The client-centric approach to organizational development began to spread in the practice of public administration only at the end of the XX century, however, the tradition of client-centricity has a long history of formation in the interdisciplinary space, demonstrating significant potential and prospects for improving managerial efficiency. Digitalization of public administration at the present stage has become an important component of client–centricity, the effect of which is received by all participants in the process: citizens – transformation of approaches from the state and a new level of comfort, executive authorities - complete rejection of paper document management, simplification of the procedure for obtaining services and reducing labor costs for its provision. Despite the quite successful transformation of public administration in the spirit of digitalization of public services "by default" in 2018-2022, the maximum possible automation and partial robotization of administrative processes, the slowdown in the linear growth of its efficiency has quite objective grounds: a citizen as a "client" can no longer be content with a convenient and fast interface for passively receiving public services, formulates more and more special requirements regarding his involvement or involvement in the practice of public administration and taking into account his private interests and the role of social and communal life, connecting to an increasing number of applications and platforms of civic activity and public initiative. In this regard, and partly due to the limitations of digital public administration, the issues of end-to-end redesign of public administration on the basis of client-centricity, which is based on proactive applied research of citizens as consumers and co-producers of public services with different needs, personal profiles, digital attachments and facing mostly typical life situations, have become relevant.
Based on the successful experience of federal and regional pilot projects, the client-centric turn characterizes the onset of a new stage in the development of public administration, within the framework of which the work of most public administration bodies is being built, work is being carried out on numerous tracks of departmental and interdepartmental interaction, taking into account their integration into the process of providing public services in digital format - providing super services for the most frequently occurring needs and wider life situations of a person. The users themselves and the needs formed within the framework of their life practices begin to determine the requirements for the design and design of digital public administration, starting with the description of the planned result of the provision of services and ending with the criteria for evaluating the effectiveness of the work of a civil servant, providing developers of a client-centered ecosystem of public administration with the opportunity to realize these aspirations within the framework of specialized state programs and projects, in particular, within the framework of the urban digitalization project "Smart City" and the federal project "Digital Public Administration".
