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STRATEGIC DIRECTIONS FOR MODERNIZATION 

OF THE ADMINISTRATIVE SERVICES PROVISION SYSTEM DURING 

THE TRANSFORMATION OF THE ADMINISTRATIVE ENVIRONMENT 

 
The development of strategic directions for improving the system of 

administrative services in modern conditions should be based on the principles of 
adaptability, inclusiveness and continuity of service. The experience gained during 
martial law clearly indicates that further modernization of the system cannot be limited 
to cosmetic changes in procedures. A comprehensive rethinking of the interaction 
between the state and the citizen is necessary, where the main priority is not just 
providing a service, but solving a specific life situation of a person in the shortest 
possible time. 

The primary strategic vector for improving the system is strengthening the 
institutional resilience of the network, which involves creating reliable backup copies of 
the digital infrastructure and implementing unified protocols for functioning in crisis 
situations. For the Kharkiv region and other regions under constant security pressure, 
the transformation of mobile ASCs into full-fledged autonomous service centers is of 
particular importance. An important step in this direction is the proposed legislative 
consolidation of the status of a «mobile administrator». This will allow specialists to 
receive authorized access to state information resources even in a protected offline 
mode (with subsequent data synchronization), which will guarantee the continuity of 
service to citizens under any conditions, regardless of the state of local communication 
networks or energy supply. 

The priority strategic vector of modernization is the implementation of the «life 
events» model, which involves the transformation of the role of the state from a passive 
registrar to a proactive service partner. The conceptual logic of this approach is to 
automate the launch of administrative procedures in response to a change in the life 
situation of a citizen without the need for his direct appeal to the authorized bodies: 1) 
and identification of the user’s life event; 2) automatic exchange and verification of data 
through the «Trembita» system; 3) formation of a comprehensive package of 
administrative services; 4) provision of the result to the user through the «Diia» 
application. 

As J. P. Pavlovych-Seneta rightly notes, the establishment of new principles of 
modernization should be accompanied by a resolute rejection of excessive paper 
document circulation and a transition to the «Once-Only» principle. According to this 
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principle, public authorities lose the right to demand from a person information or 
documents that are already contained in state information resources [1, p. 331]. 

Strategic improvement of the system is also related to increasing inclusiveness 
and developing digital competencies of the population. The physical spaces of service 
centers should gradually transform into digital education centers, where administrators 
act as mentors and consultants, helping citizens master self-service tools. This will help 
overcome the existing digital divide and prepare society for a complete transformation 
of the administrative environment. Only by combining technological resilience, 
proactive procedures and barrier-free access can an effective system be formed that can 
become the basis for the rapid post-war reconstruction of communities and 
strengthening trust between society and the state. 

The third strategic vector of development of the administrative services system is 
a radical reform of personnel policy in combination with strengthening of institutional 
interaction with the public sector. Modernization of the system requires a radical 
revision of personnel policy and functional role of the center staff. A modern 
administrator must transform from a technical executor into a professional service 
manager, which requires the formation of an updated competency profile that combines 
professional training with developed personal qualities. The target model of 
competencies of the ASC administrator within the service paradigm by skill groups and 
main competencies has the following structure: hard skills (legal literacy, digital 
expertise) provides systemic knowledge of legislation, work with registers, cyber 
hygiene; soft skills (empathy, conflictology, active listening) guarantee psychological 
support in difficult situations, effective verbal interaction; self-management (stress 
tolerance, time management) ensures maintaining efficiency during peak periods, 
preventing professional burnout; service culture (result orientation, respect for dignity) 
builds trust in state institutions through a high culture of service. 

Involving such organizations in the process of developing and improving 
professional standards will make the system more adapted to the real needs of residents. 
The joint creation of regional training centers and educational hubs based on such 
interaction will allow for the prompt training of personnel who not only possess the 
latest technologies, but also adhere to a high culture of service focused on respect for 
the dignity of each person. Further deepening such cooperation will contribute to the 
formation of a professional community of administrators who will feel part of global 
reforms, and not just cogs in a bureaucratic machine. 

A separate strategic priority should be the development of a «digital inclusion» 
system. Despite significant successes in the implementation of electronic services, a 
significant part of the population, especially the elderly or residents of de-occupied 
territories, still experience barriers to access to technology. The improvement strategy 
should include transforming the physical spaces of ASCs into digital education centers. 
This means creating special self-service zones where administrators act as mentors, 
teaching citizens how to use state portals. This approach will allow us to gradually 
overcome the digital divide and prepare society for a full transition to paperless 
technologies, leaving no one «outside the process». Another direction of modernization 
is the introduction of intelligent big data analysis systems. A promising vector of digital 
modernization in Ukraine is the transition to the «Smart Governance» model, which is 
based on the use of predictive analytics tools. 
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The use of artificial intelligence to analyze large data sets allows the system to 
transform from a static structure into a dynamic ecosystem capable of self-correction in 
real time. The integration of machine learning algorithms provides a transition to 
predictive analytics, which allows you to identify potential «bottlenecks» in the work of 
centers before critical delays occur. In addition, the introduction of intelligent chatbots 
and decision support systems personalizes interaction with each citizen, significantly 
reducing the time for scheduled consultations and minimizing the likelihood of errors 
caused by the human factor. 

An important vector of modernization of the system is the strengthening of 
horizontal coordination between territorial communities. In modern conditions, the 
creation of joint service centers is not only a way to save budget funds, but also a 
strategic tool for ensuring equal access to state guarantees for residents of remote areas. 
Such intermunicipal cooperation allows accumulating intellectual, technical and 
financial resources that are often unavailable to an individual small community. 
Strategic improvement of the system on a national scale requires a transition to a service 
clustering model – combining the potential of several communities around one powerful 
support ASC. 

Strategic aspects of digitalization and legal support should be considered 
exclusively in close connection with the reform of territorial administration, which 
allows creating a holistic service space independent of administrative borders [2, p. 
126]. Such an approach stimulates the development of partnership relations between 
local governments, transforming them from competitors for resources into allies in 
improving the quality of life of residents of an entire district or cluster of communities. 
Intermunicipal cooperation creates conditions for specialization of human resources, 
when specialists from different communities can focus on certain complex areas. In the 
long term, the development of such coordination should become the basis for the 
formation of regional service networks capable of flexibly adapting to migration 
processes and security challenges, guaranteeing each citizen stable access to state 
guarantees regardless of their physical location. 

The strategy for improving the system should include strengthening the financial 
capacity of territorial communities to maintain the network of ASCs. It is advisable to 
develop mechanisms to encourage local authorities to expand the list of paid services, 
the income from which will be directed to the modernization of the technical base of the 
centers and material incentives for personnel. Only through a combination of 
technological innovations, professional renewal of personnel and financial stability can 
the system of administrative services become a reliable foundation for the post-war 
reconstruction of Ukraine. 
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