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THE CONCEPT OF “SERVICE” STATE IN THE CONTEXT
OF THE POST-INDUSTRIAL PARADIGM OF SOCIAL MANAGEMENT

SUMMARY. This article focuses on the parameters of social management in the post-
industrial sociality, whose main representatives are sovereign, active, and intelligent
individuals. These parameters comprise the subject, the object, the objectives of social
management, its decision-making principles, values, nature of management processes,
principles of resource management, organizational structure, and technology. On the basis of
these parameters, content analysis of the concept of “service” state has been made. It has
been found out that this concept reflects the characteristics of the post-industrial paradigm
of social management. In particular, the “service” model comprises the basic principles of
decision-making and active participation. Citizens as subjects of social management affect
the range and content of public services, and society regulates the provision and quality of
services by assessing citizens’ level of satisfaction. In their turn, authorities transfer the
responsibility for providing services and resources to non-governmental organizations and
open networks which make use of the knowledge and experience of their members in order to
improve the quality of services.

KEY WORDS. Postindustrial sociality, social management, “service” state.

Public administration reforms which began in the late 1970s — early 1980s in
Europe and the USA have acquired an international character. Such changes took
place in many countries, different in their political systems and level of development
(from Mongolia to the United States) [1, 11]. Russia is also included in the list of the
countries undergoing these reforms. The main ideological basis of these changes is
the concept of the “service” state which advocates a new approach to the role of
government in society. The basic idea of this ideology is that the state is seen as an
institution that provides its citizens with quality services. The same ideology applies
to the municipal level.

The “service” state is often seen as a state efficiently rendering a number of services,
such as: creation of multifunctional centers, provision of services in the electronic form,
reduction of the time to receive services. In our opinion, the “service” model deserves
scientific analysis from the viewpoint of sociology, and first of all — in terms of its
relationship with the modern paradigm of social management. In order to understand
the idea of the service model better, we are going to turn to a larger context.

The new paradigm of social management is associated with post-industrial
sociality. On the basis of the latter, one can distinguish the following characteristics
of social management of the 21* century:
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1. In post-industrial society the central role is given to the individual [2, 11],
[3,30], [4,7]. This premise logically leads to the idea that the role of the subject of
social management belongs to an active and intelligent person. Since the majority
of countries live in an information society and can acquire and accumulate knowledge
rather quickly, any citizen is capable of taking part in state government.

2. Sovereign and active individuals’ interaction can only be based on the principles
of respect, tolerance, and equality. The importance of these principles is emphasized
in scientific literature [5]. Consequently, people can no longer be regarded as objects
of social management. It is relationships and processes in the state that should be
governed, not people.

Change of the object of management brought about re-evaluation of terminology.
A number of scientists expressed the view that the term “management” in relation to
society was considered inacceptable, and that all the processes related to the impact
of a governing body on the community of people should be politically correctly termed
“formation” and “regulation” [6]. A good illustration of this opinion can be found
within an organization where this terminological shift has already taken place:
nowadays the new term “human resource development” is used alongside the old-
fashioned term “personnel management” [7].

3. Post-industrial society is oriented towards bringing out the best in its every
member. Suppression of individuals or social groups for the sake of strengthening
state power or society as a whole is no longer acceptable for a sovereign entity [8].
This fact raises the question of purpose of social management. In scientific literature
this purpose is described as creation of conditions conducive to releasing an individual’s
creative potential [9, 45], to forming a fully developed personality and to satisfying
people’s social needs [10].

4. In a society consisting of individuals, rigid centralization and hierarchical
structures are deemed obsolete. According to sociologists, expansion of social relations
and interactions inevitably disrupts the idea of subordination and hierarchies typical
of bureaucratic government [11, 19]. In this context, the concept of decision-making
principles comes to the fore. The main principle is that of involvement of members
of society in the development and implementation of management decisions, i.e. this
principle can be termed the principle of “collective” management.

5. “Collective” management cannot exist without agreement. In this regard, one
can introduce the notion of values which are meant to unite people and help them
arrive at unanimous decisions. Therefore, since modern society is oriented towards
releasing a person’s potential, economic or political benefit, traditions and etiquette
rules — everything that restricts freedom of expression — it can no longer act as a basis
for decision-making. Therefore, values of active management should include moral
and cultural norms [12], [13]. It is important to note that in the process of communication
different values and modes of behavior are no longer accepted or rejected as given,
but they are gradually formed, thus bringing interlocutors closer to one another. In
this sense, people’s social qualities may also be included into the set of objects of
social management.
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6. Absence of subordination and hierarchy eliminates the idea a social system
being run by someone from the “above”. Consequently, self-organization becomes
one of the vital functions of the system. Expansion of social networks contributes to
this. In this regard, one can say that another characteristic of social management is
its self-organization and self-regulation.

7. “Collective” management is also based on the availability of resources that
belong to society. From this point of view, we also distinguish the principles of co-
ownership and co-management of resources.

8. Expansion of social ties, facilitated by modern information and communication
technologies, leads to the appearance of organizational structures of a new type. These
structures have a network nature, which, in our opinion, does not necessarily imply
that the Internet contributes to their development. The main idea of an organizational
structure is based on equal status of its members who are regarded as co-partners of
interaction. This idea can also be applied to all types of network structures including
the state. The state as a member of the network structure is gradually giving more and
more of its functions to the structures of civil society.

9. In the context of rapidly changing social processes, management techniques
should be innovative in order to facilitate quick adaptation of the society to changing
conditions. It should be emphasized that innovations are deemed easy to implement
due to a person’s ability to learn and to create [14, 56].

Thus, in our view, social management in post-industrial society can be characterized
in terms of the following parameters: the subject, the object, the objectives of
management, decision-making principles, values helping to reach agreement, nature
of management processes, principles of resource management, organizational structure,
and technologies. Having described the parameters of the new paradigm of social
management, we would like to turn our attention to the question of whether one can
consider the concept of “service” state the embodiment of this paradigm. In order to
solve this problem, we are going to give a detailed account of the main peculiarities
of the “service” model.

We view “service” social management as a complex phenomenon. Taking
into account the definition of a “service” state given by Ya.V. Kozhenkov and
A.Yu. Mamycheva, we consider it as a particular form of political organization of
public authority which has a special administrative apparatus, is aimed at providing
public services to individuals; it is a social and legal system that ensures a person’s
rights to life, security, liberty and justice [15, 46]. In such a state we consider it
necessary to emphasize the central role of the citizen and the auxiliary role of the
government, which is formed to render different kinds of services. These services
include creation of such a legal and political environment that could contribute to
meeting a person’s needs. The state ceases to be paternalistic: it recognizes the
individual’s right to self-determination and creates favourable conditions for self-
realization.

Orientation towards citizens’ needs leads to the fact that the types, content and
technology of public service rendering depend on social demand [1, 14]. The quality
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of service means, first and foremost, citizens’ satisfaction with services rendered by
the state [16, 67]. In contrast to the previous paradigm of government, when a state
official’s quality of service could be interpreted rather subjectively, the “service”
model contains objective parameters and methods for measuring the level of its
quality.

The need to change the range and content of services brings about the necessity
to improve organizational structures, to reject centralization and bureaucratization in
favour of responsiveness and efficiency. This results in flexible modular forms similar
to network systems, which also include non-governmental organizations [17], [18,
131]. The network-like character of interaction between an organization and a citizen
allows to reveal citizens’ opinions and needs and to make use of their knowledge in
order to find ways to meet their needs. This is the essence of co-management.
Moreover, a number of services are undergoing the process of demonopolization,
which results in handing over control of public services to for-profit corporations
(outsourcing).

In summary, we would like to compare the features of the post-industrial paradigm
of social management to the characteristics of the “service” state. The post-industrial
paradigm characteristics mentioned above will serve as parameters for comparison.
Results of the comparison are presented in the table below (see Table 1).

Table 1

Correspondences between the characteristics of the “service” state
and of the post-industrial paradigm of social management

Characteristics of the post-industrial
paradigm of social management

Characteristics of the concept
of the “service” of state

The subject of management is a person,
since everyone has the right to participate
in the process of management and
decision-making

Any citizen can affect the content and quality of
public services. It is the citizens who decide
what state organizations should do; it concerns
not only serving people in general, but also
includes a specific range of actions and services

The object of management is social
relations which are subject to agreement
and expedient ordering

In view of the fact that citizens are becoming the
subjects of management, their relationships with
the state are aimed at expedient streamlining of
public services

The objectives of social management are
to create favourable conditions for each
individual to help them realize their
potential, and to meet their social needs

The main function of public authority is to
render quality services that would meet
individuals’ and society’ needs

The basic principle of social management
is absence of hierarchy which results in
people’s equal involvement into the
process of management

The state does not prevail upon its citizens, it
recognizes its role of a “service” organization

The values that people are guided by in a
decision-making process are humanistic

The main criterion in the adoption and
implementation of management decisions is
citizens’ and society’s satisfaction
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Characteristics of the post-industrial Characteristics of the concept
paradigm of social management of the “service” of state
Management processes are based on Taking into account their needs, citizens
self-organization and self-regulation determine the range and quality of services; they

initiate and regulate service rendition by means
of assessment of their own level of satisfaction

“Collective” management entails the Public services are being demonopolized, their
principle of co-ownership and co- powers and resources are transferred to non-
management governmental organizations

Organizational structures within which [The state is one of the members of the network
the state and society interact have a alongside businesses, non-profit organizations
network structure and citizens. Formation of open networks is part

of the program aimed at improving the quality of]
public services by identifying community needs
and mobilizing the knowledge and resources of

network members
Innovations in management technology |Implementation of the model of the “service”
are considered necessary state is associated with a number of innovations:

conceptual, organizational, and operational.

On the basis of the above-mentioned, we can draw the following conclusions:

1. Modern social management is oriented towards meeting a person’s and society’s
needs and towards involvement of members of the society in the development and
implementation of management decisions.

2. The concept of the “service” state reflects characteristics of the post-industrial
paradigm of social management. According to this model, the role of state and
municipal government is to provide public services to citizens, thereby satisfying
their needs. The main principles of the “service” state are defined by citizens
themselves who take active part in determining the type and scope of services rendered.
They assess the quality of services on the basis of the level of society’s satisfaction.
Another principle of the “service” state lies in the fact that governmental structures
hand over control of public services to non-governmental organizations. And last but
not least, people join open networks and share their knowledge and experience in
order to improve the quality of services.

3. Social management in post-industrial society can be characterized in terms of
the following parameters: the subject, the object, the objectives of management,
decision-making principles, values helping to reach agreement, nature of management
processes, principles of resources management, organizational structure, and
technology. All these parameters fully coincide with the characteristics of the “service”
state.
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