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ABSTRACT 

Objective: The article aims at systematizing problems in service quality management in 
the field of higher education to increase the efficiency of socio-economic development in 
the Russian Federation.  

Methods: The authors have conducted a critical analysis of the existing approaches to 
define the quality management of educational services, including one-factor correlation-
regression analysis.  

Results: The content of service quality management in the field of higher education has 
been clarified. It is a purposeful activity of universities, other educational organizations, 
and socio-economic structures of state regulation in the field of analysis, planning, 
organization, motivation, control, and evaluation of the effective provision of educational 
services. This activity should ensure the maximum compliance of the knowledge and 
competency of service users with the current and future requirements of industry-specific 
labor markets, as well as achieve the long-term and sustainable growth of labor 
productivity in the national economy as a whole. The authors also systematize the main 
institutional, organizational, personnel, financial, analytical, and methodological issues of 
service quality management in the field of higher education in the Russian Federation. 
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Conclusion: Several recommendations for a systematic solution to the identified 
problems are presented. 

Keywords: Quality of educational services; Financing of higher education; Labor market; 
Staff turnover; Russia. 

  
RESUMO 

Objetivo: O artigo visa sistematizar problemas na gestão da qualidade dos serviços no 
campo do ensino superior para aumentar a eficiência do desenvolvimento sócio-
econômico na Federação Russa.  

Métodos: Os autores realizaram uma análise crítica das abordagens existentes para 
definir a gestão da qualidade dos serviços educacionais, incluindo uma análise de 
correlação-regressão de um fator.  

Resultados: O conteúdo da gestão da qualidade dos serviços no campo do ensino 
superior foi esclarecido. É uma atividade proposital das universidades, outras 
organizações educacionais e estruturas socioeconômicas de regulamentação estatal no 
campo da análise, planejamento, organização, motivação, controle e avaliação da 
prestação efetiva de serviços educacionais. Esta atividade deve assegurar a máxima 
conformidade do conhecimento e competência dos usuários de serviços com as 
exigências atuais e futuras dos mercados de trabalho específicos da indústria, bem como 
alcançar o crescimento sustentável e de longo prazo da produtividade do trabalho na 
economia nacional como um todo. Os autores também sistematizam as principais 
questões institucionais, organizacionais, de pessoal, financeiras, analíticas e 
metodológicas da gestão da qualidade dos serviços no campo da educação superior na 
Federação Russa. 

Conclusão: Várias recomendações para uma solução sistemática para os problemas 
identificados são apresentadas. 

Palavras-chave: Qualidade dos serviços educacionais; Financiamento do ensino 
superior; Mercado de trabalho; Rotatividade do pessoal; Rússia. 

 

 

1 INTRODUCTION 

 

At the present stage, the socio-economic efficiency of state development directly 

depends on quality management systems of educational services, especially in the higher 

education sector. 

This article aims at systematizing problems in the quality management of services 

in the field of higher education in Russia and developing recommendations for solving the 

most urgent challenges. The main objectives of the article are as follows: 

http://creativecommons.org/licenses/by-nc/4.0/
http://creativecommons.org/licenses/by-nc/4.0/


Submetido em: 22/06/22 
Aprovado em: 03/04/2023  

Avaliação: Double Blind Review e- 

ISSN: 2316-2880 

Revista Relações Internacionais do Mundo Atual Unicuritiba.  
Vol.1. nº 40 |e-6342| p.33-54 |Abril/Junho 2023. 

Esta obra está licenciado com uma Licença Creative Commons Atribuição-NãoComercial 4.0 Internacional.  

 

 

 

 

– To clarify the concept of service quality management in the field of higher 

education; 

– To systematize the main challenges of service quality management in the field of 

higher education in the Russian Federation; 

– To develop recommendations for solving some problems of service quality 

management in the field of higher education in the Russian economy. 

 

 

2 MATERIALS AND METHODS 

 

We used such research methods as analysis, synthesis, induction, and deduction. 

In addition, we conducted a critical analysis of the existing approaches to determining the 

quality management of educational services and used the method for studying time series, 

one-factor correlation-regression analysis, and the graphical method for interpreting the 

economic and statistical information under study. 

Within the framework of this study, we considered the information presented in 

articles and monographs on the quality management of educational services in the field 

of higher education, as well as data from the Federal State Statistics Service of the 

Russian Federation and the World Bank. 

 

 

3 RESULTS 

 

The efficiency and competitiveness of the national economy as a whole depend on 

the quality of educational services in universities (Kremcheeva & Kremcheev, 2019; Sytko 

& Makhov, 2021). In particular, M. Klectovics and E. Eckert (2019, p. 37) substantiate a 

relationship between the quality of such services and the sustainability of macroeconomic 

development. R. Clark and R. Mayer (2020, p. 115) reveal a correlation between the 

quality of higher education and the active formation and development of the digital 

economy. J. Kavanaugh (2018, p. 85) dwells on how to ensure the quality of such services 

in the theory of games. Special literature also studies the impact of the services provided 
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by higher education organizations on the competitiveness of national and regional 

economic systems (Cerezo Sánchez, 2017). 

The issue of improving the quality of higher education has been raised at the 

highest level of state management of socio-economic processes in the Russian 

Federation, in particular in the Presidential Address to the Federal Assembly in 2019 

(President of the Russian Federation, 2019). Ensuring a high level of education is a key 

goal of improving the educational process within the framework of the Federal Law “On 

Education” (State Duma of the Federal Assembly of the Russian Federation, 2012, Art. 

2). 

According to A.B. Krage (2021, p. 17), the quality of higher education is a set of 

competencies, skills, and abilities acquired by specialists at universities and at the highest 

level of colleges maximizing the cost of labor in industry-specific labor markets. Under the 

conditions of a post-industrial economy, E. Ries (2017, p. 21) understands the quality of 

higher education as the comprehensive knowledge of specialists in various fields of 

universal and industry-specific digital technologies and systems. 

In our opinion, service quality management in the field of higher education is a 

purposeful activity of universities, other educational organizations, and socio-economic 

structures of state regulation in the field of analysis, planning, organization, motivation, 

control, and evaluation of the effective provision of educational services focused on 

ensuring maximum compliance of the knowledge and competency of service users with 

the current and future requirements of industry-specific labor markets, as well as achieving 

the long-term and sustainable growth of labor productivity in the national economy as a 

whole (Leontyuk et al., 2019; Semenov & Mikhailov, 2017). 

Currently, the development of processes for managing the quality of services in the 

field of higher education in the socio-economic system of the Russian Federation is 

associated with several problems. The main challenges are as follows: 

 

1. Institutional problems associated with the imperfection of formal and informal 

institutions that affect the quality of services in the field of higher education, and their 

misbalance with other Russian institutions, namely: 
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1.1. The legal acts regulating service quality management in the field of higher 

education in the Russian Federation are quite declarative. For example, the Program 

“Digital Economy of the Russian Federation” (a key legislative act regulating the 

digitalization of the national economy and the social sphere) does not dwell on the 

digitalization of the national higher education system (Government of the Russian 

Federation, 2017). The provisions of special legislation regulating the development of the 

innovation infrastructure in the national universities are also declarative (Government of 

the Russian Federation, 2019; Umanskii et al., 2022). 

1.2. The insufficient efficiency and effectiveness of state control over the processes 

ensuring the quality of educational services in the higher education system of the Russian 

Federation. Thus, E.I. Varchenko (2013, p. 473) mentions high levels of formalism and 

irrational bureaucracy in this sphere. 

1.3. The insufficient compliance of educational services with the Russian labor 

market. According to Figure 1, the share of graduates of the higher education system of 

the Russian Federation who got a job in their special field within a year after graduation 

decreased by 13.9% in 2013-2021 (Kremcheeva & Kremcheev, 2018; Tcvetkov et al., 

2019). In general, this indicates a lack of practical orientation of national education. 
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Figure 1. The proportion of graduates of the higher education system of the Russian Federation 
who got a job in their special field within a year after graduation, in % (Kudrin et al., 2022, p. 157) 

 

According to Figure 2, the financial and economic efficiency of the development of 

the Russian national economy depends on long-term employment in a special field. 
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y = 7.123ln(x) - 26.65
R² = 0.767
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Figure 2. The economic and statistical function demonstrating the influence of the long-term 
employment of graduates of universities of the Russian Federation in a special field on the average 
profitability of production in the Russian economy in 2013-2021 (based on the information contained 
in Kudrin et al., 2022, p. 157; World Annual Report, 2022, p.239) 

 

2. Organizational and personnel problems associated with the poor management 

of universities in the Russian Federation, including certain difficulties in the field of 

personnel management. The main problems of this type are as follows: 

2.1. The insufficient strategic flexibility of higher education management systems 

in the socio-economic system of the Russian Federation. F.R. Rakhimov (2021, p. 442) 

studies this topic. 

2.2. Not intensive use of advanced technologies and project management systems 

for the provision of educational services in national organizations of the higher education 

system (Overchenko et al., 2017; Sveshnikova et al., 2022). 

2.3. The growing level of staff turnover in the higher education system of the 

Russian Federation, which ultimately has a negative impact on the quality of educational 

services. According to Figure 3, this indicator increased from 0.14 to 0.185 or 1.32 times 

in 2013-2021 (Ponomarenko et al., 2019). 
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Figure 3. The dynamics of the average staff turnover rate in the field of higher 

education in the Russian Federation (Federal State Statistics Service, 2020, p. 419) 

 

In our opinion, the inertial growth of staff turnover in the higher education system 

of the Russian Federation is conditioned by such reasons as the insufficient remuneration 

for training university staff, the irrationally high degree of wage differentiation between 

different categories of personnel in national universities, in particular, between the 

administration and young teachers without academic degrees and titles, a relatively high 

level of the irrational bureaucracy of pedagogical activity, etc. (Gromyka & Gogolinskiy, 

2022; Potapov & Kondratev, 2020). 

3. Financial problems associated with an insufficient level of transparency and low 

efficiency of the financial and investment activities of many universities of the Russian 

Federation, which negatively affects the provision of educational services. The main 

problems of this type are as follows: 

3.1. The low level of information transparency in the distribution of financial 

resources within the higher education system of the Russian Federation and relatively 

high corruption risks in this area (Mikhalchenkova, 2017, p. 59). 

3.2. The insufficient use of advanced financial technologies (for example, lean 

production) by most universities of the national economic system of the Russian 

Federation (Gromyka & Gogolinskiy, 2022; Kudrin et al., 2022, p. 43; Sveshnikova et al., 

2022). 

3.3. The ineffective development of such an instrument for financing the provision 

of educational services to citizens as educational loans (however, there are loan programs 

in leading Russian credit organizations, for example, Sberbank PJSC, VTB PJSC, etc.). 

4. Analytical and methodological problems of service quality management in the 

field of higher education in the Russian Federation, including: 

4.1. The insufficient development of tools for the quantitative assessment of 

educational services provided by the higher education system of the Russian Federation. 

4.2. The imperfection of methods for assessing the impact of educational services 

on the financial efficiency of educational institutions in the field of higher education. 
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4.3. The backwardness of tools and technologies for the quantitative analysis of 

the impact of higher education on the effective functioning and development of the national 

socio-economic system as a whole. 

 

 

4 DISCUSSION 

 

In our opinion, the systematic solution to the above-mentioned problems can be 

achieved through: 

– Implementing the KPI system into the higher education system of the Russian 

Federation, the key performance indicators for the activities of various employees 

determining the final level of their wages; 

– Increasing the level of democracy in the management of higher education, 

ensuring wider participation of low-level representatives of such structures in the 

development and adoption of managerial decisions, including various aspects of 

improving the quality of educational services; 

– More active integration of the higher education system into the structure of 

regional industrial and other clusters ensuring practical orientation in the provision of 

educational services (more opportunities for undergraduate and postgraduate students to 

have internships at enterprises of such clusters, the latest operational staff development 

programs, other forms of additional professional education, joint implementation of 

research programs with organizations that are part of regional and municipal intersectoral 

clusters, etc.); 

– The growing digitalization of educational services in the field of higher education 

and the development of e-learning systems and technologies (virtual educational 

services); 

– The introduction of a special rule providing benefits for credit institutions into the 

tax legislation of the Russian Federation (for example, in terms of calculating the taxable 

base for income tax) in proportion to the volumes of educational loans issued by the latter; 

– Building and developing partnerships between universities of the Russian 

Federation and educational organizations from political alliances (SCO, BRICS, EAEU), 
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which seems to be quite relevant in the context of failing relationships with US and EU 

universities in 2022; 

– Ensuring transparency in the financial and economic activities of the higher 

education system of the Russian Federation, i.e. reducing the risks of corruption and other 

abuses in the management of such educational institutions, which should have a positive 

impact on the quality of educational services. 

 

 

5 CONCLUSION 

 

Thus, improving the quality of educational services in the field of higher education 

within the socio-economic system of the Russian Federation is a complex problem. Its 

solution requires several financial, investment, personnel, organizational, and other 

measures. In addition, it is recommended to develop and improve quantitative tools for 

assessing the level of certain educational services of the higher education system, ensure 

the wider use of economic and statistical methods and models in this area, and conduct 

a comprehensive study of the demand for industry-specific labor markets for certain 

professions and specialties within the framework of Bachelor’s, Master’s, and additional 

education programs of Russian universities. 
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