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THE SIGNIFICANCE OF PUBLIC SERVICE 

EVALUATION CRITERIA IN ENSURING HUMAN 

RIGHTS 
 

In modern conditions, the state of the quality of public service delivery is 

becoming one of the key indicators for assessing not only the effectiveness of public 

administration but also the level of implementation of the state's principle of serving 

the interests of society. In the context of administrative reforms, digitalization, and 

the implementation of the "serving state" concept, state bodies are viewed not only 

as executors of government powers but also as providers of public services, which 

must be systematically evaluated according to the quality standards of government 

activities. 

It is also explained by the fact that today the system for evaluating public 

services is still focused on procedural indicators, in particular, the number of 

services provided, the state of compliance with deadlines, and the volume of 

document turnover. Consequently, such indicators do not allow for a full assessment 

of the actual quality of citizen interaction with state bodies, the level of service 

utilization, the transparency of procedures, and the level of applicant satisfaction. 

At a time when the volume of public service use is growing, there is a growing 

demand not only for monitoring the state of public service delivery but also for the 

formation of objective, measurable, and comparable criteria for assessing the quality 

of public services. 

One of the aspects that can directly affect this issue is the transition of public 

administration to digital transformation. The transition to e-services, proactive 

services, and interagency collaboration requires a revision of traditional approaches 

to quality assessment. While previously the emphasis was on compliance with 

administrative regulations, now the focus is on indicators such as user interface 

usability, the availability of digital channels, the transparency of decision-making 

algorithms, and the protection of personal data. 

Despite the existence of various indicators of the effectiveness of the activities 

of state bodies in regulatory legal acts, the problem of fragmentation and 

inconsistency in the criteria for assessing the quality of public services from a 

scientific and practical point of view remains. In some cases, they are developed 
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without taking into account international quality management standards (ISO 9001, 

CAF, EFQM), as well as without sufficient integration with public oversight and 

user feedback mechanisms. 

Thus, the consideration of criteria for assessing the quality of public service 

delivery is of not only practical but also theoretical and methodological significance, 

as it covers key issues regarding the transition of the state from a regulatory model 

to a service model and the formation of new public administration standards oriented 

toward the needs of citizens. 

As a result of the analysis of regulatory and legal sources, management 

standards, and administrative practice, it was established that the quality of public 

services is characterized by the fragmentation of indicators and the predominance 

of formal-procedural indicators. At the same time, a new trend in the formation of a 

multi-factor assessment model has been identified, aimed not only at the service 

delivery process but also at the service result and the level of service user 

satisfaction. 

Based on the generalization of the analyzed data, a structure of criteria was 

developed, including five interconnected parts. In particular, 

- service accessibility criterion; 

In modern legal doctrine, the accessibility of public services is regarded as a 

key indicator of not only practical but also legal significance. 

A number of scholars argue that access to services is not a management 

parameter, but a form of exercising subjective rights. For example, according to 

Yu.N. Starilov, public service should be viewed as "a legally guaranteed opportunity 

for a citizen to exercise their right through an administrative procedure" [1]. 

In turn, A.B. Zelensov emphasizes that the convenience of administrative 

procedures is an element of the administrative personality of a citizen. In his 

opinion, service associated with excessive obstacles actually becomes a form of 

covert refusal to exercise the right [2]. 

T.Ya. According to Khabrieva, the fairness of administrative activity is ensured 

not only by legality but also by "the possibility for each addressee of real access to 

the mechanisms provided by law." He emphasized that complex, non-transparent, 

and hard-to-reach procedures undermine trust in the state more than individual 

errors in the application of the law [3]. 

N.G. Salishcheva also develops this position, emphasizing that access to 

administrative services is a condition for the equality of citizens before public 

administration. If certain groups of the population (youth, citizens, digitally literate 

individuals) have a practical advantage in accessing services, formal equality before 

the law loses its true meaning [4]. 
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Within the framework of the theory of the servicing state, the convenience 

criterion is of central methodological importance. In particular, V.E. Chirkin notes 

that the modern state is transitioning from a "power-command" model to a "service-

oriented" model, where the accessibility of services is becoming an indicator of the 

maturity of public authority [5]. 

A similar opinion was expressed by I.L. Bachilo, who considers access to 

services as an element of the state's information and legal infrastructure. In his 

opinion, a public service cannot be considered high-quality if information about it 

is unavailable, incomplete, or presented in a language that a non-specialist person 

finds difficult to understand. [6]. 

In some scientific research works, the issue of access to services for socially 

vulnerable categories of the population occupies a special place. In this regard,  

E.A. Lukasheva points out that the accessibility of public services is a key indicator 

of a real social state. He emphasized that the availability of administrative and social 

services is measured not by their declarative enshrinement in the constitution, but 

by the level of implementation of social rights [7]. 

In the modern theory of administrative law, the criterion of convenience is also 

considered as an anti-corruption measure. In particular, A.V. Malko and  

K.B. Kalinovsky note that complex and non-existent procedures create a  

favorable environment for corruption practices, as a citizen is forced to seek 

"informal ways" to accelerate or simplify the process. Consequently, access to 

public services is not only an indicator of quality but also a means of preventing 

corruption [8]. 

At the same time, in some research papers, access to public services is 

traditionally considered in terms of access to public services. 

M. Hill and P. Houp argue that accessibility is the "entrance point" to a public 

administration system: if a citizen cannot access the system, all subsequent 

guarantees lose their meaning [9]. 

Additionally, K. Hood analyzes new public administration reforms and shows 

that an excessive focus on efficiency without considering the accessibility of 

services leads to social inequality, where services are formally of high quality but 

remain inaccessible to a portion of the population [10]. 

Thus, from a scientific perspective, access to public services is considered not 

as a secondary organizational parameter, but as a multifaceted legal category that 

includes a guarantee of human rights and freedoms, the principle of equality before 

the state administration, a means of social integration, and a mechanism for 

preventing corruption. 
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This allows us to emphasize that the accessibility criterion should occupy a 

central place in the system for assessing the quality of public services, and ignoring 

it leads to a decrease in management efficiency. 

- criteria for compliance with service delivery deadlines and speed; 

In scientific theory, the duration of public service provision is considered a key 

indicator of the quality of public administration. Most researchers agree that the 

violation of deadlines makes legally correct procedures ineffective. 

In particular, the French researcher J. Vedel notes that the terms of service  

are linked to the principle of "bonne administration" [11]. Additionally,  

T.Ya. Khabrieva [3] emphasized approaches to ensuring this criterion from the 

perspective of fairness in her works. 

P. Delvolve also notes that failure to meet deadlines undermines the legality of 

administrative decisions, as a citizen perceives delay as a sign of disrespect by the 

state [12]. In turn, J. Rivero considers promptness as an element of the procedural 

loyalty of public authority to the citizen [13]. 

According to M. Fromon, a reasonable period is not an abstract category, but 

rather a right of the addressee of an administrative act that must be protected by the 

court [14]. 

Furthermore, according to M. Hill and P. Houp, operationality is considered 

from the perspective of "responsiveness," i.e., the ability of authorities to respond 

promptly to public demands [9]. 

At the same time, H. Maurer [15] emphasized that compliance with deadlines 

is a manifestation of the concept of legal certainty in administrative law, while  

F. Schuppert links promptness with the principle of effective management in his 

works. Furthermore, legal approaches to this criterion were developed by Yu. We 

can also see this in the works of N. Starilov and A. B. Zelensov. 

At the same time, A. V. Malko analyzes non-compliance with service deadlines 

as a corruption-prone factor; that is, the longer the waiting period, the higher the 

probability of informal "acceleration" operations [8]. 

An analysis of the opinions of many scholars shows that the criteria for 

adhering to the timeliness and promptness of public service delivery have a 

multifaceted scientific interpretation. 

- criterion for compliance with legality and procedures; 

In the theory of public administration, legality and adherence to established 

administrative procedures are regarded as the core of public service quality. 

Procedure is understood here not as a formality, but as a legal mechanism to protect 

the applicant from the arbitrariness of public authority. 
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In particular, Yu.N. Starilov considers the legality of administrative procedures 

as the primary characteristic of a state governed by the rule of law in the field of 

public services. He emphasized that it is precisely the administrative procedure that 

transforms government decisions into legal administrative acts. In his opinion, 

violating the order is tantamount to a breach of legality, even if the outcome is 

essentially just. This opinion is supported by A. B. Zelensov and H. Maurer. 

At the same time, some researchers consider administrative procedures as a 

key element of the legality of decisions. In particular, a citizen evaluates the quality 

of a public service not primarily by the result, but by how fair the process was. 

Similar approaches are also reflected in the research works of T.Ya. Khabrieva [3] 

and T. Tyler [16]. 

Furthermore, S.A. Avakyan emphasizes that the legality of administrative 

procedures has a constitutional dimension, as it is directly linked to the principles of 

the rule of law and the separation of powers. 

M. Bovens [17] and B. Guy Peters [18] consider ensuring compliance with 

established procedures as an element of government accountability. 

Also, I.L. Bachilo considers the procedure in the context of digitalization in his 

works and shows that in the electronic state, it is decision-making algorithms that 

become a new form of procedure. He emphasizes that their lack of transparency is 

equivalent to violating the principle of legality [6]. 

An analysis of the opinions of many scholars shows that the criteria for legality 

and compliance with established administrative procedures in the field of public 

services possess specific characteristics. 

- criterion for the quality of service provision; 

Today, in the provision of public services, the quality criterion is manifested 

as an indicator that embodies the effectiveness of management, the level of user 

satisfaction, and the implementation of administrative procedures based on a correct 

approach. 

Most researchers agree that service quality cannot be limited to adherence to 

deadlines or formal regulations. It is multifaceted in nature, encompassing legal, 

procedural, service, and social components. 

In particular, E.A. Lukasheva [7] in her works, taking a social approach to this 

criterion, links the qualitative criterion with the real state of social rights. It links the 

quality of public services with the concept of a social state: it is precisely through 

the quality of services that the actual performance of the state's social function is 

measured. 

Furthermore, V.E. Chirkin [5], M. Hill, and P. Hyup [9] consider the qualitative 

criterion through the category of "responsiveness"—the authority's ability to 
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respond to the needs of citizens. It considers the quality of services as an  

indicator of the evolution of the state's transition from the power model to the service 

model. 

An analysis of the opinions of many scholars on this issue shows that in modern 

doctrine, the criterion of public service quality is a complex interdisciplinary 

category. 

Thus, the research results reveal the need to systematize the system of criteria 

for assessing the quality of public services as a mandatory element of modern public 

administration. 

The research results confirm the conclusions formulated in the modern doctrine 

of public administration that the quality of public services cannot be assessed solely 

through formal procedural indicators. The trend of the multi-factor assessment 

model identified during the analysis forms the view that quality is a category that 

combines legal, managerial, and social parameters. 

From a legal perspective, the research results confirm the conclusion that the 

quality of public services cannot be considered independently of the criterion of 

legality and compliance with procedures. The identified high correlation between 

negative user ratings and deficiencies in the execution of administrative procedures 

allows for the conclusion that for the user, quality is not only a service outcome but 

also a means of achieving it. 

From a socio-legal point of view, the conclusion that the criteria of convenience 

and effectiveness are directly related to the reality of social rights is of particular 

importance. The results obtained show that formally universal procedures in practice 

create a differentiated opportunity for various social groups to access services. 

In the context of digitalization, the nature of quality criteria is changing. The 

results show that for users of electronic services, the concept of quality is 

increasingly directly linked to concepts such as the speed of information systems, 

the simplicity and clarity of the interface, and the protection of personal data. 

Thus, the discussion of the research results allows us to note that the criteria 

for assessing the quality of public services are presented not as a secondary 

parameter of the activities of state bodies, but as an element that determines the 

direction of the state's evolution from a formal-legal model to a real service-oriented 

and socially oriented model. 

At the same time, the comprehensive systematization of criteria for assessing 

the quality of public service delivery contributes to increasing the transparency of 

state bodies' activities, strengthening the accountability of officials, aligning the 

public service system with the real needs of citizens, and fostering sustainable trust 
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in state institutions. Consequently, focusing on citizen needs and taking user 

feedback into account is a key factor in the quality assessment model. 
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