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WAYS TO IMPROVE THE SYSTEM OF PROVISION
ADMINISTRATIVE SERVICES IN UKRAINE

Abstract. Dynamic changes in socio-economic relations, the task of develop-
ing Ukraine’s competitive advantages in the modern world economy require a se-
rious modernization of the system of provision administrative services, including
its transformation into a flexible process that develops and responds adequately to
changes and demands of society. The quality of administrative services should be
a driving force that can significantly improve the quality of life of citizens.

Given Ukraine’s declared intention to move closer to European standards, in-
cluding in the field of public administration, scientific understanding and stream-
lining of the system of provision administrative services is a great importance.
Rethinking the role of the state in terms of implementing a “service model” of
public administration requires improving the mechanisms and technologies of the
market. The concept of “total quality management” can serve as an orientation for
the activity of public administration.
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Modern socio-economic conditions set new goals and objectives for the centers
for providing administrative services. Therefore, they forced not only to recon-
sider the usual, traditional management methods, but also to constantly improve
the efficiency of their activities. At the present stage of state formation, it is clear
that the successful implementation of the development strategy of any country is
impossible without improving the quality of administrative services. One of the
effective tools to improve the quality of administrative services is the introduc-
tion of the concept of “total quality management” for the provision administrative
services to the population.

Thus, improving the system of provision administrative services is one of
the priority areas of administrative reform in Ukraine to enter a new stage of
statehood. Transformations in the system of state power in Ukraine aimed at
ensuring that every citizen not only knows but also has a real opportunity to
demand the level and quality of services that public authorities are obliged to
provide.

Keywords: administrative services, quality of administrative services, centers
for providing administrative services, total quality management, international
standards ISO 9000, reforming the mechanism of providing administrative ser-
vices.

MJIAXW YAOCKOHAJEHHA CUCTEMU HAJTAHHSA
AJIMIHICTPATUBHUX IOCJYT B YKPATHI

Amnoranisa. /lunamiunai 3MiHEA B COIIaIbHO-€KOHOMIYHIX BiTHOCHHAX, 3aBIAH-
Hs PO3BUTKY KOHKYPEHTHUX TlepeBar Y KpaiHu B Cy4acHill CBiTOBiT eKOHOMITIi BU-
MaraloTh cepiio3Hoi MojiepHi3allii cucTeMu HaJlaHHS aJMiHICTPaTUBHUX MOCJIYT,
30KpeMa [epeTBOPeHHs ii y THYUYKUIl 1Tpollec, SKUi PO3BUBAETHCS Ta a/IeKBATHO
pearye Ha 3MiHM i 3alIUTH CYCHiJIbCTBA. SKiCTb HaZaHHS a/IMiHICTPATUBHUX I10-
CJIYT OBMHHA Oy TU PYLIITHOIO CUIIOI0, 3ATHOI0 3HAYHO MOJIIILIIMTHU SIKICTh JKUTTSI
TPOMA/IAH.

3 ypaxyBaHHSIM 3a/[CKJIaPOBAHOTO YKPaiHOIO HaMipy HAOJU3UTHCS /10 €BPO-
MeHChKUX CTAHIAPTIB, y TOMY UnCi y cdepi 1ep:KaBHOTO YIIPaBIiHHS, BEJTMKOTO
3HaueHHs1 HaOyBa€ HAyKOBE OCMUCJICHHS Ta BIOPSAKYBAHHS CUCTEMM HAaHHS
aaMiricTpaTuBHUX MOCAYT. [lepeocMucieHHs Poii iep;kaBU 3 TOUKU 30PY BIIPO-
Ba/UKEHHS “cepBicHOT MOjiesti” 1epsKaBHOTO YITPABIiHHS BUMAara€ yI0CKOHAIEHHS
MeXaHi3MiB Ta TexHoJoriil (pyHKItionyBanHg puHKy. Opi€eHTaIli€o A MisibHO-
cTi opraiB myGJIiYHOTO YIPaBIiHHS MOKE CITY;KUTH caMe KOHIIEIIITist “3arajJbHOrO
YTIPaBJIiHHS SKicTIO”.

CydacHi cotiasbHO-eKOHOMIUHi YMOBH CTaBJIATH TIepe/l IeHTPaMU HaJTaHHS aJl-
MiHiCTPaTUBHUX MOCJIYT HOBI 11iJ1i i 3aBaHHs1. TOMy BOHU BUMYIIIEH] He JIKIIIe T1e-
perJyigiaTvi 3BUYHi, TPJAUIIHI METO/IM yIIPaBJIiHHS, ajie i TIOCTIHO I1i/[BUIILYBaTH
edeKTUBHICTD CBOET fisgabHOCTI. Ha cyuyacHoMy eTari 1ep:kaBoTBOPEHHS 3p0O3yMi-
JI0, IO YCIIIITHA peasiisaliis crparerii po3BUTKY Oy/Ib-sKOi KpaiHu HeMoKIuBa 6e3
MIBUINEHHS SIKOCTI Ha/laHHS aMiHicTpaTUBHUX TocayT. OHUM i3 e(DeKTUBHUX
IHCTPYMEHTIB II/IBUIIEHHA AKOCTI Ha/laHHA a/IMIHICTPAaTUBHUX IIOCJIYT € BIIPOBa-

191




JUKEHHST KOHIIEIIii “3arabHOTO YIPaBJiHHS SKICTIO” 32 HaJlaHHSIM a/IMiHicTpa-
TUBHUX MOCTYT HACEJIEHHIO.

Takum 4MHOM, Y/IOCKOHAJIEHHSI CUCTEMU HAJIaHHS a/IMiHICTPATUBHUX MTOCITYT
€ OJIHUM i3 NPiOPUTETHUX HANPSIMiB afMiHicTpaTUBHOI pedopmu B YKpaini mjist
BUXO/Iy Ha HOBUI eTan jAep:kaBHocTi. [leperBopeHHst B cucremi myOrigHOT Bagn
B YKpaiHi moBuHHi OyTH CIpsiIMOBaHi Ha Te, 11100 KOKHUN TPOMaITHUH HE TiJIbKU
3HAaB, aJie I MaB PeaJibHy MOXKJINBICTh BUMATATH TOU PiBEHD i TY SAKICTb MTOCIYT, IKi
oMy 3000B’s13aHi HajlaTH OPraHy MyOJiYHOT BIIaIM.

Kmo4oBi cioBa: ajiMiHicTpaTUBHI MOCIYTH, SKiCTh HA/IAHHS a/IMiHICTPATHB-
HUX TIOCJIYT, IIeHTPU HaJlaHHS aJIMiHiCTPATUBHUX IOCJIYT, 3aTajJbHe YIIPaBJIiHHI
gkictio, Mizkaapoaai ctangaptu [SO 9000, pehopmyBanHs MexaHiZMy HaZlaHHS
AIMIHICTPATUBHUX MTOCJYT.

IIYT YCOBEPHIEHCTBOBAHUA CUCTEMbDI ITPEJOCTABJIEHUSA
AIMUHUCTPATUBHBIX YCJIYI B YRKPAUHE

AnHotanud. /[uHamuyeckue M3MEHEHUS B COIMAIbHO-I9KOHOMMYECKUX OT-
HOIIEHUSIX, 33/laull Pa3BUTHSI KOHKYPEHTHBIX IIPEUMYIIECTB Y KpauHbl B COBpe-
MEHHOI MUPOBO 9KOHOMHUKE TPeOYIOT CEPhEe3HON MOJIEPHUBAIIMN CHCTEMBI Mpe-
JIOCTABJIEHUS aJIMUHUCTPATUBHBIX YCJIYT, B YACTHOCTH TIPEBPAIlleHe ee B THOKUI
polece, KOTOPblii pa3BUBAETCS 1 aJIeKBATHO pearnupyeT Ha U3MEHEeHUsI U 3aIIPOChI
obriectBa. KauectBo mpesocTaBieHust aIMUHUCTPATHBHBIX YCJAYT OJEKHO OBITH
JBUKYTIEN CUIIOH, CIIOCOOHO# 3HAYNTETBHO YJIYUIIUTD KAY€CTBO JKU3HU TPasKIaH.

C yueroM 3ajIeKJIapUPOBAHHOTO Y KPaMHOW HaMepeHUs TPUOIU3UTHCS K €B-
poOIIeliCKUM CTaHapTaM, B TOM 4ucje B cepe rocylapcTBEHHOTO YIIPaBJeHMUs,
GoJIbIIIOE 3HAUYEHIE TIPHOOPETAET HAYIHOE OCMBICTIEHIE U YIIOPSIIOYEHIE CUCTE-
MBI IIpeIOCTaBICHUS IMUHUCTPATUBHBIX ycayrax. [lepeocmbicsienne posu ro-
cyZlapcTBa ¢ TOYKM 3PEeHUsT BHEPeHUs “CepBUCHOI MOJIesT” TOCyIapCTBEHHOTO
yrpaBJieHust TpedyeT yCOBepPIIEHCTBOBAHNS MEXaHU3MOB M TEXHOJIOTUN (hyHK-
[IMOHUPOBaHUsT PbiHKa. OpueHTaeil 1Jist IesITeIbHOCTH OPraHOB MyOJINnYHOTO
YIIPaBJIEHUST MOKET CJIYKUTH KOHIIETIUS “BCEOOIETO yIIpaBIeHNsI KaueCTBOM”.

CoBpemeHHBIE COIMATBHO-9KOHOMMYECKHE YCJIOBUSI CTaBAT Tiepejl 1eHTpa-
MU TIPeJI0CTaBJIeHNS /IMUHUCTPATUBHBIX YCJYT HOBBIE 11esin 1 33/1aun. [loatomy
OHM BBIHYK/IEHBI HEe TOJIbKO IlepecMaTpuBaTh IPUBBIYHBIE, TPAJAUIIMOHHBIE Me-
TOJIbI YIIPaBJIeHUS, HO 1 TIOCTOSIHHO TOBBIIATh 9 PEKTUBHOCTD CBOEH JesaTesb-
HocTu. Ha coBpemeHHOM aTarie pasBUTHS TOCYAAPCTBA CTAHOBUTCS SICHBIM, YTO
YCIeIHAs peai3aiust CTpaTern pa3BUuTHsl 000 CTpaHbl HEBO3MOXKHO 6e3
HOBBIIIEHUST KayecTBa IIPe/OCTaBJIeHUST aIMUHUCTPATUBHBIX ycayr. OnHuM U3
a(pdeKTUBHBIX MHCTPYMEHTOB MOBBINIEHUS KauyecTBa M1PeIoCTaBIeHIs a/IMUHN-
CTPATUBHBIX YCJIYT SIBJSIETCSI BHEAPEHME KOHIETIUU “BCEOOIIEro yIpaBIeHsI
KayecTBOM™ 110 MTPeIOCTaBICHUIO a/IMUHUCTPATUBHBIX YCJIYT HACEJEHUIO.

Taxum 06pazoM, yCOBEPIIIEHCTBOBAHUE CUCTEMBI TIPEIOCTABIEHIS a/[MAHUCT-
PATUBHBIX YCJIYT SIBJISETCS OJHUM U3 IPUOPUTETHBIX HAIIPaBJIeHUI a[IMUHUCTpa-
THUBHOI pepopMbl B Y KpanHe /111 BBIX0/1a HAa HOBBIH aTall Pa3BUTHS TOCY/1apCTBa.
[IpeoGpasoBanus B CHCTEME TOCYAAPCTBEHHON BJIACTH B Y KpauHe JI0JIKHBI OBITH
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HalpaBJIeHbl Ha TO, YTOOBI KaK/IbIil IPasKIaHUH HE TOJBKO 3HAJ, HO U UMeJI pe-
AJIbHYT0 BO3MOKHOCTH TPeOOBATh TOT YPOBEHB M TO KAYECTBO YCJIYT, KOTOPbIE MY
00s13aHBI TIPEIOCTABUTH OPraHbl MyOJNIHO BJIACTH.

KmoueBbie cioBa: aMUHUCTPATUBHbBIE YCIYTH, KAYECTBO TPEAOCTABJIEHUS
QJIMUHUCTPATUBHBIX YCJIYT, IIEHTPbI TIPEIOCTABIEHNS aJIMITHUCTPATUBHBIX YCJIYT,
ob1riee yrpaBjieHHEe KauecTBOM, MeskayHapoubie ctangaptsl ISO 9000, pedop-
MUPOBaHUE MEXAaHM3MA TIPEIOCTABIEHUS a/IMUHUCTPATUBHBIX YCJIYT.

Formulation of the problem. Today
the problem of improving the system of
administrative services (AS) provision
is one of the most pressing in the world,
and interest in it is constantly growing.
This is because the quality of services
determines the priorities in the mar-
ket, the economic security of the state;
largely ensures the sustainable deve-
lopment of civilization, the preserva-
tion of the environment, human health
and well-being.

Dynamic changes in socio-econom-
ic relations, the task of developing
Ukraine's competitive advantages in
the modern world economy require a
serious modernization of the system of
provision AS, including its transforma-
tion into a flexible process that deve-
lops and responds adequately to chang-
es and demands of society. The quality
of AS should be a driving force that can
significantly improve the quality of life
of citizens.

For Ukraine, as for some other
Eastern European countries, AS are a
qualitatively new form of relationship
between the state and citizens. It must
note that in recent years the quality
and efficiency of AS in places where
the population is in direct contact with
the state apparatus remains unsatisfac-
tory. Thus, improving the efficiency of
public authorities, the quality of their

functions and the provision of AS are
the main principles of public adminis-
tration reform.

Analysis of the recent research
and publications. In the domestic and
foreign science, there is a significant
amount of work devoted to the study
of the organization and activities of
centers for providing administrative
services (CPAS). Since the system of
AS in Ukraine is in a state of reform,
so a large number of works by scientists
is devoted to the problems of determi-
ning the quality of AS: V. Bashtannyk
[1], T. Burenko [2—4], N. Grabar [5],
O. Hrybko [6], A. Zhukovskaya [7],
T. Kalita [8], A. Kirmach [9] and
others. Thus, certain authors analyze
the concepts of “quality” and “efficien-
cy” of AS, the system of evaluation AS,
set requirements for quality standards
of AS in Ukraine and abroad. Never-
theless, insufficient attention paid to
improving the quality of AS and im-
proving their efficiency. Thus, there
is an urgent need to consolidate the
conceptual framework for further im-
provement of the functioning of the
system of provision AS to European
standards.

At the same time, there are no sys-
tematic studies of the problem of theo-
retical approaches and development of
practical recommendations for refor-
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ming the mechanism of providing AS in
Ukraine.

The purpose of the article is to re-
veal the main ways in improving the
system of AS provision in Ukraine
through the optimization of public ad-
ministration mechanisms.

Presentation of the main material.
In the current stage of democratization
of Ukrainian society, AS is seen as an
important tool for public administra-
tion to acquire a qualitatively new con-
tent. This content manifests itself not
only in the presence of obvious changes
in management relations, but also in
the implementation in practice of the
idea of a service state.

The national model of AS, which is
embodied in the Law of Ukraine “On
Administrative Services”, contains one
of the essential elements of the service
concept of public administration, and
therefore the further evolution of this
institution should be considered as part
of a multilevel mechanism of adapta-
tion of the state taking into account the
public demand for effective and open
government. In this context, the sci-
entific AS provision is an integral part
of the system of general social trans-
formation processes. It is clear that
this process has not only theoretical
but also methodological significance,
which, in turn, reflected in the regula-
tions that embody this interpretation
of services. Numerous examples of this
kind are presented in the European Un-
ion, where the freedom to provide and
receive services is seen as an important
factor in creating a single legal and eco-
nomic space.

Today there is an objective need to
adopt a legal document aimed at regu-
lating the AS provision, in particular
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the Code of Ukraine on the provision of
AS (CUPAS).

CUPAS should provide:

* first, the creation of a new state
institution — the National Agency of
Ukraine for Administrative Services
(NAUAS), the main functions of which
include not only the accumulation of
information on the AS provision, a
single entity providing AS through its
regional units, but also the function of
audit and control quality of AS. The
strategy of providing AS should be as
consumer-oriented as possible and built
based on business logic, combined into
one concept of service provision. That
is, all AS are to be provided by regional
divisions of the NAUAS, which are sup-
posed to be intermediaries between all
other public authorities;

« secondly, to envisage the concep-
tual meaning of the concept of “admi-
nistrative service”, “mechanism for pro-
viding administrative service”, “quality
standard”, “quality of administrative
services”;

* thirdly, to provide a mechanism
for providing AS through a single
CPAS — the NAUAS. This agency not
only accumulates all databases for the
purpose of providing AS, but also acts
as an intermediary between public
authorities and the recipient of the
service;

* fourth, changing the concept of
the quality system of AS provision to
the population.

In order to optimize the processes
of the mechanism of providing AS, it is
necessary to improve modern mecha-
nisms of public administration, particu-
larly: institutional mechanism, human
resources; financial mechanism; regula-
tory mechanism (Fig. 1).




-~

- formation of the NAUAS;

- formation of regional representations on the
provision AS, which would accumulate the
provision of a set of AS;

- formation of communication links with the
CPAS and other public authorities that provide
AS.

Institutional mechanism:

communication component

/ Human resources: \
- formation of the corresponding powerful
personnel potential with the corresponding
qualification;

- ensuring public participation in the process of
assessing the quality of services provided and
the transparency of their provision;

- system of organization of personnel training
and advanced training at communicative

organizational component

Regulatory mechanism:

Ways to improve the
system of administrative
services
provision

events, etc. J

| |

resource component

= =

Financial mechanism:

\

- adoption of a normative-legal document
aimed at regulating the issue of providing AS,
in particular the CUPAS;

- regulation and introduction of a single
concept of ensuring the quality needs of
consumers of AS based on the use of the
concept of general quality management;

- formation of the system of AS provision
through a single body of state power - the

resource level

- provide funds for the establishment and
organization of the NAUAS and its regional
offices;

- provide funds for the training of relevant
specialists in the AS provision;

- to provide funds for the formation of a single

QAUAS.

register of AS to the population.

Fig. 1. Theoretical model of improving the mechanism of providing AS
(developed by the author)

The resource level of the model con-
sists of regulatory and financial mecha-
nisms, according to which there is a
legislative regulation of the AS provi-
sion, in particular the CUPAS; regu-
lation and introduction of a single
concept of ensuring the quality needs
of consumers AS based on the use of
the concept of Total Quality Manage-
ment (TQM); formation of a system for
providing AS through the NAUAS. It
is also necessary to provide funds for
the establishment and organization of
the NAUAS and its regional offices,
training and retraining of relevant
specialists in AS and forward a budget
for the formation of a single register of
AS.

The organizational component of
the model is to combine regulatory and
institutional mechanisms for the legis-
lative consolidation and implementa-
tion of the NAUAS and the CUPAS.

The resource component of the
model combines financial mechanism
and human resources, according to
which the personnel potential of the
NAUAS and its regional offices formed
and funds provided accordingly.

The communication component
takes into account the institutional
mechanism and human resources: the
formation of the NAUAS and its re-
gional offices with appropriate qualified
staff, the organization of ongoing train-
ing of staff in communication activities.
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It must be emphasized that TQM is
an approach to the management of the
organization, which combines resourc-
es, management methods and techni-
cal means into a scientifically sound
system, the purpose of which is to con-
stantly improve the activities and re-
sults of these activities. The concept of
TQM covers all departments of the or-
ganization, all activities and aims to use
material, technical and human resourc-
es to most effectively meet the needs
of customers, society and employees of
the organization. The concept of TQM
can be used in the organization of any
profile of activity, and, as the interna-
tional experience shows, promotes in-
crease of quality of results of labor ac-
tivity [10].

The TQM concept is the basis of
many modern service management sys-
tems. On the other hand, many provi-
sions of TQM organically incorporated
into the ideology of the current gen-
eration of international ISO standards.
The value of standards is that they al-
low for the introduction of systematic
and process approaches to TQM of AS,
in order to ensure the focus of manage-
ment on consumers of AS and take into
account the interests of all stakehold-
ers. ISO 9000 international standards
establish the world’s only recognized
approach to the design and implemen-
tation of quality systems.

Therefore, ISO could be considered
as a basis for the implementation of
TQM in the organization. At the same
time, ISO sets the certain minimum
requirements that must ensure quality
and regulate the relationship between
CPAS and the consumer. Among the
principles of TQM we define:

e consumer orientation;
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* the leading role of the manage-
ment of enterprises and organizations
in solving quality issues;

* involvement of employees of en-
terprises and organizations in TQM;

* process approach to resource and
activity management of enterprises and
organizations;

* a systematic approach to manag-
ing the activities of enterprises and or-
ganizations;

* continuous training of employees,
introduction of innovations and im-
provement of production processes;

» making managerial decisions ta-
king into account specific facts;

¢ development of partnerships with
participants in the process [11].

TQOM in the system of AS provi-
sion could be called a comprehensive
approach to management of CPAS,
focused on quality, based on staff par-
ticipation in all departments and at all
levels of the organizational structure
and aimed at meeting customer re-
quirements and benefits for members of
the organization and society.

In connection with this quality as-
surance of AS, it is necessary to organ-
ize the activities of the Department of
Audit and Control over the mechanism
of providing AS in the structure of the
NAUAS and the formation of a single
concept of providing quality needs of
consumers of AS.

Thus, the purpose of using the con-
cept of TQM is to reform and modern-
ize the CPAS in Ukraine. However, it
is difficult to determine the effective-
ness of its implementation. At the same
time, there is an evidence that TQM af-
fects the efficiency of AS [12—15].

Optimization of the TQM requires
relatively low costs when applying the




concept of continuous improvement.
In general, TQM is based on two main
mechanisms:

1) quality control, which maintains
the required level of quality, i.e. provi-
ding the institution with a clear gua-
rantee of service quality;

2) quality improvement is to be con-
tinuous and increase the level of gua-
rantees.

The next step in the implementation
of a single concept of ensuring the qual-
ity needs of consumers of AS is based
on the use of the concept of TQM is the
recognition of full regulation of all pol-
icy management procedures. That is, in
addition to defining a clear set of func-
tions, it is also necessary to regulate
strictly the implementation of these
functions. The principles of service pro-
vision should be the basis for such regu-
lation, in particular:

standards — setting, monitoring
and publishing clearly defined service
standards that users can expect;

publicity — providing customers
with complete and accurate informa-
tion, which should explain simple and
accessible explanations of the service
delivery process;

consultations — regular and system-
atic study of the needs of the consum-
ers of AS, analysis of users’ opinions and
their priorities for improving services
and decision-making on service deli-
very standards;

courtesy — a courtesy to customer
service, the AS provision in a conveni-
ent form for customers;

complaints — mandatory apology
to customers in case of deviations from
the standards in the provision services,
explanation of the reasons for what
happened and a quick search for an ef-

fective remedy to correct deficiencies,
establishing a procedure for filing com-
plaints and independent review proce-
dures;

return — efficient and economical
provision of services to the public, ob-
jective verification and confirmation of
indicators against standards.

In this context, attention is to be
paid to the needs of consumers, which
is realized in the implementation of the
concept of TQM. It is to be emphasized
that the quality of the service provided
depends on whether the system meets
the needs or exceeds the expecta-
tions of service recipients (see Fig. 2).
It must be emphasized that the use of
the concept of TQM in relation to the
AS provision has significantly different
requirements for evaluation techno-
logy than traditional concepts of qual-
ity management, in particular: develop-
ing a strategy focused on results, indi-
cators and evaluations of all processes.

The next direction of improving the
mechanism of providing AS is the for-
mation of high-quality human resourc-
es of the system of providing AS. Yes,
the quality of such potential depends
on the efficiency of AS, their quality
and objectivity. The main measures of
this mechanism include the following:

 formation of the corresponding
powerful personnel potential with the
corresponding qualification;

* ensuring public participation in
the process of assessing the quality of
AS provided and the transparency of
their provision;

* system of organization of person-
nel training and advanced training at
communicative events, etc.

An important area for improving
the mechanism for providing AS is to
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TOTAL QUALITY MANAGEMENT OF
ADMINISTRATIVE SERVICES

Ensuring quality consumer needs of

administrative services

/\
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Information needs

A 4 A 4

contact with the
consumer, term of
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reliability and security
of service; elimination

completeness, detail,
perception of the
received information

receiving the service,
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organization of staff
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possible conflict
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Fig. 2. The concept of providing quality needs of consumers of AS based
on the use of the concept of TQM (developed by the author based on the analysis
of sources [13; 16; 17])

provide funding for measures aimed at
reforming the mechanism for providing
AS. The main measures include, in par-
ticular:

* to provide funds for the establish-
ment and organization of the NAUAS
and its regional offices;

* to provide funds for the training of
relevant specialists in the AS provision;
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* to provide funds for the formation
of a single register of AS to the popula-
tion.

In addition, it is necessary to pro-
vide funds for the formation of the con-
cept of ensuring the quality needs of
consumers regarding AS based on the
use of the concept of TQM, in particu-
lar: training of relevant specialists on




service quality; formation of appropri-
ate tools that would measure the qual-
ity of AS; formation of organizational
mechanisms to ensure the quality of
AS.

Conclusions. Summing up, the
main ways to improve the system of
AS provision in Ukraine is substan-
tiated:

first, institutional building through
the introduction of the NAUAS and the
formation of its regional units; forma-
tion of communication links with the
CPAS and other public authorities that
provide AS;

secondly, ensuring high-quality
human resources of the system of AS
provision through: formation of ap-
propriate strong human resources with
appropriate qualifications; ensuring
public participation in the process of
assessing the quality of services provi-
ded and the transparency of their provi-
sion; system of organization personnel
training and advanced training at com-
municative events, etc.;

third, improvement of the regula-
tory mechanism, including: adoption of
the CUPAS; regulation and introduc-
tion of a single concept of ensuring the
quality needs of consumers of AS based
on the use of the concept of TQM; for-
mation of the system of AS provision
through the NAUAS;

fourth, providing financial capac-
ity for mechanisms for providing AS,
including: providing funds for the es-
tablishment and organization of the
NAUAS and its regional branches; pro-
vide funds for the training of relevant
specialists in the provision AS; to pro-
vide funds for the formation of a sin-
gle register for the provision AS to the
population.
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