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MAIN ASPECTS OF FUNCTIONING OF PHONE
“HOT LINES” OF STATE AUTHORITIES

Abstract. The article analyzes the main aspects of the functioning of telephone
hotlines of public authorities in Ukraine. Emphasis is placed on the identified
shortcomings in the investigated field. The basic information on the functioning
of “hot lines” of executive authorities is considered. The necessity of covering
information on the functioning of hotlines and their contacts on the official web-
sites of some state bodies is raised.

In the course of the study, particular attention was paid to the existence of
discrepancies between the names of hotlines and their telephone numbers.

They came to the conclusion that information about the presence of the hot-
line or link to it on the home pages of official bodies of the executive bodies was
required.

Attention was drawn to the significant limitation of the possibility of direct
access to the hotlines of most central executive bodies due to the lack of possibi-
lity of making free calls.

It was found that in some cases there is a timely update of information on of-
ficial sites, no clear mode of operation of the line, and a list of several “hotlines”.

A study of telephone conversations with hotline workers found that there was
no way to call some executive agencies because the line was constantly busy.
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They also drew attention to the presence of an answering machine with a mes-
sage about the ability to record a conversation in order to improve the quality of
calls. Only 10 executive bodies can sway here.

They analyzed the beginning of the conversation and came to the conclusion
that most of the specialists of hotlines do not provide either their own name or
even their number. But, at the same time, it is worth noting the polite manner of
communication and friendly treatment of the citizens by the employees of most
lines of the authorities, as well as the correct and tolerant conclusion of the con-
versation.

They clarified the need to improve the functioning of telephone “hotlines”
of public authorities in the following areas: setting up and working out uniform
standards of work; introduction of special training courses for employees of these
lines; constant control of the quality of service to citizens; updating of software
and so on.

In general, let us conclude that the main problem is the lack of clear coordina-
tion of the work of such lines by the state.

Keywords: “hotline”, appeals, public authorities, functioning, specialists of
“hotlines”, improvement.

OCHOBHI ACHHEKTH ®YHKIOIOHYBAHH! TEJIE®OHHHUX
“TAPAYNX JIIHIN” OPTAHIB JIEP;KABHOI BJIAIN

Amnoranis. [IpoananizoBano ocHOBHI aciieKTH (yHKIIIOHYBaHHS TesleOHHUX
“rapsaux JiHil” opraHiB ep:KaBHOT BJaa/u B Y KpaiHi. AKIIEHTOBAHO yBary Ha BU-
SBJIEHUX HeOJiKaX y JocaiKyBaniil cepi. PosrisHnyTo ocHOBHY iH(hOpMaIito
110/10 (PyHKITIOHYBaHHS “TapguuX JiHiil” opraHiB BUKOHaBYOI Biajn. Po3kpuro
UTaHHST HeOOXiTHOCTI BUCBIT/IeHHs iH(OpPMAIIii 111010 (DYHKI[IOHYBaHHS “rapsi-
YuX JIiHiN" Ta IX KOHTaKTiB Ha OiiHNX calTax AesIKNUX JIePKAaBHUX OPTaHiB.

Y xoni nocaijzkeHHss 0coOJIMBY yBary 3BepHEHO Ha iCHYBaHHs po30isKHOCTEN
MizK HazBaMM “Tapsunx JiHil”, a TaKOK HOMepaMu iX TesiehoHiB.

3pobJieHO BUCHOBOK MIOJI0 HEOOXITHOCTI BUCBIT/IEHHST Ha CTAPTOBUX CTOPiH-
KaxX oiIiiHNX caliTiB BUKOHABYMX OPraHiB iH(opMallii mpo HagBHICTH “raps4oi
JiHii” ab0 TOCUIaHHS Ha Hel.

TostoBHUIT akIeHT 3pO0JIEHO HAa CYyTTEBE OOMEKEHHSI MOKJIMBOCTI MPSIMOTO
3BepHEHHs Ha “rapsidi JiiHii” GiIbIIOCTI EHTPAJIbHUX OPraHiB BUKOHABYOI BJIaIN
y 3B’I3KY 3 BiICYTHICTIO MOKJIMBOCTI 3/1ifiCHEHHS OE3KOIITOBHMX J3BiHKIB.

3’s1coBaHo, 10 B IESIKUX BUTAJIKAX BiI0YBAa€THCST HEBYACHE OHOBJIEHHST iH(DOP-
Maitii Ha odiniiHUX caiiTax, He 3a3HAYAETHCS YiTKUN PesKUM poOOTH JIiHil, a Ta-
KOJK HaBeJIEHO TePeJliK KiIbKOX “Tapsunx JiHii.

Y nporuteci pocuipkenns teseOHHUX PO3MOB 3 ITpalliBHUKAMU “Tapsyux Ji-
Hill” BUSIBJIEHO, 1110 3MOTa J0TeaedOHYBaTUCh /10 IeIKMX BUKOHABYMX OPraHiB
B3araJii BiZICyTHS, OCKiJIbKH JIiHisl TOCTiITHO 3ailHATA.

Takoxx npuBepHy/a yBary HasiBHiCTb aBTOBi/IOBifaya 3 IOBiJJIOMJIEHHSIM IIPO
MOSKJIMBICTD 3aIlCy PO3MOBU 3 METOIO ITOKpallleHHsI IKOoCTi po3MoB. [lozutnBaum
Pe3yJIbTaToOM IIPY IIbOMY MOKYTb HOXBauTHCA Jintiie 10 opraniB BUKOHaBYOT BJIa/IN.

139




[TpoanasizoBaHO MOYATOK PO3MOBH, SIKHiT IO3BOJIMB ITH BUCHOBKY, 1110 OiJIb-
mricTh axiBIiB “rapsaux JiHiNA~ He MTOBiZOMIISIOTH Hi BJacHOTO iMeHi, Hi HaBiTh
tabesibHOTO HOMepa. BojiHouac cJri/l BifisHaYMTH BBIYIMBY MaHepy CIIJIKYBaHHST
Ta J0OOPO3UUJIMBE CTABJIEHHS 0 TPOMaJisiH 3 GOKY MpaIliBHUKIB OiIbIIOCTI JTiHii
OPraHiB BJa/IM, a TAKOK KOPEKTHE Ta TOJIEPAHTHE 3aBEPIIEHHST PO3MOBH.

BucsitiieHo HeoO6XiAHICTh yIOCKOHAJNEHHS (DYHKI[OHYBaHHS TeIeOHHIX
“rapsaux JIiHil~ opraHiB epKaBHOI BJIaIM B TAKUX HaIIPsSIMax: HAJIarOIKEHHS Ta
Bi/ITpaIlfOBaHHs €IMHIX CTAaHIapPTiB POOOTH; 3aITPOBA/KEHHST CIIEIlialbHUX Kyp-
ciB migBuIneHHs KBajidikarii A/ mpaliBHUKIB 3a3HaYeHUX JIiHiH; MTOCTiMHMII
KOHTPOJIb IKOCTi 06CIyTOBYBaHHS TPOMA/ISTH; OCYYaCHEHHsI TIPOrPaMHO-TeXHi4-
HOTO 3a0€e31eYeHHST TOTIIO.

3arajiom 3po6JIeHO BUCHOBOK, 1110 OCHOBHA TIpo0JieMa TI0JISITaE y BiJICy THOCTI
4iTKOT KoOopAnHaIlii poOOTH TaKuX JIiHil 3 60Ky JepsKaBu.

Kmo4osi cioBa: “rapsiua JjiiHiss”, 3BepHEHHSI, OPTaHy JIep>KaBHOT B, PyHK-
mioHyBaHHs, (haxiBIli “Tapgunx JiHii”, yIOCKOHAJIEHHSI.

OCHOBHBIE ACIIEKTbl ®YHKIIMOHUPOBAHUS
TEJIE@OHHBIX “TOPIYUX JUHUIT”
OPI'AHOB IOCYAAPCTBEHHOMU BJIACTU

Annoranus. [IpoanannsaupoBaHbl OCHOBHbBIE aCHEKThl (DYHKIIMOHUPOBAHUS
TesiepOHHBIX “TOPSYUX JMHUU~ OPraHOB TOCY/IApPCTBEHHOU BJIACTH B Y KpauHe.
AKIIeHTUPOBAHO BHUMaHUeE Ha BBISIBJIEHHBIX HEIOCTATKAX B MCCIIeyeMoii cdepe.
PaccmoTpenst ocHOBHBIE CBe/leHNs O (DYHKITMOHUPOBAHUN “TOPSIUX JIUHUN Op-
raHOB MCIOJTHUTEJIBHOI BJIACTH. PacKpbhITO BOIPOC 0 HEOOXOAMMOCTH BHECEHMSI
nHdopmaluu 0 GyHKIIMOHUPOBAHUHN “TOPAUNX JUHUH U UX KOHTAKTOB HA 0hu-
IIUAJTBHBIX CaliTaX HEKOTOPBIX TOCY/IaPCTBEHHBIX OPTAHOB.

B xozie uccaenoBanust ocoboe BHUMaHe 0OPaIeHo Ha CYIeCTBOBaHUE pa3-
HOTJIACUH MEJK/Ty Ha3BAaHUAMU “TOPSYNX JIMHUI, a TaKKe HOMepaMu nx tesiedo-
HOB.

Cuenan BBIBOJ O HEOOXOAMMOCTH pa3MeIleHrsI Ha CTapTOBBIX CTPAHUIAX
oUIMATBHBIX CATOB NCIOJHUTEIBHBIX OPTaHOB MH(GOPMAIUU O HATTMYUU “TO-
psueil IMHUN” WJIN CChLITKYM HA Hee.

OcHoBHOE BHMMaHUE CAaKIIEHTUPOBAHO HA CYIIECTBEHHOE OTPAHUYEHNE BO3-
MOKHOCTH TIPSIMOTO OOpAIeHUsT Ha “Topstyrie JUHUN" GOJBITUHCTBA TIEeHTPAIb-
HBIX OPTaHOB MCIOJHUTEJbHON BJIACTH B CBSI3W C OTCYTCTBUEM BO3MOKHOCTH
OCYIIECTBIIEHHST OECTIIATHBIX 3BOHKOB.

Bbu1o BbIsSICHEHO, YTO B HEKOTOPBIX CJIYYasiX MPOUCXOAUT HECBOEBPEMEHHOE
obHoBJIeHNE HHMOPMAITUH Ha ODUITHATBHBIX CaliTax, He YKa3bIBAETCS YETKUN pe-
KM pabOTBI IMHUH, 2 TAKKE TIPUBE/IEH TIePEYeHb HECKOTBKIX “TOPSYUX JIUHUIT.

B mccienoBannm TesiehOHHBIX Pa3roBOPOB ¢ pabOTHUKAMU “TOPSYMX JIMHI”
BBISIBJIEHO, YTO BO3MOKHOCTH JIO3BOHUTHCS JI0 HEKOTOPBIX UCIIOJHUTETBHBIX OP-
raHOB BOOOIIE OTCYTCTBYET, IIOCKOJIBKY JIMHUS MOCTOSTHHO 3aHSITA.

Taxske obpaiieHo BHUMaHUEe Ha HAJIMYUE aBTOOTBETYMKA ¢ MH(MOPMAIHEN O
BO3MOKHOCTH 3aITMCU Pa3roBOpPa C IIeJIbI0 YIIydllleHns ero kadectsa. [lomoxu-
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TEJTbHBIM PE3YJIbTATOM IPU ATOM MOTYT TIOXBJUTBHCS TOJIbKO 10 opraHoB ucro-
HUTEJHHOI BJIACTH.

AHaji3 Havyasia pasroBopa MO3BOJIWII C/IEIaTh BBIBOJ, YTO OOJIBITMHCTBO CIIe-
[UAJIKCTOB “rOPAYMX JUHUI" He cooOIaeT H1U CBOEro UMEHH, HU Jae TabesIb-
Horo Homepa. OIHOBPEMEHHO CJIe/lyeT OTMETUTh BEKJIMBYIO MaHEPy OOIIeHVsT
1 106posKeIaTeIbHOEe OTHOIIEHNE K TPakIaHaM CO CTOPOHBbI paGOTHUKOB GOJIb-
MIMHCTBA JIMHUI OPTaHOB BJIACTH, a TAKKE KOPPEKTHOE U TOJIEPAaHTHOE 3aBepilie-
HUS Pa3roBoOpa.

OTmedeHa HEOOXOAMMOCTD YCOBEPIIEHCTBOBAHYS (DYHKIIMOHMPOBAHUS TeJie-
(borHBIX “rOpgunX JUHUN OPTAHOB rOCYZIAPCTBEHHON BJIACTH B CJIEYIONIUX Ha-
IpaBJIEHUSIX: HAIA)KUBaHUE W 0TPabOTKA €AMHBIX CTAHIAPTOB PabOThI; BBEICHIE
CIIEIUATbHBIX KYPCOB MOBBIMIEHIS KBAIU(DUKAINN /i1 pAOOTHUKOB YKa3aHHBIX
JIMHWIT; KOHTPOJIb KadecTBa 00CTY:KUBAaHUST TPaK/IaH; MOJIEPHU3AIUST TIPOTPaM-
MHO-TEXHUYECKOTO 00eCIeueH sl U T. T1.

B 1esiom czieran BBIBOJI, 4TO OCHOBHAsT TPoOJIeMa 3aKII0YaeTCsl B OTCYTCTBUH
4eTKOM KOOPAMHAIINN PpabOThl TAKMX JIMHIIT CO CTOPOHBI FOCYIapPCTBA.

Kouesbie ciioBa: “ropsiyast JinHust”, oOpalieHre, Opraibl TOCYIapCTBEHHOMN
BJIACTH, (DYHKITMOHUPOBAHUS, CIEIUAINUCTHI “TOPIYNX JIMHUIN, COBEPIIEHCTBO-

BaHUeE.

Problem statement. In modern
Ukraine, the role of citizens’ appeals as
an effective tool of civil society influ-
ence on public authorities has not yet
been fully understood. The substantial
revaluation of approaches to determi-
ning the role and place of the institu-
tion of citizens” appeals is necessary to
improve public administration in the
system of ensuring human rights, im-
prove the interaction between state and
society, and establish social and legal
state in Ukraine.

The citizens’ appeals are an impor-
tant factor in making socially impor-
tant decisions in any democratic coun-
try, regardless of its political structure
and form of government. This is an im-
portant tool for identifying and syste-
matically analyzing negative trends
that threaten the stable development
of individual and society as a whole.

Ensuring rights and freedoms involves
creating appropriate conditions and
forming effective mechanisms for re-
sponding to citizens’ appeals by public
authorities and local self-governments,
as well as implementing constitutional
principles of state governance [1].

The existence of various hotlines al-
lowing citizens to submit an appeal has
long been no news for our time. Now,
most organizations have their own
telephone lines, which can be used to
obtain this or that information. In this
case, public authorities are no exception
[2]. This led to the need to analyze the
activities of such lines and special di-
rectory inquiry services that currently
operate in most executive authorities.

Highlighting the unresolved parts
of general problem. Today, the issues
of ensuring proper functioning of hot-
lines of public authorities remain unre-
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solved. There are a lot of problems from
organizational point of view of their
functioning, human resourcing, proper
distribution of functional responsibili-
ties and load on employees, as well as
in terms of responsibility for improper
consideration, evasion or unjustified
refusal to consider appeals. Given that
the institution of citizens’ appeals is an
integral part of the rule-of-law state
functioning, the outlined problems de-
serve special attention and need to be
addressed. This, in turn, will allow es-
tablishing cooperation between public
authorities and citizens who apply to
these authorities in order to be heard.
Analysis of recent studies and pub-
lications. The wide range of scientific
works of domestic and foreign scien-
tists is devoted to the study of hotlines
and citizens’ appeals submitted directly
with their help. The importance of this
issue is due to the fact that appeals to
public authorities and local self-govern-
ments, which are submitted using spe-
cial hotlines, are an important feedback
mechanism between state and citizens
and one of the objective integral indica-
tors of assessing the level of civil society
formation, indicator of maturity and ir-
reversibility of democratic transforma-
tions in the state. These are the works
by O. Chub, O. Babinova, V. Sobol,
V. Soroka, V. Bakumenko, M. Bilynska,
V. Vorotin, V. Holub, V. Hoshovska,
N. Hrytsiak, Yu. Kovbasiuk, V. Knia-
ziev, A. Kolodiy, V. Luhovyi, V. Ma-
monova, A. Popok, O. Pukhalo, Ya. Ra-
dysh, I. Rozputenko, Ye. Romat, V. Tro-
shchynskyi, H. Sytnyk, A. Semenchen-
ko, Yu. Surmin, S. Teleshun and others.
However, despite the wide range of
studies on various aspects of this topic,
a significant number of problems still
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require further development and in-
depth study. The processes of social
transformation, establishment of new
social ties updates the need for scienti-
fic studies of the problem of interaction
between government and public, which
would adequately reflect the comple-
xity of transformations taking place in
society [3]. The urgent need to improve
the efficiency of working with citizens'
appeals due to hotlines and to optimize
dialogue relations requires a compre-
hensive study of these problems, in-
creases their relevance and practical
significance.

Purpose of the article is to analyze
the current status of telephone hotlines
of executive authorities in Ukraine and
ways to improve them based on the
analysis of activities of hotlines of pub-
lic authorities and scientific studies.

Statement of main material. The
study analyzed the effectiveness of
hotlines of central executive authori-
ties, identified their “bottle necks” that
negatively affect both the image of the
institution and the effectiveness of re-
sponse by public authorities, and deter-
mined the ways to improve the activi-
ties of the studied lines and services.

This analysis was based on the list
of reference information provided on
the websites of the state institution
Government Contact Center [4] and
Government Portal [5].

The analysis of contact information
provided on these Internet resources
clearly showed that the websites of
Government Contact Center and some
central executive authorities do not
contain any information on existence
of their own hotlines. Apparently, such
executive authorities are not interested
in receiving appeals directly, but are




“content” only with appeals that are
registered at the government hotline.

In some cases, information on tele-
phone lines and services of certain pub-
lic authorities could only be found on
the website of Government Contact
Center, while no similar contact in-
formation was found on the websites
of these institutions. There were cases
when telephone numbers could be
found on the websites of executive au-
thorities, but they were not displayed
on the website of the mentioned state
institution. In most cases, information
on telephone hotlines and directory
inquiry services were available both
on the websites of executive authori-
ties and on the website of Government
Contact Center.

It is impossible not to notice the fact
that in many cases of analysis of infor-
mation available on the official websites
of executive authorities and website of
Government Contact Center, the dif-
ferences were traced, that is, complete-
ly different telephone numbers were
indicated. In other cases, discrepancies
were found, which can be considered
“typical”. They consisted of:

« differences between the names;

e differences between hotlines tele-
phone numbers listed on the websites of
relevant authorities;

e lack of information on hotlines
working hours.

In addition to the identified prob-
lems of system nature, the attention
should also be paid to other problems of
substantive and organizational nature
identified during the study [6].

First, the vast majority of telephone
hotlines of central authorities differ
both in sound and in spelling, for exam-
ple: telephone number, hot telephone

line, directory assistance service, tele-
phone hotline, call center, hotline tele-
phone number, crisis hotline, directory
inquiry telephone line, telephone num-
ber of hotline, single telephone number,
helpline, directory assistance telephone
system, hotline, contact center, Pulse
service, direct telephone hotline, Cor-
ruption Report, support line, contact
center, Dovira service telephone num-
ber and so on. Due to this discrepancy
between the names, ordinary citizens
have difficulty finding a particular tele-
phone number.

Secondly, information on existence
of hotline or link to it cannot be found
on the start page of the official web-
sites of some institutions, therefore,
the citizens concerned spend more time
searching. Instead, information on or
link to government hotline is available
on almost every website of public au-
thorities.

Thirdly, to call the vast majority of
hotlines, there is a need to make long-
distance calls (unless you are a resi-
dent of Kyiv). This is due to the fact
that most lines have the dialing code
044, which is the code of Kyiv. Instead,
numbers starting with 0800 are much
more convenient, because they are usu-
ally free.

During the study it was revealed
that the majority of websites of exe-
cutive authorities, the telephone line
numbers of which start with 0800, do
not provide information which of these
calls are free: either only from landlines,
or also from Ukrainian mobile opera-
tors.

Fourth, a fairly large number of cen-
tral executive authorities have several
telephone hotlines. In some cases, there
is a whole list of numbers to leave an
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appeal. This can confuse citizens, as
they do not clearly understand the area
of responsibility for each of them. It is
much more convenient for the popula-
tion to have one telephone hotline for
each executive authority, which would
allow specialists to switch calls to go-
vernment officials responsible in one
plane or another.

Fifthly, during the study, there were
cases when no comprehensive informa-
tion on lines working hours was found.
Often, the official websites of relevant
authorities do not provide information
on possible work breaks, and in some
cases the schedule sounds like “during
the working day”, which leads to ad-
ditional actions by parties concerned
to clarify necessary issues. It is also
worth noting the lack of consistency
in the work schedule of such lines. This
means that some lines work 24 /7, while
others work on certain days or hours
per week. In this case, citizens have
to wait, for example, for a certain day,
which makes it impossible to use the
right to appeal at any time. In my opi-
nion, if hotline works only at certain
times, then the meaning of its existence
is lost, because there is no possibility to
resolve the issue that may require im-
mediate response.

Sixthly, the study found that in some
cases the information on official web-
sites is not updated in time. There was
outdated information concerning, for
example, the already liquidated or re-
named authority, line work schedule,
schedule of participation of officials
during the hotline, and so on.

I believe that it is advisable to con-
duct the study in terms of telephone
conversations with employees of hot-
lines of central executive authorities.
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The study consisted of three stages.

1. At the first stage, contact infor-
mation on the activities of directory in-
quiry services and telephone hotlines of
authorities was clarified.

2. The second stage was to investi-
gate their work by making calls on the
principle of “secret applicant” who had
a problem requiring advice or certain
actions by relevant authority to resolve
it.

3. During the third stage, the results
of advice or appeal registration were
systematized, summarized and ana-
lyzed.

When evaluating the work of tele-
phone lines and directory inquiry ser-
vices, the following factors were taken
into account:

* thematic structure of appeals;

* total number of attempts to call;

» message from the answering ma-
chine on possible recording the tele-
phone conversation;

* response of hotline employee to
the raised issue (whether it was pro-
posed to register the appeal or provide
oral advice, or it was connected with a
specialist);

* ethical aspect of conversation of
specialist with applicant.

The study covered the work of quite
a large number of hotlines of executive
authorities. All calls were made during
working hours indicated on the official
website of the state institution Go-
vernment Contact Center, and on the
principle of “secret applicant”. In other
words, the problem with which the ap-
plicant called a particular hotline was
invented, and the course and result of
the conversation were analyzed.

Thus, the following results were ob-
tained.




Availability. In most cases, the con-
versation started after the first attempt
to call. In some executive authorities,
the connection occurred after several
minutes of waiting on the line. This in-
dicates the proper organization of work
of the studied lines.

Despite the positive results in this
direction, there were also negative
sides, namely the lack of opportunities
to call. The reason, first of all, was that
line is always busy. It should be noted
that conclusion on impossibility to call
these hotlines was made as a result of
repeated attempts.

Answering machine. During the
experiment, it was found that only ten
hotlines of public authorities have an
answering machine with a message on
possible recording the conversation to
improve the quality of conversations.
The absence of such notification may
indicate that audio recording is being
made without informing the applicant,
or is not being made at all. It is sad, as
this practice would be useful for other
hotlines to improve the quality of ser-
vice and control the work of specialists
who receive calls.

It is also impossible to ignore the
fact that during the call no hotline re-
ported the number of applicant in the
queue for connection with a specialist,
as well as approximate time of possible
waiting. Due to the lack of such infor-
mation, very often applicants just hang
up without waiting for connection.

On some lines, citizens who try to
call are offered to choose the appropri-
ate appeal subject by clicking a certain
number, choosing which they receive
only general advice. If the issue requires
more detailed consideration, they sug-
gest waiting for connection with a spe-

cialist. The hotline of one of the minis-
tries immediately reports that appeals
only on certain issues are accepted. If
issue is of different nature, you need to
click other numbers. In general, calling
this hotline made a rather unpleasant
impression. First, the answering ma-
chine voice is hoarse, which does not
leave a pleasant impression. Secondly,
they immediately inform that you call a
hotline of the ministry, not mentioning
its full name, but only the abbreviation
without transcription that may confuse
an ordinary citizen.

On hotline of one of the ministries
there is only the automatic directory
inquiry telephone line, where you can
get information on schedule and vi-
siting hours of officials, or contacts of
structural divisions.

Starting the conversation. When
starting the conversation, it turned
out that most of hotline specialists do
not say their names and(or) employee
ID, which also makes very negative
impression, as citizens do not under-
stand who they are talking to in this
case.

Style of communication. In general
we can say that in the vast majority of
cases the communication style of spe-
cialists of hotlines of executive authori-
ties can be assessed as polite, friendly
and making positive impression.

But we should not forget about the
lines that struck with complete igno-
rance, impolite communication style
and rudeness of specialists.

Speed of orientation and aware-
ness. In this case, we intentionally
called the hotlines of authorities not
according to their competence and
checked the speed of specialist orienta-
tion in the issue and advice on how to
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contact the competent authority to ad-
dress the issue.

Ending the conversation. The con-
versation with the applicant in all cases
was ended with observance of the rules
of ethical communication and wishes
for “all the best” or “thank you for the
call”.

Taking into account the data of the
study, it is concluded that it is neces-
sary to improve the work of hotlines of
central executive authorities, which is
as follows:

1. Establishing and developing com-
mon standards for telephone hotlines
and directory inquiry services of cen-
tral executive authorities [7].

2. Introducing special training
courses for employees of these lines to
ensure better, more professional and ef-
fective level of response to appeals.

3. Placing information on available
hotlines on the start pages of official
websites of public authorities or imple-
menting the system of simplified search
for contact information on these web-
sites [8].

4. Constant control of quality of
citizen service by considering the pos-
sibility of audio recording of each and
all calls on the line.

5. Providing recommendations for
creating hotlines to those authorities
who do not have them.

6. Updating software and hardware
for the perfect work of hotlines.

Conclusions and suggestions.
Summarizing the above, we can con-
clude that all the results of analysis of
the activities of hotlines indicate the
need for mandatory improvement of
the work of hotlines of public authori-
ties. Their functioning should help to
increase the efficiency of response to

146

citizens’ appeals and confirm the need
for their development as an integral
part of the National system of proces-
sing appeals to executive authorities
[9]. However, it is too early to talk
about the results. The work of each
telephone hotline should be analyzed
separately and in more detail. The main
attention should be paid to work with
hotline specialists who receive calls and
often do not fully perform their duties
or do not perform them at all.
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