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ANALYSIS OF OPPORTUNITIES FOR THE USE
OF PUBLIC SERVICES

An important feature of a social state is the accessibility of public services that
ensure the implementation of the principles of justice and equality. Guaranteed
access to services for vulnerable groups, such as persons with disabilities, the
elderly, low-income families, single parents, and the unemployed, is not only an
administrative but also a human rights issue.

It should be emphasized that in a modern state governed by the rule of law,
public services are viewed not merely as a form of administrative activity, but as a
mechanism for the practical realization of human and civil rights. That is, the state
not only establishes legal guarantees for rights but also ensures their implementation
through the provision of specific services in the fields of education, healthcare,
social protection, civil status acts, entrepreneurship, and others.

From the perspective of administrative-legal doctrine, public services are a
form of positive state activity aimed at satisfying the legitimate interests of the
individual and society [1].

They embody the social function of the state, i.e., the government's obligation
to actively ensure conditions for a decent life for every person.

The realization of human rights through the public service system has a twofold
significance:

- Legally ensures the legal implementation and protection of constitutional
rights (for example, the right to work, family, and social security).

- contributes to reducing social inequality, strengthening trust in the state, and
strengthening social stability [2].

This is especially important for socially vulnerable segments of the
population — persons with disabilities, recipients of old-age benefits, large families,
migrants, and the poor. For them, access to services is a real way to exercise
fundamental rights and improve their quality of life [3].
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At the same time, in scientific literature, the term "strata in need of social
protection" is considered not as an individual characteristic, but as a socially
determined state arising from the restriction of access to resources, legal protection,
and participation in the life of society. Therefore, the state must create legal and
institutional guarantees that eliminate barriers to the realization of human rights.

Based on the views of domestic and foreign scholars, several existing basic
approaches to analyzing the concept of vulnerable segments of the population can
be identified. Specifically:

- socio-legal approach - vulnerability is understood as a result of inequality in
the socio-economic sphere, necessitating the implementation of the principle of
social protection and equal opportunities [4].

- an (anthropocentric) approach to human rights - vulnerability is interpreted
through the prism of the violation of fundamental human rights, which requires
special measures to ensure them [5].

- an inclusive approach - involves the active involvement of vulnerable groups
in decision-making processes and access to education, justice, and public services
[6].

The functional-state approach considers the level of protection for vulnerable
groups as a criterion for the effectiveness of the social state and the legitimacy of its
institutions [7].

In scientific literature, the issue of ensuring equal access to public services is
considered within the framework of the social state concept and the principle of the
rule of law. Researchers emphasize that guaranteed access to public services is not
merely an administrative procedure, but a form of exercising fundamental human
rights, including social protection, fair treatment, and the right to participate in the
management of public affairs [§].

In particular, the works of authors such as I.L. Bachilo, N.Yu. Khamaneva, and
S.A. Avakyan emphasize that the provision of public services should be viewed as
the responsibility of state organizations to ensure the social rights of citizens [9].
According to I.L. Bachilo, public service is a form of state law enforcement activity
aimed at satisfying the personal needs of citizens within the scope of state powers
[10].

This approach aligns with the position of several researchers (A. Peters,
M. Bovens, J. Drechsler) who link the use of services to the concept of "good
governance," which includes transparency, accountability, and inclusivity [11].

Modern researchers define the theory of equality as a fundamental element of
administrative law. In particular, according to V.D. Sorokin and E.V. Okhotsky,
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equal access to services is not only the removal of formal barriers but also the
creation of conditions for equality for persons in socially vulnerable situations [12].

Furthermore, M. Bovens emphasizes in his works that "equal access" requires
positive measures from the state—subsidies, quotas, special services, and
procedures adapted for the disabled and the elderly [13]. This corresponds to the
widely recognized concept of "proactive inclusion" in the European administrative
doctrine [14].

At the same time, the concept of "administrative justice," developed in the
works of T. Bingham and A. Triandafillidu, emphasizes that administrative
procedures must be not only formally equal but also essentially fair, which implies
taking into account the individual needs of the citizen when providing services [15].

The international community regards equal access to public services as part of
the realization of human rights.

In particular, the Universal Declaration of Human Rights (1948) enshrines the
right of everyone to participate in the governance of their country and equal access
to public service [ 16]. The International Covenant on Economic, Social and Cultural
Rights (1966) guarantees everyone the right to social security, including social
assistance [17].

In turn, the documents of the United Nations (UN) and the Organization for
Economic Cooperation and Development (OECD) emphasize that the provision of
public services should be based on the principles of justice, equality, and inclusivity
[18].

These standards have become the basis for modern approaches to social policy
and quality management of public services in many countries, including the
Republic of Uzbekistan.

The right of citizens to apply to state bodies and receive services in the
Republic of Uzbekistan is enshrined in the Constitution of the Republic of
Uzbekistan (2023), Article 19 of which establishes that all citizens in the Republic
of Uzbekistan have equal rights and freedoms and are equal before the law
regardless of gender, race, nationality, language, religion, beliefs, social origin, or
social status [19].

At the same time, a number of problematic issues arise in the use of public
services by socially vulnerable segments of the population.

In particular, the development of electronic technologies has significantly
increased access to public services. Modern approaches demonstrate the importance
of digital inclusion as a new measure of access to public services. According to the
research of V.A. Kopilov and M.Yu. Lapina, e-government services create
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conditions for mass access, but at the same time can increase digital inequality
among socially vulnerable groups [20].

While e-services increase accessibility and transparency, not all vulnerable
citizens have the necessary digital skills or devices to access online services [21].
This is especially true for the elderly, persons with disabilities, and low-income
citizens, for whom e-services become a barrier rather than a facilitator.

At the same time, most citizens, especially those in need of social protection,
are unaware of their rights to public services and benefits.

In conclusion, access to public services for socially vulnerable segments of the
population is an integral part of social policy and the basis for the realization of
constitutional human rights. The future of public services must be based on inclusive
principles that ensure equal access for all categories of citizens, regardless of their
physical condition, place of residence, or social status. It is advisable to implement a
universal service design that is simple, understandable, multilingual, and adapted to the
needs of users with special needs. Ensuring equality and inclusivity in service delivery
requires the continuous improvement of legal mechanisms, the development of digital
technologies, and the strengthening of the principle of social justice.

In the long term, the effectiveness of the public service system should be
measured not by the quantity of services provided, but by the real benefits and
accessibility they provide to every citizen, especially those in need of special
support.
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