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Abstract. The digitalisation of public administration is a process aimed at improving access to goods and services. The 
demand for facilitating access to services, in particular public services, and boosting the economy, to which the digital 
transformation can contribute, makes this study relevant. The purpose of this study is to analyse current trends in the 
digital transformation of public administration and public authorities. The study employed general scientific methods, 
in particular analysis and synthesis, and comparative methods. Areas for improving the efficiency of decision-making by 
public authorities through the use of information and communication technologies and digitalisation were considered. 
It has been substantiated that the intensified use of the latest information technologies in providing various services by 
public authorities determines the beginning of the formation of its own model of digitalisation of public administration. 
The digital transformation of public administration is defined as a problem-solving tool for the society that can provide 
significant savings in public expenditure, benefiting the administration and the citizens, whose daily needs and concerns 
are placed at the centre of public administration strategies. The impact of digitising services for citizens has been shown 
to be effective, in particular in facilitating access to and use of services. The necessary conditions for successful digital 
transformation were identified
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Introduction
The modern practice of institutional support of governance 
processes shows the trend of changing the concept of “public au-
thorities” to “public administration” [1-3], as public author-
ities demonstrate a tendency towards increasing publicity, 
transparency, elimination of the practice of direct disposi-
tion and imperative prescriptions [4-6]. The international 
practice of the concept of “public administration and gover-
nance” [7-9], emphasises its “people-facing” approach. The 
process of digitalisation of public administration is part of 
a strategy aimed at improving access to goods and services  
throughout Europe – both for citizens and businesses [10-12]. 
Approved by the Ukrainian government, the Concept for 
the Development of e-Governance in Ukraine [13] and the 
Ukrainian Digital Economy and Society Development Concept 
for 2018-2020 with an action plan for its implementation [14] 
also aim to harness the potential of information and commu-
nication technologies to promote innovation, sustainability, 
economic growth and progress. That is why the quest for ways 
to improve the efficiency of managerial decision-making 
by public authorities through the use of information and 
communication technologies, digitalisation, and the intro-
duction of e-governance is relevant.

Recent years indicate the activation of not only the 
use of the latest information technologies in providing a 
wide variety of processes by public administration but also 
the accumulation of Ukrainian experience and the forma-
tion of our own Ukrainian model of digitalisation of public 
administration. The studies substantiate the concept of im-
plementation of information and communication technol-
ogies in the activities of public administration according to 
the scheme: “informatisation of public administration” − 
“e-government” −  “digitalisation of public administration 
and management (digital governance)” [15]. The author notes 
that, unlike informatisation and e-government, digitalisation 
transforms management processes, improving them quali-
tatively, creating new digital services and innovative forms 
of service activities of state and local authorities using net-
work-, cloud- and smart- technologies. Some studies sum-
marise the Ukrainian and international experience of using 
information technologies of intellectual management in 
public management practice [16-18], emphasise the impor-
tance of implementing e-government and the advantages of 
its application in comparison with traditional mechanisms 
of public administration, etc. [19; 20]. 

The process of establishment of digital governance 
in the Ukrainian realities has determined the need to inves-
tigate conceptual approaches to assessing the development 
of digital society and digital governance and develop analytical 
tools adapted to the specifics of digital development con-
tent at the local level [21]. Early 21st century studies have 
already presented strategies for introducing IT initiatives 
into public e-governance practices [22], and further studies 
have focused on various aspects of the digitalisation of de-
cision-making processes and public administration.

Current discourses focus on narrower issues of e-gov-
ernance organisation [23-25], for example: standardisation 

of forms (in particular application forms, documents) 
through benchmarking, which will help minimise govern-
mental efforts by reusing form elements and reduce com-
plexity for citizens by providing a unified presentation of 
information [26-28]. These forms are a central interface for 
the exchange of information between the government and 
citizens, a way to “translate” laws into practice, and facili-
tate this exchange. Unfortunately, the development of these 
forms often requires a lot of effort to ensure that they meet 
legal requirements, as a result of which citizens often de-
scribe them as very complex. The authors [28] present a 
meta-model that can be used to create reference models for 
electronic forms in the public administration system. The 
first studies on the standardisation of e-services in public 
administration pointed to the limitations of their use due 
to the significant differences between private organisations 
and public administration [4].

Thus, the purpose of this study is to analyse current 
trends in digital transformation in public administration 
and public authorities.

The Concept of Digitalisation and Methods of its 
Use in Public Administration
Digitalisation is a global trend, a long-term priority and a 
key driver of all modern processes. The rise of technologies 
of the Fourth Industrial Revolution significantly changes 
the nature of production, social processes and the pace of 
innovation in general. Support for digital transformation is 
one of the five policy priorities identified by the European 
Commission in the proposals “Joint Communication: Eastern 
Partnership Policy for the period up to 2020”, published on 
March 18, 2020 [29]. A strong digital presence around the 
EU will promote growth and stimulate Ukraine’s sustain-
able development. The EU will further invest in the digital 
transformation of partner countries in line with EU legisla-
tion and best practices and will support large-scale, highly 
innovative digital start-ups in the region.

However, the digital transformation of public admin-
istration is now more important and urgent than in any oth-
er industry. By promoting digital citizenship rights, digital 
technologies offer countless opportunities to improve both 
the performance of administrations and the relationship 
between administrations and citizens and businesses. The 
use of information technology in public administration is 
usually seen as a tool to improve the efficiency of existing 
public administrations, digitise existing documents, facili-
tate the dissemination of information and to better control 
social processes [30-32]. Effective and innovative public 
administration should provide fast and high-quality ser-
vices to citizens [33], which means revising and rethinking 
procedures and services in a digital perspective.

It is important to note that some digital functions 
have already been implemented and continue to operate 
in the private and public sectors. For instance, electronic 
signatures and digital documents have existed in Ukraine and 
have been functioning alongside paper documents since 2003. 
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“Digital citizenship”, a set of rights and obligations related 
to the digital sphere, aims to simplify relations between cit-
izens, businesses and public administration through digital 
technologies. Digital citizenship ensures that citizens and 
businesses have access to all data, documents and services 
of interest digitally, in order to guarantee easier access to 
services. Among the elements that distinguish digital citi-
zenship are:

− digital access - most importantly, free access to tech-
nology must be maintained for digital citizenship;

− digital rights and responsibilities − on the one hand,
there are rights related to confidentiality, data processing and 
freedom of expression; on the other hand, there are duties 
and responsibilities that provide for the appropriate use of 
technology in accordance with the law;

− digital skills − technology is constantly evolving and
the labour market requires more and more innovative skills 
in the use of electronic tools and services;

− digital communication − with new technologies, each 
person can communicate and collaborate with whomever 
they want, from anywhere, at any time;

− digital commerce − today’s marketplace is digital and
online shopping is becoming more common, therefore rules 
need to be established to protect digital consumers;

− digital health and wellbeing − new technologies can
also benefit the health sector (e.g. electronic patient logs or 
digital prescriptions).

The achievement of digital citizenship is greatly fa-
cilitated by the computerisation of public administration, 
which is simply called “Electronic Governance”. E-gover-
nance is defined as the use of information and communica-
tion technologies in public administrations in combination 
with organisational changes and new skills to improve pub-
lic services, democratic processes, and strengthen support 
for public policy [34]. However, it is not a homogenous or 
static phenomenon. E-governance has evolved from an 
initial web presence to transactional and integrated appli-
cations. Thus, in recent years, local authorities in the UK 
have begun to apply various “smart” technological changes 
to improve the provision of services, in particular, the wider 
introduction of computational and algorithmic tools in 
service areas in local authorities [35]. These changes have a 
profound impact on the structure of public administration. 
The focus was on specific cases of artificial intelligence, in 
particular autonomous agents and predictive analytics, and 
a combination of desk research, questionnaire and inter-
views was used to better understand the extent and nature 
of these changes in local government [35]. The results show 
that local governments are beginning to adopt intelligent 
technologies and that these technologies have an unpredictable 
impact on how government administrators and computa-
tional algorithms are implemented in the provision of public 
services.

The European Commission has established the ba-
sic principles on which actions on e-governance should be 
based [36]:

1. Public administrations and government agencies must 
be open, efficient, an d inclusive, pr oviding limitless, pe r-
sonalised, convenient, and end-to-end digital public services 
to all citizens and businesses.

2. Innovative approaches are used to develop and provide 
the best services in accordance with the needs and requests 
of citizens and businesses.

3. Public administrations use the opportunities offered 
by the new digital environment to facilitate their interaction 
with stakeholders and with one another.

Experience of Implementing Digitalisation Tools 
in Public Administration in Ukraine and Other 
Countries
Both the quality and the use of digital public services in-
creased in 2019. 67% of people (compared to 57% in 2014) [37] 
who used the internet and submitted documents to their 
public administration have reported using online channels, 
indicating the convenience of online procedures compared 
to paper ones. The experience of one of the most successful 
e-governments, the German government, is built on four 
basic principles of public sector modernisation [16]: allo-
cation of responsibilities, which increases the efficiency of 
providing services; a focus on citizens as equal partners of 
the state and their protection in the provision of e-services; 
diversified development of public services, which will con-
tribute to a more efficient and transparent us e of  funds; 
effective management, which enables the recruitment and 
retention of the employees most interested in the results of 
their work in the organisation.

In Ukraine, experts monitoring statistics on the dig-
ital economy and society in Ukraine state that the country’s 
digital economy can be assessed with a score of three out 
of a possible five [38]. Some countries have achieved bet-
ter results and in some areas even collect data on 100% of 
the Digital Economy and Society Index (DESI) [39]. At the 
same time, there are countries that have failed to compile 
such assessment indicators at all [37]. To climb the “tech-
nological ladder”, it is important for Ukraine to make ef-
fective use of its scientific and innovation potential and to 
digitalise all spheres of social life. The public project “Dig-
ital Agenda 2020” [40-41], was launched in 2016 and aims 
to increase the number of high-tech initiatives and 
projects, create opportunities for the further 
transformation of the economy, and the establishment and 
development of com-petitive and efficient sectors of the 
economy. This, in turn, can have a significant positive 
impact on the quality of life of citizens. Though 
unpredictable global challenges in 2020 have brought 
adjustments, the groundwork for the digital transformation 
of Ukrainian society has been laid.

The digitalisation of public administration plays an 
important role in this process, allowing for significant im-
provements in the quality of services in public administration 
practice. A project proclaiming 10 main strategic technolo-
gies for Ukraine’s public sector was created in 2020 [40]. It is 
worth noting that in today’s realities, almost all of them are 
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actively used or may be implemented in the near future. Thus, 
the “digital” workplace technology is designed to diversify the 
work of specialists and save them time spent on processes 
that can be automated. Multi-channel communication and 
engagement with citizens provide additional opportunities 
to reach out to citizens; this process becomes much faster 
and easier, while at the same time more citizens’ opinions 
can be considered. Open data allows every citizen to have 
access to the necessary information. Electronic identifica-
tion of citizens is primarily needed to enable secure access 
to information and resources. Ubiquitous analytics tech-
nologies, the use of smart machines, and the creation of 
digital government platforms can improve and facilitate the 
process of providing public services. The Internet of things, 
Blockchain and software architectures can fundamentally 
change the way public and government organisations work.

Thus, the basis for the functioning of modern so-
ciety is the use of cyberspace. The turn of the twenty-first 
century is a time of a new global revolution brought about 
by an avalanche of modern information and communica-
tion technologies. Access to mobile phones, computers and 
the global network has become a determining factor in the 
development of society. The idea of universal automation, 
computerisation and the possibility of using high-speed 
information and communication links extends beyond the 
realm of academia and large businesses. The spread of in-
ternet and telecommunications networks has contributed 
to the emergence of a new approach to communication be-
tween citizens and the state represented by central and local 
governments. It also allowed the introduction of new solu-
tions, models, and services based on specific social needs 
and expectations. 

According to the e-government concept, the main 
condition for establishing such a government is to achieve 
better communication with authorities at all levels and to 
speed up procedures for resolving management issues. 
Investing in modern e-administration can bring tangible 
benefits to citizens and businesses, as well as to public 

administration, as its activities become more target-oriented, 
and based on specific social needs and expectations. 

Conclusions
Digital transformation is radically changing all aspects of 
society and the economy. The digitalisation of public ad-
ministration is not only a tool for addressing social issues, 
it is first and foremost an engine of social development. A 
digital transformation of public administration would pro-
vide significant savings in public expenditure, which would 
benefit not only the administration but also citizens, whose 
daily needs and concerns are placed at the centre of public 
administration strategies. Digitalising most public services 
for citizens will facilitate greater access and use of such ser-
vices, extend their outreach and convenience, which will 
ultimately improve the quality of a consumer’s experience of 
these services. The necessary conditions for successful digital 
transformation are: economic development, social integration 
and good governance in the public administration system. 

Summing all the above, it is possible to highlight 
certain trends of digital transformation in the activity of 
public authorities, such as widespread use of electronic 
signatures, digital document production and e-invoicing; 
promotion of digital citizenship rights, allowing citizens and 
businesses to access data digitally; computerisation of public 
administration and formation of e-government.

The authors have proved that the assessment of digi-
tal governance will increase the reliability of the decision-mak-
ing process in the management of complex multi-level so-
cio-economic systems, and the proposed model allows a 
systematic analysis of the state of digitalisation of public 
administration and governance at the level of territorial 
communities. 

Further studies on the implementation of digital 
transformation in the activities of public administration 
should be oriented towards comprehensive support of digital 
citizenship and encouragement of digital start-ups in the 
development of territorial communities.
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Сучасні тенденції цифрової трансформації у діяльності органів публічної влади

Наталія Костянтинівна Пасенко
Одеський регіональний інститут державного управління

Національної академії державного управління при Президентові України
65062, вул. Генуезька, 22, м. Одеса, Україна

Анотація. Цифровізація діяльності органів публічної влади – процес, спрямований на покращення доступу до 
товарів та послуг. Необхідність спрощення доступу до послуг, зокрема, державних, стимулювання економіки, 
чому може значно посприяти цифрова трансформація, зумовлює актуальність цього дослідження. Мета статті – 
проаналізувати сучасні тенденції цифрової трансформації у системі державного управління і діяльності органів 
публічної влади. У ході дослідження було використано загальнонаукові методи, зокрема аналіз та синтез, а 
також метод порівняння. Було розглянуто напрямки підвищення ефективності прийняття управлінських рішень 
органами публічної влади за допомогою використання інформаційно-комунікаційних технологій та цифровізації. 
Обґрунтовано, що активізація процесів використання новітніх інформаційних технологій при забезпеченні 
різноманітних процесів органами публічної влади визначає початок формування власної української моделі 
цифровізації публічного управління. Цифрова трансформація державного управління визначена інструментом 
вирішення проблем суспільства, що здатний забезпечити значну економію державних витрат, від чого виграють 
не лише адміністрація, а й громадяни, щоденні потреби і турботи яких опиняються в центрі стратегій державного 
управління. Було доведено ефективність наслідків переведення послуг для громадян у цифровий формат, 
зокрема полегшенню доступу до них та їх використання. Було визначено необхідні умови для успішної цифрової 
трансформації

Ключові слова: цифрове громадянство, цифровізація державного управління, електронний уряд, публічне 
адміністрування, цифровий доступ
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