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Abstract- Civil service is a state-funded service in a field of public administration, aimed at contributing to a public good. In 
addition to stable wages, the main motivation factors that determine a decision to work in a civil service are a desire to 
contribute to public policy formulation and commitment to public interest. 
Work in civil service and private sector is fundamentally different in terms of internal motivation of a person: to serve the 
people - in the first case, and a pursuit of private interests in the second case. 
Due to bureaucracy, workloads and other aspects, a majority of Central Agencies in Kazakhstan are least think about correct 
and meaningful formulation, as well as quality implementation of their key strategy and mission. 

One of the main evidence of this is Kazakhstani Government resignation on February 21, 2019,and after four days approval 
of new Cabinet of ministers. 
From a theoretical perspective, content analysis and case studies, the paper aims to contribute in responding to different calls 
for research and to explore the role of value and strategy to improvement of state apparatus effectiveness. 
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I. INTRODUCTION 

 
The public value approach is gaining status as a 

dominant theory behind the next wave of public 

management reform. 

The “Value creation” paradigm shift puts 

governments all around the world in dace of a huge 

pressure to do “more with less” (OECD, 2005). 

Responding effectively to these challenges will mean 

that governments need to deliver change in the way 

they are doing business (OECD, 2005). 

There is no single definition of citizen centric 
government. In order to deal with this concept, the 

study will expose the common points and elements 

used by scholars to define it. Accordingly to Gilbert 

et al. (2004) it is an outside-in-approach to the service 

user that allow an organization to understand how 

citizens define and experience services from their 

own point of view, how this varies between different 

types of people, and thus, where action can be taken 

to improve delivery in order to be more  citizens 

oriented. It is about government seeing from the 

citizen viewpoint, cutting across silos and forcing 
governments to think beyond their own priorities or 

policy agenda. 

Many scholars agree that the goal of all sectors 

(public or private) is to increase the value created by 

their contribution. As a Moore (1995, p:28) states, 

"The aim of managerial work in public sector is to 

create Public Value, just as aim of private sector 

management is a creation of public value". 

Just as conventional views of strategy development in 

the corporate world begin with the goal of enhancing 

shareholder wealth, so the creation of public value in 

the public sector begins with defining and 

understanding the mission of the department (Moore, 

1995; Mintzberg et al., 1998). 

Furthermore, Moore (1995) argues that the creation 

of public value is the ultimate goal of public sector 

programs and activities – the value proposition that 
should guide public organization. 

Literature provides some answers as to what is that 

citizens’ value, and how citizen value can be 

conceptualized. These answers are bound to the basic 

axioms regarding how the human mind works and in 

what type of behaviors citizens engage in. 

In particular, two competing assumptions of citizens’ 

behavior seem to underlie the research on value. On 

one hand, research on the public value is to build 

largely on the notion that individual decision-making 

is goals driven process during which citizens act as 
customers, find, evaluate, and choose among 

alternatives (Russo and Carlson, 2002). On the other 

hand, critics have discarded this rationality on 

individual decision-making. 

A corresponding change in research focus would then 

require a shift from “producing a perfect service 

offering” to study “how citizens experience government 

services offering” and what the government agencies 

can do to improve that experience. 

The “value dilemmas” is further requires cultural 

shift in governments from efficiency orientation to a 

citizen orientation. 
Scholars (Denhardt and Denhardt, 2000; Moore, 1995) 

and practitioners (Cowling, 2006) recognize that 

measuring public value is proved to be very challenging 

from both the practical perspective due to the public 

value concept itself and its relative limited use in 

government practice and academic perspective due to 

limited number of references in the field. 
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Maximizing value for citizens is increasingly 

attracting attention among public administration 
scholars. Public value is a term used to depict the 

position of an offering against alternative offerings, 

where the citizen is proposed to select the offering 

with the highest value. The increasing importance of 

value is evident in the way that creation of value is 

pinpointed as the ultimate goal for firms and 

government organizations.   

Governments are also facing a growth in citizens’ 

expectations. Citizens tend to expect increasingly 

better and faster service from the public sector, even 

as governments struggle to maintain basic levels of 

service (Verdegem and Verleye, 2009; King et al. 
1998). Governments need to improve their service 

capabilities. 

 

II. SHIFTING LOCUS OF VALUE CREATION: 

CHANGING THE WAY MANAGING 

GOVERNMENT 

 

Changes of traditional management procedures 

inevitably entail qualitative and quantitative 

transformations. This is a reboot process. Results 

should be measured not by quantitative, but mostly 
by quality characteristics. For example, a level of 

social well-being, life comfort of ordinary people. 

To describe a portrait of an “ideal civil servant”, the 

Common Competences Framework was developed by 

the Agency for Civil Service Affairs and Anti-

Corruption jointly with a DMI consulting 

company.According to the Plan of the Nation “100 

specific steps” the following civil service values and 

competencies were proposed (Table 1). 

 

Public values Competencies 

Efficiency 

 

 

Activity management; 

Cooperation; 

Decision making; 
Responsiveness; 

Self-development 

Serving  

the People 

Orientation 

on public services consumer;  

Informing public services 

consumers 

Transparency 

and 

accountability 

 

Integrity 

 

Personal 

competencies 

 

Responsibility  

Initiative  

Stress resistance 
Table 1. A draft of Common Competences Framework for 

Kazakhstani civil service 

 

In pilot mode, the Common Competencies 

Framework was adopted by using IT system during 

civil servants attestation in 2017. Each employee 

received a certificate with results about what kind of 

competencies requires development. Such a 

comprehensive assessment of a personality allows not 

only enhancing training programs, but also building 
career prospects. 

Based on pilot approbation the list of competencies was 

revised and nowadays consistsof 13 competencies, such 

as: Stress resistance, Cooperation and interaction, 

Strategic thinking, Activity management, Efficiency, 

Integrity, Customer service orientation and provide 

information, Initiative, Decision making, Self-

development, Leadership, Responsibility,  Change 

management (Appendix 9 to Decree of the Agency for 

Civil Service Affairs and Anti-Corruption of the Republic 

of Kazakhstan No. 40, February 21, 2017 with 

amendments by Decree No. 289, December 27, 2018). 
Besides pilot testing, in order to provide validity of 

Common Competencies Framework a comparative 

analysis based on the best international experience 

was conducted. The key results of this work are 

systemized in Table 2. 

 

Country List of competencies 

United 

Kingdom 

• Ability to see the big picture 

• Changes and improvements 

• Effective decision making 

• Leadership and communication 

• Interaction and partnership 

• Achievement oflong-term 
• economic results 

• Ensuringvalueformoney 

• Public Services Quality 

Management 

• Timely execution 

  

Canada • Values and Ethics: Honesty and 

Respect 

• Strategic thinking: analysis and 

new ideas 

• Mobilization of people, 

organizations, partners 

• Management Excellence: Human 
Resource Management, Financial 

Management 

 

 

South 

Korea 

 

• Communications 

• Customer focus 

• Vision 

• Coordination and integration 

• Achievement of results 

• Professionalism 

• Innovation 

• Cognitive ability and 

understanding 
• Strategic thinking 

 

Estonia 

 

• Knowledge of the law 

• Self-organization 

• Political Decision Making 

• Strategic leadership 

• Communications 
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• Process management 

• Cooperation 

• HR Administration 
• Resource management 

• Networking 

 

Denmark 

 

• Refine your management space 

• Take responsibility for ensuring 

that political goals are achieved 

throughout the organization 

• Create an organization that is 

flexible and able to influence the 

world 

• Create an organization that acts 

as part of an integrated public 

sector 
• Require the organization to focus 

on performance and efficiency 

• Have a vision and ability to work 

strategically to improve 

performance tasks assigned to the 

organization 

• Use your rights and 

responsibilities to guide 

• Show your personal and 

professional integrity 

• Protect public sector legitimacy 
and democratic values 

 

Netherlands 

 

• System management 

• Problem solving 

• Interpersonal relationships 

• Operational efficiency 

• Influence the people 

• Personal skills 

• Management taking into account 

the environment 

 

Austria 

 

• Interdisciplinary civil service 

issues; public service management 
• Techniques for achieving 

effective arrangements 

• Managerial techniques (for 

example, project management) 

• Process management 

• Ability to resolve conflicts 

• Ability to motivate 

• Ability to take responsibility and 

evaluate yourself 

• Personality Ethics 

• Ability to take risks 

 

Germany 
 

• Ability to understand and 
implement 

• Ability to think and make proved  

judgments 

• Ability to make decisions 

• Ability to do conceptual work 

• Ability to cope with stress 

• Ability to speak and write 

publicly 

• Organization skills 

 

USA 
 

1) Drive the change: 
• Creativity and innovation 

• Internal awareness 

• Flexibility 

• Adaptability 

• Strategic thinking 

• Vision 

2) People management:  

• Conflict resolution 

• Effective use of diversity  

• Team building 

3) Result Orientation: 

• Responsibility 
• Public services customer 

orientation  

• Decisiveness 

• Entrepreneurial potential 

• Problem solving 

• Technical capabilities 

4) Business qualities 

• Financial management 

• Human Resource Management 

• Technology Management 

5) Coalition building: 
• Establishing partnerships 

• Political experience 

• Impact / Negotiation 

Table 2. Comparative analysis of civil servants’ competencies 

worldwide 

 

As we can see from the table above, all governments 

are different. The historical, cultural, political, 

economic, social and demographic context within 

which each government operates is different, as is the 

legacy of business processes and technology 

implementation from which it starts. Consequently, 
the citizen centric service delivery model is not a 

“one-size-fits-all” prescription for what a government 

should look like in future.  

 

III. A CASE OF CENTRAL PUBLIC 

AUTHORITIES OF KAZAKHSTAN 

 

According to strategic planning system each central 

agency is ought to have a Strategic plan developed 

for 5 years period. The strategic plan includes 

formulation of mission, as well as objectives of 
particular public authority’s activity. 

However, analysis of 14 state agencies’ strategic 

documents provides an evidence of  

lack of a unified approachon mission 

formulationdespite a methodology approved by the 

Ministry of National Economy (Table 3). 
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Public 

authority 

Mission Duplication 

of functions  

Agency for 

Civil Service 

Affairs and 

Anti-

Corruption 

 

Implementation of a 

unified public policy 

in the area of civil 

service, combating 

corruption and 

control of public 
services delivery 

quality 

 

Yes 

 

Ministry of 

National 

Economy 

 

Formation of a 

coherent and 

efficient national 

economy of the 

Republic of 

Kazakhstan 

 

No 

Ministry of 
Agriculture 

Creating conditions 
for improving the 

competitiveness of 

the agro-industrial 

complex, sustainable 

development of 

water, fish, forestry 

and hunting areas, 

the industry of 

geodesy and 

cartography, land 

management through 

the effective 
formation, 

coordination and 

implementation of 

public policy 

 

Yes 

Ministry of 

Education 

and Science 

Development of 

intellectual potential 

of the nation, 

formation and 

implementation of 

public policy in the 
field of education 

and science in order 

to ensure 

competitiveness and 

sustainable socio-

economic growth 

 

No 

Ministry of 

Health Сare 

Improvement the 

health of citizens of 

Kazakhstan through 

effective formation 

and implementation 
of public policy, 

intersectoral 

coordination and 

state regulation of 

health services 

provision 

No 

 

Ministry of 
Labor and 

Social 

Protection 

 

Contribution to 
improvement a 

quality of population 

life through ensuring 

constitutional 

guarantees and rights 

of citizens in the 

field of labor, 

employment, 

migration and social 

security 

 

No 

Ministry of 
Culture and 

Sports 

Government 
regulation in a field 

of culture, protection 

and use of objects of 

historical and 

cultural heritage, 

languages 

development, state 

symbols, archival 

and documentation 

management, 

electronic document 
management and 

electronic archives, 

physical culture and 

sports, gambling, 

lottery and lottery 

activities, tourist 

activities 

 

Yes 

Ministry of 

Industry and 

Infrastructure 

Development 

Fragment: 

“Formation of public 

policy in the field of 

state support of 
industrial 

innovation, 

development of local 

content in area of 

industrial 

innovation, 

industrial safety,coal 

industry, regulation 

of the production of 

precious metals and 

the circulation of 
precious metals and 

precious stones, 

commodities 

containing precious 

metals, jewelry and 

otherproducts…” 

 

Yes 

Ministry of 

Energy 

Fuel and energy 

complex 

development in 

order to ensure a 

high level 

No 
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competitiveness, 

national and energy 
security, growing 

needs of the 

economy in energy 

carriers, developing 

scientific and 

technological 

potential aimed at 

their effective 

allocation, as well as 

creating conditions 

for preservation, 

restoration and 
improvement of 

environmental 

condition, ensuring a 

transition of the 

Republic of 

Kazakhstan to low-

carbon development 

and a “green 

economy” to meet 

the needs of current 

and future 
generation 

 

Ministry of 

Finance 

Fragment: 

“Guidance and 

coordination in the 

field of budget 

planning, budget 

execution, 

accounting and 

financial reporting, 

budget accounting 

and budget reporting 
on execution of the 

Republican 

budget…” 

 

 

Yes 

Ministry of 

Justice 

Modernization and 

provision of legal 

infrastructure to 

meet the challenges 

of improving the 

competitiveness of 
the country 

 

No 

 

Ministry of 

Foreign 

Affairs 

Provision of 

diplomatic services 

to protect the 

sovereignty, 

security, territorial 

integrity and 

inviolability of the 

borders of the 

Republic of 

Kazakhstan, its 

No 

political, trade, 

economic and other 
interests in relations 

with other states and 

in the international 

arena, as well as 

measures for the 

implementation and 

monitoring of 

investment projects 

 

Ministry of 

Internal 

Affairs 

Protection of life, 

health, rights and 

freedoms of a person 
and a citizen, 

interests of society 

and the state from 

unlawful 

encroachments, 

protection of the 

population, objects 

and territory from 

natural and man-

made emergencies, 

development of the 
country's civil 

defense system 

 

No 

Ministry of 

Defense 

Ensuring a defense 

and military security 

of the Republic of 

Kazakhstan 

No 

Table 3.A synthesis of Kazakhstani central agencies’ mission 

 

The table above provides detailed information about 

variation in mission formation within a state 

apparatus of Kazakhstan. This issue leads to non-

clear public policy making and budget allocation, as 

well as population dissatisfactionwith government 

performance. 

 

IV. CITIZEN-CENTRIC GOVERNMENT:  

A PARADIGM SHIFT IN 

MISSIONFORMULATION 
 

In order to provide comprehensive solutions the next 

table consists of strategic vision and mission 

formulation in developed countries. To ensure 

accuracy of policy recommendationand a common 

approach across civil service, a personnel 

management field chosen as an example.  

 

Country Vision/Mission 

Republic of Korea 

Ministry of  

Personnel 

Management 

Vision: A Nation of the 

People, A Republic of Korea 

of Justice 

Mission: A Government of the 

People 
Strategy: A Transparent and 

Competent Government 
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Goal: Civil Service Trusted by 

the People with a Fair and 

Efficient HR Practice 

 

United States of 

America 

Office of  

Personnel 

Management 

Recruit, Retain and Honor a 

World-Class Workforce to 

Serve the American People 

Hong Kong 

Civil Service 

Bureau 

Vision: To foster a dynamic, 

visionary and knowledge-

based Civil Service, which 

delivers quality service to the 

community through a clean, 

trusted, respectable and 

fulfilled workforce. 

 

Singapore 
Public Service 

Division 

Mission: 
1) We work with the elected 

Government to shape 

Singapore’s future, forge a 

common vision among 

Singaporeans and transform 

the vision into a reality. 

2) We safeguard the 

independence, sovereignty, 

security and prosperity of 

Singapore. 

3) We uphold justice and 
equality, guided by the 

principles of incorruptibility, 

meritocracy and impartiality 
Table 4. Civil Service Personnel Management public 

authorities worldwide 

 

V. CONCLUSION AND FUTURE STUDY 

 

Based on comparative analysis the study provides 

examples of best practices of public authority’s 

mission formulation.  
This findings and critique of recent strategic 

documents of Kazakhstani central agencies will be 

used for further improvement of mission and values 

setting within a frame of strategic planning system. 
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