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The current overregulation of economic and social processes in the country which hampers sustained economic
development and causes corruption necessitates enhancement of the role and importance of economic deregulation,
particularly in the administrative services sphere where the number of companies and individuals requesting services from
public authorities and the share of administrative fees and payments in the state budget's non-tax revenues grows every year.

The goal of the article is to define the key problems in the sphere of standards of the administrative service
provision, substantiate the ways of solving these problems and develop recommendations regarding the adminis-
trative services provision standardization process to improve their quality.

The subject of the article includes theoretical and methodological provisions and practical application of
administrative services quality standards.

The article was written with the use of the analysis, synthesis and logical generalization methods.

The article offers analysis of the key performance indicators of administrative service centers and compari-
son of administrative services quality indicators of regional administrative service centers with the amount of fi-
nancing spent on equipping these centers. The authors have analyzed the terms "standard" and "standardization"
with regard to administrative services and proposed, on the basis of this analysis, their own definition of the term
"administrative services provision standard”. The best experience of European countries in implementing administra-
tive services provision standards was reviewed. It was proposed to supplement the existing administrative services
quality evaluation criteria and provision standards with new ones depending on the service applicant needs. In particular,
the criteria provided by the administrative service system development concept must be supplemented by the criteria
of simplicity, equality, justice, confidentiality of personal information, adaptation of the facility's conditions and tech-
nology of contacting and interacting with public servants to anthropometric, psychological and physiological features
of different visitor categories, and adequate and timely response to criticism.

Keywords: standard, standardization, administrative services, standardization of administrative services
provision, centers of administrative services.
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CTAHOAPTU3AUIA HAOAHHA AOMIHICTPATUBHUX NOCHYT
AK IHCTPYMEHT NIABULLEEHHSA IXHbOI AKOCTI

leaHos KO. b.
CeHiHa A. O.

Uepes 3aperynboBaHiCTb couianbHO-EKOHOMIYHMX MPOLECIB Yy KpaiHi, WO 3aBaXae CTanomy pO3BUTKY eKO-
HOMIKM Ta crnpusie NosiBi KOPYNUiNHMX NposBIB, iCHye 00'eKTMBHA HEOOXiIAHICTL Y MOCWUIEHHI PO Ta 3HAYEHHS Ae-
peryntoBaHHSA EKOHOMIKM, 30KpeMa, y cdepi agMiHICTpaTUBHUX NOCAYT, Ae KiNbKICTb opruandHmX Ta isnyHmux ocio,
SIKi 3BEPTaTbCA 4O OpraHiB BraguM 3a OTpMMaHHAM MOCAYT i YacTka aaMiHiCTpaTMBHMUX 300piB i nnaTexiB y Heno-
OaTKOBUX HaOXOMKEHHAX OEPXKOIOOKETY 3pOCTalOTh i3 KOXXHUM POKOM.

© Y. Ivanov, A. Sienina, "EkoHoMika po3suTky" (Economics of Development), Ne 1 (73), 2015
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MeToto cTaTTi € BU3HayYeHHs OCHOBHUX NpobneM, fKi iCHytoTb y cdhepi cTaHgapTiB HagaHHS agMiHicTpaTue-
HMX nocnyr, oBrpyHTyBaHHS LUNAXIB iX BUPILIEHHSI Ta po3pobneHHs pekoMeHAalin Woao npouecy ctaHaapTusauii
aAMiHICTpaTUBHMX NOCNYT ANSA NiABULWEHHS TXHbOT AKOCTI.

MpeomeToMm cTaTTi € TEOPETMKO-METOAMNYHI NOSOXKEHHS Ta NPakTUYHE 3aCTOCYBaHHS CTaHAAPTIB SIKOCTi Ha-
OaHHs agMiHiCTpaTUBHUX NOCIYT.

Y xopgji HanncaHHs cTaTTi 6yno BUKOPUCTAHO METOAM aHanisy, CUHTE3Y, NOMYHOro y3aranbHEHHS.

Y cTaTTi NnpoaHanisoBaHO OCHOBHI XapakTepUCTUKN QiNbHOCTI LLEHTPIB HAaAaHHA afaMiHiCTpaTUBHMX NOCIyr
Ta 30iNCHEHO 3iCTaBMNEHHS MOKa3HWKIB SIKOCTi B PerioHanbHUX LeHTpax HadaHHS agMiHICTpaTMBHUX MOCNYr Ta po3mipy
KOLUTiB, BUTPAY€HMX Ha IXHE MaTepianbHO-TEXHIYHE 0bnawTyBaHH4A. MNpoaHanisoBaHo NOHATTA "cTaHgapT" Ta "cTaH-
JapTusauis" Wwoao aamiHICTpaTMBHUX MOCAYr, Ha OCHOBI YOro 3anponOHOBaHO BracHE BU3HAYEHHHA MOHATTS
"CTaHgapT HagaHHA agMiHicTpaTUBHOT nocnyr”. PO3rnaHyTO Kpalumii JOCBIA €BPONENCHLKMX KpaiH Y BCTAHOBIEHHI
CTaHdapTiB HaJaHHA agMiHICTPaTMBHMX NOCAyr. 3anponoOHOBAHO KpUTepIl OLiHIOBaHHSA SIKOCTi Ta CTaHAapTiB HagaH-
HS aAMIHICTPaTMBHUX MOCAYr AOMOBHUTU HOBMMM, BUXoAa4m 3 noTpedb cyb'ekta 3BepHeEHHSA. 3oKkpema, 4O KpuTepiis,
nepenbaveHnx KoHuenuieo po3BUTKY CUCTEMU HafaHHA agMiHICTpaTMBHMX MOCMYr, HEOOXiAHO AodaTV KpuTepii mpoc-
TOTW, PIBHOCTI, CNpaBeanMBOCTi, KOHMIAEHLINHOCTI 0COBUCTUX AaHWX, MPUCTOCOBAHOCTI YMOB MPUMILLEHHS Ta Tex-
HOMorii 3BEPHEHHS i B3aemogii 3 nocagosmmu ocobammu 40 aHTPONOMETPUYHMX Ta NCMXONOro-gisionoriyHmx ocob-
NNBOCTEN Pi3HUX KaTeropin BiasigyBadiB, af4ekBaTHOIO Ta CBOEYACHOrO pearyBaHHs Ha KPUTKKY.

Knroyvoei crioga: ctangapT, cTaHgapTuaadis, agMiHicTpaTUBHI Nocnyrk, CTaHAapTu3auis HagaHHA agMiHicTpa-
TUBHUX NOCHYT, LEHTPW HagaHHS aaAMiIHICTPaTUBHWUX MOCIYT.
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CTAHOAPTU3AUUA NPEOOCTABIIEHUA AOMUHUCTPATUBHbLIX YCIYT
KAK UHCTPYMEHT MNMOBbIWEHUA UX KAHECTBA

UNeaHos 1O. b.
CeHuHa A. A.

W3-3a 3aperynnpoBaHHOCTU coLmaribHO-3KOHOMMYECKMX NPOLIECCOB B CTPaHe, YTO MeLlaeT YCTOMYMBOMY passu-
TUIO SKOHOMWKM U CMOCOBCTBYET NOSIBNEHNIO KOPPYMLUMOHHbLIX NPOSIBIEHNI, CyLLecTByeT 06bekTuBHas HeobxoanmocTb
B YCUMEHWUW PONKN 1 3HAYEHNS AeperynmpoBaHnsa 3KOHOMUKW, B YaCTHOCTW, B cdpepe aAMUHUCTPATUBHbLIX YCNYr, rae Ko-
NIMYECTBO IOPUANYECKUX U (DU3NYECKMX MKLL, OOpaLLAoLLMXCS B OpraHbl BACcTV 3a MOMyvYeHneM yCnyr v yaenbHbIA BeC
aAMUHUCTPATUBHBIX COOPOB M MNaTexen B HEHANOroBbIX MOCTYNEHUSX rocOofkeTa pacTeT C KaXabiM rogoM.

Llenbto cTatbk SBRSETCS BbISIBNEHNE OCHOBHbIX Npobnem, KoTopble CyLLEeCTBYIOT B cdepe CTaHOapToB Npeaoc-
TaBneHVs agMUHUCTPaTUBHbLIX ycnyr, 060CHOBaHWe NyTen ux pelleHns n paspaboTka pekomeHOaumnin OTHOCUTENBHO
npolecca ctaHgapTM3aunmM agMUHUCTPAaTUBHBIX YCIYr ANSA NOBbILEHWS NX Ka4yecTBa.

MpeamMeTom cTaTby SABNATCA TEOPETUKO-METOANYECKUE MOMNOXKEHUS U NPaKTUYecKoe NpYMeHeHne CTaH-
0apToB KayecTBa NpeaocTaBneHns agMUHUCTPATUBHbLIX YCIyr.

B xoge HanucaHus ctaTby 6bInNyM UCNOMNb30BaHbI METOAblI aHanu3a, CMHTesa, norudeckoro o6obLueHns.

B ctatbe npoaHanusnpoBaHbl OCHOBHbIE XapakTePUCTUKN OEATENbHOCTM LIEeHTPOB NpefocTaBneHns agMu-
HUCTPaTMBHbIX YCNYr U OCYLLECTBNEHO COMOCTaBrieHue nokasaTenen kayectsa OOCNY>XMBAHUS B pPermoHanbHbIX
LUeHTpax npegocTaBneHus aaMUHUCTPaTUMBHBIX YCNYr M pa3mepa CpeacTB, 3aTpadeHHblX Ha UX maTtepuarnbHo-
TexHn4Yeckoe obycTporcTBO. NpoaHanuaMpoBaHbl MOHATUA "cTarg4apT" U "cTaHgapTM3aums” No OTHOLLEHUIO K aaMu-
HUCTPaTUBHBLIM yCInyram, Ha OCHOBE Yero NpeasioXkeHo cobCcTBeHHOe onpeaeneHne NoHATUSA "cTaHaapT okasaHus
rocyapCTBeHHoM ycnyrun". PaccMOTPEH My4yLLMI OMbIT EBPOMENCKMUX CTPaH No YyCTaHOBMEHWIO CTaHA4apToB Npeao-
CTaBneHns agMMHUCTPATUBHbLIX ycnyr. [peanoXxeHo KpuTepumn OLEHKU kavyecTBa W CTaHOapToB NpefocTaBrieHus
aAMUHUCTPATMBHbIX YCIyr AOMNOMHUTL HOBBLIMU, UCX0As U3 NoTpebHocTen cyGbekTa obpalleHus. B yacTHocTH, K kpu-
TepuaMm, npegycMoTpeHHbiM KoHuenumen pasButus cUCTeMbl NpeaocTaBneHns agMUHUCTPATUBHbLIX YCNnyr, Heob-
X0AUMO [00aBUTb KPUTEPMM MPOCTOThI, PABEHCTBA, CMpaBeAnvMBOCTU, KOHOUOAEHUMANbHOCTU MUYHBIX AaHHbIX,
nprcnocobreHHOCTW YCIOBWI MOMELLIEHUSI U TEXHOMNOTMU ObpaLLeHUst U B3anMoAeNCTBMS C AOMKHOCTHBIMU nuamu
K aHTpOMOMETPUYECKUM U NCUXONOro-hn3nonorm4eckuMm 0CoOBeHHOCTAM pasfnyHbIX KaTeropui nocetutenen, agek-
BaTHOMY U CBOEBPEMEHHOMY pearMpoBaHuIo Ha KPUTUKY.

Knouesble criosa: cTaHdapT, cTaHdapTM3aUmMs, adMUHUCTPATVBHbLIE YCyrW, CTaHOapTUsaums npegocrasne-
HUS1 aAMUHUCTPATMBHBIX YCYT, LEHTPbI MPeAoCTaBMNeHNs aAMUHUCTPATUBHBIX YCIYT.
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One of the main internal institutional threats to Ukraine's
sustained economic development today is corruption caused by
not only the government's excessive intervention into activities of
businesses but also breeding conditions for abuse of power in the
public administration system created by overregulation of econom-
ic and social processes in the country. Therefore, the present situa-
tion requires enhancement of the role and meaning of deregula-
tion, particularly in the administrative services sphere where the

number of companies and individuals requesting services from
public authorities and the share of administrative fees and pay-
ments in the state budget's non-tax revenues grows every year.
Provision of quality and timely administrative services is
based on the application of a number of requirements to the pro-
cess of providing these services. These requirements are called
standards in the most general sense, and the process of setting
and applying them is called standardization. The impossibility to
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compare the actual level of functioning of administrative bodies
when they provide administrative services with the preset charac-
teristics and to ensure their constant revision and improvement to
meet user needs and requests leads to an unjustifiable increase of
time, efforts and other resources spent by both the applicants and
executants and the advent of fictitious (set out in a regulatory act
but not actually provided by public authorities) and excessive
(where private costs exceed private benefits of applicants and
are inexpedient from the standpoint of social benefit) administra-
tive services [1]. Therefore, development and implementation of mod-
ern standards is an important task of the national regulatory policy
in the administrative services sphere.

Economic and legal aspects of the functioning of adminis-
trative services, including the list of administrative services, fees
for administrative services, the mechanism of administrative ser-
vices provision, have been the subject of many scientific works by
such scientists, as: A. Banchuk, |. Bekeshkina, I. Koliushko, A. Nes-
terov, G. Pisarenko, V. Tambovtsev, V. Tymoshchuk and others.
Theoretical and practical aspects of the organization of adminis-
trative services, in particular through integrated offices, have been
examined by such scholars as: A. Mironov, A. Nozdrachov, E. Ta-
lapina, B. Braun, W. Weiss, C. Gramm, A. Mayer, L. Torres, H. Erik-
sen etc. However, despite the significant achievements in the field
of administrative services, standardization of administrative ser-
vices provision remains a subject of intense research interest in
the modern scientific discourse.

The goal of this study is to define the key problems exist-
ing in the sphere of standardization of administrative services
provision, substantiate the ways of solving these problems and
develop recommendations regarding standardization of adminis-
trative services provision to improve their quality.

According to the authors, administrative services should be
understood as a means of performing the functions of the state in
providing public services to citizens. Administrative services are a
product of economic and legal cooperation on the basis of mutually
binding entity providing such services and the treatment of the sub-
ject, aimed at the establishment, modification or termination of rights
and/or obligations of the subject, the subject treatment by providing
aggregate formally approved, standardized operations [2, p. 83].
According to the Law of Ukraine "On Administrative Services" on
the subject matter (in character) for which persons are turning to the
administrative authorities, administrative services can be divided into
entrepreneurial, social, land, construction, utility and housing [3].

Analysis of the main characteristics of administrative ser-
vices provided in Ukraine should begin with the study of the so-
ciological survey results [4; 5]. A survey held in 2013 by llko
Kucheriv Foundation for Democratic Initiatives and Kyiv Interna-
tional Institute of Sociology at the request from the Center for Po-
litical and Legal Reforms covered 109 cities and towns in all re-
gions of Ukraine including the Autonomous Republic of Crimea.

During 2009 — 2013 Ukraine's administrative service sys-
tem experienced positive shifts which translated into the growing
degree of public satisfaction from 40.1 to 46.5 % and the shrink-
ing percentage of respondents dissatisfied with the service from
54.6 t0 49.1 %.

Among the key reasons behind these dynamics the simplifi-
cation and acceleration of the general procedure of providing certain
types of administrative services are worth noting, in particular [6, p. 9]:

simplification of the company formation procedure by abo-
lishing the separate procedure of registration with a state statis-
tics authority and the fee for filing registration as a VAT payer;

simplification of the procedure of issuing construction per-
mits by introducing a risk level-based authorization system which

/

improved the procedure of issuing permits for construction of simple
buildings with lower number of risk factors;

implementation of more transparent and convenient pro-
cedures of registering immovable property ownership by amend-
ing the Law of Ukraine "On Ownership".

It all translated into improvement of certain assessment in-
dicators of Ukraine's registration and authorization systems in the
Running a Business rating (Table 1). During the surveyed period
the number of company registration procedures went down from 10
to 6 and the registration period was reduced from 27 to 21 days.
The number of ownership registration procedures went down from
10 to 7 and the registration period was shortened from 114 to27 days.
In 2010 one had to spend 528 days and go through 29 formalities to
procure a construction permit while by 2015 these figures became
substantially lower: 64 days and 8 formalities respectively.

Table 1

Dynamics of certain assessment indicators
of Ukraine's registration and authorization systems

Sub-index
of the Running
a Business rating

Indicator [2010(2011]2012]2013[2014(2015

Number of
Company procedures 101109 7 6 6

registration

Duration,
days 27 | 27 | 24 | 22 | 21 | 22

Number of
10|10 (10| 10| 8 7
Ownership procedures

registration

Duration,
days 114|118 | 118 | 70 | 45 | 27

Number of
29 | 20 | 20 | 20 | 10 8
Construction | Procedures

authorization

Duration, | 5o | 375 | 375 | 375 | 73 | 64

days

Note. Data by sources [6 — 11].

However, despite the obvious progress, the problems of
meeting the most important informational, ergonomic, functional
and socio-psychological needs of users remain unresolved (Table 2).
The main characteristics of the process of administrative ser-
vices related to satisfaction of basic information, ergonomic, func-
tional and psychosocial needs and subject to standardization include:

1) steps to get administrative services;

2) duration of administrative service delivery timeframes;

3) locations of bodies authorized to provide administrative
services and concomitant service providers;

4) working hours and reception hours of administrative bodies;

5) regulation of applicant lines;

6) conditions of visiting administrative buildings;

7) behavior of public servants.

Visibly higher were the assessments of the quality of adminis-
trative services provided at administrative service centers (ASC) i.e.,
permanent working bodies or subdivisions of an executive public
authority where administrative services are provided via adminis-
trators [3]. Thus, 83.6 % of respondents were satisfied with the
accessibility of administrative services at these centers; 83.2 % of
those surveyed found conditions of visiting a center comfortable;
86 % of applicants found the quality of service conformant with
the openness criterion; 86.8 % of respondents were satisfied with
the friendliness of staff and almost 84 % with their competence.

Table 2

Key problems with receiving administrative services in Ukraine from the standpoint of meeting the applicant's needs

Percentage of respondents
Needs Negative points noted by users when receiving administrative services dissatisfied with the service, %
2009 2013
1 2 3 4
no explanation was provided as to what particular documents were required, so 48.7 16.6
Informational several visits were needed;
too long period of handling the matter; 24.6 16.6
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Table 2 (the end)

1 2 3 4
lack of information needed to receive a service and unavailability of document 139 7.6

completion samples;
no explanation of reasons for denial of an administrative service; 5.8 5.1
bureaucrats demand additional documents not required by law 5.8 4.9
Ergonomic uncomfortable waiting conditions 335 11.0
one has to visit many other institutions (authorities, offices); 25.1 13.3
. small number of or inconvenient reception hours; 20.2 6.4
Functional long waiting lines; 58.1 23.0
the need to buy forms and pay for concomitant services 12.8 9.3
. . rude (impolite) attitude of bureaucrats; 17.3 11.2
Socio-psychological demand of bribe by public officials 7.6 3.6

Note. Compiled by the authors on the basis of data by [4, p. 151-177; 5].

These centers substantially help achieve the objectives
they were established for [12], including: reduction of administra-
tive service delivery times, minimization of the number of visits by
applicants, simplification of the administrative service delivery pro-
cedure, informing applicants about the requirements and the proce-
dure of delivering administrative services provided via administrators.

Another positive point is that checklists and flowcharts cover
100 % of administrative services everywhere except Kyiv (30 %)
and Lutsk (where checklists for 16 % of services were not ap-
proved). However, at some ASCs these documents are not freely
accessible on the website or not fully available on information
boards. The consulting and information services and visualization at
all ASCs are at quite a high level, and the centers have quite com-
fortable waiting conditions and elementary amenities (Table 3).

However, the absence of uniform requirements to the centers'
quantitative and qualitative performance indicators leads to sub-
stantial differences in service quality indicators for various regions.
The most important of them include:

all the surveyed ASCs provide different lists of administra-
tive services, with "registration of business entities" and "social ser-
vices" having the lowest access;

administrator workplaces at 5 of 13 ASCs are not properly
equipped for visitor reception to ensure that personal information
communicated to a public servant remains unavailable to other
visitors;

conditions in the majority of ASC buildings are not ac-
commodating for handicapped visitors and visitors with children,
thus preventing full-fledged interaction of these visitor categories
with ASC personnel;

unavailability of concomitant services (banking services,
office supplies, photocopier, telephone, Internet access, photo-
graphing for documents) limits the degree to which applicant
needs are met, forcing them to waste their time looking for these
services outside the ASC;

only 7 ASCs allow for advance appointment scheduling.
Considering that all ASCs must provide the base list of 52 admin-
istrative services [13], appointment scheduling must be available
at all the centers;

service quality feedback from applicants is collected at 9 ASCs.
The remaining ASCs have no feedback mechanism, thus depriv-
ing the applicants of their right to make their opinion regarding ser-
vice quality count.

Table 3
Service quality indicators of ASCs at Ukraine's regional administrative centers
ASC's actual performance indicators
5 ¢ ¥ = s 2
List of requirements E 2% |9 2] s x > g o 2 g z2 [Es| €
s|gs|s=| S 8|58 s|E|c| & |83 5
2 |g5| =8 a <] & a 5 £ iz}
N8 i o ¥ ls G
1 2 3 4 5 6 7 8 9 10 11 12 13 14
Number of available services from the base list, including:
architecture, construction, improvement 7 25 6 7 1 36 9 1 16 12 15 13 14
company registration 0 0 0 0 15 0 0 0 16 0 20 0 20
immovable property 0 14 29 12 53 0 12 7 10 1 20 5
registration of the place of residence, operations
with the passport of the citizen of Ukraine 3 0 4 3 2 0 0 0 2 1 2 3 9
social services 0 0 0 1 43 0 0 0 17 0 13 0 5
Coverage of services by checklists, % 100 | 100 | 100 | 30 84 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100
Coverage of services by flowcharts, % 100 | 100 | 100 | 30 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100
Availability of an ASC website + + + + + + + + + + + + +
Equipment of administrator workplaces that en- + + + + + _ + _ + _ _ _ +
sures confidentiality of the applicant's information
Conformance of working hours with requirements of
the Law of Ukraine "On Administrative Services" [3] * - * * * * - * * * * - +
including acceptance of applicant inquiries during + _ . + . . _ + + + + _ _
these hours
Provision of consultations: + . . + . . + + + . . + +
over the telephone
by e-mail + + + + + + + - + - + - +
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Table 3 (the end)

1 2 3 4 5 6 7 8 9 10 11 12 13 14

Convenience of ASCs location considering acces-| . + + 4 4 + + + + + + +
sibility by public transport
Availability of complete information about all ser- + . + _ 4 _ + _ _ + + _ _
vices on information boards
Availability of the information and consulting desk + + + + + + + + + +
Availability of waiting places + + + + + + + + + +
Availability of personal hygiene rooms + + + + + + + + + +
Availability of conditions for handicapped visitors + - + + + - + + - - + - -
Availability of conditions for visitors with children + - + - + — + - - — + - -
Availability of visitor parking - + + + + + + + - + + + +
Availability of concomitant services: _ _ + + + _ _ _ _ . . + N

banking services

office supplies - + + + + - - - - + + +

photocopier - + - + + - - + + +

Internet access - + - + + - - - + - - —

telephone - + + - + - - - - - - -

photographing for documents - - - - + - - - - - - - —
Availability of visualization + + + + + + + - + + + + +
,r?]\ge:]iltastyg?ércr)]f an electronic waiting line manage- + + . + + + _ _ + + + + +
Availability of advance appointment scheduling + + + - - + - - + - -
Notification of ready response/result + + + + + + + + + + + +
Service quality feedback + + - + + - - + + + _ +
Share of past due cases, % 0 0 25 11.89| 0.13 10 0 0 5 1.67 5 0.53 | 1.55
Average waiting time, min 10-15 u%o upsto u%o u%o 10— 30 u%o n/a u%o ugsto u%o url)éo u%o

Note. Compiled by the authors on the basis of data from official websites of regional ASCs.

The monitors gave the highest number of points to the ASC
in lvano-Frankivsk (824 points) which spent UAH 2.05 million on
equipping, whereas the ASC in Khmelnytskyi which received more
financing (UAH 2.84 million) scored much worse (553 points). The

1. Ivano-Frankivsk: 824 points

2. Lutsk: 721 points

3. Kyiv: 700 points

4. Sumy: 698 points

5. Zhytomyr: 658 points

6. Khmelnytskyi: 553 points

7. Rivne: 457 points

92

costs of equipping the ASC in Lutsk (UAH 10 million) look dispro-
portionally high when compared to the score it received (721 points),
since Kyiv's ASC has achieved almost the same level of service at
a much lower cost of UAH 3.7 million (Fig. 1).

ASCs ranking by quality of administrative services

o] 1000 2000 3000 4000 5000 6000 7000 5000 9000 10000 11000
Amount spent on equipping ASCs, thousands of UAH

Fig. 1. Comparison of administrative service quality indicators of regional ASCs and the amount of funds spent on equipping them
(compiled by the authors on the basis of data by [14])

The absence of clear relation between the quality of ser-
vice and the amount of financing spent on propping up ASCs
proves the need to devise measures for improving the efficiency
of administrative services by implementing modern standardiza-
tion of administrative services provision.

One has to distinguish between the term "standard" ap-
plied to administrative services and "standardization" of the pro-
cess of providing administrative services. For that purpose, we
have to analyze the existing definitions of the terms "standard"
and "standardization” (Table 4).
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Table 4

Definitions of the terms "standard" and "standardization"

Term Definition Source
"a norm, an example, a measuring gauge" Great Dictionary of the Ukrainian Lan-
guage [15, p. 1 383]

"an example, an étalon, a model accepted as input data for comparison of other similar ob-| Economic Dictionary under the general
jects with them; a regulatory technical document setting out units of measurement, terms and | editorship by J. S. Zavadskyi [16, p. 295]
their definitions, requirements to products and production processes"

=)

5 "an official public or industry's, company's or firm's regulatory technical document setting out|B. A. Raizberg. Dictionary of Contem-

2 the necessary qualitative characteristics and requirements which a particular product or good | porary Economic Terms [17, p. 359]

g type must comply with and also terms and their definitions"
"a regulatory document developed on the basis of consensus and approved by a recognized | Law of Ukraine "On Standardization" [18],
authority; this document sets out, for general and multiple use, the rules, general principles or | International Organization for Standard-
characteristics concerning various areas of activity or its results and is aimed at achieving the |ization [19]
optimal degree of harmonization in a particular sphere”
"a document, which satisfies the requirements of all parties (consensus)" Garmider L. D. [20]
"implementation of uniform typical forms of organization and of achieving something" Great Dictionary of the Ukrainian Lan-

guage [15, p. 1 383]

"activity which sets provisions for general and multiple use with regard to existing or potential | Law of Ukraine "On Standardization" [18]

.5 tasks and is aimed at achieving the optimal degree of harmonization in a particular sphere”

8 |"activity aimed at achieving harmonization in a particular sphere by setting provisions for| Wikipedia [21]

B |general and multiple use with regard to existing or potential tasks. This activity involves de-

3 velopment, publication and application of standards”

E "standardization means activity which sets provisions for general and multiple use with regard | Standing Committee for the Study of

0 |to solution of existing or possible problems and is aimed at achieving the optimal degree of | Principles of Standardization (STACO)
harmonization in a particular sphere, resulting in the improvement of conformance of prod-| (International Organization for Stand-
ucts, processes and services with their functional purpose and also in the elimination of trade | ardization (ISO)) [19]
barriers and facilitation of scientific and technical cooperation”

Without diminishing the importance of the legislatively
provided terminological formulation of the term "standard", it is
worth noting that it still contains disputable points.

Firstly, one could agree with O. Nesterov that "standards
are not just rules, ... i.e., descriptions (procedures) of human
activity processes but a set of permits, restrictions and bans" [22,
p. 69]. The latter may not necessarily be always explicitly stated,
but they still logically follow from the provisions of a standard.

Secondly, harmonization (along with unification) shall be
regarded as a means but not the goal of implementing standards.
Neither can the authors fully agree with the goal of standardiza-
tion defined in [19] as "assurance of fulfillment by a certain prod-
uct of its purpose, i.e., its ability to perform a certain function under
required conditions". The authors believe that as far as services
(in particular, administrative) are concerned, it would be more
correct to talk not just about the end result which in this case is hard
to unify and only its documentary confirmation (a report, a certifi-
cate, a license, etc.) may be standardized but also about the very
process of servicing and the elements of the service environment.

Therefore, the administrative service provision standard
shall mean an official document containing a list of indispensable,
sufficient and representative requirements to a product as the
unity of its result, service process and service environment de-
termined by an agreement between stakeholders and aimed at
simultaneous maximum efficient fulfilment by an administrative
service of its purpose and minimizing the costs of interaction be-
tween service applicants and service executants.

Speaking about the provision of administrative services, stand-
ards are part of administrative regulations which set out the proce-
dure of organizing executants' work, the procedure of actions of public
servants and their interaction with administrative service executan-
s. Compliance with these standards is mandatory and enforced by
an appropriate mechanism. For example, V. Tambovtsev distin-
guishes a model or example of required behavior (setting product
quality parameters) within the public service quality standard and
the characteristics of sanctions applied to persons breaching this
model. As for the mechanism of enforcing compliance with require-
ments of this model, an appropriate description may be either pro-
vided in the relevant standard or it must contain a reference to cer-
tain regulatory documents that provide various forms and types of
liability for noncompliance with requirements of standards [3, p. 3—-10].

Standardization of administrative service provision processes
has a direct effect on the implementation of fundamental principles of
interaction between users and public authorities during dispensation

of administrative services, because it: helps determine user expecta-
tions; facilitates two-way communication with service users in the
form of consultations, surveys, etc.; stimulates executants to continu-
ous monitoring and evaluation of the effectiveness of the perfor-
mance; improves transparency of executant activities via publication
of service standards and helps find nonconformities in the actual
performance of administrative bodies with certain parameters set by
standards; increases the level of user satisfaction [24, p. 15].

In Ukraine, the practice of developing administrative service
provision standards is insufficiently sophisticated and the legal fra-
mework regulating this matter is presently nonexistent.

The presently invalidated Resolution of the Cabinet of Min-
isters of Ukraine On the Measures of Harmonizing Administrative
Services defined the administrative service standard as an "act
issued in accordance with regulatory acts which set out the proce-
dure of providing an administrative service and contain information
about an administrative service and the procedure of providing it, in
particular, conditions and responsible persons" [25].

Although economists [26] demonstrated a significant con-
tribution to standardization, particularly public services in national
economic growth, laws of Ukraine did not provide the term "an ad-
ministrative service provision standard". Administrative service standards
were replaced with the terms: an administrative service "checklist"
and "a flowchart" [3]. Thus, the meaning of standardization as an im-
portant tool of improving the quality of administrative services was
hollowed out. In the authors' opinion, the practice existing in Ukraine
when executants may issue organizational and directive acts provid-
ing their own requirements to the quality of administrative services
(setting out the number of reception hours, maximum waiting time
and other parameters of evaluating the quality of administrative
services) [3] does not conform with the concept of the service state,
particularly with the key idea of this concept that "the state exists for
people and not the other way round”. In addition, according to the
concept of the service state, public authority shall reorient itself
toward the needs of users, their requirements and expectations.

As an example, we may cite the approach to standardiza-
tion of administrative services provision in European countries.
There, administrative service provision standards are an element of
a broader notion of "a public service quality standard". The key idea
behind implementation of standards in the public administration
sphere is to create opportunities to compare the actual level of func-
tioning of administrative bodies with certain standard requirements
which, in turn, are subjected to constant revision and improvement
under the pressure from the public [27].
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In the United Kingdom, the Citizen's Charter defines the
key principles of improving the quality of public services as the need
to establish, publish and comply with standards [28]. All bodies of
public administration are obliged to comply with the service stand-
ards that were implemented on the basis of this Charter:

1) provide fast and intelligible response to written inquiries;

2) receive a visitor within 10 minutes regardless of his pur-
pose of visiting a government office;

3) provide unimpeded access to clear and unambiguous in-
formation regarding services and at least one number for telephone
inquiries where a caller may be put through to a competent official;

4) provide regular consultations to clientele regarding admi-
nistrative services and report on consultation results;

5) develop at least one procedure of handling service quali-
ty-related complaints and make it available at first request;

6) take all efforts to assure availability of services to all ap-
plicant categories, including persons with special needs [29, p. 9].

La charte Marianne (France) not only includes public service
standards in the form of minimum acceptable quality parameters but
also recommendations regarding their continuous improvement [30].
These standards are uniform for all the services provided by public
authorities, which makes their implementation and application much
easier. The conceptual unity of the Charter's provisions made it pos-
sible to substantially increase the effectiveness of its practical imple-
mentation by exchanging experience, even between bodies that pro-
vide different public services. The Charter's structural unity makes the
use of any service standards comfortable for an ordinary user who
can easily navigate and quickly find the necessary information.

Therefore, generally speaking, the national programs of EU
member states define the administrative service provision standard
as a publicly available official document containing information re-
garding a certain service, a set of quantitative or qualitative indica-
tors which are given certain values intended to inform service appli-
cants about the level of service they can expect from executants,
and the procedure of lodging complaints and suggestions [24, p. 15].
This approach means that standards are set on the basis of study-
ing user needs and geared toward constant improvement.

Instead, checklists and flowcharts used in Ukraine (even if
they are reformatted to a uniform template with a base text and uni-
form structure and given the legal status of a standard) are intended
to set the level which must be achieved, and that is the end of the
improvement process. Interaction with applicants traditionally takes
place as part of the handling of citizen inquiries, including complaints
and suggestions. At the same time, problems which weren't com-
plained about due to the lack of the initiative on the part of service appli-
cants or the refusal of public servants to accept or register an inquiry
remain outside the scope of study and analysis. Lack of control by civic
organizations and users diminishes the accuracy of monitoring of com-
pliance by administrative bodies with the requirements of law [31].

In addition, we have to distinguish between the terms an "ad-
ministrative service standard" and a "service provision standard" which,
when combined, produce an administrative service delivery standard.
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The administrative service standard means an official docu-
ment containing a set of requirements to the procedure of providing a
service by public authorities based on the needs and requests of
service applicants, on the one hand, and taking into account techno-
logical, financial, labor and other resource limitations of the adminis-
trative body, on the other hand. In fact, it concerns documentary con-
firmation and the process of providing particular types of admini-
strative services, namely, such characteristics as immediate result
indicators, regulatory acts which regulate the administrative service
delivery procedure, conditions of receiving and methods of delivering
an administrative service, the administrative fee amount, the payment
procedure and details (if the service is fee-based), etc.

The service provision standard means an official document
containing requirements applicable to the process and environment
of interaction between the executant and the applicant irrespective
of the particular types of administrative services. It concerns the
waiting time, the facility where the service is provided, the quality of
informational and consulting support, confidentiality of personal in-
formation, professionalism and accuracy of service, responses to
written, telephone and online inquiries, etc.

In Ukraine, the administrative service system development
concept includes the following criteria of evaluating the quality and
standards of administrative service delivery [32]:

effectiveness, i.e. meeting the need of an individual or
a company for an administrative service;

timeliness, i.e. delivery of an administrative service within
the timeframe required by law;

availability, i.e. an actual possibility for individuals and com-
panies to request an administrative service;

convenience providing that the needs and interests of ser-
vice applicants are accommodated in the process of delivering
administrative services;

openness, i.e. unimpeded access to the information neces-
sary to receive an administrative service which is posted on infor-
mation boards in administrative bodies' buildings and on their web-
sites, contained in official publications and booklets;

respect of a personality, i.e. polite (respectful) attitude to-
ward the applicant for an administrative service;

professionalism, i.e. a proper level of qualification of the
administrative body's staff.

However, in the authors' opinion, this list of criteria is not ex-
haustive and does not cover all needs of persons requesting adminis-
trative services, and therefore, the existing criteria provided by the
Concept cannot fully assure high quality of administrative services.

To study the existing practice of dispensing administrative
services the authors propose to structurize the criteria which make
it possible to determine the quality of an actually dispensed service.
Since the administrative service is, by its economic nature, a prod-
uct intended to meet the applicant's needs, the structure of the qua-
lity of this service may be shown based on its ability to meet the
four groups of needs: informational, ergonomic, functional and so-
cio-psychological (emotional) (Fig. 2).

| Applicant's needs |

4 v v v
Informational: Ergonomic: Functional: Socio-psychological
« information content; » comfortable conditions inside the * minimum cost of establishing (emotional):
* security of personal infor- facility; contact with the executant; « tactful attitude of public

mation;
» accuracy of information and
possibility of using it safely

« full-fledged interaction with the
executant regardless of the appli-
cant's age or social status

« simple and understandable
service delivery requirements

servants;
* competent service;
« availability of feedback

and physiological features
of different visitor categories

_______ i g g s S ——
! Administrative service quality criteria 1
e - ———— - * ————————————————— t— ————————————————————————————————————————
" L n - "
| Effectlvleness | : Adaptation of the facility's condi- : | Timeliness | | Respect of a personality
tions and technology of contacting —— |—=—==-=- T ————
1 ; CINo? ) 1
I Openlr-less | , and interacting with public servants 1 | Avalllablllty | v____E Eu.?IEy _____ 1
e i i 1 —————— === -==- -
1 Simplicity 1 : to anthropometric, psychological . | Convenience | 1 Justice |
1
1
o4

Adequate and timely 1
response to criticism

Fig. 2. The structure of the administrative service provision quality criteria from the applicant's viewpoint

Legend. — — — — proposed by the authors.
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The applicant's informational needs represent a desire to
receive information necessary to achieve a particular objective (per-
sonal, administrative, professional, etc.), and therefore, they are con-
sidered to be concrete (special) informational needs. These needs
include the need to receive information with the content which not
only fits the applicant's information request from the standpoint of
his interests but fulfills the personal information confidentiality criterion.

The applicant's ergonomic needs are related to his desire
to bring the process of receiving an administrative service into con-
formity with his anthropometric, psychological and physiological
features. It means that conditions in an administrative building and
technologies of contacting and interacting with public servants must
be adapted for comfortable stay of persons of different age catego-
ries, including visitors with children and persons with special needs.

Functional needs may be defined as the applicant's con-
scious desire to minimize time and efforts he has to spend to re-
ceive an administrative service and to receive a service within the
timeframe required by law without duplicating information neces-
sary to receive a service. It may be achieved by ensuring highly-
skilled and tactful service by competent professionals using optimal
means and processes. The latter envisage a possibility for the user
to make a rational choice of technology of receiving this service in
accordance with the law (a possibility of placing an online or remote
inquiry and receiving administrative services in one place, even if
a service is provided jointly by several bodies, via the so-called
"single window", etc.).

The applicant's socio-psychological (emotional) needs
mean personal moral satisfaction from communication with person-
nel authorized to provide administrative services who helped solve
or facilitated solution to the user's problem, including complaints
regarding the quality of the service.

In the authors' opinion, the existing criteria should be sup-
plemented with no less important criteria of administrative service
quality, including:

simplicity, i.e. the format of informational presentation of ad-
ministrative service terms and conditions must be sufficiently simple
and understandable for the applicant, particularly its terminology;

equality, which means that conditions of receiving a service
must be equal for all the applicants regardless of their age, gender
or social status. Giving privileges (dispensing a service ahead of the
waiting line, unlawful expedition or simplification of the administra-
tive service dispensation procedure) to certain applicants who have
personal contacts with public servants or financially stimulating
them is unacceptable;

justice, which implies that if a service was denied the appli-
cant must be provided a reasonable explanation of the reasons for
the denial. If the applicant disagrees with this decision he must
have the right to protect his interests infringed in the course of dis-
pensation of an administrative service by appealing the executant's
actions and demand compensation of damages caused by an im-
proper dispensation of a service;

confidentiality of personal information which means security
of applicant's trade secrets and private information and possibility of
interacting with public servants one-to-one, without witnesses;

adaptation of the facility's conditions and technology of con-
tacting and interacting with public servants to anthropometric, psy-
chological and physiological features of different visitor categories
which implies that the executants' duties must include assurance of
conformance of the service environment with the applicable sani-
tary norms, creation of comfortable conditions for staying in an
administrative building, and implementation of an efficient technolo-
gy of contacting and interacting with public servants for different
visitor categories (elderly people, visitors with children, people with
special needs, etc.);

adequate and timely response to criticism; this criterion en-
visages the applicant's right to make his opinion regarding the com-
pliance of the administrative body with standard requirements
count. This right may be realized by creating efficient feedback
mechanisms as part of the administrative body's work on determin-
ing applicant needs, reservations and suggestions and resolving
conflict situations arising as a result of user complaints.

Thus, the practice of administrative services provision in
Ukraine proves insufficient sophistication of the administrative ser-
vice standardization institute which has a negative effect on the quali-
ty of administrative services, creates breeding conditions for breach

of regulations and abuse of power by public officials, and forms a
biased attitude in applicants toward the entire administrative service
system. At the present stage of the administrative reform it is im-
portant to create a number of regulatory and organizational precon-
ditions for standardization of services provided by administrative
bodies, first of all at ASCs. The effectiveness of these processes
may be substantially improved by legislative implementation of
administrative service quality criteria in the administrative service
standardization institute to meet all the needs of people applying
for administrative services. In particular, the criteria provided by the
administrative service system development concept must be sup-
plemented by the criteria of simplicity, equality, justice, confidentiali-
ty of personal information, adaptation of the facility's conditions and
technology of contacting and interacting with public servants to
anthropometric, psychological and physiological features of different
visitor categories, and adequate and timely response to criticism.
Further research will be aimed at the studying and implemen-
tation in Ukraine of the world's best experience regarding administra-
tive service quality standards and substantiation of rational "business
processes"” of dispensing various types of administrative services.
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COUJIAIIbHA C®EPA — BAXITMUBUA YNAHHUK BIOPOOXEHHSA
CINbCbKUX TEPUTOPIN: CTAH, MPOBNEMU, LLNAXU IX PO3B'A3AHHA

rapawyk O. B.
KyueHko B. |.

MigkpecneHo, WO ykpailHCbKe Ceno, Ha Xarb, NPOAOBXYE 3aHenagaTtu. | KiNbKiCTb Cin y Hawin KpaiHi WopoKy
3MeHwyeTbes. Ceped NMPUYMH LIbOro HEraTMBHOMO SABULLEA Ha3WBaloTb CKNadHi YMOBW NPOXUBAHHS, NpPodeciiHy
M KyNbTYPHY i30J51bOBaHICTb, NIIMHHICTb MOMNOAMX KadpiB. Y CTaTTi HaBeAEHO YUCENBHICTb CiflbCbKMX NOCENEHb, Y SKMUX
Hemae AdiTen, monogi. ABTOpU CTaTTi 3arocTplolTb yBary Ha CKNagHux couianbHUX npobremax y CifbCbkin
micueBocTi. OcobnuBa yBara npuvfineHa aHanisy Ta OLiHIOBaHHIO CTaHy couianbHoi cdepu, Ha OCHOBI 4Oro
3po6IeHO BMCHOBOK, LLO >XOAHA faHKa coujanbHoi cdpepy cena HuHi He 3a40BOSbHSE peanbHNX Notped HaceneHHs.
3ayBaxeHo, Lo CiNbCbKUA XUTNOBUA hoHA, (Di3NYHO I MOParnbHO 3HOLUEHWUW, i3 HU3bKUM PIBHEM KOMMOPTHOCTI.
3a3HayeHo, LWO rOCTPO MNPOAOBXKYE 3anuwaTtucb npobnema 6NaroycTpol CiflbCbKMX HacCeneHuxX MyHKTIB.
He3anoBinbHUIM CTaH XWUTMOBMX YMOB Ha Ceni, BOA03abe3neyveHHs CiNbCbKMX XUTENIB HEraTMBHO MO3HAYaeTbCA
Ha cTaHi ix 3gopoB'sa. HaBegeHo aaHi Npo 3Ha4yHe CKOPOYEHHSI B CiflbCbKill MiCLLEBOCTI 3aknagiB, Ae xuTeni cena
Mornu 6 oTpMMaTu MeguyHy OOMOMOrY UM MeaunyHi nocnyrn. 3asHayeHo, WO OCHOBHUMU MEeQMYHUMK 3aKnagamu
TYT 3anuwarTbCs gernbillepcbKo-akyllepcbki NyHKTU. Ane, SK BUNNuBaE 3i 34INCHEHOro aHanisy, n mepexa
OCTaHHIX 3MEHLLYETLCS.

ABTOpM AeTanbHO PO3KpMBalOTb OCOBNMBOCTI CifbCbKOrO OCBITHBOrO cepegoBuila. 30kpema, 3a3HaveHo,
LLIO AareKo He B YCiX CiNbCbKUX HAceneHux MyHKTax MICLEBI XUTENi MOXYTb OTpUMaTh HeObXifHi OCBITHI nocnyru.
Takox MigKpecneHo ponb KynbTypy Y BiAPOMKEHHI CiNbCbKMX TEPUTOPIN, MpoaHanisoBaHO Cy4aCHUM CTaH Uiei
chepu. O6rpyHTOBaHO HEOBXIQHICTL KOMMIIEKCHOrO NiAX0AY A0 NOAAnbLUOro po3BUTKY colianbHOi cdepun cena sk
BaXXMNMBOIO YMHHWMKA BIOPOLXEHHS CiNbCbKUX TEpPUTOPIN, MOMIMNWEHHSA XUTMOBUX YMOB Ha ceni, hopMyBaHHS
nNpnBabnmMBOCTI CiINbCbKUX TEPUTOPIN, NepLU 3a BCe AN MOMogi, Ta WsSXy JOCArHEHHS OCTaHHbLOrO.

Kntoyoei criosa: couianbHa cdpepa, cinbcbka TepuTopid, couianbHa iHppacTpyKTypa, NOCyru.
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