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THE MAIN DIRECTIONS FOR IMPROVING
QUALITY OF PUBLIC SERVICES
IN AMALGAMATED COMMUNITIES

Abstract. The research was conducted within the framework of the complex
scientific project “Public Administration and Local Self-Government” of the
National Academy of Public Administration under the President of Ukraine on
the topic of research work “Formation of the National Resilience in Ukraine in
the Conditions of Socio-Economic Turbulence”, which emphasizes its relevance
and connection with scientific programs, plans, and topics.

The main directions of improving the quality of the public services in the
amalgamated communities (AC) are identified. It has been found out that defi-
ning the directions of improving the quality of the public services in AC influenc-
es the formation of a new administration paradigm, which is especially relevant
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in the context of the global goals of the sustainable development. It is argued that
the “quality of the public services” indicator should be considered as a separate
indicator for assessing the capacity of an AC. In this context, the author’s vision
of the definition of the “strong institutions at the level of local authorities” is
presented, which is offered to understand from the point of view of the ability of
the institutions and organizations to properly perform the tasks in the field of as-
surance of the quality of the public services.

The importance of monitoring the needs and expectations of the AC residents,
as well as the introduction of innovative approaches and methods in the qua-
lity management system of the public services, ensuring effective communication
with the public, is emphasized. It is emphasized that conducting on a continu-
ous basis the assessment and quality control of the public services in the amalga-
mated communities, on the one hand, can contribute to positive changes in the
system of quality management of the public services at the local level, on the
other, given the lack of systematic steps and developments in the field of public
services, on the contrary, act as an irritant to the head of the AC.

Keywords: public services, quality of the public services, evaluation and qua-
lity control of the public services, quality improvement, directions of improving
the quality of the public services in the amalgamated communities.

OCHOBHI HAITPAMU IHNIABUINEHHA AKOCTI IIYBJIIYHUX
IHOCJAYT B Ob’€EHAHUX TEPUTOPIAJIBHUX I'POMATAX

Anoranis. /locmipkeHHsT TIPOBEIEHO B PaMKaX KOMILJIEKCHOTO HAayKOBOTO
npoexty “/lep:kaBHe ympaBJiHHS Ta MicileBe camoBpsiiyBanHs” HarionanpHoi
akajieMil jiep;kaBHOTO ympaBjiHHa npu [Ipe3uzieHToBi YKpainu 3a TeMoio Hay-
KOBO-10CJIiIHOI po6oTn “DopMyBaHHS HAIIOHAJBHOI PE3UJI'€HTHOCTI B YKpaiHi
B YMOBaXx COI[ia/IbHO-€KOHOMIYHOI TYypOyJIeHTHOCTI”, 110 TiAKPECIIOE il akTyaib-
HICTb Ta 3B’430K 3 HAYKOBUMM [IPOTPAMaMH, TIJIAHAMU 1 TEeMaMHU.

BusHaueHo 0CHOBHI HAIIPSIMU T IBUIIIEHHS SIKOCTI Ty OJIYHUX TIOCIYT B 00’€/1-
Hauux teputopianbHux rpomagax (OTT). 3'sgcoBano, 110 BU3HAYEHHS HAIIPAMIB
migBuIneHHs sskocti my6siunux nmocayr B OTT BrummBae Ha hopMyBaHHSI HOBOI
YIPaBIIHCHKOI MapaJUrMHu, 1[0 0COOJMBO aKTYaJbHO B KOHTEKCTI TJI0OATbHIX
I[iJIe CTasoro pO3BUTKY. APryMeHTOBAHO, M0 MOKA3HUK “SKiCTh MyOTiYHUX MO~
CayT” CJIJL PO3TJSAAATH SK OKPEMUN iHUKATOP OIlinku crpomoskHocTi OTLL Y
I[bOMY KOHTEKCTI IPEACTaBIEHO aBTOPChbKe GaueHHs AediHilii MOHATTS “Cuiib-
Hi IHCTUTYIIil HAa PiBHI OpTaHiB MicIleBOi Biaau’ (aHTIL. Strong institutions), 1o
MPOIMOHYETHCS PO3YMITH 3 MO3UIII1 CIPOMOKHOCTI YCTAaHOB Ta OpraHisalliii Ha-
JIEKHUM YMHOM BUKOHYBATH 3aB/IaHHsl y cdepi 3abe3redeH st SIKOCTi myOIiuHIX
HOCJIYT.

3a3HavyeHO PO BAyKJIMBICTh MOHITOPUHTY TOTPeOd i OYiKyBaHb MENTKAHIIB
OTT, a TakoX BIPOBAKEHHSI B POOOTY CHCTEMM YIPABJIiHHS SKICTIO 1y6/Iiy-
HUX TOCJIYT 1HHOBAIIHUX IiAXO/IIB Ta METO/IiB, 3a0e31eyeHHst eeKTUBHOI KO-
MYHiKallii 3 rPOMa/ICbKICTIO. AKIIEHTOBAHO yBary Ha TOMY, 1110 IIPOBEJCHHSI Ha
MOCTIHIA OCHOBI OIIHKKM Ta KOHTPOJIO SIKOCTI IyOJiUHUX MOCAYT B 06’€aHa-
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HUX TEPUTOPIaJIbHUX I'POMajiaX, 3 OJHOTO OOKY, MO)KE CIIPUSTH MO3WUTUBHUM
3PYIIEHHSIM B CHCTEMi YIIPaBJIHHS SIKICTIO MyOJiYHUX TIOCJAYT HA MiCI[EBOMY
piBHi, 3 IHIIIOTO, BPaXOBYIOUM BiJICYyTHICTh CUCTEMHUX KPOKIB Ta HAIPAIIOBaHb
y cdepi my6sIivHNX TOCIYT, HABIMAKM, BUCTYMATH TTOAPAa3HIUKOM JIJIsl OYLIbHUKIB
OTT.

KouoBi citoBa: my6/1ivHi MoCayru, IKicTh MyOIiYHUX TIOCYT, OI[iHKA Ta KOH-
TPOJIb SIKOCTI MyOJIYHUX MOCJIYT, TBUINEHHS SIKOCTi, HANPSIMM IiABUIIIEHHST
SIKOCTI MyOJIIYHUX MOCTYT B 00’€IHAHIX TEPUTOPIATBHIX IPOMa/IA.

OCHOBHBIE HAIIPABJIEHHSI MMOBBIIIEHNS KAYECTBA
MMYBJIUYHBIX YCJIYT B OBbEJIUHEHHBIX TEPPUTOPUAJBHBIX
OBIIIMHAX

Annoranus. VccnenoBanue 1nMpoBeieHO B paMKaxX KOMIJIEKCHOTO HAYYHOTO
npoekTa “locymapcTBeHHOe yripaBieHue u MecTHoe camoynpassenue” Harwmo-
HAJIBHON aKaJileMUH TOCY/IapCTBEHHOTO yiipaBieHus npu [Ipesugente Ykpauns
0 TeMe HayYHO-WMCCJIe0BaTebcKoil paboTsl “DopmMupoBaHie HAIMOHATIBHOI
PE3UIIBEHTHOCTH B YKpauHe B YCJIOBHSIX COIMATbHO-9KOHOMHYECKOW TypOy-
JIEHTHOCTH”, YTO TIOJTYEPKUBAET €€ aKTYaTbHOCTh U CBSI3b C HAYYHBIMU TIPOTPAM-
MaM¥, IJIAaHAMU U TEMaMU.

Ormpe/iesieHbl OCHOBHbBIE HATIPABJICHUsI MOBBINIEHUST KauyecTBa IyOJIMIHBIX
yCIIyT B 00beIMHEHHBIX TeppuTOpraibHbix obmuuax (OTT). Yeranosieno, 4to
omnpejiesieHe HalPABJIECHHIT MOBBIIIEHNsT KadecTBa myOmunbix yeayr B OTT
BJIMsieT Ha (hOPMUPOBAHUE HOBOIl yIIPABJIECHYECKON TTAPAJAUTMBbI, YTO OCOOEHHO
AKTYaJIbHO B KOHTEKCTE IJI0OATBHBIX 1eJIell YCTONYMBOTO Pa3BUTHSL. APryMeHTH-
POBAHO, YTO TIOKA3ATEb “KAa4eCTBO MyOIMUHBIX YCIYT” CJAEAYEeT PacCMaTPUBATD
KaK OT/eJIbHbII nHaKaTop ornerku criocoonoctu OTT. B atom KoHTeKCTE TIpes-
CTaBJIEHO aBTOPCKOe BUjeHUe NeUHUIIUU TOHATHS “CHJIbHbIE MHCTUTYTHI Ha
YPOBHE OPraHOB MeCTHOI BiacTu” (aHTJI. strong institutions), 4To cjaexyeT IOHU-
MaTh C MO3WIUU CIIOCOOHOCTH YUPEKIEHUI 1 OPraHU3ainil 10JKHBIM 00pa3om
BBITIOJTHSITD 33141 B 00/1aCTH 00eCTieYeH s KauecTBa MyOJINYHBIX YCIIYT.

OTMeueHa 3HAYMMOCTH MOHUTOPUHTA TTOTPEOHOCTEN M OKUAAHWIT JKUTEIeHt
OTT, a tak:ke BHepeHE B pabOTY CHCTEMBI YITPABJIEHUST KAYECTBOM 1Ty OJIMIHBIX
YCJIyT MHHOBAI[MOHHBIX MTOXO0B 1 METOJIOB, obectiederue ahheKTUBHON KOM-
MYHHKAIUH ¢ OOIIECTBEHHOCTHIO. AKIIEHTHPOBAHO BHUMAHUE HA TOM, Y4TO IIPOBE-
JIeHVEe Ha IOCTOSTHHOM OCHOBE OIEHKH M KOHTPOJISI KAueCTBA TyOJIMIHBIX YCIYT B
00BEIMHEHHBIX TEPPUTOPHATIBHBIX OOTIIMHAX, C OJHON CTOPOHBI, MOKET CIOCOO-
CTBOBATH MIO3UTUBHBIM C/[BUTAM B CHCTEME YIIPABJIECHIS KA4eCTBOM ITyOIMUHBIX
yCJIYT HA MECTHOM YDPOBHE, C JIPYTOH, YYUTHIBAsI OTCYTCTBUE CUCTEMHBIX I1aroB
1 HapaboTOK B chepe myOIUIHBIX YCIyT, HA0GOPOT, BHICTYHATH PA3APasKAIONINM
hakTopom mu1g pykosoaureseir OTT.

KioueBbie croBa: myOindHbIe YCIYTH, KAYECTBO MYOJUYHBIX YCIIYT, OIIEHKA
¥ KOHTPOJIb KayecTBa MyOJUYHBIX YCJIYT, MOBbINIEHNE Ka4eCTBa, HATIPABICHIS
MOBBIIIEHNsT KAUeCTBA TTyOJIUIHBIX YCJAYT B OOBEIMHEHHBIX TEPPUTOPHATHHBIX
OOIIMHAX.
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Formulation of the problem. The
problem of improving the quality of
the public services in the amalgamated
communities (hereinafter referred to
as AC) for the public administration is
relatively new and actualized in
Ukraine, in fact, with the beginning
of the active phase of decentraliza-
tion processes. The identified scien-
tific problem is multifaceted, requiring
the public authorities to take prudent
steps, considerable financial resources,
staffing with professional staff, prop-
er legal and practical measures that
would ensure the quality of the public
services in AC. In the context of the
local development vectors in Ukraine,
these issues are of paramount impor-
tance for the territories, establishing
dialogue with the residents, increasing
trust between the consumers and the
public service providers.

At the same time, improving the
quality of the public services requires
prompt reaction of the authorities to
the problems of the specified sphere.
It can be argued that the quality of the
public services determines the capacity
of an AC and characterizes how effec-
tive (strong) the communities are at
this stage of development, which is par-
ticularly relevant in the context of the
global sustainable development goals
(hereinafter referred to as the SDG).

Analysis of the recent research
and publications. The theoretical and
scientific achievements on the qua-
lity of the public services in Ukraine are
works of V. D. Bakumenko, H. A. Bor-
shch, V. P. Tymoshchuk, S. O. Hanot-
ska, V. S. Koltun, V. H. Korolyuk,
V. V. Nakonechny, S. M. Seryohin.
Most of the scientific intelligence fo-
cuses on the general theoretical aspects

of the quality of the public services at
the local level. However, the analysis
of the scientific sources shows that the
problem of the scientific search for im-
proving the quality of the public ser-
vices in AC, in particular regarding the
identification of the main directions
and ways of quality improvement, has
not been sufficiently studied, which led
to the choice of the research topic.

The purpose of the article. To find
out the main directions of improving
the quality of the public services in the
amalgamated communities in Ukraine
in the conditions of the modern trans-
formations.

Presentation of the main mate-
rial. Among the successful reforms
carried out in Ukraine by 2020 the do-
mestic and international experts name
the reform of decentralization of the
public power. On the one hand, this
is evidenced by the dynamics of the
newly formed (amalgamated) com-
munities, numbering 951 [1, p. 9]. On
the other hand, the success of the re-
form is confirmed by the existence of
concrete results of its implementation
(e.g. financial) and correlation with
the “service-oriented” approaches im-
plemented in the activity of the public
authorities in Ukraine following the
example of the developed countries of
the world.

The domestic researcher V. P. Ty-
moshchuk notes that the client-ori-
ented models of the citizen service, in-
troduced in the Netherlands, Sweden,
Finland, envisaged the organization
of the work of the public authorities
on the principles of the private sector
[2, p. 8]. We note the positive deve-
lopments in the recent years related to
the implementation of the theoretical
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and methodological provisions of the
service marketing, municipal admin-
istration and business approaches in
the public administration in Ukraine,
that are traditionally associated with
improving the level of satisfaction with
the services provided. At the same time,
we are convinced that without the de-
velopment of economically sound set
of measures, medium-term planning,
financial forecasting, evaluation and
control, taking into account the local
features of a particular AC, this will not
produce the desired results.

It can be argued that the quality
of the public services (administrative,
medical, educational, social, housing
and communal) also determines the
capacity of the AC. At the same time,
the indicator “quality of the public ser-
vices” is not allocated in a separate pa-
rameter of the capacity assessment of
the AC, mainly focuses on the financial
indicators, and among the components
of the rating regions for the formation
of capable communities identified only
quantitative parameters (population,
districts in the region, amalgamated
communities, area of the capable com-
munities, number of the cities of re-
gional importance, perspective plans of
the capable communities) [1, p. 11].

We are convinced that the evalua-
tion and quality control of the public
services in AC should be considered as
one of the main directions for improv-
ing its quality. First and foremost, the
results of the evaluation and control
make it possible to make sound chang-
es in the quality administration system
of the public services at the local level.
Of course, this process seems compli-
cated, given that the definition of the
category “quality” is quite capacious
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and, in the context of the topic under
study, integrates not only the quanti-
tative indicators of quality assurance
of the public services at the level of
an individual AC. In our view, identi-
fying ways to improve the quality of
the public services in an AC influences
the formation of a new administration
paradigm, characterizing how effective
(strong) the amalgamated communi-
ties are at this stage of development,
which is especially relevant in the con-
text of the global sustainable develop-
ment goals (hereinafter referred to as
the SDG). One of the SDG’s tasks re-
lated to peace, justice and strong insti-
tutions has been attributed to improv-
ing the efficiency of the government
and the local government [3, p. 52].
We consider it necessary to consid-
er improving the quality of the public
services in an AC as one of the tools to
achieve effective local government that
demonstrates the ability to implement
the SDG, taking into account the local
characteristics and identified priorities
for the development of an AC. In the
context of the establishment of effec-
tive, accountable and inclusive health
care institutions, the SDG-2030 has
used the words “strong institutions”
[4], including with respect to the lo-
cal government institutions. In a num-
ber of foreign studies, the question of
the importance of the functioning of
the strong institutions (in the sense of
strong, powerful, effective, efficient)
providing services to the population,
both nationally and locally, is raised.
We agree with the thesis that “good
local government is essential for an effi-
cient and financially sound public sec-
tor as well as high quality of the pub-
lic services” [5, p. 3]. In addition, the




foreign sources can be formulated as to
the need for a strong regional structure
providing services [6]. In our view, the
words of the UN System Coordinator
in Ukraine Osnat Lubrani at the Third
International Conference “Ukraine
Reform Conference” (July 02-04, 2019,
Canada) deserve special attention in
the context that “reforms are necessary
to satisfy every Ukrainian’s desire for
peace, justice, prosperity, decent jobs,
a clean environment, fundamental hu-
man rights, equality, strong institutions
that provide quality services, social
protection, the rule of law and justice
for everyone” [7]. Thus, in the context
of this study, under strong institutions
at the level of the local authorities pro-
viding quality services, we understand
the ability of the institutions and or-
ganizations to properly perform the
tasks of quality assurance of the public
services provided to legal entities and/
or individuals at the local level which,
among other things, requires sufficient
financial base, professional training
and high motivation of the decision-
makers, as well as improvement of the
quality of the public services on the
basis of the modern theories-method-
ological approaches.

Undoubtedly, any discontent at
the local level is in a way stimulating
the authorities to change and improve
the public services. Against this back-
ground, there is a real need at the AC
level to adjust the administration ac-
tivities and decision-making process
regarding the quality of the public
services in accordance with the con-
temporary public requests, regardless
of the personal preferences and admin-
istration style of the head (AC head).
However, the local authorities are in-

terested not only in loyalty to them
from the residents of the AC, but also
the potential investors, domestic and
foreign businesses, whose involvement
will create additional jobs in the AC
and will allow to increase the economic
potential of the territory. The stated
motives urge the authorities to develop
a set of measures related to, inter alia,
the provision and/or improvement of
the quality of the public services in AC,
and require key provisions in the legal
acts.

It should be noted that the renam-
ing of the Ministry of Regional Devel-
opment, Construction and Housing
and Communal Services to the Min-
istry of Communities and Territories
of Ukraine justifies a certain shift in
the emphasis on human development,
comfort, access of the citizens to all
the social /communal services. In addi-
tion to the name change, it is also an-
nounced the development of a “social
standard” in collaboration with other
ministries, according to which in each
community the residents will be pro-
vided with social, medical and trans-
port infrastructure (according to [8]).
In this approach, the professional qual-
ities of those responsible for enhanc-
ing the quality of the public services in
AC are highlighted; the importance of
monitoring the needs and expectations
of the AC residents; introduction of in-
novative approaches and methods into
the quality management system of the
public services; ensuring effective com-
munication with the public.

Conclusions of the research. The
analysis of the domestic and foreign
sources makes two key conclusions.
Firstly, in the context of resource man-
agement, the capacity of the institu-
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tions to provide quality, accessible
public services at the local level is a
measure of their effectiveness. Second-
ly, considering the continuing reform
of the national public administration
system on the principle of decentral-
ization, when developing measures to
improve the quality of the public ser-
vices in AC, attention should be paid to
improving the professional qualities of
the administrators and developing me-
dium and long-term plans for ensuring
the quality of the public services.
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