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Importance: ensuring a high level of comfort of urban environment in
the large urban agglomerations of the Russian Federation depends on
the organization of housing and public utilities management at the local
(municipal) level. Apartment building management companies performance
evaluation through the feedback system is considered to be the result of
the activities. It allows to determine a degree of consumer confidence
to receiving housing and public utilities services, loyalty and support of
the government based on the apartment building management companies
efficiency criteria. Purpose: the research of practical application of methods
and approaches to apartment building management companies performance
evaluation, defining the apartment building management companies rating
and the effectiveness of the municipal management. Research design: to
reveal the existing problems and gaps federal legislative documents, aimed
at improving the level of comfort of urban environment, raising the quality
of housing and public utilities services, as well as the regulatory legal acts
of the specific constituent entities of the Russian Federation, defining
approaches, indicators and criteria of apartment building management
companies performance evaluation, have been studied in the paper. The
role of the apartment building management companies performance
evaluation in the implementation of the strategic plans by the public
authorities and the solving the current problems by different supervisory
bodies, management companies, housing and utilities services consumers
and apartment building management companies while creating consumer
rankings of apartment building management companies is also defined.
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However, the apartment building management companies performance
evaluation and forming the rankings lack the holistic approach. Results:
the study revealed that, the apartment building management companies
performance evaluation lack the holistic approach. Formation of apartment
building management companies rankings does not reflect the reality of
the industry and takes the indicators of the apartment building technical
condition only in a fragmentary manner, while these rankings are not
universal and are geared towards serving the major housing and utilities
services stakeholders’ interest. The paper proposes the need to review and
to universalize the criteria-based approaches to performance evaluation of
apartment building management companies as well as to enshrine them
in legislation, to process the data using the digital twin technology, to
integrate the evaluation results into smart cities development programmes
and to publish this information on the official portals of housing and public
utilities services, executive authorities, apartment building management
companies.

Keywords: apartment building management, apartment building
management company performance evaluation, housing and public utilities
services, comfortable urban environment, housing and public utilities
services stakeholders, consumer rankings of housing and public utilities
services.
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Introduction

Currently, some major issues related to low level of comfort of urban
environment remain unresolved in most large agglomerations of Russian
Federation. The existing situation, in our view, is characterized by the following
items: operational technical housing and utilities infrastructure, but with a high
degree of the deterioration; ecological problems related to urban dwellers vital
activity and serving the industries; changing of approach to housing management.
In this context, organizing proper management of housing and utilities at the
local (municipal) level is acquiring particular importance, resulting in apartment
management company performance evaluation through a feedback process.

The introduction of the Housing Code of the Russian Federation in 2004
substantially changed the management system of the housing stock in general and
apartment blocks in particular. However, the problem of effective management
and improving the level of comfort of urban environment still remain to be fully
resolved. Besides, the management process of apartment building is a constant
source of social tension due to the fact that owners of units in apartment blocks
face the difficulty of choosing and changing a form of apartment building
management whether it is choosing an apartment management company or
moving to another, etc.

In that regard, it is worth noting that the issues of strategic development,
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organization of management and assessment of housing and public utilities
activities are popular within the scientific community. In particular, Komissarova L.A.
[8] studies the experience of the European countriesin publichousing management,
while UfimtsevaE.V., VolochkovaI.V., Danilova V.N., Shadeiko N.R., PodoprigoraU.V.,,
Seliverstov A.At.[9] take a comprehensive approach to form a group of indicators
for evaluation of development in terms of urban infrastructure. Gorpolskaya
E.I. [6] in her studies focuses on evaluation of the efficiency of managing
apartment buildings, while Shpack A.S. [11] embraces a systematic approach
to assessment of the state of apartment blocks. Kalinina N.M., Hrapova E.V.,,
Kulik N.A., Taratuta S.V. [7] take advantage of universal comparative ranking
assessment of management companies in their studies. The studies have
identified, that the methodologies for management companies performance
evaluation take a fragmented approach and they lack transparency of information
reflecting the reality regarding management companies and technical condition
of apartment buildings. This is due mainly to different purposes and ranking
assessment users and the absence of a unified methodical approach.

In line with the above, to enhance awareness among the main stakeholders
[10] concerning the quality of the work carried out by the apartment management
companies and to motivate the apartment management companies themselves
to discharge their responsibilities better it is necessary to determine criteria for
evaluating apartment management companies performance, which could take
into account the interests of the main stakeholders, take a unified methodical
approach to evaluating apartment management companies performance, be
included in legislation ( for example in the process of amending the Law «On
self-regulated organizations» in Housing and Public Utilities N2 315-®3 ot 01.01
2010 r.) [3].

All the above defined the purpose of the paper: to analyze the current
method and approaches to ranking assessment of apartment building
management companies, to identify the major problems and shortcomings, to
propose solutions to the problems.

Methods and results

The housing and public utilities system reform process dates back to 1991.
The Law «On the Fundamental Principles of the Federal Housing policy» N2
4218-1, adopted on December 24, 1992 [1] marked the process of instituting
a modern housing and public utilities system in the Russian Federation. Since
the signing the Government decree of the Russian Federation of 17.11.2001
N2797 «On the subprogramme of Reform and Modernization of the Housing
and Communal complex of the Russian Federation», Federal target housing
programme for the period 2002-2010* [15] maintaining the competition at all
levels became the important part in housing and public services system updating.

! The Government decree of the Russian Federation of 17.11.2001 N2797 «On the subprogramme
of Reform and Modernization of the Housing and Communal complex of the Russian Federation»,
Federal target housing programme for the period 2002-2010 (as amended on 21.10.2004). Available
at: http://www.consultant.ru.
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The adopted Housing Code came into force by the Federal Law of December 29,
2004 N2 189-03 [2] gives the owner an opportunity to choose independently the
form of apartment building management conducted by: the proprietors, by the
homeowners’ association, by a housing cooperative or by other special consumer
cooperative, by an apartment building management company.

Besides, this law entails changing the status of housing and utilities
enterprises to management companies as well as entering the housing and
utilities services market, organizing the forms on equal terms with governmental
companies to prevent the monopolization among the suppliers of goods and
services. The most widespread form of management of apartment building in the
Russian Federation is by management companies, which determine the quality of
the services provided and consequently — the comfort of living in the area, that
correlates to the Spatial Development Strategy of the Russian Federation for the
period up to 2025 [4]. In its turn, apartment building management efficiency is
determined on the basis of consumer ranking that influences the assessment of
municipal governance quality.

In our view, effective assessment system of a management company
activity should be directed to meet the main housing and utilities services
stakeholders’ needs and expectations (pic. 1), be transparent, informative and
understandable to every consumer.

Suppl TSIN TTILITIE Demand
SERVICES PROVIDERS '— pply] HOUSING AND PUBLIC UTILITIES | HOUSING AND PUBLIC
SERVICES |

UTILITIES SERVICES
Management gcompany
+Listing of housing stock

CONSUMERS
= - = + Maintenance and repair of the dwelling Homeowners (legal
SMCONTCES 2sS0cla0n e Alteration and remodeling of apartment entities and individuals)
building premises

» Apartment building management
+Creation and activity of housing and building
societies and homeowners’ associations; their 7
rights and duties Tenants of dwelling
+Provision of utilities (legal entities and
*Housing and commumal services fee. including individuals)
fee for major repairs of the commen property in
apartment building

Homeowners®
management company

Special contracted
company

Stakeholders of internal and external - CUUEFUI over the use and preservation of the Stakeholders of consumer ranking of
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management compainy performance +Communal services fee increase resmcnoy evaluation

( Integral ofc 1 services J

receiving utility services

[ Public authorities confidence }7[ Integral rating of apartment building management companies H Consimeniconfidences frrther ]

Pic. 1. Stakeholders of apartment building management company performance
evaluation [compiled by the authors]

It should be mentioned, that in practice a choice of the subject of the
evaluation and the evaluation criteria depends on who is an initiator of creating
a public ranking of management companies: local government body, government
body of the constituent entity, public association of housing services consumers,
non-commercial partnership of management organizations. The objectives, that
any initiator is pursuing, should be taken into account. The main initiators of
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creating a public ranking of management companies and their objectives are

presented in Table 1.

Table 1

Initiators of creating a public ranking of management companies
[compiled by the authors]

Initiators of a public ranking

Objectives of a ranking

State corporation «Assistance
fund for Housing and Public
Utilities reforms»

— assistance for housing infrastructure development in
the Russian Federation (programme development etc.)

— countering corruption in the housing and public
utilities sector

— improving the level of comfort of urban environment

Sectoral Ministries of govern-
ment bodies of the Russian
Federation

— creating housing infrastructure development in the
Russian Federation programmes

— formation of tariff policy of the Russian Federation

— creating national regulatory documents in the housing
and public utilities sector; evaluation of the quality of
services

— improving the level of comfort of urban environment

Government body of the
constituent entity of the
Russian Federation

— creating housing infrastructure development

of constituent entities in the Russian Federation
programmes

— formation of tariff policy of constituent entities in the
Russian Federation

— development of regional regulatory instruments in
housing and public utilities sector; evaluation of the
quality of services

— improving the level of comfort of urban environment

Local government body/ city
administration

— development of regional regulatory instruments in
housing and public utilities sector

— formation of tariff policy of local government body

— creating a database of management companies in the
housing services market

— improving the level of comfort of urban environment

State Inspections for Housing

— determination of the direction of changes in housing
and public utilities sector

— responding to citizen complaints
— improving the level of comfort of urban environment

Public associations of housing
and utilities services consum-
ers (unit owners, renters)

— improving the level of comfort of urban environment
— maintaining and improving the quality of housing and
public utilities services

Major utility providers

— creating a tool of influencing the market development
and competition

— improving the level of comfort of urban environment

Apartment building
management companies

— developing competitiveness and stability in the market
— improving the level of comfort of urban environment

Associations of apartment
building representatives

— working out the joint statements to improve legal
normative instruments

— improving the level of comfort of urban environment
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The survey reveals, that the major initiators of apartment building
management companies performance evaluation share a common goal -
improving the level of comfort of urban environment and the quality of housing
and utility services consequently.

Currently, there is quite a number of methodologies for management
companies performance evaluation. For instance, Institute of Urban Economics
has developed a methodology for management companies performance
evaluation, which is increasingly targeted at housing and utilities services
consumers, but, however, the methodology is not integral and doesn’t take
into account interests of the major stakeholders. It should also be noted, that
several regions, administrative centers of constituent territories of the Russian
Federation (Moscow, Perm, Saratov, Tula, Ekaterinburg, Omsk, Novosibirsk,
Moscow region, Novgorod region, Khabarovsk territory etc.) in particular, have
developed their own methodologies. Consumer rankings are made regularly on
the basis of evaluation results. In the paper the main methodologies for apartment
management companies performance evaluation are considered. The results are
presented in Table 2.

Table 2
Criteria and indicators of apartment management companies performance
evaluation (consumer ranking) in accordance with different methodologies
[compiled by the authors]?

. T Number of
Methodologist Criteria indicators Score
1. Range of activities 4 max scorel8
State corporation |2 Financial stability 4 max scorel6
«Assistance fund .
for Housing and |3 Efficiency 7 max score 26
Public Utilities
reforms® [2]  |4. Reputation 5 max score 16
5. Transparency 4 max score 24
Total 24 100

2 Performance evaluation methodology for apartment building management companies, homeown-
ers’ associations, housing cooperatives and other specialized consumer cooperatives. Available at:
https://fondgkh.ru/news/na-sayte-fonda-zhkh-razmeshhena-metodika-2.
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Continuation of the table 2

Methodologist Criteria '?:dr}lt::gg Score
1. Reliability of the information provided
by the management companies 4 max score 5
2. Management companies service and
) performance assessment 3 max score 5
Fund «Institute of
Urban Economics» |3, Assessment of cooperation between
] management companies and consumers > max score 5
gﬁgc\/sﬁiilsbmty of information on services 1 max score 5
Total 13 max 100
1. Level of public satisfaction with 2
management company performance
Inspection Office i bili Score each
f[())r Housing 2. Management companies reliability level 1 criterion 0-100
(Moscow)[*]  |3. Level of disruption in management 3
companies performance
Total 6
1. Providing public dispatching service
through the single dispatcher service 1 max score 40
portal

2. Management companies performance
evaluation by the president of the 4
association of apartment building through
voting at electronic resource

3. Reviewing citizens’ appeals concerning
violations revealed through inspections

max score 20

Ministry of ¢ . :
Housing and of State Inspection Office for Housing 1 max score 30
Communal (communal services fees, overcharging,

Services of disclosure of the information on

management companies functioning)

4. General meeting of the owners via 1
electronic resources

Moscow region[*]

max score 20

5. Servicing of in-house gas equipment 1 max score 80
6. Brining the apartment blocks entrances

into line with standards dynamics, with 1 max score 30
funds of management company

Total 9 max 290

3 RosKvartal® — internet service N21 for management companies. Available at: https://roskvartal.
ru/deyatelnost-uk/7620-sadis-pyat-ocenka-dlya-upravlyayuschih-kompaniy.

4 Performance evaluation methodology for forming rating of apartment building management
companies in Moscow. The order of the State Inspection Office for Housing (Moscow) N2342 from
23.11.2015. Available at: https://www.mos.ru/upload/documents/files/1383/prikaz_moszhilinspekt-
sii_ot_23112015_342_ob_utverzhdenii_metodiki_otsenki_deyatelnosti_i_formirovaniya_reytinga_or-
ganizatsiy_osushchestvlyayushchikh_upravlenie_mnogokvartirnymi_domami.pdf.

5 Regulations on efficiency evaluation of organizations involved in the management of housing
stock on the territory of the Moscow region: Approved by the order of the Ministry of Housing and
Public Utilities from April 6, 2021 N2 153-PB. Available at: https://docs.cntd.ru/document/60880516
7?marker=6520IM.
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Continuation of the table 2

Methodologist Criteria ':l: dniqct;ig:;f Score
1. A number of inspections conducted by
the Committee concerning unsatisfactory
performance by management company Calculation for
2. A number of violations detected every 1000
State Housing  [3. A number of administrative liability sq.m of total
Inspection and |facts hous(:jlng t::;]rea
i i - under the
L'C%n;m%i&‘;gtr‘)' 4. A number of issued orders administration
(Novgorod region) [5- A number of issued orders non- of the certain
6 performance facts management
6. A number of facts of impeding company
legitimate activities of supervisory
authority officials
Total
1. Ensuring the proper condition of
apartment building 6 Yes/No
Non-profit 2. Business management sustainability 2
organization
«Assistance fund |3. Effectiveness of economic management 6
f h ! . . .
asosoc(i)antqigg\’,’\éggiq) 4. Level of interaction with consumers 10
['] 5. Focusing on apartment building 4
management development
Total 28 0,00-1,00
1. Information transparency of the
5 max score 20
Methodology for |management company
ildi . . .
apanztgplggterl])qlgndtmg 2. High quality customer service 4 max score 25
companies 3. Assessment of financial state of
performance  Imanagement companies 4 max score 35
evaluation (Omsk) — —
] 4. Additional criteria 2 max score 20
Total 19 max score 100

6 Regulations on performance evaluation rating system of organizations involved in the manage-
ment of apartment buildings on the territory of the Novgorod region: Approved by the order of the
State Housing Supervision and Licensing Control Committee N263 from 12.02.2018. Available at:
https://www.ngi-53.ru/tinybrowser/files/reyting-uk/polozhenie-o-reytinge.pdf.

7 Official website of non-profit organization «Assistance Fund to homeowners’ associations in
Perm». Available at: http://www.csiconsulting.ru/tsg/
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End of the table 2

Methodologist Criteria ':l:dr? Ct::gg Score
1. Apartment building management 7 Significance
companies performance evaluation criteria index 0,25
2. House area maintaining criteria 4 Silngdnéi;'l(cgg%e
Methodology for ) . o Significance
apartment building 3. Quality of service criteria 4 i ngd ex 0,20
management - ) ) . o
companies 4. Financial and economic activity of a 3 Significance
performance management company criteria index 0,15
evaluation ‘o P
5. Training of Management company staff Significance
(Saratov)[] evaluation criteria 4 index 0,10
6. Management quality criteria 2 Si:quné?(cg rl%e
Total 24 1,00
1. Sustainability of development of a 8 max score
Methodology for management company 15/-5
apartment building|2. Fulfillment of obligations for
management  Imaintenance of common household 9 0-15
companies property evaluation criteria
performance
evaluation (Tula |3. Transparency of information, interaction 6 0-15
region) [°] with the owners and supervisory authority
Total 22

The conducted analysis of the methodologies applied for apartment
management company performance evaluation in a number of constituent
entities of the Russian Federation (Table 2) revealed the following trends:

o the absence of a unified set of criteria for the evaluation;

e the certain constituent entity can employ a number of methodologies for
management companies performance evaluation, that can be different
and quite confusing for the stakeholders;

e most methodologies fail to include the technical status and apartment
building upgrading indicators, that have to define the main characteristics
of a management company. However, it is evident, that the apartment
buildings of the 2000s construction have better technical specifications
than the apartment buildings of the 1950-1985s;

8 Methodical recommendations on apartment building management companies performance evalu-
ation (Saratov). Available at: https://saratovmer.ru/zhkhsfera/UMD.

2 On approval of the methodology for efficiency evaluation of organizations involved in the man-
agement of apartment buildings on the territory of the Tula region [electronic resource]: Approved
by the order of the State Inspection Office for Housing of the Tula region of 18.05. 2020 roga N9 27.
Available at: https://docs.cntd.ru/document/570777292.
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e if the authors of the ranking include some certain parameters of the
technical status of an apartment building, the management companies
that maintain servicing of new apartment buildings or rather new ones
get to the top of the rankings, while the management companies that
maintain servicing of old apartment buildings fail to take the top positions
(with exception of the management companies that maintain servicing of
old apartment buildings falling under regional municipal programmes of
reconstruction and renovation of housing stock);

e lack of objectivity and complexity concerning apartment building
management companies performance evaluation bearing in mind the
interests of the main housing and public utilities services stakeholders.

From the foregoing, it may be concluded that the approaches to apartment
building management companies performance evaluation should be reviewed.
Management company efficiency should be based on the criteria understandable
for housing and public utilities services stakeholders, while these criteria are
to serve as a stimulus for management companies effectiveness. Management
companies activity must be transparent and efficient with the reports on it being
available at housing and public utilities official portal. Processing the results of
apartment building management companies performance evaluation is advisable
to conduct using digital twin technology, integrated into smart city development
programme [5].

Conclusions

The conducted research, in our view, requires to form a public methodology
for management company reliability rating with a unified set of indicators.
Providing a legislative framework for a complex apartment building management
performance evaluation could contribute to the strategy for development of the
entire housing and public utilities industry of the Russian Federation. Management
company reliability rating could be the integrated indicator for the effective
management of the apartment buildings and would contribute to improving the
level of comfort of the urban environment. It would be beneficial to divide all
the indicators into qualitative and quantative including obligatory accounting of
the technical status of the apartment building. Rating data should be placed
at the geographic information system resource with access by the owners of
the housing units and residential tenants. In our view, the implementing of the
unified methodology in the all constituent entities of the Russian Federation will
provide business and all levels of government with the comprehensible setting
and accomplishing of the objectives aimed to create a comfortable environment
for living and activity of the residents in the subordinated territory.
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Mpeamet: obecrneyeHne BbLICOKOTO YPOBHSI KOMKOPTHOCTM FOPOACKOWA
cpeabl B KPYMHbIX FOPOACKMX arnoMepaumsix PO 3aBucuT OT opraHu3a-
LMW YNPaBEHNS XXMIIMLLHO-KOMMYHabHbIM X03s1cTBoM (XKKX) Ha MecT-
HOM (MyHMUMNANbHOM) YpOBHE. Pe3ynbTaToM UX AeSTeNbHOCTM SBMsSeTCS
oLeHKa 3dEKTMBHOCTY YNPABSIIOWMX OpraHM3aumii MHOrOKBApTMPHO-
ro poma (YO MK[) uepes cucteMy obpaTHol cBsizu. KoTopasi no3sBonsieT
onpeaennTb CTeneHb AOBepus NoTpedbuTenei B nonydyeHun ycnyr XKX,
NOSINbHOCTb M NMOAAEPXKKY FOCYAapCTBa Ha OCHOBe MokasaTenel addek-
TBHOCTM YO MKQ[. Llens: wnccnefoBaHWe MPakTUYECcKoro npuMeHeHus
NnoaxooB M METOAOB OUEHKM 3((EKTUBHOCTM YNpaBASOWMX OpraHu3a-
UM MHOrokBapTUpHbIMM aoMamu (YO MK[), onpeaensitolimx pelTuHm
YO MK/, pe3ynbTaTUBHOCTb MyHULMMANbHOMO YNpaBNieHus. Au3arH uc-
crieoBaHus: ONa BbiSBNEHUs npobneM M HeaoCTaTKOB M3ydeHbl dene-
panbHble 3aKoHOAATENbHbIE AOKYMEHTbI, OTpaXkatowwme HamnpasieHns no-
BbILUEHUS| YPOBHSI KOM(POPTHOCTU rOPOACKONW Cpeabl, KauecTBo ycnyr XKX,
HOpPMAaTMBHO-MpPaBOBbIE aKTbl OTAENbHbIX Cy6bekToB PD, onpeaenstowmx
noaxoApl, NokasaTtenu, Kputepun oueHkn adpdektTmeHocTn YO MK/, Onpe-
AeneHa pornb oueHku acdekTmHocTn YO MK/, anst peanusaumm cTpateru-
YeCKuX NIaHoB rocyAapCTBEHHbIMU OpraHaMmn BNacTu U peLleHnst TeKYLLMX
3afa4y pasnn4yHbIMK, B T.Y. HaA30pHbIMKM BegomcTeamu, YO, noTtpebute-
namu yenyr XKX, cammummn YO MK ansi coctaBneHus noTpebuTtenbckoro
perituHra YO MKZ. OpHako npu oueHke addektnBHocTM YO MK 1 co-
CTaBNIEHUN PEUTMHIOB OTCYTCTBYET KOMMJIEKCHBIN MOAXOA K OLeHke. Pe-
3y/IbTaThl: NO pe3ynbTaTaM NpPoOBEAEHHOr0 UCCNeA0BaHUS BbISIBAIEHO, UTO
OTCYTCTBYET KOMIM/IEKCHbIN NoAXoA K oueHke addekTnBHOCTU. DopMUpo-
BaHWe pelituHroB YO MK/ He OTpa)kaeT peanbHOro MofoXKeHWs aen B
OTpacnn, B TOM Yncne parMEHTAPHO YUYUTbLIBAIOTCS MOKa3aTen TexHuye-
CKOro cocTtosiHna MK/, pelMTUHIM He HOCAT YHMBEPCAbHOMO XapakTepa U
HanpaBfieHbl Ha OTPaXXeHWe UHTEPECOB OCHOBHLIX CTEMKXONAEPOB PbiHKA
XUINLLHO-KOMMYHasbHbIX ycnyr. MpeanoxeHa HeobxoanMMocTb nepecMmo-
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Tpa M YHMBEpCanun3auus NnoaxoaoB KpUTepuanbHoW oLeHkM 3hheKTUBHO-
ctn YO MK/, 3akpensieHne ee Ha 3akoHodaTeNbHOM ypOBHe, 06paboTka
AAaHHbIX OLIEHKN Ha OCHOBE LM(MPOBbIX ABOMHUKOB, NHTErpaUns pesysbTa-
TOB OLEHKM B NPOrpaMMbl pa3BUTUSI YMHbIX FOPOAOB, a Takxke nybanyHoe
pasMeLLeHne nosy4eHHon nHdbopMaLmm Ha odburumanbHbIX nopTanax XXKX,
OpraHoB UCMoHUTENbHOW BracTu, YO MKA.

KnroueBble cnoBa: ynpaBieHMe MHOroKBapTUMPHbLIM [OMOM, OLEHKa
3 PeKTUBHOCTU YNpaBnsiowen opraHu3aunm MHOrOKBapTUPHBLIM AOMOM,
ycnyrn XKKX, komdopTHasi ropoackast cpeaa, crenkxonaepbl ycnyr XKX,
NOTPEOUTENBCKUIA PENTUHT yCiyr XKKX,
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