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SYNERGY OF PUBLIC AUTHORITY BODIES AND CIVIL SOCIETY
INSTITUTIONS IN THE ACTIVITIES OF THE ADMINISTRATIVE
SERVICES PROVISION SYSTEM

Analysis of the practical activities of the system of administrative services allows
us to state significant positive changes in the quality of interaction between the state
and society at the national level. The effectiveness of this system is now measured not
only by technical indicators, but also by the level of public trust. According to
monitoring results [1], as of the end of 2025, the overall level of satisfaction with the
quality of service in the ASC network exceeds 94%. Such dynamics indicate the
successful implementation of the state strategy, where the priority is the convenience
and speed of procedures for every citizen, regardless of the region of residence.

The processes of transformation and improvement of service standards are
especially clearly traced on the example of large municipal networks. In particular, the
experience of the city of Kharkiv demonstrates the system's ability to withstand
significant loads: in the first half of 2026, 350 thousand services were provided, since
the beginning of the full-scale invasion, the network has provided more than 2.6 million
services [2]. Similar high throughput rates are characteristic of other regional centers,
such as Kyiv, Lviv and Dnipro, where the introduction of strict time regulations
reduced waiting times to 3—7 minutes. This confirms the effectiveness of logistical
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document flow routes, which have become a benchmark for the development of the
ASC network throughout the country. Such an approach allows not only to ensure
efficiency, but also to form a single quality standard that is felt by residents of both a
large city and a small territorial community.

Analysis of the system of administrative services shows that the key factor of
success is not only speed, but also the comprehensiveness of services. The introduction
of package services («life events») and the implementation of the «single window»
principle have allowed citizens to resolve several issues in one visit, which
significantly saves time and resources. It is also important to emphasize that the level
of trust in the ASC network is directly correlated with the transparency of procedures:
the lack of direct contact with decision-makers and digital accounting of each stage of
application processing practically eliminate corruption risks.

Regular monitoring of activities allows you to quickly identify weaknesses in the
organization of processes and adapt the work of centers to peak loads. The dynamics
of indicators of convenience, speed and overall satisfaction of citizens, observed in
recent years, clearly illustrates a qualitative leap in the development of the state service
model [1]. The dynamics of the main indicators of the effectiveness of the
administrative service provision system in Ukraine for the period 2021-2025 shows
that the most dynamic growth occurred in the area of overall satisfaction with the
quality of services (CSl), the indicator of which approached the maximum possible
values. This confirms the thesis that the domestic model of ASCs has successfully
passed the formation stage and is currently in a phase of qualitative improvement. The
increase in the share of citizens who positively assess the convenience of centers (from
44% to 61%) indicates the effectiveness of not only the physical accessibility of
premises, but also the well-thought-out ergonomics of the internal space, the presence
of comfortable waiting areas and electronic queue systems.

Of particular interest is the structure of the services themselves, which are in the
greatest demand. It is thanks to the analysis of demand that it is possible to identify
priority areas that require further automation or staffing. To understand the national
trends in the development of the service model, it is advisable to consider the structure
of requests using the example of the Kharkiv region. The specificity of demand reflects
the all-Ukrainian priorities of the population and allows us to identify the «core» of the
most popular administrative services that require priority automation. Data [2] clearly
demonstrate that more than 60% of the total load on the system is made up of passport
services and issues of registration of place of residence. This confirms the strategic
feasibility of digitizing these areas through the «Diia» ecosystem, since the transition
of mass services to an online format allows us to radically unload physical centers and
focus resources on complex cases that require the personal presence of the applicant.
In the context of assessing the effectiveness of the system, it was found that automation
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of processes in itself is not able to ensure a high level of citizen satisfaction without a
qualitative transformation of the service culture and professional training of personnel.
The professionalism of the administrator of the ASC in modern conditions is
determined not only by knowledge of the regulatory framework, but also by developed
communication skills, stress resistance and the ability to promptly resolve non-standard
situations. The development of human potential in the service provision system in
Ukraine is carried out through the systematic implementation of educational programs
aimed at forming service ethics and mastering modern digital tools. The use of
advanced European experience and constant analysis of feedback from service
recipients allow the formation of high standards of professional culture. It is the
synergy of technological renewal of centers and the work of highly qualified specialists
that is the key condition for the institutional stability of the entire state system of
administrative services.

Such multifaceted development requires a clear understanding of the factors that
have a decisive impact on the modernization of the entire state system. An analysis of
the key components of success emphasizes that a significant share of the system's
success (20%) is ensured precisely due to high-quality staff training, where interaction
with the public sector plays an important role [1]. In particular, the involvement of
specialized public organizations and expert communities allows for professional
training of administrators, developing not only legal literacy, but also psychological
resilience in working with visitors. This approach creates a synergistic effect, where
state resources are combined with the expert potential of civil society.

For a deeper understanding of the quality of feedback between the state and
society, it is advisable to analyze the dynamics and effectiveness of work with citizens’
appeals in central executive bodies. Using the example of the State Statistics Service
of Ukraine, in 2025, an intensification of the civil position of the population was
observed: the total number of requests increased by 13.3% compared to the previous
year [3]. The main indicators of the effectiveness of processing these appeals and their
internal structure demonstrate the stability of high standards of processing appeals: the
total share of positively resolved issues and qualified explanations provided remains at
the level of over 78%. This indicates the systemic nature of management processes and
the absence of bureaucratic delays, despite the quantitative increase in the workload on
personnel. The increase in the share of explanations provided in 2025 to 60.1%
confirms the nationwide trend: state authorities are increasingly turning into
intellectual consulting centers. Such positive dynamics create a reliable basis for
further digitalization of feedback channels, which will allow us to respond even more
quickly to citizens’ requests, while maintaining the high quality of information processing.

For a detailed analysis of service quality, it is advisable to consider the structure
of the CSI index through the prism of the subjective perception of service by
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consumers. This allows us to differentiate the loyalty of citizens to individual aspects
of the centers' activities: from the professionalism of the staff to the convenience of the
location. The generalized results of the assessment of the survey of respondents on a
four-level scale allow us to state a high level of positive perception of the
administrative services system. In particular, for all five studied categories, the share
of the «Excellent» rating consistently exceeds 90%, and in combination with the
«Good» rating, the total positive response reaches 98-99%. The highest level of
satisfaction was recorded in the «Completeness of the list of services» category
(91.1%), which confirms the success of the transformation of ASCs into multi-service
platforms. The minimum share of critical reviews (on average 0.3-1.1%) indicates that
cases of dissatisfaction are isolated, not systemic [1]. Such uniformity of high
indicators according to various criteria confirms the effectiveness of the chosen
modernization strategy, where the quality of technological processes is organically
balanced with a high level of professional ethics of personnel and the convenience of
the service space.

Concluding the analysis of the interaction between state authorities and the public,
it should be emphasized that such synergy allows the service delivery system to remain
adaptive and people-oriented. Civil society institutions act as independent monitors
that highlight the real needs of residents, which are not always fully reflected in official
statistics. It is this constant dialogue that contributes to the transformation of ASCs
from bureaucratic structures into modern service spaces, where the state acts as a
reliable partner of the citizen in solving his life tasks.
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