
Soci‚lo Zin‚tÚu VÁstnesis, 2022 1 (34), ISSN 1691-1881, eISSN 2592-8562 157

Z I N ¬ T N I S K ¬  D Z Œ V E

A I Z S T ¬ V « T I E  P R O M O C I J A S  D A R B I

Iveta Katelo

ADMINISTRATŒVO PAKALPOJUMU KVALIT¬TES
NOV«RT«–ANA LATVIJAS PUBLISK¬ SEKTORA IEST¬D«S

Promocijas darba zin‚tnisk‚ vadÓt‚ja: Dr.
psych., profesore IrÁna Kokina (Daugavpils Uni-
versit‚te, Latvija).

Promocijas darba tÁmas izvÁles pamatojums,
argumenti un motÓvi. Viena no svarÓg‚kaj‚m pa-
saules ekonomikas attÓstÓbas tendencÁm m˚sdie-
n‚s ir pieaugo‚ pakalpojumu nozares loma. Par
to liecina pakalpojumu ra˛oanas lÓmeÚa pieau-
gums salÓdzin‚jum‚ ar materi‚lu ra˛oanu, ievÁro-
jams pied‚v‚to pakalpojumu kl‚sta un pakalpo-
jumu jom‚ nodarbin‚to cilvÁku skaita pieaugums.

Œpai Ó tendence ir vÁrojama valstÓs ar attÓstÓtu
soci‚li ekonomisko sistÁmu, kur pakalpojumu
Ópatsvars kopÁj‚ IKP obrÓd ir aptuveni 70%. Lat-
vij‚ pakalpojumu Ópatsvars kopÁj‚ IKP pÁc nozaru
pievienot‚s vÁrtÓbas 2019. gad‚ sasniedza 74,4%.
Palaik pakalpojumu nozarei tiek pievÁrsta arvien

liel‚ka uzmanÓba, Úemot vÁr‚ t‚s lomu sabiedrÓbas soci‚li ekonomiskaj‚ attÓstÓb‚.
Œpau vietu aj‚ jom‚ ieÚem publiskie pakalpojumi, kas izstr‚d‚ti, lai apmierin‚tu
iedzÓvot‚ju vajadzÓbas. Publisko pakalpojumu kvalit‚tes pilnveidoana ir viens no
svarÓgiem mÁrÌiem valsts p‚rvaldes darbÓbas uzlaboan‚ Latvij‚ un pasaulÁ.

Publiskais sektors ietver valsts un pavaldÓbu iest‚des un to komercsabiedrÓbas,
komercsabiedrÓbas ar valsts vai pavaldÓbu kapit‚la daÔu 50% un vair‚k, k‚ arÓ nodi-
bin‚jumus, biedrÓbas, fondus un to komercsabiedrÓbas. Pakalpojumu snieganas kvali-
t‚te un efektivit‚te ir svarÓgs prieknosacÓjums publisko pakalpojumu snieganas pro-
cesa uzlaboanai. Lai ieguvumi no kvalit‚tes uzlaboanas kÔ˚tu b˚tiski, tiei prasÓbu
pamatotÓbas un pakalpojumu kvalit‚tes kritiska izvÁrtÁana potenci‚li var dot daudz
liel‚ku efektu administratÓv‚ sloga samazin‚an‚ un valsts p‚rvaldes uzlaboan‚. Lai
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veicin‚tu valsts p‚rvaldes uzlaboanu, nepiecieams veikt administratÓv‚s reformas
un publisko pakalpojumu moderniz‚ciju.

AdministratÓv‚s reformas ir glob‚la m˚sdienu tendence. Gan attÓstÓt‚s valstis,
gan jaunattÓstÓbas valstis, ir uzskatÓjuas administratÓvo reformu par virzoo spÁku,
lai veicin‚tu ekonomisko izaugsmi, paplain‚tu demokratiz‚ciju un attÓstÓtu citus
soci‚l‚s dzÓves aspektus. AdministratÓvajai reformai Latvij‚, b˚tu j‚padara adminis-
tratÓvo sistÁmu efektÓv‚ku, j‚uzlabo publisko pakalpojumu kvalit‚te. ES valstÓs un arÓ
Latvij‚ par pamatu publisk‚ sektora moderniz‚cijai tiek liktas likumsakarÓbas un
procesi, kas izstr‚d‚ti priv‚taj‚ sektor‚. Priv‚t‚ sektor‚ aprobÁt‚ klientu apkalpoanas
standarta izmantoana valsts p‚rvaldÁ obrÓd ir viens no publisk‚s p‚rvaldes moderni-
z‚cijas aktu‚lajiem jaut‚jumiem Latvij‚. Tas saistÓts ar pakalpojumu kvalit‚tes un to
pieejamÓbas uzlaboanu klientiem.

Promocijas darb‚ veikta publisko, administratÓvo pakalpojumu definÓciju konkre-
tizÁana, administratÓvo pakalpojumu kvalit‚tes novÁrtÁanas modeÔa iztr‚de un admi-
nistratÓvo pakalpojumu kvalit‚tes novÁrtÁana Latvijas publiska sektora iest‚dÁs.

AdministratÓvo pakalpojumu kvalit‚tes novÁrtÁanas modeÔa izstr‚de un aprob‚cija
publisk‚s p‚rvaldes iest‚dÁs Latvij‚ lÓdz im nav veikta. T‚pÁc svarÓgs jaut‚jums obrÓd
ir ne tikai teorÁtiski, bet arÓ praktiski izstr‚d‚t valsts p‚rvaldes sniegto pakalpojumu
kvalit‚tes novÁrtÁanas modeli, kas palÓdzÁtu uzlabot publisk‚s p‚rvaldes sniegumu.

AdministratÓvo pakalpojumu kvalit‚tes novÁrtÁanas modeÔa izveide un attÓstÓba
publiskaj‚ p‚rvaldÁ Latvij‚ var dot pamatotu ieguldÓjumu sabiedrÓbas dzÓves kvalit‚tes
uzlaboan‚, t‚s stratÁÏisko mÁrÌu sasniegan‚, pilnveidot publisk‚s p‚rvaldes iest‚˛u
darbÓbas efektivit‚ti un lÓdz ar to arÓ ekonomisko vidi.

Promocijas darba mÁrÌis ir izvÁrtÁt klientu apkalpoanas kvalit‚ti administratÓ-
vajiem pakalpojumiem Latvijas publisk‚s p‚rvaldes instit˚cij‚s un izstr‚d‚t adminis-
tratÓvo pakalpojumu kvalit‚tes novÁrtÁanas modeli.

Lai sasniegtu o mÁrÌi, nepiecieams risin‚t sekojous uzdevumus:
1. IzanalizÁt pakalpojumu, kvalit‚tes un pakalpojumu kvalit‚tes jÁdzienu skaidro-

juma teorÁtiskos aspektus.
2. Raksturot indikatoru sistÁmas organiz‚cijas darbÓbas kvalit‚tes noteikanai un

pakalpojumu kvalit‚tes novÁrtÁanas metodes.
3. Veikt publisko administratÓvo pakalpojumu kvalit‚tes novÁrtÁjumu.
4. Izstr‚d‚t klientorientÁtu administratÓvo pakalpojumu kvalit‚tes novÁrtÁanas

modeli.
5. AprobÁt izstr‚d‚to modeli, formulÁt secin‚jumus.

PÁtÓjuma jaut‚jumi:
1. K‚dus faktorus publisk‚s p‚rvaldes instit˚ciju sniegto administratÓvo pakalpojumu

kvalit‚tÁ klienti uzskata par svarÓg‚kajiem, k‚dus par maz‚k svarÓgiem?
2. K‚dus klasterus jeb grupas veido publisk‚s p‚rvaldes klienti, pÁc faktoriem, kas

tiem ir svarÓgi saÚemto administratÓvo pakalpojumu kvalit‚tÁ?

PÁtÓjuma hipotÁze: Latvijas publisk‚ sektora administratÓvo pakalpojumu kvalit‚tÁ
klientiem svarÓg‚k‚s kvalit‚tes dimensijas, kuru sniegumu j‚uzlabo, ir droums, atsau-
cÓba un kompetence.
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PÁtÓjuma objekts: klientu apkalpoanas kvalit‚te administratÓvajiem pakalpoju-
miem publisk‚s p‚rvaldes instit˚cij‚s Latvij‚ no 2017. gada lÓdz 2019. gadam.

PÁtÓjuma priekmets: klientu orientÁts administratÓvo pakalpojumu kvalit‚tes
novÁrtÁanas modelis Latvijas publisk‚ sektora iest‚dÁs.

PÁtÓjuma b‚ze: Publisk‚s p‚rvaldes iest‚des (6) un to fili‚les (17) Latvij‚ ñ Valsts
soci‚l‚s apdroin‚anas aÏent˚ras RÓgas, Daugavpils,Valmieras, Jelgavas, Ventspils
nodaÔas, Valsts ieÚÁmumu dienesta RÓgas, Jelgavas, Ventspils, Valmieras, Daugavpils
klientu apkalpoanas centri,Valsts zemes dienesta Daugavpils klientu apkalpoanas
centrs, Nodarbin‚tÓbas Valsts aÏent˚ras Daugavpils un Ventspils nodaÔas, Daugavpils
reÏion‚l‚ vides p‚rvalde, Daugavpils tiesa, t‚s Kr‚slavas un PreiÔu nodaÔa.

PÁtÓjums balstÓts uz publisko pakalpojumu klientu izlasi Latvijas liel‚kaj‚s pilsÁt‚s ñ
RÓg‚, DaugavpilÓ, Jelgav‚, VentspilÓ un Valmier‚. PÁtÓjum‚ piedalÓj‚s divi simti deviÚ-
desmit divi nejaui izvÁlÁti publisk‚s p‚rvaldes iest‚˛u klienti, kuri pirms to apmek-
lÁjuma un pÁc t‚ aizpildÓja SERVQUAL aptauju. Klientu izlasi var raksturot k‚ nejauu
izlasi, administratÓvi-teritori‚lo, ievÁrojot pl‚noanas reÏionu proporcion‚lo p‚rst‚v-
niecÓbu.

Promocijas darb‚ izmantot‚s metodes:
1. LoÏisk‚s analÓzes un sintÁzes metode.
2. Monogr‚fisk‚ un analÓtisk‚ teorÁtisko avotu izpÁtes metode.
3. SERVQUAL aptaujas modulis ñ kvantitatÓv‚ datu v‚kanas metode.
4. Ekspertu intervijas ñ kvalitatÓv‚ datu v‚kanas metode.
5. Datu statistisk‚s apstr‚des metodes, izmantojot SPSS (22.0) programmat˚ru,

statistisko datu grupÁanas metode, faktoru analÓzes metode, frekvenËu analÓzes
metode, hierarhisk‚ kl‚steru analÓzes metode, loÏisk‚s analÓzes un grafisk‚s
attÁloanas metode.

Promocijas darba teorÁtiskaj‚ daÔ‚, analizÁjot zin‚tnisko literat˚ru, Latvijas un
ES likumdoanas dokumentus, Centr‚l‚s statistikas p‚rvaldes datus, izmantota loÏisk‚s
analÓzes un sintÁzes metode, monogr‚fisk‚ un analÓtisk‚ teorÁtisko avotu izpÁtes metode.
EmpÓriskaj‚ pÁtÓjum‚ izmantota kvantitatÓv‚ datu v‚kanas metode ñ respondentu
anketÁana, kuras pamat‚ ir autores p‚rveidots un aprobÁts SERVQUAL modulis.

Pirms aptaujas izplatÓanas autore iepriek veica aptaujas aprob‚ciju, lai noteiktu,
vai t‚ ir lietot‚jam saprotama un vai taj‚ nav neviennozÓmÓgu vai sensitÓvu jaut‚jumu.
IepriekÁj‚ p‚rbaude Ô‚va labot kÔ˚das pirms ofici‚l‚ pÁtÓjuma datu v‚kanas. Lai
noteiktu aptaujas lietoanas Ártumu, t‚ tika p‚rbaudÓta pie divdesmit nejaui izvÁlÁtiem
publisko pakalpojumu klientiem. Tad aptaujas jaut‚jumi tika p‚rveidoti, novÁrtÁjuma
skala izmainÓta, lai pÁc tam to izplatÓtu publisko pakalpojumu sniedzÁjorganiz‚cij‚s.
PÁc aptaujas pabeiganas autore datus apkopoja, salÓdzin‚ja un analizÁja.

PÁtÓjum‚ izmantota arÓ kvalitatÓv‚ datu v‚kanas metode ñ ekspertu intervijas,
kas izmantotas, lai p‚rbaudÓtu autores veidot‚ administratÓvo pakalpojumu kvalit‚tes
novÁrtÁanas modeÔa pielietojamÓbu. Tika intervÁti nozares eksperti, 4 pÁtÓto valsts
iest‚˛u vadÓt‚ji.

Tika veiktas kl‚tienes intervijas ar nozares profesion‚Ôiem. Ekspertu atlases kritÁriji
bija augst‚k‚ izglÓtÓba specialit‚tÁ, darba pieredze nozarÁ un saistÓba ar valsts instit˚ciju
vadÓbu. Kop‚ tika veiktas Ëetras vadÓbas intervijas, ar promocijas darb‚ pÁtÓto valsts
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instit˚ciju vadÓt‚jiem. SubjektÓvo datu v‚kanai tika izmantota daÔÁji strukturÁta
metode. Ar o metodi tika pan‚kta divvirzienu saruna, lai iev‚ktu inform‚ciju. Inter-
vijas veikanai tika ievÁrots intervijas protokols. Intervijas jaut‚jumi tika r˚pÓgi
izstr‚d‚ti, izpÁtot literat˚ru par pakalpojumu kvalit‚ti, k‚ arÓ izmantojot aj‚ pÁtÓjum‚
minÁt‚s teorijas. Intervija sast‚vÁja no trÓspadsmit jaut‚jumiem. Intervij‚ tika izmantoti
gan atvÁrtie, gan slÁgtie jaut‚jumi. KopÁjais aptuvenais katras intervijas laiks tika
noteikts no 60 lÓdz 90 min˚tÁm.

SERVQUAL aptaujas datu analÓzei un rezult‚tu interpret‚cijai izmantota statis-
tisko datu grupÁanas metode, faktoru analÓzes metode, hierarhisk‚s klasteranalÓzes
metode, loÏisk‚s analÓzes un grafisk‚s attÁloanas metode. Nozares ekspertu novÁrtÁ-
juma datu analÓzei izmantotas loÏisk‚s analÓzes metodes.

PÁtÓjuma posmi:
1. posms (2015.g.ñ2016.g.) ñ tika analizÁta teorÁtisk‚ literat˚ra par promocijas

darba tÁmu, teorij‚m un pakalpojumu kvalit‚tes dimensij‚m; tika definÁts pÁtÓjuma
mÁrÌis, uzdevumi un pÁtÓjuma hipotÁze.

2. posms (2016.g.ñ2017.g.) ñ tika izstr‚d‚ts pÁtÓjumu modelis, pÁtÓjumu aptaujas
anketa tika tulkota latvieu valod‚. PÁtÓjuma modelis un anketa tika aprobÁta pie
neliela klientu skaita un pÁc tam modificÁta, piel‚gojot mÁrÌauditorijai. Tika izveidots
teorÁtiskais administratÓvo pakalpojumu kvalit‚tes novÁrtÁanas procesa modelis.

3. posms (2017.g.ñ2018.g.) ñ tika iev‚ktas aptaujas anketas no 292 valsts iest‚˛u
klientiem VentspilÓ, Jelgav‚, DaugavpilÓ, Valmier‚ un RÓg‚, tika veikta datu s‚kotnÁj‚
statistisk‚ apstr‚de.

4. posms (2019.g.ñ2021.g.) ñ Ieg˚tie dati tika statistiski apstr‚d‚ti un analizÁti.
Lai p‚rbaudÓtu administratÓvo pakalpojumu kvalit‚tes novÁrtÁanas modeÔa efekti-
vit‚ti, notika intervijas ar nozares ekspertiem, 4 pÁtÓto valsts iest‚˛u vadÓt‚jiem. Inter-
viju rezult‚ti tika analizÁti, tika izdarÓti secin‚jumi.

Promocijas darba strukt˚ra: Darba pirmaj‚ nodaÔ‚ apskatÓti pakalpojuma jÁdziena
teorÁtiskie aspekti, raksturots pakalpojumu kvalit‚tes, efektivit‚tes jÁdziens un izana-
lizÁtas pakalpojumu kvalit‚tes noteikanas metodes un modeÔi. Otraj‚ nodaÔ‚ par‚dÓtas
publisko pakalpojumu sistÁmas attÓstÓbas tendences ES un Latvij‚, sniegts Latvijas
publisk‚ sektora raksturojums. Treaj‚ nodaÔ‚ sniegts pakalpojumu kvalit‚tes novÁr-
tÁjums Latvijas publisk‚ sektora iest‚dÁs, raksturota pakalpojumu kvalit‚tes novÁr-
tÁanas modeÔa izveide, sniegta pakalpojumu kvalit‚tes novÁrtÁanas modeÔa analÓze
nozares ekspertu skatÓjum‚.

PÁtÓjuma teorÁtisk‚ un metodoloÏisk‚ b‚ze: AnalizÁjot zin‚tnisko literat˚ru,
j‚secina, ka pÁdÁjo da˛u gadu desmitu laik‚ pakalpojumu kvalit‚tes novÁrtÁanas
modeÔi ir bijui praktiÌu, uzÚÁmumu vadÓt‚ju un zin‚tnieku uzmanÓbas centr‚, jo
sniegto pakalpojumu kvalit‚te spÁcÓgi ietekmÁ uzÚÁmumu darbÓbu. Augsta pakalpo-
jumu kvalit‚te rada augst‚ku veikstspÁju, zem‚kas izmaksas, klientu apmierin‚tÓbu,
klientu lojalit‚ti un paaugstina uzÚÁmuma rentabilit‚ti. Pakalpojumu kvalit‚tes novÁr-
tÁanas modeÔi, pakalpojumu kvalit‚tes saistÓba ar klientu apmierin‚tÓbu un lojalit‚ti,
uzÚÁmuma rentabilit‚ti un efektivit‚ti analizÁta vair‚ku pÁtnieku darbos.

Par pÁtÓjuma teorÁtisko un metodoloÏisko pamatu kalpo teorijas, kuras izstr‚d‚jui
t‚di pÁtnieki k‚ K. Makneirs, R. LanËs, K. Kross (1990), kas pÁtÓja klientorientÁt‚s
korporatÓv‚s stratÁÏijas ietekmi uz finanu un kvalit‚tes r‚dÓt‚jiem. D. Nortons un
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R. Kaplans (1992) izveidoja lÓdzsvaroto r‚dÓt‚ju sistÁmu, ar kuras palÓdzÓbu pÁtÓja
uzÚÁmuma darbÓbu, pamatojoties uz Ëetriem kritÁrijiem: finanses, attiecÓbas ar klien-
tiem, iekÁjie biznesa procesi, apm‚cÓbas un person‚la attÓstÓba. L. Maisela (1992)
ieteiktaj‚ lÓdzsvaroto r‚dÓt‚ju sistÁm‚ uzÚÁmuma bizness arÓ tika pÁtÓts, izmantojot
Ëetras r‚dÓt‚ju grupas, vienÓgais, apm‚cÓbu un person‚la attÓstÓbas viet‚ tika analizÁti
uzÚÁmuma cilvÁkresursi un inov‚cijas. PÁc K. Adamsa un P. Robertsa (1993) izstr‚d‚t‚
modeÔa tika novÁrtÁta uzÚÁmuma darbÓbas efektivit‚te un izaugsme. H. Rampersada
(2005) pied‚v‚taj‚ univers‚laj‚ r‚dÓt‚ju sistÁm‚ uzÚÁmuma analÓze tika veikta, izman-
tojot piecus t‚ darbÓbas elementus: personÓgo r‚dÓt‚ju lÓdzsvaroto sistÁmu; organiz‚cijas
r‚dÓt‚ju lÓdzsvaroto sistÁmu; visp‚rÁjo kvalit‚tes mened˛mentu (TQM); kompetenËu
vadÓbu; apm‚cÓbu ciklu. Kvalit‚tes novÁrtÁanas modeÔu izstr‚dÁ pÁtÓjumus veikui
V. Zeithamls (1985), A. Parasuramans (1997), L. Berri (1990), S. Teilors (2003).
V. Deminga (1987), T. Fostera (1992), S. Sampsona (1998), L. H‚rvija un D. GrÓna
(2000) pÁtÓjumi veikti kvalit‚tes vadÓbas jom‚.

Pakalpojumu kvalit‚tes agrÓno izpÁti veica M. Gronross (1984). M. Gronross
paziÚoja, ka ja organiz‚cija vÁlas g˚t pan‚kumus, ir Ôoti svarÓgi, lai t‚ izprastu klientu
attieksmi pret sniegtajiem pakalpojumiem. –aj‚ modelÓ pakalpojumu kvalit‚te tika
novÁrtÁta, salÓdzinot sagaid‚mo kvalit‚ti un uztverto kvalit‚ti.

SERVQUAL aptaujas metodi izstr‚d‚ja A. Parasuramans, V. Zeithamls un L. Berri
(1988, 1991, 1993, 1994). Pakalpojumu kvalit‚te tiek novÁrtÁta, aprÁÌinot starpÓbu
starp to, k‚du kvalit‚ti klients sagaida, un to, ko viÚ uztver, saskaroties ar apkalpo-
anu. SERVQUAL (1991.g. versija) ir strukturÁta div‚s daÔ‚s. Pirmaj‚ un otraj‚ daÔ‚s,
katr‚ iekÔauti 22 jaut‚jumi, lai novÁrtÁtu klientu gaidas un apkalpoanas laik‚ re‚li
uztverto kvalit‚ti. Pakalpojumu kvalit‚tes novÁrtÁjumu ieg˚st, salÓdzinot klientu gaidu
un uztvert‚s kvalit‚tes vÁrtÓbas. Balstoties uz augminÁto autoru pied‚v‚to metodi, ir
veidots autores pakalpojumu kvalit‚tes novÁrtÁanas procesa modelis.

Publisko pakalpojumu kvalit‚tes vadÓbu Somij‚ pÁtÓjis V. Tuomi (2012). PÁtÓjumu
par saistÓbu starp pakalpojumu kvalit‚ti un klientu uzvedÓbu Sp‚nij‚ veikui M. San-
Ëezs-Perezs, J. Gazkuess-Abads, R. SanËezs Fernandezs (2007). PÁtÓjumu par Polijas
valsts p‚rvaldes attÓstÓbu un pareizÁjo st‚vokli veikui S. Mazurs, M. Mo˛d˛enis,
M. Oramuss (2018). Kvalit‚tes vadÓbu Turcijas publiskaja sektor‚ analizÁjis S. Koskuns
(2002). Pakalpojumu kvalit‚tes uzlaboanas iespÁjas Lielbrit‚nijas publiskaj‚ sektor‚
aprakstÓjui K. ViÔjams un M. Saunders (2007). Publisko pakalpojumu kvalit‚ti Lie-
tuvas pavaldÓb‚s novÁrtÁjusi G. Kondrotaite (2012). PÁtÓjum‚ secin‚ts, ka raugoties
uz kvalit‚ti sabiedrisko pakalpojumu kontekst‚, vissvarÓg‚k‚ ir patÁrÁt‚ja apmierin‚-
tÓba ar sniegto pakalpojumu. Latvij‚ pie kvalit‚tes nodroin‚anas sistÁmas izveides
izglÓtÓbas jom‚ str‚d‚jis J. EglÓtis (2003). Kvalit‚tes novÁrtÁanas modeli lauku konsul-
t‚ciju centru izglÓtÓbas pakalpojumu kvalit‚tes nodroin‚anai izstr‚d‚jusi G. GrÓn-
berga-Z‚lÓte (2011). PatÁrÁt‚ju apmierin‚tÓbu Latvijas t˚risma tirg˚ pÁtÓjusi I. Medne
(2011). Pakalpojumu kvalit‚tes ekonomisko nodroin‚jumu mazos un vidÁjos uzÚÁ-
mumos analizÁjusi R. Greit‚ne (2011). KlientorientÁtas pieejas nozÓmi valsts p‚rvaldes
attÓstÓb‚ Latvij‚ pÁtÓjis R. Put‚ns (2016).

Darb‚ izmantoti Eiropas Komisijas normatÓvie un direktÓvie dokumenti, Latvijas
Republikas likumi un MK noteikumi, Centr‚las statistikas p‚rvaldes dati. Izmantoti
arÓ valsts un pavaldÓbas iest‚˛u publiski pieejamie inform‚cijas avoti.
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PÁtÓjuma ierobe˛ojums: Darba apjoma ierobe˛otÓbas dÁÔ, klientu apkalpoanas
kvalit‚tes pÁtÓjums koncentrÁts galvenok‚rt liel‚kaj‚s Latvijas pilsÁt‚s ñ RÓg‚, Dau-
gavpilÓ, Jelgav‚, VentspilÓ un Valmier‚. AdministratÓvo pakalpojumu kvalit‚tes
novÁrtÁana veikta tikai kl‚tienes pakalpojumiem, jo 54% aptauj‚to iedzÓvot‚ju,
raksturojot iemeslus saskarsmei kl‚tienÁ, nor‚dÓjui neiespÁjamÓbu problÁmu atrisin‚t
internet‚.

PÁtÓjuma teorÁtisk‚ nozÓmÓba:
1. IzanalizÁti pakalpojumu kvalit‚tes novÁrtÁanas modeÔi un metodes.
2. Raksturots Latvijas publiskais sektors, t‚ apjomi.
3. Veikta publisko administratÓvo pakalpojumu definÓcijas konkretizÁana.
4. Izstr‚d‚ts pakalpojumu kvalit‚tes novÁrtÁanas modelis Latvijas publisk‚ sektora

iest‚dÁm.
5. Zin‚tniski pamatoti pilnveidota publisk‚s p‚rvaldes kvalit‚tes vadÓbas sistÁma

Latvijas apst‚kÔos, pied‚v‚jot pakalpojumu kvalit‚tes novÁrtÁanas modeli.

PÁtÓjuma praktisk‚ nozÓmÓba:
1. Veikta kompleksa Latvijas valsts iest‚˛u publisko administratÓvo pakalpojumu

kvalit‚tes un efektivit‚tes novÁrtÁana.
2. Veikta Latvijas valsts iest‚˛u publisko administratÓvo pakalpojumu kvalit‚ti

raksturojoo faktoru analÓze, faktoru veidoto klasteru grupu analÓze.
3. AnalizÁti Latvijas publiskos administratÓvos pakalpojumus sniedzoo iest‚˛u efekti-

vit‚tes r‚dÓt‚ji un veikts to salÓdzin‚jums ar sniegto administratÓvo pakalpojumu
kvalit‚ti.

4. Ar nozares ekspertu, iest‚˛u vadÓt‚ju lÓdzdalÓbu veikta publisko pakalpojumu kva-
lit‚tes novÁrtÁanas modeÔa pielietojamÓbas novÁrtÁana un publisko pakalpojumu
kvalit‚tes novÁrtÁanas pÁtÓjuma datu analÓze un aprob‚cija.

PÁtÓjuma zin‚tnisk‚ novit‚te:
1. Veikta publisko administratÓvo pakalpojumu definÓcijas konkretizÁana un to

klasifik‚cijas analÓze.
2. Veikta pakalpojumu kvalit‚tes novÁrtÁanas modeÔa izstr‚de un aprob‚cija pub-

lisk‚s p‚rvaldes iest‚dÁs Latvij‚.
3. Promocijas darba ietvaros identificÁti faktori, k‚dus Latvijas publisk‚s p‚rvaldes

instit˚ciju klienti sniegto administratÓvo pakalpojumu kvalit‚tÁ uzskata par svarÓ-
giem, bet k‚dus par maz‚k svarÓgiem.

4. Noteikti klasteri jeb grupas, k‚dus veido Latvijas publisk‚s p‚rvaldes klienti, pÁc
faktoriem, kas tiem ir svarÓgi saÚemto pakalpojumu kvalit‚tÁ.

PÁtÓjuma rezult‚tu praktisk‚ pielietojamÓba:
1. SaistÓb‚ ar administratÓvi-teritori‚lo reformu aktualit‚ti Latvij‚ palaik, daÔa no

pÁtÓjuma rezult‚tiem varÁtu tikt Úemti vÁr‚, Óstenojot Ós reformas un pieÚemot
ìPublisko pakalpojumu likumuî.

2. Izmantojot autores veidoto administratÓvo pakalpojumu kvalit‚tes novÁrtÁanas
modeli, uzÚÁmumu vadÓt‚ji un pÁtnieki var ieg˚t sÓk‚ku inform‚ciju par klientu
sagaid‚mo pakalpojumu kvalit‚tes novÁrtÁjumu, uztverto pakalpojumu kvalit‚tes
novÁrtÁjumu, sniegto pakalpojumu kvalit‚ti un t‚s komponentÁm. –aj‚ kontekst‚
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modelis ieg˚st Ópau nozÓmi, jo tas ne tikai palÓdz izzin‚t ar pakalpojumu kvalt‚ti
saistÓtos faktorus, bet arÓ sniedz nor‚dÓjumus uzlabojumiem. Pakalpojumu kvali-
t‚tes novÁrtÁanas modelis Ôaus uzÚÁmumu un iest‚˛u vadÓbai identificÁt kvalit‚tes
problÁmas un t‚dÁj‚di palÓdzÁs pl‚not kvalit‚tes uzlaboanas programmas uzs‚k-
anu, uzlabojot uzÚÁmuma efektivit‚ti, rentabilit‚ti un kopÁjo sniegumu.

3. PÁtÓjuma rezult‚ti un autores pied‚v‚tais administratÓvo pakalpojumu kvalit‚tes
novÁrtÁanas modelis prezentÁts un diskutÁts tikan‚s reizÁs ar pÁtÓto iest‚˛u vadÓ-
t‚jiem. Tas atzinÓgi novÁrtÁts un var tikt virzÓts t‚l‚kai izmantoanai aj‚s valsts
iest‚dÁs.

4. Iztr‚d‚tais administratÓvo pakalpojumu kvalit‚tes novÁrtÁanas modelis var tikt
izmantots jebkur‚ publiskos pakalpojumus sniedzo‚ iest‚dÁ.

5. Promocijas darba teorÁtiskie un praktiskie rezult‚ti tiek izmantoti arÓ m‚cÓbu
proces‚, vadot nodarbÓbas studiju kursos ìKvalit‚tes vadÓbaî un ìSkolvadÓbas
pamatiî RÁzeknes TehnoloÏiju AkadÁmij‚, Daugavpils Universit‚tÁ.

Aizst‚vÁanai izvirzÓt‚s tÁzes:
1. Lai novÁrtÁtu pakalpojumu kvalit‚tes r‚dÓt‚jus, nepiecieams Úemt vÁr‚ uzÚÁmuma

vai iest‚des darbÓbas jomu un novÁrtÁanai izvÁlÁto metodi. –o tÁzi apstiprina
secin‚jumi, kurus autore izdarÓjusi 1. nodaÔ‚, salÓdzinot zin‚tniskaj‚ literat˚r‚
lÓdz im raksturot‚s indikatoru sistÁmas organiz‚cijas darbÓbas kvalit‚tes izvÁrtÁ-
anai. Katra no indikatoru sistÁm‚m ir veidota, Úemot vÁr‚ novÁrtÁjam‚s organi-
zacijas darbÓbas jomu. Veicot o salÓdzin‚jumu autore secin‚ja, ka lai novÁrtÁtu
pakalpojumu kvalit‚tes r‚dÓt‚jus, nepiecieams Úemt vÁr‚ uzÚÁmuma vai iest‚des
darbÓbas jomu un novÁrtÁanai izvÁlÁto metodi. –o domu apstiprin‚ja arÓ nozares
eksperti sav‚s intervij‚s.

2. Lai sasniegtu augstu publisko pakalpojumu kvalit‚tes lÓmeni, nepiecieams mak-
sim‚li efektÓvi izmantot iedalÓtos valsts lÓdzekÔus. –o tÁzi apstiprina secin‚jumi,
kurus autore izdarÓjusi 1. nodaÔ‚ un 2. nodaÔ‚, analizÁjot publisk‚ sektora efekti-
vit‚tes teorijas. Autore secin‚ja, ka j‚noÌir trÓs publisko pakalpojumu efektivit‚tes
kritÁriji: ekonomiskums ñ valsts lÓdzekÔu izmantoanas ekonomija, kad tiek izman-
tots maz‚kais iespÁjamais lÓdzekÔu apjoms, vienlaikus saglab‚jot noteiktu pakalpo-
jumu kvalit‚ti; kvalit‚te ñ ar kvalit‚ti tiek saprasta pakalpojuma kvalit‚te, kas
pilnÓb‚ atbilst publisko pakalpojumu klienta vajadzÓb‚m; sabalansÁtÓba starp pirmo
un otro kritÁriju, kad tiek sasniegta noteikta ietaupÓjuma pak‚pe, kamÁr pakalpo-
juma kvalit‚te ir pietiekam‚ lÓmenÓ.
No augminÁt‚ izriet, ka, lai sasniegtu augstu publisko pakalpojumu kvalit‚tes
lÓmeni, nepiecieams maksim‚li efektÓvi izmantot iedalÓtos valsts lÓdzekÔus.

3. Publisk‚s p‚rvaldes instit˚ciju sniegto administratÓvo pakalpojumu kvalit‚tÁ klienti
par svarÓg‚kajiem faktoriem uzskata pakalpojuma droumu, darbinieku kom-
petenci un atsaucÓbu. –o tÁzi apstiprina secin‚jumi, kurus autore izdarÓjusi 3. no-
daÔ‚, novÁrtÁjot administratÓvo pakalpojumu kvalit‚ti Latvijas publisk‚ sektora
iest‚dÁs. Veicot o novÁrtÁjumu, autore secin‚ja, ka I faktoru grup‚, kurus par
svarÓg‚kajiem uzskata klienti, novÁrtÁjot gaidÓto pakalpojumu kvalit‚ti, ietilpst
faktori, kas saistÓti ar t‚d‚m pakalpojumu kvalit‚tes dimensij‚m k‚ droums,
atsaucÓba, kompetence. –aj‚ grup‚ ietilpa faktori ar koeficientu no 0,790 lÓdz
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0,505. II faktoru grup‚, pÁc svarÓguma, ietilpst faktori, kas saistÓti ar t‚du pakal-
pojumu kvalit‚tes dimensiju ka emp‚tija. –aj‚ grup‚ ietilpst faktori ar koeficientu
no 0,765 lÓdz 0,559. PÁc svarÓguma tikai III faktoru grup‚ ierindoti faktori, kas
saistÓti ar materi‚lo ieguvumu pakalpojumu kvalit‚tes dimensiju. –aj‚ grup‚ ietilpst
faktori ar koeficientu no 0,797 lÓdz 0,673.

4. Publisk‚s p‚rvaldes instit˚ciju klienti veido Ëetras nosacÓtas kopas, analizÁjot tos
pÁc faktoriem, kas tiem ir svarÓgi saÚemto pakalpojumu kvalit‚tÁ. –o tÁzi apstiprina
secin‚jumi, kurus autore izdarÓjusi 3.nodaÔ‚, novÁrtÁjot administratÓvo pakalpo-
jumu kvalit‚ti Latvijas publisk‚ sektora iest‚dÁs un veicot ieg˚to datu faktoru un
klasteru analÓzi. AdministratÓvo pakalpojumu kvalit‚tes pÁtÓjums, kas balstÓts uz
klasteru analÓzi, tika veikts, lai ieg˚tu detalizÁtus klientu profilus ar lÓdzÓgiem no-
vÁrtÁjumiem par pakalpojumu. –Ó pieeja Ôauj noteikt klientu grupu Ópa‚s prasÓbas
un vajadzÓbas attiecÓb‚ uz pakalpojumu kvalit‚ti un personalizÁt pakalpojumu
snieganas stratÁÏiju. –Ó segmentÁanas metodika atvieglo personalizÁtu pakal-
pojumu snieganu, kuri ir piel‚goti da˛‚du klientu grupu Ópa‚m vajadzÓb‚m vai
vÁlmÁm. Pakalpojumu piel‚goana palielina klientu apmierin‚tÓbu un lojalit‚ti.
Pirmaj‚ klasterÓ ietilpst klienti, kuri par svarÓg‚m uzskata t‚das administratÓvo
pakalpojumu kvalit‚tes dimensijas, k‚ droÓba, atsaucÓba, kompetence. –Ó klientu
grupa ir visapjomÓg‚k‚ un veido 34,6% no kopÁj‚ respondentu skaita. Otraj‚
klasterÓ izdalÓti klienti, kas svarÓguma ziÚ‚ akcentÁ t‚das kvalit‚tes dimensijas k‚
kompetence un emp‚tija. Taj‚ ietilpstoo respondentu skaits sast‚da 25,3% no
kopÁj‚ respondentu skaita. Treaj‚ klasterÓ ietilpst klienti, kas par svarÓg‚ko
uzskata materi‚lo ieguvumu dimensiju. –Ó klientu grupa veido 17,8% no kopÁj‚
respondentu skaita. Ceturtaj‚ klasterÓ un piektaj‚ klasterÓ, lÓdzÓgi k‚ otraj‚ liel‚k‚
daÔa klientu akcentÁ emp‚tijas dimensiju. –Ós klientu grupas kopum‚ sast‚da 22,2%
no kopÁj‚ respondentu skaita. AnalizÁjot klasteru, ieg˚tas klientu kopas pÁc pakal-
pojumu kvalit‚tes dimensij‚m, j‚secina divas no izteikt‚kaj‚m kop‚m ir ievÁrojami
lÓdzÓgas pÁc t‚du pakalpojumu kvalit‚tes komponenu k‚ ìdroÓbaî un ìatsaucÓbaî
negatÓv‚ novÁrtÁjuma. Viena no kop‚m, ir visizteikt‚k‚ un arÓ visnegatÓv‚k novÁr-
tÁjusi visas pakalpojumu kvalit‚tes dimensijas. –o kopu varÁtu nosaukt par ìpra-
sÓgoî klientu kopu. Veiktaj‚s intervijas nozares eksperti atkl‚ja, ka pakalpojumu
kvalit‚tei ir b˚tiska loma klientu apmierin‚tÓb‚. Noteicoie faktori ir uzÚÁmuma
tÁls, klientu pieredze, uzÚÁmuma iekÁj‚ un ‚rÁj‚ vide, pakalpojumu sniegana,
pakalpojumu droums, pakalpojumu sniedzÁju darbinieku atsaucÓba, kompetence.

PÁtÓjuma hipotÁzi apstiprina secin‚jumi, ko autore izdarÓjusi darba 3. daÔ‚, anali-
zÁjot publisko administratÓvo pakalpojumu kvalit‚tes novÁrtÁjuma rezult‚tus. Klienti
k‚ svarÓg‚k‚s dimensijas Latvijas publisk‚ sektora administratÓvo pakalpojumu kvali-
t‚tÁ, novÁrtÁjui droumu ñ vidÁji 4,73 balles, atsaucÓbu ñ vidÁji 4,69 balles un kom-
petenci ñvidÁji 4,53 balles. AdministratÓvo pakalpojumu snieganas kvalit‚te vis‚s
kvalit‚tes dimensij‚s ir novÁrtÁta k‚ negatÓva. DroÓbas, atsaucÓbas, kompetences
dimensiju kvalit‚te novÁrtÁta attiecÓgi ar -0,668b., -0,626b., -0,518b. Maz‚k negatÓvs
kvalit‚tes novÁrtÁjums vÁrojams tikai materi‚lo labumu (-0,209b.) un emp‚tijas
dimensij‚s (-0,388b.).
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ProblÁmas un to risin‚anas iespÁjas

1. problÁma: LÓdz im LR normatÓvajos aktos nav precÓzi noteikts publisk‚ pakal-
pojuma un administratÓv‚ pakalpojuma jÁdziens.

IespÁjamais risin‚jums: Autore pied‚v‚ atbildÓgajai nozares ministrijai izmantot
promocijas darb‚ konkretizÁt‚s publisko pakalpojumu un administratÓvo pakalpojumu
definÓcijas un to klasifik‚ciju (skat. 1.1.apaksnodaÔu) iestr‚dei likumdoanas aktos.

2. problÁma: Liel‚ko pÁtÓto valsts instit˚ciju ekonomisk‚ efektivit‚te ir zema un
t‚da ir arÓ klientu novÁrtÁt‚, sniegto administratÓvo pakalpojumu kvalit‚te.

IespÁjamais risin‚jums: Autore pied‚va izmantot valsts uzÚÁmumu un iest‚˛u
sniegto pakalpojumu novÁrtÁanai savu administratÓvo pakalpojumu kvalit‚tes novÁr-
tÁanas modeli. PÁc darbÓbas uzs‚kanas uzÚÁmum‚ j‚izveido iest‚des kvalit‚tes kon-
troles sistÁma, kas ietver kvalit‚tes rokasgr‚matas un klientu apkalpoanas standartu
izveidi. Notiek darbinieku apm‚cÓba par klientu apkalpoanas standartiem un klientu
apkalpoanas procesu. PÁc klientu apkalpoanas uzs‚kanas, modelis paredz uzs‚kt
regul‚ru, vÁlams vismaz 2 reizes ceturksnÓ, klientu anketÁanu ar modificÁto SERVQUAL
aptaujas anketu. –eit tiek izmantota autores modificÁt‚ un aprobÁt‚ SERVQUAL
aptaujas anketa. PÁc anketÁanas datu apkopoanas tiek analizÁta inform‚cija par
klientu sagaid‚mo pakalpojumu, uztverto pakalpojumu sniegt‚ pakalpojuma kvalit‚ti
un efektivit‚ti. Klientu anketÁanu un ieg˚to datu analÓzi veic pakalpojumu kvalit‚tes
uzraudzÓbas un kontroles vienÓba.

Izmantojot autores veidoto administratÓvo pakalpojumu kvalit‚tes novÁrtÁanas
modeli, uzÚÁmumu vadÓt‚ji un pÁtnieki var ieg˚t sÓk‚ku inform‚ciju par klientu sagai-
d‚mo pakalpojumu kvalit‚tes novÁrtÁjumu, uztverto pakalpojumu kvalit‚tes novÁrtÁ-
jumu, sniegto pakalpojumu kvalit‚ti un t‚s komponentÁm.

UzÚÁmumam ir iespÁja, pamatojoties uz ieg˚to inform‚ciju, izstr‚d‚t un veikt
izmaiÚas pakalpojumu snieganas proces‚, arÓ papildus apm‚cÓt darbiniekus, lai sa-
sniegtu augst‚kus rezult‚tus. –aj‚ kontekst‚ modelis ieg˚st Ópau nozÓmi, jo tas ne tikai
palÓdz izzin‚t ar pakalpojumu kvalit‚ti saistÓtos faktorus, bet arÓ sniedz nor‚dÓjumus
uzlabojumiem.

AdministratÓvo pakalpojumu kvalit‚tes novÁrtÁanas modelis Ôauj uzÚÁmumu un
iest‚˛u vadÓbai identificÁt kvalit‚tes problÁmas un t‚dÁj‚di palÓdz pl‚not kvalit‚tes
uzlaboanas programmas uzs‚kanu, uzlabojot uzÚÁmuma efektivit‚ti, rentabilit‚ti
un kopÁjo sniegumu.

3. problÁma: Latvij‚ nav noteikta vienota k‚rtÓba publisko administratÓvo pakal-
pojumu sniegan‚, katra iest‚de to dara atÌirÓgi.

IespÁjamais risin‚jums: Autore pied‚v‚ atbildÓgajai nozares ministrijai sagatavot
un Saeim‚ pieÚemt visaptverou, publisk‚s p‚rvaldes iest‚˛u darbÓbu reglamentÁjou
juridisku dokumentu ñ ìPublisko pakalpojumu likumuî, kur‚ b˚tu atrun‚ta arÓ
publisko administratÓvo pakalpojumu snieganas k‚rtÓba, minÁti vienoti publisko
administratÓvo pakalpojumu snieganas un klientu apkalpoanas standarti, iekÔauts
autores pied‚v‚tais administratÓvo pakalpojumu kvalit‚tes novÁrtÁsanas modelis.
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4. problÁma: Latvij‚ ir zema Pilsonisk‚s lÓdzdalÓbas indeksa vÁrtÓba, kas var negatÓvi
ietekmÁt klientu novÁrtÁjuma saÚemanu par saÚemto administratÓvo pakalpojumu
kvalit‚ti.

IespÁjamais risin‚jums: Publisko administratÓvos pakalpojumus sniedzoaj‚s
iest‚dÁs (VID, VSAA, NVA utt.) un to tÓmekÔa vietnÁs j‚b˚t pieejamai inform‚cijai
par iespÁju novÁrtÁt publisko administratÓvo pakalpojumu kvalit‚ti, par administratÓvo
pakalpojumu kvalit‚tes novÁrtÁanas procesu un paskaidrojumiem par t‚ veikanu.

EVALUATION OF THE QUALITY OF ADMINISTRATIVE
SERVICES IN LATVIAíS PUBLIC SECTOR INSTITUTIONS

The scientific advisor of the Doctoral Thesis: Dr.psych., professor IrÁna 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



I. Katelo. AdministratÓvo pakalpojumu kvalit‚tes novÁrtÁana Latvijas publisk‚.. 167

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 Latviaís public sector institutions.

Elaboration and approbation of the model of evaluating the quality of services in
Latviaís 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 Latviaís
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 Latviaís 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 Latviaís
public sector institutions.

Research base: Public administration institutions (6) and their branches (17) in
Latvia ñ 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 Kr‚slava and PreiÔi.

The research is based on a sample of public service customers in biggest cities and
towns of Latvia ñ 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 survey module ñ quantitative data collection method.
4. Expert interviews ñ 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 Statis-
tical Bureau of the Republic of Latvia. The empirical research makes use of the quan-
titative data collecting method ñ 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 ñ expert interviews
used to verify the applicability of the authorís 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 (2015ñ2016) ñ 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 (2016ñ2017) ñ 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 (2017ñ2018) ñ 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 (2019ñ2021) ñ 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 Latviaís 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 researchersí 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.
Rampersadís 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 customersí 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 customersí expected and perceived quality. SERVQUAL (version of 1991)
is structured in two parts. Parts one and two each contains 22 questions for evaluating
customersí expectations and the quality as perceived when being serviced. The evalu-
ation of service quality is obtained by comparing the values of customersí 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 customersí 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 consumersí 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-
sumersí 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
Greit‚ne (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 ñ 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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Theoretical significance of the research:
1. Analysis of the models and methods of evaluating service quality.
2. Characteristics of Latviaís public sector, its volume.
3. Specifying the definition of public administrative services.
4. Elaboration of a model of evaluating service quality for Latviaís public sector

institutions.
5. Scientifically justified improvement of public administration quality management

system for Latviaís 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 Latviaís state institutions.
2. Analysis of factors characterizing the quality of public administrative services of

Latviaís state institutions, analysis of cluster groups formed by factors.
3. Analysis of the efficiency indicators of Latviaís 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. 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.

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 customersí
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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3. The research results and the authorís 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 ìQuality managementî and ìSchool management
fundamentalsî at RÁzekne Academy of Technologies and Daugavpils University.

Theses statements suggested for defense:
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 institutionís functioning ñ
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.

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: economy ñ economy of the use of state
funds, when the smallest possible amount of funds is used, while maintaining the
quality of certain services; quality ñ 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.

3. 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 Latviaís 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 customersí 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.

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 Section 3 evalua-
ting service quality provided by Latviaís 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, customersí 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 ñ on average 4.73 points, responsiveness ñ on average 4.69
points and competence ñ 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 institutionís
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 authorís quality assessment
model for administrative services, business leaders and researchers can obtain more
detailed information about the quality assessment of customersí 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 companyís 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 ñ 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 clientsí 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.


