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STANDARDIZATION OF THE PROVISION OF ADMINISTRATIVE
SERVICES AS A TOOL FOR THEIR QUALITY IMPROVEMENT

Y. lvanov
A. Sienina

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
administrative 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
comparison of administrative services quality indicators of regional administrative service centers with the amount
of financing 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 administrative 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 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.

Keywords: standard, standardization, administrative services, standardization of administrative services
provision, centers of administrative services.
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CTAHOAPTU3ALUIA HAOAHHA AOMIHICTPATUBHUX NOCNYTr
AK IHCTPYMEHT NIABULLEEHHSA IXHbOI AKOCTI

leaHos KO. b.
CeHiHa A. O.

Uepes 3aperynbOBaHiCTb COLjiaNibHO-EKOHOMIYHUX MPOLECIB Y KpaiHi, L0 3aBa)kae CTarioMy pPO3BUTKY
€KOHOMIKWN Ta cnpusie MosiBi KOPYNUiiHNX NPosiBiB, iCHYE 0B'EKTMBHA HEOOXIAHICTE Y MOCUMEHHI poni Ta 3HAYEHHS
JeperynioBaHHSA eKOHOMIKK, 30Kpema, Yy cdepi aaMiHiCTpaTUBHMX MOCNYT, Ae KiNbKICTb IOPUANYHNX Ta (Pi3UYHKX
0Cib, SAKi 3BepTaloTbCs 4O OpraHiB BNagu 3a oTpMMaHHAM MOCIYr i YacTka agMiHicTpaTMBHUX 360piB i NnaTexis y
HenoaaTKOBUX HaAXOMKEHHAX AePXOI0MKeTY 3pOCTaloTh i3 KOXKHUM POKOM.

MeToto cCTaTTi € BWM3HAYEHHS OCHOBHMX nNpobnem, sk iCHyloTb Yy cdpepi CTaHOapTiB  HagaHHS
agMiHICTpaTMBHUX MOCNYr, OOrPYHTYBaHHS LUNSXIB X BUPILLEHHS] Ta PO3pobreHHs pekoMeHaaui woao npouecy
cTaHdapTu3auii agmiHicTpaTMBHMX NOCIYr ANs NiABULLEHHS TXHBOT SKOCTI.

MpeameToM cTaTTi € TEOPETUKO-METOAMYHI MOSIOKEHHA Ta MPakTU4He 3aCTOCYyBaHHA CTaHOapTiB AKOCTI
HafaHHs aaMiHICTPaTUBHUX NOCHYT.

Y xofi HanucaHHs cTaTTi 6yrno BUKOPUCTaHO METOAWN aHaridy, CUHTE3y, NOTYHOro y3araribHEHHS.

Y cTaTTi npoaHani3aoBaHO OCHOBHiI XapakTepUCTUKKN AisiNIbHOCTI LLEHTPIB HagaHHA aaMiHiCTpaTUBHMX NOCHyr
Ta 30iNCHEHO 3iCTaBMNeHHS NMOKa3HWKIB SKOCTi B PerioHarnbHUX LeHTpax HadaHHA agMiHiCTpaTUBHUX MOCNyr Ta po3Mipy
KOLLITIB, BUTPAYeHNX Ha iXHE MaTepianbHO-TeXHIYHe obnawTyBaHHS. [poaHanisoBaHO NOHATTS "cTaHAapT" Ta "cTaH-
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JapTusauisa” woao agmiHiCTpaTMBHMX MOCAYr, HA OCHOBI YOro 3anporOHOBAHO BflaCHE BU3HAYEHHS

MOHATTSA

"CTaHgapT HagaHHA agMiHicTpaTUBHOI nocnyrn”. PO3rnaHyTO Kpalmii JOCBIA €BPONENCLKMX KpaiH Y BCTAHOBMEHHI
CTaHdapTiB HadaHHA agMiHiCTpaTMBHMX MOCAyr. 3anpomnoHOBaHO KpUTEpii OUiHIOBaHHA SIKOCTI Ta CTaHaapTiB
HaJaHHSA agMiHICTPATMBHUX MOCAYr AONOBHUTW HOBMMM, BUXoasaum 3 notpeb cyb'ekta 3BepHeHHs. 3okpema, 40 Kpu-
TepiiB, nepeabaveHnx KoHuenuieo po3BuTKy CUCTEMMN HagaHHS agMiHICTpaTMBHUX Nocnyr, HeobxiaHo JoaaTty Kputepil
NPOCTOTK, PIBHOCTI, CNpaBeAnMBOCTI, KOH(IAEHLINHOCTI 0COBUCTUX AAaHUX, NPUCTOCOBAHOCTI YMOB MPUMILLEHHS Ta TEX-
HOJOrii 3BEpPHEHHSs! | B3aemopaii 3 nocagoBMMu ocobamm A0 aHTPOMOMETPUYHMX Ta Mcuxornoro-gisionoriyHmx
ocobnmBocTen pi3HNX KaTeropin BigBigyBayiB, afeKBaTHOrO Ta CBOEYACHOro pearyBaHHs Ha KPUTHKY.

Knovoei  cnosa: cTaHpapT, CTaHgapTu3auia, agMiHicTpaTuBHI
aAMiHICTpaTUBHMX NOCAYT, LEHTPW HaAaHHSA aaMiHICTPaTUBHUX MOCHYT.

nocnyru, CTaHJJ,apTVISaLI,iﬂ HagaHHA
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CTAHOAPTU3AUUA NPEOOCTABIEHUA AOMUHUCTPATUBHbLIX YCIYT
KAK UHCTPYMEHT MNMOBbIWEHUA UX KAHECTBA

HNeaHos IO. b.
CeHuHa A. A.

W3-3a 3aperynnpoBaHHOCTU coLmaribHO-3KOHOMMYECKMX NPOLIECCOB B CTPaHe, YTO MeLlaeT YCTOMYMBOMY passu-
TUIO SKOHOMWKM U CMOCOBCTBYET NOSIBNEHNIO KOPPYMLUMOHHbLIX NPOSIBIIEHNI, CyLlecTByeT 06bekTuBHas HeobxoanmocTb
B YCUMEHWUW PO 1 3HAYEHNS OeperynmpoBaHnsa 3KOHOMUKW, B YaCTHOCTW, B cdepe aaMUHUCTPATUBHbLIX YCNYr, rae Ko-
FIMYECTBO IOPUANYECKUX U (DU3NYECKMX MKLL, OBpaLLAOLLMXCSA B OpraHbl BACTV 3a MOMyYeHneM YCnyr v yAenbHbIA BEC
aAMUHUCTPATUBHBIX COOPOB M MNaTexen B HEHANOroBbIX MOCTYNEHUSX rocOokeTa pacTeT C KaXabiM rogoM.

Llenbto cTaTbk SBRSETCS BbISIBNEHNE OCHOBHbIX Npobnem, KoTopble CyLLEeCTBYIOT B cdepe CTaHOapToB Npeaoc-
TaBneHVs agMUHUCTPaTMBHbLIX ycnyr, 060CHOBaHWe NyTen ux pelleHns n paspaboTka pekomeHOaunin OTHOCUTENBHO
npolecca cTaHgapTM3aunmM agMUHUCTPAaTUBHBIX YCIYr ANSA NOBbILLEHWS NX KavyecTBa.

lMpeaomeTom cTaTbM SABMSKOTCA TEOPETMKO-METOAMYECKME MOMOXEHUS W MpakTU4Yeckoe npUMeHeHne
CTaHAapTOB KayecTBa NpeAoCTaBreHns aaMUHUCTPaTUBHbIX YCIYT.

B xoge HanucaHus ctaTby BbInNyM UCNOMb30BaHbl METOAbl aHanu3a, CMHTesa, normdeckoro o6obLleHns.

B craTbe npoaHanuanpoBaHbl OCHOBHblE XapaKTEpUCTUKW AESATENbHOCTM LEHTPOB MpedocTaBreHus
agMVHUCTPATUBHBIX YCAYr W OCYLLECTBMEHO COMoCTaBneHne nokasatenen kadectsa o6CnyxuBaHus B
perMoHarnbHbIX LEeHTpax npeaocTaBneHns agMUHUCTPATUMBHBIX YCMYr U pasMepa CPeAcTB, 3aTpadeHHblX Ha WX
MaTepuanbHO-TEXHMYeckoe 00ycTponcTBO. [MpoaHanmanpoBaHbl MNOHATMA "cTanAapT' M "cTangapTusauumsa" no
OTHOLLEHMWIO K 8AMWHUCTPATUBHBLIM yCIyram, Ha OCHOBE Yero NpeasioXXeHo cobCTBEHHOe onpedeneHue NMOHATUS
"CTaHAapT oKa3aHus rocyaapcTBeHHOM ycryrn”. PaccMOTpeH Ny4dLlnii onbIT €BPONencKknx CTpaH no yCTaHOBNEHUIO
CTaHAapToB NpefoCTaBneHns agMUHUCTPaTUBHBIX yenyr. MNpeanoxeHo KpUTepun OLeHKM kayecTBa U cTaHaapToB
npegocTaBneHns agMUHUCTPATUBHbLIX YCYr AOMOSHUTL HOBbIMU, MCxoas U3 noTpebHocTen cybbekTa obpalleHus. B
YacTHOCTW, K  KpUTEepusiM, NpedycMOTpeHHbIM  KoHuenuuen  pasBuTUS  CUCTEMbI  MpefoCTaBleHUs
agMVHUCTPATUBHBIX YCryr, Heobxoaumo Ao06aBuTb KpUTepun NpPOCTOThI, PaBEHCTBA, CMPaBeAnuBOCTM, KOHMU-
OEeHUManbHOCTU NUYHbIX AaHHbIX, MPUCIOCOBNEHHOCTU YCNOBUA MOMELLEHUS U TexHonormn obpalleHuns w
B3aMMOAENCTBUS C OOMKHOCTHBIMU NULAMWN K aHTPONOMETPUYECKUM W1 NCUXONOro-hrn3nonornyecknMm ocobeHHOCTSM
pasnuuHbIX KaTeropyin noceTuTenen, agekBaTtHOMYy U CBOEBPEMEHHOMY pearrpoBaHMUI0 Ha KPUTKKY.

Knoyeeble  crnosa:  cTaHapT, CTaHAapTusauusl, agMUHUCTpaTMBHblE  YCRyrW,  CTaHgapTM3auus
npegocTaBneHns agMUHUCTPATUBHBIX YCIYT, LEHTPbI NPeAoCTaBNeHNst adMUHUCTPATUBHbBIX YCNYT.
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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
economic and social processes in the country. Therefore, the
present situation requires enhancement of the role and meaning
of 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.

Provision of quality and timely administrative services is
based on the application of a number of requirements to the
process 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 compare the actual level of functioning of
administrative bodies when they provide administrative services
with the preset characteristics 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) administrative services [1]. Therefore, development
and implementation of modern standards is an important task of
the national regulatory policy in the administrative services
sphere.

Economic and legal aspects of the functioning of
administrative services, including the list of administrative
services, fees for administrative services, the mechanism of
administrative services provision, have been the subject of many



scientific works by such scientists, as: A. Banchuk, I. Bekeshkina, I.
Koliushko, A. Nesterov, G. Pisarenko, V. Tambovtsev, V.
Tymoshchuk and others. Theoretical and practical aspects of the
organization of administrative services, in particular through
integrated offices, have been examined by such scholars as: A.
Mironov, A. Nozdrachov, E. Talapina, B. Braun, W. Weiss, C.
Gramm, A. Mayer, L. Torres, H. Eriksen etc. However, despite the
significant achievements in the field of administrative services,
standardization of administrative services provision remains a
subject of intense research interest in the modern scientific
discourse.

The goal of this study is to define the key problems
existing in the sphere of standardization of administrative services
provision, substantiate the ways of solving these problems and
develop recommendations regarding standardization of
administrative 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
subject, aimed at the establishment, maodification 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
services provided in Ukraine should begin with the study of the
sociological 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
regions of Ukraine including the Autonomous Republic of Crimea.

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

Among the key reasons behind these dynamics the
simplification 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
statistics 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
procedures of registering immovable property ownership by
amending the Law of Ukraine "On Ownership".

It all translated into improvement of certain assessment
indicators 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 1011049 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,
days 528 | 375|375 | 375 | 73 | 64

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
services related to satisfaction of basic information, ergonomic,
functional 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
administrative 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 administrators [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

Table 2 (the end)

s | 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
administrative service delivery times, minimization of the number
of visits by applicants, simplification of the administrative service
delivery procedure, informing applicants about the requirements
and the procedure 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
approved). 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 comfortable waiting conditions and elementary
amenities (Table 3).

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

all the surveyed ASCs provide different lists of
administrative services, with "registration of business entities" and
"social services" 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
accommodating 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,
photographing 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
administrative 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
depriving the applicants of their right to make their opinion
regarding service quality count.

Table 3
Service quality indicators of ASCs at Ukraine's regional administrative centers
ASC's actual performance indicators
= = x — 2] >
List of requirements £ 8|2 > * > g ] > g 2 E‘ < | =
g l1ee|1s5¥| 5 2 s = S € e s |eS| £
S|e3|S85| €| 3| 3|5 |&|a|s5|E&|e¥| e
N |5 T o = x| S o
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 11 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
ensures 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
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by e-mail |+|+|+|+|+|+|+|—I+I-I+|_|+I
Table 3 (the end)

1 2 3 4 5 6 7 8 9 10 11 12 13 14
gglrlll\t/;rg;rg%% I(i)é Q:r%; Ioorfation considering acces-| 4 + + + + + + + N N N N
Availability of complete information about all + + + _ 4 _ + _ _ + . _ _
services 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: _ _ 4 + 4 _ _ _ _ . . + .
banking services
office supplies - + + + + - - - - + + +
photocopier - + - + + - - + +
Internet access - + - + + - - - + - - -
telephone - + + - + - - - - - - -
photographing for documents - - - - + - - - - - - - _
Availability of visualization + + + + + + + - + + + + +
Availability of an electronic waiting line + + + + . + _ _ + . . + .
management system
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 up5to u%o u%o 10— 30 u%o n/a u%o ugsto u%o u%o 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  costs of equipping the ASC in Lutsk (UAH 10 million) look
in lvano-Frankivsk (824 points) which spent UAH 2.05 million on  disproportionally high when compared to the score it received (721
equipping, whereas the ASC in Khmelnytskyi which received more  points), since Kyiv's ASC has achieved almost the same level of
financing (UAH 2.84 million) scored much worse (553 points). The  service at a much lower cost of UAH 3.7 million (Fig. 1).

1. Ivano-Frankivsk: 824 points

2. Lutsk: 721 points 10 000

3. Kyiv: 700 points
4. Sumy: 698 points
5. Zhytomyr: 658 points

6. Khmelnytskyi: 553 points

7. Rivne: 457 points

0 1000 2000 3000 4000 5000 6000 7000 8000 9000 10000 11000
Amount spent on equipping ASCs,.thqusands of UAH

ASCs ranking by quality of administrative services

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
service 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
standardization of administrative services provision.

One has to distinguish between the term "standard"
applied to administrative services and "standardization" of the

process of providing administrative services. For
that purpose, we have to analyze the existing
definitions of the terms "standard" and "standardization" (Table 4).

Table 4

Definitions of the terms "standard" and "standardization"

Term

Definition

Source

Standard

"a norm, an example, a measuring gauge"

Great Dictionary of the Ukrainian
Language [15, p. 1 383]

"an example, an étalon, a model accepted as input data for comparison of other similar
objects with them; a regulatory technical document setting out units of measurement, terms
and their definitions, requirements to products and production processes"

Economic Dictionary under the general
editorship by J. S. Zavadskyi [16, p. 295]

"an official public or industry's, company's or firm's regulatory technical document setting out
the necessary qualitative characteristics and requirements which a particular product or good
type must comply with and also terms and their definitions"

B. A. Raizberg. Dictionary of
Contemporary Economic Terms [17, p.
359]

"a regulatory document developed on the basis of consensus and approved by a recognized
authority; this document sets out, for general and multiple use, the rules, general principles or
characteristics concerning various areas of activity or its results and is aimed at achieving the
optimal degree of harmonization in a particular sphere"

Law of Ukraine "On Standardization” [18],
International Organization for
Standardization [19]

"a document, which satisfies the requirements of all parties (consensus)"

Garmider L. D. [20]

Standardization

"implementation of uniform typical forms of organization and of achieving something"

Great Dictionary of the Ukrainian
Language [15, p. 1 383]

"activity which sets provisions for general and multiple use with regard to existing or potential
tasks and is aimed at achieving the optimal degree of harmonization in a particular sphere”

Law of Ukraine "On Standardization" [18]

"activity aimed at achieving harmonization in a particular sphere by setting provisions for
general and multiple use with regard to existing or potential tasks. This activity involves
development, publication and application of standards"

Wikipedia [21]

"standardization means activity which sets provisions for general and multiple use with regard
to solution of existing or possible problems and is aimed at achieving the optimal degree of
harmonization in a particular sphere, resulting in the improvement of conformance of
products, processes and services with their functional purpose and also in the elimination of

Standing Committee for the Study of
Principles of Standardization (STACO)
(International Organization for
Standardization (1SO)) [19]

trade 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
standardization defined in [19] as "assurance of fulfillment by a
certain product 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 certificate, 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
determined by an agreement between stakeholders and aimed at
simultaneous maximum efficient fulfillment by an administrative
service of its purpose and minimizing the costs of interaction
between service applicants and service executants.

Speaking about the provision of administrative services,
standards are part of administrative regulations which set out the
procedure of organizing executants' work, the procedure of actions of
public servants and their interaction with administrative service
executants. Compliance with these standards is mandatory and
enforced by an appropriate mechanism. For example, V.
Tambovtsev distinguishes 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 requirements of this model, an appropriate description may be

either provided in the relevant standard or it must contain a
reference to certain 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
expectations; facilitates two-way communication with service users in
the form of consultations, surveys, etc.; stimulates executants to
continuous monitoring and evaluation of the effectiveness of the
performance; 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
Ministers 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 procedure 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
contribution to standardization, particularly public services in
national economic growth, laws of Ukraine did not provide the term
"an administrative 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 important 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
providing 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
standardization 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 functioning of administrative bodies with certain
standard requirements which, in turn, are subjected to constant
revision and improvement under the pressure from the public [27].

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
standards 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
purpose of visiting a government office;

3) provide unimpeded access to clear and unambiguous
information 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
quality-related complaints and make it available at first request;

6) take all efforts to assure availability of services to all
applicant 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
possible to substantially increase the effectiveness of its practical
implementation by exchanging experience, even between bodies that
provide 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
indicators which are given certain values intended to inform service
applicants 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 studying 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
uniform 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 complained about due to the lack of the initiative on the part of
service applicants 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 compliance by
administrative bodies with the requirements of law [31].

In addition, we have to distinguish between the terms an
"administrative service standard" and a "service provision standard"
which, when combined, produce an administrative service delivery
standard.

The administrative service standard means an official
document 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 technological, financial, labor and other resource limitations
of the administrative body, on the other hand. In fact, it concerns
documentary confirmation and the process of providing particular
types of administrative services, namely, such characteristics as
immediate result indicators, regulatory acts which regulate the
administrative service delivery procedure, conditions of receiving and
methads 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
necessary to receive an administrative service which is posted on
information boards in administrative bodies' buildings and on their
websites, contained in official publications and booklets;

respect of a personality, i.e. polite (respectful) attitude
toward 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
exhaustive and does not cover all needs of persons requesting
administrative 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
product intended to meet the applicant's needs, the structure of the
quality of this service may be shown based on its ability to meet the
four groups of needs: informational, ergonomic, functional and
socio-psychological (emotional) (Fig. 2).
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Fig. 2. The structure of the administrative service provision quality criteria from the applicant's viewpoint

The - 88pMGTS infoRFRBREA RS ABhYSHt 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
conformity 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
categories, including visitors with children and persons with special
needs.

Functional needs may be defined as the applicant's
conscious desire to minimize time and efforts he has to spend to
receive an administrative service and to receive a service within the
timeframe required by law without duplicating information
necessary 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
personnel 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
supplemented with no less important criteria of administrative
service quality, including:

simplicity, i.e. the format of informational presentation of
administrative 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
administrative 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
applicant 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
dispensation of an administrative service by appealing the
executant's actions and demand compensation of damages caused
by an improper 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
contacting and interacting with public servants to anthropometric,
psychological 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 sanitary norms, creation of comfortable conditions for
staying in an administrative building, and implementation of an
efficient technology 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
envisages the applicant's right to make his opinion regarding the
compliance 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
determining 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
service standardization institute which has a negative effect on the
quality 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 important to create a number of regulatory
and organizational preconditions 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
supplemented by the criteria of simplicity, equality, justice,
confidentiality 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
implementation in Ukraine of the world's best experience regarding
administrative service quality standards and substantiation of rational
"business processes" of dispensing various types of administrative
services.
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