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LOCAL PUBLIC SERVICES IN THE REPUBLIC OF MOLDOVA FROM THE CITIZENS’ PERSPECTIVE

Summary. This paper studies the way in which public administration is being perceived by the citizens as a provider of
public services in the Republic of Moldova.

The main reason of public administration’s existence is the satisfaction of citizen needs. Obviously, this mission cannot
be carried out unless public services are being established, given their very existence is determined by the necessity to satisfy
general needs.

It is impossible to imagine life in the society without water supply, sanitation, power or heat, without the issuing of
certificate and permits, etc.

Unfortunately, not every local government authority is able to provide all the public services required. Such services
mostly exist at the city level.

When it comes to the local government of first level, the author Tudor Deliu mentions:»Nowadays, local government from
villages can only independently provide some basic services such as registration of birth, marriage or death, but when it comes
to public roads maintenance, street illumination, water supply and sewage services etc., its hands are almost tied given the lack
of funding, mostly because there are no public institutions in the field that could directly provide such services». [1, p. 15]

In order to analyze how local government’s role in the organization and management of public services is perceived by
the citizens/users, we have carried out a survey on a sample population of 100 respondents (public services users) between
October 2010 and October 2011.

The survey has mostly been focused on Center region, and only partially includes respondents from the North and South
regions.

Thus, a survey consisting of 10 questions, both open and closed, has been developed. The answers have been
analyzed, and the most relevant are to be presented below.

One of the basic survey questions was: «How much do you agree with the following statements?» The statements and
the feedback are presented as follows:

Local government does not exert every effort Existing public services do not completely
in order to provide quality public services to the satisfy citizens’needs

citizens:
3%

| disagree
| absolutely agree

Om

Ll agree ]
B don't knowl/it's hard for me to answer
A separate question from the survey has studied the issue of public services quality, and it sounds as follows: How do
you currently evaluate the quality of public services provided in the Republic of Moldova?

OI completely disagree
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E High

M Satisfactory
OLow

O Very low

B Other opinion

The issue of public services funding has also been studied in the survey. Thus, we have obtained the following answers
to the question: «Giving the existing lack of finance, what should a local council do when it wants to establish public
services?»

45%

39% ‘40%'

40%

23%

[ 16%]

|

To fund them To delegate Let them fund To establish
from the local them to a private themselves from them through
budget operator their own intermunicipal
operations cooperation
Some survey questions have studied the issue of private sector involvement in public services management, as well as
the issue of tariff augmentation:
Do you believe if some public services are Do you find it reasonable to increase tariffs of
privatized, this could increase their quality and the public services provided?
population’s satisfaction?
22%

30%

\ O Yes H No CONo answer \

This allows us to draw the following conclusions — more and more respondents are open to the idea of privatizing some
public services. On the other hand, the majority of the respondents are against tariff augmentation, although practice proves that
tariff augmentation is almost an immediate consequence of privatization.

The following survey question was: «As a user, have you ever have submitted a written or spoken complaint to the
authorities regarding unsatisfactory quality of some public services?» The answers are, as follows: yes - 41 %, no - 56 %, 3% -
no answer.

The last open question attempted finding citizen-provided solutions to the public services modernization. The question
was: What would you recommend in order to improve the quality of public services provided in the Republic of Moldova? The
answers were various: efficient management of public resources, de-monopolization of some public services, transparency in
the way the tariffs are set, informing users about their rights, assimilating foreign practices, implementing new informational
technologies, public-private partnerships, personnel training and motivation, etc.

In conclusion, both theoretical research and empirical data show local government has several difficulties in carrying out
its mission as a public service provider. Analyzing the results of the performed study, we can say most of the users believe
public administration does not exert every effort in order to provide them with quality public services. On the other hand, the
citizens themselves become more and more active; given more than 40% of the respondents have submitted at least one
complaint to the authorities regarding the quality of public services. Finally, the users have provided valuable ideas in the field of
public services modernization. This proves they can serve as a valuable source of information, if public administration desires to
reform the existing public services system.

References.

1. Deliu T. Mijloacele de actiune ale administratiei publice locale, Administrarea Publicd Journal # 1/2003

164



Mensikoe AHMOH. )
YYACTb TEPUTOPIANIbHOI TPOMALN Y BUPILLWEHHI NMMUTAHDb
NYMAHITAPHOIO PO3BUTKY: MUTAHHA TEOPIT TA MPAKTUKA

Hakore4Hul Bonodumqp.
METOLOJTIOIN4YHUI NigXxig «BCTAHOBJIIEHHA NOPALOKY OEHHOI O»
B OJEPXXABHOMY YTPABIJIIHHI

OsyapeHko KOpiti.
OCOBEMMBOCTI PO3BUTKY HE3ANEXKHOI YKPAIHW
B YMOBAX IMOBANI3ALIT TA TX BMNNB HA CYCNINIbHO-MONITUYHE XXUTTA
TA CEKTOP HALJIOHANBHOI BE3MEKN OEP>KABU

lNaHyeHko aHHa, [J3uzoecbka OlfcaHa.
JIIOCTPALIA AK BAXITNBUN ENNEMEHT PE¢OPMYBAHHF|
CUCTEMW OEP>XABHOIO YMPABIIHHA B YKPAIHI

Tonoea Bipa. )
YKPAIHA HA WWNAXY BUBOPY MOLENI COUIAINTBHOI MONITUKA

lpumoneHHa JTio6086. ) i
HAMPAMW OPTAHIBALII BBAEMOAII AEPXXABU
| HEOEP>XABHVX HEMPUBYTKOBUX OPIrAHI3ALIN

lMpumyn OneHa. ) .
OCOBIMBOCTI PEANISALII OEPXABHOI MOJITUKA
WoOo KYNbTYPHOIO PO3BNTKY PEFOHIB

Pockonombko IpuHa.
HEOBXIOHICTb HOBUX METOLOJIONYHUX MIgXoa4iB
00O AHANI3Y COLIAITbHOT PEANBHOCTI

PocmissHoe Boz20daH.
YMNPABNIHHA MICTOM B KPU30OBUX CUTYALIAX:
3 ICTOPUYHOIO AOCBIAY MICTA MNKONAIB

Pomap Bikmopis.
CYYACHI MOAENI HAOAHHA COUIANBHWMX MOCNYT HACEJIEHHIO

CemiyacmHa OneHa.
AKTYANIBALIA NPNHUMIMIB COLUIANIBHOIO 3AXI/ICT3{ )
TA MPNHUMMIB COLUIANBHOIO SABE3MNEYEHHA AK MOIro CKNALOBOI

Cudopuyyk Opucmnaea.
COUIAJTIbHA BIAMNOBIOANBHICTL OPIrAHIB MYBNIYHOIO YIMPABJIIHHA
B YMOBAX 3ABE3MNEYEHHA CTANOIO PO3BNTKY

Ckok Maeno.
MEXAHI3MW/ ®YHKLIOHYBAHHA OCBITHBEOI CUCTEMU
AK PAKTOPY BMNNMBY HA HAUIOHANBbHY KOHKYPEHTOCMNPOMOXHICTb

Cnenak Cepeil. ) .
OEP>XXABHA NONTUKA YKPAIHA B COEPI KIHEMATOTIPA®II

CmokeiH Mukona. )
AKTYAJIbHI SABOAHHA MYBMNYHOI BIIAAN
B PEAJ'II3ALI,I'I' N'YMAHITAPHOI CKNAJOBOI AEPXABHOT MONITUKA

Cokyp Hamans, Kipoe Bosodumup. )
MPO ICTOPIKO @OPMYBAHHA YMNPABJTIHHA 30OPOBNM CIMOCOBOM XNTTA B YKPAIHI

CmaHrkoe Bnaducnas.
OPTAHI3ALIA MOHITOPUHTY COEPU KYNBTYPU HA PEFNOHAJTIbBHOMY PIBHI

Cmolikoea ManuHa. 3
HALIOHANBbHA TA MOBHA CTIUKICTb

Tincu Violeta.
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