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Қазақстан Республикасындағы  
киберкеңістікті дамытудың қажетті шарттары ретінде  

мемлекеттік қызмет көрсетуді цифрландыруды қамтамасыз ету:  
шет елдердің тәжірибелері

Осы мақаланың маңыздылығы жаһандық ақпараттандырудың әсерінен Қазақстанда 
электрондық цифрландыруды жеделдету сияқты электронды құжат айналымына өтуге әкеледі; 
Ақпараттық технологияларды енгізу арқылы Қазақстан үкіметінің тиімділігін арттыру; өмірдің 
барлық салаларында жаңа технологияларды қолдану саласындағы мемлекеттік саясатты әзірлеу 
қажеттілігі; ақпараттық технологияларды кеңінен қолдану арқылы қазақстандық қоғамның 
экономикалық және саяси жаңаруын жеделдету, сондай-ақ электронды үкіметтің ықтимал 
артықшылықтарын зерделеудің теориялық және тәжірибелік қызығушылығы.

Түйін сөздер: электрондық үкімет порталы, электрондық үкімет, электрондық цифрлық 
қолтаңба, электронды құжат айналымы.
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Обеспечение цифровизации государственных услуг  
как необходимое условие развития киберпространства  

Республики Казахстан: опыт зарубежных стран

Актуальность данной статьи обусловлена такими факторами, как ускорение процессов 
цифровой модернизации в Казахстане под влиянием глобальной информатизации, ведет к 
переходу к электронному документообороту; повышение эффективности казахстанского 
правительства за счет внедрения информационных технологий; необходимость разработки 
государственной политики в области применения новых технологий во всех сферах 
жизнедеятельности; необходимость ускорить экономическую и политическую модернизацию 
казахстанского общества посредством широкого использования информационных технологий, 
а также теоретический и практический интерес к изучению потенциальных преимуществ 
электронного правительства. 

Ключевые слова: портал электронного правительства, электронное правительство, 
электронная цифровая подпись, электронный документооборот. 

Introduction

The purpose of the work is to analyze the le-
gal nuances of e-government development in the 
Republic of Kazakhstan; determination of the peri-
odization of the development of the formation and 
activities of e-government; definition of features of 
electronic document circulation through electronic 
government. In modern society, social relations are 
modernized under the influence of information and 
communication technologies. The changes are also 
related to a number of aspects of the functioning of 
the state. The electronic state must be understood 
as a form of organization of the activities of pub-
lic authorities in the virtual space, which, due to the 
widespread use of information and communication 
technologies, optimizes public administration.

E-government is a system of government, in-
teraction of power structures among themselves, 
with citizens and enterprises using information 
technology (which in theory should reduce red 
tape and, conversely, increase the transparency of 
government activities). E-government has several 
definitions, but the simplest terms, it includes those 
management processes in which information and 
communication technologies (ICTs) play an active 
role in delivering management-related products 
and services. 

The use of ICT in management can lead to one or 
more of the following 4 key changes: improving the 
quality and standards of existing management prod-
ucts and services, providing new public services and 

products to citizens / users, increasing the participa-
tion of citizens / users in deciding which products 
and services should be provided and how to bring 
new layers of society into the sphere of public ad-
ministration, including those that are more inclined 
to remain out of attention, namely the poor, illiter-
ate, with limited physical abilities, migrants and 
internally displaced persons. Thus, e-government 
does not simply mean the digitization or automation 
of existing public services. Instead, e-government is 
a tool for transforming government services so that 
they can be delivered more efficiently and monoto-
nously to all segments of society.

The main part

The governments of the world’s leading coun-
tries are committed to building the capacity for the 
development of the digital economy, conducting re-
search and testing new technology. They not only 
improve legislation, but also create and develop a 
digital infrastructure and an advanced knowledge 
and skills base. Many leaders in the field of high 
technologies note that the qualitative development 
of the digital sector was preceded by a long history: 
from the creation of computer technology and the 
development of the World Wide Web to the for-
mation of artificial intelligence. Among such lead-
ing countries are the United Kingdom, the United 
States, Singapore and the Republic of Korea.

G��a� B���a�n �xampl�. As part of the develop-
ment of public administration and public services, 
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the UK uses digital technology to transform its ser-
vices and systems in order to make them easier and 
cheaper. The Cabinet of Ministers of the United 
Kingdom in 2011 created a service for combining 
state digital services, which is engaged in the State 
Digital Service (SDS). According to the GCC, the 
transfer of public services to electronic format can 
save the Government of the UK from 1.7 million to 
1.8 million pounds a year.

It was expected that by 2015 all the following 
types of services will be digitized:

– Services provided by the National Vocational 
Training Service. The translation of information 
about candidates collected by the Service into an 
electronic form will simplify the process of finding 
vacancies and applying for a job. On the other hand, 
employers will be able to post vacancies and select 
suitable employees;

– Independent determination of the amount of 
tax: a new electronic service will simplify the calcu-
lation of the amount of tax for ordinary citizens;

– Services provided by the Information Disclo-
sure Service and deprivation of the right to hold cer-
tain positions (DBS). More and more young people 
are interested in volunteer programs, however, in 
order to be eligible to participate in these programs, 
every Briton needs to pass a DBS service check. 
Translation into an electronic format of all the in-
formation collected by this DBS service will allow 
citizens to apply for volunteer programs without un-
necessary paperwork;

– Intellectual property: an electronic service 
will allow large and small entrepreneurs to quickly 
register and control patents, trademarks and projects 
online, thanks to the Office for the Protection of In-
tellectual Property Rights.

SDS developed the Government Transformation 
Strategy until 2020, which consists of the following 
components:

1. Transformation of all public services with 
a view to further enhancing their convenience for 
citizens, businesses and users of the public sector; 
2. �omplete transformation of departments will re-
sult in flexible implementation of targets, improve 
cross-channel provision of services, and increase 
efficiency; 3. The internal transformation of the 
government, which does not necessarily externally 
affect public services, but is vital for better interac-
tion between parts of the state apparatus and for the 
implementation of «digital» transformations.

Th� USA �xampl�. The US Digital Service 
(USDS) was established in 2014 to address the most 
important public digital services of the federal gov-
ernment. USDS is focused not only on how Ameri-

can people can interact with their government on the 
Internet.

As of June 2017, USDS has established the 
appropriate teams in seven federal agencies: the 
Department of Defense, the Department of Vet-
erans Affairs, the Department of Homeland Se-
curity, the Department of Health and Human Ser-
vices, the Department of Education, the Office of 
General Services and the Small Business Admin-
istration.

The US pursues a policy to develop the digital 
service in the following areas: modernization of im-
migration policy, benefits for veterans, health care, 
education, taxpayer data, defense system of imports 
and exports.

S�n�apo�� �xampl�. In order to most effectively 
serve its people, the Government of Singapore has 
taken the following steps:

1. A 10-year «Basic plan for ICT 21» was devel-
oped, according to which, until 2021, Singapore’s 
strategic goal is to prepare the state-city for the in-
formation society of the future; 2. The practice of 
conducting electronic elections and censuses of the 
population is being introduced and improved; 3. The 
Ministry of Justice and its structural subdivisions are 
working to develop a «roadmap» for the creation of 
a three-dimensional land information system based 
on geospatial data; 4. A remote monitoring and eval-
uation system was created (i) the status of patients 
(telemedicine), (ii) electronic transactions, and (iii) 
the effectiveness of e-government.

In 2017, the Government of Singapore em-
barked on the following innovations in terms of 
digitalization:

1. Re-equipment of libraries in order to make it 
convenient for readers to search and read electronic 
books; 2. The Government has expanded the Home 
Access Program, which allows low-income house-
holds access to affordable digitalization services; 
3. Electronic services will be improved through the 
GovTech national platform. GovTech will use ad-
vanced services, such as «AskJamie» – virtual as-
sistant.

In 2017, Singapore continued to implement the 
SmartNation initiative and conducted work on the 
development of digital, information and cyber-safe 
SmartNation applications.

Th� �xp����nc� of Ko��a. In terms of informati-
zation and the development of e-government in Ko-
rea has the highest rates in the world. In the ranking 
of E-participationIndex, Korea ranked 1st in 2010, 
2012 and 2014.

In 2011, the formulated Smart Electronic Gov-
ernment (Smart E-GovPlan) Plan translated the 
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computer e-government into a mobile e-government 
using smartphones and tablets.

Since 2013, Korea is guided by the strategic di-
rection of «Government 3.0», within which there 
are three strategic directions: Government oriented 
to services; Transparent Government; The best ad-
ministration (in other words, the competent govern-
ment).

The Korean government creates a consolidated 
system that provides information and services by 
integrating government bodies, domains and geo-
graphical jurisdictions into the process.

The following portals were created to provide 
services to citizens of the country: Electronic pro-
curement system – www.g2b.go.kr, Electronic sys-
tem for the provision of customs services – www.
portal.customs.go.kr, Electronic system of compre-
hensive tax services – www.hometax.go .kr, Elec-
tronic civil services – www.egov.go.kr, Electronic 
patent services – www.kiporo.go.kr, Online portal 
for applications and discussion of issues e-People 
– www.epeople.go.kr, Single window on business 
services – www.g4b.go.kr, System of Business Pro-
cesses On-nara (Business Process System), Admin-
istrator Sharing implicit information – www.share.
go.kr.

Thus, for the development of the digital sector in 
the analyzed countries, the skills of conducting in-
depth research and creativity became a competitive 
advantage. These countries, in their desire to develop 
the digital economy, create a digital infrastructure, 
form digital skills and strengthen cyber defense for 
the safe servicing of their citizens. All this creates 
a basis for successful digitization of the countries 
themselves.

At the same time, Kazakhstan does not start 
from scratch. In the 1990s, the state program on 
accelerated industrial and innovative development 
was launched, the international education program 
«Bolashak» was initiated, and in 2005 the formation 
of «e-government» was started. One of the steps to 
create conditions for the transition to an information 
society was the state program «Information 
Kazakhstan 2020», approved in 2013. As the basis for 
the digital transformation of the country’s economy, 
this program contributed to the development of the 
following factors: the transition to an information 
society, the improvement of public administration, 
the creation of «open and mobile government» 
institutions, and the growth of accessibility of 
information infrastructure not only for corporate 
structures but for citizens of the country. The Head 
of State in his Address to the People of Kazakhstan 
on January 31, 2017 announced the Third 

Modernization, the core of which is digitalization, 
noted the need to cultivate new industries created 
using digital technologies, and that «it is important 
to ensure the development of communications, 
widespread access to fiber-optic infrastructure. The 
development of the digital industry will provide an 
impetus to all other industries. « In the fifth priority 
of the Third Modernization, the President of the 
country outlined the relevance of the fight against 
cybercrime, religious extremism and terrorism. In 
the Address of the Head of State, an instruction was 
sent to the Government and the National Security 
Committee to develop the concept of «Cybershield 
of Kazakhstan», whose goal is to ensure the 
information security of the society and the state in 
the field of information and communication, as well 
as protect the privacy of citizens when using their 
information and communication infrastructure.

The creation of e-government was necessary in 
order to make the work of government bodies more 
efficient, open and accessible to citizens. Previously, 
every state body «lived its own life» and had little 
contact with the rest, and citizens had to bypass 
many instances to collect all kinds of certificates, 
confirmations and other papers. All this turned the 
process of getting one service into endless walking 
through institutions. Now this is done, thanks to 
e-government projects.

E-government is a single mechanism for 
interaction between the state and citizens, as well 
as state bodies with each other, ensuring their 
coherence through information technology. It is this 
mechanism that made it possible to shorten queues 
to state bodies and simplify and speed up the receipt 
of certificates, certificates, permits and much more.

The idea of creating an e-government in our 
country was initiated by the head of state in the 
annual Message to the people of Kazakhstan on 
joining the republic among the fifty most competitive 
countries of the world. On November 10, 2004, the 
program on the introduction of e-government was 
approved by the Presidential Decree «On the State 
Program for the Formation of E-Government in the 
Republic of Kazakhstan for 2005-2007» (expired). 
The availability of electronic services has also been 
made possible through the provision of electronic 
digital signatures to citizens free of charge. To 
date, more than 10 million EDS have been issued in 
Kazakhstan, of which about 4.5 million are recorded 
on citizens’ identity cards.

A single electronic document management 
system for government agencies (EDMS) using 
electronic digital signature technology was created 
and launched into commercial operation in April 
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2006. Interdepartmental electronic document 
management in Kazakhstan differs radically from the 
systems used in Europe or the countries of the post-
Soviet space: it allows unifying the departmental 
systems of electronic document circulation of all 
central state bodies. EDMS is now applied in 80 
central and 16 local executive bodies of the republic.

On April 12, 2006, the web portal of the 
«e-government of the Republic of Kazakhstan» 
was put into operation, which became a practical 
mechanism for access to information and interactive 
services of state bodies. To solve the main task of 
the portal – providing electronic services – software 
for integration modules with the unified EDMS and 
state databases, including «State Land Cadastre», 
«Integrated Tax Information System», «Physical , 
«Legal persons», «Address register», «Real estate 
register», database of the State Center for the 
payment of pensions.

According to the «State program for the formation 
of e-government in the Republic of Kazakhstan for 
2005-2007», developed in view of world experience, 
the implementation of e-government in Kazakhstan 
envisages the following stages.

The first stage is informational. It was during 
this period that the e-government portal was 
launched and filled with information. Information 
appeared on the state bodies, their work and the 
services they provide to the population. In addition, 
the regulations for the provision of services were 
given and regulatory and legal acts were posted for 
familiarization.

At this stage, every Kazakh could get all the 
necessary information on the portal – a list of 
necessary documents, the size of the state duty, 
contact information of the state body, which you 
need to contact. Already at the first stage, the running 
around the authorities and the number of visits were 
reduced, due to the provision of the full amount of 
necessary information.

The second stage – interactive, was marked by 
the launch of the provision of electronic services on 
the portal. Users of the portal have the opportunity to 
receive certificates from various institutions, without 
running through institutions and without losing 
time in queues, send a request to any government 
agency without leaving home and monitor its status. 
The introduction of interactive services on the 
e-government portal has allowed saving time on 
collecting the package of documents.

On November 30, 2007, the Resolution of 
the Government of the Republic of Kazakhstan 
No. 1155-1 «On Approving the Program for the 
Development of the» Electronic Government «of 

the Republic of Kazakhstan for 2008-2010» was 
abolished.

In accordance with this Government Decree, the 
formation of e-government was carried out according 
to the classical Western implementation scheme and 
consists of two circuits and three modules:

1. The internal loop regulates internal operations 
between state bodies through internal information 
channels. With a high level of information security, 
this connection is suitable for the transfer of sensitive 
information. This type of connection is called, as in 
the Western countries, the module «Government to 
Government» (government for government; G4G); 
2. The external outline regulates relations between 
citizens, enterprises and the government and consists 
of two modules: «Government to Citizens» (G4C) 
and «Government to Business» (G4B).

It was at this stage that departmental information 
systems, state databases, electronic licensing and the 
electronic government gateway were introduced. In 
2009, the introduction of the project «E-licensing», 
which is mainly intended for business entities, began. 
This is a simplification of procedures for obtaining 
by enterprises various licenses and permits for 
the implementation of licensed types of activities. 
E-licensing makes it possible for a person who 
applies for a license to track the entire procedure for 
its consideration. At the same time, contact between 
the person who is considering the application and the 
person who submits it is completely excluded. It has 
tremendous effectiveness in combating corruption.

The third stage in the development of 
e-government is transactional. To provide 
transactional «e-government» services, an automated 
system «Payment gateway for e-government» 
was created for Internet payments, such as paying 
taxes, fines, penalties, etc. The payment gateway 
of «electronic government» is a kind of shop that 
allows user to make orders for public services and, 
accordingly, pay them by means of a payment card 
or from a current bank account. From the point of 
view of information exchange, the payment gateway 
of «e-government» directly interacts with the 
information system of acquiring banks, and those 
in turn – with the Kazakhstan Interbank Settlement 
Center and the Treasury system. The information 
on the payer and the details of his payment card 
will be reliably protected against various types of 
information hacking by means of their transmission 
through special communication channels.

In advanced economies, such as Sweden, 
Denmark, Norway, the United States, Singapore 
and others, the payment of public services by bank 
magnetic cards through Internet banking systems, 
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through electronic e-cash systems of state electronic 
services, has long been a practice. In Kazakhstan, 
a similar project is being implemented for the first 
time.

For entrepreneurs, the transactional stage 
presented a truly valuable gift – electronic public 
procurement. The benefits are obvious – the 
transparency and openness of the competitions 
and tenders that have been held have increased. 
Henceforth, an entrepreneur, without leaving the 
office, can participate in tenders. Since January 
1, 2010, all government purchases by means 
of requesting price proposals are made only 
in electronic format, on the web portal of state 
purchases www.goszakup.gov.kz. Thus, the portal 
successfully demonstrates the fulfillment of its 
main tasks: increasing the openness of the public 
procurement process, creating equal competition 
conditions, and reducing budget spending on the 
acquisition of goods and services.

The fourth stage of e-government is 
transformational; at this stage of development 
e-government is today. The main goal from now 
on is maximum efficiency in providing services to 
citizens. It is for the sake of achieving this goal that 
interactive and transactional services are combined 
into complex services, which the Kazakhstani 
population often needs. Users have the opportunity 
to register a legal entity in 15 minutes or register the 
birth of a child while simultaneously solving all the 
related issues – to apply for the assignment of benefits 
and put the child on the queue in the kindergarten. 
Special attention is paid to e-government portal on 
socially-significant services, that’s why all of them 
are translated into electronic format.

During its existence, the e-government of the 
Republic of Kazakhstan has overcome four stages 
of formation and development; it was positively 
accepted and highly appreciated by the world 
community – high positions in international and 
republican ratings, nominations in competitions 
testify to this. The degree of development of the 
Kazakh electronic government is estimated as 
«emerging» and is considered one of the most 
successful.

May 13, 2013 in Geneva, the results of the 
international competition WSIS Project Prizes 
2013, this was held in the framework of the Forum 
of the World Summit on the Information Society. 
Electronic licensing system of Kazakhstan (www.
elicense.kz) became the best project in the category 
«E-Business». More than 280 projects from 64 
countries of the world took part in the competition. 
The success story of the project was published 

on the official resource of the International 
Telecommunication Union.

It should be noted that www.elicense.kz is an 
electronic system that allows you to receive various 
permits through the Internet. The idea of   creating 
this tool, as a regulatory mechanism, monitoring in 
the field of permits, was born in 2008. Within the 
framework of this project, a lot of work was done to 
optimize the processes in the licensing area.

In particular, as a result of the inventory, the 
number of permits was reduced from 1035 to 517. 
Integration with 27 information systems of state 
bodies allowed to abolish more than 600 types 
of documents that were previously required for 
obtaining permits and to shorten the terms for 
their issuance. We note that since August 2012 
100% of the license in Kazakhstan has been issued 
electronically. In July 2016, the World Economic 
Forum (WEF) report was published, according to 
which the Kazakhstan’s network readiness index 
ranks 39th out of 139 countries. Compared to 2012 
and the 55th position in the rating, the country 
shows a rapid growth in many parameters and is 
the best among the CIS countries. The network 
readiness index determines the level of development 
of information and communication technologies 
(ICT) in the country and consists of 54 indicators 
reflecting the contribution of ICT to the economy 
and the willingness of national economies to use 
these technologies.

Every two years, the United Nations Department 
of Economic and Social Affairs conducts studies to 
assess the level of development of e-government in 
the world. In 2012, the e-government of the Republic 
of Kazakhstan ranked 38th in this rating. At the 
same time, the index of online services grew by 10 
positions, and the telecommunications infrastructure 
by 14 positions. According to the e-participation 
index, which determines the possibility of citizens’ 
communication with the government, Kazakhstan 
took the second place, dividing it with Singapore. 
And in 2016, the electronic government of the 
Republic of Kazakhstan in this rating took 33rd 
place. At the same time, the telecommunications 
infrastructure index climbed 1 position.

At the annual International Government Summit 
the World Government Summit, which was held 
in Dubai in February 2017. About four thousand 
prominent public and political figures, scientists and 
experts from 139 countries of the world, including 
from Kazakhstan, took part. The mobile application 
«Egov» was awarded the First World Govtechineers 
Race-2017 prize, as the best and most advanced 
mobile government application. Further, on June 13, 
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2017 in Geneva (Switzerland), in the framework of 
the Forum of the World Summit on the Information 
Society, the ceremony of awarding winners and 
champions of the international competition WSIS 
Prizes-2017 was held.

The international competition was conducted 
in 18 categories. In the e-government category, the 
e-Government of Kazakhstan projects (eGov.kz), the 
Open Government (Open.egov.kz), in the category 
«The role of government and all stakeholders in 
promoting the use of ICT for development» The 
project «Single contact center 1414».

To be in the trend of modern technologies, the 
President of Kazakhstan Nursultan Nazarbayev 
initiated the state program «Digital Kazakhstan». 
Its main goal is to improve the quality of life of the 
population through the progressive development of 
the digital ecosystem and the competitiveness of 
Kazakhstan’s economy.

Resolution of the Government of the Republic of 
Kazakhstan No. 827 of December 12, 2017 approved 
the State Program «Digital Kazakhstan» for 2017-
2020. The implementation of the state program 
Digital Kazakhstan will be conducted in four key 
areas. The creation of the «Digital Silk Road» 
implies the development of a reliable, affordable, 
high-speed and secure digital infrastructure. 
Formation of the «Creative Society» will give 
impetus to the development of competencies and 
skills for the digital economy, will allow to work 
on increasing the digital literacy of the population 
and to train the sectoral ICT specialists. Digital 
transformations in the economic sectors will ensure 
the widespread introduction of digital technologies 
to enhance the competitiveness of various sectors 
of the economy. The formation of the «Proactive 
Digital Government» guarantees the possibility of 
improving the electronic and mobile government 
system, as well as optimizing the provision of public 
services.

Conclusion

Expected dividends for the country from the 
implementation of the state program «Digital 
Kazakhstan» are defined and identified in accordance 
with the strategic objectives of the state. First of all, 
we are talking about such important and relevant 
issues for the country as improving the efficiency 
and transparency of public administration, providing 
employment for the population, improving the 

quality of education and health, improving the 
investment climate, raising labor productivity and 
increasing the share of small and medium-sized 
businesses in the GDP structure. Economic experts 
estimated that as a result of the implementation 
of DP «Digital Kazakhstan», the share of the 
ICT sector (information and communication 
technologies) in GDP (gross domestic product) of 
Kazakhstan will reach 4.85% by 2020, and labor 
productivity in this industry will grow by 31%. 
Digital literacy of the population will be 80%, the 
share of Internet users will increase to 78%, and the 
percentage of e-government services rendered in 
relation to the total number of services received in 
paper and electronic forms will increase to 80%. In 
particular, Kazakhstan in the Doing Business rating 
of the World Bank in 2020 should be on the list of 
the first 35 countries . The index of «e-government» 
(according to the UN methodology) in 2020 should 
be among the first 25 countries. The availability 
of information and communication infrastructure 
in the households of the Republic of Kazakhstan 
should reach 100%, and the number of Internet users 
in 2020 – 75%.

As you know, the implementation of the state 
program is carried out in two stages – for 2013-
2017 and 2018-2020. Within the first stage, the 
Government of the Republic of Kazakhstan 
approved the Action Plan for the implementation of 
the State Program «Information Kazakhstan 2020» 
for 2013-2017. As a result of the implementation 
of the program for 2013-2015, Kazakhstan in the 
Doing Business ranking of the World Bank in 2017 
was in the list of the first 38 countries .The index of 
«e-government» (according to the UN methodology) 
in 2017 allowed to be among the first 30 countries . 
The share of households with access to the Internet, 
fixed telephony and mobile phones has increased. 
The volume of the Kazakhstani blogosphere, as well 
as the share of healthcare organizations connected 
to a single healthcare network, has increased – from 
25% in 2014 to 91.5% in 2015.

A new important stage in the development of 
the infrastructure for the provision of electronic 
services, taking into account the active penetration 
of mobile communications and mobile technologies 
among the population, is the creation of the Mobile 
Government. Now in Kazakhstan through the mobile 
application eGov for platforms iOS, Android and 
Windows Phone you can get 80 different services 
and services.
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