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Santrauka

Temos aktualumas. Visose Salyse, nepriklausomai nuo vyraujanciy politiniy nuosta-
ty ar skirtingy viesojo valdymo istoriniy tradicijy, dalis gérybiy dél savo svarbos pilie¢iy
gerovei yra teikiama visuotinai, pilie¢iy mokumo nelaikant esmine naudojimosi tokiomis
gérybémis salyga. Kokybisky viesyjy paslaugy teikimas yra bet kurios $iuolaikinés valsty-
bés tikslas ir vienas esminiy tvarios raidos veiksniy. Principines vie$yjy paslaugy teikimo
organizavimo problemas salygoja ekonominiy viesyjy paslaugy rodikliy ir pilie¢iy pasiten-
kinimo gaunamy vie$yjy paslaugy kokybe nesuderinamumas. Pabréztina, jog paslaugy ko-
kybés dimensijos néra tapacios paslaugy teikimo efektyvumo turiniui. Be abejo, didziausia
kliatis teikti kokybiskas, prieinamas ir pilie¢iy ltkescius atitinkancias vie$gsias paslaugas
yra riboti savivaldybiy finansiniai iStekliai. Mazy biudzeto jplauky bei nepakankamy vals-
tybés dotacijy problemos itin aktualios maZzosiose Lietuvos savivaldybése. Vietos valdZiai
mazinant i$laidas vieSosioms paslaugoms ir ribojant $ias paslaugas teikianciy specialisty
skai¢iy kencia paslaugy vartotojai. Paslaugy, turinéiy viesyjy gérybiy charakteristikas, ko-
kybe daznai rapinamasi deklaratyviai, koncentruojantis i jy teikimg kuo mazesniais kas-
tais, o paslaugos, pasizymincios natiraliy monopolijy savybémis, brangsta. Todél viesujy
paslaugy teikimo tobulinimo kryp¢iy numatymas ir tinkamy organizaciniy mechanizmy
konstravimas turéty buti viena i$ pagrindiniy vie$ojo valdymo tobulinimo kryp¢iy.

Viesyjy paslaugy teikimo ir organizavimo procesai dabartiniame vieSojo valdymo
modeliy raidos kontekste yra itin dinamiski, o tie metodai, kurie dar visai neseniai buvo
laikomi siektinais vieSyjy paslaugy teikimo organizavimo pavyzdziais yra kritikuoja-
mi dél nepajégumo uztikrinti vartotojy interesus. Tradicinis socialiniy moksly poziuris,
jog valstybinis, privatus (rinka) ir visuomeninis sektoriai pasizymi unikaliomis, kitiems
sektoriams nebudingomis savybémis, skirtingais tikslais ir grieZtai atribota veiklos sfe-
ra dabartiniame vie$ojo administravimo kontekste yra paneigtas ne tik teorigkai, bet ir
praktiskai. Vadybinémis koncepcijomis paremtos reformos bei peré¢jimas nuo valdymo
prie valdysenos salygojo misriy savybiy turinéiy organizacijy atsiradima ir jy skaic¢iaus
didéjima, dél to viedojo, privataus ir nevyriausybinio sektoriy santykis kardinaliai keiciasi,
o dar visai neseniai nekvestionuojamu buves pozitris, jog viesyjy paslaugy teikimas yra
iSimtinai valstybinio sektoriaus uzdavinys tampa neaktualiu, nes modernios yra tos vals-
tybés, kurios sugeba organizuoti konstruktyvig skirtingy sektoriy sgveikg ir suformuoti
misria paslaugy rinka, pasinaudodamos visy suinteresuotyjy paslaugy teikimu indéliu ir
iStekliais. Visgi, valstybé lieka atsakinga uz viesyjy paslaugy teikimo organizavimg ir ko-
kybés kontrole. Nors vie$yjy paslaugy teikimo organizavimas turi gilias tradicijas, ta¢iau
visuotinai sutariama, kad dél nuolatiniy globaliy vie§ojo administravimo sistemy poky¢iy
suformuoti nekintancius, universalius visoms $alims vieSyjy paslaugy teikimo organizaci-
nius mechanizmus néra jmanoma. Todél, jvertinus ligsioline Lietuvos savivaldybiy prak-
tikg ir mazg taikomy paslaugy teikimo prieziaros ir kontrolés mechanizmy jvairove, tiks-
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linga ieskoti novatorisky, laikmecio realijas atitinkanciy sprendimy, kurie bity priimami
ne aklai kopijuojant pazangiy uzsienio $aliy patirtj, bet buity pagrijsti i$samia masy $alies
politinés, ekonominés, socialinés-kultarinés aplinkos analize.

Temos iStirtumas. Vie$yjy paslaugy specifinés savybés ir statusas yra dazny diskusijy
objektas tiek vie$ojo valdymo problemas nagrinéjanc¢iy mokslininky, tiek ekonomikos sri-
ties specialisty darbuose. Be jau minéto viesyjy paslaugy kokybés ir efektyvumo suderina-
mumo klausimo, mokslinéje literatiiroje daznai analizuojamos viesyjuy paslaugy kontrak-
tavimo ir privatizavimo problemos. Vie$ojo ir privataus sektoriy partnerystés bei santykio
misrios vieSyjy paslaugy rinkos struktiroje nustatymo klausimus nagrinéjo: E. Ferlie
(1996); J. E. Lane (2000); L. E. Lynn, C. J. Heinrich ir C. J. Hill (2001); T. Christensen ir
P. Laegreid (2001); J. Gerbasi (2007); C. Greve (2008); A. Hefetz (2008, 2012); S. Lamothe
ir M. Lamothe (2008, 2013); R. Andrews ir T. Entwistle (2010, 2013); A. Sundell ir V. La-
puente (2012); A. M. Girth (2012) ir kt.

Paskutiniu metu, Naujojo vieSojo valdymo modelio sklaidos jtakoje akcentuojant
peréjima nuo j finansinius rezultatus orientuotos link j procesus orientuotos vie$ojo sek-
toriaus reformy logikos, nerimsta diskusijos apie galimybes vie$yjy paslaugy teikimo
procesuose pasinaudoti visuomenés ziniomis ir gebéjimais, tiriama, kokia yra strateginio
planavimo reik§mé diegiant inovacijas vieSyjy paslaugy organizavime, bandoma nusta-
tyti, kaip turéty bati tinkamai valdomi paslaugy teikéjy ir paslaugy organizatoriy santy-
kiai. Itin didelis mokslininky démesys skiriamas privataus sektoriaus jtaka viesyjy pas-
laugy teikime didinan¢iy metody alternatyvoms, kuriy svarbiausiomis jvardijama NVO
jtraukimas (T. Brandsen ir V. Pestoft (2006, 2012), A. M. Eikenberry (2007), J. Brown,
R. Crow ir T. Chapman (2008), M. Di Domenico, P. Tracey ir H. Haugh (2009), B. Gazley
(2010), C. Moxham (2010, 2013), A. Housego ir T. O’Brien (2012) ir kt.), jvairios bendra-
darbiavimo tarp savivaldybiy formos (J. Morphet (2008), J. R. Lombard ir J. C. Morris
(2010), K. LeRoux ir S. K. Pandey (2010, 2011), M. E. Warner (2011), M. K. Shrestha ir
R. C. Feiock (2011), A. Gjersten (2014) ir kt.), pilieciy dalyvavimas viesyjy paslaugy orga-
nizavimo ir teikimo procesuose (J. Alford (2011), M. Fotaki (2011), T. Bovaird ir E. Loftler
(2012), M. A. Frieling, S. M. Lindenberg ir F. N. Stokman (2014) ir kt.). Siame kontekste
nerimsta diskusijos ir dél viesojo valdymo modeliy vertybinio turinio, vie$ojo sektoriaus
darbuotojy motyvacijos, etiniy savybiy, lyderystés. Pastaraisiais klausimais itin doméjosi
G. E. Brewer ir S. C. Selden (2000), J. Hartley ir M. Allison (2006), R. C. Box (2007),
D. J. Houston ir K. E. Cartwright (2007), S. Van de Walle (2010), J. Le Grand (2010),
S. P. Osborne ir Z. Radnor (2012, 2013) ir kt.

Paminétini ir vie$yjy paslaugy vertinimo problematikai ypatingg démesj skyre auto-
riai: J. J. Cronin ir S. A. Taylor (1992); S. Black, S. Briggs ir W. Keogh (2001); P. C. Smith
ir A. Street (2005); A. M. Pettigrew (2005); M. Sanchez-Perez (2007); C. Bai (2008);
T. G. Shilston (2011); C. Carvalho ir C. Brito (2012) ir kt.

Batina pastebéti, kad tarp Lietuvos mokslininky vie$yjy paslaugy teikimas néra
daznas diskusijy objektas. Aktualas viesyjy paslaugy teikimo organizavimo klausimai
dazniausiai fragmentiskai analizuojami kitomis temomis parasyty straipsniy ir atlikty
tyrimy kontekste. Savivaldos plétros problematikai didelj démesj skyré A. Astrauskas
(2002, 2010, 2011, 2013), A. Gutauskas (2005), R. Lazdynas (2005), J. Maciulyté ir P.
Ragauskas (2007) ir kt. Bandymai jvardinti vieSyjy paslaugy finansavimo ir teikimo
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prioritetus masy $alies mokslininky tyrimuose didZigja dalimi vis dar yra parem-
ti vieSojo ir privataus sektoriy partnerystés bei kontraktavimo teisinés, ekonominés
aplinkos ir poveikio vie$ojo sektoriaus finansams analize (D. Gudelis (2010), V. Kava-
liauskaiteé (2012)). Tuo tarpu darby, kuriuose biity orientuojamasi j Naujosios vie§osios
vadybos evoliucionavimo j Naujajj viesajj valdyma nulemtus pokycius viesyjy paslaugy
teikimo srityje néra daug. Viena i§ esminiy pasaulines vie$yjy paslaugy teikimo orga-
nizavimo pokyc¢iy kryptis lemianciy tendencijy, klienty dalyvavimas vie$yjy paslaugy
teikimo ir organizavimo procesuose, pla¢iau analizuojama A. Raipos (2009) ir E. Pe-
tukienés (2009, 2010, 2012) darbuose. Moderniy vie$yjy paslaugy kokybés vadybos
modeliy analizés pagrindu parengta Lietuvos savivaldybése teikiamy ,minksto“ tipo
vie$yjy paslaugy kokybés gerinimo modelj yra pateikusi G. Kondrotaité (2012). Taciau
i$samios, visapusis$kos mokslinés studijos, pateikian¢ios metodines rekomendacijas
vie$yjy paslaugy teikimo organizavimui, jvardijancios tyrimais pagrjstus vie$ujy pas-
laugy finansavimo ir teikimo prioritetus, analizuodami darbo temai aktualig literatara
nesuradome. Sios vie$ojo administravimo diskurso spragos uzpildymui ir yra skirtas
disertacinis tyrimas.

Probleminiai tyrimo klausimai:

o Kokie yra pagrindiniai vie$yjy paslaugy teikimo organizavimo procesy turinj ir
vie$yjy paslaugy vadybos specifiskuma lemiantys veiksniai?

« Kokie yra galimi vie$yju paslaugy teikimo organizaciniai mechanizmai ir kaip jy
taikymas salygoty ar salygoja vie$yjy paslaugy sistemos funkcionaluma?

» Kokios yra esminés veiksmingo viesyjy paslaugy teikimo organizavimo prielaidos
ir sglygos Lietuvos vietos savivaldoje?

o kaypac reikéty atkreipti démesj formuojant funkcionalig, vartotojy poreikius at-
liepiancia, viesujy paslaugy teikimo sistemg Lietuvos vietos savivaldybése?

» Kokiomis priemonémis tikslinga didinti vartotojy pasitenkinima vietos savivaldos
institucijy organizuojamomis vieSosiomis paslaugomis?

Tyrimo objektas - vieSyjy paslaugy organizavimas.

Tyrimo tikslas - teoriskai nustatyti ir empiriskai pagrjsti sékmingo skirtingy vieSyjy
paslaugy teikimo formy bei metody taikymo prielaidas, veiksnius ir galimybes Lietuvos
savivaldybése bei suformuoti ir pagristi jzvalgas funkcionalios, vartotojy poreikius atlie-
piancios, vie$yjy paslaugy sistemos formavimui.

Tikslui jgyvendinti keliami uzdaviniai:

1. ISanalizuoti mokslinéje literataroje nagrinéjamus viesyjy paslaugy teikimo orga-
nizavimo ir vertinimo probleminius aspektus, jvertinant Lietuvos ir uZzsienio Saliy
patyrima.

2. Identifikuoti sékmingam viesyjy paslaugy teikimo organizaciniy inovacijy diegimui
bitinas salygas bei galimas klititis, nustatyti tikéting skirtingy misrios vieSujy paslau-
gy rinkos elementy sklaidos poveikj viesyjy paslaugy sistemos funkcionalumui.

3. Empiriniu tyrimu jvertinti vartotojy pasitenkinima vieSosiomis paslaugomis didi-
nancius ir mazinancius veiksnius, juos analizuojant Lietuvos savivaldybése taiko-
my organizavimo praktiky bei specifiniy salygy terpéje.
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4. Remiantis teorinio ir empirinio tyrimo rezultatais, pateikti jZzvalgas j vartotojy
pasitenkinimo uztikrinimg orientuotam vie$yjy paslaugy teikimo organizavimui
Lietuvos vietos savivaldos institucijose ir parengti vieSyjy paslaugy sistemos tobu-
linimo koncepcijos metmenis.

Iskeltiems disertacinio darbo uzdaviniams jgyvendinti taikomi bendrieji socialiniy

moksly teoriniai ir empiriniai tyrimo metodai.

Teoriniai metodai:

 sisteminé, lyginamoji ir loginé mokslinés literatiros analizé;

« Kklasifikavimas;

e prognozavimas;

 teorinis modeliavimas;

o teorinis apibendrinimas;

 interpretavimo metodas.

Empiriniai metodai:

o duomeny rinkimo metodai:

- dokumenty analizé;
- pusiau standartizuotas savivaldybiy tarnautojy nuomoniy, poZitiriy, vertinimy
interviu.

o duomeny analizés metodai:

- skelbiamoji duomeny analizé;
- latentiné kokybiniy duomeny analizé;

Ginamieji teiginiai:

1. Vie$yjy paslaugy vartotojy lukesciai néra tapatus privacias paslaugas perkanciy
klienty lukes¢iams, kadangi vertindami vieasias paslaugas vartotojai kelia reikala-
vimus visai vie$ojo valdymo sistemai, o ne tik paslaugy turiniui.

2. Esminé viesyjy paslaugy sistemos tobulinimo salyga yra nuolatinis, daugialypis
vertinimas, analizuojant ir integruojant: (i) vartotojy suvoktaja paslaugy kokybe,
(ii) objektyvius paslaugy teikimo procesy ir rezultaty rodiklius, (iii) teikimo ir
administravimo sistemos efektyvumo bei veiksmingumo parametrus.

3. Misrios vie$yjy paslaugy rinkos funkcionaluma reik§mingai subordinuoja savival-
dos institucijy gebéjimai derinti rezultaty ir procesy orientacijas bei tinkamai koor-
dinuoti tarpsektorine partneryste suinteresuotyjy (paslaugy organizatoriy, teikéjy
ir gavéjy) saveika.

Darbo mokslinis naujumas.

Mokslinj darbo naujumg salygoja iskeltas darbo tikslas ir uzdaviniai. Viesyjy paslau-
gu organizavimas ir savivaldos institucijy organizuojamy vie$yjy paslaugy sistemos to-
bulinimo galimybés Lietuvos mokslininky iki $iol nebuvo nagrinétos sistemiskai. Darbe
iSsamiai i$nagrinéti vie$yjy paslaugy organizavimo probleminiai aspektai; vie$yjy pas-
laugy organizavimo procesy turinj ir vie$yjy paslaugy vadybos specifiSkumg lemiantys
veiksniai; susisteminta vie$yjy paslaugy kokybés samprata, apzvelgti svarbiausi kokybés
vertinimo modeliai ir kriterijai; i$analizuoti misrios viesyjy paslaugy rinkos formavimo
principai; visapusiskai jvertinta vieSyjy paslaugy organizavimo salygy terpé Lietuvos vie-
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tos savivaldos sistemoje; aptartos skirtingy vie$yjy paslaugy teikimo formy ir metody tai-
kymo prielaidos ir galimybés.

Iki $iol néra suderintos vie$yjy paslaugy organizavimo problematikg apibadinanciy
savoky visumos, kuri padéty vieningai traktuoti jvairias vieSyjy paslaugy organizaciniy
mechanizmy formas ir metodus. Darbe atlikta jvairiy sgvoky analizé, nustatytos sgsajos ir
skirtumai tarp jy, sudaro prielaidas iai problemai spresti.

Tai vienas i§ nedaugelio tyrimy, kuriame vartotojy suvoktoji viesyjy paslaugy koky-
bé vertinama dokumentinio tyrimo metodu, orientuojantis ne j techninius rodiklius, o
subjektyvy (individualaus vartojimo) vertinimo lygmenj, nepasitenkinimg vie$osiomis
paslaugomis lemianciy paslaugy atributy paieskas. Suformuota ir teoriskai i§samiai pa-
grista tyrimo metodologija bei instrumentarijus gali bati pritaikomi tolimesniuose tyri-
muose.

Parengti ir i§samiai pagrijsti vie$yjy paslaugy sistemos tobulinimo koncepcijos met-
menys.

Sukonstruota vie$yjy paslaugy vertinimo ir organizavimo sgsajy loginé schema bei
vie$uyjy paslaugy vartotojy kreipimysi registravimo ir vertinimo modelis.

Pagristi veiksmingos likes¢iy vadybos veiklos ir skundy valdymo sistemos formavimo
principai.

Praktiné darbo reiksmé

Empirinio tyrimo rezultatai gali bati naudingi praktiniame vieSyjy paslaugy organi-
zavimo lygmenyje. Parengtas vieSyjy paslaugy vartotojy kreipimysi registravimo ir ver-
tinimo modelis gali bati sékmingai diegiamas j savivaldos institucijy dokumenty valdy-
mo sistemas. Disertacijos medziaga gali sudominti praktikus, o suformuotos ir pagrjstos
funkcionalios viesyjy paslaugy sistemos formavimo ir tobulinimo jzvalgos bei rekomen-
dacijos tapti pagrindu ilgalaikiy strateginiy veiklos kryp¢iy numatymui.

Darbo struktira ir turinio apzvalga

Disertacija sudaro trys dalys. Pirmojoje dalyje analizuojami viesyjy paslaugy teikimo
organizavimo teoriniai aspektai. Apzvelgiami vieSyjy paslaugy organizavimo bendrieji
principai, vie$yjy paslaugy apibrézties problematika, aptariamos viesyjy paslaugy teikimo
organizavimo vietos lygmenyje poreikio normatyvinés prielaidos. Analizuojami pagrindi-
niai misrios vietos viesyjy paslaugy rinkos organizaciniai mechanizmai, kuriuos taikant
yra suformuojamas vie$yjy paslaugy teikimo sistemos turinys.

Viesyjy paslaugy sgvoka yra itin placiai vartojama valdymo, ekonomikos ir kitose dis-
ciplinose, daznai nesigilinant j pacia vie$yjy paslaugy koncepcijos esme. Vie$uyjy paslaugy
samprata yra sudétinga pirmiausia dél to, kad yra neatsiejama nuo kity struktariniy vieso-
jo valdymo elementy ir koncepcijy: vie$yjy gérybiy, vieSosios vertés, visuomenés intereso.
Paslaugos, kaip veiklos, pripazinima ,yviesaja“ lemia tikslas, kurio jgyvendinimui ta veikla
yra nukreipta, ne pats veiklos turinys, o tai, kiek jos turinio pobudis konkrecioje $alyje
laikomas vertybe svarbiy visuomenés interesy patenkinimui. Vie$yjy paslaugy teikimo
organizavimo vietos savivaldos lygmenyje poreikj lemia dvi veiksniy grupés. Pirmoji sie-
tina su vietos savivaldos kaip socialinio instituto principy modeliavimu, decentralizacijos
nauda ir valstybinio lygmens valdzios sprendimais kokias autonomines bei priskirtasias
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funkcijas savivaldybés turi vykdyti, o antroji su paciy savivaldybiy tarnavimu bendruome-
nés interesams bei vietinés valdZios veiksmingumu ir atsakingumu.

Esminis klausimas organizuojant vieSyjy paslaugy teikimg savivaldybése yra paslau-
gas teiksianc¢ios organizacijos pasirinkimas. T. y. patikéti paslaugy teikima savivaldybés
tarnyboms, ar, uztikrinant paslaugy teikimo priezitra, visi$kai arba dalinai perleisti jy
teikima kitiems juridiniams asmenims. Toks tradicinio teikimo formy ir alternatyviy me-
tody derinys suformuoja misrios viesyjy paslaugy rinkos struktairg. Svarbiausias i§sukis
organizuojant vie$yjy paslaugy teikimg - skirtingy organizaciniy mechanizmy pagalba
pasiekti vie$ojo, privataus ir visuomeninio sektoriaus organizacijy sinergine sgveika. Nau-
jojo vie$ojo valdymo modelio sklaidos kontekste, didelis démesys skiriamas (i) konkuren-
ciniy santykiy keitimui bendradarbiavimo rysiais ir (ii) bendrojo vie$yjy paslaugy kiirimo
(coproduction) koncepcijos idéjy jgyvendinimui, rei$kian¢iam aktyvaus vartotojy dalyva-
vimo teikiant paslaugas skatinima. Nors bendrojo paslaugy karimo turinys yra interpre-
tuojamas nevienodai, ta¢iau esminis jo bruozas yra tai, kad paslauga nebéra suprantama
kaip tik vienpusé teikéjo duodama nauda gavéjui. Pats vartotojas yra laikomas svarbiu
paslaugos ir, zZitrint pladiau, vieSosios vertés karéju.

Antroje dalyje pirmiausia atliekama teoriné vie$yjy paslaugy teikimo organizavimo
salygy ir praktiniy problemy Lietuvos vietos savivaldybése analizé. ApZvelgiama savi-
valdybiy atsakomybé ir kompetencija vie$yjy paslaugy teikimo srityje, analizuojama
ligdioliné misrios vieSyjy paslaugy rinkos elementy sklaida, identifikuojamos latentinés
veiksmingo viesyjy paslaugy teikimo organizavimo prielaidos. Gautos teorinés jzvalgos
inkorporuojamos formuojant ir i§samiai pagrindZziant empirinio tyrimo strategija.

Lietuvoje misri vieSyjy paslaugy rinka néra gerai i$vystyta. Vie$yjy paslaugy teikimo
sistemos pasizymi inertiSkumu, todél nejmanoma orientuotis j naujas hibridinio vie$y-
juy paslaugy teikimo formy paieskas, kuomet ir elementariausios partnerystés praktikos,
pasauliniu mastu laikomos gerosios praktikos pavyzdziais, dar tik pradedamos diegti.
Viesojo ir privataus sektoriy partneryste grindziamo kontraktavimo modelio elementai
Lietuvoje diegiami vangiai ir létai. Nevyriausybinio sektoriaus organizacijos yra silpnos ir
nepakankamai jtraukiamos i vie$yjy paslaugy teikimg. Tarpsavivaldybinis bendradarbia-
vimas Lietuvoje reiskiasi daugiausiai mainymosi informacija ir geraja patirtimi bei kon-
sultavimosi praktikomis, triksta intensyvesnés gretutiniy savivaldybiy sgveikos teikiant
vie$gsias paslaugas pavyzdziy. Siekiant spresti vieSyjy paslaugy teikimo problemas, Lie-
tuvos savivaldybése reikalingos kompleksinés priemonés, apimancios socialinés ir ekono-
minés politikos poky¢ius. Tikslinga skatinti konstruktyvia visy vie$uyjy paslaugy teikime
galinc¢iy dalyvauti ir prisidéti savo iStekliais subjekty saveika, o vie$yjy paslaugy rinkos,
nepaisant nepalankios dabartinés situacijos, turéty buti palaipsniui orientuojamos ilgalai-
kio bendradarbiavimo ir auksty socialinés atsakomybés rodikliy link. Siekiant $iy tiksly,
tikslinga vadovautis procesy orientacijos idéjomis. Vertinant i§ j procesus orientuotos vei-
klos logikos teoriniy pozicijy, esminé metodologiné ir praktiné klaida siekiant suderinti
daugialypius politinius vieSyjy paslaugy teikimo tikslus yra sprendimy pagrindimas vien
techniniais efektyvumo ir produktyvumo matavimais. Kuriant misrias vie$yjy paslaugy
rinkas orientacija  procesus yra butina jau vien dél to, kad pagrindiniai Ziniy taikymo
ir inovacijy jgyvendinimo barjerai yra susije¢ su Zmonémis, jy motyvacija, nuostatomis,
pozitriais, atvirumu naujovéms. Todél, kad ir kokia didele nauda organizuojant vieSyjy
paslaugy teikimg duoda ekonominiy veiksniy analizé, ne maziau svarbu tirti paslaugy
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teikime dalyvaujanciy asmeny elgesi lemiancius motyvus bei vertybes ir jgyvendinti stra-
tegijas, nukreiptas j konstruktyvia suinteresuotujy saveika.

Fundamentali vie$yjy paslaugy tyrimy metodologiné problema yra validziy viesyjy
paslaugy kokybés jvertinimo priemoniy parinkimas. Sutariama, kad vie$yjy paslaugy ko-
kybé yra sudétingas, difuzinis, abstraktus konceptas, ta¢iau nesutariama, kokios kokybés
dimensijos turi bati i§skiriamos kaip vertinimo pagrindas. Darbe atlikta viesyjy paslaugy
vartotojy skundy analizé néra orientuota i paslaugy kokybés teorinés koncepcijos tobuli-
nima, nes tyrimu nesiekiama atrasti kriterijy, kuriy pagalba kokybés atributai baty kon-
vertuojami j i§matuojamus parametrus. Sis tyrimas yra orientuotas ne j paslaugy kokybés
vertinimg, o j nepasitenkinimg paslaugomis lemianciy veiksniy paieskas. Gerai funkcio-
nuojanti vie$yjy paslaugy rinka privalo turéti tam tikra atskaitomybés visuomenei laipsnj.
Vie$uyjy paslaugy vartotojy kreipimaisi yra vienas i§ pilie¢iy dalyvavimo ir visuomeninés
vieSojo sektoriaus veiklos kontrolés bei galios israiSkos budy. Pilie¢iy nusiskundimais tei-
kiamos informacijos potenciali nauda organizuojant vie$yjy paslaugy teikimg savivaldy-
bése yra neabejotina. Skundy analizé reik§minga jau vien dél to, kad leidZia jvertinti po-
ziurj asmeny, kurie tiesiogiai susidaré su negatyviais, jiems reik§mingais vie$yjy paslaugy
organizavimo padariniais.

Skundy analizé - tai j galutinius vie$yjy paslaugy vartotojus nukreiptas empirinio ty-
rimo etapas. Antrasis tyrimo etapas nukreiptas i organizacija. Jo metu interviu metodu
apklausti savivaldybiy tarnautojai, kurie savo profesinéje veikloje yra gerai susipaZine su
praktiniais vie$yjy paslaugy teikimo organizavimo aspektais. Tyrimas atliktas Vilniaus
miesto, Jonavos rajono ir Varénos rajono savivaldybése.

Hermeneutinis analizés pobudis leidzia integruoti skirtingais metodais gautus duome-
nis ir juos jvertinti teoriskai apibrézty funkcionalios vie$ujy paslaugy sistemos elementy
fone. Tyrimo rezultatai bei i§vados gaunami logiskai integruojant teorines zinias apie ti-
riamus rei$kinius ir apdorotus bei interpretuotus empirinius duomenis, atskleidziancius:

 vartotojy poreikius, likescius, vertinimus;

 vieSyjy paslaugy organizavimo sistemos ir procesy ypatybes;

o specifinius taikomy vie$yjy paslaugy teikimo mechanizmy bruozus, jy reik§me
misrios vie$yjy paslaugy rinkos struktiroje ir jtakg vie$yjy paslaugy sistemos
funkcionalumui;

 konteksta - vie$yjy paslaugy teikimui ir organizavimui jtakq daranciy salygy terpe.

Trecioje dalyje pristatomi trijose Lietuvos vietos savivaldybése atliktos dokumenty
analizés ir savivaldybiy struktariniy padaliniy vadovy apklausos rezultatai ir pagrindzia-
mos jzvalgos funkcionalios vie$yjy paslaugy sistemos formavimui.

I$skirtos keturios dokumenty analizés diagnostinés sritys:

o paslaugy rasys;

« suvoktosios kokybés atributai ir nepasitenkinimo priezastys;

o emocijos ir sgveika;

« pasitenkinimo kontrolés procesy vystymo terpé ir kryptys.

Sios sritys i$skirtos remiantis atlikta literatiiros apzvalga, kaip gairés, sudarancios s3-
lygas atliekant hermeneutine analize validuoti duomenis, svarbius ieskant atsakymy j ty-
rimo klausimus.

Jvertinus vieSyjy paslaugy vartotojy praSymy ir skundy turinj galima teigti, kad ben-
druoju pozitriu, viesasias paslaugas vertinant kaip viesyjy gérybiy paskirstymo ir globé-
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jiskos valstybés valdzios funkcijy rezultatg, i§skirtinos trys vartotojy pasitenkinimg deter-
minuojanciy veiksniy grupés. Vartotojy likesciai, apibréziantys funkcionalios ir poreikius
atliepiancios vieSyjy paslaugy sistemos gaires, apima ne tik asmeninés naudos siekij, bet ir
naudg visuomenei, sglygas jos nariy gerbtviui. Zinoma, ne visose viesosiose paslaugose,
dél jy pobudzio, vartotojo kaip piliecio orientacija yra stipriai isreiksta, o konkurencijos
siekiant gauti butinas paslaugas egzistavimas salygoja kai kurias socialinio supratingumo
stokos ir antipilietiSkumo tendencijas. Tac¢iau ne tik vartotojy gaunama naudg lemiantis
paslaugy turinys, bet ir vietos valdzios veiklos priemoniy ir kryp¢iy atitiktis nustatytiems
ar vartotojy suvokiamiems gerojo valdymo standartams, apibréziamiems per teisétuma,
sazininguma, lygybés uztikrinimg ir efektyvy viesyjy léSy naudojima, yra svarbiu pasiten-
kinimg lemianéiy veiksniu.

Vertinant i$ savivaldos institucijy pozicijy, veiksmingg skundy valdymo sistemg tiks-
linga apibadinti per:

« kreipiantis tiesiogiai i institucijas reiSkiamo nepasitenkinima masta;

 skundy turinio lemiama vartotojy teikiamo grjztamojo rysio kokybe;

o institucijos reakcijos j skundus pobudi.

Vartotojy polinkis kreiptis tiesiogiai j savivaldos institucijas dalinai parodo pasitike-
jimg jomis. Vertinant skundus gaunama informacija jgalina savivaldos institucijas spresti
vartotojams aktualias problemas ir kontroliuoti nepasitenkinima, o reagavimo j vartotojy
skundais i$reiskiamus lakes¢ius ir institucijos atsako pobudis daro jtaka esminiams varto-
tojy pasitenkinima vie$osiomis paslaugomis lemiantiems veiksniams.

Apibendrinat tarnautojy apklausos rezultatus, galima pateikti Sias svarbias jzvalgas:

o akivaizdi jtampa tarp vietos savivaldybiy ir centrinio valdymo lygmens institucijy;

« menka teoriniy vie$yjy paslaugy teikimo organizavimo principy sklaida praktinia-
me lygmenyje;

o nors yra iSim¢iy, didzioji dalis apklausty tarnautojy pasizymi aiskiai iSreiksta
orientacijg i vartotojo interesy uztikrinimg, kas i§ dalies lemia skeptiska poziarj j
tarpsektorinés partnerystés plétra;

« nekonstruktyvi savivaldybiy ir nevyriausybinio sektoriaus organizacijy saveika;

o tarpsektorinés partnerystés patirties ir galimybiy triakumas rajoninése savivaldy-
bése;

« vartotojy poreikius atliepianc¢iam vieSyjy paslaugy teikimo organizavimui ir glau-
desniam tarpsavivaldybiniam bendradarbiavimui galimai trukdo savivaldybiy po-
litizacijos aspektas;

 egzistuoja praktinis poreikis tobulinti vieSyjy paslaugy vertinimo procesus;

o tarnautojai tapatina administracines ir vie$gsias paslaugas.

Remiantis teorinio bei empirinio tyrimy rezultatais, suformuoti vie$ujy paslaugy sis-
temos tobulinimo koncepcijos metmenys.

1. Ivardinti ir sumodeliuoti sisteminés vie$yjy paslaugy vartotojy pasitenkinimo uz-

tikrinimo strategijos elementai.

2. Sudaryta viesyjy paslaugy vertinimo ir teikimo organizavimo sasajy loginé sche-
ma.

Suformuotos vie$yjy paslaugy sistemos tobulinimo Lietuvos savivaldybése gairés.
4. Sukonstruotas ir pasitlytas vieSyjy paslaugy vartotojy kreipimuysi registravimo ir
vertinimo modelis.

W
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Sialomas vieSyjy paslaugy vartotojy kreipimysi registravimo ir vertinimo modelis

Sialomas vie$yjy paslaugy vartotojy kreipimysi registravimo ir vertinimo modelis yra
orientuotas j griztamojo rysio kokybés uztikrinima. Sio modelio taikymas vietos savival-
dos institucijose galéty palengvinti vie$yjy paslaugy vartotojy patyrimo, suvoktosios vie-
$ujy paslaugy kokybés ir nepasitenkinimo priezas¢iy jvertinima mikro lygmeniu.

1. Ple¢iamos viesyjy paslaugy vartotojy galimybés kreiptis i savivaldos institucijas jvai-
riais kanalais, paprastinamos kreipimosi procediros. Kompiuterinése dokumenty
valdymo sistemose registruojami visi vieSyjy paslaugy vartotojy kreipimaisi, jskai-
tant neoficialius, anonimiskus elektroniniu pastu ir e.valdzios priemonémis pateiktus
skundus, praSymus ir i$sakomas nuomones, taip pat kity institucijy nagrinéti pagal
kompetencija persiysti kreipimaisi. Registravimo etape gyventojy praSymams ir skun-
dams elektroninéje terpéje priskiriami savotiski trijy lygmeny Zymekliai, leidziantys i§
anksto numatytais pagrindais juos sugrupuoti j kategorijas.

2. Paslaugy rasiniy savybiy Zyméjimas isskirtas funkciniu poziariu skirtingoms pas-
laugoms, kuriy kokybe vartotojai vertina remdamiesi dalinai skirtingais kriterijais.
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Orientacinés $io lygmens kategorijos galéty buti: infrastrukttros plétros ir palaiky-
mo paslaugos (buadingas biudzZetinis finansavimas); paslaugos visiSkai arba dalinai fi-
nansuojamas i$ rinkliavos uz vartojimg (pvz. komunaliniy atlieky $alinimas, $ilumos
ir geriamojo vandens tiekimas, vieSasis transportas); gilaus jasmeninimo paslaugos,
keic¢iancios patj gavéja (socialinés, ugdymo, kultiros ir kitos ,,minksto“ tipo viesosios
paslaugos). Nors kai kurias gilaus jasmeninimo paslaugos taip pat dalinai finansuoja
vartotojai, ta¢iau jas vertinant pagrindiniu nepasitenkinimg lemianciu veiksniu tampa
ne kaina, bet atskiriamumo savybés suponuojamas paklausos nepatenkinimas. Be to,
$iy paslaugy teikimo tikslai reikalauja giliy refleksijy vertinant funkcinés (procesy) ko-
kybés dimensijas. Tuo tarpu vartotojy pasitenkinima kity dviejy kategorijy paslaugo-
mis labiau lemia techniniy (rezultato) kokybés dimensijy atitiktis likesc¢iams. Svarbiu
suvoktaja kokybe formuojanciu veiksniu yra gautos naudos ir uz paslauga tiesiogiai
(ne per mokesciy sistema) sumokamos kainos palyginimas.

3. Taciau atlikta dokumenty analizé parodé, kad jtaka nepasitenkinimui bet kurios ra-
$ies paslaugomis gali daryti tiek technine kokybe determinuojantys sisteminiai triku-
mai, tiek saveikos ribotumai ir kiti veiksniai, priskirtini funkcinés kokybés dimensijai.
Skundy grupavimas kokybés dimensijy lygmenyje leisty nustatyti esmines nepasiten-
kinimo konkrecia paslauga priezastis, jvardinti kiekvienos paslaugus atributus ir ele-
mentus, kuriuos tikslinga tobulinti.

4. Problemy lygmuo yra orientuotas j gilesne nepasitenkinimo vieSosiomis paslaugomis
priezas¢iy analize ir priemoniy vieSyjy paslaugy teikimo problemoms spresti numa-
tymga. Siame etape ,,zymekliy“ pobudis ir skaicius pagal poreikj galéty bati iSpléstas
atsizvelgiant j kiekvienos savivaldybés vie$yjy paslaugy rinkos struktirg. Orientaciné-
mis grupavimo kategorijomis gali buti vieta (pvz. infrastruktaros objektai, konkretts
viesojo transporto marsrutai ir pan.), teikéjas (konkrecios paslaugas teikiancios orga-
nizacijos) ir jvairas kiti trakumai bei problemos, i kuriy sprendimo poreikj vartotojai
pateikia aiskias ,,uzuominas“ (empatijos stygius, konkre¢iy darbuotojy elgesys, nede-
mesingumas, aptarnavimo tvarkos sudétingumas, vartotojy lygybés neuztikrinimas,
teikéjy atskaitomybés stygius ir pan.).

5. Isplétojus tokig sistema, viesgsias paslaugas vertinantys bei viesyjy paslaugy teikima
organizuojantys savivaldybiy tarnautojai bei politikai galéty matyti platy ir visapusiska
problemy ,voratinklj. Siy duomeny analizé leisty (i) inicijuoti greitg konkrediy pro-
blemy sprendima, uztikrinti teikéjy veiklos kontrole ir (ii) nustatyti vie$yjy paslaugy
sistemos tobulinimo strategines kryptis atsizvelgiant j daugumos vartotojy interesus
(ivertinant pavieniy vartotojy likes¢iy nepagristuma), reik§me pilie¢iy gyvenimo ko-
kybei ir socialiniam teisingumui, galimus dinaminius priimamy sprendimy ir vieso-
sios politikos kurso poky¢iy padarinius.

I$vados

1. Viesyjy paslaugy teikimo organizavimo mechanizmai kinta kartu su kultirinémis,
socialinémis, politinémis permainomis. Esminius dabartinio vie$yjy paslaugy orga-
nizavimo etapo bruozus tikslinga jvardinti per paslaugas teikianc¢iy misriy savybiy
organizacijy skai¢iaus didéjima bei jy veiklos vystyma ir su Naujojo viesojo valdymo
modelio plétra sieting konkurenciniy santykiy keitimg bendradarbiavimo rysiais mis-
riose vie$yjy paslaugy rinkose. Siekiant vieSyjy paslaugy teikimo tiksly, i$reiskiamy
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pasitelkiant fundamentalig, tac¢iau sunkiai konceptualizuojamg kokybés sgvoka, vals-
tybés uzdavinys yra kaip galima geriau i$naudoti potencialius tarpsektorinés partne-
rystés privalumus.

Sprendimai organizuojant viesyjy paslaugy teikimg misrioje rinkoje turéty apimti ne
tik klausimag kuris sektorius ir kokia apimtimi skirtingy rasiy viesasias paslaugas turéty
teikti, bet ir bati nukreipti j (i) paslaugos teikéjy (ii) paslaugos organizatoriy ir (iii)
paslaugos gavéjy saveikos reguliavimg, kadangi skirtinga saveika salygoja skirtingus
paslaugy teikimo rezultatus ir tiksly pasiekimo laipsnj. Bendradarbiavimo procesai yra
sudeétingi ir reikalauja atitinkamy vadybiniy metody, apimanciy svarbiausius paslau-
gy teikimo misijos, atskaitomybés, konkurencijos reguliavimo ir rezultaty jvertinimo
klausimus. Vie$asias paslaugas galinciy teikti organizacijy ir galimy jy saveikos formy
jvairové sudaro salygas formuoti konkre¢ioms savivaldybéms labiausiai tinkamas vie-
$uyjy paslaugy rinkos struktiras, atsizvelgiant j specifines vietos ir rinkos salygas, kon-
kreciy paslaugy ypatybes ir paklausa, kintancius vartotojy poreikius bei savybes.
Neinstitucionalizuoto bendrojo vie$yjy paslaugy karimo negalima laikyti atskiru ar
unikaliu vie$yjy paslaugy teikimo organizavimo mechanizmu, ta¢iau tai yra kitas vie-
$uyjy paslaugy teikimo formas papildantis fenomenas, kuriantis verte ir tobulinantis
viesSgsias paslaugas per esminiy $iuolaikinio viesojo valdymo vertybiniy idéjy - demo-
kratizacijos, pilietiskumo, orientacijos j procesus - prizme. Pilie¢iy dalyvavimas gali
tapti jei ne inovatyviy idéjy Saltiniu, tai bent vienu i§ esminiy inovacijy jgyvendini-
mo kliatis padedanciu pasalinti veiksniu. Pilie¢iai turéty buti skatinami reiksti savo
nuomones, pozitrius ir nepasitenkinimg gaunamomis vieSosiomis paslaugomis, o jy
kreipimaisi laikytini pradiniu bendrojo paslaugy karimo etapu.

Nacionaliniu lygmeniu vie$yjy paslaugy samprata yra problemiska. Teisiskai jtvirtinti
vieSyjy paslaugy apibrézimai yra abstraktas, nesiremiantys vieSyjy paslaugy skiriamai-
siais poZymiais. Savivaldybiy organizuojamy vie$uyjy paslaugy savoka néra apibrézta, o
kai kurios paslaugos teisi$kai néra priskiriamos vieSosioms, nepaisant konceptualios jy
turinio atitikties. Tai yra esminiai trikdZiai siekiant aiskios vieSujy paslaugy klasifika-
cijos, ribojantys galimybes teritoriniy bendruomeniy viesiesiems poreikiams tenkin-
ti skirty vie$yjy paslaugy organizavimo veiklas i§skirti i§ visy savivaldybiy vykdomy
funkcijy spektro. Teigtina, kad vieSosiomis paslaugomis laikytinos (i) paslaugos, pasi-
zymincios grynujy vie$yjy gérybiy savybémis ir (ii) paslaugos uz vie$osios politikos
formavimg ir jgyvendinimg atsakingy asmeny sprendimu priskirtos vie$ojo intereso
uztikrinimui batinoms paslaugoms, kuriy teikimo organizavimo poreikj determinuo-
ja savo pilieciais besirapinancios valstybés pareiga paskirstyti isteklius visuomenés
naudai, teikiamos (i) valstybés (jskaitant savivaldybes ir jy nuosavybés teise valdomus
juridinius asmenis) arba (ii) valstybinés valdzios subjektams kontroliuojant privaciy
subjekty veikla.

Vie$ojo administravimo modeliy slinkties sglygojami vieSojo valdymo struktariniai
poky¢iai pirmiausia pasirei$kia galiy ir pareigy distribucijos perplanavimu bei vari-
acijomis ideologiniais veiklos imperatyvais laikytiny vertybiy struktaroje. Naujosios
vie$osios vadybos modelio turinys ragino valdzios subjektus orientuotis i$imtinai j
rezultatus, pasiekiamus per nustatomus kiekybinius veiklos rodiklius. Naujajame vie-
$ajame valdyme orientacija j procesus tampa esmine vartotojy poreikius atliepiancios
vieSyjy paslaugy sistemos konstravimo salyga. Taciau procesy ir rezultaty orientacijy
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suprie§inimas bei Naujojo vie$ojo valdymo akcentuojamy demokratiniy - socialiniy
vertybiy, atsiejimas nuo vadybiniy techniky trukdo paties Naujojo vie$ojo valdymo
principy praktinei sklaidai. Akcentuojant procesy svarbg reikalaujama taikyti pama-
tiniais vie$yjy paslaugy tikslais, kilme ir savybémis, o ne beatodairisku efektyvumo
siekiu, grindziamus organizavimo metodus ir valdymo technikas, tac¢iau neatmetamas
vadybinés j rezultatus placigja prasme orientuotos veiklos poreikis. Procesy orienta-
cijos turinys yra nukreiptas j vieSyjy paslaugy teikimo ir organizavimo mechanizmy
tobulinimga per dalyviy bei suinteresuotyjy saveikos procesy vystyma. Siuos procesus
reikia nuosekliai diegti, organizuoti, skatinti ir valdyti, todél Lietuvos savivaldybése
siekiant orientacijos j procesus, vadybiniy metody taikymas ir vadybiné i§moné tampa
esminiu vieosios vertés kiirimo bei teisingo ir poreikius atliepiancio viesuyjy gérybiy
paskirstymo veiksniu.

6. Siekiant jtvirtinti vartotojy poreikius atliepiancias ir j teigiamus poky¢ius ilgalaikéje
perspektyvoje orientuotas viesyjy paslaugy teikimo sistemas, batinas abipusis savi-
valdybiy politiniy lyderiy ir vieSosios politikos analitiky bei tyréjy supratimas, kad
vie$yjy paslaugy tyrimai turi bati nukreipti ne j ideologinj taikomy modeliy, veiklos
kurso ir jdiegty inovacijy palaikyma, o j nuoseklia, metodiskai pagrijsta kritikg ir nau-
ju, daugialypiy tyrimy rezultatais grindziamy poziuriy jterpimg, uztikrinat glaudesnj
mokslinio pazinimo proceso metu formuluojamy universaliy normy ir praktinés va-
dybinés patirties integravima.

7. Lietuvos savivaldybése misri vie$yjy paslaugy rinka yra i$vystyta silpnai: vyrauja biu-
dzZetinis vieSyjy paslaugy teikimo finansavimas per savivaldybiy jsteigtas jmones ir jstai-
gas; vieSyjy paslaugy kontraktavimas daugiausiai remiasi tradicinémis trumpalaikémis
pirkimo sutartimis; institucinés VPSP praktikos yra retos; gerovés visuomenés elemen-
ty raiSka bendroje gerovés sistemoje yra nezymi. Menka nevyriausybiniy organizacijy
jtaka vie$yjy paslaugy teikime lemia pilietinés visuomenés silpnumas (nepakankamas
NVO skaicius ir jy kompetencijos stoka) ir savivaldybiy tarnautojy skeptiskas pozia-
ris § NVO, kaip partneriy vie$yjy paslaugy teikime, pilnaverti$kumg. Pabréztina, kad
ideologiskai retai kvestionuojamas tre¢iojo sektoriaus organizacijy jtraukimas svariai
salygoja savivaldybiy tarnautojy nepasitikéjima NVO, kadangi siekdamos gauti finan-
savimg savo veikloms vykdyti, tre¢iojo sektoriaus organizacijos neretai veikia metodais,
pakertanciais tikéjima tradicine pilietinés visuomenés organizacijy misija.

8. Praktiniame lygmenyje pastebima menka teoriniy viesyjy paslaugy teikimo organiza-
vimo principy sklaida ir savivaldybiy negebéjimo valdyti pasirinktus kontraktavimo
modelius praktikos. Todél misrios vieSyjy paslaugy rinkos plétra Lietuvos savival-
dybése turéty bati vykdoma lygiagreciai su zmogiskyjy istekliy stiprinimu. Batinas
aukstais administraciniais ir vadybiniais gebéjimais pasizymintis personalas, kuris
buty pajégus perimti geraja kity Saliy patirtj, sudominti privataus kapitalo jmones ir
piliecius, skatinti verslo jmoniy socialine atsakomybe, vertinti viesasias paslaugas, val-
dyti projektus bei kontroliuoti teikéjus taip, kad misrios vie$yjy paslaugy rinkos plétra
nepazeisty vartotojy interesy ir salygoty bendruomeniy nariy pasitikéjima vietos savi-
valdos institucijomis.

9. Paslaugy nevienodumas teritoriniu aspektu yra vienas i nepasitenkinimg vie$osio-
mis paslaugomis salygojanciy veiksniy. Tarpsavivaldybinis bendradarbiavimas leidzia
suvienodinti paslaugy teikimo koordinavima salyginai dideliame regione ir padeda
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uztikrinti skirtingo iSsivystymo regionuose ir kaimo vietovése teikiamy paslaugy vie-
nodumg kokybiniu aspektu. Misriy vietos vie$yjy paslaugy rinky papildymas vieso-
sios-vieSosios savivaldybiy partnerystés mechanizmais gali tapti saugikliu nepasitvir-
tinusiy sprendimy sukeltoms neigiamoms pasekméms. Visgi, savivaldybés retai yra
linkusios bendradarbiauti daugiau negu informaciniu lygmeniu. Tam galimai trukdo
aukstas savivaldybiy politizacijos laipsnis.

Lietuvoje savivaldybiy ir centrinio valdymo lygmens institucijy santykiai pasizymi
jtampa. Didesnio savivaldybiy finansinio savarankiSkumo neuZtikrinimo bei pla-
tesnés diskrecijos vie$yjy paslaugy planavime nesuteikimo netikslinga jréminti vien
savivaldos plétros ir demokratizacijos procesy skatinimo tiksly svarbos nesuvokimu
grindziamy motyvy terpéje. Norédamos jgyti (ar iSsikovoti) didesnj savarankisku-
ma, savivaldybés privalo jrodyti savo gebéjimus paskirstant vie§gsias gérybes socialiai
teisingais budais ir uztikrinant vietos bendruomeniy funkcionavimg. Siekdamos $io
tikslo savivaldybés turéty veikti dviem kryptimis: (i) formuoti gyventojy poreikius at-
liepiancia viesyjy paslaugy teikimo sistemg ir (ii) jvairiais badais skatinti konsultavi-
masi su gyventojais bei pilie¢iy dalyvavima vie$ujy reikaly tvarkyme. Butina keisti $iuo
metu savivaldos mechanizmo vertybinio elemento jtvirtinimui nepalankig politing
kultarg bei didinti vietos bendruomeniy nariy pasitikéjima savivaldos institucijomis.
Viesujy paslaugy organizavimo ir teikimo rezultatai neturi bati tapatinami su trum-
palaikiy tiksly jgyvendinimu ir sutaupytomis léSomis, nes vie$osios paslaugos pasizy-
mi dinaminiu pobtdziu ir yra koherentiskos su daugeliu kity visuomenes ir valstybés
raidos procesy. Siekiant spresti daugialypiy vie$yjy paslaugy teikimo tiksly suderina-
mumo problemas, dominuojanciais techniniais efektyvumo ir produktyvumo mata-
vimais grindziamo prognozavimo duomenimis paremta organizavimo sprendimy ir
partnerystés formy pasirinkimo argumentacija laikytina esmine metodologine klaida
ir praktiniu rizikos veiksniu.

Inovatyviojo viesyjy paslaugy vadybos démens priemoniy taikymo plétra ribojantis ir
trumparegisky vie$yjy paslaugy inovacijy gausa salygojantis polinkis sprendimy pri-
émime remtis tradiciSkai nusistovéjusiomis tyrimy kryptimis (nejvertinan¢iomis kul-
tariniy normy, nuostaty ir vertybiy, saveikos procesy valdymo, vartotojy nepasitenki-
nimo priezasciy ir kity kiekybiniais rodikliais neperprantamy konteksto veiksniy) gali
bati salygojamas ne vien savivaldybiy finansiniy itekliy ir organizaciniy pajégumy
stokos, bet ir savivaldos lygmenyje stipriai ireiksto politinio varzymosi lauko.
Bendraja vartotojy suvoktaja vie$yjy paslaugy kokybe ir pasitenkinimg reik§minga
dalimi lemia savivaldos institucijy reagavimas j vartotojy i$sakytas problemas, infor-
mavimas, konsultavimasis ir procediiry sgveikos su vartotojais plotméje paprastumas.
Taciau atliktas tyrimas parodé ir tam tikras pasitenkinimo uztikrinima ribojancias
neigiamas pilie¢iy savybes, interesy bei poreikiy nesuderinamumo tendencijas ir po-
reikj praktinéje likesc¢iy vadybos bei paslaugy organizavimo veikloje eliminuoti nepa-
gristus pilieciy likescius.

Lietuvos savivaldybése egzistuoja praktinis poreikis tobulinti vie$yjy paslaugy vertini-
mo procesus. Vie$yjy paslaugy vertinimas turéty buti atliekamas platesniame konteks-
te ir neapsiriboti tipiskais vartotojy suvokiamos kokybés indikatoriais. Subjektyviai
suvokiama paslaugy kokybé negali atspindéti realios viesyjy paslaugy sistemos buakleés,
o visuomenés nepasitenkinimg ir pasitikéjimo valdzios jstaigomis pokycius salygoja

233



15.

16.

ne tik paslaugy turinys, bet ir paslaugy gavéjy kaip pilie¢iy nuostatos bei patyrimas
paslaugos teikimo proceso metu. Vertinimas turi bati keliy lygmeny, apimantis suvok-
tosios kokybés analizavima, objektyvius teikimo proceso vertinimus, vie$yjy paslaugy
teikimo ir administravimo sistemos efektyvumo ir veiksmingumo matavimus.
Viesyjy paslaugy vertinimo procediiry papildymas smulkmenisku pilie¢iy kreipimysi
nagrinéjimu yra potencialiai naudingas vie$uyjy paslaugy planavimo, teikéjy kontrolés,
neformalaus vie$yjy paslaugy teikime dalyvaujanciy subjekty sgveikos reguliavimo bei
vie$yjy paslaugy vartotojy aktyvinimo aspektais. Skundy valdymo procesy diegimas
savivaldybése skatintinas dél skundais bei prasymais teikiamos informacijos autentis-
kumo, gilumo bei reguliaraus pobudzio, leidziancio ne tik spresti pavienes problemas,
suprasti individualaus vartojimo lygmenyje vartotojy nepasitenkinima lemiancius
veiksnius, bet ir nuspéti ateityje galimai pasireiksiancius vieSujy paslaugy organiza-
vimo i$§ukius. Tam, kad skundy valdymo sistemos netapty tik deklaratyviu vietos sa-
vivaldos institucijy rapescio pilie¢iais demonstravimo jrankiu, o realiai pasitarnauty
gerinant vie$gsias paslaugas ir plétojant strateginio viesyjy paslaugy planavimo prak-
tikas, batina tobulinti kreipimysi analizés proceduras.

Dél demografiniy priezasciy kai kuriy viesyjy paslauga paklausa savivaldybése skiria-
si. Taip pat skirtingas yra misrios vie$yjy paslaugy rinkos potencialas. Todél, nors pa-
rengti ir plétoti metodines viesyjy paslaugy planavimo, organizavimo ir finansavimo
buady, partnerystés santykiy valdymo bei pilie¢iy dalyvavimo skatinimo rekomendaci-
jas yra tikslinga, ta¢iau funkcionalios ir poreikius atliepiancios viesyjy paslaugy teiki-
mo sistemos konstravimas turéty bati paremtas atsizvelgiant j kiekvienos savivaldybés
specifinj kontekstg transformuotais organizavimo mechanizmais ir specializuotomis
vadybinémis technikomis.
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Marius Urvikis

IMPROVEMENT OF THE SYSTEM OF
PUBLIC SERVICES ORGANIZED BY LOCAL
SELF-GOVERNMENT INSTITUTIONS

Summary

The relevance of the topic. In all countries, regardless of prevailing political attitudes
or different historical traditions of public administration, the part of goods is provided
generally due to their importance for citizens’ welfare, without considering citizens* sol-
vency as an essential condition to access these goods. The provision of high-quality public
services is a goal of any modern state and a key factor for sustainable development. Prin-
cipal problems of public service organization are caused by incompatibility of economic
indicators of public services and citizens' satisfaction with the quality of provided public
services. It should be noted that service quality dimensions are not identical to a content
of service provision efficiency. Of course, the biggest obstacle to providing public services
that are qualitative, accessible and compatible with citizens® expectations is limited finan-
cial resources of municipalities. Such problems as small budget revenues and lack of state
subsidies are especially acute in smaller municipalities of Lithuania. Local government
affects service users by reducing the cost of public services and limiting the number of pro-
fessionals providing these services. The quality of services that have all the characteristics
of public goods is usually supervised in a declarative way concentrating on their provision
at lowest costs, and services extinguishing by the characteristics of monopoly are getting
more expensive. Therefore, the anticipation of public service development and construc-
tion of appropriate institutional mechanisms should be one of the main directions for
public governance improvement.

The processes of public service provision and organization are very dynamic in the
context of current public governance development and those techniques that were consid-
ered to be exemplary public service organization patterns until now are criticized for their
inability to ensure the interests of consumers. The traditional attitude of social science that
national, private (market) and public sectors have unique characteristics that have noth-
ing to do with other sectors, different purposes and strictly delimited sphere of activity
in the current context of public administration is denied not only in theory but also in
practice. The reforms based on management concepts and transition from government
to governance resulted in the appearance of organizations with mixed characteristics and
their proliferation which lead to cardinal changes in the ratio between public, private and
non-governmental sectors. However, recently unquestionable former attitude that provi-
sion of public services is exclusively the task of a public sector becomes irrelevant because
modern states are those that are able to organize a constructive interaction between dif-
ferent sectors and develop a mixed service market, taking advantage of all contributions
and resources from whom it may concern. However, the state remains responsible for an
organization of public services and quality control. Although a public service organiza-
tion has a long-lasting tradition, it is generally agreed that due to continuing global public
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administration system changes it is not possible to form a constant and universal organi-
zational service delivery mechanism for all countries. Therefore, after having evaluated
to-date-Lithuanian-municipality-practice and small diversity of mechanisms of applied
service provision supervision and control it is purposeful to look for innovative solutions
that would fit era realities which would be taken on not by blindly copying the experience
of other foreign countries but would be based on a thorough economic and socio-cultural
environment analysis of our own culture.

The exploration of the topic. The specific features and a status of public services are
the frequent objects of discussions in both - the works of public governance and those
of economic specialists. Without already mentioned compatibility issue of quality and
efficiency public service contracting and privatization problems are usually analyzed in
literature. Partnerships and ratio of public and private sectors in a structure of mixed pub-
lic service market were analyzed by: E. Ferlie (1996); J. E. Lane (2000); L. E. Lynn, C. J.
Heinrich and C. ] Hill (2001); T. Christensen and P. Laegreid (2001); J. Gerbasi (2007);
C. Greve (2008); A. Hefetz (2008, 2012); S. Lamothe and M. Lamothe (2008, 2013); R.
Andrews and T. Entwistle (2010, 2013); A. Sundell and V. Lapuente (2012); A. M. Girth
(2012) and others.

Lately emphasizing a transition of public sector reform logic from the one that is ori-
ented to financial results to the one that is focused on processes in the influence of the
New Governance model dispersion discussions about the possibilities to benefit from
public knowledge and abilities in public service provision processes are prevailing. It is
being investigated what the meaning of strategic planning when launching innovations
in organizing public services is. It is being tried to determine how the relations of ser-
vice providers and organizers should be appropriately navigated. Scientists devote a rather
huge attention to public service provision impact on enhancing alternative methods to a
private sector influence and inclusion of NGO (T. Brandsen and V. Pestoff (2006, 2012),
A. M. Eikenberry (2007), J. Brown, R. Crow and T. Chapman (2008), M. Di Domenico,
P. Tracey and H. Haugh (2009), B. Gazley (2010), C. Moxham (2010, 2013), A. Housego
and T. O’Brien (2012) and others), various forms of cooperation between municipalities
(J. Morphet (2008), J. R. Lombard and J. C. Morris (2010), K. LeRoux and S. K. Pandey
(2010, 2011), M. E. Warner (2011), M. K. Shrestha and R. C. Feiock (2011), A. Gjersten
(2014) and others), participation of citizens in processes of organization and provision
of public services (J. Alford (2011), M. Fotaki (2011), T. Bovaird and E. Loffler (2012),
M. A. Frieling, S. M. Lindenberg and F. N. Stokman (2014) and others) are considered the
most important of them. In this context the value content of public governance models,
the motivation of employees in a public sector, ethical qualities and leadership are also
a topic for discussions. G. E. Brewer and S. C. Selden (2000), J. Hartley and M. Allison
(2006), R. C. Box (2007), D. J. Houston and K. E. Cartwright (2007), S. Van de Walle
(2010), J. Le Grand (2010), S. P. Osborne and Z. Radnor (2012, 2013) and others had a
particular interest about this issue.

It is worth mentioning and other authors who paid particular attention to the problems
of evaluation of public services: J. J. Cronin and S. A. Taylor (1992); S. Black, S. Briggs and
W. Keogh (2001); P. C. Smith and A. Street (2005); A. M. Pettigrew (2005); M. Sanchez-
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Perez (2007); C. Bai (2008); T. G. Shilston (2011); C. Carvalho and C. Brito (2012) and
others.

It must be observed that the provision of public services is not a frequent subject of
discussion among Lithuanian scientists. Relevant issues about an organization of public
service provision are most usually analyzed fragmentary in the context of articles and
studies on other topics. A. Astrauskas (2002, 2010, 2011, 2013), A. Gutauskas (2005),
R. Lazdynas (2005), J. Maciulyté and P. Ragauskas (2007) and others paid a great atten-
tion to the problems of local self-government development. The attempts to identify the
priorities of financing and public service provision in our country’s scientific researches
are still largely based on the analysis of partnership and contracting of public and private
sectors, legal, economic environment and impact on public finances (D. Gudelis (2010),
V. Kavaliauskaité (2012)). Meanwhile, the studies which would focus on the changes in
public service provision caused by New Public Management evolving into New Govern-
ance are still rare. One of the major trends determining the direction of global public ser-
vice organization changes, consumers’ participation in the processes of provision and or-
ganization of public services, is analyzed in the works of A. Raipa (2009) and E. Petukiené
(2009, 2010, 2012). ,,Soft“ type of public services, provided in Lithuanian municipalities,
quality improvement model prepared on the basis of the analysis of modern public service
quality management models were submitted by G. Kondrotaité (2012). However, the de-
tailed and comprehensive scientific study that presents the methodological recommenda-
tions for a public service organization, indicating the research-based priorities of funding
and provision of public services, analyzing literature that is relevant to the topic of this
work, was not found. This dissertation research is intended to fill these gaps of public
administration discourse.

Problematic questions of the research:

e What are the major factors determining the content of public service organization
processes and specificity of public service management?

e What are the possible public service organizational mechanisms and how would
their application lead to or result in the public service system functionality?

e  What are the essential assumptions and conditions for effective provisions of pu-
blic service organization in Lithuanian local municipalities?

e What should be especially important to observe in the formation of functional
public service system responding to the needs of consumers’ in Lithuanian local
municipalities?

e What are appropriate means of enhancing consumers‘ satisfaction with public ser-
vices organized by local self-government institutions?

Research object — an organization of public services.

The purpose of the research - theoretically and empirically determine the assump-
tions, factors and opportunities of successful applications of different forms and tech-
niques for a provision of public services in Lithuanian municipalities and to formulate
and substantiate insights for functional public service system formation responding to the
needs of consumers.
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Tasks raised to achieve the purpose:

1. To analyze problematic aspects of organization and public service provision eva-
luation that are examined in scientific literature, assessing Lithuanian and foreign
experience.

2. Toidentify necessary conditions and potential obstacles for successful organizatio-
nal innovation in a provision of public services, to determine the expected impact
of the dispersion of public service market elements mixed in different ways to the
functionality of public service system.

3. To empirically evaluate factors that are increasing and reducing consumers’ sa-
tisfaction with public services, to analyze them in the context of organizational
practices and specific conditions that are applied in Lithuanian municipalities.

4. On the basis of theoretical and empirical research results, to provide insights for
organization of public service provision orientated on assurance of consumers’ sa-
tisfaction in Lithuanian local government institutions and to create concept outli-
ne for public service system development.

In order to achieve the purposes of this dissertation the general theoretical and empiri-

cal research methods of a social science were applied.

Theoretical methods:

o systematic, comparative and logical analysis of scientific literature;

o classification;

o forecasting;

o theoretical modelling;

o theoretical generalization;

o method of interpretation.

Empirical methods:

o data collection methods:

- analysis of documents;
- semi-standardized interview with municipal officials about their opinions, attitu-
des and evaluations.

« data analysis methods:

- preached data analysis;
- latent qualitative data analysis.

Statements of the thesis to be defended:

1. Public service consumers’ expectations are not identical to the expectations of custo-
mers who purchase private services because assessing public services consumers
evaluate entire public administration system, not only the content of the service.

2. Essential condition for the improvement of public service system is sustained, mul-
ti-faceted assessment, analysis and integration of: (i) a quality of services perceived
by consumers, (ii) objective indicators of service provision processes and results,
(iii) effectiveness and efficiency parameters of provision and administration of the
system.

3. A functionality of mixed public service market is significantly subordinated by the
ability of municipal authorities to combine orientation of results and processes and
proper coordination of cross-sectoral partnership between stakeholders (service
organizers, providers and beneficiaries).
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Scientific novelty of the thesis

The scientific novelty of this paper is determined by its purpose and tasks. The pub-
lic service organization and improvement opportunities for the system of public services
organized by local self-government institutions have not been systematically investigated
by Lithuanian scientists so far. This paper offers a detailed examination of the problem-
atic aspects of public service organization; the factors determining the content of public
service organization processes and specificity of public service management; systematized
concept of the quality of public services, the overview of the most important quality as-
sessment models and criteria; the analysis of mixed public service market forming prin-
ciples; a comprehensive assess of a context of organizational conditions of public services
in Lithuanian local municipal system; the discussed assumptions and opportunities for
application of various public service provision forms and methods.

There has been no harmonized terminology that describes organizational public ser-
vice issues which would help to interpret a variety of mechanisms of public service organi-
zational forms and methods uniformly. The thesis contains the analysis of various terms,
determines links and differences between them and creates preconditions for solving this
problem.

This is one of the few studies in which the quality of public services perceived by con-
sumers is evaluated by the documentary research method focusing not on technical indi-
cators but on subjective (individual consumption) evaluation level and searches for service
attributes determining a dissatisfaction with public services. A formed and theoretically
proved research methodology in detail and instrumentation can be applied in further re-
searches.

The concept outline for the system of public service development has been prepared
and fully proved.

A logical scheme of connections between the public service evaluation and organiza-
tion has been constructed, and registration and evaluation model for public service con-
sumers’ appeals designed.

The principles of an effective performance of expectation and complaint management
systems formation have been substantiated.

A practical significance of the thesis

The results of the empirical research can be useful in a practical level of a public service
organization. The model prepared for public service consumer appeal registration and
evaluation can be successfully implemented in the document administration systems of
local self-government institutions. A dissertation material may be of the interest to prac-
titioners, while formed and based insights and recommendations on the formation and
development of functional public services system form the basis for a long-term predic-
tion of strategic policies.

An overview of the structure and the content of thesis

The dissertation consists of three parts. The first part analyzes the public service organ-
ization in theoretical aspects. It provides an overview of general principles of the public
service organization, the definition of public service as the problem, discusses normative
assumptions of the public services organized at the local level. It analyzes the main organi-
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zational mechanisms of mixed local public service market by which the content of public
service provision system is formed.

The concept of a public service is very widely used in management, economy and other
disciplines, usually without going into the very essence of the concept of public service.
The concept of public services is difficult primarily because it is inseparable from other
structural elements and concepts of the public administration: public goods, public value
and a public interest. Services such as activities and recognition as the “public” are deter-
mined by the objective which the activity is directed to, not the content of the activities,
and the extent to which the nature of its content in a given country is considered a satis-
faction of an asset of substantial public interest. The need of public service organization
of local self-government level is determined by a two-factor group. The first one relates to
modelling principles of local self-government as a social institution, the benefits of decen-
tralization and state levels of government decisions which autonomous and assigned func-
tions are needed for municipality to carry out and the second is concerned with the same
municipal service to the community and the interests of local government performance
and accountability.

The key question in the organization of public services in the municipalities is provid-
ing the organization’s choice, i.e. trust service delivery for municipal enterprises, or ensur-
ing the provision of service maintenance, fully or partially transfer the provision to other
legal entities. Such combination of traditional forms of provision and alternative methods
forms a hybrid structure of the market for public services. The most important challenge
for the organization of public services is to reach the public, the private and voluntary
sector organizations in the synergistic interaction with the help of different institutional
arrangements. In the context of New Governance model dissemination a strong focus is
based on the concept of implementation of ideas (i) changing competitive relations to co-
operation ties and (ii) co-production which means an active participation of consumers in
providing service promotion. While the content of the co-production is not interpreted in
the same way, the essential feature is that the service is no longer understood as only one-
sided provider is given to the beneficiary. The user himself is seen as an important service,
and in a broader perspective, — the public value creator.

In the second part the theoretical analysis of the circumstances of a public service pro-
vision and practical problems in Lithuanian local municipalities is performed. This part
provides an overview of municipal responsibility and competence in the field of public
service, analyzes the dissemination of mixed public service market items and identifies
latent effective public service organization assumptions. The obtained theoretical insights
are incorporated in the formulation and a detailed justification of empirical research strat-
gy

The market of mixed public services is not well developed in Lithuania. Public ser-
vice systems are characterized by inertia, making it impossible to focus on a new hybrid
forms of public service searches, when elementary partnership practices that are globally
considered as the examples of good practice, — they have just begun to be used. Public
and private partnership model based on contracting elements in Lithuania are introduced
sluggishly and slowly. The non-governmental organizations are weak and insufficiently
involved into the provision of public services. Lithuanian inter-municipal cooperation is
manifested mainly to exchange information on good practice consulting, there is a lack
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of examples of intense interactions related to municipal public service delivery. In order
to solve the problems of public services Lithuanian municipalities are required to have
comprehensive instruments, including social and economic policy changes. It is appropri-
ate to encourage the constructive interaction among all the subjects able to participate
in public service provision and contribute with their resources and the market of public
services should be gradually oriented towards long-term cooperation and high indices of
a social responsibility despite the current unfavourable situation. To achieve these objec-
tives, it is appropriate to follow the process orientation ideas. Assessing from the position of
logics of process-oriented activities theoretically, the essential methodological and practi-
cal mistake to align the multiple political public service objectives is one of the technical
justifications of the decision-efliciency and productivity measurements. Developing hy-
brid public service market focus on processes is necessary at least because of the fact that
the main application of knowledge and innovation implementation barriers are related to
people, their motivation, the provisions of a view and openness to innovation. Therefore,
no matter how large the benefits of organizing public services are given by an analysis of
economic factors, not least important is to investigate services of persons involved in the
conduct underlying motives and values and to implement strategies aimed at a construc-
tive interaction between the interested ones.

The fundamental public service research methodological problem is the selection of
assessment tools for the evaluation of a public service quality. It is agreed that the quality
of public services is a complex, diffuse and abstract concept but there is a disagreement
on what quality dimensions should be designated as the assessment basis. The analysis
complaints of a public service consumer is not focused on development of a theoretical
concept of service quality, as the study is not aimed to discover the criteria by which qual-
ity attributes are converted into measurable parameters. This study is focused not on the
quality of service assessment, but on the searches of the determinants of dissatisfaction
with the services. A well-functioning public service market must have a certain degree of
accountability to the public. The appeal of consumers of public services is one of the ways
to express the power and control of citizens’ participation in private and public sectors. In-
formation provided by citizens’ complaints about the potential benefits of the organization
of public services in municipalities is undeniable. The analysis of complaints is important
at least because it allows assessing the attitudes of people who directly face with meaning-
ful negative public service organization consequences.

The analysis of complaints is the phase of an empirical public service research of the
investigation directed to the consumers. The second phase of the empirical study focuses
on the organization. Opinions and attitudes of the municipal officials were surveyed dur-
ing interviews. They are informants who are well acquainted with practical public service
organization aspects in their professional activities. The study was conducted in munici-
palities of Vilnius city, Jonava district and Varéna district.

The nature of hermeneutical analysis allows the integration of data obtained by differ-
ent methods and evaluates those theoretically defined functional elements of the system
of a public service in the background. The results and conclusions obtained by logically
integrating the theoretical knowledge about the phenomenon under investigation, treat-
ment and interpretation of empirical data revealing are provided as follows:

o consumer needs, expectations and evaluations;
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o public service organization system and process characteristics;

« specific characteristics of the applicable public service delivery mechanisms and
their role in the structure of a mixed public service market and influence for
functionality of the public service system performance;

o context — public service provision and performance-affecting conditions of the en-
vironment.

The third section presents results of the document analysis as well as an interview of
the structural unit poll heads carried out in three Lithuanian local municipalities. The
insights for the formation of functional public service system in Lithuanian local self-
government are supported consequently.

Document analysis revealed four diagnostic areas:

e types of services;

e perceived quality attributes and reasons for dissatisfaction;

e emotions and interaction;

e environment and trends of development of satisfaction control processes.

These areas are highlighted on the basis of the literature review as a guide, enabling to
validate the data relevant on searching for answers of the research questions through the
hermeneutical analysis.

Based on the assessment of the content of public service users’ requests and complaints
it can be said that in general terms, considering public services as the result of distribu-
tion of public goods and paternalistic state authority functions, three groups of the factors
leading to customer satisfaction can be distinguished. Consumer expectations, which de-
fine a guidance that is functional and responding to the needs of public service framework
include not only the ambition of a personal benefit, but the benefits to society, for a well-
being of its members. Of course, not in all public services, due to their nature, consumers
as a citizen orientation are strong, and the competition to get the necessary services causes
the existence of some of the lack of social understanding and anti-citizen trends. However,
not only the content determining benefits for the consumers, but also a local performance
measures and compliance with the directions that are set or consumer perceived good
governance standards, defined over legitimacy, fairness, equality and efficient use of public
funds are important determinants of satisfaction.

In assessing the positions of the municipal institutions, an effective complaint manage-
ment system is appropriate to describe over:

« applying directly to the authorities expressing dissatisfaction scale;

o determining the content of the complaints of provided feedback quality of consu-

mers;

 atone of institutions’ response to complaints.

Propensity of consumers to go directly to the local authorities partly reflects confi-
dence in them. In assessing the complaints received information enables local authorities
to tackle consumer problems and to control dissatisfaction, and the nature of the response
authorities to consumers expectations expressed by complaints influence the essential de-
terminants of user satisfaction with public services.

Summing up the results of staff research lead to the following important insights:

o obvious tension between local authorities and central government level institu-

tions;
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poor dissemination of the theoretical principles of public service organization on
a practical level;

although there are exceptions, the vast majority of officials surveyed has clearly
expressed orientation to the interests of the user, which partially causes sceptical
approach to the development of cross-sectoral partnership;

unconstructive interaction of local government institutions and non-government
organizations;

the lack of cross-sectoral partnership experience and opportunities for the district
municipalities;

user needs responding public service organization and closer intermunicipal coo-
peration are potentially hindered by the aspect of municipalities politicization;
there is a practical need for improvements in public service evaluation processes;
employees equate administrative and public services.

Finally the concept outline for public service system improvement formed on the basis
of theoretical and empirical research is provided.

1.

The elements of the systematic strategy of ensuring public service customer satis-
faction listed and modelled.

Logical scheme of the connections between public service evaluation and organi-
zation processes compounded.

Guidelines for improving public service systems in Lithuanian municipalities for-
med.

Registration of public service consumer appeals and evaluation model constructed
and proposed.

Level of N e Dee
the Infrastructure Services L,o_rnple,te]y - |'p- .
features of development and or partially personahization
:aseurvice su or?t services financed by a fee services, changing
e PP for the use of them the same recipient
Quality- .
dimensional Technical quality Functional
level (process) quality
Empathy,
Problem . i
Place Provider bEha‘. e
level responsibility,
impact, etc,
E The frequency of Possible Significance of
A% the diﬂ'erenl user dynamic effects qualily e!'lil'_e and
A requirements social justice
L .
; <
T Active Innovative
- management
é) mﬂﬂageme:nt (fire data recovery (stmglcgic
N prolccl]on) planning)

247



The proposed registration and evaluation model of public service users appeals.

The proposed registration and evaluation model of public service consumers’” appeals

is geared to ensuring the quality of feedback. The application of this model in local self-
government institutions could facilitate the evaluation of public service users’ experience,
perceived quality of public services and the reasons for dissatisfaction at the micro level.

1.

Public service consumers access to the municipal authorities through different channels
expanding, and referral procedures simplifying. The appeals of all users are registered
in the computerized systems of document administration including informal or anony-
mous e-mails and complaints provided through e-government tools as well as appeals
forwarded by other institutions to examine under competence. At the registration of
requests and complaints phase electronic media peculiar includes three levels of markers
that allow grouping complaints into categories according to the predetermined basis.
Marking the types of service features distinguishes functionally different services the
quality of which consumers value on partly different criteria. The indicative categories
of this level could be: infrastructure development and support services (characterized
by budgetary funding); services wholly or partly financed by a fee for the use (e.g. for
municipal waste disposal, heat and water supply, public transport); deep personali-
zation services, changing the same recipient (social, educational, cultural and other
“soft” type of public services). While some of the deep personalization services are
also partially funded by users, though the main decisive factor of dissatisfaction with
the assessment of these services is not the price but separability properties leading
to insufficient demand. Furthermore, the purpose of these services requires a deep
reflection in assessing the functional (process) quality dimensions. Meanwhile, a con-
sumer satisfaction with the two other categories of services is determined more by
technical (outcome) dimensions of quality matching expectations, while an important
factor in the formation of perceived quality is the comparison of the benefit and costs
for the service directly (not through the tax system).

However, the analysis of the documents showed that the impact on the satisfaction
of any kind of services can have both the technical quality of determining systemic
weaknesses as well as limitations of interaction and other factors attributable to the
functional quality dimension. Grouping complaints at the dimensional quality level
allow determining the root cause of discontent of a particular service, identifying each
service attributes and elements which should be improved.

The dimensions of the problem are oriented towards a deeper analysis of the causes of
dissatisfaction with public services and predictions of the means solving public service
delivery issues. At this stage the nature and number of “markers” could be fleshed out
according to the need of each municipal public service system market structure. Referen-
ce categories of grouping may be the location (e.g. infrastructure, specific public transport
routes and so on), the provider (concrete organization delivering the service) and various
other shortcomings and problems addressed with consumer clear “cues” (lack of empathy,
concrete staff behaviour, inattention, complexity of the service procedure, the failure to
provide equality of consumers, providers lack of accountability and so on).

Under the development of such a system local government officials and politicians
who value public services and organize the delivery could see a broad and compre-
hensive “web” of the actual problems. Data analysis allows (i) to initiate prompt so-
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lutions for specific problems as well as ensure supplier performance monitoring and
(ii) impose public service system to improve the strategic direction with regard to
the interests of the majority of consumers (taking into account unfounded individual
consumer expectations), importance to the quality of citizens’ life and social justice,
possible dynamic consequences of decisions and public policy rate changes.

Conclusions

Organizational mechanisms of public service delivery evolve with the cultural, social
and political changes. Essential characteristics of a current stage of public service orga-
nization can be identified through the increasing number of organizations providing
services with mixed features and a development of their activities as well as the change
from a competitive relationship to co-operative relations in mixed public service mar-
kets which is associated with the dispersion of New Governance model. In order to
gain public service provision goals which are expressed through the concept of quality
that is the fundamental one but difficult to conceptualize, the task of the state is to
make better use of potential benefits of cross-sectoral partnerships.

The decisions organizing the provision of public services in a mixed market should in-
clude not only the question of which sector and to what extent various types of public
services should be provided, but also to be directed to regulation of interactions betwe-
en (i) providers of services (ii) organizers of services and (iii) consumers of services,
whereas the difference in interaction leads to different results of a service provision and
the degree of achievement. Cooperation processes are complex and require adequate
managerial methods, covering the most important issues of mission, accountability,
regulation of competition and evaluation of results. The variety of organizations that
can provide public services and their possible interactions enables formation of public
service market structures most appropriate to the particular municipalities, depen-
ding on specific location and market conditions, specific characteristics and demands,
changes in consumer preferences and properties.

Noninstitutionalized co-production cannot be considered as a separate or unique me-
chanism of public service organization but it is a phenomenon which complements
other forms of public service delivery, creating value and improving public services
through the prism of essential modern public governance ideas - democratization,
citizenship and orientation to the processes. The participation of citizens can become
if not a source of innovative ideas, but at least one of the major factors helping to eli-
minate the obstacles to implementation of innovations. Citizens should be encouraged
to express their opinion, attitude and frustration produced by public services and their
appeals to be considered as the initial phase of a co-production.

The concept of public services is problematic at the national level. Legally established
definitions of public services are abstract and not relying on a distinctive character of
public services. The concept of public services organized by local government is not
defined and some services are not classified as public legally, despite their conceptual
content compliance. This is an essential interference to a clear classification of limiting
the possibilities of public services to separate public service activities for public needs
in territorial communities from the spectrum of all municipal functions performed. It
may be claimed that public services are considered to be (i) services characterized by
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pure public good characteristics and (ii) services, with the decision of persons respon-
sible for public policy formation and implementation, assigned to necessary services
for ensuring public interest, and the need of their provision organization is determined
by the duty of citizen-orientated state to allocate resources for the benefit of society,
provided by (i) state (including local government institutions and legal entities owned
by municipalities) or (ii) private entities under the control of governmental bodies.

5. Structural changes in public administration conditioned by the scroll of public admi-
nistration models, primarily comes with the re-planning distribution of powers and
responsibilities and also with variations in the structure of values, to be considered as
ideological imperatives for activity. Content of New Public Management called govern-
ment entities focus solely on the results achieved through the establishment of the quan-
titative performance indicators. In New Governance model process orientation becomes
an essential condition for the construction of public service system responsive to con-
sumer needs. However, confrontation of the processes and results orientation, as well
as decoupling New Governance highlighted democratic - social values and managerial
techniques hinders the dissemination of practical principles of the New Governance
itself. The emphasis on the importance of the processes requires applying organization
methods and management techniques based on the origin and fundamental characte-
ristics and objectives of public services but it does not exclude the need for management
activities aimed at the general sense of the results. Content of process orientation is
directed to the improvement of public service organization and delivery mechanisms
through the development of interaction processes between participants and interested
ones. These processes must be rooted, organized, promoted and managed consistent-
ly. Therefore, in order to achieve the process orientation in Lithuanian municipalities
managerial methods and managerial notion is a crucial factor in the creation of public
value as well as fair and responsive to the needs allocation of public goods.

6. Mutual understanding among municipal political leaders and public policy analysts
and researchers is necessary in order to establish public service systems that are res-
ponsive to the needs of consumers and focus on the positive changes in the long run.
It shall be understood that public service research must be directed not at the ideolo-
gical support for the applicable models, activity rate and introduced innovations but
to the consistent and methodologically grounded criticism and the insertion of new
approaches based on multiple studies, to ensure closer integration of the universal
norms formulated in the process of scientific knowledge and practical experience in
management.

7. A mixed public service market is developed weakly in Lithuanian municipalities:
budgetary funding of public service provision through companies and institutions
established by municipalities prevails; contracting of public services is based on the
traditional short-term contracts mostly; institutional PPP practice is rare; expression
of the elements of the welfare society in the common welfare system is negligible. The
low impact on non-governmental organizations in the provision of public services is
determined by the weakness of civil society (insufficient number of NGOs and their
lack of competence) and sceptical attitude of municipal officials towards the faculty
of NGOs as partners in the provision of public services. It should be noted that ideo-
logically rarely questioned inclusion of third sector organizations leads to distrust of
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10.

11.

12.

local government officials on NGOs significantly, whereas in order to get funding to
run their businesses third sector organizations often operate using such methods that
undermine faith in the traditional mission of civil society organizations.

A poor dispersion of theoretical public service organization principles and practices
of local governments’ inability to manage selected contracting patterns are observed
at the practical level. Therefore, expansion of mixed public service market should be
carried out in parallel with the strengthening of human resources in Lithuanian muni-
cipalities. Municipal staff with high administrative and managerial skills is necessary.
Such personnel must be able to take the good experience of other countries, to engage
the private stock companies and citizens, to promote the corporate social responsibi-
lity of businesses, to assess public services, to manage projects and control providers
in such a way that the development of a mixed market of public services would not
violate the interests of consumers and would lead to confidence on the local authorities
among community members.

A service disparity in terms of territory is one of the influencing factors of dissatis-
faction with public services. Inter-municipal cooperation allows uniforming the co-
ordination of the service provision on relatively large region and contributes on ensu-
ring uniformity in the aspect of quality of services provided in differently developed
regions and rural areas. A complement of a mixed local public service market with
municipal public-public partnership mechanisms can become a protector for negative
consequences caused by the decisions that have not been confirmed yet. However, the
municipalities are rarely inclined to cooperate more than at informational level. This
can be hampered by the high degree of politicization of the municipalities.
Institutional relations between Lithuanian municipalities and central government ins-
titutions are characterized by tension. Not ensuring greater financial autonomy of mu-
nicipalities and refusing to grant broader discretion in planning of public services is
not framed solely in a medium based on the grounds of not realizing the importance of
the objectives of local self-government development and the promotion of democrati-
zation processes. To gain (or win) greater autonomy municipalities must demonstrate
their capacity for distributing public goods in socially equitable manner and ensuring
the functionality of local communities. To achieve that these municipalities should act in
two directions: (i) to form the system of public services responding to the needs of popu-
lation and (ii) to promote consultation with the communities and the participation of ci-
tizens in public affairs in various ways. It is necessary to change the political culture that
is currently unfavourable for anchoring the value-system element of self-government
mechanism, and to increase the confidence of local communities and local authorities.
The results of organization and provision of public services must not be treated with
short-term objectives and cost savings, as public services have a dynamic nature and
are coherent with many other processes of the development of society and the state.
In order to deal with multiple public service objective compatibility issues, the argu-
mentation of reasoning the decision-choice of organization methods and partnership
forms based on the data of the dominant technical efficiency and productivity measu-
rements are to be regarded as a fundamental methodological inaccuracy and practical
risk factor as well.

Propensity to rely on traditionally well-established lines of research (without evalua-
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ting the attitudes and values of cultural norms, management of interaction processes,
causes of consumer dissatisfaction and other contextual factors inscrutable with qu-
antitative indicators) in decision-making is a determinant that limits the spread of
application of innovative public service management and blasts the number of short-
sighted public service innovations. This tendency can be caused not only by the lack
of municipal financial resources and organizational capacity but also by the field of
political rivalry which is strongly expressed at local self-government level.

13. A common quality and satisfaction with public services perceived by consumers is signi-
ficantly determined by the response quality of local authorities to concerns expressed by
consumers, information and consultation procedures and the simplicity of the procedu-
res at interaction with the plane of consumers. However, the research also showed the
negative characteristics of some citizens limiting the satisfaction guarantee, the discre-
pancy of interests and requirements, and the need to eliminate unjustified expectations
of citizens in the practical level of expectation management and service activities.

14. A practical need to improve public service evaluation processes in Lithuanian mu-
nicipalities exists. Evaluation of public services should be carried out in a broader
context and go beyond the typical consumer-perceived quality indicators. Subjectively
perceived quality of services may not reflect the real state of the public service system,
and public dissatisfaction and changes in confidence with government authorities is
conditioned not only by the content of the services but also by the attitudes and expe-
riences of service recipients as citizens in service delivery processes. The evaluation
of public services should be multi-layered comprising analysis of perceived quality,
objective assessments of public service delivery processes, and the measurements of
effectiveness and efficiency of service delivery and administration system.

15. An addition of public service evaluation procedures with detailed examination of ci-
tizens' appeals is potentially useful for the aspects of public service planning, control
of providers, regulation of interaction between subjects involved in informal public
service provision and in activation of consumers of public services. The installation of
complaint management processes in municipalities should be encouraged because of
the authenticity, depth and regular character of information provided in complaints
and requests which allow not only to solve individual problems, understand determi-
nants of customer dissatisfactions at individual consumption level, but also to predict
the possible future challenges in a public service organization. In order a complaint
management systems not to become a merely declaratory tool of local authorities to
demonstrate concern on citizens, but actually improve development of public services
and strategic planning of a public service practice, it is necessary to improve the pro-
cedures of the analysis of appeal.

16. The demand for some public services in the municipalities is different because of de-
mographic reasons. The potentiality of mixed public service market creation is diffe-
rent as well. Therefore, although the preparation and development of methodological
recommendations on a public service planning, organization and methods of finan-
cing, partnership management and promotion of citizens’ participation are appropria-
te, the construction of a public service system that is functional and responding to
the needs should be based on specialized managerial techniques and organizational
mechanisms transformed in accordance to the specific context in each municipality.
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Disertacijoje analizuojamos vietos savivaldos institucijy organizuojamy vieSyjy paslaugy sistemos
tobulinimo perspektyvos. Globaliy viesojo valdymo struktiiriniy pokyciy kontekste, organizuojant
vieSyjy paslaugy teikimg savivaldos lygmenyje susiduriama su daugiariopais sunkumais. Misrios rin-
kos pagrindais formuojamy vieSyjy paslaugy sistemy funkcionalumo sglyga tampa inovaciniy spren-
dimy dinamiskumas, reikalaujantis naujy teoriniy Ziniy ir praktiky integravimo. VieSyjy paslaugy
organizavimo, kaip tyrimo objekto, pobidis ir koherentiskumas su daugeliu kity visuomenés bei vals-
tybés raidos procesy lemia vieSyjy paslaugy vadybos specifiskumg, o jvairiai interpretuojamy paslau-
gy kokybe ir organizavimo veiksmingumq apibréZianciy daugikliy vertinimo gebos stoka reikalauja
tobulinti tyrimy metodologijg. Tai vienas is nedaugelio tyrimy, kuriame vartotojy suvoktoji viesyjy
paslaugy kokybé vertinama dokumenty analizés metodu, orientuojantis ne j techninius rodiklius, o
i subjektyvy (individualaus vartojimo) lygmenj, vartotojy nepasitenkinimg lemianciy paslaugy atri-
buty paieskas. Darbe taip pat atlikta savivaldybiy administracijy struktiriniy padaliniy vadovy ap-
klausa. Empirinio tyrimo rezultatus interpretuojant teoriniy vieSyjy paslaugy teikimo organizavimo
ir specifiniy Lietuvos vietos savivaldos sqlygy kontekste, suformuojamos ir pagrindzZiamos jzvalgos
funkcionalios vieSyjy paslaugy sistemos formavimui.

The dissertation analyzes the perspective of development of the system of public services organized by
local government institutions. In the context of global structural changes in public administration the
organization of provision of public services at the municipal level encounter multiple challenges. The
functionality of public services‘ systems formed with the basis of mixed market is provided by the dy-
namism of innovative solutions requiring integration of new knowledge and practices. A nature and
coherence of the organization of public services as a research object with many other societies* and
national development processes determines the specificity of the public service management while
the lack of valuations resolution of multipliers defining the quality and efficiency of organization
of services, interpreted in different ways, requires improvement of the research methodology. This
is one of the few studies in which quality of public services perceived by consumers is valued by the
method of documents analysis, focusing not on technical indicators but on the subjective (individual
consumption) level, on research of service attributes which determine the consumers dissatisfaction.
This research also carries out the survey of heads of municipal administrations structural subdivi-
sions. By interpreting the results of empirical research in the context of organization of theoretical
public services and specific conditions of Lithuanian local governments the insights for functional
public services system formation are formed and supported.
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