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ZINATNISKA DZIVE

AIZSTAVETIE PROMOCIJAS DARBI

Iveta Katelo

ADMIl}IISTRATiVO PAKALPOJUMU KVALITATES
NOVERTESANA LATVIJAS PUBLISKA SEKTORA IESTADES

Promocijas darba zinatniska vaditaja: Dr.
psych., profesore Iréna Kokina (Daugavpils Uni-
versitate, Latvija).

Promocijas darba temas izvéeles pamatojums,
argumenti un motivi. Viena no svarigakajam pa-
saules ekonomikas attistibas tendencém musdie-
nas ir pieaugo$a pakalpojumu nozares loma. Par
to liecina pakalpojumu razosanas limena pieau-
gums salidzinajuma ar materialu razosanu, ievéro-
jams piedavato pakalpojumu klasta un pakalpo-
jumu joma nodarbinato cilveku skaita pieaugums.

Autore lveta Katelo, Ipasi §i tendence ir vérojama valstis ar attistitu
Zindtnes doktore (PhD) sociali ekonomisko sistému, kur pakalpojumu
ekonomika un uznémejdarbiba  ipatsvars kopéja IKP $obrid ir aptuveni 70%. Lat-
Uznemejdarbibas vadibas vija pakalpojumu ipatsvars kopéja IKP péc nozaru
apaksnozare pievienotas vértibas 2019. gada sasniedza 74,4 %.

Paslaik pakalpojumu nozarei tiek pievérsta arvien
lielaka uzmaniba, nemot véra tas lomu sabiedribas sociali ekonomiskaja attistiba.
Ipasu vietu 3aja 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 pasaulé.

Publiskais sektors ietver valsts un pasvaldibu iestades un to komercsabiedribas,
komercsabiedribas ar valsts vai pasvaldibu kapitala dalu 50% un vairak, ka ari nodi-
binajumus, biedribas, fondus un to komercsabiedribas. Pakalpojumu snieg$anas kvali-
tate un efektivitate ir svarigs priek$nosacijums publisko pakalpojumu sniegsanas pro-
cesa uzlabo$anai. Lai ieguvumi no kvalitates uzlabosanas klatu butiski, tiesi prasibu
pamatotibas un pakalpojumu kvalitates kritiska izvértéSana potenciali var dot daudz
lielaku efektu administrativa sloga samazinasana un valsts parvaldes uzlabosana. Lai
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veicinatu valsts parvaldes uzlabosanu, nepieciesams veikt administrativas reformas
un publisko pakalpojumu modernizaciju.

Administrativas reformas ir globala musdienu tendence. Gan attistitas valstis,
gan jaunattistibas valstis, ir uzskatijusas administrativo reformu par virzoso spéku,
lai veicinatu ekonomisko izaugsmi, paplasinatu demokratizaciju un attistitu citus
socialas dzives aspektus. Administrativajai reformai Latvija, butu japadara adminis-
trativo sistému efektivaku, jauzlabo publisko pakalpojumu kvalitate. ES valstis un ari
Latvija par pamatu publiska sektora modernizacijai tiek liktas likumsakaribas un
procesi, kas izstradati privataja sektora. Privata sektora aprobéta klientu apkalpoSanas
standarta izmanto$ana valsts parvaldeé Sobrid ir viens no publiskas parvaldes moderni-
zacijas aktualajiem jautajumiem Latvija. Tas saistits ar pakalpojumu kvalitates un to
pieejamibas uzlabosanu klientiem.

Promocijas darba veikta publisko, administrativo pakalpojumu definiciju konkre-
tizéSana, administrativo pakalpojumu kvalitates novértésanas modela iztrade un admi-
nistrativo pakalpojumu kvalitates novértésana Latvijas publiska sektora iestadés.

Administrativo pakalpojumu kvalitates novértésanas modela izstrade un aprobacija
publiskas parvaldes iestadés Latvija lidz $im nav veikta. Tapéc svarigs jautajums Sobrid
ir ne tikai teorétiski, bet ari praktiski izstradat valsts parvaldes sniegto pakalpojumu
kvalitates novértésanas modeli, kas palidzétu uzlabot publiskas parvaldes sniegumu.

Administrativo pakalpojumu kvalitates novértésanas modela izveide un attistiba
publiskaja parvaldé Latvija var dot pamatotu ieguldijumu sabiedribas dzives kvalitates
uzlabosana, tas stratégisko meérku sasniegsana, pilnveidot publiskas parvaldes iestazu
darbibas efektivitati un lidz ar to ari ekonomisko vidi.

Promocijas darba mérkis ir izvértét klientu apkalposanas kvalitati administrati-
vajiem pakalpojumiem Latvijas publiskas parvaldes instittcijas un izstradat adminis-
trativo pakalpojumu kvalitates novértésanas modeli.

Lai sasniegtu $So mérki, nepiecieSams risinat sekojosus uzdevumus:

1. Izanalizét pakalpojumu, kvalitates un pakalpojumu kvalitates jedzienu skaidro-
juma teorétiskos aspektus.

2. Raksturot indikatoru sistémas organizacijas darbibas kvalitates noteiksanai un
pakalpojumu kvalitates novértésanas metodes.

3. Veikt publisko administrativo pakalpojumu kvalitates novértéjumu.

4. Izstradat klientorientétu administrativo pakalpojumu kvalitates novértésanas
modeli.

5. Aprobeét izstradato modeli, formulét secinajumus.

Petijuma jautajumi:

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

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

Petijuma hipoteze: Latvijas publiska sektora administrativo pakalpojumu kvalitaté
klientiem svarigakas kvalitates dimensijas, kuru sniegumu jauzlabo, ir droSums, atsau-
ciba un kompetence.
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Petijuma objekts: klientu apkalpoSanas kvalitate administrativajiem pakalpoju-
miem publiskas parvaldes institucijas Latvija no 2017. gada lidz 2019. gadam.

Petijuma priek$mets: klientu orientéts administrativo pakalpojumu kvalitates
novértésanas modelis Latvijas publiska sektora iestades.

Petijuma baze: Publiskas parvaldes iestades (6) un to filiales (17) Latvija — Valsts
socialas apdrosinasanas agenturas 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 agentaras 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. Pétijuma piedalijas divi simti devin-
desmit divi nejausi izveléti publiskas parvaldes iestazu klienti, kuri pirms to apmek-
l&juma un péc ta aizpildija SERVQUAL aptauju. Klientu izlasi var raksturot ka nejausu
izlasi, administrativi-teritorialo, ievérojot planosanas regionu proporcionalo parstav-
niecibu.

Promocijas darba izmantotas metodes:

Logiskas analizes un sintézes metode.

Monografiska un analitiska teorétisko avotu izpétes metode.

SERVQUAL aptaujas modulis — kvantitativa datu vaksanas metode.

Ekspertu intervijas — kvalitativa datu vaksanas metode.

Datu statistiskas apstrades metodes, izmantojot SPSS (22.0) programmaturu,
statistisko datu grupésanas metode, faktoru analizes metode, frekvencu analizes
metode, hierarhiska klasteru analizes metode, logiskas analizes un grafiskas
attélosanas metode.

IR

Promocijas darba teorétiskaja dala, analizgjot zinatnisko literataru, Latvijas un
ES likumdosanas dokumentus, Centralas statistikas parvaldes datus, izmantota logiskas
analizes un sintézes metode, monografiska un analitiska teorétisko avotu izpétes metode.
Empiriskaja pétijuma izmantota kvantitativa datu vakSanas metode — respondentu
anketésana, kuras pamata ir autores parveidots un aprobéts SERVQUAL modulis.

Pirms aptaujas izplatisanas autore ieprieks veica aptaujas aprobaciju, lai noteiktu,
vai ta ir lietotajam saprotama un vai taja nav neviennozimigu vai sensitivu jautajumu.
Iepriekseja parbaude lava labot kludas pirms oficiala pétijuma datu vaksanas. Lai
noteiktu aptaujas lietoSanas értumu, ta tika parbaudita pie divdesmit nejausi izvélétiem
publisko pakalpojumu klientiem. Tad aptaujas jautajumi tika parveidoti, novértéjuma
skala izmainita, lai péc tam to izplatitu publisko pakalpojumu sniedzéjorganizacijas.
Péc aptaujas pabeigSanas autore datus apkopoja, salidzinaja un analizgja.

Pétijjuma izmantota ari kvalitativa datu vaksanas metode — ekspertu intervijas,
kas izmantotas, lai parbauditu autores veidota administrativo pakalpojumu kvalitates
novertésanas 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 institaciju
vadibu. Kopa tika veiktas Cetras vadibas intervijas, ar promocijas darba pétito valsts
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instittciju vaditajiem. Subjektivo datu vaksanai tika izmantota dalgji strukturéta
metode. Ar $o metodi tika panakta divvirzienu saruna, lai ievaktu informaciju. Inter-
vijas veiksanai tika ievérots intervijas protokols. Intervijas jautajumi tika rapigi
izstradati, izpétot literataru par pakalpojumu kvalitati, ka ari izmantojot $aja pétijuma
minétas teorijas. Intervija sastavéja no trispadsmit jautajumiem. Intervija tika izmantoti
gan atveértie, gan slégtie jautajumi. Kopéjais aptuvenais katras intervijas laiks tika
noteikts no 60 lidz 90 minatem.

SERVQUAL aptaujas datu analizei un rezultatu interpretacijai izmantota statis-
tisko datu grupésanas metode, faktoru analizes metode, hierarhiskas klasteranalizes
metode, logiskas analizes un grafiskas attélosanas metode. Nozares ekspertu noveérte-
juma datu analizei izmantotas logiskas analizes metodes.

Petijuma posmi:

1. posms (2015.g.-2016.g.) — tika analizéta teorétiska literatiira par promocijas
darba tému, teorijam un pakalpojumu kvalitates dimensijam; tika definéts pétijjuma
meérkis, uzdevumi un pétijuma hipotéze.

2. posms (2016.g.-2017.g.) — tika izstradats pétijumu modelis, pétijumu aptaujas
anketa tika tulkota latviesu valoda. Pétijuma modelis un anketa tika aprobéta pie
neliela klientu skaita un péc tam modificéta, pielagojot mérkauditorijai. Tika izveidots
teorétiskais administrativo pakalpojumu kvalitates noveértésanas procesa modelis.

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

4. posms (2019.g.-2021.g.) — legutie dati tika statistiski apstradati un analizéti.
Lai parbauditu administrativo pakalpojumu kvalitates novértésanas modela efekti-
vitati, notika intervijas ar nozares ekspertiem, 4 pétito valsts iestazu vaditajiem. Inter-
viju rezultati tika analizeéti, tika izdariti secinajumi.

Promocijas darba struktara: Darba pirmaja nodala apskatiti pakalpojuma jédziena
teorétiskie aspekti, raksturots pakalpojumu kvalitates, efektivitates jedziens un izana-
lizétas pakalpojumu kvalitates noteiksanas metodes un modeli. Otraja nodala paraditas
publisko pakalpojumu sistémas attistibas tendences ES un Latvija, sniegts Latvijas
publiska sektora raksturojums. Tresaja nodala sniegts pakalpojumu kvalitates noveér-
téjums Latvijas publiska sektora iestades, raksturota pakalpojumu kvalitates noveér-
tésanas modela izveide, sniegta pakalpojumu kvalitates novértésanas modela analize
nozares ekspertu skatijuma.

Petijuma teorétiska un metodologiska baze: Analizéjot zinatnisko literaturu,
jasecina, ka pédéjo dazu gadu desmitu laika pakalpojumu kvalitates noveértésanas
modeli ir bijusi praktiku, uznémumu vaditaju un zinatnieku uzmanibas centra, jo
sniegto pakalpojumu kvalitate spécigi ietekmé uznémumu darbibu. Augsta pakalpo-
jumu kvalitate rada augstaku veikstspéju, zemakas izmaksas, klientu apmierinatibu,
klientu lojalitati un paaugstina uznémuma rentabilitati. Pakalpojumu kvalitates noveér-
tésanas modeli, pakalpojumu kvalitates saistiba ar klientu apmierinatibu un lojalitati,
uznémuma rentabilitati un efektivitati analizéta vairaku pétnieku darbos.

Par pétijuma teorétisko un metodologisko pamatu kalpo teorijas, kuras izstradajusi
tadi pétnieki ka K. Makneirs, R. Lanc¢s, K. Kross (1990), kas pétija klientorientétas
korporativas stratégijas ietekmi uz finansu un kvalitates raditajiem. D. Nortons un
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R. Kaplans (1992) izveidoja lidzsvaroto raditaju sistému, ar kuras palidzibu pétija
uznémuma darbibu, pamatojoties uz Cetriem kritérijiem: finanses, attiecibas ar klien-
tiem, ieks€jie biznesa procesi, apmacibas un personala attistiba. L. Maisela (1992)
ieteiktaja lidzsvaroto raditaju sistéma uzpémuma bizness ari tika pétits, izmantojot
Cetras raditaju grupas, vienigais, apmacibu un personala attistibas vieta tika analizéti
uznémuma cilvékresursi un inovacijas. Péc K. Adamsa un P. Robertsa (1993) izstradata
modela tika noveértéta uznémuma darbibas efektivitate un izaugsme. H. Rampersada
(2005) piedavataja universalaja raditaju sisttma uznémuma analize tika veikta, izman-
tojot piecus ta darbibas elementus: personigo raditaju lidzsvaroto sistému; organizacijas
raditaju lidzsvaroto sistému; visparéjo kvalitates menedzmentu (TOM); kompetencu
vadibu; apmacibu ciklu. Kvalitates noveértésanas modelu izstradé pétijumus veikusi
V. Zeithamls (1985), A. Parasuramans (1997), L. Berri (1990), S. Teilors (2003).
V. Deminga (1987), T. Fostera (1992), S. Sampsona (1998), L. Harvija un D. Grina
(2000) pétijumi veikti kvalitates vadibas joma.

Pakalpojumu kvalitates agrino izpéti veica M. Gronross (1984). M. Gronross
pazinoja, ka ja organizacija vélas gt panakumus, ir |oti svarigi, lai ta izprastu klientu
attieksmi pret sniegtajiem pakalpojumiem. Saja modeli pakalpojumu kvalitate tika
novertéta, salidzinot sagaidamo kvalitati un uztverto kvalitati.

SERVQUAL aptaujas metodi izstradaja A. Parasuramans, V. Zeithamls un L. Berri
(1988, 1991, 1993, 1994). Pakalpojumu kvalitate tiek novertéta, aprékinot starpibu
starp to, kadu kvalitati klients sagaida, un to, ko vins uztver, saskaroties ar apkalpo-
Sanu. SERVQUAL (1991.g. versija) ir strukturéta divas dalas. Pirmaja un otraja dalas,
katra ieklauti 22 jautajumi, lai noveértétu klientu gaidas un apkalposanas laika reali
uztverto kvalitati. Pakalpojumu kvalitates novertéjumu iegust, salidzinot klientu gaidu
un uztvertas kvalitates vértibas. Balstoties uz augsminéto autoru piedavato metodi, ir
veidots autores pakalpojumu kvalitates novertésanas procesa modelis.

Publisko pakalpojumu kvalitates vadibu Somija pétijis V. Tuomi (2012). Pétijjumu
par saistibu starp pakalpojumu kvalitati un klientu uzvedibu Spanija veikusi M. San-
Cezs-Perezs, J. Gazkuess-Abads, R. Sancezs Fernandezs (2007). Pétijumu par Polijas
valsts parvaldes attistibu un pasreizéjo stavokli veikusi S. Mazurs, M. MozdZenis,
M. Oramuss (2018). Kvalitates vadibu Turcijas publiskaja sektora analizéjis S. Koskuns
(2002). Pakalpojumu kvalitates uzlaboSanas iespéjas Lielbritanijas publiskaja sektora
aprakstijusi K. Viljams un M. Saunders (2007). Publisko pakalpojumu kvalitati Lie-
tuvas pasvaldibas novértéjusi G. Kondrotaite (2012). Pétijuma secinats, ka raugoties
uz kvalitati sabiedrisko pakalpojumu konteksta, vissvarigaka ir patérétaja apmierina-
tiba ar sniegto pakalpojumu. Latvija pie kvalitates nodrosinasanas sistémas izveides
izglitibas joma stradajis J. Eglitis (2003). Kvalitates noveértésanas modeli lauku konsul-
taciju centru izglitibas pakalpojumu kvalitates nodrosinasanai izstradajusi G. Grin-
berga-Zalite (2011). Patérétaju apmierinatibu Latvijas tarisma tirgt pétijusi . Medne
(2011). Pakalpojumu kvalitates ekonomisko nodrosinajumu mazos un vidéjos uzneé-
mumos analizéjusi R. Greitane (2011). Klientorientétas pieejas nozimi valsts parvaldes
attistiba Latvija pétijis R. Putans (2016).

Darba izmantoti Eiropas Komisijas normativie un direktivie dokumenti, Latvijas
Republikas likumi un MK noteikumi, Centralas statistikas parvaldes dati. [zmantoti
ari valsts un pasvaldibas iestazu publiski pieejamie informacijas avoti.
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Pétijuma ierobezojums: Darba apjoma ierobezotibas dél, klientu apkalposanas
kvalitates pétijums koncentréts galvenokart lielakajas Latvijas pilsétas — Riga, Dau-
gavpili, Jelgava, Ventspili un Valmiera. Administrativo pakalpojumu kvalitates
novértésana veikta tikai klatienes pakalpojumiem, jo 54% aptaujato iedzivotaju,
raksturojot iemeslus saskarsmei klatiené, noradijusi neiespéjamibu problému atrisinat
interneta.

Pétijuma teorétiska nozimiba:

Izanalizéti pakalpojumu kvalitates novértésanas modeli un metodes.

Raksturots Latvijas publiskais sektors, ta apjomi.

Veikta publisko administrativo pakalpojumu definicijas konkretizésana.
Izstradats pakalpojumu kvalitates novértésanas modelis Latvijas publiska sektora
iestadém.

5. Zinatniski pamatoti pilnveidota publiskas parvaldes kvalitates vadibas sistéma

Latvijas apstaklos, piedavajot pakalpojumu kvalitates novértésanas modeli.

B

Pétijuma praktiska nozimiba:

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

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

3. Analizéti Latvijas publiskos administrativos pakalpojumus sniedzoso iestazu efekti-
vitates raditaji un veikts to salidzinajums ar sniegto administrativo pakalpojumu
kvalitati.

4. Arnozares ekspertu, iestazu vaditaju lidzdalibu veikta publisko pakalpojumu kva-
litates novértesanas modela pielietojamibas novértésana un publisko pakalpojumu
kvalitates novértésanas pétijuma datu analize un aprobacija.

Pétijuma zinatniska novitate:

1. Veikta publisko administrativo pakalpojumu definicijas konkretizé$ana un to
klasifikacijas analize.

2. Veikta pakalpojumu kvalitates noveértésanas modela izstrade un aprobacija pub-
liskas parvaldes iestadés Latvija.

3. Promocijas darba ietvaros identificéti faktori, kadus Latvijas publiskas parvaldes
institaciju klienti sniegto administrativo pakalpojumu kvalitate uzskata par svari-
giem, bet kadus par mazak svarigiem.

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

Pétijuma rezultatu praktiska pielietojamiba:

1. Saistiba ar administrativi-teritoridlo reformu aktualitati Latvija paslaik, dala no
pétijuma rezultatiem varétu tikt nemti véra, istenojot $is reformas un pienemot
“Publisko pakalpojumu likumu”.

2. Izmantojot autores veidoto administrativo pakalpojumu kvalitates noveértésanas
modeli, uznémumu vaditaji un pétnieki var iegit sikaku informaciju par klientu
sagaidamo pakalpojumu kvalitates novértéjumu, uztverto pakalpojumu kvalitates
novértéjumu, sniegto pakalpojumu kvalitati un tas komponentém. Saja konteksta
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modelis iegtst ipasu nozimi, jo tas ne tikai palidz izzinat ar pakalpojumu kvaltati
saistitos faktorus, bet ari sniedz noradijumus uzlabojumiem. Pakalpojumu kvali-
tates novertésanas modelis laus uznémumu un iestazu vadibai identificét kvalitates
problémas un tadéjadi palidzes planot kvalitates uzlabosanas programmas uzsak-
$anu, uzlabojot uznémuma efektivitati, rentabilitati un kopéjo sniegumu.
Pétijuma rezultati un autores piedavatais administrativo pakalpojumu kvalitates
novértésanas modelis prezentéts un diskutéts tik§anas reizés ar pétito iestazu vadi-
tajiem. Tas atzinigi novértéts un var tikt virzits talakai izmantosSanai Sajas valsts
iestades.

Iztradatais administrativo pakalpojumu kvalitates novertésanas modelis var tikt
izmantots jebkura publiskos pakalpojumus sniedzosa iestade.

Promocijas darba teorétiskie un praktiskie rezultati tiek izmantoti ari macibu
procesa, vadot nodarbibas studiju kursos “Kvalitates vadiba” un “Skolvadibas
pamati” Rézeknes Tehnologiju Akadémija, Daugavpils Universitate.
Aizstavesanai izvirzitas tezes:

Lai novertétu pakalpojumu kvalitates raditajus, nepieciesams nemt véra uznémuma
vai iestades darbibas jomu un novértésanai izvéléto metodi. So tézi apstiprina
secindjumi, kurus autore izdarijusi 1. nodala, salidzinot zinatniskaja literatara
lidz $im raksturotas indikatoru sistémas organizacijas darbibas kvalitates izvérte-
$anai. Katra no indikatoru sistémam ir veidota, nemot véra novértéjamas organi-
zacijas darbibas jomu. Veicot $o salidzinajumu autore secinaja, ka lai novértétu
pakalpojumu kvalitates raditajus, nepieciesams nemt véra uznémuma vai iestades
darbibas jomu un noveértésanai izvéléto metodi. So domu apstiprinaja ari nozares
eksperti savas intervijas.

Lai sasniegtu augstu publisko pakalpojumu kvalitates limeni, nepieciesams mak-
simali efektivi izmantot iedalitos valsts lidzeklus. So tézi apstiprina secinajumi,
kurus autore izdarijusi 1. nodala un 2. nodala, analiz&jot publiska sektora efekti-
vitates teorijas. Autore secinaja, ka janoskir tris publisko pakalpojumu efektivitates
kritériji: ekonomiskums — valsts lidzek|u izmanto$anas ekonomija, kad tiek izman-
tots mazakais iespéjamais lidzeklu apjoms, vienlaikus saglabajot noteiktu pakalpo-
jumu kvalitati; kvalitate — ar kvalitati tiek saprasta pakalpojuma kvalitate, kas
pilniba atbilst publisko pakalpojumu klienta vajadzibam; sabalansétiba starp pirmo
un otro kritériju, kad tiek sasniegta noteikta ietaupijuma pakape, kamér pakalpo-
juma kvalitate ir pietickama limeni.

No aug$minéta izriet, ka, lai sasniegtu augstu publisko pakalpojumu kvalitates
limeni, nepieciesams maksimali efektivi izmantot iedalitos valsts lidzeklus.
Publiskas parvaldes institaciju sniegto administrativo pakalpojumu kvalitaté klienti
par svarigakajiem faktoriem uzskata pakalpojuma dro$umu, darbinieku kom-
petenci un atsaucibu. So tézi apstiprina secinajumi, kurus autore izdarijusi 3. no-
dala, novertéjot administrativo pakalpojumu kvalitati Latvijas publiska sektora
iestadés. Veicot $o novértéjumu, autore secindja, ka I faktoru grupa, kurus par
svarigakajiem uzskata klienti, novértéjot gaidito pakalpojumu kvalitati, ietilpst
faktori, kas saistiti ar tadam pakalpojumu kvalitates dimensijam ka drosums,
atsauciba, kompetence. Saja grupa ietilpa faktori ar koeficientu no 0,790 lidz
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0,505. II faktoru grupa, péc svariguma, ietilpst faktori, kas saistiti ar tadu pakal-
pojumu kvalitates dimensiju ka empatija. Saja grupa ietilpst faktori ar koeficientu
no 0,765 lidz 0,559. Péc svariguma tikai III faktoru grupa ierindoti faktori, kas
saistiti ar materialo ieguvumu pakalpojumu kvalitates dimensiju. Saja grupa ietilpst
faktori ar koeficientu no 0,797 lidz 0,673.

4. Publiskas parvaldes instittciju klienti veido Cetras nosacitas kopas, analizéjot tos
péc faktoriem, kas tiem ir svarigi sanemto pakalpojumu kvalitaté. So tézi apstiprina
secinajumi, kurus autore izdarijusi 3.nodala, novértéjot administrativo pakalpo-
jumu kvalitati Latvijas publiska sektora iestadés un veicot iegtuto datu faktoru un
klasteru analizi. Administrativo pakalpojumu kvalitates pétijums, kas balstits uz
klasteru analizi, tika veikts, lai iegiitu detalizétus klientu profilus ar lidzigiem no-
vértéjumiem par pakalpojumu. Si pieeja lauj noteikt klientu grupu ipasas prasibas
un vajadzibas attieciba uz pakalpojumu kvalitati un personalizét pakalpojumu
sniegianas stratégiju. Si segmentésanas metodika atvieglo personalizétu pakal-
pojumu sniegSanu, kuri ir pielagoti dazadu klientu grupu ipasam vajadzibam vai
vélmém. Pakalpojumu pielagosana palielina klientu apmierinatibu un lojalitati.
Pirmaja klasteri ietilpst klienti, kuri par svarigam uzskata tadas administrativo
pakalpojumu kvalitates dimensijas, ka drogiba, atsauciba, kompetence. Si klientu
grupa ir visapjomigaka un veido 34,6% no kopéja respondentu skaita. Otraja
klasteri izdaliti klienti, kas svariguma zina akcenté tadas kvalitates dimensijas ka
kompetence un empatija. Taja ietilpstoso respondentu skaits sastada 25,3% no
kopéja respondentu skaita. Tresaja klasteri ietilpst klienti, kas par svarigako
uzskata materialo ieguvumu dimensiju. Si klientu grupa veido 17,8% no kopgja
respondentu skaita. Ceturtaja klasteri un piektaja klasteri, lidzigi ka otraja lielaka
dala klientu akcenté empatijas dimensiju. Sis klientu grupas kopuma sastada 22,2 %
no kopgja respondentu skaita. Analiz&jot klasteru, iegutas klientu kopas péc pakal-
pojumu kvalitates dimensijam, jasecina divas no izteiktakajam kopam ir ievérojami
lidzigas péc tadu pakalpojumu kvalitates komponensu ka “drosiba” un “atsauciba”
negativa novértéjuma. Viena no kopam, ir visizteiktaka un ari visnegativak noveér-
t&jusi visas pakalpojumu kvalitates dimensijas. So kopu varétu nosaukt par “pra-
sigo” klientu kopu. Veiktajas intervijas nozares eksperti atklaja, ka pakalpojumu
kvalitatei ir butiska loma klientu apmierinatiba. Noteicosie faktori ir uznémuma
téls, klientu pieredze, uznémuma ieks$éja un argja vide, pakalpojumu sniegsana,
pakalpojumu drosums, pakalpojumu sniedzgju darbinieku atsauciba, kompetence.

Péetijuma hipotezi apstiprina secinajumi, ko autore izdarijusi darba 3. dala, anali-
z&jot publisko administrativo pakalpojumu kvalitates novértéjuma rezultatus. Klienti
ka svarigakas dimensijas Latvijas publiska sektora administrativo pakalpojumu kvali-
taté, noveértéjusi droSumu — vidgji 4,73 balles, atsaucibu — vidéji 4,69 balles un kom-
petenci —vidgji 4,53 balles. Administrativo pakalpojumu sniegSanas kvalitate visas
kvalitates dimensijas ir novértéta ka negativa. Drosibas, atsaucibas, kompetences
dimensiju kvalitate novértéta attiecigi ar -0,668b., -0,626b., -0,518b. Mazak negativs
kvalitates novértéjums vérojams tikai materialo labumu (-0,209b.) un empatijas
dimensijas (-0,388b.).
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Problemas un to risinasanas iespé€jas

1. problema: Lidz $im LR normativajos aktos nav precizi noteikts publiska pakal-
pojuma un administrativa pakalpojuma jédziens.

Iespéjamais risinajums: Autore piedava atbildigajai nozares ministrijai izmantot
promocijas darba konkretizétas publisko pakalpojumu un administrativo pakalpojumu
definicijas un to klasifikaciju (skat. 1.1.apaksnodalu) iestradei likumdosanas aktos.

2. problema: Lielako pétito valsts instittciju ekonomiska efektivitate ir zema un
tada ir ari klientu novértéta, sniegto administrativo pakalpojumu kvalitate.

Iespéjamais risinajums: Autore piedava izmantot valsts uznémumu un iestazu
sniegto pakalpojumu novérté$anai savu administrativo pakalpojumu kvalitates noveér-
tésanas modeli. Péc darbibas uzsaksanas uznémuma jaizveido iestades kvalitates kon-
troles sistéma, kas ietver kvalitates rokasgramatas un klientu apkalposanas standartu
izveidi. Notiek darbinieku apmaciba par klientu apkalposanas standartiem un klientu
apkalposanas procesu. Péc klientu apkalpoSanas uzsaksanas, modelis paredz uzsakt
regularu, vélams vismaz 2 reizes ceturksni, klientu anketéSanu ar modificeto SERVOQUAL
aptaujas anketu. Seit tiek izmantota autores modificéta un aprobéta SERVQUAL
aptaujas anketa. Péc anketésanas datu apkoposSanas tiek analizéta informacija par
klientu sagaidamo pakalpojumu, uztverto pakalpojumu sniegta pakalpojuma kvalitati
un efektivitati. Klientu anketésanu un iegtito datu analizi veic pakalpojumu kvalitates
uzraudzibas un kontroles vieniba.

Izmantojot autores veidoto administrativo pakalpojumu kvalitates novértésanas
modeli, uznémumu vaditaji un pétnieki var iegut sikaku informaciju par klientu sagai-
damo pakalpojumu kvalitates novértéjumu, uztverto pakalpojumu kvalitates novérté-
jumu, sniegto pakalpojumu kvalitati un tas komponentém.

Uznémumam ir iespéja, pamatojoties uz iegtto informaciju, izstradat un veikt
izmainas pakalpojumu sniegSanas procesa, ari papildus apmacit darbiniekus, lai sa-
sniegtu augstakus rezultatus. Saja konteksta modelis iegiist ipa$u nozimi, jo tas ne tikai
palidz izzinat ar pakalpojumu kvalitati saistitos faktorus, bet ari sniedz noradijumus
uzlabojumiem.

Administrativo pakalpojumu kvalitates novértésanas modelis Jauj uzpémumu un
iestazu vadibai identificét kvalitates problémas un tadéjadi palidz planot kvalitates
uzlabo$anas programmas uzsaksanu, uzlabojot uznémuma efektivitati, rentabilitati
un kopéjo sniegumu.

3. problema: Latvija nav noteikta vienota kartiba publisko administrativo pakal-
pojumu sniegSana, katra iestade to dara atskirigi.

Iespejamais risinajums: Autore piedava atbildigajai nozares ministrijai sagatavot
un Saeima pienemt visaptvero$u, publiskas parvaldes iestazu darbibu reglamentéjosu
juridisku dokumentu — “Publisko pakalpojumu likumu”, kura butu atrunata ari
publisko administrativo pakalpojumu sniegSanas kartiba, minéti vienoti publisko
administrativo pakalpojumu sniegsanas un klientu apkalposanas standarti, ieklauts
autores piedavatais administrativo pakalpojumu kvalitates novértésanas modelis.
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4. problema: Latvija ir zema Pilsoniskas lidzdalibas indeksa vértiba, kas var negativi
ietekmeét klientu novértéjuma sanems$anu par sanemto administrativo pakalpojumu
kvalitati.

Iesp€jamais risinajums: Publisko administrativos pakalpojumus sniedzosajas
iestades (VID, VSAA, NVA utt.) un to timekla vietnés jabut pieejamai informacijai
par iesp€ju novertét publisko administrativo pakalpojumu kvalitati, par administrativo
pakalpojumu kvalitates novértésanas procesu un paskaidrojumiem par ta veiksanu.

EVALUATION OF THE QUALITY OF ADMINISTRATIVE
SERVICES IN LATVIA’S PUBLIC SECTOR INSTITUTIONS

The scientific advisor of the Doctoral Thesis: Dr.psych., professor Irena Kokina
(Daugavpils University, Latvia).

Rationale, arguments, and motives for choosing the topic of the research. 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 share of services in total GDP as to the added value of sectors in 2019
reached 74.4%. At present the service sector receives a growing attention taking into
account its role in the socio-economic development of the society. Public services pro-
duced 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 com-
panies. 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 adminis-
trative 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. 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
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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 admi-
nistrative services provided by Latvia’s public administration institutions and elabo-
rating 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 functio-
ning 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?

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.

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
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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:

Method of logical analysis and synthesis.

Method of monographic and analytical theoretical source studies.

SERVQUAL survey module — quantitative data collection method.

Expert interviews — qualitative data collection method.

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.

MRS

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 Statis-
tical Bureau of the Republic of Latvia. The empirical research makes use of the quan-
titative data collecting method — survey of respondents based on SERVQUAL module
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 com-
pleting 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 inter-
views 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 conver-
sation to collect information. Interview protocol was observed to perform the interview.
Interview questions were carefully worked out studying literature on service quality
as well as using theories mentioned in this research. The interview consisted of 13
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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 the 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 question-
naire 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: Section 1 regards the theoretical aspects of the
notion of service, characterizes notions of service quality, efficiency, analyses methods
and models of detecting service quality. Section 2 reveals the trends of public service
system development in the EU and Latvia, provides the characteristics of public sector
in Latvia. Section 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 enter-
prise. Models of evaluating service quality, relatedness of service quality to customer
satisfaction and loyalty, cost-effectiveness and efficiency of the enterprise are analysed
in several researchers’ works.

The theoretical and methodological basis of the research is theories elaborated by
such scholars as McNair, Lunch and Cross (1990), who studied the impact of customer
centred corporate strategy on finance and quality indicators. Norton and Kaplan
(1992) formed a system of balanced indicators, 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
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system suggested by 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 Adams
and Roberts (1993) was used to estimate the efficiency and growth of the enterprise.
Rampersad’s universal indicator system (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 Zeithaml
(1985), Parasuraman (1997), Berry (1990), Taylor (2003). Deming (1987), Foster
(1992), Sampson (1998), Harvey and Green (2000).

Early investigation of service quality was carried out by Gronross (1984). Gronross
claimed that, for an organization to make success, it is very important that it under-
stands customers’ attitude to the provided services. In this model, service quality was
evaluated comparing the expected quality to perceived quality.

SERVQUAL survey module was elaborated by Parasuraman, Zeithaml and Berry
(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 evalu-
ation 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.

Public service quality management in Finland has been studied by Tuomi (2012).
Relatedness of service quality and customers’ conduct in Spain is investigated by
Sanchez-Perez, Gazques-Abad and Sanchez Fernandez (2007). Research on the develop-
ment and present condition of state administration in Poland has been produced by
Mazur, Mozhdzhen and Oramus (2018). Quality management in the public sector of
Turkey is analyzed by Coskun (2002). Opportunities of service quality improvement
in the public sector of Britain are described by Williams and Saunders (2007). Public
service quality by Lithuanian local governments has been evaluated by 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,
Eglitis has worked with developing the quality provision system in the sector of educa-
tion (2003). Quality evaluation model for providing the quality of education services
at rural counselling centres has been elaborated by Grinberga-Zalite (2011). Con-
sumers’ satisfaction on the tourist market of Latvia is studied by Medne (2011). The
economic provision of service quality in small and medium businesses is analysed by
Greitane (2011). The significance of a customer centred approach in the development
of state administration in Latvia is studied by Putans (2016).

Limitation of the research: 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 assess-
ment 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.
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B

Theoretical significance of the research:

Analysis of the models and methods of evaluating service quality.
Characteristics of Latvia’s public sector, its volume.

Specifying the definition of public administrative services.

Elaboration of a model of evaluating service quality for Latvia’s public sector
institutions.

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:

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

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

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

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:

The definition of public administrative services and the analysis of their
classification have been specified.

Development and approbation of service quality assessment model in public
administration institutions in Latvia.

In 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.
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:

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.

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.
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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.

The elaborated model of evaluating service quality may be applied at any institution
providing public services.

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 Rézekne Academy of Technologies and Daugavpils University.

Theses statements suggested for defense:

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 quanti-
tative 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.
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: economy — economy of the use of state
funds, when the smallest possible amount of funds is used, while maintaining the
quality of certain services; quality — quality means the quality of a service that
fully meets the needs of a public service customer; 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.

Factors considered by clients to be most important concerning the quality of services
provided by public administration institutions are security of the service, com-
petence and responsiveness of the service providers. This statement is confirmed
by the conclusions drawn by the author in Section 3 evaluating the quality of
services by Latvia’s public sector institutions. Factor group I listing factors con-
sidered 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 0.790 to 0.505. Factor group II according to
their importance contains factors related to such a service quality dimension as
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empathy. Factors of this group have coefficient from 0.765 to 0.559. Factor group
III lists factors related to material gains dimension. The coefficient of this group is
from 0.797 to 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 em-
pathy 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.

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 Section 3 evalua-
ting 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 pro-
files 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
various customer groups. Service adjustment enhances customer satisfaction and
loyalty. 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, respon-
siveness 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 dimen-
sions. This information and its analysis make it possible to introduce changes in
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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 is proved by the conclusions made by the author in Section
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 their possible solutions

Problem 1: Until now, the concept of public service and administrative service
has not been precisely defined in regulatory enactments.

Possible 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 Subsection 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.

Possible 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 cus-
tomer 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 model of administrative
services allows the management of companies and institutions to identify quality
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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.

Possible 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 score by the Civic Participation Index, which may
negatively affect the clients’ assessment of the quality of administrative services received.

Possible 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.



