quality in Latvia. It was concluded during the research that it is
impossible to use SERVQUAL method without adjusting it to the conditions of each state institution under
study.

The evaluation of service quality revealed that the performance of public service organizations in Latvia
does not meet their customers’ expectations. Service provision quality in all quality dimensions has been given a
negative evaluation. Hence, the level of customer satisfaction with the public service provision is also negative.
The economic efficiency of the largest state institutions under study is low and so is the quality of provided
services as evaluated by their customers. Close connection of the efficiency of public administration institutions
with the quality of their provided services is observed. Thus, raising the efficiency of public administration
institutions may raise the quality of their provided services. Service provision quality and efficiency are
important preconditions for the improvement of the process of public service provision. Implementing a model
of evaluating service quality would make the service quality control systemic, gradually improve the quality of
public services and enhance the economic efficiency of public administration institutions. Improvement of the
organization of in-person provision of administrative services in public administration institutions would
enhance the efficiency of state governance and customer satisfaction.

The outcomes of this analysis make it possible to conclude that the drawbacks of public services
detected in the evaluation are to be reduced. An important measure for improving service quality is regular
surveying of customers in order to evaluate the quality of public services provided at the given time period.
Evaluating the quality of services provided by state institutions and implementing a model of evaluating service
quality would improve the quality of services provided and along with that also customers’ satisfaction.

3.6.  Factor and cluster analysis of the research
data

Factor analysis is a means of data reduction using correlations between data variables. Making factor
analysis it is assumed that there are some basic factors that account for correlations or mutual relations between
the observed variables (Chatfield & Collins, 1992). Factor analysis is widely used by a number of researchers in
the sphere of economics, marketing, sociology, and education (Nimako et al, 2012; Bollen 1989; Doll et al 1994;
Li et al 2002). Statistical data analysis for the present research was produced by an approach similar to that of
April and Pather (April & Pather, 2008).

Kaiser-Meyer-Olkin (KMO) test helps measure the suitability of data for analysis. Kaiser (Kaiser, 1974)
suggested using data with suitability values above 0.5. In the present research, data suitability value is 0.835 that
fits the range from medium to excellent suitability. Thus, we are certain that the collected data are suitable for
factor analysis. After testing the suitability of the data, the author performed factor analysis of the data in order
to estimate the factors important for the improvement of the public service quality.
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The outcomes of factor analysis for the evaluation of customers’ expected service are provided in Table
3.16. Factor analysis was produced by means of principal component analysis (PCA). As seen in Table 3.16, the
cumulative value of the expected service component analysis (%) is 60.676.

Table 3.16.
Factor analysis of the evaluation of customers’ expected service
. Initial specific (eigen) values Extraction sums from square loads Rotation sums from square loads
§ ; Total Dispersions Cumulative Total Dispersions | Cumulative % | Total Dispersion | Cumulative
S 9 % % % % %
1 9.058 41.174 41.174 9.058 41.174 41.174 6.231 28.323 28.323
2 1.805 8.202 49.376 1.805 8.202 49.376 3.728 16.945 45.268
3 1.359 6.176 55.552 1.359 6.176 55.552 1911 8.687 53.955
4 1.127 5.124 60.676 1.127 5.124 60.676 1.479 6.721 60.676
5 0.898 4.080 64.756
6 0.832 3.780 68.536
7 0.775 3.523 72.059
8 0.682 3.098 75.157
9 0.606 2.753 77.910
10 0.553 2.515 80.424
11 0.528 2.402 82.826
12 0.484 2.198 85.024
13 0.459 2.087 87.111
14 0.422 1.920 89.031
15 0.405 1.839 90.870
16 0.386 1.755 92.626
17 0.336 1.528 94.153
18 0.327 1.486 95.639
19 0.283 1.287 96.927
20 0.244 1.109 98.036
21 0.226 1.027 99.063
22 0.206 0.937 100.000

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2019.

Conducting factor analysis with the method of PCA, four eigenvalues were obtained the total square
load acquisition sums exceeded one, with percentual cumulative deviation constituting 60.676 in the case of
evaluating customers’ expected service. The first factor accounts for 41.174% from the total dispersion. It must
be noted that the first factor accounts for the rather large volume of dispersion, whereas subsequent factors
account for just a small volume of dispersion.

As seen in Table 3.17, the data of evaluation of customers’ expected service were divided into four
groups according to service quality factors. The load of each factor was evaluated. To evaluate the outcomes, it
must be noted that the factor load greater than 0.30 is regarded as essential, 0.40 is regarded as important, and
0.50 or more is regarded as very significant. In the present research, the author assumed that only factors with
the load above 0.50 are regarded as essential (Hair, Black, Babin, Anderson, 2010). The higher the factor
coefficient, the more important it is in relation to the customer’s expectations concerning the service quality
(Pallant, 2005). In fact, in the present research, minimum factor coefficient values were starting from 0.429 or
more, and these coefficient values are regarded as significant for conducting factor analysis.
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Table 3.17.
Total dispersion of data of customers’ expected service evaluation

Components

1 2 3 4
RG_j_9 0.790
RG_j_7 0.768
RG_j_13 0.734
RG_j_8 0.719
RG_j_12 0.709
RG_j_6 0.685
RG_j_14 0.682 0.462
RG_j_15 0.615 0.466
RG_j_10 0.611
RG_j_11 0.602
RG_j_5 0.565
RG_j_16 0.518 0.460
RG_j_4 0.505
RG_j_19 0.765
RG_j 18 0.747
RG_j_20 0.726
RG_j_17 0.429 0.666
RG_j_21 0.559
RGj 1 0.797
RG_j 2 0.791
RG_j_3 0.673
RG_j_22 0.836

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2019.

Group | with factors considered as most important by customers in their evaluation of expected service
quality includes factors related to such service quality dimensions as security, responsiveness, competence.
This group contains factors with the coefficient from 0.79 to 0.505.

Group |1 contains factors related to such a service quality dimension as empathy. This group includes
factors with the coefficient from 0.765 to 0.559.

According to importance group 111 lists factors related to material gains. The coefficient of the factors
of this group is between 0.797 and 0.673.

Group 1V lists factors related to the dimension of empathy, like factor group Il, therefore, in the
author’s opinion, these factor groups (II and IV) may be united. The outcomes of factor analysis for the
customers’ perceived service evaluation are provided in Table 3.18. Factor analysis was conducted by means of
PCA. As seen in Table 3.18, the cumulative value of the perceived service component analysis (%) is 66.966.

Table 3.18.

Factor analysis of the evaluation of customers’ perceived service

Compo- | Initial specific (eigen) values Extraction sums from square loads Rotation sums from square loads
nents
Total Dispersions | Cumulative Total Dispersions | Cumulative Total Dispersions | Cumulative
% % % % % %

1. 13.216 60.074 60.074 13.216 60.074 60.074 10.941 49.734 49.734

2. 1.516 6.892 66.966 1.516 6.892 66.966 3.910 17.232 66.966

3. 0.880 4.001 70.967

4. 0.681 3.097 74.065

5. 0.628 2.854 76.919

6. 0.554 2.516 79.435

7. 0.481 2.188 81.623

8. 0.424 1.929 83.552

9. 0.414 1.882 85.434

1. 0.390 1.771 87.205
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11. 0.368 1.672 88.877
12. 0.331 1.503 90.380
13. 0.326 1.480 91.860
14. 0.285 1.297 93.157
15. 0.250 1.138 94.295
16. 0.243 1.104 95.399
17. 0.229 1.043 96.441
18. 0.200 0.907 97.349
19. 0.183 0.830 98.179
20. 0.156 0.711 98.890
21. 0.126 0.574 99.464
22. 0.118 0.536 100.000

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2019.

The first factor accounts for 60.074% of the total dispersion. It must be understood that the first factor
accounts for the largest volume of dispersion, whereas the subsequent factors account for a small volume of
dispersion.

As seen in Table 3.19, the data of evaluation of customers’ expected service were divided into two
groups according to importance. The load of each factor was evaluated. The author assumed for the present
research that essential factors are those with the load above 0.50 (Pal, 1986; Pal, Bagi, 1987; Anderson, Tatham,
Black, 2003). The higher coefficient of the factor, the more important it is in relation to the customer’s perceived
service quality (Pallant, 2005). In fact, in the present research, minimum factor coefficient values were starting
from 0.404 or more, and these coefficient values are regarded as significant for conducting factor analysis.

Table 3.19.
Total dispersion of data of the evaluation of customers’ perceived service
Components
1 2
rj 12 0.874
rj 14 0.856
rj13 0.855
rj7 0.832
rj 16 0.808
rj 15 0.787
rj 17 0.776
rjo 0.769
rj 11 0.755
rj 10 0.746
rj 21 0.745
rj8 0.731
rj 19 0.724
rj_20 0.718
ri6 0.716
rj 18 0.703 0.404
rjs 0.647 0.415
rj4 0.645 0533
rj 22 0.417
rj2 0.898
rj1 0.888
rjs 0.491 0579

Source: table designed by the author, performing the statistical processing of the survey data by SPSS22.00, 2019.
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Group | of factors considered as most important by customers in their evaluation of the perceived
service quality contains factors related to such service quality dimensions as security, responsiveness,
empathy. This group contains factors with the coefficient between 0.874 and 0.645.

According to importance group 11 lists factors related to material gains. This group contains factors
with the coefficient from 0.898 to 0.579.

The comparison of the conducted factor analysis for data groups related to the evaluation of customers’
expected and perceived services revealed that customers consider as most important service quality dimensions
that need to be improved security, responsiveness, competence, and empathy. Less important are factors related
to the dimension of material gains.

Research data cluster analysis

Cluster analysis is characterized in scientific literature as a means of statistical classification whereby
data or objects (events, people, things, etc.) are classified into groups so that elements of one cluster are very
similar to one another and are very different from elements of other clusters. Cluster analysis is aimed at
classifying data into groups (clusters) with similar characteristics trying to maximize the similarity among the
elements of a cluster and differences of elements between clusters (Fraley, Raftery, 1998).

Service quality evaluation is traditionally related to regression models (Eboli, Mazzulla, 2008, 2010;
Hensher, 2003; dell'Olio et al., 2011) or structural equation models (De Ofia et al., 2013, Eboli, Mazzulla, 2007,
2012; Irfan et al., 2011). However, the majority of these models are limited to a certain extent due to prior
defined assumptions and relations between dependent and independent variables; thus, disregarding these
assumptions, erroneous evaluations of service quality are obtained.

Analysis of the data of Latvia’s public sector administrative service quality was conducted by means of
cluster analysis with Ward’s method. Data were obtained from customers’ surveys conducted in the period of
2017 and 2018. As a result of factor analysis, principal factors that affect service quality were identified. These
determining factors were used to perform cluster analysis. On the basis of the outcomes of factor analysis,
indicators were calculated for each factor RG score:

— Factor 1 — survey questions: 4,5,6,7,8,9,10,11,12,13,14,15,16
Factor 2 — survey questions: 17,18, 19, 20, 21
Factor 3 — survey questions: 1, 2, 3
Factor 4 — survey question: 22.

The importance of factors for other questions of the survey used in the present research is distributed
among various factors, therefore it is impossible to provide serious characteristics of any factor. As each factor
includes a different number of questions, the indicator of factor distinctiveness is the arithmetic mean of the
numeric evaluation of the responses provided for each question included in the factor.

Table 3.20.
Cronbach o for calculated factors
Factor 1 0.899
Factor 2 0.808
Factor 3 0.653

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2020.

Cluster analysis data normality test was also conducted, see Table 3.21. For the normality test,
Kolmogorov-Smirnov and Shapiro-Wilk criteria were used.

Table 3.21.
Cluster analysis data normality test
Kolmogorov-Smirnov Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Factor _1 ,126 292 ,000 ,953 292 ,000
Factor _2 ,112 292 ,000 ,934 292 ,000
Factor _3 ,164 292 ,000 ,879 292 ,000
Factor _4 ,272 292 ,000 ,880 292 ,000
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Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2020.

Cluster analysis was conducted by Ward’s method detecting distances by method of Euclidean distance.
To detect the number of clusters as a result of cluster analysis, method of agglomeration coefficient analysis was
used. In step 287 of cluster analysis, agglomeration coefficient rapidly increased for almost 70 units. This
allowed to single out 5 customer groups that have common features of cluster forming factors. 5 clusters were
detected where customers were united in 5 groups, see Table 3.22.

Table 3.22.
Cluster analysis with Ward’s method
Frequency % Validity % Cumulative%
Valid 1 101 34.6 34.6 34.6
2 74 253 25.3 59.9
3 52 17.8 17.8 777
4 34 11.6 11.6 89.4
5 31 10.6 10.6 100.0
Total 292 100.0 100.0

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2020.

Cluster 1 contains customers who hold as important such service quality dimensions as security,
responsiveness, competence. This customer group is the largest constituting 34.6% of the total number of
respondents. Cluster 2 lists customers who emphasize as important such quality dimensions as competence and
empathy. The number of respondents in this group makes 25.3% of the total number of respondents. Cluster 3
contains customers who regard the dimension of material gains as the most important one. This group of
customers makes 17.8% of all respondents. Clusters 4 and 5, similar to cluster 2, accentuate the dimension of
empathy. These customer groups constitute 22.2% of all respondents.

Data normality test with Ward’s method was conducted, see Table 3.23.

Table 3.23.
Normality test with Ward’s method
Ward’s Kolmogorov-Smirnov Shapiro-Wilk
method Statistics df Sig. Statistics df Sig.
factor_1 1 ,255 101 ,000 ,847 101 ,000
2 ,085 74 ,200" ,983 74 439
3 ,144 52 ,009 ,954 52 ,042
4 ,120 34 200" ,967 34 ,378
5 ,139 31 ,135 ,892 31 ,005
factor_2 1 272 101 ,000 ,817 101 ,000
2 ,198 74 ,000 ,930 74 ,001
3 ,236 52 ,000 ,924 52 ,003
4 ,181 34 ,006 ,909 34 ,008
5 ,142 31 ,113 ,926 31 ,034
factor_3 1 ,297 101 ,000 ,759 101 ,000
2 ,126 74 ,005 ,944 74 ,003
3 ,162 52 ,002 ,914 52 ,001
4 ,195 34 ,002 ,876 34 ,001
5 ,335 31 ,000 ,690 31 ,000
factor_4 2 ,348 74 ,000 ,781 74 ,000
3 ,346 52 ,000 ,763 52 ,000
4 ,353 34 ,000 ,636 34 ,000
5 ,317 31 ,000 717 31 ,000

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2020.

As the distribution of factor evaluation in the selected groups does not correspond with the normal
distribution, for comparing these evaluations non-parametric Kruskal-Wallis test is used, see Table 3.24.
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Table 3.24.
Data Kruskal ~Wallis test-1

‘A?I/:trh(:); Number Mean
factor_1 1 101 206.71
2 74 91.43
3 52 67.21
4 34 207.54
5 31 147.85
Total 292
factor_2 1 101 215.64
2 74 82.50
3 52 62.57
4 34 166.78
5 31 192.56
Total 292
factor_3 1 101 191.72
2 74 60.34
3 52 129.61
4 34 171.47
5 31 205.79
Total 292
factor_4 1 101 168.00
2 74 170.86
3 52 51.15
4 34 270.71
5 31 42.00
Total 292

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2020.

Table 3.25.
Data Kruskal —Wallis test-2
factor_1 factor_2 factor_3 factor_4
Chi-Square 147,300 175,509 131,576 236,073
df 4 4 4 4
Asymp. Sig. ,000 ,000 ,000 ,000

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2020.

There are statistically significant differences among all factors on 1% significance level among cluster group
participants, p <0.01.

Table 3.26.
Gender distribution of customer clusters
Gender
female male Total
Ward’s method 1 Number 67 34 101

% with Ward’s method 66.3% 33.7% 100.0%
2 Number 49 25 74

% with Ward’s method 66.2% 33.8% 100.0%
3 Number 45 7 52
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% with Ward’s method 86.5% 13.5% 100.0%

4 Number 29 5 34
% with Ward’s method 85.3% 14.7% 100.0%

5 Number 24 7 31
% with Ward’s method 77.4% 22.6% 100.0%

Total Number 214 78 292
% with Ward’s method 73.3% 26.7% 100.0%

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2020.

Analysing the obtained customer clusters according to gender, it must be concluded that the majority in
all clusters are females.

Table 3.27.
Age groups of obtained customer clusters
Customer age
Total
20-40 41-60 60<
Ward’s method 1 Number 44 46 11 101
% with Ward’s method 43.6% 45.5% 10.9% 100.0%
2 Number 8 40 26 74
% with Ward’s method 10.8% 54.1% 35.1% 100.0%
3 Number 14 23 15 52
% with Ward’s method 26.9% 44.2% 28.8% 100.0%
4 Number 14 14 6 34
% with Ward’s method 41.2% 41.2% 17.6% 100.0%
5 Number 21 9 1 31
% with Ward’s method 67.7% 29.0% 3.2% 100.0%
Total Number 101 132 59 292
% with Ward’s method 34.6% 45.2% 20.2% 100.0%

Source: table designed by the author, performing the statistical processing of the survey data by SPSS 22.00, 2020.

Analysing the obtained customer clusters according to customer age groups, it is concluded that clusters
1 and 4 have similar distribution of age groups (20-40 and 41-60 years of age). Clusters 2 and 3 are basically
constituted of customers aged 41-60. Cluster 5 entails customers aged 20-40. The percentual majority of
customers in clusters fall in age group 41-60.

Analysing the obtained customer clusters obtained in cluster analysis according to the principal factors
for each cluster, it is concluded that all obtained customer clusters possess distinct factors related to such service
quality dimensions as competence and empathy.

Analysing the obtained customer clusters obtained in cluster analysis according to service quality
dimensions, it is concluded that two of the most distinct clusters are greatly similar as to the evaluation of such
service quality components as security and responsiveness. One of the customer clusters that may be called
fastidious customers have given most negative evaluation for all service quality dimensions.

Service quality research based on cluster analysis was produced in order to obtain detailed customer
profiles with similar evaluations of a service. This approach allows to detect special requirements and needs of
customer groups concerning the service quality and personalize service provision strategy. This methodology of
segmentation alleviates providing personalized services that are adjusted to special needs or wishes of various
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customer groups. Service adjustment enhances customer satisfaction and loyalty (Cheung et al.2003; Vesanen,
2007).

3.7. Service quality evaluation model from the experts’ viewpoint

Methodology of the conducted interviews

To obtain information and verify the applicability of the author’s formed model of evaluating service
quality, interviews with experts — professionals in the field were used. Interviews are usually used in qualitative
research (Creswell, 2009; Seaman, 1999). Interview may be conducted in three ways: it may be structured, non-
structured, or semi-structured.

Criteria for selecting experts for interviews were higher education in speciality, experience in the
branch and relatedness to state institution administration.

Altogether four interviews with professionals in the branch were conducted.

Semi-structured method was used for collecting subjective data. For obtaining information, two-way
conversation was achieved by this method. Interviewing protocol was observed in conducting interviews
(Creswell, 2009). Interview questions were thoroughly elaborated studying the available literature on service
quality as well as applying theories mentioned in the present research.

The questionnaire consisted of thirteen questions, both open and closed ones. The total approximate
duration of each interview was estimated for 60 to 90 minutes. The questionnaire interview was opened by
general information on the respondent’s age, gender, qualification, and experience. Some questions are further
divided into sections, so that more information could be obtained from respondents. The questionnaire is formed
of three categories. In the first category question one was divided into 4 parts. Questions were asked on
relatedness between service quality and customer satisfaction as well as factors influencing it. In second
category, questions were asked concerning the measures of service quality improvement. Questions of this
category were elaborated on three levels, question two (divided into 7 parts) concerned the personnel
management, questions 3, 4, 5, 6, 7, 8 were about the model of the process of evaluating service quality,
questions 9, 10, 11 were about eradication of drawbacks (between the perception of quality by the enterprise and
customer). Last two questions (12, 13) were open questions on respondents’ future plans for administrative
work. Detailed questionnaire is provided in the appendix (see appendix).

The interview is characterized by three features: discussion opportunity, precision and flexibility of
formulations. During an in-person interview, the interviewee and interviewer can discuss and explain questions
by direct communication. Latest information is gathered from professionals, and it is possible to make any
clarifications needed (Wolcott, 2009).

Interview is a flexible way of gathering information because it is convenient for both parties in
exchanging information (Saunders et al., 2007). Interviewer can submit the questions to be discussed before the
interview, so that interviewee may have an opportunity to prepare more extensive and precise replies.

Analysis of experts’ replies

Service quality impact on customers’ satisfaction

According to experts, service quality considerably affects customers’ satisfaction. However, service
quality is not the only factor of influence on customers’ satisfaction.

These two factors are interrelated. According to experts, service quality affects customers’ satisfaction
level. The way of service provision and the way customers’ problems are solved affect customers’ satisfaction
level.

The question “Are service quality and customers’ satisfaction mutually related?” was answered by
experts that service quality is very important but there are other factors of influence as well. If the service
provider does not keep promises given to customer, the latter will be disappointed.

In experts’ opinion, service quality to a certain degree affects customers’ satisfaction level. According
to their statements, it is important to meet customer service standards, otherwise customers cannot be satisfied.
Often customers are not satisfied with the decision made by an institution because their knowledge of legal acts
is insufficient or their interpretation of them is different than that by an official.

Information impact

Experts admitted that customers’ initially positive or negative attitude is influenced also by social
media. According to them, social media comments affect customers’ notions and hopes as regards the service
provider organization. Especially negative attitude on behalf of customers is observed towards the so-called
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repressive state institutions, e.g. State Revenue Service, that is confirmed by the customer survey outcomes
(comment by the author).

Experts explained that prior information has both a positive and negative impact because it is the best
way of gaining a new customer upon another customer’s advice. Satisfied customers share information with
others and advise them to use these services. What customers tell others has a great impact, and information
about negative attitude towards a customer spreads fast.

According to experts, it is important for evaluation given by people about the services provided by an
institution to be positive. What people hear from others affect their hopes and perception of provided services.
They also added that negative responses have greater influence on people’s perception than positive ones. The
personal economic situation also has a great influence. People with small income are not interested in the service
quality or evaluation of the provider organization. Such customers usually demonstrate a low level of awareness
and a very negative attitude.

As concerns the question how customers behave when they are satisfied with services and their hopes
and notions are fulfilled, the interviewees replied:

- if a customer is happy and satisfied, we can expect long-term loyalty;

- long-term contact with the customer may be expected; if a customer is satisfied with the service, s/he
will be more loyal,

- customer satisfaction is a complex notion that certainly affects loyalty; customers’ positive experience
has a direct impact on their loyalty.

Factors influencing service quality and satisfaction

According to the experts, the offered service, way of providing it, environment, and the time period of
its provision influence customers’ satisfaction. Experts added that all of these factors have a significant
contribution. However, in criminal justice institutions customer satisfaction is greatly affected by the official’s
decision in favour for the customer or not.

Experts admitted that other factors influencing satisfaction are the equipment available (printers, air
conditioning), way of communication with customers, and the speed of service provision. It was noted that
customers do not usually like waiting for long.

According to the experts, other factors influencing satisfaction are: the way an employee communicates
with a customer, service provision, quick service, and the most important is understanding the customer’s needs.

Model of evaluating service quality

According to experts, application of a model of evaluating service quality matters greatly. Provided
services can be improved by obtaining information on their quality, dividing the functions of the involved
departments and building a quick and timely communication among them. If capacity planning is not right,
employees will be under stress from excessive load of work, and this will impair the service quality. As the load
in some departments of the institution grows, employees must be regrouped, distributing additional forces across
the overloaded departments.

Experts noted that, implementing a model of the process of evaluating service quality, the experience of
other cooperation organizations in improving service quality may be analysed as well. Thus, information may
grow more comparable.

Experts hold that the main focus of a service provider is on understanding their customers and
satisfying their needs and hopes. Therefore, a model of evaluating service quality is to be implemented whereby
it is possible to obtain such information necessary for the service quality improvement.

Personnel management

According to experts, if the personnel has not received sufficient training and management for
maintaining customer service standards, service quality will suffer. For this reason, regular evaluation of the
work of the personnel is organized followed by training. The accomplishments of the personnel are
acknowledged with financial rewards from motivation funds.

Experts admitted that employees’ satisfaction is of a great importance. If an employee is not satisfied,
s/lhe cannot work with full efficiency and does not show diligence. Therefore it is necessary to express
recognition to the employees who perform their obligations in best possible way, it is done with awarding them
certificates of honour.

Experts explained that it is very important to act right in personnel management. Employees are the
most important part of the enterprise. They must be sufficiently motivated. Enterprise may improve the
performance of the personnel showing appreciation of high quality service provision. For this purpose, enterprise
must regularly evaluate the employees’ performance by evaluating the number of the serviced customers, the
number of complaints. Good performance is rewarded by additional days of vocation.
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Personnel training, improvement of skills

One of the interviewed experts specified that personnel training and updating their skills greatly
contribute to the improvement of the provided service quality. It also raises employees’ motivation and
productivity. Training is organized on regular basis.

Experts explained that personnel training motivates employees, stimulates their professional interest
development.

According to experts, training and skill updating programmes help enterprises reach high service
quality standards. Employees’ knowledge is regularly tested to realize in what sphere additional training is
needed.

Information exchange

Experts emphasized the significance of information exchange in an enterprise. According to them, to
reach high quality standards, employees must be well aware of their professional obligations and tasks. Besides,
they explained that personnel are better manageable if the enterprise provides sufficient knowledge, sets work
tasks, and appreciates the work done. It is necessary to evaluate the employees’ performance. Experts agreed that
it is important to constantly evaluate customers’ satisfaction in order to analyse what makes customers satisfied
and what does not.

According to experts, enterprise ought to explain in various ways to customers (providing precise
information, naming contact persons) whom they can address in the enterprise in case of problems. They
emphasized that the enterprise personnel must try to solve customers’ problems in due time and fast.

Experts revealed that service quality plays an essential role in customers’ satisfaction. Determining
factors are the image of the enterprise, customers’ experience, the internal and external environment of the
enterprise, service provision — fast or slow, security of services, responsiveness and competence of service
providers.

In order to improve service quality, it must be regularly monitored, identifying spheres for its
improvement. Public service quality evaluation survey must be formed by taking into consideration the
specificity of the enterprise under evaluation.

Customer service standards at the enterprise must be elaborated taking into consideration the specificity
of the enterprise or institution.

Experts concluded that service quality in organizations may be improved. Introducing a model of
evaluating service quality facilitates obtaining information on the provided service quality and its dimensions.
This information provides an opportunity to introduce changes in customer service, personnel training and
evaluation. Highly motivated employee may help raise quality standards. For this reason it is important to
manage the personnel continuously training them and evaluating their performance.
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CONCLUSION

The aim of the Doctoral Thesis “Evaluation of the Quality of Administrative Services in Latvia’s
Public Sector Institutions” of evaluating the customer service quality of administrative services by Latvia’s
public administration institutions and elaborating a model of evaluating the quality of public services has been
achieved. The Doctoral Thesis provides a study of the research questions:

9. What factors concerning the quality of services provided by public administration institutions are
considered as most important by the customers and what factors are considered as less important?

10. What clusters or groups are made by customers of public administration according to factors considered
by them as important regarding the quality of the received services?

The thesis statements formulated in the introduction of the Doctoral Thesis are confirmed by the
conclusions elaborated by the author.

Along with proving the thesis statements, the hypothesis related to the practical part of the research is
approved.

Thesis statement 1: In order to evaluate the indicators of service quality, one needs to take into
account the area of functioning of the enterprise or institution and the method chosen of the assessment.
This thesis statement is confirmed by the conclusions made in chapter 1 comparing the indicator systems for
evaluation of the organization work quality discussed in scientific literature so far. The author concluded that
SERVQUAL service performance comparison with the evaluation of quality dimensions considered as important
by customers bring out those quality criteria, the performance whereof has received lower evaluation and that
need to be improved, therefore, in order to evaluate service quality indicators, it is necessary to take into
consideration the area of enterprise or institution’s functioning — unlike the quantitative indicators that do not
need such specification, as quantitative indicators are more or less similar in all spheres of enterprise or
institution functioning. This idea was confirmed by experts of the sphere in their interviews.

Thesis statement 2: In order to achieve a high level of quality of public services, it is necessary to
use the allocated state funds as efficiently as possible. This thesis is confirmed by the conclusions made by the
author in Chapter 1 and Chapter 2, analyzing the theories of public sector efficiency. The author concluded that
three criteria for the efficiency of public services should be distinguished:

1. Economy - economy of the use of state funds, when the smallest possible amount of funds is used, while
maintaining the quality of certain services.

2. Quality - quality means the quality of a service that fully meets the needs of a public service customer.

3. A balance between the first and second criteria, where a certain degree of savings is achieved while the quality
of service is at a sufficient level.

It follows from the above that in order to achieve a high level of quality of public services, it is necessary to use
the allocated state funds as efficiently as possible.

Thesis statement 3: Factors considered by clients to be most important concerning the quality of
services provided by public administration institutions are security of the service, competence and
responsiveness of the service providers. This statement is confirmed by the conclusions drawn by the author in
chapter 3 evaluating the quality of services by Latvia’s public sector institutions.

Factor group | listing factors considered by customers most important as to expected service quality
contains such service quality dimensions as security, responsiveness, competence. Factors of this group have
coefficient from 0.79 to 0.505.

Factor group Il according to their importance contains factors related to such a service quality
dimension as empathy. Factors of this group have coefficient from 0.765 to 0.559.

Factor group 111 lists factors related to material gains dimension. The coefficient of this group is from
0.797 t0 0.673.

Comparison of the produced factor analysis for data groups concerning the customers’ expected service

and perceived service evaluation revealed that customers consider security, responsiveness, competence, and
empathy to be the most important service quality dimensions, the performance whereof must be improved. Less
important are factors related to the dimension of material gains. The results of factor analysis confirm the
outcomes of the public service evaluation survey conducted within the research.
Thesis statement 4: Clients of public administration institutions form four conditional groups according to
the factors considered to be important as concerns the quality of the received services. This statement is
confirmed by the conclusions drawn in chapter 3 evaluating service quality provided by Latvia’s public sector
institutions and conducting factor and cluster analyses of the obtained data.

Service quality investigation based on cluster analysis was conducted in order to obtain detailed
customer profiles with similar evaluations of the service. This approach allows to detect special requirements
and needs of customer groups concerning service quality and personalize service provision strategy. This method
of segmentation makes easier the provision of personalized services adjusted to the special needs or wishes of
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various customer groups. Service adjustment enhances customer satisfaction and loyalty (Cheung et al. 2003;
Vesanen, 2007).

Cluster 1 lists customers who hold as important such service quality dimensions as security,
responsiveness, competence. Cluster 2 contains customers who single out as important competence and empathy.
Cluster 3 entails customers who consider the dimension of material gains as most important. The majority of
customers of cluster 4, similar to cluster 2, emphasize the dimension of empathy.

The analysis of customer groups obtained as a result of cluster analysis according to service quality
dimensions leads to conclusion that two of the most distinct groups are greatly similar as to the evaluation of
such service quality components as security and responsiveness, One of the groups is most distinct in its most
negative evaluation of all service quality dimensions. This group may be called the fastidious customers.

In the conducted interviews, experts of the sphere revealed that service quality has an essential role in
customer satisfaction. Determining factors are the image of enterprise, customers’ experience, the internal and
external environment of the enterprise, service provision quality, service security, responsiveness of service
provider employees, their competence.

In order to improve the service quality, it must be monitored on regular basis detecting spheres where
improvements are necessary. Public service quality evaluation survey must be designed taking into consideration
the specificity of the enterprise to be evaluated.

Customer service standards at the enterprise must be elaborated taking into consideration the specificity
of the enterprise or institution.

According to experts, it must be concluded that organizations may improve the quality of provided
services by implementing a model of the process of evaluating service quality. Implementation of a model of the
process of evaluating service quality makes it possible to obtain information about the provided service quality
and its dimensions. This information and its analysis make it possible to introduce changes in customer service,
personnel training and evaluation. This serves as additional motivation for the employees. Highly motivated
employee may help raise quality standards. For this purpose, personnel management is important, with
continuous training and evaluation of their performance.

Research hypothesis — In the quality of Latvian public sector administrative services, the most
important quality dimensions for customers, the performance of which needs to be improved, are
reliability, responsiveness and competence, confirmed by the conclusions made by the author in Chapter 3,
analyzing the results of public administration services quality assessment.

Clients, as the most important dimensions in the quality of Latvian public sector administrative
services, rated reliability - on average 4.73 points, responsiveness - on average 4.69 points and competence - on
average 4.53 points.

The quality of administrative services in all dimensions of quality is assessed as negative. The quality of
safety, responsiveness, competence dimensions was assessed with -0.668p. , -0.626p., - 0.518p., respectively. A
less negative evaluation of quality is observed only in the dimensions of material benefits (-0.209p.) and
empathy (-0.388p.).

Problems and solutions
Problem 1: Until now, the concept of public service and administrative service has not been precisely defined in
regulatory enactments.
Solution: The author proposes to the responsible ministry to use the definitions of public services and
administrative services specified in the dissertation and their classification (see subchapter 1.1) for incorporation
in legislation.
Problem 2: The economic efficiency of the largest researched state institutions is low and so is the quality of
administrative services provided by customers.
Solution: The author proposes to use his own model of quality assessment of administrative services to evaluate
the services provided by state enterprises and institutions. After starting operations, the company must establish
an institution’s quality control system, which includes the development of quality manuals and customer service
standards. Employees are being trained on customer service standards and the customer service process. After
starting customer service, the model envisages starting a regular customer survey, preferably at least twice a
quarter, with a modified SERVQUAL questionnaire. The SERVQUAL questionnaire, modified and tested by the
author, is used here. After collecting the survey data, information on the expected service of customers, the
quality and efficiency of the service provided by the received services is analyzed. Customer surveys and
analysis of the obtained data are performed by the service quality monitoring and control unit. Using the author's
quality assessment model for administrative services, business leaders and researchers can obtain more detailed
information about the quality assessment of customers' expected services, the quality assessment of perceived
services, the quality of services provided and its components. The company has the opportunity, based on the
information obtained, to develop and make changes in the service delivery process, as well as additional training
of employees to achieve higher results. In this context, the model is gaining in importance as it not only helps to
identify factors related to service quality, but also provides guidance for improvement. The quality assessment
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model of administrative services allows the management of companies and institutions to identify quality
problems and thus helps to plan the launch of a quality improvement program, improving the company's
efficiency, profitability and overall performance.

Problem 3: There is no uniform procedure for the provision of public administrative services, each institution
does it differently.

Solution: The author proposes to the responsible ministry to prepare and adopt in the Saeima a comprehensive
legal document regulating the activities of public administration institutions - the Public Services Law, which
would also stipulate the procedure for providing public administrative services, common public administration
and customer service standards the proposed model for assessing the quality of administrative services.

Problem 4: Latvia has a low civic participation index, which may negatively affect the clients' assessment of the
quality of administrative services received.

Solution: Institutions providing public administrative services (SRS, SSIA, SEA, etc.) and their websites should
have information on the possibility to assess the quality of public administrative services, on the process of
assessing the quality of administrative services and explanations on its performance.

For executive authority representatives
1. It is necessary to include in legislative enactments related to public service provision the author’s elaborated
model of evaluating service quality.
2. In connection with the administrative-territorial reforms current in Latvia in the present time period, part of
the research outcomes may be taken into consideration in implementing these reforms and adopting Act on
Public Services.
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