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Hayionanvhuil topuouunuii ynisepcumem imeni HApociasa Myopoeo
Xapkie, Yxpaina
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Kadgheopa meopii pinocoghii' i npasa

Hayionanvhutl topuouunuil ynisepcumem imeni HApociasa Myopoeo
Xapkie, Yxpaina

Bioodin koopounayii npasosux docriodicens
Hayionanena axademis npasosux nayx Yxpainu
Xapxis, Yxpaina

Karepuna OuieriBna I'etbman

Bioodinenns npasosnascmesa
Xapriscokutl 0epaicasHuil asmomoOiibHO-00POACHIL KOO
Xapxis, Ykpaina

CBITOBUM AOCBIA BIIPOBA AKEHHS EAEKTPOHHIX
AAMIHICTPATUBHUX ITIOCAYT

Anortauisi. O0Hum i3 hakmopie po36UmMKy 2pOMAOSIHCLKO20 CYCHIIbCMBA Y OeMOKPAMUYHO PO3GUHYMUX KPAiHAX €
oiesutl, HANA200NCEHO (QYHKYIOHYIOUUT THCMUMYM HAOAHHS AOMIHICMPAmMUGHUX elekmpoHHux nociye. Hessadcarouu
Ha [HMEHCUBHICb MA WUPOKULL CHEKmp OO0CHIONCeHb, NPUCBIHEHUX DISHUM dACNeKMAaM HAOAHHS eNeKMPOHHUX
AOMIHICMPAMUBHUX NOCTY2 HACELEHHIO, Dazamo NUMans y Yitli cepi 3anumaiomspcs 00CUms OUCKYCIIHUMU, d MAKOJIC
HeOOCmamHubo 00CHIOdNCeHUMY, WO 1 00yMOSUI0 akmyanvHicms pobomu. Cmamms Hanpagiena Ha OO0CHIONCEHHS
ocobausocmetl 8NPOBAONCEHHS LEKMPOHHUX AOMIHICMPAMUBHUX NOCAY2 Y NPAKMUYI Kpain 3 HAOLIbul pO3GUHYMUMU
MEXAHIZMAMU  e1eKMPOHH020  ypaoysanus. Ilpu odocniodcenni npobiemamuxu OyIu BUKOPUCMAHI  CYKYRHICMb
3a2AbHOHAYKOBUX M A CREYIATbHUX MEMOOI6 NI3HANHS, 30KPeMa NPOGIOHUMUMEMOOAMU OYIU: OlaNeKMUUHUL, NOPIGHSIbHO-
npaeosull, ananizy, cunmesy, maymadenns. Ilpoananizosano kpumepii oyinKu enekmpoHHUX AOMIHICMPAMUSHUX NOCTY2
6 nposionux kpainax €sponeticvkoeo Corozy ma CIIIA. JJocniosceno 6a306i enekmporui aOMIHICMPamueHi nociyeu os
2POMAOSIH 8 OHLALHOBOMY PeNCUMI, WO Hadarmuvcs y Kpainax €sponeticokoi cnigopyscnocmi. Busueno ceimosuti 00csio
BNPOBAOICEHHS ENeKMPOHHUX AOMIHICMpamueuux nocaye y maxux kpainax, ax: CLIA; ®panyia; Beruxobpumanis;
Himeyuuna;, Ecmonis ma Ilseyis. Copmynvosano asmopcovkuil nioxio 00 GU3HAYEHHS. NOHAMMI eleKmpPpOHHUX
AOMIHICMPAMUBHUX NOCTY2, WO IPYHIYEMbCS HA 6IACHOMY PO3YMIHHI Yb020 NOHAMMS, 3 RO3UYIT 3A2ANbHOMEOPEMUYHO20
ananizy. 3pobieno 6UCHOBOK Npo me, Wo OOHUM I3 KPAWUX CHOCOOI8 CMUMYIIO8AHHS HAOAHHS AOMIHICIPAMUGHUX
nocuye 6 enekmponnii gopmi y xpainax €sponeiicokoco Coiosy € cmanoapmusayisi ix HaO0auHs — po3pooKa 4imKux
Op2aHi3ayitiHuX ma MmexHiko-mexHoN02IYHUX NPABUT MA BUMO2, A 20NI06HA iX NO3UYIA NOJIALAE 8 MOMY, WO HAOAHHS NOCTY2
yepes eeKmpoHHI 3acobu 36 'sI3Ky MAE€ OONOBHIOBAMU, 4 HE 3AMIHAMU COO0I0 THUL KAHAIU KOMYHIKAYLT

KuarouoBi cioBa: erexkmponne ypsaoysauws, [HOOPMAYIHO-KOMYHIKAYIUHI mexHoNo2ll, iHpopmayitine Cycniibcmeo,
AOMIHICMPAMUGHI NOCIyeuU, elekmponHi nocayeu, Inmepruem
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GLOBAL EXPERIENCE IN IMPLEMENTING ELECTRONIC
ADMINISTRATIVE SERVICES

Abstract. One of the factors for the development of civil society in democratically developed countries is an effective, well-
functioning institution for providing administrative electronic services. Despite the intensity and wide scope of research
covering various aspects of providing electronic administrative services to the population, many issues in this area remain
quite debatable, as well as understudied, which conditioned the relevance of the study. The study is aimed at investigating
the specific features of implementing electronic administrative services in the practice of countries with the most developed
e-government mechanisms. In the study of the problem, a set of general scientific and special methods of cognition was
used, in particular, the leading methods were: dialectical, comparative legal, analysis, synthesis, interpretation. The study
analysed criteria for evaluating electronic administrative services in the leading countries of the European Union and
the United States. The study examines the basic electronic administrative services for citizens in online mode provided
in the countries of the European Commonwealth. The study examines the global experience of implementing electronic
administrative services in such countries as: USA; France,; Great Britain;, Germany, Estonia and Sweden. The authors
approach to defining the concept of electronic administrative services is formulated, based on a personal interpretation
of this concept from the standpoint of general theoretical analysis. It is concluded that one of the best ways to encourage
the provision of administrative services in electronic form in the countries of the European Union is to standardise their
provision — the development of clear organisational and technical-technological rules and requirements, and their main
position is that the provision of services through electronic means of communication should complement, and not replace
other communication channels

Keywords: e-governance, information and communication technologies, information society, administrative services,
electronic services, Internet

INTRODUCTION

Anecessary component of the development of e-governance  sector, etc. However, the development of e-governance in

is the widespread use of information and communication
technologies in the field of public administration. The
current state of providing administrative services in
electronic form in the countries of the European Union is
described by significant achievements. The achievements
of the European Union countries indicate an increase in the
attention of the member states to the development of the
information society, expanding the scope of application of
information and communication technologies in the public

Ukraine, including the provision of administrative services
in electronic form, is hindered by the presence of a large
number of legal, organisational, material, and technical
problems. One of the components of the development of
the information society is e-governance — a fundamentally
new way of exercising state power towards developing
democracy through the use of a wide range of advanced
and innovative electronic information and communication
technologies that ensure the provision of qualitatively new
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and diverse public services in real time for all categories
of persons, both internationally and nationally and
egionally [1].

Its main purpose is to create such relations in
society where public administration is carried out based on
the principles of openness and transparency, qualitatively
new forms of activity of public administration bodies,
their interaction with citizens and business entities through
access to managerial information resources with the
prospect of providing electronic administrative services, to
exercise their attitude towards state and local government
bodies using Internet resources.

In the legal literature, there are also different
opinions regarding the term “service”. Some scientists
believe that a service is an activity aimed at obtaining an
intangible result [2]. It is possible to distinguish a number of
features that are inherent in the institution of administrative
services: provision at the request of an individual or legal
entity; concerns the rights and/or obligations of such a
person, that is, an administrative service is rendered for the
sake of providing conditions for the acquisition, change,
or termination of the rights and/or obligations of persons;
rendering by administrative bodies (primarily executive
authorities, local self-government, other state bodies)
necessarily through the exercise of power, because the
administrative body has a “monopoly’ on the provision of
a specific administrative service [3].

Defining a new mission setting political goals and
objectives of a new quality and developing a strategy
for government bodies lead to the development of new
management functions and new ways of providing public
services. They aim to adjust administrative services and
search for new information technologies for providing
public services. First of all, political goals are formulated
at the state level, taking into account national interests
and opportunities for their implementation on the part
of the authorities. Then tasks are defined that require the
provision of certain services to citizens, businesses, and
other government organisations and institutions based on
administrative services. And only last of all is attention
paid to technologies that ensure the implementation
of administrative services. The concept of the state as a
consumer-oriented service organisation has become a
methodological tool for changes in the provision of public
services. The ideological basis of administrative reform
should be the introduction of the doctrine of administrative
services. Recognition of a person, their life and health,
honour and dignity as the highest social value requires
rethinking the role of the state and radically changing
relations between the authorities and citizens.

In the activities of any organisation, including the
state one, there are three levels of processes: 1) primary
activity (implementation of the functions of the institution
prescribed in the relevant regulatory documents);
2)secondary activity (aimed atimproving the main function:
information systems and technologies of the organisation);
3) activity aimed at improving the function (development
of the strategy and architecture of information technologies
of the organisation) [4]. The introduction of administrative
services in electronic form is one of the main ideas of

e-governance. In general, electronic services are understood
as various types of tangible and intangible services provided
in electronic form using ICT, including the Internet [5].
The above leads to the implementation of a study of the
provision of administrative services in electronic form on
the example of the experience of countries with the most
developed e-government mechanisms, which in the future
will contribute to improving the quality of administrative
services to the population and adapting Ukrainian legis-
lation to EU legislation. In addition, Ukrainian science
does not pay enough attention to the issue of studying
the specific features of the introduction of electronic
administrative services in the practice of foreign countries,
and a large number of researchers have not yet agreed on
many key issues of the subject matter under consideration.

The study of the features of the introduction of
electronic administrative services in the practice of countries
with the most developed e-government mechanisms and
the generalisation of the existing array of developments
on this issue is not easy, which explains its scientific lack
of research. Some aspects of this issue, in one way or
another, have been studied by such foreign and Ukrainian
scientists as: M. Kaluti [6], A. Klich [7], S.A. Marzooqi [8
HM. Park [9], J. Rocha [10], A. Al-Refaie [1
D.A.Spadek[12],0.M.Andreeva[13],Ye.O.Arkhipova[ 1
V.M. Babaiev [5], V.P. Gorbulin [15], M.S. Demkova [1
S.V.Dziuba[17],0.N.Yevtushenko[18],1.V.Klymenko[ 1
Ya.V.Kozhenko[20],N.Kozachenko[3], V.Kuznetsov [2
A.L. Semenchenko [22].

The purpose of the study is to investigate the
features of the introduction of electronic administrative
services in the practice of countries with the most developed
mechanisms of e-government based on the generalisation
of the existing array of developments of well-known
Ukrainian and foreign scientists and researchers, as well
as in the provision of the author's concept and conclusions
regarding electronic administrative services.

1. MATERIALS AND METHODS

To achieve the formulated goals and objectives, the study
uses general scientific and special methods of scientific
cognition. This made it possible to carefully analyse all the
issues related to the specifics of implementing electronic
administrative services in the practice of countries with
the most developed e-government mechanisms. Thus,
the dialectical method made it possible to describe and
study the content and ideas of electronic administrative
services, which are one of the elements of the structure
of e-government, and represent a certain process of find-
ing new approaches to analysing the structure of state
processes and searching for new models for describing
state activities, which in turn make it more convenient,
faster, and more efficient. The comparative legal method
was used to study and compare foreign experience and
an array of accumulated data from leading foreign and
Ukrainian scientists, namely, the study investigated
the world experience of implementing basic electronic
administrative services for citizens online, provided in the
USA and Europe.

The synthesis method helped to establish that a

>

>

>

ls
1]
4],
6]
9]
1]

>

81




Journal of the National Academy of Legal Sciences of Ukraine, Vol. 28, No. 1, 2021

fully electronic administrative service is considered when
online interaction is possible at all four stages that are
inherent in each type of service: 1) informing — providing
online information about the public service; 2) one-way
interaction — provided the ability to download document
forms; 3) two-way interaction — provided the ability
to process document forms, including authentication;
4) conducting electronic transactions — provided the
ability to deliver them (for example, payments). Moreover,
this method has helped to cover the content of such an
important component of electronic administrative services
as cross-border administrative services in the European
Union countries, which are stipulated in the regulations
of the European Parliament and of the Council. The
method of analysis helped to identify the list of basic
public services in the European Commonwealth countries
for business entities, which includes: social deductions
for employees; corporate taxes: declaration, etc.; value-
added tax: declaration, notification; registration of a
new company; submission of statistical data; customs
declaration; obtaining permits related to environmental
protection; public procurement.

Furthermore, European countries believe that
the provision of services through electronic means of
communication should complement and not replace other
communication channels. Conventional ways of obtaining
services (by telephone, mail, or by personal contact) will
continue to exist, constantly improving so that all citizens
have better access to information and services from
their governments. Citizens can choose their channel of
communication with their government and pan-European
structures. Using the method of interpretation, it became
possible to give the author’s innovative and legal definition
of the concept of electronic administrative services, based
on their understanding of this term, from the standpoint
of theoretical and legal analysis and modern challenges
to the development of society. Using the system method,
the content of such an important component of electronic
administrative services as cross-border administrative
services was covered, which will help in combining
individual electronic services into a unified web portal,
the functions of which will ensure the provision of a wide
scope of public services in electronic form throughout the
European Union.

The generalisation method has demonstrated that
the introduction of electronic administrative regulations
is not so much automation as finding new approaches to
analysing the structure of state processes and searching
for new models for describing state activities. Moreover,
improving the system of providing electronic administrative
services for the Member States of the European Union
is politically important, since this is how the authorities
constantly communicate with citizens on a daily basis.

In addition, the phenomenological method helped
to classify electronic administrative services for the
possibility of automation: fully automated — administrative
services where the relevant processes (acceptance of
applications, rendering of services, payment, delivery of
the result of administrative services, etc.) are performed
in electronic form; partially automated — administrative

services in which part of the processes is performed in
electronic form, and — part — in “manual mode”; services
provided in “manual mode” — administrative — services
where all relevant processes are not automated.

2. RESULTS AND DISCUSSION

2.1. The concept of electronic administrative services and
the service approach to the essence of the state

In the context of the modern development of the information
society, the mainrequirement on the part of subjects applying
for administrative services of state and local authorities is
the availability and transparency of the provision of these
services, which is also effectively ensured by the gradual
transfer of these services to electronic form. Such services
are also called electronic administrative services. It is the
provision of electronic administrative services that is the
main prerequisite for bringing the authorities closer to the
average citizen, meeting their needs and one of the main
priorities for the development of e-governance in the
world. The methodological basis for the development of
the infrastructure of interaction between the authorities
and citizens is the concept of state service to the citizen —
the service concept of public administration as a modern
understanding of the social purpose of the state, where
the priority task of democratic governance is to serve
civil society, and the main form of activity of government
institutions is the provision of public services [23].

The introduction of administrative services in
electronic form is one of the main ideas of e-governance. In
general, electronic services are understood as various types
of tangible and intangible services provided in electronic
form using ICT, including the Internet [17]. In this regard,
M.S. Demkova and M.V. Figel express a correct opinion,
believing that the provision of electronic administrative
services is when a citizen, by filling out a questionnaire
(registration card, etc.) directly on the website of a particular
body or by filling out a questionnaire in elect—ronic form
and sending it by e-mail to the appropriate authority,
can receive a particular administrative service, such as
registering as a subject of entrepreneurial activity [16].

That is why, based on all the above, it is still
considered necessary to interpret it in a slightly different
form: an electronic administrative service is any state
information service of a public administrative nature,
implemented through the use of information and
communication technologies and the Internet, provided
to the subject of appeal by state and local government
bodies in electronic form, and has the goal of improving
the quality and improving the process of their provision.
Proceeding from the above, the introduction of electronic
administrative regulations is not so much automation as
finding new approaches to analysing the structure of state
processes and searching for new models for describing
state activities.

In the process of developing and using e-government
institutions in public administration, the state itself is
increasingly considered as a service, that is, providing
services to the population [6]. The service concept of the
state, which became widespread in the United States and a
number of Western European countries in the 1980-1990s,
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considers the purpose of the state in serving the individual,
and, in its literal interpretation, almost any state activity
that covers interaction with the individual is a state
service [20]. The service approach to the essence of the
state is associated with such areas of optimization of
power and legal activities as the development of network
forms of management interaction, the development of
“e-government”, communication technologies of control
and planning, the development of “online” services, the
development of multilateral ties that allow citizens to
actively take part in communication with the authorities.

According to O.N. Yevtushenko, the development
of a model of “service state”, which should deal with the
provision of services, is associated with a change of
direction in the state: the understanding that the state exists
for people, and not vice versa. In addition, the development
of such a model is facilitated by modern technologies and
open standards that allow for the transformation of the
state into a service organisation for providing services to
the population (citizens) and companies [18].

2.2. International experience in the development of
electronic administrative services

Ensuring the availability of administrative services in
electronic form is in the field of view of governments
of all countries that implement electronic services. Each
country defines its strategy and methodology for providing
electronic administrative services. As for the European
Union, the criteria for evaluating electronic administrative
services in the European Union are as follows: the level
of interactivity, the quality of access for the user and the
response time from the administrator; the availability
of e-services, including the provision of interactive
communication 24 hours a day and access for special groups
of the population; the advantages and benefits of using
e-services —saving time and money for users, improving the
efficiency of personnel management and reducing costs for
the authorities; the degree of reorganisation of government
processes and improving their efficiency; the impact of
the proposed e-service on the growth of the number of
users, on raising awareness of citizens, etc.; the degree of
solving key problems, in particular, improving the security
indicators of network operation, the degree of preservation
of operational aspects of the implementation of services
rendered, such as the use of outsourcing (transfer of part
of its tasks or processes by the company to third-party
performers on subcontracting terms), expansion of public-
private partnership; availability of experience and the degree
of use of the potential of administrative employees [15].

In the countries of the European Community,
basic electronic administrative services are provided
for citizens online: income tax (declaration, etc.); job
search through employment services; social assistance;
unemployment assistance; child benefit; reimbursement
of medical services; tuition fees; personal documents
(passport, driver’s license); registration of a car (new, used,
imported); submission of applications for construction;
informing the police (for example, in case of theft); public
libraries (availability of catalogues, search tools); birth
certificates, marriage (request and provision); application

for admission of information about changes in place of
residence to a higher educational institution; services re-
lated to medicine (interactive consultations, availability
of medical services in different hospitals, application for
treatment in a particular institution, etc.) [17].

The list of basic public services in the European
Commonwealth countries for business entities includes:
social deductions for employees; corporate taxes: dec-
laration, etc.; value-added tax: declaration, notification;
registration of a new company; submission of statistical
data; customs declaration; obtaining permits related to
environmental protection; public procurement. Online
implementation of 20 basic public services (12 for citizens
and 8 for businesses), tracked at the level of the European
Community, is represented by four phases: publication of
information; one-way interaction; two-way information
exchange; full implementation of transactions in electronic
form, including the provision and payment of services [21].

For example, 12 basic electronic administrative
services for citizens are as follows: birth and marriage cer-
tificate, car registration, income taxes, license registration,
personal documents (passport, driver’s license), health
services, relocation notices, social security payments,
job search, police report, higher education registration,
public libraries. An administrative service is considered
fully electronic when online interaction is possible at
all four stages that are inherent in each type of service:
1) informing — providing online information about
the public service; 2) one-way interaction — provided
the ability to download document forms; 3) two-way
interaction —provided the ability to process document
forms, including authentication; 4) conducting electronic
transactions — provided the ability to deliver them (for
example, payments) [15].

For example, France has the longest history of
building the service component of e-government in all of
Europe. It all started with a network of Minitel terminals
in 1984, which allowed paying bills, gave access to some
public services, and served as a telephone directory. In the
late 1980s and early 1990s, Minitel spread from France
to some other countries, but lost out in the competition
to the Internet, the abilities of which the devices could
never surpass. They became seriously interested in the
development of electronic services in France only in 1998,
and developed a certain vision and strategy by 2004. The
regulatory act in the field of e-government appeared in
2005, and the year of the actual beginning of the existence
of e-government can be considered 2008. In 2014, this
country became the first and only one in the world where
the level of switching public services to online mode was
100%. From 2012 to 2014, France made great progress in
developing its electronic services, and now the country is
also exploring options for switching to free alternatives
to existing services and other ways to save money. The
French get access to public services through a single portal
mon.service-public.fr using a personal ID. In addition, the
Service-Public.fr portal launched in October 2000 is still
operating. This is an access point to popular information
covering all ordinary events in a citizen’s life [24]. Here
one can find information, documents (published reports of
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government agencies), information about user rights and
administrative procedures. The new policy, introduced in
2012, is aimed at reducing the cost of ICT, encouraging
innovation and attracting other actors, such as local
authorities and developer communities, joint production of
electronic services [25].

Nowadays, there are two approaches to creating
administrative service portals in the world — centralised,
which is built on the “top-down” principle, and meta-
system, built on the “bottom-up” principle. The UK Gov-
ernment Portal is a centralised Internet resource built
according to the “top-down” scheme. Its purpose is to
integrate Internet services of all authorities to provide
public services in a unified information space. The portal is
a set of its services and gateways to portals and subports,
and is also a single centre of responsibility for providing
services for applicants.

In the UK, as a former member of the European
Union, it operates Gov.uk — a unified state information
website developed by the State Digital Service to create
a unified access point for all public services. The beta
version of the website was launched on February 1, 2012,
and on October 17 of the same year Gov.uk brought
together two previously existing major electronic service
providers: Directgov and Business Link. The main reason
for combining previously existing service providers was to
create a unified point of access to public services. The main
purpose of Gov.uk is replacement for hundreds of websites
of government departments and organisations. Thus, by
May 1, 2013, the websites of 24 ministries and 28 state
organisations were moved to Gov.uk. Gov.uk is a rather
complex and systematic set of links to specific websites
of institutions and/or sectors, but does not directly provide
services to these institutions [26].

In the United States, there is a different approach
to developing public service portals. The portal is built
according to the “bottom-up” principle. Since regional
and local authorities already had developed systems
for providing public services using ICT at the time of
the creation of the federal portal, the purpose of such a
metasystem was to create a kind of database of metadata
about public services. All information on the portal is
divided into four groups: for citizens, for businesses, for
civil servants, and for guests of the country. The internet
resource itself is a unified functional centre that provides
its visitors with the opportunity to search for and ob—tain
information about the procedure for providing public
services and additional services [17]. In Germany, the
classification of electronic administrative services takes
into account two criteria: the depth of service coverage of
the “value chain”: information service — communications —
transactions. This is a well-known scheme that is widely
used. Therewith, it is estimated that about a third of the
services are mainly informational in nature (however,
in many cases these services include some additional

functions, apart from simply publishing information on the
Web), another third are procedures for processing various
applications that require the implementation of complex
processes and regulations and contain components for
performing transactions; the content of the service [19].

A unified portal for state and municipal services
eesti.ee was established in Estonia in 2003. Currently, the
portal provides more than a hundred personal services
in electronic form to the portal user who has entered
the portal’s working environment through mandatory
authorisation. The user of the portal, for example, due to
the Department of the State Information System can get
access to the entire legislative framework of the Republic
of Estonia, legislative acts and decisions of various
ministries and departments, find and print out the necessary
form or certificate, send a request to state and municipal
institutions. Among the services that are most actively
used are motor— transport insurance, family benefits and
employment issues, electronic prescriptions, registration
at the place of residence, and others [14]. In Sweden,
the Government eLink project was implemented back
in 1997, which is designed to ensure reliable and secure
information exchange between government agencies. Next
year, the state administration was made more focused
on citizens, more rights and opportunities were granted
in state administration (document “Central Government
Administration in the Citizens Service”) [13].

European countries believe that the provision of
services through electronic means of communication
should complement and not replace other communication
channels. Conventional ways of obtaining services (by
telephone, mail, or by personal contact) will continue to
exist, constantly improving so that all citizens have better
access to information and services from their governments.
Citizens can choose their channel of communication
with their government and pan-European structures [17].
Improving the system of providing electronic administrative
services for the Member States of the European Union
is politically important, since this is how the authorities
constantly communicate with citizens on a daily basis. An
important component of electronic administrative services
in the countries of the European Union is cross-border
administrative services stipulated by the Regulation (EU)
No. 910/2014 of the European Parliament and of the
Council 0f23 July 2014 on electronic identification and trust
services for electronic transactions in the internal market
and repealing Directive 1999/93/EC!, the Decision (EU)
2015/2240 of the European Parliament and of the Council
of 25 November 2015 establishing a programme on
interoperability solutions and common frameworks for
European public administrations, businesses and citizens
(ISA2 programme) as a means for modernising the public
sector?, etc. [27].

In compliance with the requirements of these
regulations, the European Union has introduced the

1. Regulation (EU) No. 910/2014 of the European Parliament and of the Council. (2014, July). Retrieved from https://eur-lex.europa.

eu/legal-content/EN/TXT/PDF/?uri=CELEX:32014R0910.

2. Decision (EU) 2015/2240 of the European Parliament and of the Council. (2015, November). Retrieved from https://ec.europa.eu/

isa2/sites/isa/files/celex_en.pdf.
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STORK programme, which “taking into account the
ID identification technology is available in each country
and provides systematisation of data according to
generally accepted technical and legal schemes, which
ensures understanding between users with each other”.
In addition, for the purpose of providing cross-border
electronic services in the EU, there is an electronic service
“SPOCS (Simple Procedures Online for Cross-Border
Services)”, an electronic portal “e-CODEX (e-Justice
Communication via Online Data Exchange)”, created to
ensure electronic interaction in the field of justice through
online data exchange, as well as the “epSOS” programme,
which provides access to cross-border services in the field
of healthcare, and the electronic service “PEPPOL (pan-
European Public Procurement online)”, introduced for the
purpose of online access to public procurement.

The current state of providing cross-border services
by administrative bodies in the European Union countries
is described by combining individual electronic services
for providing these services into a unified web portal, the
functions of which would ensure the provision of a wide
scope of public services in electronic form throughout
the European Union. In particular, the portal “e-SENS
(Electronic Simple European Networked Services)” is
currently under development, which will combine the
functions of the above-mentioned electronic services and
“is established to ensure the provision of cross-border
public services in electronic form using common and
reused technical components”. Analysing the international
experience in the implementation of electronic public
services, it is necessary to pay attention to the development
by national governments of a large-scale strategic approach,
which results in a gradual transition to accelerated
development and simultaneous use of conventional and
electronic channels for providing administrative services.
Notably, the provision of administrative services in
electronic form in the countries of the European Union
usually takes place through unified online services, which
collect a considerable number of popular electronic
services for both citizens and businesses. Provision of
electronic services at the national level through a unified
web portal helps to increase the convenience of locating
the necessary service and unifying the requirements for
obtaining such services, regardless of the state authority
that renders these services. However, at the local level,
local self-government bodies create opportunities to
provide additional administrative services that fall within
their competence and are carried out taking into account
local characteristics and needs.

CONCLUSIONS

The authors found that one of the best ways to encourage
the provision of administrative services in electronic form
is to standardise their provision — the development of clear
organisational and technical and technological rules and
requirements. In addition, it is safe to say that the provision

of services through electronic means of communication
should complement and not replace other communication
channels. Conventional ways of obtaining services (by
telephone, mail, or by personal contact) will continue to
exist, constantly improving so that all citizens have better
access to information and services from their governments.
Citizens can choose any channel of communication with
their government and pan-European structures. Thus, the
implementation of internet technologies in the sphere of
public power, on the one hand, will increase its efficiency,
and on the other hand, it will make the work of public
authorities more transparent. Working in the e-Government
mode fundamentally changes the atmosphere of interaction
between officials and the population. Every ci—tizen gets
the opportunity to track events in the activities of state
authorities, local self-government bodies, know about their
work plans, directly interact with them without queues
and unnecessary bureaucracy, reduce their corruption
component, which is effectively achieved by introducing
electronic services. And the first step in this direction
should be the development of a market for administrative
and informational electronic services. It should become the
engine that will enable the development of a new paradigm
of public administration in the process of developing
e-governance, which aims to improve the well-being of the
population, increase the competitiveness of our enterprises
and the state in general, and ensure new priorities for the
development of Ukraine.

Thus, the provision of administrative services using
information and communication technologies cannot be
reduced to merely creating an opportunity to familiarise
with the list of documents on the website of the authority
or the Centre for administrative services, which is a
common practice in public administration bodies. The
implementation of certain actions of public administration
bodies in electronic form also cannot be considered as
the introduction of electronic administrative services, in
particular, this refers to a preliminary online appointment
for receiving public services, and the possibility of
electronic receipt of information about administrative
services. Furthermore, a well-built system of electronic
administrative services will have a positive impact on the
development of the social state with influential civil society
institutions, especially on those issues where methods and
forms of interaction of public administration bodies with
citizens and business entities are of great importance.

The value of the subject matter is shown in the
fact that one of the most important issues of modern
society is the development and improvement of the level
of participation of citizens through information and
communication technologies in state affairs. After all,
electronic administrative services, as a modernised public
administration process and the degree of implementation
of its tasks, determine the need to step up research on the
legal settlement of this issue.

REFERENCES

[1] Polytanskyi, V.S. (2018). The doctrine of the concept of electronic government. Legea si Viata, 1/2, 98-101.
[2] Mirzoian, A.A. (2005). Service as a civil law category. International Law and National Law, 1, 127-138.

85




Journal of the National Academy of Legal Sciences of Ukraine, Vol. 28, No. 1, 2021

(3]

[4]
[3]

86

Kozachenko, N. (2013). Normative-legal regulation of state servants activity in the provision of administrative
services in Ukraine. State Governance and Local Self-Government, 1, 194-202.

Dzoban, O.P. (2013). Philosophy of information law.: Worldview and general theoretical principles. Kharkiv: Maidan.
Babaiev, V.M. (2014). E-government. Kharkiv: O.M. Beketov National University of Urban Economy in Kharkiv.
Kaluti, M., & Rajani, K.C. (2021). E-governance for public administration: lecture notes in electrical engineering.
In 3 International Conference on Communications and Cyber Physical Engineering (pp. 1059-1065). Vol. 698.
Singapore: Science and Business Media Deutschland GmbH.

Klich, A. (2021). Electronic communication with public administration in the time of COVID-19 — Poland’s
experience. International Journal of Environmental Research and Public Health, 18(2), Article number 685.
Marzooqi, S.A., Nuaimi, E.A., & Qirim, N.A. (2017). E-governance (G2C) in the public sector: Citizens acceptance
to E-government systems — Dubai’s case. In Second International Conference on Internet of things, Data and Cloud
Computing (pp. 1-11). New York: Association for Computing Machinery.

Park, H.M. (2015). Should E-government be transformational and participatory? In An essay on E-government in the
utilitarian mode of information technology use: 48" Annual Hawaii International Conference on System Sciences
(pp. 2476-2485). Grand Hyatt Kauai: IEEE Computer Society.

Rocha, J. (2020). Spanish and Portuguese eIDAS node evolution for electronic identification of European citizens. In
Proceedings of the 10" Euro-American Conference on Telematics and Information Systems (pp. 1-5). Portugal: ACM.
Al-Refaie, A., Ramadna, A., & Bata, N. (2017). Barriers to e-government adoption in Jordanian organizations from
users’ and employees’ perspectives. International Journal of Electronic Government Research, 13(1), 33-51.
Spacek, D., Csotd, M., & Urs, N. (2020). Questioning the real citizen-centricity of e-government development:
Digitalization of G2C services in selected CEE countries. Journal of Public Administration and Policy, 13(1), 213-243.
Andrieieva, O.M. (2014). E-government of the Scandinavian countries: The formation and development. Problems
of International Relations, 9, 154-168.

Arkhypova, Ye.O. (2015). The experience of implementing e-government in Estonia and its implementation in
Ukraine. 4 Young Scientist, 11, 148-152.

Horbulin, V.P. (2014). E-government. Kyiv: NADU.

Demkova, M.S., & Fihel, M. V. (2004). Access to public information and e-government. Kyiv: Fakt.

Dziuba, S.V., Zhyliaiev, 1.B., Polumiienko, S.K., Ruban, [.A., & Semenchenko, A.l. (2012). E-government. Kyiv:
OSCE Project Coordinator.

Ievtushenko, O.N. (2009). The role of state power and local self-government in building a service state for the
provision of quality public services. Political Science, 122(109), 32-37.

Klymenko, I.V., & Lynov, K.O. (20006). E-government technologies. Kyiv: Center for Civil Service Institutional
Development.

Kozhenko, Ya.V. (2012). Concepts of “strong” and “service” state in the context of modernization of public
administration in Russia: Common and distinctive. Fundamental Research, 3(3), 744-748.

Kuznietsov, V. (2019). Experience in providing electronic administrative services in EU countries. In The Lisbon
Treaty is 10 years after its entry into force. What has changed in the functioning of the EU?: Proceedings of the
Scientific and Practical Conference (pp. 152-154). Mykolaiv: Petro Mohyla Black Sea National University.
Semenchenka, A.1. (2017). E-government and e-democracy. Kyiv: FOP Moskalenko O.M.

Zahorskyi, V.S., & Teleshun, S.O. (Eds.). (2011). Encyclopedia of Public Administration: Vol. 8. Lviv: LRI NAPA.
Pedrosa, G.V, Kosloski, R.A.D., de Menezes, V.G., Iwama, G.Y., da Silva, W.C., & da C. Figueiredo, R.M.A. (2020). A
systematic review of indicators for evaluating the effectiveness of digital public services. Information, 11(10), 472-475.
E-SENS: Easy digital public services within Europe. (2021, February). Retrieved from https://www.esens.eu/.
Margariti, V., Anagnostopoulos, D., Papastilianou, A., Stamati, T., & Angeli, S. (2020). Assessment of organizational
interoperability in e-Government: A new model and tool for assessing organizational interoperability maturity of a
public service in practice. In Proceedings of the 13" international conference on theory and practice of electronic
governance (pp. 298-308). New York: Association for Computing Machinery.

Misuraca, C. (2020). Evaluating the impact of artificial intelligence technologies in public services. In Proceedings of
the 13" International Conference on Theory and Practice of Electronic Governance (pp. 8-16). New York: Association
for Computing Machinery.




Journal of the National Academy of Legal Sciences of Ukraine, Vol. 28, No. 1, 2021

Yevhen A. Hetman

Doctor of Legal Science, Professor

Department of Private International Law and Comparative Law

Yaroslav Mudryi National Law University

61024, 77 Pushkinska Str., Kharkiv, Ukraine

Principal Research Scientist of the Department of Coordination of Legal Studies

Corresponding Member
National Academy of Legal Sciences of Ukraine
61024, 70 Pushkinska Str., Kharkiv, Ukraine

Viacheslav S. Politanskyi

Candidate of Legal Sciences, Assistant
Department of Theory and Philosophy of Law
Yaroslav Mudryi National Law University
61024, 77 Pushkinska Str., Kharkiv, Ukraine

Head of the Department of Coordination of Legal Studies
National Academy of Legal Sciences of Ukraine
61024, 70 Pushkinska Str., Kharkiv, Ukraine

Kateryna O. Hetman

Candidate of Legal Sciences

Department of Law

Kharkiv State Automobile and Road College
610201, 3 Kotelnikovska Str. Kharkiv, Ukraine

Suggested Citation: Hetman, Ye.A., Politanskyi, V.S., & Hetman, K.O. (2021). Global experience in implementing
electronic administrative services. Journal of the National Academy of Legal Sciences of Ukraine, 28(1), 79-87.

Submitted: 25/12/2020
Revised: 05/02/2021
Accepted: 04/03/2021

87




