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Abstract. The EU’s experience in the digital transformation of administrative services is important because it
demonstrates effective approaches to increasing transparency and efficiency of public administration. Studying
European practices helps improve digital services in other countries seeking to modernise their administrative
systems, including Ukraine. The purpose of the study is to analyse and summarise the EU experience in
implementing digital technologies in the field of administration, highlighting successful practices, challenges and
opportunities for further development. The case study method, which examines particular instances of successful
implementation of digital projects in the field of administrative services in various EU countries, highlighting
success factors and challenges, and general scientific methods of analysis and synthesis are used in the research
methodology. Such a comprehensive study can be an important contribution to understanding the processes of
digital transformation in the administrative sector. Based on the results, the following recommendations are
made for the use of the EU experience in Ukraine. Expanding administrative service delivery in Ukraine with
the support of the European Union may include a number of initiatives and measures aimed at modernising and
effectively using digital technologies. The main areas of EU support for the modernisation and effective use of
digital technologies in Ukraine include the following: development of e-governance; development of a network
of administrative service centers; further development of electronic identification; improvement of digital
literacy; cooperation with European partners. In 2024, administrative services are viewed from the perspective
of establishing communication between the government and society, where a number of factors are key to
success, including the number of requests, the format of requests, response time, relevance, etc. These initiatives
are aimed at improving the quality and accessibility of administrative services in Ukraine with the support of
the EU and can contribute to improving the efficiency of public administration and meeting the needs of citizens
and businesses. The practical value of this study is the possibility of improving public administration in Ukraine
through the introduction of effective digital technologies and improving the quality of administrative services
based on the EU experience. This will also help to increase the digital literacy of the population, strengthen
cooperation with the EU, and create more convenient services for citizens and businesses, which will improve
the economic climate in the country
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Introduction

The EU’s experience in transforming administrative
services through digital innovation is of great impor-
tance, as it offers successful strategies for improving
the operation of government agencies and ensuring
their efficiency. Analysing these practices is becoming
an important tool for countries seeking to modernise
their administrative systems, including Ukraine. The
European Union has extensive experience in the digital
transformation of administrative services. This initia-
tive focuses on enhancing the accessibility, efficiency,
and convenience of public services for both citizens and
businesses. Key aspects of this transformation in the EU
include the use of electronic identifiers and electronic
signatures (EU is actively developing infrastructure for
electronic identification of citizens and businesses. For
example, many EU countries have introduced electronic
ID cards that can be used to access various public ser-
vices); electronic public service platforms (many EU
countries have created special platforms where citizens
and businesses can access various administrative ser-
vices in one place. This facilitates the process of apply-
ing to government agencies); electronic submission of
documents (a large number of documents and applica-
tions can be submitted electronically, which saves time
and effort for citizens and businesses. This applies, for
example, to tax applications, applications for social ben-
efits, and other administrative procedures); digital pro-
cess automation (some EU countries are implementing
artificial intelligence and automation systems to pro-
cess documents and decisions in administrative pro-
cedures. This helps reduce administrative burdens and
increases the speed of service delivery); data protec-
tion and cybersecurity (EU pays great attention to the
protection of citizens’ personal data in the digital envi-
ronment. Regulation such as the General Data Protec-
tion Regulation (GDPR) ensures a high standard of data
protection across the Union); expanding accessibility
(digital transformation also aims to ensure that public
services are accessible to all groups, including people
with disabilities and other vulnerable groups); interna-
tional cooperation (EU cooperates with other countries
and international organisations to share best prac-
tices in digital administration and create standards).

Overall, the modernisation of administrative ser-
vices through digital technology in the EU is an impor-
tant policy element to make life easier for citizens and
create a more efficient and innovative public adminis-
tration. The measures taken by EU countries can serve
as an example for other regions in the world (including
Ukraine) that are also interested in improving adminis-
trative services through digital technologies.

The analysis of the research theoretical basis
showed that the issue of using digital services to im-
prove public administration has been studied at a suf-
ficient level. Scientists study this issue both in specific
countries.

In 2021, Z. Patergiannaki & Ya. Pollalis (2021) an-
alyse the European Commission’s steps towards e-gov-
ernment at the national and European levels and com-
pare the level of development of this area in Greece.
According to the authors, the Greek government is lag-
ging behind in accomplishing several objectives related
to digital transformation (transparency, cross-border
mobility, and critical variables). Greece’s rates of dig-
italisation and penetration are therefore much lower
than the EU average. In 2024, the same authors contin-
ue to study the peculiarities of the digitisation of public
service delivery in Greece. Using technology accept-
ance mode (TAM) and cognitive theory, the researchers
in this work investigate the quality of e-government
services from the viewpoint of residents in 50 Greek
municipalities. The authors contend that closing the
digital divide fosters fair service delivery and citizen
participation, and that doing away with demographic
disparities guarantees inclusive e-government systems
(Patergiannaki & Pollalis, 2024).

A. Simon et al. (2023) analyse the development of
public administration in Montenegro. The authors con-
tend that while the majority of the population can rely
on assistive technology for communication, the nation’s
digital literacy is still in its infancy when compared to
most other EU nations. A case study of Montenegrin
e-services’ assistive technological communication was
offered by the writers. The following economic sectors
are examined by the researchers in this paper: utilities,
internet banking, healthcare, higher education, and na-
tional administrative services.

A. Popa et al. (2023) in their study analyse the level
of digitalisation of public administration in Romania.
The authors identified the obstacles that arose during
the attempt to implement the civil transformation pol-
icy and the impact it had on administrative staff and
citizens. M. Heuberger & C. Schwab (2021) investigate
the development of Germany’s digital transformation
from the perspective of users - citizens. To do this, the
researchers compare citizens’ expectations of digital
transformation of such processes, actual use, and level
of user satisfaction. The study’s findings indicate that
people’s expectations are higher than what e-servic-
es are really available for. Those who are younger and
more educated in particular express greater levels of
annoyance when utilising these services, although old-
er customers are generally happy with the results. The
availability of these services and the population’s vary-
ing degrees of digital literacy account for this degree of
happiness or dissatisfaction.

S. Kuhlmann & J. Bogumil (2021) have also studied
the digital transformation of public service delivery in
Germany. They contend that Germany’s public adminis-
tration is still a long way from digitalising to the extent
indicated by the government. But unlike other studies
who simply looked at the perceptions of those who
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used these services, the authors also polled employees
and residents as well as heads of staff councils and may-
ors in German towns.

D. Spacek (2018) argues that back in 2016, social
media became the most popular means of spending time
online. Thisis still the case in 2024, although the empha-
sis on other social networks has changed. In 2016, the
author states that already 8 years ago (in 2016) social
media were perceived as new tools that could increase
the participation and involvement of citizens and oth-
er important stakeholders in public decision-making
for several years. The researcher focused on the study
of the use of Facebook by Czech public authorities.

S.V. Onyshchuk et al. (2020) examined how admin-
istrative and territorial reform is implemented in the
European Union in relation to Ukraine’s administrative
and territorial reform. As a result, the researchers were
able to pinpoint significant commonalities between Eu-
ropean reforms and the idiosyncrasies of the adminis-
trative and territorial restructuring processes in vari-
ous nations.

In addition, the authors presented the results of
this study at the online conference “Sustainable Devel-
opment of the EU: Best Practices for Ukraine”. In par-
ticular, this paper already presents key aspects of EU
support for decentralisation in Ukraine, including Key
aspects of communication in Administrative Service
Centers (Vovk & Markovets, 2024).

The European Union’s experience in the digital
transformation of administrative services is an impor-
tant model for other countries seeking to modernise
their public administration systems. There is a consid-
erable amount of research that examines these issues in
detail, both in specific countries and in the EU asa whole.
The introduction of innovations such as electronic iden-
tifiers, electronic platforms for service delivery, process
automation and cybersecurity significantly increase the
efficiency and accessibility of services for citizens and
businesses, which is confirmed by numerous studies.

The purpose of this article is to study and summa-
rise the EU’s experience in applying digital technologies
in public administration, in particular, to identify suc-
cessful examples, challenges, and prospects for future
development. The scientific novelty of the work is to
systematise the experience and analyse various data
and information on the experience ofimplementing dig-
ital technologies in the field of administration in the EU.

Literature review

In a world of rapid technological development and the
spread of the digital environment, digital transforma-
tion is becoming increasingly important in all areas of
society. One of the key areas that is subject to digital
transformation is administrative services. This is espe-
cially true for the European Union countries, which are
pursuing an active policy of expanding the use of digital
technologies in public administration.

In 2024, there is a significant number of research-
ers studying the digitalisation of administrative ser-
vices in the EU or in individual member states. Several
researchers have examined how the digital divide and
demographic factors affect citizens intentions on their
behaviour, emphasising the importance of income and
economic activity as determining factors.

I. Mariani et al. (2023) (present the results of an
analysis of the EU-funded easyRights project, which
explores the application of NLU (Natural Language
Understanding) methods to improve the accessibility
of services and, in particular, to extract effective and
step-by-step descriptions of user experience from ad-
ministrative documents. The study presents the results
of the work carried out by applying NLU methodology
to administrative documents related to the provision of
services in four European cities.

In analysis B. Skoczynska-Prokopowicz (2016) ex-
plores the unique aspects of applying the concept of
electronic New Public Management (e-NPM) in Poland
and evaluates the societal and business benefits of its
implementation. She argues that Poland, by aligning
with European Union standards, has established an
organisational framework and legal regulations for
advancing digitalisation in public administration. The
study also defines various e-service models and out-
lines five levels of maturity for their implementation. In
addition, B. Skoczynska-Prokopowicz (2016) considers
the peculiarities of creating the Electronic Public Ad-
ministration Communication System and the Electronic
Public Administration Services Platform.

Z. Zhang et al. (2023) identify the so-called “hot
spots” of citizens’ complaints in real time - appeals.
They are received from citizens through the hotlines
of local governments. The researchers suggest a public
opinion identification and early warning system that
applies a weighting method to assign weights to fre-
quent patterns so that more significant information is
given more weight. The system uses an advanced fre-
quent pattern mining algorithm to accurately identify
topics and pertinent case information.

Some researchers have studied the challenges faced
by governments in the digital transformation. T. Met-
tler et al. (2024) conducted a detailed analysis of the
national digital transformation policies of 27 govern-
ments, both EU and non-EU. The authors also consid-
ered the disparities in these nations’ digital capacities
as measured by the UN E-Government Development
Index (EGDI). The contention put up by the research-
ers is that digital transformation strategies frequently
reference the potential of digital platforms to capture
value, deliver, and exchange information in both the
public and private sectors, and that public actors are
increasingly realising the necessity of implementing
platform-based solutions. Social media is a popular
method of digital transformation of the process of com-
munication with citizens.
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A study conducted by S. Al-Masaeed (2019) found
that 1/3 of Jordanian government agencies do not use
social media at all. Dialogue through social media plat-
forms in Jordan is a one-way dialog with a very low level
ofinteraction between the government and the user. The
following results of the analysis indicate a low level of
effectiveness of Jordanian government accounts on so-
cial media in using social media communication tools.

The use of social media has been already active-
ly studied over the past decade. L. Rakovi¢ & S. Da-
ki¢ (2024) conducted a comparative analysis of the
use of social media not in European countries, but in
cities in the United States and Brazil. The study’s find-
ings demonstrated that the social system administra-
tors in the nations under consideration acknowledge
the significance of social media in the contemporary
communication landscape.

W. Cho & W. Melisa (2021) cite an instance of a
municipal government organisation using Twitter and
other social media to promote public agendas. Gov-
ernment-to-citizen (G2C) interaction is the most com-
mon kind of social media co-creation in Indonesian lo-
cal government, with a primary goal of informing and
motivating citizens to take action. Y. Feng et al. (2024)
argue that the operation and maintenance of some
Government social media (GSM) is still not standard-
ised and the published content is not consistent with
the identification positioning, leading to a realistic di-
lemma of low utility of GSM information.

Some scholars have studied the use of specif-
ic social networks, in particular Facebook. P. Pang et
al. (2021) investigated the use of Facebook by gov-
ernment agencies during the COVID-19 pandemic to
inform and communicate with the public. The authors
suggestthatgovernmentsocial media can be used to in-
crease vigilance and awareness in the prodromal stage.

G. Lappas et al. (2017) evaluated the information
on the official and operational Facebook sites of Greek

local governments. Their findings indicate that local
governments use Facebook top-down, merely provid-
ing citizens with information from their perspective.
Scholars are also actively researching the digitali-
sation of public services in Ukraine, focusing on the
Ukrainian decentralisation reform, studying the EU
experience for Ukraine. In 2017, O. Markovets & A. Pe-
leshchyshyn (2017) presented the peculiarities of im-
plementing a system for processing citizens’ appeals
from their posts and comments in heterogeneous web
environments.

Thus, a significant number of studies show that
the digital transformation of administrative services
is a relevant topic that is being actively studied both
within the European Union and in individual member
states. These studies cover various aspects of digi-
talisation, including the use of electronic identifiers,
service delivery platforms, process automation, data
protection, social media, and other innovations. Stud-
ying these issues is important for countries seeking
to modernise their public administration systems, in-
cluding Ukraine, which can use the EU’s experience to
improve its administrative processes.

Materials and Methods

The research methodology is based on the use of gen-
eral scientific methods of analysis and synthesis, as
well as the case study method. The general scientific
methods of analysis and synthesis allow for a detailed
examination and integration of various aspects of the
digital transformation processes. Analysis involves
breaking down complex digital transformation phe-
nomena into simpler components to understand their
individual functions and interactions. Synthesis, on the
other hand, involves combining these components to
form a coherent and comprehensive understanding of
the entire process. These methods were applied in the
different areas (Table 1).

Table 1. Characteristics of the methods used in the research

Research method

Analysis of general
scientific methods

Characteristics of the method

The study began with a review of general scientific methods, including analysis and synthesis
of scientific publications, documents and statistics related to the the modernisation of

administrative services through digital technology.

The main aspect of the research was to study specific cases of successful implementation of

digital projects in the field of administrative services in different countries of the European

Union. A detailed analysis of these cases made it possible to identify key success factors and
identify problems and challenges that arise in the implementation process.

Case study method

This method based on the analysis of the cases, the results were summarised, which allowed

Summarising the results

us to draw conclusions about the general trends in the digital transformation of administrative
services in the European Union. The conclusions include successful strategies, best practices,

and recommendations for future digital projects.

A comparative analysis of the study results was conducted to identify similarities and
differences in the digital transformation of administrative services in different EU countries.

Comparative analysis

Source: developed by the authors
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These methods offered a methodical way to inves-
tigate how administrative services are being digitally
transformed across various EU nations. They enabled
us to identify key success factors and challenges, and to
draw conclusions and recommendations for future dig-
ital projects. Through the application of these methods,
we were able to obtain a comprehensive view of the
processes and trends in the digitalisation of adminis-
trative services. This insight is invaluable, as it will help
to increase the effectiveness of future initiatives in this
area. By understanding what works and what doesn’t,
policymakers and practitioners can better design and
implement digital projects that meet the needs of cit-
izens and improve the overall efficiency of administra-
tive services.

Results and Discussion

The modernisation of administrative services through
digital technology is an urgent issue not only in the
field of public administration, but also in scientific re-
search, both by European and Ukrainian scientists. Al-
though the digitisation of administrative services in all

European countries is taking place in a comprehen-
sive manner, each sector has its own characteristics
and speed of digitalisation. In particular, A. Simon et
al. (2023) examined the nation of Montenegro’s pres-
ent and prospective digitalisation initiatives in the
fields of healthcare, agriculture, and cooperative intelli-
gent transportation systems (C-ITS). But Montenegro’s
C-ITS are still in their infancy, and there are no specific
policies, guidelines, or plans in place to get ready for
any pilot deployments.

The impetus for the digital communication technol-
ogies development in the provision of administrative
services was the artificial intelligence (AI) use. Signif-
icant advantages are already being seen from the inte-
gration of artificial intelligence into public sector opera-
tions and procedures, such asimproved service delivery
efficacy and efficiency. Artificial intelligence has great
potential to improve the provision of administrative
services by government and municipal authorities.
This can make the process of providing services more
efficient, faster and more accessible to citizens. The Ta-
ble 2 shows several ways Al can be used in this area.

Table 2. Ways to use artificial intelligence in the provision of administrative services

Ways of using

Answering citizens’
questions

Document processing

Personalisation of services

Description

Chatbots and virtual assistants can answer common questions from citizens, helping them get
information about taxes, social services, permits, etc. without waiting for an operator.

Al can automate document processing, including applications for services. This will help to
reduce waiting times and reduce the number of errors.

Data analytics and machine learning allow developing personalised recommendations and

services for citizens based on their individual needs.

Monitoring and analytics

Forecasting the volume of
services

Customer service
automation

Fighting fraudsters
Source: based on I. Mariani et al. (2023)

The EU-funded simple Rights project investigates
the application of natural language understanding
(NLU) methods to enhance service accessibility, spe-
cifically to extract efficient and methodical user experi-
ence descriptions from administrative documents. The
project’s goals are to make service delivery processes
easier to understand and to give service users a better
overall experience (Mariani et al., 2023).

One of the digital transformation areas in Europe is
the introduction of e-government. The European Com-
mission has already taken substantial strides toward es-
tablishing e-government at both national and European

24

Al can help government agencies track the effectiveness of service delivery and identify areas

for improvement.

Al can use data and analysis to predict the volume of citizen requests and prepare
administrative resources accordingly.

The use of speech recognition and natural language processing allows automating the
processing of phone calls and online chats for citizens.

Al can help identify fraudsters and prevent fraud in administrative services by analysing and

detecting anomalies.

levels. Nevertheless, the implementation of the digital-
isation strategies recommended by the European Com-
mission varies across EU member states. The Greek
government lags behind in achieving specific digital
transformation goals, such as transparency, cross-bor-
der mobility, and key enablers, according to the EU
e-Government Benchmark 2020. As a result, their rates
of digitalisation and penetration are significantly lower
than the EU average (Patergiannaki & Pollalis, 2021).
The European Commission and the Greek government
have set strategic goals for e-government over time.
Figure 1 shows a qualitative comparison of these aims.
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A typical workflow for executing transactions con-
nected to these services is outlined in The Concept and
Methodology for Developing Indicators and Metrics to
Assess the Quality and Performance of Single Window
e-government Services (Fig. 2). This is based on the

CB-BUSINESS intermediation architecture. In accord-
ance with this general one-stop shop workflow, end us-
ers can browse the CB-BUSINESS intermediary center’s
service offerings and submit requests for one-stop shop
transactions (Gouscos et al.,, 2007).

[8] execute individual services
[9] deliver results to hub

[1] view service content of the intermediation hub
[2] submit request for one-stop service offering

) [5] provide user data

SERVICE |
PROVIDER | . N
— Ny [12] get service results
RNy
%‘3 J" o
_ PROVIDER | > | STop e-gover —> \. S/
- o s, service transactions e
N /
~ ¢ 3] identify workflow and involved individual services
[
SERVICE v . . .
[4] identify user data requirements
. PROVIDER |

[6] forward user input to service providers
[7] trigger and coordinate individual services

[10] synthesise final service results
[11] deliver service results to end-user

Figure 2. A standard procedure for conducting one-stop transactions
for e-government services over the intermediation architecture created for the CB-BUSINESS project
Notes: [1], [2] ...[11] - list of operations for the provision of e-government services

Source: based on D. Gouscos et al. (2007)

Implementing the principles adopted in the Eu-
ropean Union, Poland has created an organisational
framework, including legal norms on informatisation,
for the implementation of digitalisation and digitisation
in public administration. The next step for the devel-
opment of state administrative services digitalisation
in Poland will be the creation of the Electronic Public
Administration Communication System (SEKAP) and
the Electronic Public Administration Services Platform
(ePUAP), improvement of interoperability, integration

of SEKAP and ePUAP, and implementation of an e-learn-
ing platform (Skoczynska-Prokopowicz, 2016).

The study analysis makes it possible to conclude
that the impetus for the use of information and commu-
nication technologies in the provision of administrative
services was the transformation of cities into “smart
cities”. Smart cities use information and communication
technologies to connect urban activities that have not
been connected until now. The functional concept of
using information and communication technologies
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makes it possible to achieve many goals and objectives
of developing communication with citizens, in particu-
lar, the provision of knowledge-based services using
the collection of “big data” (Laconte, 2019).

In 2020-2024s, virtual communities (VCs) can
help improve the accessibility and quality of admin-
istrative services by facilitating interaction between
citizens, authorities, and other stakeholders via the
Internet. VCs play an important role in the provision
of administrative services, especially in the context
of modern technology and digitalisation. The ways in
which they can be used include forums and social net-
works; virtual advice centers; electronic public con-
sultations; joint projects and innovations; training
and information education; electronic petitions and
appeals. As part of an innovation project sponsored
by the EU, researchers are specifically examining the

influence of the virtual user community on the cre-
ation of a new multimedia service. Researchers and
related administrative staff managing cooperative
projects or shared responsibilities in remote labora-
tories worldwide are the virtual communities taken
into consideration in this context (BlaZic-DZonova &
Blazi¢ 2016).

The European Union (EU) has been an active part-
ner of Ukraine in implementing decentralisation. The
EU has provided financial and technical support, ad-
vised the Ukrainian government on local government
reform and provided expert assistance in this process.
The EU also helped to create the necessary conditions
for local business development and supported the im-
plementation of local community development pro-
jects. Figure 3 shows some of the key aspects of EU sup-
port for decentralisation in Ukraine.

KEY ASPECTSOF EU SUPPORT FOR DECENTRALISATION IN UKRAINE

v v

v v

A
. . . Support for legal and
{Fmancnal support J [Techmcal support } Enstitutional reforms

Development Monitoring and
of civil society evaluation of results

EU provided financial
assistance for the

implementation of
projects for the
development of local
communities and
improvement of

EU provided technical
assistance to improve
the administrative
and management
capacity of local
authorities

EU contributed to
improving legislation
and procedures
related to
decentralisation

EU supported the
development of civil
society organisations

and other forms of
civic participation at

the local level

EU used monitoring
and evaluation
mechanisms to track
the progress of the
reform and its impact
on the lives of citizens

infrastructure at the
local level

Figure 3. The key aspects of EU support for decentralisation in Ukraine

Source: developed by the authors

This support aims to achieve greater autonomy of
local communities and improve the quality of Ukrain-
ian citizens’ lives through more effective local govern-
ance. Undoubtedly, the sustained partnership efforts
between Ukraine and the European Union have played
an important role in the implementation of decentrali-
sation reforms in Ukraine.

One of the programs supporting decentralisation
reform in Ukraine is U-LEAD (Ukraine - Local Empow-
erment, Accountability, and Development), also known
as U-LEAD with Europe (2022). In order to create a
multi-level governance structure that is open, respon-
sible, and sensitive to the needs of Ukrainian citizens,
the Ukrainian government, the European Union, and its
member states - Germany, Sweden, Poland, Denmark,
Estonia, and Slovenia - have joined forces to launch this
initiative. The program’s goal is to strengthen the abil-
ity of important players and stakeholders at the local,
regional, and national levels in order to empower local

governance in communities, particularly in times of re-
building and conflict. The European Union is the prima-
ry donor for U-LEAD with Europe and a steadfast sup-
porter of local government reform in Ukraine. The EU
Delegation to Ukraine co-chairs the U-LEAD with Europe
Steering Committee. Alongside other key EU bodies,
such as the European Commission’s Support Group for
Ukraine, the EU Delegation has been consistently guid-
ing the program. Furthermore, the EU’s expertise is evi-
dent throughout all aspects of the program’s implemen-
tation. For example, in cooperation with the Council of
European Municipalities and Regions, Ukrainian com-
munities gain first-hand experience, and through inten-
sive interaction with municipalities from across Europe,
learn about truly effective tools for achieving local de-
velopment. Together with Germany and Denmark, EU
has funded emergency support packages for 333 com-
munities in connection with the war (Table 3). Figure 4
shows the main results of the program for 2016-2023.
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Table 3. The priorities of the Program U-LEAD with Europe

Priority name

Support
for reforms

Priority characteristic

Program partners support major players at the national, regional, and municipal levels in their efforts
to guarantee the crucial role that local self-government plays in the current context of conflict and

reconstruction by offering legal consultation and policy recommendations.

The Program partners help Ukrainian communities to adapt to the conditions of war and reconstruction,

Recovery

organise trainings, consultations and various other activities aimed at increasing the capacity of
Ukrainian communities; such capacity building activities balance individual and standardised

approaches.

Program partners support territorial communities in planning, coordinating and implementing

Reconstruction

reconstruction measures aimed at responding to the urgent needs of residents, providing quality basic

public services and promoting local economic recovery.

Program partners are encouraging Ukrainian communities to function and survive the ongoing military

Resilience

aggression, in particular, to be able to repair and rebuild their infrastructure faster and be more flexible

in transporting their residents.

Source: based on U-LEAD with Europe (2022)

99 regional
development
projects were prepared

assistance was provided in the
preparation of 309 local
development strategies

484 administrative service centers were opened

595 partner communities improved their procedures

35 054 direct consultations were provided to communities

Figure 4. Results of the U-LEAD with Europe Program (2016-2023)
Source: developed by the authors based on U_LEAD with Europe (2022)

In Ukraine, the launch of Administrative Service
Centers (ASCs) was part of the decentralisation reform
and aimed at improving the quality of administrative
services and providing more convenient access to them
for citizens. It was an important initiative aimed at in-
creasing the efficiency of governance and improving
the quality of life of Ukrainian citizens.

ASC is one of the key tools for decentralisation
and modernisation of administrative services in many
countries, including Ukraine. It is an innovative mod-

el of providing state and municipal services to citizens
and businesses that simplifies and improves access to
administrative services.

An important segment of administrative service de-
livery in ASCs is the establishment of communication
with citizens; as such, communication is an important
component of the effective functioning of such centers
and meeting the needs of citizens in the provision of
administrative services. Figure 5 shows key aspects of
communication in ASCs.
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problems

Figure 5. Key aspects of communication in Administrative Service Centers

Source: developed by the authors

Ensuring effective communication helps to improve
the accessibility and quality of administrative services
for citizens and contributes to the improvement of rela-
tions between government agencies and citizens.

Conclusions

The expansion of administrative service delivery in
Ukraine with the support of the European Union may
include a number of initiatives and measures aimed at
modernising and effectively using digital technologies.
The study identified specific areas of EU support for the
modernisation and effective use of digital technologies
in Ukraine. With EU support, e-governance systems can
be developed in Ukraine to provide citizens and busi-
nesses with convenient and efficient access to adminis-
trative services via the Internet. This could include the
introduction of portals for submitting applications and
documents, online consultations, and the ability to track
the status of applications. With the help of EU funding
and expert support, administrative service centers can
be established in different regions of Ukraine. These
centers can combine different government services and
provide services in one place, making the process of
obtaining services more convenient and efficient. With
EU support, further development of electronic identifi-
cation is possible. The development and implementa-
tion of an electronic identification system similar to the
EU’s elD systems could contribute to the security and
convenience of citizens’ interaction with government
agencies and administrative services.

With the support of the EU, programs can be intro-
duced to educate and improve digital literacy among
the Ukrainian population. This will help ensure that cit-
izens can use digital services and resources effectively.

In addition, the government of Ukraine can actively
cooperate with European countries and EU bodies to
exchange experience and best practices in the provi-
sion of administrative services. With the help of the EU,
these projects seek to raise the standard and make ad-
ministrative services easier to find in Ukraine. They can
also help to increase public administration efficiency
and better serve the requirements of enterprises and
individuals alike.

Possible areas for further research in this area in-
clude assessing the impact of digital transformation on
the quality and accessibility of administrative services,
analysing the socio-economic impact of digital trans-
formation, comparative analysis of digital transforma-
tion strategies, research on the ethical aspects of using
artificial intelligence in public administration, and de-
veloping a legal and regulatory environment for digital
technologies in the administrative sector. Such research
will contribute to the understanding of digital transfor-
mation processes in the administrative sector and help
develop strategies for the further development and im-
provement of digital administrative services.
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AHoTaujif. Jloceig €C y chepi uudposoi Tpancdopmarii agMiHICTPaTUBHUX MOCAYT € BaXKJIHUBUM, OCKIJIbKH
JleMOHCTpye edeKTUBHI MiAXoAu [0 MHiZiBUILEHHS NPOo30pOoCTi Ta ePeKTHBHOCTI Jep:KaBHOI'O YHpaBJiHHS.
BuBYeHHS €BPONENCHKUX NMPAKTHUK JJONIOMAra€ BOCKOHAJIUTH LIUPPOBI MOCAYTH B iHIIMX KpalHaX, Ki NparHyTh
MOJlepHi3yBaTH CBOI aJMIiHICTpaTUBHI CHUCTeMHM, 30KpeMa B YKpaiHi. MeTa jociifpkeHHA — mpoaHaaisyBaTH
Ta y3araJbHUTU JocBif €C y BrnpoBa/keHHI LMPPOBUX TexHoJOriN y cdepi afMiHicTpyBaHHS, BUOKPEMHUTH
YCHIlIHI NPaKTUKH, BUKJIWMKU Ta MOMJIMWBOCTI [Jis NMOJAAJIbIIOTO PO3BUTKY. Y METOJOJIOTIl JOC/i/PKeHHS
BUKOPHUCTAHO METOJ, KeMc-cTajli, IKMH po3IJIAfaE KOHKpeTHI Hpuk/aajgy ycrmilmHoi peasnizanii nudpoBux
NpoeKTIB y coepi aaMiHicTpaTuBHUX mociayr y pisHuX KpaiHax €C, BUOKpeMJioo4d GaKTOpH ycmixy Ta
BUKJIMKH, a TAKOX 3araJlbHOHAyKOBI MeTOJM aHaJi3y Ta CUHTe3y. Take KOMILJIEKCHe JOC/i/PKeHHS MOXe CTaTH
BaXKJINBUM BHECKOM y pO3yMiHHsA npoueciB niudposoi TpaHcopmMauii B agMinicTpaTuBHOMY cekTopi. Ha ocHOBI
OTPUMaHUX Pe3y/bTaTiB 3alpOIIOHOBAHO peKOMeHJallil 1[040 BUKOpUCTaHHA A0cBiay €C B YkpaiHi. Posmupenss
HaJlaHHA aJMiHICTpaTUBHUX NOCAYr B YKpaiHi 3a migTpuMku €Bponelicbkoro Cowo3y MoOxe BKJIOYATH HU3KY
iHiLiaTUB Ta 3axoAiB, CIPsIMOBAaHUX Ha MoJepHi3alilo Ta epeKTUBHE BUKOPUCTAHHS LUGPOBUX TEXHOJIOTIH.
OcHOBHMMM HampsiMaMu nifTpuMku €C MoJepHizanii Ta eGpeKTUBHOr0O BUKOPUCTAHHS LIUPPOBUX TEXHOJOTIN
B YKpaiHi €: pO3BUTOK €JIEKTPOHHOI'O YpsiAyBaHHS; po36y/j0Ba Mepexi LieHTpiB Ha/laHHS aJMiHiCTpaTUBHUX
MOCJIyT; MOJAJbIIUN PO3BUTOK eJIeKTPOHHOI ifleHTHdiKanil; migBULeHHS 11MdpPOBOI rPaMOTHOCTI; CriBIpars
3 €BpONeWCbKMMM mapTHepaMu. Y 2024 poui aaMiHICTpaTUBHI MOCAYTH PO3TIALAIOTHCA 3 TOYKHU 30Dy
HaJlaro/PKeHHs KOMYHiKaLii MiX BJIaJ[010 Ta CYyCHiZIbCTBOM, Jie KJIIOYOBUMH /151 YCIiXy € HU3Ka GaKTopiB, cepe,
SAKUX KiJIbKICTb 3anUTiB, popMaT 3aMUTIB, Yac pearyBaHHs, akTya/abHicTb Towo. Li iHinjjaTuBM cnpsiMoBaHi Ha
MiJBULEHHS AKOCTI Ta AOCTYNHOCTI aAMIHICTpPaTUBHUX MOCAYT B YKpaiHi 3a niATpuMKHU €EC i MOXKYTb CIPUATH
niZiBUILEeHHIO e)EeKTUBHOCTI Ziep>KaBHOI'0 YIIPaBJIiHHA Ta 3a/0BOJIEHHIO TOTPeb rpoMa/isiH i 6i3Hecy. [IpakTryHa
LIHHICTBb [JbOT0 AOCJII/PKEHHS OJIATA€E y MOXKJIMBOCTI BJOCKOHaJIEHHS JleP>KaBHOT0 YIIPaBJ/IiHHA B YKpaiHi LJIAX0M
BIPOBa/KeHHsI eQeKTUBHUX IUPPOBUX TEXHOJIOTIH Ta NiZiBUILEHHS IKOCTi a//MiHiCTPaTHBHHUX MOCIYT Ha OCHOBI
nocBigy €C. Lle Takox cripusaTHMe NiABULIEHHIO IIMGPOBOI IPaMOTHOCT] HacesJIeHHs, MOCU/IeHHo chiBnpani 3 €C
Ta CTBOPEHHIO GiJIbII 3pyYHUX CepBiciB Ji1s rpoMa/isiH i 6i3Hecy, 1110 TOKPALUTh EKOHOMIYHUHN KJiMaT B KpaiHi

KAK040BI CAOBA: eBporneiichkuit [OCBi; ep>KaBHe YIIPaB/IiHHA; €EKTPOHHE YPAITyBaHHSI; eIeKTPOHHA ileHTU(iKaILis;
LIEHTPY HalaHHA aIMiHICTPAaTUBHUX IIOC/IYT; MOJIepHi3alis
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