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Abstract

Main problem: digital transformation of Kazakhstan’s society leads to emergence of new
communication business models, including the so-called proactive data-based service, which implies
expansion of communication contact between the state, business and society. Digital transformation of
economic sectors and the service sector has objectively caused discussion of issues related to various
aspects of its implementation. These include digitalization of society spheres within framework of
public administration [1], problems of interaction between business and government [2], mechanisms
of interaction between subjects in the private-public partnership model of government and business
[3], description of communication models of business types, government and public sector [4], history
of emergence of electronic trade, its forms and types of goods delivery to a consumer [5],
organizational and managerial relations and processes arising in enterprises, working in field of online
marketing and e-commerce [6]. In Kazakhstan, digitalization of spheres and the economy sectors is
one of strategic priorities of its development. Use of information and communication technologies in
the service sector creates additional impulses to its dynamics, therefore, has impact on improving
population’s life quality. In this regard, it is necessary to identify trends and patterns of
communication interaction between the state, business and society, to consider and clarify their
content.

The purpose: the research of state and trends in the development of Kazakhstan service sector
under the influence of digital solutions and expansion of communicative contact between the state,
business and society.

Methods: the performed analysis in the research is based on the materials of the statistical
reviews and their analysis using the methods of grouping, generalization, logical analysis, system
description and interpretation.

Results and their value: a range of the key problems of communication interaction between
the state, business and society is investigated and determined. Recommendations are proposed to
accelerate the development of e-commerce in Kazakhstan as a tool for communication interaction
between business and society and improving population’s life quality.

Keywords: digitalization, e-commerce, digital transformation, services, marketplaces,
aggregator sites.

Introduction

Currently, in the conditions of the existence of various forms of ownership, the study of the
formation, functioning and reproduction of entrepreneurial capital is becoming especially relevant.
The possibilities of establishing entrepreneurial activity and its further development can be realized
only if the owner reasonably manages the capital invested in the enterprise.

Often, in practice, the capital of an enterprise is considered as something derivative, as an
indicator that plays a secondary role, while, as a rule, the very process of the enterprise's activity is put
in the first place.

In this regard, the role of capital is belittled, although it is the capital that is the objective basis
for the emergence and further activity of the enterprise.

In fact, it is the use of capital that brings income, profit, and not the activity of the enterprise.

All this determines the special importance of the process of effective capital management of
an enterprise at various stages of its existence.
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In modern conditions of economic development, in addition to capital, the use of information
and communication technologies becomes an important condition and necessary platform for modern
business.

Digital transformation is leading to the emergence of new business models, including the so-
called proactive data-driven service. The more service providers know about their customers, the more
personalized offers they can create, providing services that will best meet customer needs and even
anticipate needs that customers themselves may not yet know about. This will allow us to provide
services to citizens and entrepreneurs, anticipating the need for a particular service based on
transaction analysis.

Digitalization of the service sector in Kazakhstan is taking place at a faster pace than in the
industrial segments. This is primarily due to the possibilities of rapid adaptation of technological
solutions in organizational processes, whereas in the industrial segments, fixed assets are rarely
updated, some of the production equipment used was manufactured and put into operation more than
30 years ago.

Materials and methods

The research in the article is implemented using methods of systematization and statistical
analysis of the works of domestic and foreign scientists in the field of digitalization of the service
sector, the information base of the Republic of Kazakhstan and company websites on the issue and
problems under study, its identification, generalization, identification and justification of the causes
and trends of their formation and approaches to their regulation.

Results

The article researches and defines a range of key problems, main directions and trends in the
development of communication interaction between subjects of the service sector of the Republic of
Kazakhstan, gives their assessment, outlines proposals to ensure their effectiveness and support
development.

In addition to achieving economic benefits and increasing competitiveness, digitalization will
have a positive impact on social spheres. The effect of high-quality development of education,
healthcare and the investment environment will be noticeable in the long term and will reduce the gap
in socio-economic terms with the developed countries. The coronavirus pandemic in Kazakhstan has
prompted a massive transition to the digital environment. There has been an already rapid transition of
the service sector to online.

A special surge has occurred in e-commerce. E-commerce is currently a key driver of trade
growth in the developed and many developing countries, radically changing the usual business
processes in the retail sector.

E-commerce has become an integral part of the modern global economy. More and more
consumers in the world purchase goods via the Internet, and commercial organizations, one way or
another, use the capabilities of this network in carrying out business activities.

E-commerce can be attributed to a segment of the economy that includes online commerce, as
well as remote payment for services (including using electronic payment systems).

The global e-Commerce market is developing due to two formats:

— Online stores. Websites through which you can view information about a product or service
of interest and place an order. The quantity of the offered assortment varies widely. This is the most
numerous class of online trading platforms.

— Marketplaces. Aggregator sites or specialized intermediaries that automatically collect and
process information from various suppliers (offline and online) for different product groups, many of
them now allow you to order and buy goods without visiting the supplier's website [7].

The growth of the global e-commerce market has been observed since 2014.

The annual growth in the global volume of electronic retail trade is 16-23 percent in 2015-
2020.

According to IPG.ESTATE consulting company, in 2020 the global e-commerce market grew
by 17,9 % and amounted to $3,46 trillion. In fact, by 2021, e-commerce will account for 17,5 % of
total retail sales in the world.

The leaders of this market are China and the USA: they account for about 40 % of the market.
The list of the world's largest e-commerce markets includes: China, the United States, Great Britain,
Japan, Germany, France, South Korea, Canada, Russia and Brazil [8].
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In Kazakhstan, according to estimates by the Bureau of National Statistics of the Agency for
Strategic Planning and Reforms of the Republic of Kazakhstan, 82,2 % of the country’s population are
users of the global network, and the level of Internet penetration is constantly increasing.

The interest of entrepreneurs in online trading is growing, among other things, due to the fact
that in recent years there have been many ways to promote on the Internet, and the market places
where companies are located offer a ready-made target audience, which is not always easy to attract
offline.

Despite the incomparable volumes of the retail trade in Kazakhstan compared to global
indicators, the development of e-commerce in our country demonstrates high dynamism. When
considering the volume of the retail trade via the Internet, it should be said that the share of he online
trade in the total volume of the retail trade in the country is: 1.0 % in 2016, 4,1 % in 2020.

The structure of the e-commerce market in Kazakhstan consists of 68 % of trade in goods and
32 % in services.

Among the goods in great demand are construction materials, household appliances,
cosmetics, clothing and shoes.

Among the services are the sale of air and train tickets, payment for cultural events and
utilities. Almost the entire volume of e-commerce is accounted for by non-food products. The main
market share among regions and cities is occupied by the city of Almaty.

There are about 500 operating online stores and portals in the Republic, including such large
ones as Air-Astana, Kazakhtelecom, Kazakhstan Temir Zholy, Beeline, K-Cell, Sulpak, Planet of
Electronics, Chokolife.me , BeSmart.kz , Ticketon.kz , MyPay.kz, e-government (public services), etc.

It is planned to enter the e-commerce market of such major players as hotel chains, aviation
agencies, travel agencies, payment aggregators, several trading platforms, M-top Up, etc. [9].

Discussion

In general, the e-commerce market is highly competitive, and in Kazakhstan it has the
following features:

— different skills of Internet users depending on age, employment, place of residence;

—low level of trust in e-commerce of consumers who have an appropriate income level,

—time and volume of purchases depend on the level of development of the region;

— concentration of e-commerce in large cities; various delivery options by region, due to the
state and development of transport infrastructure;

— the absence of transport companies providing services not only for transportation, but also
storage, packaging, branding; limited information about the activities of online stores, their history,
achievements, problems.

The introduction of social distancing, quarantine and other restrictive measures in response to
the COVID-19 pandemic has led to a fundamental shift in the structure of global demand for online
purchases of goods, as well as to an increase in the use of digital communication and remote
consumption tools such as social networks, Internet telephony, teleconferences, streaming video.

The volume of Internet services has also increased from KZT 80198,4 million in 2016 to KZT
209164,7 million in 2020, or 2.6 times (figure 1) [10].
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Figure 1 — The volume of Internet services in Kazakhstan, million tenge
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The pandemic has become a powerful incentive not only to move services online, but also to
diversify them. New directions and specialties began to appear, for example, online babysitters,
trainers, and the usual services changed the format — hairdressers and manicurists are increasingly
invited home, it is safer in terms of reducing contacts, and often cheaper than in the salon.

The crisis caused by the COVID-19 pandemic is accelerating the spread of e-commerce
towards new firms, customers and product types. A long-term shift in e-commerce operations from
luxury goods and services to basic necessities is expected [11].

The scope of public services in Kazakhstan is carried out through the following channels: e-
government, public service centers (PSC), government agencies, Government for citizens
(figure 2) [12].

"Government for Citizens"

E-government Public zervice centers , . i
State Corporation
» electronic public services in a *provision of public services on +integration of all levels of
single portal using a digital a one-stop-shop basis public services into a single
signature sy stem

Figure 2 — Channels for the provision of public services in Kazakhstan

In 2020, Kazakhstan ranked 29th among 193 countries in the UN ranking on the level of e-
government development. The opportunity has been realized for citizens of the Republic of
Kazakhstan to remotely obtain an electronic digital signature through remote identification using a
person's biometrics.

The portal of the electronic government of Kazakhstan deserves special attention — Egov.kz.
This digital resource is a progressive information structure designed to facilitate the interaction of the
government authorities with the population of the country. E-government is based on a distributed ICT
infrastructure deployed across the state. Egov.kz is part of the measures of administrative reform,
digital transformation, set by the principles of the digital economy [13].

Conclusion

Further integration of digital technologies is crucial for Kazakhstan’s entry into the list of the
30 most competitive economies in the world and improving the well-being of Kazakhstanis.

The process of digital transformation of the service sector in Kazakhstan is gaining
momentum, which has a significant impact on the quality of life of the population, on the one hand,
due to the increasing place and importance of the service sector in the national economy. On the other
hand, the digitalization of certain industries and activities aimed at serving the population affects
consumer loyalty, saves time, and better satisfies their needs, that is, contributes to improving the
quality of life of the population. An important role in the digitalization of economic spheres is the
development of e-commerce, which is an effective communication tool for business and society.

In our opinion, in order to accelerate the development of e-commerce in Kazakhstan, the
following actions are necessary:

— further increase in the degree of penetration (coverage) of the Internet, for example, by
covering the territories of cities with LTE 4G wireless technology, and Wi-Fi, which will increase the
coverage of the target audience;

— increasing the level of trust in online commerce and E-commerce in general through
informing the public about the security of e-commerce;

— further development of the “electronic money” market, popularization of “electronic
wallets” by informing users about an alternative to cash and as an affordable and convenient means of
payment.

— development of users’ skills;

— simplification of electronic settlements through the recognition of the legality of electronic
invoices and the fiscalization of information systems;

— creation of companies specializing in the delivery of goods purchased via the Internet.
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Kazakcran Pecny0aukacblHIaFbl MeMJIeKeT, OM3HEC KoHe KOFaM apachbIHIaFbl
KOMMYHUKAIMAJIBIK 0ail1aHbICTBI KEHEeHTy

Heezizei moacene: Ka3aKCTaHIBIK KOFaMIbl LUQPIBIK TpaHChOpPMAIMsIIAy JEepPEeKTepaiH
HETi3iHAE€ TPOAKTUBTI KbI3MET KOPCETYJl Koca alifaHja, jaHa KOMMYHHUKAIUSIBIK OH3HEC-
MOJICTIBICP/IH Taiina OojyblHA ajblll  Keledi, Oyl MEMIJICKEeTTiIH, OW3HeC TIEeH KOFaMHBIH
KOMMYHHKALUSUIBIK OaliJIaHBICBIH KEHEHUTYAl Ke3/Aeiai. DKOHOMUKA cayanapbl MEH KbI3MET KOpCEeTy
calaNapblHBIH  [HQPIBIK  TpaHchopMalMsackl OHBI iCKE€ achIpyJblH OpTYpJi acleKTiiepiMeH
0ailJIaHBICTBI MACEJICNEP/IiH KEH ayKbIMbIH TalKblIayFa OOBEKTHBTI TYPTKI Oojabl. Omapabiy
KaTapblHIa MEMIICKETTIK 0acKapy asChIHIaFbl KOFaM cananapbiH mdpranasipy [1], 6usHec men
MEMJIEKET apachlH/aFrbl ©3apa iC-KMMbUT Macenenepi [2], Ouimik meH OM3HEC CepiKTEeCTIriHIH Keke-
’Kapusi MOJICNIH/IeT CYOBEeKTiJIep apachlHIarbl ©3apa ic-Kumbl1 TeTiktepi [3], OusHec, OWITiK KoHE
KOFaMJIBIK CEKTOp KOMMYHHKALWMSJIAPBIHBIH YITUICPiHIH TypiiepiH cumartay [4], S7IeKTpOHIBIK
TayapAbl TYNKUIIKTI TYTHIHYIIBIFA JKETKi3y/AiH HbICAHIaphl MeH Typiepi [5], yibIMabIK-Oackapy
KAaThIHACTAPBl JKOHE KOCIMOpPBIHAApAa TYBIHIAWTBIH MpoIecTep, WHTEPHET-MAPKETUHT KOHE
SIIEKTPOHIBIK KOMMEPIHSA cajachiHAa JKyMbic ictedtinmep [6]. Kasaxcran PecmyOmukaceiama
SKOHOMMKAHBIH calaiapbl MeH cajajapblH UUQPIaHABIPY OHBl JaMBITYABIH CTPaTerHsJIbIK
OachIMIBIKTapeIHBIH ~ Oipi  Oombim  TaObutagsl.  KpI3MeT KkepceTy — callachlHIA — aKMapaTThIK-
KOMMYHHKAIIMSUTBIK TEXHOJOTHSIIAPABI KOJJAaHy OHBIH JHHAMHKACHIHA KOCHIMIIIA CEPIIiH TYFBI3aJIbI,
JIeMEK, XaJIBIKTBIH OeMip Cypy CamachlH XakcapTyFa bIKnai eteli. OcbiFaH 0aiaaHbICTBl MEMIIEKETTIH,
OM3HEC NEeH KOFaMHBIH KOMMYHMKALMSUIBIK ©3apa iC-KUMBUIBIHBIH YPIICTepl MEH 3aHIbUIBIKTAPBIH
aHBIKTAY, OJIAP/bIH Ma3MYHBIH Kapay )KoHe HaKThUIay Tajar eTule/l.

Maxcamot: 1MQPIABIK IICHIMACPAIH JKOHE MEMIICKETTIH, OH3HEC IIeH KOFaAMHBIH
KOMMYHHMKATUBTIK OaiylaHbICBIH KEHEUTYiH ocepiHeH KaszakcTaHnarbl KbI3MET KOPCETY CalachIHBIH
XKal-KyHi MeH JlaMy YpAICTEpiH 3epTTey.
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9dicmep: 3epTTEyJie KYPri3UITeH TaNjay TOINTAy, *AIbLUIAY, JOTHKAIBIK TalAay, KXYHeIiK
CUIIATTAy OHE MHTEPIPETAIUS SIICTEPiH KOJAaHa OTHIPHII, CTATUCTUKAJIBIK IOy MaTepHasaapbiHa
JKOHE OJIap.Ibl TalayFa HEeTi3e/reH.

Homuoicenep oicone  onapoviy  manvi30biibiebl: MEMIICKETTIH, OHW3HEC TIIeH KOFAMHBIH
KOMMYHUKAIIASJIBIK ~ ©3apa 1C-KMMBUIBIHBIH ~HETI3ri TYHIHAI MpoOieManapbsl 3epTTeNli  KOHE
aliKpIHAaNIbl. BU3HEC TIEH KOFAMHBIH KOMMYHHUKAIMSIIBIK ©3apa iC-KUMBUIBIHBIH JKOHE XabIKTBIH
eMip CYpy camachlH apTTBIPYIBIH Kypaibl peTiHae KazakcraHma 3IEKTPOHIBIK KOMMEPIIMSHBI
JIAMBITYIbI KEACTICTY OOUBIHINA YCHIHBICTAP YCHIHBUIIIBL.

Tytiinoi ce30ep: P pAAHIBIPY, IMEKTP cayaachl, HUGPIBIK TpaHCPOpMAIH, KbI3MET KOPCETY
cajiachbl, MapKeTIuIecTep, arperatop-caurrap.
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Pacimiupenne KOMMYHUKAIMOHHOTO KOHTAKTA rOCy1apcTBa,
ou3Heca n o0mecTBa B Pecnny0siuke Kazaxcran

Ocnoenasn npobnema: tmppoBas TpaHchopMalHs Ka3aXCTaHCKOTO OOIIECTBA MPHUBOIUT K
BO3HMKHOBCHHIO HOBBIX KOMMYHHUKAlIMOHHBIX OW3HEC-MoJeNeli, BKJIIOYas Tak Ha3blBaeMoe
NPOAaKTHBHOE  OOCITY)KMBAaHWE HA OCHOBE JaHHBIX, 4YTO MpearnonaraeT  pacuimpeHue
KOMMYHHKAIIMOHHOTO KOHTaKTa TrocynapcTBa, Om3Heca u oOmiectBa. lLludposas tpanchopmarius
oTpaciiel PKOHOMHUKH M c(epsl ycIyr OOBEKTHBHO BbI3BaJia  OOCYKICHHE IIMPOKOTO CIIEKTpPa
BOIIPOCOB, CBSI3aHHBIX C PA3IMYHBIMU acleKTaMH ee peanu3anuu. B ux uucie nudposuzanus cdep
o0liecTBa B paMKax TOCYAapCTBEHHOTrO ympaBieHus [1], mpoGiieMbl B3auMOICHCTBUS MEXIY
OW3HECOM U TOCYIAapCTBEHHBIMH [2], MEXaHH3MBbI B3aMMOJCHCTBHS MEXKIY CyObEKTaMH B YaCTHO-
nyOJMYHOW MOJENM TMapTHepCcTBa BiIacTd M OusHeca [3], JaeTcs omMcaHHe THUIIOB MOJEINCH
KOMMYHHKAIIUi Ou3Heca, BIaCTH M OOIIECTBEHHOrO cekTopa [4], paccMaTpuBaeTcss  HCTOPHS
BO3HMKHOBEHHSI O3JIEKTPOHHON TOProBiH, €€ (opMbl M THUOBI JOCTaBKH TOBapa 1O KOHEYHOI'O
notpeburens [5], opraHM3alMOHHO-YNPABICHYECKUE OTHOIICHHS W IPOIECCHI, BO3HUKAIONIHE Y
npeanpusITuii, padoTaromux B chepe OHIANH-MapKeTHHIa W JJICKTPOHHOW Kommepiuu [6]. B
PecnyOnuke Kazaxcran wnudpoBusauns cdep U OTpacieldl 3KOHOMUKU SIBJISETCS OJHUM M3
CTpATETHUECKUX TPUOPHUTETOB ec¢ pa3BUTHA. [IpuMeHeHHe WH()OPMAIMOHHO-KOMMYHHUKAIIMOHHBIX
TEXHOJIOTHH B cepe yCIyr cO3llaeT JIOTONHHUTENbHbIE UMIYJbChl €€ JUHAMHUKE, CIIeI0BATENbHO,
OKa3bIBACT BIMSHUE HA yIyUIICHHE Ka4eCTBa KU3HU HaceJleHHus. B 3Toii cBsi3u TpebyeTcsi BBISBICHUE
TEHIEHIIMA W 3aKOHOMEPHOCTeH KOMMYHHUKAIIMOHHOTO B3aMMOJEHCTBHS TIOCyIapcTBa, OH3HEca U
o0IIecTBa, PacCMOTPEHUS M YTOUHEHHUS HX COJICPIKAHUSI.

L]ens: uwccienoBaHUE COCTOSIHMS WM TeHIASHUMH pa3BuTusl cdepsl ycnyr B Kaszaxcrane mop
BO3/CHCTBHEM LH(QPOBBIX PELIEHUH M PACIIMPEHUs] KOMMYHHMKATUBHOI'O KOHTAaKTa TOCYAapcCTBa,
O6u3Heca u ol1iecTBa.

Memoovi:  BBIIOTHEHHBIH B HCCICJOBAaHMM aHaiW3 Oa3upyeTcss Ha Marepuanax
CTaTUCTUYECKUX O030pOB M MX aHAINW3E C HCIOJIb30BAaHMEM METOJOB TPYNIHMPOBKH, 0000OLIEHHS,
JIOTHYECKOTO aHAJIN3a, CHCTEMHOT'O OITMCAHUS M UHTEPIIPETAIH.

Pezynomamul u ux 3uauumocms: WCCIENOBaH M OINpeENeNieH KPYr OCHOBHBIX KIIFOUEBBIX
npobjeM KOMMYHHKAIlMOHHOTO B3aMMOJIEHCTBUS rocynapcTBa, OuzHeca um obmiectBa. [IpemiosxkeHsl
PEKOMEHJIAIMH TI0 YCKOPEHHIO Pa3BUTHs JIEKTPOHHON kKommepnuu B KazaxcraHne, Kak HHCTpyMeHTa
KOMMYHHKAIIMOHHOTO B3aUMOJICWCTBHsI OW3Heca W OOINECTBa W TIOBBINICHUS KadecTBa >KU3HU
HaCeJICHUSI.

Knioueswvie cnosa: undpoBuzanms, 3J€KTPOHHAsE TOProBis, LudpoBas TpaHchopmans, cepa
YCJIyT, MapKETIUIEHCHI, CAalThI-arperaTopsl.
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