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ABSTRACT
Service oriented Macedonian administration for the first time in the Republic of Macedonia was provided for by the actual Law on Administrative Procedures (Official Gazette of the Republic of Macedonia No 38/05; 110/08; 51/11), which regulates the relation between public administration on the one side and individuals and private public entities on the other side. The Law stipulates the service oriented Ministries, other state administrative bodies, organizations established by law and other state authorities, where they decide on the rights, obligations or legal interests of natural and legal persons or other parties, in the case where legal or other entities entitled by law in performing public authorizations, decide on the rights, obligations or legal interests of natural persons, legal entities or other parties, or when the authorities of municipality, Skopje City and of the municipalities of Skopje City, within their competences, decide in administrative matters on the rights, obligations or legal interests of the parties in accordance with law. 

However, the principle of servicing duties of the administration in the Republic of Macedonia, in practice is not adequately affirmed yet, although Macedonian authorities, for a long period of time, have announced administration servicing duties.  
Public administration in the Republic of Macedonia still mainly functions as traditional state authority performing administrative function, or activities related to direct governing, although in the terms of organization, it constitutes not only of state administrative bodies but also of local self-government authorities, public services, funds, public enterprises, trade companies and non-governmental organizations with public authorizations. Accession of the Republic of Macedonia in the European Union requires incorporation of numerous European principles and standards in the area of its administrative law conceptualized through the system of “best practices”.  Consequently, reinforcement of the service quality for the citizens and private legal entities, considered to be “public service users” becomes imperative for obtaining the goals of the so-called “good governance”.

In their Study titled – Service Oriented Administration in the Republic of Macedonia, the authors present their estimations of the merit of this norm, and the manner of its operationalization in the legislation of the Republic of Macedonia, i.e. in administrative proceedings. 

In addition, the Study will review what has been done on this plan in the Republic of Macedonia. All this is intended to assist the commitments of public administration to develop from regulatory oriented and self-concentrated administration functioning from the position of power into administration oriented to the citizens’ interests and services. 
1. INTRODUCTION
OECD Member States have implemented the reforms in public administration and since 1980’s they have been in conformity with the principles of the Anglo-American New Public Management. Now in the 21-st century a debate is open related to the citizens’ expectations from their governments or administrations, since compared to the previous years the citizens show increased interest in the transparency and efficiency of public institutions and civil servants (Torres L., 2003). In that context, governments and their administrations should assume proactive approach to the resolution of the citizens’ problems taking care of their needs. 

Any country is in disposal of numerous qualitative policies in different public sectors. Those policies include: improvement in the relation with the customer/citizen; administrative innovations, improvement of the citizen life quality; adoption of new techniques and technologies in administration; facilitation of administrative procedures and enabling high-standard services in order to create more efficient citizen and result oriented and transparent administration, or in a word, service oriented administration. The principle of service oriented administration is a part of the New Public Management and ‘good governance' concepts. This principle is focused to decreasing the gap between the citizens and administration. 

Service oriented Macedonian administration for the first time in the Republic of Macedonia was anticipated by the actual Law on General Administrative Procedure (adopted in May 2005) governing the relation between public administration on the one side and individuals and private entities on the other side. The Law provides for service oriented ministries, other state administrative bodies, organizations established by law and other state authorities, when they decide on the rights, obligations or legal interests of natural and legal persons or of other parties, when legal and other entities, entrusted by law to execute public competences, decide on the rights, obligations or legal interests of natural and legal persons or of other parties, or when municipal authorities, Skopje City and Skopje municipal authorities, in performing their duties, decide on administrative issues related to the rights, obligations or legal interests of their parties, in accordance with law. 

The principle of service oriented administration in the Republic of Macedonia fails, however, in practice to be adequately affirmed and operationalized, although Macedonian authorities for a longer period of time announce service operation of the administration. Public administration in the Republic of Macedonia still mainly functions as standard state authority performing administrative functions, or activities constituting direct exercise of power, although in the terms of organization it is nowadays comprised not only of state administration bodies but also of local self-governmental bodies, public services, funds, public enterprises, trade companies and non-governmental organizations with public authorities.   
The accession of Republic of Macedonia in the European Union requires incorporation of numerous European principles and standards in the area of its administrative law, conceptualized through the 'best practice’ system.  Therefore, the improvement of service quality to the entities ‘public service beneficiaries’’ emerges as an imperative for attaining the objectives of the so-called ‘good governance’, concept built on the pillars:  citizenship (Ethos) – services to customers, ethics (Ethics) – fairness, integrity and transparency, equity (Equity) – equal treatment to all citizens, efficiency – prompt and efficient delivery of services, without violence and by the use of information and computer technology (Second Administrative Reforms Commission of India, 2009).
The Study titled - Service Oriented Administration of the Republic of Macedonia implies theoretical perception of the essence of this principle, the way it is operationalized (realized) in the administrative practice of certain countries, review of the realized on this plan in the Republic of Macedonia as well as commitments stipulated. At the end of the Study, the authors provide their perceptions on the implementation of that principle in the Republic of Macedonia. 

All that to assist the efforts that the public administration in the Republic of Macedonia from regulatory oriented administration and focused on itself functioning from the position of power outgrows into administration oriented to the citizen's interests and services. 
2. THEORETICAL ASPECTS OF THE PRINCIPLE OF SERVICE ORIENTED ADMINISTRATION
Service oriented administration is a new administration concept with primary aim to position ‘in the center’ functions of citizens and society as a whole. The principle of service oriented administration, above all refers to the new administration service concept based on market oriented administration as the citizen’s public service. 
Theoretical basis of this principle, according to some theoreticians (Xuehua S, 2010) should be sought in the theory of post-industrial society. Service oriented administration is, in fact, essential model and expression of post-industrial society. 
The principle of service oriented administration is univocally defined neither in theory nor in practice. There are practically several perceptions on its meaning. What is however common for all authors is the fact that this principle is a product of the new public management concept.
This principle is dynamic and modifies with the changes that inevitably occur in a society. Moreover it is complex since it is subordinate to various factors such as bureaucratic culture and administrative tradition in a state, economic and political relations, public policy-making, and etc.
Shi Xuehua explains the principle of service oriented administration with government’s limited authorities in its ruling of social and some economic areas, or that the citizen appears in those areas as direct controller of administration performance. He defines this principle through the following elements: transparency, legitimacy, efficiency and effectiveness, citizens and firms’ active participation in the policy-making process and their implementation and information access. When defining this principle the author considers the total administration, at local, regional and central levels. He considers that only administration that fully satisfies the said criteria may be deemed as service oriented administration. Furthermore, he establishes that the principle of service oriented administration is developed for the purpose of outgrowing the failures of the traditional administrative model for solving fiscal crisis, crisis management development as well as steady discredit of the citizens to the governments and thereby to the administration.
Marcel Hoogwout (2005) makes distinction between the roles of the citizen within the state (citizen as a voter and holder of democratic rights, citizen subject to the law, user of collective services and as user of individual purpose-built public services) and stresses that the principle of service oriented administration applies in the last case only, when the citizen appears as user of individual public services.  In addition, he defines the principle of service oriented administration as a principle implying citizens’ active participation, increasing transparency, improving service quality to the citizens, having sole aim to reinforce the citizens’ trust to the administration. According to Hoogwout, this principle is based on organized service delivery, respect of the citizen’s rights as well as of the consumer/client's, reduction in (administrative) costs, enabling citizens’ general protection and psychological perception of the citizen as a customer. He emphasizes that there has always been a gap between administration functioning and the citizens’ needs, and his question is to what degree this gap between then is to be deemed as social problem and whether service oriented administration will be sufficient corrective to surpass that problem. 

Alok Sharma and Vivek K.Agnithorti (2001) determine the principle of service oriented administration through descriptive elements: determination of vision and mission, state authorities and their customers, services necessary for each client/group of clients, accessibility, and feedback from the clients.
Theoretic debate on the principle of service oriented administration takes even another discourse, so Gavin Drewry (2005) stresses that it cannot be disregarded that administration within a state is a ‘monopoly’ (the real right to citizen’s option as a customer is missing), and that is why he is suspicious that the market orientation model could be implemented in the administration operation. He considers that the principle of service oriented administration can really exist, limits however must positioned to the extent of application, since as Stewart J. и Walsh, K (1992) stress, the major function of the state is to ensure citizens’ rights and safety, and not to offer services.
There are authors who stand for the opinion that the principle of service oriented administration, perceived from administrative and legal aspect, is rather valuable concept than legal principle that is to be taken into consideration in administrative practice, but not necessarily. 

3. HOW IS THE PRINCIPLE OF SERVICE ORIENTED ADMINISTRATION OPERATIONALIZED (REALIZED) IN THE STATE ADMINISTRATIVE PRACTICE 
Three systems may be determined in the practical operationalization of the principle of service oriented administration as follows: Anglo-American, Nordic and European-continental.
Common for all three systems is that this principle is realized in practice through adoption of citizen service charters. Charters as mechanisms for implementation of this principle contain legally binding provisions, and which clearly determine the rights, obligations and interests of citizens as administration’s consumers on the one side, the rights and obligations of administration or civil servants on the other side and the Government interest as third interested party. 

Anglo-American countries emphasize the three elements of this principle: efficiency, effectiveness and value of money. Those countries promote market mechanisms and present the citizen most of all as customer or client.
The Nordic states' system according to Kricket (1997) is a mixed form of the Anglo-American and European-continental systems. Namely, the principle of service oriented administration in practice in those countries primarily is a reflection of their tradition of negotiations and consultations between the administration and citizens. Under this system, the principle in fact obtains full realization only if efficient and effective administration exists. 
European-continental conception of this principle is based on administrative-legal and bureaucratic tradition. To be precise, those states under service oriented administration understand citizens’ inclusion in public policy-making and implementing and improvement of service quality provided by the civil servants, and in their traditional administrative systems.
The United Kingdom was a pioneer in the implementation of the principle of service oriented administration through citizen service charters. The general framework of this principle is based on the following six elements: establishing standards, information and openness, option and consultations, politeness and serviceability, timely resolution of administrative issues and the value of money. The Institute for Public Policy Research later proposed six new elements when defining this principle: equal treatment of everyone, equity, participation, transparency, accountability and cooperation and effective public responsibility through revision and inspection (Bynoe 1996).
Major contribution in the United States of America for affirmation of this principle was provided by the ex-President Bill Clinton, who carried out the known campaign “Putting Customers First” with his administration. Service oriented administration in the USA is defined through nine elements: 1) clear agency identification, goal, clients and services; 2) facilitating communication between the agency and its clients; 3) determining the client service standards as well as their rights and responsibilities; 4) introducing agency practice for obtaining client feedback as well as questions and complaints; 5) development of the consultation process among clients, employees and key stakeholders; 6) administration designing and promotion in a form and style to satisfy the clients; needs and expectations; 7) effective, accurate, cheap and available mechanisms for resolution of client’s complaints; 8) monitoring; and 9) accountability before public through annual publication of the Charter as well as information on the complaints and appeals filed.
In Australia, the campaign promoting this principle was named: “Putting Service First”. Service oriented administration is defined as the one that facilitates quality service level to satisfy the citizen/customers’ expectations.
In France, service oriented administration is defined through the following concepts: transparency and responsibility, simplicity and accessibility, participation and adaptation, trust and reliability. 
In Belgium, service oriented administration above all means delivery of quality public services. Pursuant to the Charter Preamble this principle includes three basic elements: transparency, flexibility and legal protection. 

The principle of service oriented administration in Sweden began its utmost promotion in 1998, in particular at local level on the initiative from the Government, and intended for promotion of service quality provided by the governmental agencies.  According to the Swedish practice, this principle includes the following elements: dedication, quality, selection, standards and measurement, money value and competition. 

Service oriented administration in Finland is partially defined in accordance with the United Kingdom model, (Kuuttiniemi, K. and P. Virtanen. 1998) and like in other northern countries, this principle started its promotion primarily at local level. Basic elements are as follows: promising services to users, production of quality services, flexible approach to services, costumers’ feedback and redressing the failures made, description of the service in official specification and efficient service delivery.  

In Denmark, this principle especially applies in the health system and elderly care. It is defined through the following elements: information, quality services and responsiveness to consumers’ expectations and needs.
Norway defines this principle through the following elements: responsiveness to public service consumers’ expectations and development of mutual  confidence.
In Italy, Carta Dei Dervizi was adopted in 1993 by the Minister for public service, Mr. Amato. The principle of service orientation, defined through this Charter, includes the following five elements: equal consumers’ rights, equity, continuity and regularity in service provision, right to choice for the user of public services when possible, participation, efficiency and effectiveness. 
In China, this principle is integrated as "citizen standard", concept of social standard guided by the principles of democratic order in the whole society framework, through legal procedures determined in line with the citizens’ will and principle of citizen service and means taking responsibility for services of administration (Shi Xuehua, 2010)
In India, this principle is implemented under strict influence by the English tradition. It is realized through the following elements: rule of law – "zero tolerance" strategy, responsiveness and accountability, active participation of citizens, transparency, ethic, continuity (in reforms), prompt and cost-effective procedures and regular and independent evaluations (Second Administrative Reforms Commission of India, 2009).
4. IMPLEMENTATION OF THE PRINCIPLE OF  SERVICE ORIENTED PUBLIC ADMINISTRATION IN  THE REPUBLIC OF MACEDONIA
By the end of 2005, the Government of the Republic of Macedonia promoted the Internet portal www.uslugi.gov.mk, as uniformed information portal, which improves the approach and use of the Government service information and provides on-line interaction between the citizens and Government. 

A year after the adoption of the Law on General Administrative Procedure, the theoreticians of RM shall state: our administration continued its traditional functioning, interpreting law literally and addressing the citizen in the style you have/do not have right (Davitkovski B.,2006). In the Republic of Macedonia that service or servile oriented administration to the citizens is still levitating. The term servile is to be taken as misspeak although it is not a joke; it however refers to the fact how much citizens and administration in the Republic of Macedonia are aware of the meaning of the principle of service oriented administration. It is difficult to pronounce this term, even more difficult to understand and implement it in practice. 
Service orientation requires that the civil servant understand that he/she must not act from the position of authority, even he/she works in the Ministry of Interior and Ministry of Defense or another conventional state administrative body. As soon as this is understood we can speak about orientation of the civil servant to the individual, citizen as their service that is to provide services guaranteed in the legal system (Pavlova-Daneva A., 2006).  The civil servant should be trained on a daily basis in order to strengthen his/her awareness that above all he/she is to serve the citizen, and that he/she does not express authority and power as the concept of state administration was understood so far.
Administration reform is a continuous process reflected in permanent adjustment and development of the administration system in line with the changes in the modern social relations. It is a fact that quality of administration is a key factor for the level of services to the citizens and firms, which contribute to the development of a society and democratic processes as well as for integration of the countries in EU. Having into consideration that administration services are of essential significance for the citizens in a society, their quality is inevitably connected to the function of modern, professional and efficient administration, which should permanently improve its relation with the citizens as their service. To that end, legal basis related to functioning of administration is continuously revised in the Republic of Macedonia, and commitments for its reform are stressed in terms of strengthening of its efficiency and accountability, transparency, openness, and improvement of service quality.  Unfortunately, Republic of Macedonia cannot still acknowledge having reformed administration. 

For years, the European Commission evaluating the progress of Macedonian public administration in its Progress Reports shall state that functioning of our administration on the basis of the principles of efficiency, effectiveness, accountability, transparency and service orientation to the citizens is difficult to be operationalized in practice. The European Commission in its 2006 Progress Report also indicated that steps were taken in the Republic of Macedonia to improve transparency of the public administration, and that Law on Free Access to Public Information was adopted.  The Government promoted several web-sites for easier access to the state administrative bodies, and by the end of 2006, it started a process for revision of the existing legislation from the aspect of simplifying the procedures and improvement of business environment. This project named Regulatory Guillotine resulted in intervention in about 600 acts. 

In the 2007 Progress Report, the European Commission shall indicate: Civil journal was introduced as a part of the Government work program, and in some ministries providing public services, information contact points were established. In 2008 and 2009 Progress Reports it was pointed out that civil journals were introduced for provision of improved services by state institutions and they are evaluated on regular basis. 

In the beginning of 2008, electronic submission of annual accounts for all legal entities was introduced. The process of introduction of service centers in municipalities is ongoing. For 2011, the European Commission shall state for the first time: The Ministry of Information Society and Administration has taken practical steps to improve the services offered to the citizens. A stop shop system was introduces for electronic exchange of documents between key institutions. A new device system for evaluation by the citizens was introduced in given institutions. The knowledge and use of the Civil Journal is not sufficient. 

In December 2010, the Government of the Republic of Macedonia promoted Draft-Strategy for Reform of Administration in the Republic of Macedonia (for 2010 – 2015 period). In the part of the Draft-Strategy referring to service oriented administration, the Government, very precisely, but declaratively, shall identify key weaknesses in the public administration such as its partization and office abuse; incompetence (in particular with managing staff); poor capacity for law implementation; unavailability for the citizens and firms and unavailability to the procedures. (Draft Strategy on Public Administration Reform of RM)
Commitment is indicated in the part vision (p. 8) of the Draft-Strategy that public administration outgrow into effective, efficient and accountable administration that provides citizen oriented services, and at the same time functioning in transparent and open manner and satisfying all values and standards of the so-called ‘good governance’ within the framework of the ‘European Administrative Space’. Administration is to outgrow from regulatory oriented to service oriented administration; thus fully incorporating into the ‘European Administrative Space’. The Draft-Strategy, in its special objectives, aimed at improvement of service quality and users’ satisfaction, provides for taking concrete regulatory and administrative measures (p.8). 

The Government of the Republic of Macedonia, in its program, for the period from 2011-2015, aimed at operationalization of the principle of service oriented public administration, provides for taking measures for:
· 
introducing information system for technological support of timely administration 
dealing with decisions on administrative procedures;
· 
 introducing system for permanent measurement of users’ satisfaction from 
administration services;
· 
development of training programs focused on the relation with users;
· 
analyses of working hours suitable for service users;
· 
introducing rules according to which administrative authorities will personally seek data 
from official registers and on no account the citizens will not be required to submit data 
kept in official registers; 
· 
possibility of payment administrative services on the spot by using modern methods of 
payment (in cash, credit and debit cards, e-payment, and etc.);
· 
regulatory guillotine that will cover the project services for citizens;
· 
further development of the one stop shop system for businesses.
With regard to the realization of what was planned, the Government announced several projects: The Citizen at the First Place – which will provide  deadlines for acting of the civil servants and management officials in the public  institutions at the request by the citizens; Request and delivery of detain line of duty, among the institutions; Electronic Documents Management System; Relieving the administrative burden through an increased participation of citizens and companies  in the process of proposing  new legislation; Evaluate the Administration; There is not a Wrong Door; Inclusion of citizens, companies and non-governmental organizations by providing suggestions for simplifying administrative procedures  through web-portal; Quality barometer – a system for permanent assessment  of users’ satisfaction with the administrative services; Interoperability where all documents and services issued by state institutions for citizens’ needs will be made available on Internet; Е-Reminder; Introduction a unique phone number for relation with the citizens regarding the administrative procedures in the institutions; Civil Journal – forms through which the  citizens can express their opinion about the operations of the state institutions; System of ongoing  training and education of functionaries  and  public administration employees ; Establishing performance-based model  for promotion  and motivation of civil servants. ( www.vlada.mk).
5. CONCEPT OF SERVICE ORIENTED ADMINISTRATION IN THE REPUBLIC OF MACEDONIA
For government such as the Macedonian that declare themselves as respond to the citizens’ requirements of fundamental importance is to focus from self-concentrated  administration to administration concentrated to the citizens’ interests. It is certain that the process of modernization of public administration my increasingly operationalize initiatives focused on the role of the user and creation of culture suitable to the citizens’ requirements.
The concept of service oriented administration promoted in the Republic of Macedonia, in particular, through the Macedonian Government program is obviously focused both on satisfying the user’s needs, where administration offers their services, and on realization of service relation to the citizen, where he/she appears as holder of rights, obligations and interests prescribed in the legal acts.
In the realization of this concept, however, primarily, it is necessary not only to determine distinctions that characterize service oriented administration but also the standards of services offered to the users in separate public sectors in accordance with the political and legal traditions in the Republic of Macedonia.  

For each public service it is necessary to establish specific quality standards, which are to be prescribed and published for the purpose of users’ expectations.  When stipulating it is necessary to precisely define the citizens’ rights and obligations as users of the administration and public servants, as part of the administration of the Republic of Macedonia. When stipulating the standards for service quality measurement it is necessary to consider the service parameters such as accuracy, accessibility, serviceability, availability, punctuality, reliability, competence, amenity, simplicity as well as the principles of fairness, equity, impartiality and confidence.  
To obtain quality services it is necessary to secure such conditions that the user chooses a service, to be consulted, participate in the service creation, effectively use the complaint and indemnity mechanism, to provide information on the service quality, responsibility for the efficient services, influence of the initiatives among public enterprises, administration and sectors.  

Above all the citizen/user of the service is to be informed on the services, purposes and performance. The information should be available and written in clear language, and wherever possible the citizens/users should be able to compare the performance of a service provider with that of other service providers. The type of information provided by public service will certainly differ relative to public sectors. User information about public sectors may lead to:
· 
proven advantages for the user to evaluate public administration and services;
· 
improved conformity between the service users’ expectations and the level and quality of 
the actual service; and
· 
improved possibility for the user to complain, claim indemnity, select and participate in 
the public service.
Furthermore, administration should provide services availability for the users to facilitate their easy physical access to the administration in a period suitable thereto.
For service requirements it is necessary to introduce users’ consultation standard; thus facilitating dialogue between the service provider and user relating to decisions and possibilities, although the decisions are adopted by the authority or service provider, so that a partnership is provided through which the user may decide together with the service provider.  

Achieving higher level of orientation to the citizen/users shall also require significant cultural change in the administration manner of functioning. The employees should be provided with appropriate training, incentive and benefits.
The government should provide instructions and accept measures to regulate the civil servants’ behavior to the public, in particular of those servants that are in direct communication with users. The measures for achieving those aims include their identification, deciding on accessibility to service during break hours, systematic control of the private sector for the problems and procedures of their interest, concentration of different units and services under one cover, strengthening the guaranties of citizens’ rights through approval of the Administrative Procedure Code, citizens’ information. It is necessary that administrations which work with users on daily basis to go through continuous training and studying. To that end, it will be necessary, within the administration, to organize authorized services to monitor, inform and upgrade the principle of service oriented administration. 
6. CONCLUSION
Several conclusions may be derived from the above elaborated.
The principle of service oriented administration is complex, multidimensional and dynamic. This principle in fact implies “planning with citizens”, and not “planning for citizens”, or the citizen as administration client and his/her needs are to be in the “focus”. This principle also allows modernization of administrative structure, improvement of officers’ capabilities as well as modification in their attitudes and behavior. In fact, it might not be an error if we define this principle simply as “bureaucracy bankrupt”.
Theoretic arguments about this principle extend extremely; however what is common for all of them is the position that service orientation is one of the essential pillars as grounds and construction of the concept “good governance”.
The principle of service oriented administration in most countries is implemented through adoption of citizen charters. Namely, such type of citizen service charters are adopted in Great Britain, Argentina, Australia, Canada, USA, Belgium, Singapore, Hong Kong, Malaysia, South Africa, Caribbies, Namibia, Costa Rica, Samoa, India, France, Italy, Norway, Sweden, Finland and etc.
This principle appears in various forms and contents in different countries; this it may be concluded that relative to the Government motives for accepting and implementation of the principle of service oriented administration, there are countries where it is aimed at promotion of administration efficiency, however, there are countries main goal of which seems to be a simple political “justification” of the government before the citizens. To that end, there is a difference related to the sectoral application of this principle, in terms of whether it applies in all spheres of the state authority, including police and judiciary or only in certain public services (health, education, culture, and etc.), as well as different application of this principle at central, regional or local level only, or in each of the three levels of authority. 

Nevertheless, in general it may be implied that common for the countries having adopted citizen charters is the fact that they are perceived as powerful tool for promotion of public service standards as instruments for achieving higher level of accountability and transparency in the delivery of services (in some countries) as means for reinforcing democratic principles through “provision of higher level of power” to the citizens.

Charters are characterized as “soft” agreements, non-observance of which entails fines, and legal consequences are rare. Charters are ethically and morally binding. 

In the Republic of Macedonia the principle of service oriented administration still possesses declarative indications and initial practical realization. Further announced are a number of projects, realization of which will mean more serious commencement of implementation of service oriented administration in practicing administrative activities in the Republic of Macedonia.
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� In this context, the effects of this principle are defined by Marcel Hoogwout by division in five domains: domain of service provision by administration, political domain, production domain, political efficiency domain and legitimacy domain.








