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Abstract. The article justifies the relevance of researching the directions for improving the
system of providing administrative services in public authorities in Ukraine, which is linked to the
country's European integration course. The aim of the article is to identify the directions for
improving the system of providing administrative services in public authorities in Ukraine. Criteria
for assessing the state of providing administrative services in public authorities are proposed. The
directions for improving the system of providing administrative services in public authorities have
been identified. It has been clarified that enhancing the provision of administrative services is a
crucial aspect of public administration reform, enabling the public sector to become more efficient
and citizen-oriented.
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Introduction. In recent years, all countries around the world have been paying
attention to the modernization and improvement of the processes of providing
administrative services in public authorities. The processes associated with the
modernization and improvement of the provision of administrative services in public
authorities require the implementation of reforms at the state level. In connection with
this, Ukraine has implemented a quality management system for the provision of
administrative services in public authorities, which is the country's course towards
European integration. The concept of improving the provision of administrative
services in public authorities aims to bring the government closer to the citizens. This
concept involves the establishment of administrative service centers and service centers
of the Ministry of Internal Affairs of Ukraine, providing administrative services on the
principle of a “single window”. The issue of improving the provision of administrative
services 1s consistently addressed at the legislative, theoretical, and practical levels.
Given this, enhancing the provision of administrative services to the citizens of Ukraine
is extremely important in the context of forming a democratic state.

Different aspects of providing administrative services in public authorities are
represented in the works of V. Averianov, V.Bakumenko, D. Annenberg,
K. Afanasyev, O. Kuzmenko, T.Brus, Yu. Danshina, N. Honcharuk, L. Prokopenko,
S. Dembitska, S. Zharai, H. Pysarenko, O. Polyak, Yu.Kuts, S. Krasnopiorova,
O. Chaplyhin, D. Sukhinin, Yu. Sharov, Ye. Khrykova.

The foreign experience in providing administrative services in public authorities
is presented in the works of O. Yevsyukova, O.Karpenko, Ye.Khrykova,
L. Bryhilevych, S. Vanka, V. Zahainyi, I. Koliushko, O. Kurinniy, O. Kravchenko,
V. Stoyan, V. Tymoshchuk, D. Shymanke, A. Rybinska, N. Shamray.

The aim of the article is to identify the directions for improving the system of
providing administrative services in public authorities in Ukraine.
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Main Text. The improvement of the administrative services provision system is
a new challenge in the sphere of bringing the government closer to the citizens. The
issue of improving the provision of administrative services in Ukraine is brought to the
forefront due to the modernization of the regulation procedures in the interactions
between state authorities and individuals and legal entities. This is driven by the
implementation of the Law of Ukraine “On Administrative Services” dated December
10, 2015, No. 889-VIII.

The Law of Ukraine 'On Administrative Services' defines an administrative
service as the result of exercising the powers of the service provider at the request of
an individual or legal entity, aimed at acquiring, changing, or terminating the rights
and/or obligations of such person in accordance with the law [4].

N. Rozmarytsyna notes that in the conditions of the current stage of
democratization of Ukrainian society, administrative services are considered as an
important instrument for public administration to acquire qualitatively new content [1,
p. 200].

The implementation of the process of improving the system of providing
administrative services involves conducting an analysis of the state of administrative
services in public authorities. Y. Opanasiuk, S. Lynnyk, Y. Melnyk, Y. Hurychenko,
note that in domestic practice, there are no formalized requirements, norms, and criteria
that determine the effectiveness of providing administrative services by public
administration bodies at various levels [3].

In our opinion, the assessment of the state of providing administrative services in
public authorities helps identify both positive and negative aspects of such activities.
The evaluation of the state of providing administrative services should take place in
accordance with the functions and tasks of the public authority. We propose the
following criteria for assessing the state of providing administrative services:

— the presence of regulatory and legal support for the provision of administrative

services;

— implementation of state policy on ensuring the quality of providing

administrative services;

— the presence of competent specialists in providing administrative services;

— the incorporation of positive foreign experience in providing administrative

services;

— the implementation of providing administrative services in electronic form;

— the existence of a monitoring system for the quality of providing administrative

services.

The application of the aforementioned criteria for evaluating the state of providing
administrative services in a public authority will allow identifying both positive and
negative aspects of the administrative services sector.

The implementation of the state policy on ensuring the quality of providing
administrative services is carried out taking into account the recommendations of the
government. The majority of public authorities are staffed with specialists in providing
administrative services.

It should be noted that administrative services of public authorities should be
viewed not only as external service delivery procedures but as internal decision-making
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processes for regulating typical situations in society through licenses, permits,
certificates, etc. The state policy for improving the provision of administrative services
in public authorities in Ukraine envisions ensuring the efficiency, openness,
accountability, and transparency of the functioning of public authorities, clarity in
procedures, and comprehensive consumer awareness. It also emphasizes flexibility in
restructuring authorities to qualitatively meet the needs of service consumers and the
clear legislative framework for the existence of the relevant service provision system.

The main issues requiring improvement include: enhancing monitoring and
evaluation procedures; involving non-governmental organizations in conducting
monitoring and subsequent assessment of service quality; improving citizen awareness
in the field of administrative service provision; implementing an effective incentive
system for public authorities' employees to provide up-to-date information about
administrative services on the website of public authorities.

Improving the process of providing administrative services in public authorities
should take into account the needs of the consumers of these services. It is also crucial
to adopt leading European experience in the field of administrative service provision.
Among the ideas for improving the provision of administrative services in public
authorities that we can borrow from European countries are:

— Dbuilding relationships with consumers based on kindness, honesty, and integrity;

— ensuring complete openness and transparency, providing consumers with
information;

— conducting surveys and consultations with individuals and legal entities who
have become consumers of administrative services in service centers;

— providing feedback to consumers and conducting further assessments of
consumer satisfaction;

— 1implementing various channels for providing administrative services;

— taking comprehensive actions and collaborating to improve the service delivery
mechanism;

— standardizing the field, promoting it among consumers, and publishing results
based on new standards;

— conducting systematic monitoring and evaluation of the quality of services
provided.

We agree with the opinion of S.Kravchenko that in the conditions of an armed
conflict, the problem lies in ensuring accessible and quality services for citizens
residing near the 'conflict line.' An effective solution to this problem is to increase the
number of mobile offices that will move through the settlements near the entry/exit
checkpoints, providing the opportunity to offer a wide range of services through them
[2].

Therefore, the directions for improving the system of providing administrative
services include the following:

v' improvement of the regulation of the administrative service provision procedure
through maximal simplification of rules and procedures;

v' development of an effective quality management system for providing
administrative services;
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v' enhancement of monitoring and evaluation of administrative service provision
quality, to be conducted by both public authorities and non-governmental
organizations;

v' implementation of a system for assessing the quality of administrative service
provision and mechanisms for incorporating the results of such assessments into
the work of relevant authorities;

v’ initiation of competitions for the quality of public administration (primarily in
the field of public-service activities) to regulate and incentivize activities in the
specified sphere;

v" adoption of modern information and communication technologies in public
authorities and ensuring the functioning of an effective system for providing
electronic administrative services;

v improvement of the professional training of public authorities' personnel in the
field of administrative service provision4

v increase in the number of mobile offices providing administrative services.

Improving the provision of administrative services in public authorities involves
a set of measures aimed at enhancing the quality, accessibility, and efficiency of such
services; reducing the time and costs citizens incur in obtaining administrative services;
increasing citizen satisfaction with the provision of administrative services; and
fostering greater trust in public authorities.

Conclusions. Rapid changes in the contemporary socio-political sphere of
Ukraine necessitate the improvement of critical processes in the interaction between
the government and the population. This interaction includes the provision of
administrative services by public authorities to the public and facilitating the closer
proximity of the government to citizens. Improving the process of providing
administrative services to the public entails creating service hubs akin to leading global
practices. Enhancing the provision of administrative services is a crucial aspect of
public administration reform, allowing for a more efficient and citizen-oriented public
sector. The identified directions for improving the system of providing administrative
services in public authorities contribute to increasing the efficiency of public servants,
outlining new tasks in the activities of public authorities, enhancing interaction
between the government and citizens, and also increasing the satisfaction of citizens
with the interaction with the state apparatus. These directions are crucial elements of
the strategy for modernization and reform of public administration in Ukraine.

References:

1.Po3mapinunaa H. 1nsxu ynockoHaneHHs CHCTEMHU HaJaHHS aMIHICTPaTHBHUX
nociyr B Ykpaiui. [lyoniune ypaoysanus. 2020. Ne5 (25). C.196-2009.

2.KpaBuenko C.O. [lepcrieKTUBH PO3BUTKY CUCTEMH HaIaHHS aJIMIHICTPAaTUBHUX
mociIyT B YKpaiHi Ha cydacHOMY etami. Bueni zanucku THY imeni B.1. Beprnaocvkozo.
Cepis: /lepoicasne ynpaeninns . 2021. Ne 4. T. 32 (71) C. 54-59

3.0manacrwok 1O. A., Jlunauk C. O., Mensuuk 0. M., & TI'upuuenko O.T.
VY nockonasienHst iH(OpMaIitHOTO 3a0€3MeYeHHsT HaTaHHS aAMIHICTPATUBHUX MOCITYT
OpraHaMH MICIIEBOTO CaMOBpsiAyBaHHs. Haykoeuti eicnuk: J[lepoicagne ynpagninHs.
2020. Ne 3 (5). C. 177-194.

ISSN 2663-5712 120 www.sworldjournal.com



SWorldJournal Issue 22 /Part 3 (Xa

4.ITpo apmiHicTpaTuBHI nociayru: 3akoH Ykpainu Big 10.12.2015 Ne 889-VIII.
URL:  https://zakon.rada.gov.ua/laws/show/5203-17#Text  (mata  3BepHEHHS
24.11.2013)

Anomauia. Y cmammi o6IpyHmMoOBaAHO aKmyanbHicmsd 00CHIOHCEHHS HANPAMIE YOOCKOHALCHHS]
cucmemu HaOaHHA AOMIHICMPAMUBHUX NOCTLY2 8 Op2aHax nyoaiunoi en1aou 8 Yxpaiui, aka nos’sasauna
3 €8poiHmezpayitinum Kypcom Oepoicasu. Mema cmammi noiseac y GU3HAYEHHI HANPAMIG
VOOCKOHANEHHS CUCTeMU HAOAHHS AOMIHICIPAMUBHUX NOCLY2 8 OP2aHax nyoaiuHoi e1adu 8 YKkpaini.
3anpononosano Kpumepii oyiHI08aHHA CMAHY HAOAHHA AOMIHICMPAMUBHUX NOCNY2 8 Op2aAHAX
nyoniyHoi  é1adu, a came: HAABHICMb HOPMAMUBHO-NPABOBO2O  3a0e3NeYeHHs HAOAHHS
AOMIHICMPAMUBHUX NOCTLY2, Peanizayis 0epiHCasHoi NOAIMUKU w000 3abe3neuerHs AKOCMi HAOaHHS.
AOMIHICMPAMUBHUX NOCTY2, HAABHICMb KOMNEMeHMHUX Gaxisyié 3 HAOAHHA AOMIHICMPAMUBHUX
nocnye;,  HAABHICMb  GNPOBAONCEHHS  NO3UMUBHO2O  3ApPYOIdHCHO20  00C8i0Y 3  HAOAHHS
AOMIHICMPAMUBHUX NOCTY2, HAABHICMb YAPOBAONCEHHSA HAOAHHA AOMIHICMPAMUBHUX NOCTY2 8
CNeKMPOHHOMY BURTIAOL, HAABHICMb CUCTEMU MOHIMOPUH2Y AKOCMI HAOAHHA AOMIHICMPAMUBHUX
nocnye. Busnaueno manpamu yOOCKOHANeHHS cUCmeMU HAOAHHA AOMIHICMPAMUBHUX NOCLYe 6
opeanax nyoniyHoi enaou, 00 AKUX BiOHeCeHO makxe: YOOCKOHANEHHs peclameHmayii npoyedypu
HAOAHHA AOMIHICMPAMUBHUX NOCHY2 WIAXOM MAKCUMATbHO20 CHPOWEHHS NPAsul i NOpAOKY ix
HAO0aHHs, pO3POONEeHHS eheKMUBHOT cucmemu YNpasiiHHA AKICMIO HAOAHHA AOMIHICMPAMUEHUX
nocnye;, YOOCKOHANEHHs MOHIMOPUHZY HAOAHHS AOMIHICMPAMUSHUX NOCNYe Ma OYIHIOBAHHA iX
AKocmi, AKUN NoBUHeH 30IlUCHIOBAMUCA SK Op2aHamu NYONiuyHOI 61adu, max i 2pomMadcbKumu
OpP2aHI3aYIAMU,; 3ANPOBAONCEHHS CUCTNEMU OYIHKU AKOCMI HAOAHH AOMIHICMPAMUBHUX NOCTYe mda
MeXaHizmy 8paxy8anHs pe3yibmamis makoi oyinKu 6 pooomi 8i0N0GIOHUX OP2aHi8, 3aN0YAMKYEAHH S
KOHKYPCI8 w000 AKOCMI nyOaiuH020 aOMIHICmpysanHs (nepwi 3a éce y cghepi nyoniyHo-cepsicHol
disltbHocmi), AKI 6 BUKOHY8AIU pecynioloyl U cmumyaowdi @yHkyii vy 3a3uaveHiu  cghepi;
3aNPOBAONCEHHSL 8 OP2AHAX NYONIUHOT 610U CYUACHUX THDOPMAYITIHO-KOMYHIKAYIIHUX MEeXHOI02il
ma  3abe3neyeHHss  (DYHKYIOHYBAHHA  epeKmusHoi  cucmemu  HAOAHHA  E€JeKMPOHHUX
AOMIHICMPAMUBHUX NOCAY2; NIOBUUIEHHs SKOCMI Npoghecinoi nid2omosKu NepcoHany OpeaHie
nyoniyHoi en1aou y cghepi HAOaHHA AOMIHICMPAMUBHUX NOCTY2; 30LIbULEHHS KITbKOCMI MOOLIbHUX
ogicie 3 HaAOaAHHA AOMIMICMPAMUBHUX NOCAYye. 3’5C08aHO, WO YOOCKOHANEHHA HAOAHHS
AOMIHICMPAMUBHUX NOCIY2 € BANCIUBUM ACNEKMOM pehopMu 0epirHcagHO20 YNPAGNIHHA, AKUL
00360151€ 3pOOUMU  OePHCABHULL CeKMOp Oinbul eheKmUsHUM ma OpPIEHMOBAHUM HA Nompeou
2POMAOSIH.

Knrwouoei cnoea: nanpsamu 600CKOHANEHHS, AOMIHICMPAMUBHT NOCY2U, OP2aHU NYONTYHOT
61a0uU, cucmema HA0aHHs AOMIHICMPAMUBHUX NOCTLYe.
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