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METOAOAOTISI OIHIOBAHHS ECEKTUMBHOCTI HEHTPIB HAAAHHSI AAMIHICTPATUBHUX
ITOCAVT TA IX TPAINIBHUKIB B YKPAIHI (HA IPUKAAAI TEPHOIIIABCBKOI OBAACTI)

The purpose of this article is to develop and present the applied aspects of the evaluation
methodology of the Administrative Service Centres performance and their employees and reveal some
positive trends and some problematic moments of centres work. The main feature of proposed
evaluation methodology is to study the Administrative Service Centre’s activity for compliance with
the requirements of the Law of Ukraine "On Administrative Services"”, regulatory documents, best
practices and concept of an integrated office for provision of administrative services. The
methodologydescribes the results of an online survey conducted by the authors on the impact of the
implemented practical measures on Administrative Service Centers’ efficiency in various aspects.

The actual state of quality/quantity of public service provision in Ternopil region have been examined
and the results of peer-review and recommendations were sent to the officials of each cities and
united territorial communities to get acquainted with the information, make rational managerial
decisions and implement appropriate measures. The key criteria covering the mostimportant areas
of the Administrative Service Centre’s activity and staff involved in administrative service delivery
have been pointed out and evaluated in the study.

The article presents the practical significance of the proposed methodology for community
development and highlights the practical benefits of the methodology for participants of providing,
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regulating and receiving administrative services including the Administrative Service Centres
Management, Administrative Service Centre employees, experts, local governments, and service
users.

Some positive trends and problematic moments in the administrative services provision have been
revealed and some recommendations forimproving the Administrative Service Centre work have been
developed. The evaluation results will serve to monitor and systematize all key aspects of
Administrative Service Centres work at the regional level and analyze growth rates in Centre’
performance over time.

MerToro cTatTi € po3pobsieHHs Ta NpeaCcTaB/IeHHS NPaKTUYHNX aCreKTIiB MeTo4oJIorii OLiHIOBaAHHS
AisnbHocTi UeHTpiB HaaaHHS afMiHICTPaTUBHUX NOCAYr Ta iX NpauiBHUKIB, a TAKOXX 3 'ICyBaHHS NO3N-
TUBHUX acnekTiB Ta Npo6sieMaTUYHNX cuTyauiii y ixHii gisnbHocTi. Oco6/1MBICTIO 3anNPONOHOBaHOT
mMeTogoorii oyiHioBaHHS gisnbHocTi LUHAI € pikcyBaHHSI iXHbOro cTaHy Ha BigrnoBigHICTb BUMOram
3akoHy Ykpainu "TIpo agmiHicTpaTuBHI nocayrn”, HOpMaTUBHUM JOKYMEHTaM i HaKpaLuMm ripakTu-
Kam Ta KoHuenuii iHTerpoBaHoOro ogicy 3 HagaHHsl agMiHicTpaTusHux nocnyr. llpeacrasneHay crarri
MeToL0J10ris ONUCYE pe3ysibTaTv OHNIariH-ONMUTYBaHHS MPOBEAEHOro asTopamMu ripo BIJiNB BripoBa/-
JKeHUX NPaKTUYHNX 3axoaiB Ha AisisibHICTb LleHTpiB HagaHHS aaAMiHICTPaTUBHUX NOCJYr Y Pi3HUX ac-
neKrax.

AocnimpkeHo peanbHnii cTaH o6csiry Ta sIKOCTi HagaHHs agMiHICTpaTuBHux nocayry TepHoninbCbKin
obnacri, a pe3ynbTaT eKcnepTHOro oyiHIoBaHHS Ta BignoBigHi pexkomeHaauii 6yno HagicaHo ke-
PIBHULTBY KOXKHOIO i3 AOC/IAXYBaHUX MiCT Ta 06’ €gHaHNX TepuTopiasbHUX rpomazs A1 03HaioM-
JIeHHS1, yXBaJIeHHsl HeOOXigHUX ynpaBJliHCbKUX PilLeHb i BipoBaa)XeHHs BignosiaHnx 3axonis. Y cTartri
BUOKPEMJIEHO Ta OLiHEeHO KJII0YOBI KpUTepii, sKi oxornmooTs HanBaxuunsili cpepu gisnbHocTi LleHT-
PY HagaHHs1 aagMiHICTPaTUBHUX MNOCJYr Ta NepCcoHany, 3asy4eHoro 4o HagaHHs aagMiHICTPaTUBHUX
nocnayr.

Y crarrinpeacrassieHO npakTn4He 3Ha4eHHs1 3arnporioHOBaHOi MeToA0J10rii Asisi pO3BUTKY rpoMa-
AV Ta BUCBITJIEHO ripakTUYHIi nepeBarv MeToA0JIorii Ans ycix y4aCHUKIB ipoueciB HagaHHS1, peryJsio-
BaHHSI Ta OTPUMAHHS aAMIiHICTPaTUBHUX MOCJIYr, BKJIIOYal04Yu KepiBHULTBA Ta npauiBHuUKIiB LileHTpiB
HaAaHHS1 aaMiHICTpaTUBHUX MOCJYr, eKCnepTiB, OpraHiB MicLLeBOro caMoBpsiAyBaHHSI Ta KOPUCTYBayiB
nyéniYHNX NoCayr.

HaBeaeHo No3nTuBHI TeHAEHLUii Ta Npo61eMHi NNTaHHS [iNIbHOCTI, a8 TAKOX NMiAroToB/I€HO aapPEecCHI
pekomeHaauii woao nosinweHHs po6otTu LUHAT ans koxHoro 3 gocnigxysaHux mict i OTI. Pe3ynb-
TaTtu NPoBeAeHOro OuyiHIOBaHHS [JO3BOJINIIA Y3araJlbHUTU Ta CUCTEeMaTu3yBaTu KJIIOYOBI acrekTun
AisnbHocTi UHATiB Ha piBHi perioHy, po3poouTu psa pekoMmeHaauiii i npakTnyHux 3axonis Ans yaoc-
KOHaJIeHHS ix noaasibLIoro po3BUTKY.

Key words: Administrative Service Centres, administrative service quality, service delivery, service refusals,
and evaluation results.

KnrowoBi cnoBa: Llenmp HadarHs adminicmpamuBHUxX nocaye, skicme admiHicmpamuBHUX nocaye, Npouec Ha-
daHHs nocaye, BiomoBa y HadaHHi NocAyau, pe3ya6mamu eKCnepmHo20 OUiHIOBaHHS.

FORMULATION OF THE PROBLEM

Ukraine has set out to decentralize and reform its

policy for Administrative Services Centres development
is crucial in this process.

administrative system. Therefore, one of the critical
priorities of decentralization reform aims to create,
develop, and improve administrative services and form an
optimal Administrative Service Centres network. Also, the
extension of Administrative Service Centres network
facilitates the transfer of more authority to local
governments to provide a broader range of public services,
prepare suitable premises and form an appropriate service
delivery infrastructure, in particular in the newly formed
United Territorial Communities, thereby bringing
administrative services closer to customer' needs. The
Ministry of Economic Development and Trade and the
Ministry of Regional Development, Building and Housing
and Communal Services of Ukraine informing the state

It should be noted that local governments are the most
responsible for creating appropriate Administrative
Services Centres and ensuring an effective decent-
ralization process. The positive result of decentralization
and citizens' satisfaction with public services quality
depends on the right vision and practical cooperation
between local self-government authorities and community.
Sufficient work of the Administrative Service Centres
should be based on standard approaches and specific
criteria, such as: providing the top list of public services,
accessibility and quality of public services, approved
documents, trained staff, bringing administrative services
closer to customer' needs through the opening territorial
units and remote jobs.




SYINES
o)

N MR
NN

NERERN

NERY Al
Al e

Table 1. Contest evaluation form sample "The best

Administrative Services Centre”

important economic and social aspects of
combining local government units and the

S empirical research results concerning

Ne Criteria (indicator) r::gr: respondents' opinions both on positive and

1 | Compliance of the Administrative Service Centre’ premises with 1-5 negative aspects of the merger of the Commune
established standards and the City [3; 4; 7]. The others have explored

2 | The actual number of administrators in the Administrative Service Centre | 1-5 the spatial range of local governments and how

3 Nun.lber .Of admlnlstratlve services provided per administrator per year 1-5 geographical distance may affect governance

4 | Availability of infrastructure for disabled people (ramp, call button, toilet, etc.) [ 1-5 d oubli ice deli 61 th ket-b d

5 | Technologically-advanced administrator’ workplaces (computer, 1-5 andpu 'IC se'rV|ce e very [ ]’ e mar € o ase
photocopier, printer, etc.) mechanism in public service delivery in local

6 | Number of administrative service types provided by the Administrative | 1-5 government in Poland [11], a digital
Service Centre and regulated by relevant legislation transformation of public service delivery in

7 | Free public access to bylla_ws, r@gulathns, work. scheduh‘es, information 1-5 Central and Eastern Europe [1; 2; 9].
cards for receiving administrative services and information stands ..

8 | Number of requests to the Administrative Service Centre / administrative | 1-5 As for Ukrainian scholars, .some of them
services provided have developed the methodological framework

9 | The content of the Administrative Service Centre web-site / webpage 1-5 for ensuring the provision of administrative

e ﬁﬂfl mlforgla“"f} about its a,"“‘f““ = — — services quality including the evaluation with the

rovision of related services, in particular, making a payment for this - main steps: forming the requirements to the
services (cash, non-cash, payment terminal) N . X . .

11 | Feedback from the public, business entities and representatives of the 1-5 qua.“t.y of édm"ms"atlve sgrwces prOVf$|0n:
administrative service providers on the work of the Administrative defining criteria for assessing the quality of
Service Centre registered in the established order during the previous service provision; selecting assessing tools for
calenda}’ year before? Fhe date of the competition (complaints and the quality of services and service providers'
suggestion box, positive feedback) L .

12 | The use of innovations in the Administrative Service Centre ensuring 1-5 activity [8]; the qt he‘rs have qffe rEd' a
effective work methodology for monitoring the Administrative

13 | Has the Administrative Service Centre received assistance from local or | 1-5 Service Centers work that is mainly focused on
interr}ational technic'al' assis_tance programs for the moglemiz'ation or criteria analysis of the Administrative service
creation of the Administrative Service Centre? If yes, in which ones? (EU k 1101 S f the Ukraini
/ UNDP, U-LEAD with Europe, GIZ, DOBRE, Transparent Office) centres wor [ ] om'e of t e. ramnian

14 | Has the Administrative Service Centre previously participated in 1-5 scholars have systematized their research
competitions? If yes, in which ones and what exact place did Centre win? results in the following areas: the general issues

Total Score (maximum) 70 of reforming the administrative services; topical

Today, there are plenty of Administrative Services
Centres in the Ternopil region in cities of oblast and rayon
significance and newly established united territorial
communities. Although many local governments have
already passed a stage for establishing the Administrative
Services Centres, the need forimprovement many of them
remain very urgent.

To examine the quality of administrative services and
Administrative Services Centres activity, it is necessary
to evaluate them periodically. It is essential for the evalu-
ation to be systematic, based on a proven methodology,
covered several evaluation tools and involved all
stakeholders: community activists, NGOs, local, district
and regional authorities, and independent experts. The
practical evaluation will provide more objective
information on the quality of public service provision. This
evaluation is vital for prompt decision-making to
realistically improve, and bring public services quality to
match customer needs.

LITERATURE REVIEW

In different countries, the methodological approaches
for assessing local government performanc concern local
government's key features (how they contribute to
democracy, public participation and improved service
delivery), the legal framework and supervisory arran-
gements, and finances including local government
expenditure and revenue sources.

When it comes to evaluating local governments'
activities in Poland, it should be noted that various scholars
have devoted their articles to different aspects of such
evaluation. Some of them have presented the most

issues of establishing the Administrative Service Centers;
public monitoring of the Administrative Service Centers;
sociological surveying of the quality of administrative
services; developing the ways for improving administrative
services in Ukraine [12].

It should be singled out the methodology proposed by
a team of Ukrainian scientists to evaluate service quality
and administrative service centres activity involving
several consistent and interrelated steps: defining
requirements for the quality of administrative services;
forming criteria for assessing the quality of services and
standards for its provision; creating tools to evaluate the
quality of service quality and Administrative Service
Centers activity; developing assessment and recording
methods; planning and evaluation; analyzing and reporting
on evaluation results [5] and others).

Summarizing the study of scientific works, we have
concluded that the evaluation methodology for
assessing the Administrative Service Centres
performance should consider specific features of the
service centres and the information on how long they
have been functioning. Therefore, we believe that the
evaluation methodology should be refined and
complemented due to changes in the internal and
external environment.

PURPOSE

The purpose of the article is to to present the applied
aspects of the Administrative Service Centres
performance and their employees' evaluation methodology
and reveal some positive trends and some challenging
moments of centres work.

IHBecTuUll: npaKTMKa TO 9ocrig Ve 82087
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RESULTS & DISCUSSION

Administrative reform in Ukraine today sets out

Administrative Service Centre’ administrator”

new requirements for evaluating the Administrative

Services Centres activity in the United Territorial |Me Criteria (indicator) r;?gr:
Communities, at the level of cities of oblast and rayon [T [ Administrator's working period in the Administrative Service 1-5
importance and district state administrations. The Centre on the day of the competition announcement
artic|e explores the Administrative Services Centres 2 | Number of administrative services provided by the given 1-5
of cities of oblast importance (Berezhany, Chortkiv administrator for the previous year before the competition date

daT iN: Administrative S R C ; f th 3 | Timeliness of services (the average number of delays per month) |1-5
an : ernopl' ) \ ministra IVE erYICES entres O € 4 [Number of administrative services refusal delivery (monthly 1-5
united territorial communities (in Shumsk, Pidvo- average)
lochysk, Skalat, Velyki Hai and Velyki Dederkaly); the |5 |Number of complaints (monthly average) 1-5
Administrative Services Centres of district state |6 |Number of certificates, honours, rewards, positive feedback from |1-5
administrations of cities of rayon importance (Be- |—Administrative Service Centre’ visitors

Total Score (maximum) 30

rezhany, Borshchiv, Buchach, Zalishchyky, Zbarazh,
Zboriv, Kozova, Kremenets, Lanivtsi, Terebovlya and
Chortkiv).

The article aims to evaluate the Administrative
Services Centres activity by the expert evaluation methods
and examine the actual state of quality /quantity of public
service provision. Peer-review and related recommen-
dations were sent to the officials of each city and united
territorial communities to get acquainted with the
information, make rational managerial decisions, and
implement appropriate measures.

The purpose of evaluating the Administrative Service
Centres is to study its activity for compliance with the
requirements of the Law of Ukraine "On Administrative
Services", regulatory documents and best practices and
concept of an integrated office for the provision of
administrative services. It should be noted that an
expert evaluation of the Administrative Service
Centres activity in cities and the United Territorial

Administrative Service Centres, and observed staff work.
The regulatory documents governing the Administrative
Service Centre work have been investigated, including the
list of public services, completeness of information on the
web-site, knowledge and technological cards of
administrative services. The information obtained from the
processing and interpreting input data, reviews of the
Administrative Service Centre infrastructure and
communications with officials, were recorded and
evaluated appropriately. The experts have prepared
relevant reports outlining the positive trends and
problematic issues and targeted recommendations for
improving the Administrative Service Centres work and
the united territorial community in every monitored city.

Table 3. Contest evaluation form sample "The best

Administrative Service Centre’ administrator”

Communities in Ternopil Oblast using a questionnaire

Participant The impact of study results

developed by experts of the Ternopil regional state
administration was conducted in 2019. The peer-

Administrative
Service Centres

Obtaining expert recommendations and specific proposals
for Administrative Service Centres development,

Management | highlighting positive trends and issues, making critical
review period covered April — August 2019. The managerial decisions and developing Roadmap with
questionnaire contained arange of evaluation criteria development (liarOSpectS_, introducing an annFal analysis of

. . . ts and suggestions on services quality
based on legislative, regulatory requirements and _____jcommen L. .

. 9 ’ g_ . y_ a . 2 | Administrative | Obtaining the expert results of staff activity evaluation,
bes_t Prac“ces of th.e Administrative Service Centres Service Centre |identifying key indicators which is necessary to increase
activity and an estimate (score) for each measures employees the efficiency of their work, receiving moral and material
depending on its importance. These criteria covered incentives as rewards for the best employees
the most critical areas of the Administrative Service 3 | Experts Obtaining access to «field datay, combining theoretical

.. . . . approaches with essential information, getting more
Centres activity. The to.tal queStlonnalre_ contained opportunities to fully understand the Administrative
14 measures, where 5 points were the maximum score Service Centre activities in the Ternopil region, and a
of each standard. A sample evaluation formis given possibility to conduct analytical calculations and test
in table 1 some theoretical methods.
A ti . Iso d | d to identif 4 |Local The use of expert consultations to increase the
ques Ic?n.nalre.was a S.O evelope O I_ entity governments Administrative Service Centres efficiency in a particular
the best Administrative Service Centre administrator region, gaining more opportunities to learn the experience
during the assessment. This questionnaire covered of the best Centers in Ternopil region and develop
six criteria, where 5 points are the maximum score specific PTO}?O_SalSlat the regmna}l lleV_ell aimed }i‘t nereasing
. . . t on t] tat t t
for each measure. A sample evaluation formis given ;r;lgz;afzomee::lp cmentation ot fegistalive changes m the
in table 2. 5 | Public Receiving proposals with changes from local

The experts have studied each Administrative
Service Centres' information and documentation from
open sources (primarily web resources). Local

authorities governments, increasing the efficiency of interaction
among administrative bodies to increase the level of
functionality of Administrative Service Centres in

Ternopil region

governments provided additional information at the
expert requests.

The experts personally have examined the
working conditions in the Administrative Service
Centres, inspected premises (in terms of convenience
for visitors, particularly for individuals with special
needs), communicated with representatives of the

Service users | Increasing the integration of services, the prospects of
opening additional territorial divisions and jobs of
Administrative Service Centres, improving sites and
organizing information, increasing the Administrative
Service Centres area and improving infrastructure,
introducing the e-pay for services, improving conditions
for people with disabilities, increasing the number of
requests accepted by one administrator

Table 2. Contest evaluation form sample "The best
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Table 4. Summary evaluation results of the Administrative Service Centres in 3 cities of regional
(oblast) importance in Ternopil region

Average score %
(for three 0
- Maximum cities of (Act.ual score /
Ne Criteria score regional Maximum score
. *100%)
importance)

1 Compliance of the Administrative Service Centre’ 5 2,67 53,33
premises with established standards (minimum 100 m?,
maximum 513 m?)

2 The actual number of administrators in the 5 4,00 80,00
Administrative Service Centre (maximum - 18 people)

3 Number of administrative services provided per 5 4,00 80,00
administrator per year (minimum 700)

4 Availability of infrastructure for disabled people (ramp, |5 1,33 26,67
call button, toilet, etc.)

5 Technologically-advanced administrator’s workplaces 5 5,00 100,00
(computer, photocopier, printer, etc.)

6 Number of administrative service types provided by the |5 4,00 80,00
Administrative Service Centre and regulated by relevant
legislation (maximum 260)

7 Free public access to bylaws, regulations, work 5 5,00 100,00
schedules, information cards for receiving administrative
services and information stands

8 Number of requests to the Administrative Service Centre |5 4,00 80,00
/ administrative services provided (maximum
16000/15000)

9 The content of the Administrative Service Centre web- 5 3,00 60,00
site/webpage covering full information about its
activities

10 |Provision of related services, in particular, making a 5 2,33 46,67
payment for these services (cash, non-cash, payment
terminal)

11| Feedback from the public, business entities and 5 3,67 73,33

representatives of the administrative service providers on
the work of the Administrative Service Centres
registered in the established order during the previous
calendar year before the date of the competition
(complaints and suggestion box, positive feedback)

12 | The use of innovations in the Administrative Service 5 3,67 73,33
Centre ensuring practical work

13 | Has the Administrative Service Centre received 5 1,67 33,33
assistance from local or international technical assistance
programs for the modernization or creation of the
Administrative Service Centre? If yes, in which ones?
(EU / UNDP, U-LEAD with Europe, GIZ, DOBRE,
Transparent Office)

14 |Has the Administrative Service Centre previously 5 1,67 33,33
participated in competitions? If yes, in which ones and
what exact place did Centre win?

Total score 70 46,00 65,71

During July-August, 2019, the officials of mentioned
cities and the united territorial community have conducted
self-assessment of the Administrative Service Centres
activity using the same methodology as applied in May-
June 2019. The questionnaires filled out by officials were
processed and analyzed by the experts following the
information and documents provided. In this way, the
objectivity of public services quality evaluation and
Administrative Service Centres assessment was ensured.
The purpose of self-assessment was to gain practical skills,
better understand certain criteria, and apply them to
improve the public services quality and Administrative
Service Centres activity. During the questionnaire analysis,
the evaluation results by the main criteria of each area were
used. Provision of administrative services in mentioned
cities and the united territorial communities has been
analyzed. The recommendations for improving the public
services quality and Administrative Service Centres
activity have been given. A comparative analysis of

evaluation results made it possible to identify and evaluate
each Administrative Service Centre's trends. The
evaluation was carried out in general and in three types of
territorial units: 1) cities of regional importance 2) towns
of rayon importance and 3) the united territorial
community. On the same principle, the evaluation results
were presented.

The proposed evaluation methodology has significant
practical significance, which is as follows:

1) for the first time a comprehensive study of the
Administrative Service Centres was conducted in Ternopil
region, which allowed to single out critical indicators of
their development in 2018—2019, identify positive trends
and issues, as well as give important recommendations for
improving their efficiency;

2) the evaluation methodology allowed to combine the
results of expert work and self-assessment of
Administrative Service Centres in the Ternopil region. This
allowed increasing the objectivity and complexity of the

IHBecTuUll: npaKTMKa TO 9ocrig Ve 82087
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Table 5. Summary evaluation results of the Administrative Service Centres in the united territorial
communities in Ternopil region

0,
Average score (Actuaf]score /
- Maximum | (for three cities of .
Ne Criteria score regional importance) Maximum
score * 100%)
1 Compliance of the Administrative Service Centre’ premises 5 3,00 60,00
with established standards (minimum 50 m?, maximum 350 m?)
2 The actual number of administrators in the Administrative 5 3,00 60,00
Service Centre (maximum - 9 people)
3 Number of administrative services provided per administrator |5 3,00 60,00
per year (minimum 400)
4 Auvailability of infrastructure for disabled people (ramp, call 5 4,00 80,00
button, toilet, etc.)
5 Technologically-advanced administrator’s workplaces 5 5,00 100,00
(computer, photocopier, printer, etc.)
6 Number of administrative service types provided by the 5 3,00 60,00
Administrative Service Centre and regulated by relevant
legislation (maximum 260)
7 Free public access to bylaws, regulations, work schedules, 5 5,00 100,00
information cards for receiving administrative services and
information stands
8 Number of requests to the Administrative Service Centre / 5 3,00 60,00
administrative services provided (maximum 16000/15000)
9 The content of the Administrative Service Centre web- 5 3,20 64,00
site/webpage covering full information about its activities
10 Provision of related services, in particular, making a payment |5 3,00 60,00
for these services (cash, non-cash, payment terminal)
11 Feedback from the public, business entities and representatives |5 3,00 60,00
of the administrative service providers on the work of the
Administrative Service Centre, registered in the established
order during the previous calendar year before the date of the
competition (complaints and suggestion box, positive feedback)
12 The use of innovations in the Administrative Service Centre 5 3,20 64,00
ensuring sufficient work
13 Has the Administrative Service Centre received assistance from |5 4,00 80,00
local or international technical assistance programs for the
modernization or creation of the Administrative Service
Centre? If yes, in which ones? (EU / UNDP, U-LEAD with
Europe, GIZ, DOBRE, Transparent Office)
14 Has the Administrative Service Centre previously participated |5 1,00 20,00
in competitions? If yes, in which ones and what exact place did
Centre win?
Total score 70 46,40 66,29

study and identifying more criteria for a comprehensive
assessment of Administrative Service Centre activity;

3) Experts' involvement made it possible to convert
"field data" into quantitative analytical indicators. This
allowed us to formulate Roadmaps and a list of
recommendations for particular Center for Administrative
Services. Thus, the management of the Centers received a
real practical effect from working with experts;

4) the transformation of dissimilar data into a "score
scale" allowed us to lead indicators with different
measurement units and characteristics into a single basis.
Thus, the experts provided an opportunity to compare
these data and separate Administrative Service Centres
with each other.

It was concretized the practical impact of the study
on various participants in providing, regulating and
receiving administrative services (table 3).

Thus, we can say that every participant of
providing, managing, or receiving administrative
services have got areal practical effect from the study.
Thus, the survey significantly contributed to identifying
real affairs and increasing the efficiency of providing
services by the Administrative Service Centres in the
Ternopil region.

During the assessment of the quality of administrative
service delivery in 20 local governments in July-August 2019,
both positive trends and problematic issues were identified
in almost every one of them. The summary evaluation results
of the Administrative Service Centres in three cities of
regional (oblast) importance are presented in table 4.

In 2019, the overall average score of public services
quality provided by the Administrative Service Centres in
three oblast cities (Berezhany, Ternopil and Chortkiv) was
46 out of 70 possible. This is 15,71% above the average.
It should be noted that the corresponding scores for each
of these Administrative Service Centres varied
significantly. It was observed that a score for two cities
did not exceed 46, then the substantially higher score (59)
was recorded for one of them. The Administrative Service
Centers received the highest scores due to the sufficiently
high workload for one administrator, the availability of free
access to up-to-date information, and participation in
international technical assistance programs. The
Administrative Service Centres' weaknesses were the
insufficient content of web-site or webpage with relevant
information on their work and the lack of information on
procedures for providing related services, particularly,
making cash or non-cash payments for these services.
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Table 6. Summary evaluation results of the Administrative
Service Centres in twelve rayon state administrations
of Ternopil region

Criteria

Maximum

score

Average score
(for 20 rayon
state
administrations)

%
(Actual
score /
Maximum
score *
100%)

Compliance of the Administrative
Service Centre’ premises with
established standards (minimum 50 Mm%,
maximum 102 m?)

2,25

45,00

The actual number of administrators in
the Administrative Service Centre
(maximum of five people)

W

70,00

Number of administrative services
provided per administrator per year
(minimum 400)

70,00

Auvailability of infrastructure for
disabled people (ramp, call button,
toilet, etc.)

71,67

Technologically-advanced
administrator’s workplaces (computer,
photocopier, printer, etc.)

5,00

100,00

Number of administrative service types
provided by the Administrative Service
Centre and regulated by relevant
legislation (maximum 260)

W

2,42

48,33

Free public access to bylaws,
regulations, work schedules,
information cards for receiving
administrative services and information
stands

5,00

100,00

Number of requests to the
Administrative Service Centre /
administrative services provided
(maximum 16000/15000)

2,83

56,67

The content of the Administrative
Service Centre web-site/webpage

covering full information about its
activities

1,83

36,67

10

Provision of related services, in
particular, making a payment for these
services (cash, non-cash, payment
terminal)

2,50

50,00

Feedback from the public, business
entities and representatives of the
administrative service providers on the
work of the Administrative Service
Centre, registered in the established
order during the previous calendar year
before the date of the competition
(complaints and suggestion box,
positive feedback)

3,33

66,67

12

The use of innovations in the
Administrative Service Centre
ensuring sufficient work

23,33

13

Has the Administrative Service Centre
received assistance from local or
international technical assistance
programs for the modernization or
creation of the Administrative Service
Centre? If yes, in which ones? (EU /
UNDP, U-LEAD with Europe, GIZ,
DOBRE, Transparent Office)

W

28,33

14

Has the Administrative Service Centre
previously participated in competitions?
If yes, in which ones and what exact
place did the Centre win?

W

20,00

Total score

70

39,33

56,19

Therefore, the study results suggest
that the overall average score of quality of
the public services provided by the
Administrative Service Centres of five
united territorial communities (in Shumsk,
Pidvolochysk, Skalat, Velyki Hai and Velyki
Dederkaly) in 2019 was 46,4 out of 70
possible.

This is 16,29% above the average. It
should be noted that the corresponding
scores for each of these Administrative
Service Centres varied significantly. Thus,
the lowest score (33) was only for the one
united territorial community, while the
average scores ranged from 42 to 52 for
three united territorial communities.
According to the evaluation results, only
one of the Administrative Service Centre
of the united territorial community scored
59 points, which is 34,3% higher than the
average. These main differences in scores
between the Administrative Service Cent-
res of the united territorial communities are
caused by the different period of its work
(some of them are established relatively
recently), the non-compliance of Administ-
rative Service Centre' premises with
established standards, the relatively small
number of public services provided in the
newly established administrative centres,
the low innovation level and different
population in every united territorial
community. Major Administrative Service
Centres' strengths in the united territorial
communities include technologically-
advanced administrator's workplaces,
infrastructure for disabled people, and free
access to up-to-date information.

The highest scores were given to the
Administrative Service Centres due to the
sufficiently high workload per administ-
rator and free public access to relevant
information. The Administrative Service
Centres' weaknesses were the insufficient
content of web-site or webpage with
relevant information on their work and the
lack of information on procedures for
providing related services, particularly,
making cash or non-cash payments for
these services. Summary evaluation results
of the Administrative Service Centres in
twelve rayon state administrations of
Ternopil region are given in table 6.

Thus, according to the evaluation of
Administrative Service Centres in twelve
rayon state administrations, we concluded
that the overall average score of public
services quality in 2019 was 39,33 out of
70 possible. This is 6,19% above the

Summary evaluation results of the Administrative Service average. This indicates that the quality of service

Centres in the united territorial communities in Ternopil

region are given in table 5.

provided by the Administrative Service Centres at the

level of rayon state administrations is much lower than

IHBecTuUll: npaKTMKa TO 9ocrig Ve 82087




Table 7. Summary contest results on "The best administrator” in the cities of oblast importance,
the united territorial community and rayon state administrations in Ternopil region (oblast)

Average % Average score % A::;ff ¢
score (actual g (actual %
. (for five (for 15
. Maximum | (for four score / . score / (actual score /
Ne Criteria .. . united . rayon .
score citiesof | maximum . maximum maximum
territorial state
oblast score * i score * dministr | S€°T€ *100%)
importance) | 100%) | COMMUnities) | gqo,y | administe
ations
1 | Administrator’s 5 3,67 73,33 3,00 60,00 3,39 67,78
working period in the
Administrative
Service Centre on the
day of competition
announcement
2 |Number of 5 2,39 57,78 3,00 60,00 2,33 46,67
administrative services
provided by given
administrator for
previous year prior to
the competition date
3 Timeliness of services |5 5,00 100,00 5,00 100,00 5,00 100,00
(average number of
delays per month)
4 | Number of 5 4,44 88,89 4,60 92,00 4,00 80,00
administrative services
refusal delivery
(monthly average)
5 | Number of complaints |5 5,00 100,00 5,00 100,00 5,00 100,00
(monthly average)
6 | Number of 5 1,89 37,78 3,40 68,00 2,33 46,67
certificates, honors,
rewards, positive
feedback from
Administrative
Service Centre’
visitors
Total score 30 22,89 76,30 24,00 80,00 22,06 73,52

in united territorial communities or cities of oblast
importance. The most problematic issues of rayon state
administrations work were the lack of innovations in the
Administrative Service Centres, the low participation in
localand international technical assistance programs, and
the small number of reviews from the service user and
economic entities. In most case, the complaints and
suggestions box was either empty or only contained a
few mostly positive reviews. The Administrative Service
Centres' strengths in the investigated rayon state
administrations of Ternopil oblast were a flexible
arrangement of administrator' workplaces and up-to-date
information placement on the Administrative Service
stands Centres.

The distribution of corresponding average scores
among the Administrative Service Centres surveyed in
rayon state administrations shows that ten received
average scores were ranging between 35 and 41. And only
two Administrative Service Centres had slightly higher
scores, respectively 44 and 49 points.

To identify and motivate the best Administrative
Service Centre' employee, the Ternopil Regional State
Administration has announced a contest for the best
Administrative Service Centre' employee. Table 6
summarizes the total score (maximum and actual scores,
and percentage of full score) received by the top 32
Administrative Service Centre' staff for the quality of
administrative service delivery under the six main
evaluation criteria (Table 7).

The best Administrative Service Centre' employees'
evaluation results showed ahigh level of timeliness in public
service delivery, no delays in services delivery, no
complaints, and fewer administrative services refusals.
Some administrative services refusals were caused by
information exchange procedures and requests satisfying
between the Administrative Service Centres and other
organizations. This is because the Administrative Service
Centres is only intermediate in this service chain. There is
adifferent work period of Administrative Service Centres
because some of them were established recently, the
others have been working no more than three years.

It should be noted that there are some differences
concerning the number of administrative services
provided. This indicator depends on the settlement's size;
several villages joined the united territorial community and
number of people servicing by every Administrative
Service Centre.

CONCLUSION

Therefore, summarizing the results of assessing the
quality of administrative services provision in twenty local
self-government bodies of Ternopil oblast in May-August
2019, itis worth pointing out the revealed positive trends
and some challenging moments of their work.

Some positive trends include the following:

— the overall average score of administrative services
quality provided by the Administrative Service Centres of
cities of oblast importance, the united territorial commu-
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Table 8. Practical aspects of improving the Administrative Service Centres efficiency

R N

AN \§\;\:

due to compliance with the expert recommendations

Criteria

Evaluation of positive changes after taking into
account the expert assessments and

recommendations

Administrative
Services Centres
of cities of
oblast
importance

Administrative
Services
Centres of the
United
Territorial

Administrative
Services
Centres of
district state
administrations

Communities

premises with established standards

1 Compliance of the Administrative Service Centre’

+ +

2 The actual number of administrators in the
Administrative Service Centre

administrator per year

3 Number of administrative services provided per

4 Availability of infrastructure for disabled people

5 Technologically-advanced administrator’s
workplaces

by the Administrative Service Centre and
regulated by relevant legislation

6 Number of administrative service types provided

7 Free public access to bylaws, regulations, work
schedules, information cards for receiving
administrative services and information stands

Centre

8 Number of requests to the Administrative Service

web-site

9 The content of the Administrative Service Centre

10
a payment for these services

Provision of related services, in particular, making |+ +

11 Feedback from the public, business entities and
representatives of the administrative service
providers on the work of the Administrative

of the competition

Service Centre, registered in the established order
during the previous calendar year before the date

12 The use of innovations in the Administrative

Service Centre ensuring practical work

13
technical assistance programs for the
modernization or creation of the Administrative
Service Centre

Receiving of assistance from local or international

14 | Participating in competitions

nities, and district state administrations is higher than the
average. It means that most Administrative Service
Centres operate efficiently and continuously improve their
work;

— the Administrative Service Centres received the
highest scores for high administrator' workload (number
of administrative services provided by administrator), the
availability of free access to up-to-date information, and
participation in international technical assistance
programs;

— the strengths of Administrative Service Centres in
the rayon state administrations of Ternopil oblast include
the technologically-advanced and flexible arrangement of
administrator' workplaces and up-to-date information
placement on the stands in the Administrative Service
Centres;

— the evaluation results of the best Administrative
Service Centre' employees showed a high level of
timeliness in public service delivery, no delays in services
delivery, no complaints, and fewer administrative services
refusals.

Some difficult moments revealed during the evaluation
include:

— the corresponding scores for each of these
Administrative Service Centres significantly fluctuated.
This means that it is too early to talk about a sufficiently
adequate and sustainable development of administrative
services;

— the weaknesses of the Administrative Service
Centres were the insufficient content of web-site or
webpage with relevant information on their work, as well
as the lack of information on procedures for providing
related services, in particular, making cash or non-cash
payments for these services;

— there is the general trend that the quality of service
provided by the Administrative Service Centres of district
state administrations is much lower than in the united
territorial communities or cities of oblast importance;

— the most problematic issues of rayon state
administrations work were the lack of innovations in
Administrative Service Centres, the low participation in
localand international technical assistance programs, and
the small number of reviews from the service user and
economic entities.

The evaluation results will summarize and systematize
all critical aspects of Administrative Service Centres work
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at the regional level, to develop recommendations and
practical measures to improve their further development.
The implementation of these practical measures has helped
toincrease the Administrative Service Centres efficiency
in various aspects. This is evidenced by the article's online
survey results in April-June 2020 (Table 8).

Thus, we can note that the expert evaluation results
and the provided targeted proposals in 2019 became a
guideline for improving services quality provided by the
Administrative Service Centres in Ternopil region
according to specific criteria.

We consider the prospects for further research to be
the annual monitoring of the Administrative Service
Centres work and their employees by the proposed
methodology to use the evaluation criteria and indicators
and analyze growth rates in Centres performance over
particular periods.
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