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The development of evaluation and effective public administration mechanisms are crucial for provid-
ing effective e-government services. The article explores the international expertise in the field of the 
e-service evaluation process. The organization and provision of e-services in government entities, as well 
as the evaluation regarding the organization and functioning of information systems, are carried out by 
the “ASAN service” system in Azerbaijan. The evaluation of the organization and functioning of e-services 
is conducted by considering three determined criteria: the level of digitalization and relevance, the level 
of information openness and accessibility, and the level of convenience of use. The evaluation process of 
e-services allows for improving the level of services and the development of feedback mechanisms; cur-
rently, much attention is attributed to the development of citizen-centered services. 

Keywords: e-service, e-government, e-service evaluation, public services, citizen-centered services. 

I. Introduction

Achievements in the field of transforma-
tion of public administration, the build-
ing of a citizen-centered e-government, 
the provision of e-services, as well as the 
development of effective administrative 
mechanisms with the application of ICT 
in most developed and developing coun-
tries, are highly appreciated. The modern 
economy is characterized by two tenden-
cies comprised in the concept of e-services, 
such as the shift from goods to services and 
the rapid development of the information 
economy and electronic systems (Ostašius 
and Petravičiūtė 2010). The concept of 
e-services refers to the organization of ser-

vices across various fields in electronic for-
mat organized with the application of ICT 
without any loss of time and transparency. 

A growing demand of users for services 
boosts the development of e-services in or-
der to respond more effectively to the users’ 
needs. E-services must be simple and easily 
accessible for a wider audience of users; 
in other words, e-services must be simple 
and comprehensive as much as possible. 
In this regard, the evaluation of electronic 
services is one of the most important issues. 
By experience, usually, common character-
istic problems pertain to such systems, and 
from this point of view, the development of 
projects specific to the field of e-services 
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are of no importance. It can be said that it is 
more reasonable to agree and to cooperate 
in order to find common solutions to be ap-
plied by all interested parties. In this regard, 
the cooperation and the application of a 
common e-services model allow for finding 
more efficient solutions by considering the 
competencies of the parties that provide 
the services (Lindgren and Jansson 2013). 

During the recent periods of the ICT’s 
rapid development, purposeful initiatives 
were being carried out toward developing e-
government platforms and the organization 
of various e-services in different parts of the 
world. An e-government project has already 
been adopted in Azerbaijan; a national 
strategy has been developed and carried 
out within the framework of the Electronic 
Azerbaijan Program, which was started in 
2003 (E-Azerbaijan 2003–2012). The main 
purpose of the project was the provision of 
service quality, timeliness, transparency, 
efficiency, accessibility for citizens based 
on the “one window” principle in the gov-
ernment and other governmental institutions 
with the application of the continuously 
developing ICT. 

Nowadays, e-services are developed 
with the application of new technologies, 
innovation, standards and learning from 
the best practices. The evaluations of e-
services were conducted with the purpose 
of contributing to a more qualitative and 
effective development of e-services and to 
increase the efficiency of the e-government 
platform. A rapid growth of the number of 
new e-services entails their evaluations 
and multilevel measurements. E-service 
evaluation models make it possible to 
measure e-services and their systems in 
different ways and dimensions. This article 
explores an international practice regarding 
the evaluation process of e-services and the 
experience of Azerbaijan. 

II. International practice on the 
evaluation of e-services 

Achievements in the implementation of ini-
tiatives related to e-government have turned 
e-government into a world phenomenon. 
Governments adopt various strategies and 
state programs in order to implement an e-
government development policy. Notwith-
standing all these efforts, the development 
of ICT and new services, the requirements 
posed to the provision of citizen-oriented 
services etc. are accompanied with chal-
lenges and problems at local and regional 
levels. Some of these are the requirements 
posed to e-services that change over time, 
and this necessitates the development of e-
government strategies and models. 

The development of e-government 
models can be divided into 3 arbitrary 
stages: starting from the Gov.1.0 model 
in the world in 1995, the application of 
Gov. 2.0 model during 2005–2010 and the 
application of Gov. 3.0 model since 2015 
(E-Gov. concepts. 2008; Meijer et al. 2012; 
Government 3.0. 2016). 

At present, the Gov 2.0 platform is 
being utilized in order to provide more 
citizen-oriented e-government services. 
Across countries, Web 2.0 technologies 
are used in order to implement and provide 
government- and citizen-oriented services. 
It should be noted regarding the Gov 3.0 
model that it is proposed as a concept with 
an incentive of customizing the services in 
accordance with the desires and needs of 
each citizen; in other words, it is a Web-
based semantic government incentive 
providing smart services. E-government 
models differ from each other in accordance 
with the various characteristics of their 
stages of development (E-Gov. concepts. 
2008; Government 3.0. 2016). 



20

As one of the leading countries – ac-
cording to the government development 
index developed by United Nations (UN) – 
South Korea has adopted an e-govern-
ment 2020 strategy and aims to provide 
citizen-centered e-government services 
with the application of advanced technolo-
gies (E-Government Survey 2014; 2016; 
Government 3.0. 2016). According to the 
experience of South Korea, the Gov 3.0 
concept is a citizen-centered government 
service and its aim is to make human lives 
more comfortable, create new job positions 
with open government data and to promote 
cooperation and communication among 
governmental entities. By making the gov-
ernment more service-oriented, competent 
and transparent, Gov 3.0 is oriented toward 
the improvement of the satisfaction level of 
citizens (Government 3.0. 2016).

Ray and Rao (2005) have proposed a 
method for an accurate evaluation of the 
efficiency level of services provided as a 
result of the implementation of the e-gov-
ernment project. The authors proposed to 
employ the analytical hierarchy approach as 
a tool for evaluating the provided e-services. 

Ostašius and Petravičiūtė (2010) attri-
bute much attention mainly to the modelling 
of e-government services in their study. This 
approach is based on a reference model of 
service-oriented architecture. The model 
is oriented toward stimulating cooperation 
among entities participating in the process 
of the provision of e-services and toward 
the improvement of the efficiency in their 
functioning driven by the development of 
joint services. The proposed model has 
been tested in the e-services of registering 
transport vehicles and can be used for devel-
oping other services in e-government. The 
proposed e-service model makes it possible 
to evaluate the maturity and completeness 

of an e-service system and compare it with 
similar e-services (Ostašius and Petravičiūtė 
2010). 

In their study, Lindgren and Jansson 
(2013) discuss the definitions used for 
studying e-service issues related to the 
employment and development of e-gov-
ernment services within the context of an 
e-government. The conceptual foundations 
of e-services are explored, and e-govern-
ment services are studied in three aspects: 
service, electronic and public (Lindgren 
and Jansson 2013). Zaidi et al. (2013) 
explore various aspects of the provision of 
e-government services, and an approach is 
proposed for evaluating the trustworthiness 
and the efficiency of e-services provided 
from the citizens’ points of view. Existing 
models for evaluating efficiency, such as 
SERVQAUAL, E-S-Qual, D&M and oth-
ers, have been systematically analyzed, 
and a new conceptual model was proposed 
(Zaidi et al. 2013).

Butt (2014) reviews the evaluation of a 
result-oriented e-government by consider-
ing citizen interests. Butt’s study presents 
the evaluation of an e-government website 
as an evaluation of the e-government it-
self. The literature review states that such 
studies are usually conducted in order to 
evaluate the functioning of governmental 
institutions. The evaluation process of an 
e-government is carried out in three stages 
in this research. The first stage discusses 
the indicators for e-government evaluation. 
The second stage considers the collection 
of citizen opinions on each indicator for 
conducting an experiment. The approach 
is experimentally tested in a selected gov-
ernment entity at the third stage. As this 
approach is outcome-oriented, the prepared 
reports, which are based on the study re-
sults, were sent to the interested parties. 
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The results of the study have shown that the 
evaluation conducted in a government in-
stitution allows for analyzing and critically 
evaluating the process at a particular level 
in a governmental institution (Butt 2014). 

Hasan (2015) has carried out a lit-
erature analysis of studies conducted in 
the e-government sphere. The analysis of 
studies conducted in a regional context, 
the perspective of the studies, the method 
of data analysis and the analysis of the 
research approaches were carried out from 
the perspective of research improvement. 
The outcome of this study is important in 
terms of exploring e-government services 
and determining future research directions. 
The results obtained in the study cover 
research works related to e-government 
services, service development, evaluation 
and mutual communication. The mentioned 
studies considered this topic from the points 
of view of advanced and developing coun-
tries; empirical data analysis methods have 
been used (Hasan 2015). 

Taherdoost et al. (2015) summarized 
e-services and comprehensively explored 
their conceptual perspectives. The scien-
tific-theoretical foundations of e-services 
are studied in terms of conducting future 
empirical studies, and the e-service users 
are also divided into categories. 

Asad, Khazaei et al. (2016) investigate 
the conceptual foundations of the impor-
tance of integration of provided services in 
implementing e-government; the scholars 
also conduct a literature analysis. The in-
tegration of e-services, together with the 
respective definitions, problems, analytical 
and conceptual approaches, are explored. As 
a result, a model is proposed that enables 
us to specify the importance of service in-
tegration in implementing an e-government 
(Asad, Khazaei et al. 2016). Malik et al. 

(2016) consider the evaluation of citizen 
satisfaction during the use of e-government 
services. Citizen satisfaction plays a crucial 
and decisive role for the systematic use of 
e-government services and influences the 
rates of failure or success of e-government 
projects. The results obtained in this re-
search allow for an evaluation of the level 
of citizen satisfaction in Pakistan (Malik 
et al. 2016). 

Over time, the development of e-
government models is carried out based 
on proposals and social innovations; this is 
done for e-services to be regularly evalu-
ated by citizens and governments and that 
the provided services can be continuously 
improved. This process results in the gen-
eration of new e-government models. 

Considering the European experience, 
the evaluation of e-services in the UN model 
is carried out based on a 4-stage (emerging, 
enhanced, transactional, connected) devel-
opment model in accordance with the online 
service index (E-Government Survey 2014; 
2016). It is worth mentioning that, although 
e-services are being evaluated based on 
various criteria in international practice, and 
that various local and regional approaches 
are present, a set of unified evaluation cri-
teria does not exist. 

III. Criteria for evaluating  
e-services in Azerbaijan
Purposeful works are being carried out 
aiming at the development of e-services 
in Azerbaijan. Particular requirements 
are posed to the implementation of each 
e-service. These requirements can be clas-
sified as follows: 
1.	 The facilitation of the use of e-services – 

the provision of the name of a provided 
service by relevance, an accurate list 
of documents required for providing 
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the service, the electronic forms of the 
corresponding documents (application 
forms and others) in an e-service section 
of an official internet website and the 
free use of this section by people without 
any obstacles;

2.	 The facilitation of document submis-
sion – the provision of the acceptance 
of scanned copies of applications and 
required documents in the digital form, 
the notification of acceptance to a person 
sending the documents and the review 
of those documents in accordance with 
the procedure and time specified by the 
legislation;

3.	 User informing – the facilitation of 
obtaining information regarding the 
procedure of e-service provision for 
each user and the presentation of results;

4.	 The facilication of integration – building 
communication for mutual information 
exchanges with other governmental 
entities regarding for the purpose of e-
services provision; 

5.	 Security provision – the adoption of 
necessary technical security measures in 
order to make the  operations conducted 
via the e-service section more secure and 
protect personal information; 

6.	 The presence of administrative regula-
tion – information resources must be 
developed by a governmental institution 
that will provide the service, as well 
as the performance and actions, of all 
institutions participating in the service 
delivering. All such actions must be 
described accurately and publicly open; 

7.	 Payments for e-services – the provision 
of payment opportunities in the digital 
format using a real-time regime. 

8.	 The use of an e-signature – the authenti-
cation of e-service users, the submission 
of applications and responses and the 

signing of documents sent in a digital 
format to central executive authorities. 
The organization and provision of e-

services in government entities, as well as 
the procedure of evaluating the organization 
and functioning of information systems, 
are carried out on an annual basis based on 
the principles of lawfulness, objectiveness, 
transparency and professionalism by the 
“ASAN service” (State Agency for Public 
Services). The main purpose of the evalua-
tion is as follows: 
1.	 The organization and provision of 

e-services as well as the study of the 
current situation and conducted works 
regarding the organization and function-
ing of information systems; 

2.	 The determination of information 
sources necessary for organizing and 
providing e-services; 

3.	 Supervision overseeing that the imple-
mentation of information systems is 
carried out in accordance with approved 
projects, technical norms, standards and 
requirements; 

4.	 The provision of a mutual integration of 
information systems across governmen-
tal entities; 

5.	 Supervision overseeing the acceleration 
of the connection process to developed 
infrastructure for the purpose of infor-
mation exchange between governmental 
entities and information systems;

6.	 The investigation of opportunities of 
simplifying the procedure of providing 
state services (with regard to required 
documents and periods);

7.	 The determination of information sys-
tems that are necessary for the imple-
mentation of state services; 

8.	 The acceleration of the process of orga-
nizing e-services; 

9.	 The organization and provision of e-
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services; methodical and operational 
assistance to governmental entities on 
the organization and functioning of 
information systems; 

10.	The provision of transparency in the 
operation of governmental entities; 

11.	The exploration of opportunities for 
providing modern and flexible admin-
istration in this field (State Agency for 
Public Service).
The evaluation of the level of organi-

zation and provision of e-services is carried 
out by the State Agency in accordance with 
3 criteria and sub-criteria aimed at the fol-
lowing directions (State Agency for Public 
Service): 

▫▫ The level of digitalization and rel-
evance; 

▫▫ The level of information openness and 
accessibility;

▫▫ The level of convenience of use. 
The level of digitalization and connect-

edness criterion consists of five sub-criteria 
and is evaluated with 0, 1 and 2 points in 
terms of digitalization, integration of elec-
tronic information resources between other 
governmental entities, the use of digital 
information systems and other aspects. The 
sub-criteria of the indicated criteria are as 
follows: 
1.	 Using digital information systems dur-

ing the organization and provision of e-
services (the acceptance of applications 
in regard to e-services, processing in 
governmental entities and the delivery 
of results); 

2.	 Using internal digital information re-
sources (databases, information-search 
systems, registries and other informa-
tion resources) during the provision of 
e-services; 

3.	 Using digital information resources 
(databases, information-search systems, 

registries and other information resourc-
es) of other governmental institutions 
regarding the provision of e-services;

4.	 The provision of the use of e-signatures 
while providing e-services;

5.	 The presentation of the results of e-
service provision. 
The level of information openness and 

accessibility criterion consists of the follow-
ing four sub-criteria: 
1.	 The presence of an administrative regu-

lation of an e-service;
2.	 The provision of service included in the 

section of state services in an official 
internet website of the governmental 
entity providing the particular service;

3.	 The presentation of comprehensive, 
up-to-date and accurate information 
regarding a service in the “E-registry of 
State Services”;

4.	 An availability of opportunities for ob-
taining comprehensive, up-to-date and 
accurate information in the official web-
site of a governmental entity regarding 
the rules of using a particular e-service. 
The level of convenience of use crite-

rion consists of the following seven sub-
criteria, and evaluation is carried out in 
accordance with corresponding sub-criteria: 
1.	 The opportunity of accepting informa-

tion required for the use of a service in 
the digital format;

2.	 The availability of sample documents 
(application forms and others) in the 
digital format in the respectibe section 
of a website for the state services, and 
the free use of this section for people 
without any obstacles; 

3.	 The notification of acceptance to a per-
son who had submitted the documents 
in the digital format (who had sent the 
request for informative services);
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4.	 The facilitation of opportunities for 
obtaining digital information regarding 
the procedure of e-service provision for 
users; 

5.	 The facilitation of digital payments in a 
real-time regime for the provision of an 
e-service; 

6.	 The possibility of reviewing the docu-
ments submitted in the digital format 
in accordance with the procedure and 
periods determined by the legislation;

7.	 The provision of reviewing complaints 
and suggestions regarding services re-
ceived via the “ASAN appeal” system 
(ASAN service). 
It must be noted that the evaluation of 

e-services is carried out in three stages – the 
submission of requests, the implementation 
of spot reviews of the corresponding gov-
ernment institutions providing he e-services 
and the testing of services using the infor-
mation systems (test use of service). 

Figure 1 presents statistical indicators 
regarding the organization and provision of 
services by “ASAN service” in 2013–2016: 

According to the each specified sub-
criteria and stages, electronic services were 
assessed with 0, 1 and 2 points by experts, 

and the total points on percentages are cor-
respondingly evaluated as follows:

▫▫ 50% and lower – non-satisfactory;
▫▫ 51% to 70% – satisfactory;
▫▫ 71% to 90% – good;
▫▫ 91% 100% – excellent.

E-services provided by the correspond-
ing entities of executive authorities have 
been evaluated in accordance with relevant 
indicators and 79 services have been added 
to the list of excellent services. 

It must be noted that the evaluation was 
carried out in accordance with the rules pre-
pared by the State Agency for Public Service. 
Various institutions, community representa-
tives and experts have been engaged in the 
preparation of the rules. These rules, which 
are annually updated, have been prepared in 
line with recommendations of the European 
Union, UN and international practices. 

As a result of the evaluation of e-services 
provided by the State Agency of Public Ser-
vice, the level of the digitalization of servic-
es, integration and relevance, convenience 
of use have been improved, user informing 
has been organized in a more comprehensive 
way, the best practice of various institutions 
has been shared with other institutions. 

Figure 1. Statistics of services provided by “ASAN service” in 2013–2016.
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Moreover, specific proposals are submitted 
to government institutions, oriented toward 
the improvement of the level of e-services 
that are provided by those institutions (State 
Agency for Public Service). 

According to the results of the report 
by the UN (E-Government Survey 2016) 
on the development of an e-government, 
implemented for the purpose of measuring 
the efficiency of e-government in delivering 
the main economic and social services to 
citizens, Azerbaijan has advanced 12 steps 
in the e-government development index and 
ranks 56th among 193 countries in 2016 in 
comparison with 2014. According to the re-
gional ranking, Azerbaijan occupies the 11th 
place in the Asian region and the 4th place 
among CIS countries after Kazakhstan, 
Russia and Belarus. Azerbaijan has gained 
0.6780 points for its e-participation index 
in 2016 and occupied the 47th place among 
193 countries (E-Government Survey 2016). 
These results reflect that the performance of 
the State Agency for Public Service is highly 
appreciated, and at present, the international 
experience in the sphere of providing citi-
zen-oriented services is closely studied for 
the purpose of improving e-services. 

Conclusion
At present, ICT facilities are broadly used 
in the provision of state services and the 
implementation of public functions. In 
this regard, if it is possible to say so, the 
application of ICT takes the lead in evalu-
ating e-service systems. The evaluation 
of e-services is practically related to the 

application and use of the system. There 
exists a need for a systematic approach for 
analyzing, monitoring and measuring the 
effectiveness of e-government services. 
Therefore, a systematic approach plays 
an important role in the evaluation of the 
efficiency of e-services and, at present, 
much attention is attributed to the study of 
citizen-centered services. 

This article explores the existing inter-
national practices in the field of e-services 
evaluation. The experience of Azerbaijan 
in the sphere of the provision of e-services 
is investigated. The article explores the 
criteria for measuring e-services provided 
by the “ASAN service” as well as the 
proposed approaches to the evaluation of 
the level of organization and the provision 
of e-services in government institutions. 
Following the evaluation of e-services, the 
level of the digitalization of services, the 
level of integration and relevance, as well 
as the convenience of the use of services, 
have been improved; specific proposals 
have been received regarding the level of 
e-services and their improvement. 

The importance of citizens’ opinions in 
the process of the evaluation of e-govern-
ment services cannot be denied, as citizens 
are the main interested party in using e-
services. In this regard, the development of 
feedback mechanisms between citizens and 
state institutions bears great importance, 
and the use of feedback indicators during 
the evaluation of the efficiency of e-services 
has greater potential for facilitating more 
effective decision-making and the develop-
ment of effective solutions. 

REFERENCES

ZAIDI, S.F; MARIR, F; SIVA, S. (2013). As-
sessing e-Government Service & Trust: Government 
to Citizen, The Seventh International Conference on 
Digital Society (ICDS), pp. 28–31.

LINDGREN, I; JANSSON, G. (2013). Electronic 
services in the public sector: A conceptual frame-
work, Government Information Quarterly, (30), 2, 
pp. 163–172.



26

ASAD, A.M; KHAZAEI, B. et al. (2016). Impor-
tance of service integration in e-government imple-
mentations, In: The 7th International Conference 
on Information and Communication Systems, Irbid, 
Kingdom of Jordan, [accessed 12 July 2018]. Access 
through Internet: <http://shura.shu.ac.uk/12632/> 

BUTT, M. (2014). Result-oriented e-government 
evaluation: Citizen’s perspective, Webology, vol. 11, 
No 1, [accessed 10 July 2018]. Access through Internet: 
<http://www.webology.org/2014/v11n2/a124.pdf >

E-Gov concepts. 2008. “Concepts and Features 
of Government 2.0 and 3.0”, The National Informa-
tion Society Agency, [accessed 10 July 2018]. Ac-
cess through Internet: <www.mikekujawski.ca/ftp/
Government2.0and3.0.pdf >

HASAN, M.M. (2015). E-Government Service 
Research Development: A Literature Review, Interna-
tional Journal of E-Services and Mobile Applications, 
7(1), pp. 22–49. 

MALIK, B.H; SHUQIN, C. et al. (2016). Evaluat-
ing Citizen e-Satisfaction from e-Government Ser-
vices: A Case of Pakistan, European Scientific Journal, 
vol.12, no.5, pp. 1857–7881

MEIJER, A.J. et al. (2012). Government 2.0: Key 
Challenges to Its Realization, Electronic Journal of 
e-Government, vol. 10 (1), pp. 59–69. [accessed 10 
July 2018]. Access through Internet: <www.ejeg.com/
issue/download.html?idArticle=244 >

OSTAŠIUS, E; PETRAVIČIŪTĖ, Z. (2010). 
Modeling E-services in Public Sector, Informacijos 
mokslai, pp. 127–143. [accessed 10 July 2018]. Ac-
cess through Internet: <http://www.journals.vu.lt/
informacijos-mokslai/article/download/3179/2301> 

RAY, S.; RAO, V.V. (2005). Evaluating Govern-
ment Service: A customers’ Perspective of e-Gov-
ernment, [accessed 10 July 2018]. Access through 
Internet: <http://citeseerx.ist.psu.edu/viewdoc/dow
nload?doi=10.1.1.115.9592&rep=rep1&type=pdf> 

TAHERDOOST, H; SAHIBUDDIN, Sh; JALALI-
YOON, N. (2015). A Review Paper on e-service; 
Technology Concepts, Procedia Technology, vol. 19, 
pp. 1067–1074

E-Government Survey 2014, United Nations, [ac-
cessed 10 July 2018]. Access through Internet: <https://
publicadministration.un.org/egovkb/en-us/Reports/
UN-E-Government-Survey-2014>

E-Government Survey 2016, United Nations, [ac-
cessed 11 July 2018]. Access through Internet: <https://
publicadministration.un.org/egovkb/en-us/Reports/
UN-E-Government-Survey-2016>

Government 3.0. 2016. Building better governance. 
The Korean case. Ministry of the Interior and Safety, 
[accessed 10 July 2018]. Access through Internet: 
<www.mois.go.kr/eng/> 

State Agency for Public Service, State Agency for 
Public Service and Social Innovations under the Presi-
dent of the Republic of Azerbaijan, [accessed 10 July 
2018]. Access through Internet: <http://vxsida.gov.az/
redirect/index/cat_id/106/MainOrNot/1>

ASAN services, [accessed 11 July 2018]. Access 
through Internet: <http://www.asan.gov.az/en/cat-
egory/asan-xidmetler>

E-Azerbaijan, “National Strategy on Information-
Communication Technologies for the Development of 
the Republic of Azerbaijan (2003-2012)” [accessed 10 
July 2018]. Access through Internet: <http://mincom.
gov.az/activity/e-government/>

ELEKTRONINIŲ PASLAUGŲ VERTINIMO KRITERIJAI: AZERBAIDŽANO PAVYZDYS

Farhad Yusifov, Aynur Gurbanli
S a n t r a u k a
Azerbaidžane nuo 2013 m. e. paslaugų vertinimą kas-
met atlieka Valstybinė viešųjų paslaugų ir socialinių 
inovacijų tarnyba (ASAN). Pagrindinis elektroninių 
paslaugų vertinimo tikslas yra teikti prieinamas ir 
nenutrūkstamas viešąsias paslaugas piliečiams, taip 
pat pagreitinti informacijos išteklių, valstybės insti-
tucijų bei elektroninių paslaugų sistemų integravimą 
tobulinant valdymo sistemas šioje srityje. Valstybinės 
agentūros atlikto vertinimo rezultatas yra konkrečios 
rekomendacijos, atsispindinčios kiekvienos valstybi-

nės įstaigos parengtame sertifikate. Praktika rodo, kad 
paslaugų teikėjai vykdydami veiklą taiko rekomen-
dacijas, o tai lemia teigiamus paslaugų organizavimo 
pokyčius. Tokios veiklos rezultatas – Azerbaidžanas 
pakilo per 12 e. valdžios plėtros indekso pakopų ir 
2016 m., palyginti su 2014 m., užima 56 vietą tarp 
193 šalių.

Pagrindiniai žodžiai: e. paslaugos, e. valdžia, e. pa- 
slaugų vertinimas, viešosios paslaugos, paslaugos 
piliečiams.

Įteikta 2018 m. kovo 14 d.


