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TRANSFORMATIVE IMPACT OF THE INFORMATION SOCIETY
ON INNOVATIVE DEVELOPMENT OF PUBLIC AUTHORITY BODIES

Abstract. The purpose of the study is to analyze the theoretical and practical
aspects of organizing the activities of public authorities in the context of
transformational changes in the information society in order to determine the rational
influence of citizens on government structures, the rational performance of the
necessary administrative functions by the authorities and the development of
recommendations for their improvement. The introduced tools of e-democracy in
public authorities are considered, related to the renewal and reform of the
administrative system taking place in Ukrainian society under the influence of
globalization trends and external threats with the spread of new channels of
communication between citizens, between citizens and public authorities, between
authorities and other participants in state administrative processes. The state of
informatization and implementation of sectoral, regional programs, projects, and
work on informatization of local governments in accordance with the National
Informatization Program and the results of the functioning of the Ministry of Digital
Transformation, which indicate the proper reform of the public service and service in
local governments in accordance with European standards, where the mechanisms for
providing public services are the basis for the functioning of government in a
democratic society, are determined. The directions for the development of e-
government services are determined, which create the prerequisites for the
transformation of the functioning of public institutions and the development of the
institutional structure of public administration, which ensures effective interaction
between the state, business, and civil society institutions. Based on the research
conducted, the integration of Ukrainian society into the European one and the
improvement of the system of providing public services require the creation of new
models based on the use of modern network technologies through the application of
appropriate tools.

Keywords: public authority, information society, public administration,
information technology, e-democracy , administrative system, public services, civil
society.
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TPAHCQOPMAHI?IHH?I BILIVMB IHOOPMAIIIHOI'O CYCHLIIBCTBA
HA IHHOBALIHHUM PO3BUTOK OPTAHIB ITYBJIYHOI BJAIU

AHoTamifa. MeTo0 JOCHDKEHHS € aHali3 TEOPEeTUYHMX Ta MPAKTHUHUX
acCIieKTIB  opraizamii JisUTbHOCTI  OpraHiB  IyOJi4HOi BJIagd B  YMOBax
TpaHcpopMaIiiiHuX 3MIH 1HGOPMAIIMHOTO CYCHIIBCTBA 3 METOK BHU3HAYCHHS
paliOHAIBHOTO BIUIMBY T'POMAJISIH Ha BJAJIHI CTPYKTYpH, PAllIOHATILHOTO BUKOHAHHS
BJIJI0I0 HEOOXITHUX (PYHKINM aaMIHICTPYBaHHS Ta PO3poOKa peKOMEH Al MoA0 1X
yAOCKOHaJeHHs. PO3risiHyTO 3ampoBapKeHl 1HCTPYMEHTH €-IAeMOKpaTii B opraHax
myOJIIYHOT BIaJM, TMOB’S3aHl 3 OHOBJIEHHSIM Ta peopMyBaHHSIM aJIMiHICTPATUBHOI
CUCTEMH WIO0 BiIOYyBalOThCS B  YKPAiHCBKOMY CYCHUIBCTBI MiJ  BIUIMBOM
riiodani3alliHuX TEHACHIIN Ta 30BHIIIHIX 3arpo3 MpHU MOIIMPEHHI HOBHUX KaHAJIIB
KOMYHIKaIlll MK TpOMaJsiHaMu, MK TPOMaJisiHAaMH Ta OpraHamu IyOJiyHOi BIaaM,
MDK OpraHaMy BJaJM Ta IHIIUMU YYaCHUKaMHU JI€pKABHO-aJAMIHICTPaTUBHUX
nporieciB. O3HaueHO cTaH iH(oOpMaTH3allli Ta BUKOHAHHS Taly3€BHUX, PET1OHAIBHUX
porpam, MpOEKTiB, poOIT 3 1HPOpMaTH3allli OpPraHiB MICIEBOTO CAMOBPSIYBaHHSI
BIANOBIIHO 10 HamionaneHoi mnporpamu  1HGopmaru3alli Ta  pe3yibTaTH
¢dbyHkiionyBanHs MinictepctBa 1udpoBoi TpaHcdopmariii, sSKi CBiAYATH PO
HajexHe pedopMyBaHHsS IyOJIYHOT CIYKOM Ta CiIyOM B opraHax MICIIEBOIO
CaMOBpSIyBaHHsI BIAMOBITHO JI0 €BPONEHCHKUX CTAaHIAPTIB, 1€ MEXaHI3MHU HaJlaHHS
myOJIYHUX TIOCIAYT € OCHOBOIO (DYHKIIIOHYBaHHS BJIaJd B JIEMOKPATUYHOMY
cycnuibcTBl. O3HAYEHO HAMPSAMH PO3BUTKY TMOCIYT E€JIEKTPOHHOTO Ypsay, sKi
CTBOPIOIOTH  TIEPEAyMOBU Jis  TpaHchopmailii (QYHKIIOHYBaHHS  MyOIIYHHUX
IHCTUTYTIB Ta PO3BUTKY IHCTUTYLIMHOI NMOOYJOBH JEp>KABHOTO YIPABIIHHS, SKa
3a0e3neuye e(heKTUBHY B3aEMO/IIIO JepKaBU, O13HECY Ta IHCTUTYTIB TPOMAJASTHCHKOTO
cycnuibcTBa. Ha OCHOBI MPOBEACHOrO JOCHIIKEHHSA IHTErpaiisi yKpaiHChKOIO
CYCITIIJTLCTBA B €BPOTEHCHKE Ta BAOCKOHAJICHHS CUCTEMU HAJaHHS MyOIIYHUX TOCTYT
noTpedye CTBOPEHHS HOBUX MOJeNel, 3aCHOBAaHMX Ha BHKOPUCTaHHI Cy4YacHHX
MepEKEBUX TEXHOJIOTIH IIIXOM 3aCTOCYBAHHSI BIANOBIAHOTO 1HCTPYMEHTAPIIO.

KuarwuoBi ciaoBa: myOniyHa Biana, iHdopmaliiiHe CyCHUILCTBO, MyOJiYHE
yopaBiaiHHS, 1HGOPMAIIIITHI TEXHOJOTIH, eJIeKTPOHHA IEeMOKpaTisi, aAMiHICTpaTHBHA
cucTemMa, myOJivyHI MOCTyTH, TPOMASHCHKE CYCIIIBLCTBO.

Introduction. The rapid development of the information society and its
penetration into all spheres of public life significantly affects the functioning of
public authorities and constant transformational changes in the public administration
system. The modern Ukrainian state is able to ensure its own national interests, but
the transformation processes largely depend on European integration and integration
into world civilizational processes to determine the country’s place in the global
space at a qualitatively new level of innovative development of public authorities.
With the emergence of new needs of civil society, the country’s administrative
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system must also change and adapt to the new conditions for the development of the
information society to ensure its effective functioning.

To ensure the national interests of the country in the field of sustainable
development of the economy, civil society and the state, to improve the level and
quality of life of the population, to ensure compliance with human rights and
freedoms enshrined in the Constitution, and to support the achievements of
compliance with the global sustainable development goals for the period up to 2030,
proclaimed by the resolutions of the UN General Assembly and the specifics of the
development of Ukraine, it is necessary to carry out appropriate changes in the
structure and functioning of public authorities. To achieve these goals, the
Sustainable Development Goals of Ukraine for the period up to 2030 are provided,
including [1, 2]: promoting the building of a peaceful and open society in the interests
of sustainable development, ensuring access to justice for all, and creating effective,
accountable and participatory civil society institutions at all levels.

All of the above is directly related to the development of the information
society and the need for appropriate public administration. Since the existing
structure of public administration in the country hinders the solution of urgent
problems in this area of social development, there is an objective need to further
improve the activities of public administration bodies in the context of the
development of the information society in Ukraine.

Analysis of recent research and publications. The following scientists have
devoted their scientific works to the study of issues of institutional and conceptual
support for public administration in the context of the development of the information
society: A. Barikova [3], V. Bebyk, S. Gaiduchenko, A. Galchynsky, N. Hrytsiak [4],
V. Dzyunzyuk, R. Kalyuzhny, A. Kolodyuk, M. Novikova, O. Ozhevan, G. Ortina,
V. Soroko [5], V. Shamray and others.

An analysis of existing scientific developments was conducted indicates that
this issue is being actively researched domestic and foreign scientists. However, there
remain relevant issues regarding the practical implementation of innovative
information technologies in the activities of bodies public authorities, optimizing
their organizational structures and staffing according to the level of qualification, as
well as the dissemination of tools electronic democracy in the languages of changing
information society.

Setting objectives. The purpose of this research is analysis theoretical and
practical aspects of the organization of the activities of bodies public authorities in
the conditions transformational changes in the information society in order to
determine the rational influence of citizens on government structures, the rational
implementation by power necessary administration functions and development
recommendations for their improvement.

Achieving this goal involves solution the following tasks: conducting an
analysis of the effectiveness of the activities of public authorities in the information
society, taking into account modern trends; studying the impact of the information
society on the activities of public authorities in Ukraine and identifying its main
aspects; developing conceptual principles for the strategic transformation of public
administration in the context of the development of the information society based on



the modernization of the activities of the state apparatus, taking into account the
vector of the country’s European integration.

Presenting main material research. Ukraine must create an integrated
innovative model for the development of a high-tech information society, where all
citizens have the opportunity to create, store, freely access, use and exchange
information and knowledge, where everyone can realize their potential aimed at for
personal and social development, to improve the quality of life and to take direct part
in the global development process. However, human rights and freedoms can be
guaranteed and protected only under the condition of free access to information,
favorable public opinion about the events taking place in the country, effective
influence of citizens on public authorities and the performance by the authorities of
the necessary controlling and monitoring functions.

Direct democracy and participatory democracy should become a favorable
factor in the formation of an information society in our country. Therefore, not only
public authorities, but also citizens, non-governmental organizations, politicians and
political institutions, the media and business should participate in the process of
forming and implementing e-democracy and receive certain benefits from this
participation.

Given the inadequate functioning of the existing administrative system and the
serious changes taking place in Ukrainian society under the influence of globalization
trends and external threats, today there is a timely and urgent need to use all the tools
of e-democracy in the process of updating and reforming the administrative system.
Thus, e-democracy becomes a factor in the transformation of the administrative
system and a means of adapting to the challenges of the information society.

The current state of development of the information society of Ukraine is
characterized by broad participation of citizens in the management of state and public
affairs, equality of citizens in public administration, efficiency, effectiveness,
transparency and accountability correspond to the existing principles of public
administration, enshrined at the legislative level. That is why the result of the
formation of e-democracy in the country is not the complete elimination or
modification of the existing principles of governance, but the expansion of
opportunities for their implementation by Ukrainian society through appropriate
transformations. The tools of e-democracy ensure the spread of new channels of
communication between citizens, between citizens and public authorities, between
authorities and other participants in state administrative processes.

The essence of digital transformation lies in the integration of digital
technologies into the functioning of the administrative system, which leads to a
fundamental change in the way the subjects of the administrative system provide
high-quality public services to citizens.

In Ukraine, the process of social information transformation is provided by
electronic information resources of public authorities, which have a fairly extensive
information content. These include the websites of the President of Ukraine, the
Verkhovna Rada of Ukraine, the Constitutional Court of Ukraine, the Supreme
Economic Court of Ukraine, and the Unified Web Portal of the Cabinet of Ministers
of Ukraine. The portal of ministers of Ukraine contains the websites of 73 central



executive bodies and 27 local executive bodies. In addition, monitoring the
effectiveness of e-government technologies in the 100 largest cities of Ukraine shows
that most of them have introduced separate tools of e-democracy (the mayor’s
electronic reception, the ability to submit electronic petitions, online surveys), a
single portal of e-petitions has been created at the state level, e-petition modules have
been developed on the official websites of central executive bodies, and a single local
petition system has been created [6].
In addition, other e-democracy tools have been introduced (Fig. 1).
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Figure 1. Implemented tools of democracy in public authorities.
Source: compiled by [4, 7 - 9].

Thus, e-democracy tools are increasingly used in modern Ukrainian society,
but, unfortunately, these processes are unsystematic. and situational.

Since the introduction of martial law on February 24, 2022, digitalization has
become the basis for the effective work of the government and public authorities,
despite all the challenges of war, such as communication disruptions, power outages,
and cyberattacks.

In general, according to the results of 2023, the single state web portal of
electronic services "Portal Diia", which was introduced in 2020 by the Ministry of
Digital Transformation of Ukraine, provides access to 72 electronic services and
information from 41 national electronic information resources.



In February 2020, as part of the "State in a Smartphone" program, the online
public services application "Diia" was launched. This application combines all
services provided by the state to citizens and businesses in a single electronic
window, making most transactions electronic and automated. Currently, 9 services
and 15 digital documents are available in the "Diia" application.

"Diia" was launched, which includes a digital driver’s license and a vehicle
registration certificate, which became available to everyone free of charge. Within 10
days after the launch of the mobile application, one million Ukrainians became users
of "Diia" 2.0. Ukraine became one of the first countries in the world to grant digital
passports the same legal status as paper and plastic ones.

According to the Ministry of Digital Affairs, from the beginning of the full-
scale invasion to January 2025, the number of unique users of the "Diia" application
increased to approximately 21.239 million. In 2023, the mark of 18.6 million users
was reached [6].

The Ministry of Digital Transformation actively participated in the
development of the Action during 2023, as indicated in Fig. 2.

A single electronic queue has been created for 22 electronic public services have
a convenient tool for pre-registration of been removed from the Unified
subjects applying for an appointment with State Web Portal of Electronic
center employees electronic queue Services

Since the beginning of the operation of

the Diia Portal, more than 165 16.7 million administrative services
electronic public services have been were provided by ASCs, their
implemented. The Unified State Web territorial divisions and remote
Portal of Digital Education workplaces
"Diia.Education” has been updated
Y ¢
Web portal "Diia"
A T
To the Vulyk information and communication ~ The number of unique users
system5. As of January 1, 2024, the number of increased by more than 2 million.
access points to administrative services was: To the Diia Portal and the Diia
1,304 ASCs, 140 territorial divisions, 2,828 Portal mobile application over 8
remote workplaces, 31 mobile ASCs thousand new partners joined
And administrative services are
30 ASCs have been restored to work. ~| actually provided in 1,258 ASCs,
Support has been provided in the 128 territorial units, 2,643 remote
renovation of ASC premises workplaces, and 14 mobile ASCs

Figure 2. Achievements of the web portal "Diia" during 2023.
Source: compiled by [6, 10, 11].



In the conditions of a full-scale war, "Diia" has become a fast and convenient
means of communication between Ukrainians and the state. The Ministry of Digital
Transformation has launched the most relevant and popular services among
Ukrainians. Among them are its own e-Document, which became available
iImmediately after the start of the full-scale invasion, services for internally displaced
persons, damaged property, payments of 6,500 from the state, unemployment
benefits, etc.

In addition, "Diia.TV" and "Diia.Radio" were launched, which allow donations
to be made through the app in support of the armed forces. "Diia. TV" had 1.2 million
viewers of the FIFA World Cup, 1 million viewers of Eurovision (including 166.7
thousand votes).

In the first weeks of the full-scale war, the Ministry of Digital Transformation
created the chatbot eVorog. Anyone with a smartphone could share photos of enemy
equipment, report collaborators and mines. Since its launch, the chatbot has been
used by about 500,000 Ukrainians: 438 thousand users; registration of damaged
property: over 300 thousand requests.

Diia launched military bonds in the application. This is an opportunity for all
Ukrainians to support the army and the country’s economy, and then their
contributions will be returned with profit. In a few months in 2022, 215 thousand
bonds worth over 215 million UAH were purchased in Diia [13].

Action Centers were created, providing services such as high-speed internet,
the development of ASCs, a paperless regime, and access to basic electronic services.

414 companies joined the special economic and legal space in Diia.City. This
Is more than 34 thousand professionals. They received special support from global
technology companies that support digital landings, in particular, Amazon AWS,
Google, ClearView and Recorded Future, etc.

Action.Business is a portal that helps entrepreneurs start, develop and grow
their business. Developed small and medium-sized businesses are the key to
economic stability and development of the country. In addition, a beta version of the
community portal "Action" was developed [8].

In accordance with the requirements of the Resolution of the Cabinet of
Ministers of Ukraine dated October Ne28, 2020 1087 "On Amendments to the
Resolutions of the Cabinet of Ministers of Ukraine dated July 18, 2007 Ne950 and
dated January 17, 2018 Ne55", the processing and approval of draft acts and their
submission for consideration by the Cabinet of Ministers of Ukraine in electronic
form using the corresponding module of the system of electronic interaction of
executive authorities has been ensured. As of today, all executive authorities are
connected to the system of electronic interaction of executive authorities, which can
fully use the functionality of the system. The system of electronic interaction of
executive authorities (SEIEA) includes more than 3.4 thousand organizations and
provides processing of 24 thousand electronic documents per day.

The information resource Integrated Electronic Identification System ID.GOV.UA is
cooperated by 3 electronic identification schemes, 30 providers of electronic trust
services, 40 banks-identifiers of the BankID system of the National Bank of Ukraine,
409 authentication systems, 323 systems for creating and verifying a qualified



electronic signature (QES) [6].

The Law of Ukraine "On Ministers" is formulated in such a way as to allow the
use of advanced electronic signatures instead of qualified electronic signatures, an
experiment has been launched to replace electronic trust service providers; as part of
the EU4DIGITAL project, Ukraine and Estonia have been included in the EU trust
list on European portals [12].

According to the international State Open Budget Survey (OBS) for 2024,
Ukraine ranks 79th out of 125 countries. OBS covers the activities of the Parliament,
Treasury, Ministry of Finance and the Accounting Chamber during the budget
process, analyzes information in budget documents, mechanisms for citizen
participation in decision-making during the budget process and the completeness of
the Accounting Chamber’s control over the use of State Budget funds [14]. This
position is due to the fact that the procedure for forming the state budget is quite
open, but is limited by the low level of participation of civil society in the budget
process and the insufficient use of digital tools.

The country today has all the conditions for the transition to a higher
technological level of development of the information society. The transformation of the
administrative system is becoming a step on the way to a radical increase in the
innovative economic development of Ukraine and the standard of living of the
population. However, progress in the process of transforming the state apparatus can
be achieved only if a systematic approach is applied to the adjustment of the existing
regulatory and legal framework, the creation of an appropriate system for protecting
information resources, the introduction of innovative digital information
technologies, and the training and continuous development of personnel.

The current situation in Ukraine is characterized by the approximation of the
administrative system to the standards of the European community, which
necessitates the proper reform of the public service and service in local government
bodies in accordance with European standards, where the mechanisms for providing
public services are the basis for the functioning of government in a democratic
society.

A significant number of national non-governmental organizations (NGOs)
contribute to improving the quality of public services through the implementation of
a number of regional projects in cooperation with international organizations, among
which one of the newest and most radical is the European Skills Promotion Program.

Steps towards improving and replacing administrative services with electronic
ones include adopting a legislative framework to ensure basic digital rights of
citizens, including the right to broadband Internet access, as well as expanding the
technologies available to consumers to reduce the cost of software, computers and
other equipment. Prerequisites for advancing Ukraine’s digital agenda are new
legislation on the digital economy and telecommunications, digital infrastructure,
achievements in the field of cashless economy (e-Commerce), electronic protection
(e-Trust) and developments in the field of cybersecurity (Cybersecurity). The Smart
City initiative, launched by the Ministry of Digital Transformation, demonstrates the
authorities’ confidence in the existing legal and institutional framework for



implementing a comprehensive approach to building an ICT ecosystem at the
regional and local levels.

The all-Ukrainian survey "Opinions and Views of the Population of Ukraine on
Government Electronic Services" was conducted by the Kyiv International Institute
of Sociology in October 2024 as part of a regular omnibus survey commissioned by
the United Nations Development Programme (UNDP). The survey asked adults (aged
18 and over) living in Ukraine about their views and opinions on a number of issues
related to the use of national electronic services.

According to the results of the study, the level of use of state electronic
services in Ukraine remains high, but it has decreased over the past year. Currently,
almost 55 % of respondents answered that they had used at least some services over
the past year (among men the figure is 59%, among women — 51 %). In 2023, the
figure was 64 %. However, compared to the figures for 2020 (52.6 %), there was a
slight increase of 2.1 %. At the same time, over the four years of observation, the
level of non-use decreased from 46.9 % to 41.6 % (Table 1).

Table 1

Survey of the population of Ukraine ""Have you had to receive electronic
government services in any of the following areas in the last year?"'

Respondents’ September September September October October
answers 2020 2021 2022 2023 2024
Used 52.6 60 63.4 64.1 54.7
Didn’t use 46.9 39.2 32.9 32.7 41.6
It’s hard to say 0.5 0.8 3.7 3.2 3.7

Compiled based on data [15, 16].

The fact that the share of citizens using public electronic services has
increased, but not significantly, can be interpreted in several ways. First, the absence
of "non-returns" indicates that, having used public electronic services, people, as a
rule, receive a quality experience that motivates them to do so in the future. In other
words, citizens are clearly aware of the usefulness and importance of these services.
Second, in a third of cases, the lack of use is explained by factors such as lack of
need, lack of skills, insecurity and problems with the Internet. Various measures
should be implemented to increase the level of use of services by this category of
people.

Fig. 3 presents information on which public electronic services respondents
used over the past year. As in 2022, most respondents (42%, in 2023 — 51 %) report
using the Diia. Other services were mentioned significantly less frequently. In
general, in addition to the Diia, such services as personal transport issues (15 %, in
2023 — 18.5 %), paid services for obtaining information from registers (13%, the
same as last year), pension provision (10 %, in 2023 — 16 %), obtaining passports or
contacts with the State Social Insurance Institution (10 %, in 2023 — 14 %), receiving
subsidies or benefits (9 %, in 2023 — 18 %), taxation (9 %, in 2023 — 12 %).
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Figure 3. Survey "Have you had to receive any electronic public services of

the following areas in the last year?"
Compiled based on data [15, 16].

During the analysis period, respondents most often used the application or
portal "Diia" (41.9% — 2023, 51 % — 2022). 15.4% of respondents applied for
personal transport, which is 3.1 % less than in 2022. A significant decrease in
applications on taxation issues — 8.9 % (2023), which is 0.1 % more than in 2020.
The most common service received by respondents was paid services for obtaining
information from state registers or obtaining digital extracts — 12 % (10 % — 2022),
pension issues are also popular — 10.2 %, although there is a decrease in requests
(16 % — 2022).

Among the selected population groups, the most frequent users of state
electronic services were veterans (79 %) and parents of children with disabilities
(76 %). Among IDPs, the overall level of service use is 68%, and among those who
raise a child on their own — 66 %. Next on the list are people with disabilities (49 %).
The least frequent users were older people, among whom the level of use is 26 %. At
the same time, representatives of all vulnerable categories used the Action most
often. Compared to 2023, people with disabilities (was 63 %, now — 48 %), IDPs
(was 85 %, now — 68 %), and older people (was 34.5 %, now — 26 %) used the
services statistically significantly less often. Among parents of children with
disabilities, the level of use changed within the margin of error, but the volume of use
of the Action decreased more significantly (from 67.5 % to 53 %). Also, older people
use Diya slightly less often (it was 17 %, now — 12 %). At the same time, among



single fathers/mothers, the use of Diia has increased (from 42.5 % to 58 %), although
the overall level of use of services in this category has not changed [10].

Compared to 2023, people with disabilities (was 63 %, now 48 %), IDPs (was
85 %, now 68 %), and older people (was 34.5 %, now 26 %) used the services
statistically significantly less often. Among parents of children with disabilities, the
level of use changed within the margin of error, but the volume of use of the Action
decreased more significantly (from 67.5 % to 53 %). Older people also use the Action
slightly less often (was 17%, now 12%). At the same time, among single
fathers/mothers, the use of the Action increased (from 42.5 % to 58 %), although
overall the level of use of services in this category did not change.

Currently, 42 % of respondents report using the Action (which remains a
significant indicator, but is lower than the 51 % in 2023). Among the identified
population groups, the most frequent users of the Action are IDPs (68 %), those
raising children alone (58 %), veterans (55 %), and parents of children with
disabilities (53 %). Among people with disabilities, this indicator is 33.5 %, among
older people — 12 %.

The Action is used more often by men (45.5 % versus 39 % among women),
younger respondents (use decreases from 65 % among 18-29-year-olds to 9 %
among respondents aged 70+), residents of larger settlements (the indicator increases
from 32 % in villages to 50 % in cities with a population of 100 thousand or more),
respondents with higher education (56 % versus no more than 31 % among
respondents with lower education), wealthier respondents (if among respondents with
low income 26.5 % use the Action, then among respondents with medium income —
48 %, among respondents with high income — 61.5 %).

The absolute majority of respondents who used government e-services (84 %,
in 2023 — 78.5 %) consider the experience to be rather or very positive. 56 % of them
report a "rather positive” experience and specify that some aspects need to be
improved. 10 % of users report a rather or very negative experience (in 2023 there
were 12 %).

The main reason for not using government e-services, as voiced by
respondents: lack of such a need. This was reported by 67 % of respondents, which is
almost the same as in 2023 (and in general this reason is always the most common).
The next most common reasons are lack of skills (44 %), distrust of e-services
(26 %), ignorance about the availability of the service (25 %), lack of a device with
an Internet connection (18.5 %).

Compared to 2023, there are significantly more people who believe that they
lack skills (from 27 % to 44 %). Perhaps some of the more general services
introduced earlier have become "usual”, and when it comes to more "complex"
services, some citizens feel that receiving them is associated with certain difficulties.

A review of scientific and professional publications [10, 11, 14 — 19] indicates
existing problems in the field of providing public services to the population, which
are presented in Fig. 4.
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philosophy of people-friendly governance”. This situation prompted the
authors to develop and implement many activities of the project “New
/ Ukraine - a new state with the participation of civil society”
-

today, the concept of "administrative services" is understood not as a
category of the concept of a service state, but primarily as "commercial
services" within the framework of the development of the concept of a

market economy

N
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according to the researchers and compilers of this rating, confirmed by
the well-known auditing company E&Y, the quality of public sector
services is characterized by "...low wages for civil servants and reluctance
to meet the needs of citizens (clients)"

-

N

according to a survey conducted by the Democratic Initiatives
Foundation, "...most citizens are not informed about the activities of local
and central government bodies that provide administrative service"...only
a small percentage knows about the creation of official web resources on
the provision of administrative services"

—>

he main reason for not using government electronic services was the lack
of need for them. This was reported by 69 % of respondents, almost the
same number in 2022. The following reasons are lack of skills (27 %),
lack of a device with Internet access (19 %), distrust of electronic
services (16.5 %), and ignorance about the availability of the service

t
L only 61 % of ASCs have ramps; 8 % have special toilets; 4 % have

—>

convenient self-service information terminals; 4 % have call buttons at
the main entrance; 1 % have wheelchairs and automatic doors; 1 % have
a responsible person for people with disabilities, only 1 % of ASCs
provide such support

—>

[Existing problems in the field of providing public services to the population

most ASCs (68 %) do not provide relevant services (banking services,
photocopying, laminating, stationery sales, scanning, etc.)

\ N I

Figure 4. Existing problems in the field of providing public services to the
population.

During the implementation of the National Informatization Program, 1,645
informatization projects with a total value of 6,539.6 million UAH were submitted to
the general customer for consideration and approval in 2023. This concerned projects
that were supposed to be implemented in the interests of customers at the expense of
the state budget and/or other sources not prohibited by law, and their estimated cost
exceeded 500 thousand hryvnias [11].



Thus, during the reporting year, the general customer approved 1,598
informatization projects with a total value of 6,350.9 million UAH for
implementation in 2023. Among them, informatization projects, the customers of
which were central executive bodies and local self-government bodies, prevailed.

Table 2
Informatization projects approved in 2022-2023

% in the total cost

' Num_ber of Total cost, million of implemented
Project customer projects UAH projects
2022 | 2023 2022 2023 2022 2023

Central executive bodies, law | 250 428 2632.1 2156.8 31.49 33.96
enforcement, judicial and other
state bodies
State enterprises, institutions and | 58 207 357.3 908.3 7.3 14.3
organizations
Military units 68 134 189 813.3 8.56 12.81
Administrative  regions and | 65 260 342.1 638.4 8.19 10.05
territorial authorities
Kyiv City State Administration | 105 149 604.2 1055 13.22 16.61
and Kyiv Municipal Enterprises
Municipalities and utilities 200 394 437.1 702.1 25.19 11.06
Other customers 48 27 90.6 77 6,051.21

Compiled based on data [10, 11].

According to the dynamics of approval of informatization projects for 2022-
2023, the largest number of projects is consistently accounted for by central executive
bodies, law enforcement agencies, judicial and other state bodies — 428 projects (250
— 2022), although the total cost of projects has decreased from 2,632.1 million UAH
in 2022 to 2,156.8 million UAH in 2023. The rapid growth in funding for
informatization projects for military units from 189 million to 638.4 million (UAH) is
associated with the use of innovative information technologies to ensure the country’s
national security during martial law. During 2023, the number of informatization
projects for regional administrations and territorial authorities increased from 65
projects (2022) to 260 projects and almost doubled in total cost in 2023 — 638.4
million.

At the same time, during 2023, customers reported the conclusion of more than
64.4 thousand contracts for projects and informatization works worth less than 500
thousand hryvnias in accordance with the procedure determined by the general
customer [10].

As of January 1, 2024, the number of access points to administrative services
was: 1,304 ASCs, 140 territorial divisions, 2,828 remote workplaces, 31 mobile
ASCs. At the same time, 392 village elders provide administrative services in
accordance with part six of Article 13 of the Law of Ukraine "On Administrative
Services" [6].



In recent years, the Ukrainian government has developed new tools for e-
democracy. These include e-petitions, the e-parliament initiative, open budgeting,
mandatory e-declaration of assets, and ambitious plans for open data and online
procurement [18].

It should be noted that the study [1, 2, 20 - 22] identified the following areas
for the development of e-government services (Fig. 5).

"SR
/ combining and integrating service delivery channels. It is important to \
provide services using different channels and to give citizens the opportunity
to receive services through the channel of their choice, rather than relying
solely on e-service channels. Since each service delivery channel has
different characteristics and different value in combination with other
— channels, some channels are better suited to providing certain types of
services than others. It is therefore important to adapt service delivery
channels to the needs of different users and the characteristics of different
government services, rather than moving all services online. The more e-
government services (that meet the specific needs of citizens) are provided

\ through the appropriate channels, the more likely they are to be used /

personalization of public services for specific citizens. Identification and
segmentation of user databases (identifying user segments and grouping users
|, | with similar characteristics such as gender, age, marital status, etc.) allows for
better tailoring of public services to the needs of individual users, which is
likely to have a positive impact

/ in the use of mobile technologies. The rapid development of mobile \

technologies allows governments to provide public services to all segments of
the population. The greatest socio-economic impact of the use of mobile
technologies is likely to be in resource-poor rural areas and developing

countries, where access to fixed broadband is absent or limited. In the United
States, for example, almost all government agencies have witnessed the
spread and impact of mobile technologies, as more users access websites

k from mobile devices /
4 I

use of social media. Social media (e.g. Facebook, Twitter) is a rapidly
growing tool for online interaction and a channel through which public
authorities can take into account the opinions of citizens and communicate
directly with them. The advantage of using social media is that it allows the
state to identify citizens’ needs and develop more immediate services, rather
than relying solely on expensive traditional citizen surveys

Directions for the development of e-government services

)

Figure 5. Directions for the development of e-government services.

)

Ensuring the quality of electronic public services involves at least three stages
of e-government development according to the UN methodology. The methodology



defines a four-stage model of online service development, where the first stage
corresponds to the emergence of information services, the second — interactive
services, the third — transactional services and the fourth — transformational services.
Each stage increases in complexity and, as a rule, requires a greater allocation of
resources.

In the process of providing e-government services, the following services
should be available to users: easy access to up-to-date information about services
through relevant portals and websites; downloading forms of documents required to
receive administrative services, or filling out these forms online; online informing
applicants about the status of the provision of administrative services; SMS messages
are also widely used; in cases where a fee is established for the provision of
administrative services, payment is made online.

Conclusion. Although there is a positive dynamics of the development of the
information society in Ukraine, there are still many problems and contradictions that
need to be resolved at the national level. It is the use of digital technologies that
creates the prerequisites for the transformation of the functioning of public
institutions and the development of the institutional architecture of public
administration, which ensures effective interaction between the state, business and
civil society.

Therefore, more effective integration of Ukrainian society into the European
one, including the improvement of the system of public service provision, requires
the creation of new models based on the use of modern network technologies,
including information and communication technologies, through the use of
appropriate tools, normatively defined on a scientific basis. Despite the widespread
distribution and high popularity of electronic services around the world, there are still
differences in national approaches to the implementation of electronic governance.
Assessments of the development and effectiveness of the use of electronic
governance management technologies in the process of providing public services are
subjective and are based on the assumption that the use of electronic services is
uneven and useless.

The goal of e-democratization in Ukraine is the openness of all public bodies to
all citizens and increasing opportunities for active political participation. The use of
innovative technologies by the authorities in political relations is aimed at involving a
larger number of citizens in the management process and creating another possible
mechanism for their legitimacy. In the context of the formation of an information
society, it is important to recognize that the tools of e-democracy, such as e-
government, e-mail communication, social networks, feedback forms on corporate
websites, e-surveys, e-questions and appeals, e-forums and e-journals, are useful not
only for citizens and society, but also for the state itself, especially given that they
increase the efficiency of public institutions and the functioning of civil society
Institutions.

The government of our country is gaining ground on the Internet, increasingly
becoming a government of "virtual space" and building its own innovative model of
e-government. The activities of e-government include the creation of online services
for individuals and legal entities on a single portal, the introduction of electronic



document management in executive bodies, closed private information networks to
ensure information flows within state bodies, a comprehensive information and
communication infrastructure, cryptographic systems and other information
protection measures implemented using electronic signatures, electronic keys, smart
cards and other authorized access measures. That is, e-government not only provides
citizens with easy access to public information and services and the opportunity to
participate in the work of democratic institutions of society, but also improves the
quality of public services and increases digital awareness.
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