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The article considers stakeholder engagement as a practical condition for improving the efficiency of people-
centered digital public service delivery projects. The research is based on the case of Kazakhstan, where
e-government infrastructure has reached a relatively mature stage, and on a selective comparison with practices
from the United Kingdom, Estonia and Singapore. The paper argues that the next stage of digital transformation
should not be limited to increasing the number of online services. A formally digital service may still remain
inconvenient if citizens have to search for fragmented information, submit the same data several times or use
additional offline channels to complete a procedure.

The methodological basis of the study combines document analysis, comparative institutional analysis,
stakeholder mapping and conceptual modelling. A separate literature review covers recent studies on digital
government transformation, co-creation of public services, citizen-centricity, service performance, trust and digital
inclusion. As a result, a stakeholder engagement assessment model is proposed. The model includes seven
dimensions: stakeholder identification and inclusion, user research and co-design, accessibility and multichannel
delivery, feedback and satisfaction, interagency coordination and data interoperability, trust and data protection,
and service efficiency and public value.

The proposed model can be used by public bodies and project teams as a diagnostic, monitoring and post-project
evaluation tool. For Kazakhstan, its value lies in linking digital service efficiency with user experience, reduction
of administrative burden, inclusiveness and public trust.

Keywords: digital public services, stakeholder engagement, people-centered approach, e-government,
Kazakhstan, service efficiency, public administration, digital transformation.
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B cratpe paccmarpuBaeTcsi BOBICUYCHHOCTh CTEHKXOIEPOB KaK MPAKTUIECKOE YCIOBHE MOBBIMICHUS 3(dek-
TUBHOCTH YE€JIOBEKOOPHEHTHPOBAHHBIX MIPOEKTOB OKa3aHUS NU(POBBIX FOCYIapCTBEHHBIX yCIyT. MccnenoBanme
ocHOBaHO Ha omblTe Kaszaxcrana, rae MHPPACTpyKTypa SICKTPOHHOTO INPABHTENHCTBA JOCTHUINIA JOCTATOYHO
3pEeJIOro YPOBHSI, a TAaK)Ke Ha BRIOOPOYHOM CpaBHEHHWH C TMpaKTUKaMu BenukoOpuTanuu, Dctonnu U CUHTamypa.
B crarbe 000CHOBBIBAETCS, UTO CIAEMYIONINH dTan MUPPOBOI TpaHChHOPMAIIUU HE JTOMKEH CBOIUTHCS TOJIBKO K
PaCHIMPEHHUIO KOJMYECTBa YCIIYT, JOCTYIHBIX OHIaiiH. PopMabHO IHU(POBas yciayra MOXKET OCTABaThCSA HEYI00-
HOM, €CJIM TPakJaHWH BBIHY)KJCH UCKATh Pa3pO3HCHHYIO HH(POPMAIIHIO, TOBTOPHO MPEIOCTABIATh OJHH U TE KE
JAHHBIC WK 00paIIaThCst K oduiaiiH-kaHaIaM sl 3aBEPIICHUS TPOIICTYPHI.

MeTomoI0rnYecKy0 OCHOBY HCCIIEIOBAHHS COCTABIAIOT AHAIM3 JIOKYMEHTOB, CPAaBHHTEIBHO-WHCTUTYLIHO-
HaJIBHBIN aHaIN3, KAPTHPOBAHNE CTEHKXOJIEPOB M KOHIENTyalIbHOE MozienpoBanue. OTaenbpHbINH 0030p IuTepa-
TYpbI OXBaThIBAET MUCCIECAOBAHMUS MO NU(PPOBOI TpaHCHOPMAIH TOCYIapCTBEHHOTO YIIPABICHUS, COBMECTHOMY
CO3IaHHUIO TOCYAAPCTBEHHBIX YCIYT, KIMEHTOUEHTPHYHOCTH, OIEHKE CEPBHUCHON 3()(EKTHBHOCTH, IOBEPHUIO H
nu(poBOH HHKITIO3UX. B pesynbrare npezioxkeHa MoeNb OIIEHKH BOBICYEHHOCTH CTEHKXOIAEPOB, BKITIOYAIOIIAs
CEMb HalpaBJICHUH: UACHTU(HUKALNIO 1 WHKJIIO3UBHOE BOBJICUCHNE CTEHKXOJIZIEPOB, MOIb30BATEIBLCKHE NCCIIEN0-
BaHMSA U COBMECTHOE NMPOEKTHPOBAHUE, JOCTYITHOCTh M MHOTOKAHAJIBHOCTh, OOPaTHYIO CBSI3b M YHAOBICTBOPCH-
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HOCTb, ME)KBEJIOMCTBEHHYIO KOOPIMHAIIUIO U HHTCPONCPaOeIbHOCTD TAHHBIX, JOBEPHUE U 3AIUTY JAHHBIX, 2 TAKKE
CEPBUCHYIO 3P PEKTHBHOCTH U OOIECCTBCHHYIO IICHHOCTb.

[IpenoxeHHas MOIENb MOKET HCIIOIB30BAaThCA TOCYJAPCTBEHHBIMU OpraHaMHU M TPOEKTHBIMH KOMaHIaMH Kak
JIMarHOCTUYECKUH, MOHUTOPUHIOBBIA M MOCTIPOEKTHBINA MHCTPYMEHT. [l KazaxcraHa ee 3Hau€HUE COCTOUT B
TOM, YTO OHa CBs3bIBaeT 3()(HEKTUBHOCTH IU(POBBIX YCIYT C MOJIH30BATEILCKUM OIBITOM, CHHXKEHHEM aJMUHH-
CTPaTHBHOM HATrPy3KH, HHKJIFO3UBHOCTHIO U OOIIECTBEHHBIM JJOBEPHEM.

KuroueBble ciioBa: nu(poBble rOCyIapCTBEHHBIE YCIIyTH, BOBICYCHHOCTh CTEHKXONICPOB, YeIOBEKOOPHEHTH-
POBaHHBIN TTOAXO[, MIEKTPOHHOE MPaBHTEIBbCTBO, KazaxcraH, 3(eKTHBHOCTD YCIIYyT, TOCYIapCTBEHHOE yIIpaBiie-
HUe, U poBas TpaHCHOopMAaIIHSL.

UAPPILIK MEMJEKETTIK KbI3METTEPAI KOPCETVIIH XAJIBIKKA BAFJAP-
JIAHFAH 7KOBAJIAPBIHBIH, TUIMJILIITTH APTTBIPYFA APHAJIFAH CTEHKXOJIJIEP-
JEPIIH KATBICYBIH BAFAJIAY MOJEJI

A.K. Omiposa™, %K./I. Hypianopa

! Astana IT University, Acmana, Kazaxcman
¥ e-mail: a.amirova@astanait.edu.kz

Maxkamaga CTeHKXOIIepiepaiH KaTBICYbl IH(PIBIK MEMIIEKETTIK KBI3METTEpi KOpCeTydiH XaJbIKKa Oarmap-
JIaHFaH K00aJaphIHBIH THIMIUTITIH apTTRIPYABIH MPaKTHKAJIBIK [IAPTHl PETiHAE KapacThIPBIIAIbEL. 3epPTTEY 3JIeK-
TPOHJIBIK YKIMET HH(MPAKYPHUTBIMBI CATTBICTBIPMAIIBI TYPAE JKETIIreH JeHreire keTkeH KazakcTan Toxipuoecine,
coHyait-ak ¥ipiOpurtanusi, IcToHus xoHe CHHramyp ToxipuOenepiMeH ipiKTeMeli CalbICThIpyFa HeTi3/IeNreH.
Maxkanana 1udpIibiK TpaHchOPMALUIHBIH KeIeCi Ke3eHI OHIaiH KOJIKETIM/II KbI3METTEP/IiH CaHbIH KOOSHTYMEH
FaHa IIeKTeJIMEYI THiC eKeHI Herizaeneai. Erep azamar manisipaHkbl aKmaparThl i3aeyre, 0ip aepekrepai OipHere
peT yChIHyFa HeMece pOociMIi asKray yimiH oduaiiH apHajapra JKyriHyre MoxOyp Oosca, GopManasl Typae
HUQPIBIK KBI3METTIH 031 Jie KOJaiChl3 00JIbIN KaTybl MYMKIH.

3epTTeyniH 9MICTEMENTIK HEeri3iH KyKaTTapAbl Tauaay, CAIbICTRIPMAalIbl HHCTUTYIIHOHANABIK TalAay, CTCHKXOM-
Jepiepi KapTanay jKoHe TYKBIPBIMAAMATBIK MOACBICY Kypaiipl. OneduerTepre Moy MUPPIBIK YKIMET TpaHC-
(hopmManusace, MEMJICKETTIK KBI3METTep i Oipiecin Kypy, a3amaTka OarmapiaHy, CEpBHCTIK THIMILTIKTI Oaranay,
CEHIM YKoHE UG PIBIK MHKITIO3HSI MOceenepi OoMbIHIIa 3epTTeynep i KaMTH AL HoTmkeciHae cTeKkxonnepiaepain
KaTBICYBIH Oarasiay MOJeJi YCHIHBUIIBL. MoAemns xKeTi OaFBITThl KaMTHIBL: CTEHKXONACpIIepi aHBIKTay JKOHEe MH-
KITIO3WBTI TapTy, MalJalaHyIIBUIapIbI 3ePTTEY JKoHe OipIecin jxobaiay, KOIKeTIMAUTIK )KoHE KeMapHabl KbI3MEeT
KepceTy, Kepi OaiimaHbIC )KoHE KaHaFraTTaHy, BEIOMCTBOAPAJIBIK YHIECTIPY XKoHE IepeKTepAiH e3apa YiIeciMIiIiri,
CEHIM XoHE AepPeKTepli KOpFay, COHaii-aK CepPBUCTIK THIMILUTIK ITeH KOFAM/IBIK KYH/IBUTBIK.

Y CHIHBUTFaH MOZETB/I MEMJICKETTIK OpraH/iap MEH >KO0aJbIK KOMaHIallap TUarHOCTHKAIBIK, MOHUTOPHHITIK
JKoHE Ko0amaH KeliHri Oaramay Kypaibsl peTiHae mainaraHa amaabl. KasakcTaH YIMiH OHBIH MaHBI3EI HUADPIBIK
KBIBMETTEP/IH THIMAUTITIH TaiJanaHy bl TOKIpHOeCIMEH, OKIMIILUTIK )XYKTEMEH] a3aiTyMeH, HHKIFO3UBTLTIKIICH
JKOHE KOFaMJIBIK CCHiIMMEH OaiiTaHBICTHIPYBIH/IA.

Tyiiin ce3mep: nUQPIBIK MEMIIEKETTIK KbI3METTEP, CTEHKXOJJIEpIepAl TapTy, Xallblkka OaraapiaHFaH Tocil,
ANEKTPOHBIK YKiMeT, KazakcTaH, KbI3MET THIMIIUIIT], MEMIIEKETTIK OacKapy, LUQpIIbIK TpaHcHOopMaIHs.

Introduction. Digital transformation has changed
how public administrations interact with citizens and
businesses. In many countries, including Kazakhstan,
the discussion has moved beyond the question of
whether public services can be provided online. The
more difficult question is whether these services are
clear, accessible, trusted, responsive and efficient from
the perspective of the people who use them.

This distinction is important. A public service
may be formally digital, but still require a citizen
to understand institutional boundaries, submit the
same information several times, visit a public office
for clarification or wait for decisions that are not

transparent. In such cases, digitalization reduces neither
user effort nor administrative burden. People-centered
digital government therefore requires more than a
portal or a mobile application. It requires a systematic
understanding of stakeholders and a mechanism through
which their experience can influence service design and
project management.

Kazakhstan provides a relevant case for such
analysis. The country has made visible progress in
the development of e-government infrastructure. In
the 2024 United Nations E-Government Development
Index Kazakhstan ranked 24th out of 193 countries,
while official national sources also emphasize the high
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level of online service availability [1, 2]. By 2026,
eGov.kz reported more than 15 million registered
users, over 508 million services delivered in total
and approximately 90% of more than 1,300 public
services available online [3]. These indicators show that
Kazakhstan has moved from the initial digitalization
stage to a more mature stage, where the quality and
usefulness of services become central.

At the same time, international assessments point to
remaining challenges. The OECD Public Governance
Scan of Kazakhstan stresses the need to make digital
services more user-friendly and responsive to citizens’
needs, and to encourage bottom-up innovation through
citizen involvement [4]. This means that the next step is
not only to expand the catalogue of digital services, but
also to assess how stakeholders are included in service
design, implementation and evaluation.

The purpose of this to propose
a stakeholder engagement assessment model for
enhancing the efficiency of people-centered digital
public service delivery projects. The research focuses
on Kazakhstan and uses selected practices from
the United Kingdom, Estonia and Singapore as

article is

comparative reference points. These countries are not
treated as models to be copied mechanically. Their
experience is used to identify principles that may be
adapted to the Kazakhstan context: user research and
service standards, interoperability, life-event services,
accessibility and trust.

Scientific novelty and contribution. The scientific
novelty of the study lies in integrating elements
that are often examined separately-stakeholder
identification, co-design, accessibility, feedback,
interagency interoperability, trust and data protection,
and service outcomes—into one lifecycle-oriented
assessment framework. The proposed model goes
beyond technology-readiness or single-indicator
satisfaction assessments by linking evidence of
stakeholder engagement to service-efficiency and
public-value outcomes and by providing a transparent
0-5 scoring logic. The contribution is methodological
rather than causal or empirical: the model is intended as
a structured diagnostic framework that can be tested and
refined using expert assessment, user surveys, service
analytics and service-specific case studies.

Materials and Methods.
question is: how can stakeholder engagement be
assessed in digital public service delivery projects
in order to improve their efficiency and people-
centeredness? The question is formulated in relation to
the current stage of Kazakhstan’s digital government

The central research

development, where the availability of digital channels
is already high, but issues of user experience,
interagency coordination, inclusion and trust remain

important.

The study is guided by the following research
assumption: the efficiency of people-centered digital
public service projects depends not
technological readiness, but also on the systematic

only on

inclusion of stakeholders throughout the service
lifecycle. If stakeholder needs are identified late or
only formally, digitalization risks reproducing existing
administrative barriers in electronic form. Because
the present study is conceptual and does not test
causal relationships with primary empirical data,
this assumption serves as the analytical basis for
constructing the assessment model and should be
empirically tested in future research.

The study was carried out in four stages. The first
stage involved the analysis of official sources and
policy documents related to digital public services
in Kazakhstan and selected foreign countries. The
second stage focused on recent academic literature on
digital government transformation, public service co-
creation, citizen-centricity, trust, inclusion and service
performance. The third stage used stakeholder mapping
to identify the main groups that affect or are affected
by digital public service projects. The fourth stage
consisted of conceptual modelling and development of
assessment dimensions and indicators.

The methodological design combines document
analysis, comparative institutional analysis, qualitative
interpretation, stakeholder mapping and indicator-based
modelling. The article does not claim to measure all
public services in Kazakhstan empirically. Rather, it
proposes a model that can later be tested through expert
assessment, user surveys, service analytics or case
studies of selected digital public services.

Results and Discussion. Recent literature on
stakeholder engagement and digital public services.

The literature published in the last five years shows
a clear shift in the study of digital public services.
Earlier research often measured e-government through
readiness, infrastructure or the number of online
services. Recent studies pay more attention to how
services are experienced by citizens and businesses,
how public bodies coordinate around the user journey,
and how stakeholder feedback is translated into service
redesign. This shift is important for the present research
because it allows stakeholder engagement to be treated
not as an optional communication activity, but as a
measurable condition of service efficiency.
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One group of studies frames digital government
transformation as an organisational and managerial
process. Tangi, Janssen, Benedetti and Noci show
that digital government transformation is shaped by a
combination of factors, including a sense of urgency,
perceived need for change and the creation of a
collaborative environment [5]. Their findings are useful
for this research because they move the discussion
beyond technology adoption and point to management
support, organisational barriers and collaboration as
critical conditions for successful digital transformation.

A second stream deals directly with co-creation
and citizen engagement. Khan and Krishnan develop
a process theory view of citizen engagement in the
co-creation of e-government services [6]. Rodriguez
Miiller and co-authors, in a scoping review of empirical
evidence on digital public service co-creation, show that
co-creation is not a single event but a set of practices
that may include problem definition, service design,
implementation and evaluation [7]. For the present
study, this means that stakeholder engagement should be
assessed across the project cycle rather than only at the
stage of public consultation.

A third
and human-centered service delivery. Dechamps,

stream focuses on citizen-centricity
Simonofski and Burnay argue that citizen-centricity
difficult to measure because definitions
[8]. The

OECD Recommendation on Human-Centred Public

remains
are often fragmented and inconsistent

Administrative Services also frames public services
around people’s needs in design and delivery [9].
These studies support the idea that people-centeredness
should be operationalized through concrete indicators,
including user research, accessibility, feedback, data
protection and service outcomes.

Recent literature performance
measurement, Studies on

digital government service performance show that

also highlights
trust and inclusion.
evaluation should include both institutional and user-
side indicators, not only technical availability [10].
Research on digital inclusion emphasizes that digital
transformation may deepen inequality if marginalized
groups, people with low digital literacy or users
with limited access to devices are not considered in
service design [11]. From this perspective, stakeholder
engagement is also a mechanism for identifying groups
whose needs are easily missed by standard digitalization
metrics.

Kazakhstan-focused  studies confirm the same
tendency. The OECD Public Governance Scan of
Kazakhstan recognises the country’s progress in digital

government, but also recommends strengthening citizen
engagement, user-friendly services and responsive
public administration [4]. Research on citizen-centered
public services in Kazakhstan similarly stresses that
digital governance should be linked with legal,
institutional and service-quality reforms rather than
treated as a purely technological process [12]. Overall,
the recent literature reveals a research gap: citizen
engagement, co-creation, digital inclusion and service
performance are often discussed separately, while public
bodies need an integrated tool that links stakeholder
engagement to project efficiency.

Kazakhstan’s e-government development has created
a strong institutional and technological base. The
eGov.kz portal and eGov Mobile application are now
familiar channels for many citizens and businesses. This
is a significant achievement, especially in a country
where public services cover large territory, different
population groups and a wide range of life situations.

However, the maturity of the infrastructure changes
the nature of the policy problem. At an early stage, the
main objective was to move services online and provide
digital access. At the current stage, the more important
question is whether digital services reduce the total
effort required from users. A service that is technically
available online but difficult to understand, incomplete
or weakly integrated with other agencies may still create
administrative burden.

For Kazakhstan, stakeholder engagement
therefore be used as a bridge between technological
capacity and service quality. It helps public bodies
understand where users face difficulties, which steps
are unnecessary, which data are repeatedly requested
and which groups remain dependent on offline
assistance. This is particularly relevant for complex and
socially sensitive services related to social protection,
healthcare, education, employment, entrepreneurship
and migration.

can

A stakeholder-based approach is also important

for front-office employees and civil servants.
Their practical knowledge often reveals procedural
contradictions that are invisible in formal regulations.
If such employees are not involved in the design
and testing of digital services, the project team may
automate a process that is legally correct but difficult to

use in practice.

Lessons from selected international practices. The
selected cases do not fully match Kazakhstan’s
institutional environment. Nevertheless, they offer
useful reference points for strengthening stakeholder
engagement in digital public services [13].
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The United Kingdom’s GOV.UK Service Standard
is a practical example of how user orientation can be
turned into an administrative requirement. Its principles
require teams to understand users and their needs,
solve the whole problem for users, provide a joined-up
experience across channels and make services simple
and accessible [14]. For Kazakhstan, the lesson is
that digital public service projects should be assessed
before launch not only by technical readiness, but also
by evidence of user research, usability testing and
accessibility checks.

Estonia’s experience shows that people-centered
services depend not only on good interfaces, but
also on reliable data exchange. X-Road provides a
secure data exchange layer that allows public and
private information systems to interact [15]. This is
relevant for Kazakhstan because many public services

require information from several agencies. If agencies
do not exchange data efficiently, citizens become the
carriers of information between institutions. In such
cases, digitalization does not remove the administrative
burden; it only changes its form.

Singapore’s LifeSG platform illustrates the value
of life-event logic. Its purpose is to simplify
access to government services by connecting different
services around user needs and life milestones [16].
For Kazakhstan, this experience is useful for the
development of composite and proactive services. The
focus should be not only on digitalizing individual
administrative services, but also on helping citizens
resolve complete life situations with fewer steps and less
uncertainty.

Table 1 - Comparative lessons for stakeholder engagement in digital public services

Country / case Main practice

Stakeholder engagement

Relevance for

lesson Kazakhstan

United Kingdom / User needs, whole-
GOV.UK Service problem approach,
Standard joined-up channels and

accessibility.

User research and testing
should be required before

Useful for introducing
service-readiness criteria
beyond technical
readiness.

launch.

Estonia / X-Road

Secure interoperability
and data exchange
between information
systems.

Stakeholder engagement
must include data owners and
service providers, not only
final users.

Relevant for reducing
repeated requests for
documents and improving
interagency services.

Singapore / LifeSG

Life-event and
milestone-based access
to public services.

Services should be designed
around user situations rather
than agency boundaries.

Useful for composite and
proactive public services
in Kazakhstan.

Kazakhstan / eGov.kz
and eGov Mobile

High level of online
availability and broad
user base.

The next step is to measure
user experience, trust,
accessibility and service

Supports the transition
from digital availability to
service quality and public

outcomes. value.

Proposed stakeholder engagement assessment model.
The seven dimensions were derived through a structured
synthesis of the literature review and the comparative
cases rather than selected independently. Stakeholder
theory and the co-creation literature support stakeholder
identification and inclusion as well as user research and
co-design [6, 7, 17] citizen-centricity, human-centred
administrative service principles and digital inclusion
support accessibility and multichannel delivery [8,
9, 11] co-creation and service-performance research
support feedback and satisfaction and the connection to
service efficiency and public value [7, 10]. Estonia’s
X-Road case supports interagency coordination and
data interoperability [15] the United Kingdom’s Service
Standard reinforces user research, accessibility and

joined-up delivery [14] and Singapore’s LifeSG case
reinforces life-event design across agency boundaries
[16]. Trust, transparency and data protection were
retained because the literature and policy sources
reviewed in the study consistently treat trustworthy,
understandable digital interaction as a condition of
human-centred service delivery [9, 13]. A candidate
dimension was retained when it met three criteria: it
recurred in the recent literature, it was observable in
at least one international case or Kazakhstan practice
problem, and it had a plausible link to user effort,
administrative burden, service quality, trust or public
value. This triangulation produced the seven dimensions
presented in Table 2.
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For this model, a stakeholder is any actor who uses or
is directly affected by a digital public service; designs,
delivers, regulates, funds or technically enables it; owns
or supplies data required for the service; or represents
groups whose access, rights or outcomes may be
affected. Building on the stakeholder approach [17], this
study operationalizes stakeholder identification through
three criteria: (1) degree of impact or affectedness,
(2) degree of influence or decision authority over the
service, and (3) possession of critical knowledge, data or
delivery capacity. Stakeholder mapping should therefore
include both high-influence actors and high-impact/low-

influence groups, with specific attention to vulnerable
and underrepresented users.

The key stakeholder groups in digital public
service delivery projects include citizens as direct
users of services; businesses as users of licensing,
registration, tax and other services; vulnerable groups
requiring inclusive and accessible channels; front-office
employees and civil servants responsible for service
delivery; public agencies that own administrative
procedures and data; digital infrastructure operators
and IT developers; civil society organizations, expert
communities and public councils; and policymakers and
regulatory authorities.

Table 2 - Stakeholder engagement assessment model for digital public service projects

Dimension Assessment question

Indicative evidence Efficiency link

1. Stakeholder
identification and

Have all relevant
stakeholder groups been

inclusion identified and included?

Stakeholder map; inclusion
of citizens, businesses,

vulnerable groups, frontline
employees and data owners.

Reduces the risk of
designing services for an
incomplete or average
user.

2. User research Was the service designed

and co-design with evidence from real
users and service

providers?

Interviews, focus groups,
journey maps, usability
testing, pilot testing and co-
design sessions.

Prevents costly redesign
and improves completion
rates.

3. Accessibility and | Can different user groups

Web and mobile access,

Reduces exclusion and

satisfaction

analysed and used for
improvement?

complaint analysis, response
time to feedback and
repeated problem tracking.

multichannel access and complete the offline support, language dependence on
delivery service through accessibility, disability intermediaries.
appropriate channels? access and digital literacy
support.
4. Feedback and Is feedback collected, Satisfaction surveys, Shows whether the

service is improving after

launch.

5. Interagency
coordination and
data interoperability

Do agencies exchange data
and coordinate around the
user journey?

Number of integrated
agencies, automated data
exchange, once-only data use
and reduction of document
requests.

Reduces administrative
burden and processing

time.

6. Trust,
transparency and
data protection

Do users understand
decisions and trust how
their data are used?

Privacy notices, consent
mechanisms, cybersecurity
measures, decision
transparency and appeal
channels.

Strengthens adoption and

reduces resistance to
digital channels.

7. Service
efficiency and
public value

Does engagement lead to
measurable improvement
in service outcomes?

Processing time, number of
visits, completion rate, error
rate, support requests,
satisfaction and trust
indicators.

Links engagement with
practical service results.

Engagement mechanisms and evidence sources are expected to vary across

the digital public service
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lifecycle. At the problem-definition and pre-project
stages, appropriate tools include stakeholder mapping,
interviews, focus groups analysis of complaints and
existing service data, and user-journey mapping. During
design and development, engagement can include co-
design workshops, prototype and usability testing,
accessibility testing, interagency process and data
workshops, and consultation on privacy and data use.
During pilot and launch stages, project teams can
use pilot testing, observation of assisted or offline
channels, frontline-staff feedback and structured issue
logs. During operation and post-project evaluation,
mechanisms include satisfaction surveys, complaint
analysis, service analytics, user panels or public
consultations, and periodic reviews of data governance,
transparency and trust. The purpose is not to apply every
mechanism to every stakeholder, but to select methods
that match the stakeholder’s role, level of impact and the
stage of the service lifecycle.

The model Each
dimension can be assessed through evidence available

includes seven dimensions.

before, during and after project implementation. The
proposed structure is presented in Table 2.

For practical use, the Stakeholder Engagement
Assessment Index can be calculated as follows:

SEAI=> W, x D,

where SEAI the Stakeholder
Assessment Index, Wi is the weight of each dimension

is Engagement
and Di is the score of each dimension from 0 to
5. A score of 0 indicates no evidence of stakeholder
engagement; 1 indicates minimal or formal engagement;
2 indicates partial engagement at selected stages; 3
indicates regular engagement with several stakeholder
groups; 4 indicates systematic engagement integrated
into project management; and 5 indicates continuous,
evidence-based and institutionalized engagement across
the full service lifecycle.

At the first stage, equal weights may be used for
all seven dimensions. For high-impact services, such
as social benefits, healthcare, education or services for
vulnerable groups, higher weights may be assigned to
accessibility, feedback, trust and inclusion. The logic of

Stakeholder
identification and
inclusion

[ ) [

User research
and co-design

Accessibility and
multichannel delivery

the model is shown in Figure 1.

) [

Stakeholder Engagement
Assessment Model

Interagency
coordination and
data interoperability

Feedback and
satisfaction

[ J J

Service efficiency

Trust, transparency
and public value

and data protection

[ J J

Fig. 1 - Conceptual model of stakeholder engagement assessment in digital public service projects

Pilot calculation of the Stakeholder Engagement
Assessment Index for Kazakhstan. To demonstrate the
practical use of the proposed formula, a pilot calculation
was carried out for Kazakhstan’s current digital public
service delivery context. The calculation relies on the
evidence discussed in the article: high online service
availability and broad use of eGov.kz/eGov Mobile,
combined with remaining issues of user research,
feedback, interagency coordination, trust and inclusion.
Since the article does not include a mass survey, the
scores are presented as an expert analytical estimate that
may later be replaced by survey, service analytics or
expert panel data.

Equal weights were assigned to the seven dimensions:
Wi=1/7=0.143. Each dimension was scored on the 0-5
scale, where 0 means no evidence of engagement and 5
means continuous, institutionalized and evidence-based
engagement across the full service lifecycle.

The calculation is therefore: SEAI = (3.0 + 2.5 +
4.0+ 3.0+ 3.5+ 3.0+ 3.5)/7=3.21 points out of
5. In percentage terms, the result is 64.3%. This value
corresponds to a developed but still transitional level of
stakeholder engagement. Kazakhstan has strong digital
service infrastructure and high online availability,
but efficiency gains can be increased through more
systematic user research, inclusion of vulnerable groups,
regular feedback analysis, stronger interagency data
exchange and clearer measurement of public value. The
main reserve for efficiency growth lies not only in
further digitalizing separate procedures, but in reducing
total user effort across the whole service journey.

Application of the model to Kazakhstan. The proposed
model can be applied to Kazakhstan’s digital public
service projects in three ways. First, it can be used
at the pre-project stage. Before launching a digital
service, public authorities can identify key stakeholder
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groups, map user journeys, assess pain points and define
expected service outcomes. This is especially important

for services that involve several agencies or require
multiple documents.

Table 3 - Pilot calculation of SEAI for Kazakhstan’s digital public service delivery context

Dimension Di; Wi x Di Analytical basis
1. Stakeholder identification 3.0 0.429 Main stakeholders are visible, but inclusion of
and inclusion vulnerable groups, business users and frontline
employees is uneven.
2. User research and co-design | 2.5 0.357 Citizen involvement is encouraged, but regular co-
design and usability testing are not yet fully
institutionalized.
3. Accessibility and 4.0 0.571 Online availability and mobile access are strong, while
multichannel delivery digital literacy and inclusive access require further
support.
4. Feedback and satisfaction 3.0 0.429 Feedback channels exist, but their systematic use for
service redesign remains limited.
5. Interagency coordination 3.5 0.500 Digital infrastructure supports data exchange, but
and data interoperability fragmented user journeys and repeated requests
remain risks.
6. Trust, transparency and data | 3.0 0.429 Adoption is relatively strong, while decision
protection transparency, data-use clarity and cybersecurity
confidence need further strengthening.
7. Service efficiency and 3.5 0.500 Large-scale service delivery reduces access barriers,
public value but effects on user effort and burden need stronger
measurement.
Total / SEAI 22,5/ 3.21 Normalized value: (3.21 /5) x 100 = 64.3%.
7

Second, during implementation, the model can be
used as a monitoring tool. Instead of reporting only that
a service has been launched, the project team can report
whether users can complete the service independently,
whether complaints are decreasing, whether the number
of repeated requests has fallen and whether frontline
staff observe fewer procedural problems.

Third, after implementation, the model can support
post-project evaluation. Some digital projects look
successful immediately after launch, but later reveal
problems such as low adoption, user confusion, lack of
trust or increased workload for support channels. Post-
implementation assessment helps distinguish formal
digitalization from actual service improvement.

For example, when applying the model to a composite
service connected with the birth of a child, the
assessment should not focus on one online form only. It
should assess the whole user journey: what information
the parent receives, which data are reused automatically,
whether related benefits are suggested proactively,
whether offline visits are still required and how quickly

problems are resolved. In such cases, stakeholder
engagement becomes directly linked to efficiency.
Discussion of expected effects and limitations. The
proposed model has several implications for public
service delivery projects.
First,
operational part of project management. In practice,

it treats stakeholder engagement as an
engagement is often reduced to a survey after the service
has already been designed. This is too late. If user needs
are identified only after launch, the project may require
costly redesign. Engagement should begin before digital
architecture and administrative procedures are fixed.

Second, the model broadens the meaning of
efficiency. In public administration, efficiency is
frequently associated with internal cost reduction or
faster processing. These indicators remain important,
but they are incomplete. A digital service is not efficient
if it shifts hidden costs to citizens by making them search
for information, interpret regulations, correct errors
or visit multiple agencies. A people-centered measure
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of efficiency includes user effort and administrative
burden.

Third, the model shows that stakeholder engagement
is not only about citizens. Citizens are the final users
of many services, but digital service quality also
depends on civil servants, data owners, IT teams and
policymakers. If these stakeholders are not aligned,
the user sees fragmentation: unclear statuses, repeated
requests, contradictory information or unstable service
channels.

Fourth, the model is compatible with Kazakhstan’s
current stage of digital government development. Since
the basic infrastructure is already developed, the main
policy question becomes how to improve service depth,
accessibility and trust. The model can help identify
whether a project is truly people-centered or whether it
simply digitalizes an existing administrative process.

The model also has limitations. It requires reliable
data, institutional openness and willingness of public
bodies to act on feedback. If scores are assigned
formally, without evidence, the model will not improve
service quality. Future research should therefore test the
model empirically through expert interviews, surveys of
eGov users, analysis of service analytics or case studies
of selected public services.

Kazakhstan’s
development has reached a stage where the availability

Conclusion. digital government
of online services is no longer the only or even the most
important indicator of success. The next stage requires
a stronger focus on people-centered service quality,
stakeholder engagement and public value. International
experience shows that advanced digital governments

pay attention not only to technology, but also to user

needs, life-event logic, accessibility, interoperability and
trust.

The article proposed a stakeholder engagement
assessment model for enhancing the efficiency of
people-centered digital public service delivery projects.
The model includes seven dimensions: stakeholder
identification and inclusion, user research and
co-design, accessibility and multichannel delivery,
feedback and satisfaction, interagency coordination and
data interoperability, trust and data protection, and

service efficiency and public value.

The practical contribution of the model is that it
can be used by public bodies and project teams as
a diagnostic and monitoring instrument. It connects
stakeholder engagement with measurable improvements
such as reduced processing time, fewer office visits,
higher completion rates, better satisfaction and lower
administrative burden. For Kazakhstan, the model
may support the transition from digital availability
to genuinely people-centered public service delivery.
The model’s principal methodological novelty is the
integration of stakeholder participation and operational
service outcomes within one evidence-based, lifecycle-
oriented index rather than treating engagement as a one-
time consultation activity.

Further research should apply the model to specific
digital public services in Kazakhstan and compare the
results across service areas. Such empirical testing
would make it possible to refine the indicators, adjust
weights and identify which dimensions of stakeholder
engagement have the strongest influence on service
efficiency.
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