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New trends in improving public service delivery in Ukraine

Introduction

Numerous existing problems in the functioning of the ser-
vice state model have been identified, making it possible to
plan and solve them in a practical way. Considering that
the public services provided by the public authorities, the
author has paid attention to, are divided into three compo-
nents: administrative, social, and housing and public util-
ity services, they are meant to ensure a comfortable daily
life of citizens. As a matter of fact, the development of a
service state model is focused on ensuring a comfortable,
trouble-free everyday life for the Ukrainians. In Ukraine,
the whole structure of this model is focused on recreating
its functioning regarding the provision of administrative,
social, housing and public utility services and constantly
reaffirming the necessity of its existence. Once the prob-
lems in public services delivery are overcome, and if this is
implemented quickly, Ukrainian society will be faced with
a new set of problems.

The nature of the service state model paradigm is not
properly articulated. Both citizens and legal entities are not
particularly interested in the way the public services are de-
livered and the procedure they are provided with. They are
interested in the trouble-free meeting of their daily needs.
They are not supposed to be interested in the type of struc-
ture giving them certain services. They are interested in a
prompt satisfaction of daily issues, with or without services,
given that they are the taxpayers who maintain the entire
service state system. The whole service delivery system in
Ukraine is organised in such a way that citizens and legal
entities are the supplicants to services, while the structures
for delivering them decide whether there is a reason to pro-
vide services which are not always necessary. Service is not
just about services, but about satisfying needs through the
service delivery, and the primary goal of the service state
model should not be to provide services, but to meet the
everyday legitimate needs of citizens and legal entities. For
this reason, citizens and legal entities are not particularly
concerned with the full range of public services, but with
satisfying their needs in order to ensure their comfortable
living and functioning.

On the other hand, the public service system is the
driving mechanism for the qualitative functioning of the
service state model and all of its structural components.
Exactly in this dialectical contradiction between the neces-
sity of citizens and legal entities to comfortably satisfy their
needs as the leading idea and content of service state model,
and public services as a form of service state functioning,
the leading direction in improving organisational and legal
model of service state functioning in Ukraine is deter-
mined. The harmonisation of this dialectical contradiction
is the major direction, the way to improve the Ukrainian
service state, the principal function of which is to provide
public services. The service approach in public governance
primarily provides for the development of forms, methods
and technologies of governance aiming to improve the
services quality offered to persons and entities by public
authorities and local self-governments. Let us consider
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ways (directions) of improving public services by analys-
ing their components' features: administrative, social, and
housing and public utility services. The problematic issues
in the system of providing administrative, social, housing
and public utility services in Ukraine, as well as the trends
of their improvement and modernisation caused by them
have been researched by such scholars as I. Koliushko [1],
Y. Leheza [2], N. Kalynetz [3], N. Hrabar [4], Y. Ivanov,
A. Senina [5], T. Dzhyha [6], H. Dudinska [7], T. Bavol [8],
V. Kuts [9], I. Drahan [10], L. Pismachenko [11].

The purpose of the article is to state the areas of con-
cern in the system for providing administrative, social,
housing and public utility services, and to define and elab-
orate on long-term trends for improving their functioning,
as well as their common features and characteristics.

Characteristics of the Administrative Services
Delivery Operating Peculiarities

Administrative services include services related to the im-
plementation of public authority and those provided by
public authorities. I. Koliushko [1] has identified their dis-
tinctive features:

— are provided upon request of a person or a legal entity;

— are intended to provide legally relevant conditions for
the enforcement of a particular private person's rights;

— are solely provided by the authorities;

— eligibility for and provision of an administrative ser-
vice is regulated solely by law;

— the result of a public service must be an administra-
tive act.

In Ukraine, since the establishment of the Adminis-
trative Service Centres (ASCs), there has been a significant
decrease in the quality of their performance during the in-
troduction of the concierge and mediator concepts, caused
in particular by an increase in the rejection of documents
submitted by citizens due to a lack of contact between the
client and the immediate provider. This demonstrates once
again that life is far more complicated than formalised pro-
cedures for public services delivery. It is therefore relevant
to develop a dynamic and adaptive procedure for assessing
the quality of administrative services provision. Given that
a public governance system cannot perform its functions,
in particular those of service delivery, outside of the proce-
dure, as an implementation tool, it should constantly adapt
to the changing needs of administrative service consumers
and the quality of their provision. This is why the procedure
standardisation and the list of quality assessment actors, the
definition of quality assessment criteria for administrative
services provision should constantly undergo dynamic and
adaptive changes, depending on the needs of these services'
consumers.

When implementing this direction, it is necessary
to consider European standards for assessing the quality of
administrative service provision, which focus primarily on
a set of principles, norms of formation and implementation,
relevant requirements for public servants, thus bringing it
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closer to the internationally recognised standard for the
implementation of the “service state” concept. In order to
significantly improve the quality of administrative services
provision in the ASC system, it is essential to establish and
substantially develop feedback from administrative service
consumers, which is crucial for proper quality assessment.
This governance tool provides the administrative service
provision entity with information about the interests and
needs of its customers, identifies service shortcomings and
defines directions for improving service delivery according
to customer needs. Feedback setting should be the primary
function of the ASCs.

In terms of the administrative services provision
quality, the issue of developing and implementing stan-
dards for their provision is relevant. Quality standards for
administrative and other public services represent specific
requirements for the service delivery that can be used to as-
sess whether a certain public service is of good quality [2].
Quality standards are the requirements for informing citi-
zens about administrative services, the procedure and con-
ditions for their provision; the availability of informational
and process sheets for administrative services; deadlines
for administrative services provision; reception times for
entities of appeals at administrative service centres, etc.
Too long timelines for receiving public services cause cor-
ruption risks, as entrepreneurs and citizens try to solve
their problems as soon as possible, and the impossibility
of receiving some administrative services in a single visit
forms another direction for improving the administrative
services provision in Ukraine. A step forward should be the
establishment and implementation of an automated Virtual
office of e-services system, which will make it possible to:

— achieve maximum transparency, ensure openness
and equal conditions in the process of considering citizens'
appeals, and provide information and consulting services;

— organise electronic document exchange between ad-
ministrative service providers and ASCs;

— for citizens and legal entities, to view the list of elec-
tronic communications and information on the state of af-
fairs they are interested in, to make an appointment with an
administrator, to receive consultations and to create their
personal account [3].

In order to increase the quality of administrative
services provision, effective mechanisms should be put in
place [4]:

— studying the citizens' needs for services and satisfaction
with their provision;

— ensuring public participation in the evaluation process
of the services quality provided;

— introducing a system for appealing against the actions
of a service provider.

The Unified State Portal of Administrative Services
(maintained by the Ministry of Economic Development
and Trade of Ukraine) should be developed in the following
directions:

— expanding the range of administrative services provided
through the portal;
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— integrating the portal with the information systems
of public authorities with unified interaction requirements;

— harmonising the requirements for the introduction of
electronic administrative services and interfaces for their
provision;

— legitimising the electronic identification mechanism
for citizens to receive electronic administrative services using
alternative electronic identification methods to electronic
digital signatures [12];

— creating a feasible possibility for the applicants to
receive information on the status of their applications [13].

Meanwhile, there are similar problems in the func-
tioning of the ASCs, in particular the lack of premises,
understaffing in some regions, and the main problems are
insufficient funding, commercialisation and lack of service
quality control, long queues, the existing lack of clear ex-
planations when citizens apply, the long waiting period for
applications by the applicants, etc. Furthermore, there is a
need to monitor and evaluate the quality of e-services and
to resolve personnel issues, taking into account the factors
of high professionalism and psychological resilience. The
expansion of the ASC service range has led to a number of
complications, in particular related to ensuring efficient in-
teraction between ASC and the territorial units of the cen-
tral bodies of executive power (CBEP), providing sufficient
personnel for ASC and their adequate training level, along
with appropriate funding. The advantage of providing ad-
ministrative services by the ASC is that a citizen can receive
the service faster, of higher quality and at no charge. The
third direction should envisage a prohibition for the CBEP
to provide administrative services directly, but rather solely
through the ASC system.

The implementation of this improvement direction
is the most controversial, as it concerns departmental inter-
ests of monopolistic ownership and management of certain
information. This information monopoly needs to be dis-
mantled for the sake of the consumers' interests in adminis-
trative services. The long queues issue in ASCs can to some
extent be solved by electronic services that allow tracking
the queue movement, which has already been implemented
in ASCs of Kyiv, Kharkiv and Kremenchuk [12]. At the same
time, the issue of providing related services (laminating,
photocopying, banking, documents production, photo-
graphing, selling stationery) on the premises of the ASC is
problematic. The issue of defining the full and exclusively
own powers and responsibilities by local self-governments
for bringing administrative services closer to the residents
of the respective territorial communities, while improving
their quality, is relevant. However, state authorities have
taken the path of transforming the ASCs from the district
level to local territorial communities in order to bring ad-
ministrative services closer to citizens, but this is a rather
long-term process driven by the local government reform
implementation.

Hence, it is necessary to systematise and regiment
the service delivery system at the local level with the in-
troduction of state control mechanism for the quality of
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administrative service provision, the creation of adequate
material, financial and organisational conditions to ensure
that the local self-government bodies exercise their powers
in the administrative service provision area. The process of
administrative services provision entails interdepartmen-
tal interaction or citizens' applications to several public
authorities, which is time-consuming due to the lack of
interaction between departmental information systems.
The increased use of electronic document exchange using
electronic signatures should become one of the solutions
to this issue. The service sector development is driven by
changing social needs. Ukraine's system of administrative
services remains opaque and incomprehensible to most of
the population. A large number of consumers are dissatisfied
with their quality level, as they experience a number of dif-
ficulties in receiving them. A complicated procedure for the
administrative services provision, which requires not only
visiting a large number of authorities, usually situated in
different locations, but also collecting a significant number
of various documents and obtaining permits and decisions
to provide the required service. Too long timelines for re-
ceiving public services cause corruption risks, as entrepre-
neurs and citizens try to solve their problems as soon as
possible. The impossibility of receiving some administrative
services in a single visit.

An interesting fact is that in Ukraine, the practice
of public authorities and local self-government bodies es-
tablishing their own standards of administrative service
quality, exceeding the requirements determined by the Law
of Ukraine No. 5203-VI “On Administrative Services” [13],
has not yet become common, which is usual for the Euro-
pean Union (EU) countries. Consequently, the standard-
isation of administrative services is an important public
policy objective in the short term in the administrative
services provision. An important aspect in this regard is
to eliminate the splitting system of administrative services,
when in order to provide a service, one has to receive an
additional set of services, which in its turn implies pro-
longed time for receiving the service, increased costs, nu-
merous documents (each time applying for an intermedi-
ate service) and numerous visits to the relevant authorities.
For instance, entering data into the State Land Cadastre
implies the provision of additional services: registration
in the e-queue; obtaining permission from the executive
authority to produce technical documentation; making
technical documentation; land registration (providing a
cadastral number); normative monetary evaluation; land
ownership registration [5]. The prolonged and split nature
of services leads to a corruptive element in their provision.
In order to successfully resolve this issue, it is necessary to
delegate this service provision to the ASC, where citizens
would receive only one service, free of charge, and much
faster. Under these circumstances, the procedure for pro-
viding this service is no longer a matter of concern to the
service recipient. At the ASC, the citizen gets proper coun-
selling, submits an application with the help of specialists,
and waits for the result.
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This is why the creation of convenient, comprehensible
and accessible conditions for citizens to receive adminis-
trative services is a leading area to be addressed by public
authorities. The issue of comfortable facilities for persons
with disabilities (even in some ASCs) and long queues
remain unresolved. Despite the high level of information
technology development, the issue of getting the necessary
information in the service delivery process is still problem-
atic. Meanwhile, there are still pressing issues regarding the
credibility and relevance of the counselling provided. There
is a tendency for central public authorities to set up a sys-
tem of their own offices for providing their administrative
services. This tendency may put an end to the reform of
administrative services by monopolising them in a particular
agency. An interesting aspect in this regard is that, back in
2013-2014, citizens assessed the quality of administrative
services provision in administrative service centres as higher
than in public authorities [14; 15]. Back then, the practice
of monitoring the administrative service delivery at the lo-
cal level by public organisations was noted as being highly
effective, resulting in strengthened partnerships between
local authorities and public organisations, and contributing
to an increased level of trust in local government [16]. And
this was even before the local government reform towards
decentralisation of public authorities, as well as the significant
development of the ASC system.

The high-quality operation of the ASC depends sub-
stantially on the central bodies of executive power com-
plying with the requirements of existing legislation on
the delegation to the local level of authority for these ser-
vices provision. The greatest resistance to the delegation
of authority is observed on the part of the State Migration
Service and the Ministry of Internal Affairs, particularly
in issues of issuing passports of a citizen of Ukraine and
passports to Ukrainian citizens for travelling abroad [6];
the State Service of Ukraine for Geodesy, Cartography and
Cadastre, limiting ASC access to issuing data from the State
Land Cadastre, disrupting the decentralisation process of
administrative services in the land relations sphere. The
adverse process of establishing departmental service cen-
tres leads to an inefficient use of budgetary funds that could
have been allocated to expanding the integrated offices net-
work — ASCs. The priority for budget funding should be
the expansion of the ASC network at local self-government
level, and departmental service centres should be integrated
into their networks, thus increasing the administrative ser-
vices accessibility for the community residents. In order to
solve these issues, a unified list of administrative services
provided by ASCs should be legislated and provided with
relevant electronic, financial and personnel resources.

The Specific Functioning of the System for
Providing Social, Housing and Public Utility
Services
Unpleasant circumstances that impair the life quality, health,
development and activities of any individual, due to incurable
disease, disability, unemployment, advanced age, etc., may
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happen to any person. The Ukrainian law defines these as
difficult life circumstances [7]. Thus, social services repre-
sent actions aimed at overcoming difficult life circumstances
(social support), minimising their consequences (social
services) and preventing them (social prevention). Respec-
tively, social services comprise three components: social
support, social services and social prevention. “Simple” so-
cial services provide permanent or systematic comprehen-
sive support (counselling or interest intermediation), “com-
prehensive” social services aim at permanent or systematic
support (such as social support or social inclusion), “spe-
cialised” social services are provided to a particular category
of persons (such as refugees or HIV (human immunodefi-
ciency virus) positive individuals), and “ancillary” social
services provided in kind: food, personal hygiene items and
products, clothing, shoes, etc. In modern Ukraine, the topical
directions for improving the functioning of the modern
social service delivery system are:

1. Bringing necessary social services closer to the
consumer. This direction is due to the uneven positioning
of social service providers (concentrated in urban areas
and almost none in rural ones). Therefore, it is relevant to
strengthen the local self-government's role in the planning,
financing and organisation of social services, which should
be centred at the community level. This specific approach
would ensure the targeting of social services provision, which
involves differentiating their provision in accordance with
the living conditions of the recipient, targeting funding
from local budgets, procuring services or targeting social
support to the recipient in order to pay for the services of
the chosen service provider.

2. 'The improvement in the public expenditure man-
agement of social services with a view to their rational use.
This direction provides for the improvement of existing
and creation of new types of social services; the definition
of the list of state-guaranteed free social services and the
population categories entitled to receive them; the meth-
odology for calculating the cost of services per beneficiary.

3. The establishment of a social service delivery sys-
tem that would swiftly respond to social changes in society.
This is particularly relevant given the significant increase in
socially vulnerable groups.

4. The establishment of an efficient information
system that would provide the population with good infor-
mation about social services. In the varied range of social
service providers, it is difficult for those receiving social
services to know which institution to turn to in order to
receive the service in question.

5. The improvement of the social services quality.
The introduction of the social services effectiveness evalu-
ation system. In the social protection system, the regional
directorates of labour and social protection, and children's
affairs services, there is a ramified, hierarchically subordi-
nated system of social service institutions, which do not
properly use the quality control mechanism of social services,
do not evaluate them, and consequently, social services do not
contribute to raising the standard of living of their consumers.
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The quality of social services provision is difficult to assess
as some of the social service delivery standards are lacking.
In 2014, 11 standards for specific social services were legal-
ised: domiciliary care, day care, shelter care for homeless
people, social integration and reintegration of homeless
people, social adaptation, counselling, interest interme-
diation, institutional care for persons unable to look after
themselves, palliative care, crisis and emergency interven-
tion and mediation [17].

In 2020, the state standard for social services provided
in kind was developed, but not rationed [18]. The centralised
approach to defining the needs for social services and form-
ing a social services network, institutions and agencies, which
focuses the quality and scope of services on the financial
possibilities of the budget rather than on the needs of pop-
ulation, and does not engage service recipients and their
representatives in planning and monitoring the quality of
the services provided, needs to be changed. This is certainly
an objective reality, as with the crisis in the Ukrainian econ-
omy, corruption, and budget deficits it is precisely this kind
of planning that needs to be abandoned, but under the con-
ditions of national economic restructuring. The develop-
ment of methods for assessing the need for services both at
the territorial unit and institution levels, as well as quality
control mechanisms for social services and effective sanctions
for their quality breaches (only financial resources used by
state social service providers should be monitored in accor-
dance with established standards), mechanisms for state and
independent monitoring, and efficiency assessment of social
services and their workers.

6. The formation of a social services market in order
to dismantle the state monopoly of their provision. The de-
velopment of a system for engaging the private sector in the
social services provision sphere, taking the example of
European countries. It is appropriate in this aspect to switch
to the direct financing of specific social service orders based
on the principle of selling them. The customer of a particular
service for a consumer is the budgetary service manager,
and the purchaser can be either a private institution or a
budgetary one [19]. Under these circumstances, there should
be a voluntary principle of receiving social services, the op-
portunity to choose an institution and a place to receive
them. There should also be envisaged the development and
implementation of a social services commissioning mech-
anism in non-state service providers by regional, city and
district self-governments at the expense of local budgets,
based on the defined needs of the territorial unit for their
provision.

There is a caveat with regard to this direction. Not
all European innovations can be adequately implemented
in Ukraine. Under Ukrainian realities, this system could
give rise to a “chase” for budget funds. The Ukrainian cor-
ruption peculiarities would create a system of relations in
which private entities would “take over” almost the entire
system of social services delivery, the state would lose proper
control over their provision, and their quality and efficiency
would considerably decrease. It would be extremely difficult
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to regain state control and influence in this area of local
self-government. This proposal should therefore be treated
with extreme caution and with much caution. One should
also bear in mind that non-state organisations can pro-
vide unique and sometimes innovative social services. An
important aspect in this regard is high-quality regulation
through licensing and registration of social service providers.

7. The creation of a high-quality registry of social
service consumers and providers [8]. This is necessary in
order to eliminate the confusion about the functioning so-
cial service providers, which leads to abusive budget use,
and fraud within this area of social relations. The registry
creation will eliminate the system of subordination of social
service providers to different public structures. It will fa-
cilitate state authorities and local self-governments under
conditions of limited public financial resources and rising
poverty rates to focus budgetary resources on supporting
only the neediest members of society.

8. To clearly delineate the responsibilities and func-
tions between the different structures of the social service
delivery system. T. Bavol [8] points to the example of orphans
or children deprived of parental care, who are dealt with by
the Department of Social Protection of the Population and
the Children's Affairs Service in regional state administra-
tions, which have lost their leverage over social processes
during the administrative reform process. At the same time,
the competence of the social services centres for families,
children and youth includes the provision of individual
social services for this population category.

9. The optimisation of the authority structures for
social service delivery at local and regional level. T. Bavol [8]
considers that in order to eliminate duplication of func-
tions among institutions providing social services, it would
be advisable to merge territorial social service centres and
social service centres for family, children and youth with
appropriate functional departments, with functions divided
according to age and category criteria. The departments
shall provide comprehensive social services regardless of
age and the place of residence in either inpatient, temporary
or day care conditions of stay. The procedure for deciding
on the relevant social service provision for an individual
should also be simplified. In terms of this organisational
change, the management functions, i.e. organisational,
control and monitoring functions, need to be delegated to
the labour and social welfare departments, where the em-
ployees have been made redundant and stripped of their
direct role in the individual social service provision.

Thus, the scholar suggests that there should be an
institutional separation between management functions
and the direct social service delivery functions in the so-
cial welfare sector. The logic behind this distinction is to
separate the organisational and controlling functions from
the public authority structures that directly provide social
services. On the other hand, the negative side of such reor-
ganisation is that there will be a growing bureaucracy in the
directorates over time, and the structures directly providing
social services will become increasingly understaffed, given
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that the directorate will drain the budget allocated for so-
cial protection, which in turn will lead to a decrease in the
quality of social service provision. This direction should
envisage the implementation of a quality management sys-
tem in social care institutions and organisations in accor-
dance with DSTU ISO 9001: 2015 “Quality Management
System” [20]. One should clearly understand and realise
that this standard is not about measuring the quality of the
social service provided, but defining the quality criteria for
managing the social service delivery system.

10. The development of a sustainable human re-
source capacity in social service delivery. In order to stop
significant staff turnover in the authority structures that
provide social services, it is necessary to create a system of
incentives for employees in this sphere, which should in-
clude not only wage rises, but also the creation of a system
providing certain types of social guarantees and promising
pension provision. Various measures can be planned in
order to improve the quality and efficiency of social service
provision, but when there is a lack of permanent personnel
in the sphere, it is impossible to achieve this goal. Consid-
erable attention has been given to developing and improv-
ing the system of training and advanced training for social
service specialists and social service providers; developing
procedures for the certification of specialists in social ser-
vice delivery; ensuring the certification of specialists from
non-state social service providers in the State system of
social service delivery.

11. The improvement of the legal and regulatory as
well as the methodological framework for social protection
in accordance with the defined directions for modernising
the social service delivery system to the population. Fur-
thermore, it provides for the creation of legal conditions
for the independent inspections functioning and for public
monitoring of the social service provision quality.

On the basis of the Law of Ukraine No. 2189-VIII
“On Housing and Public Utility Services” [21], the concept
“housing and public utility services” is defined as the result
of economic activity aimed at providing the conditions of
residence or stay of persons in residential and non-residen-
tial premises, buildings and constructions, groups of build-
ings and constructions in accordance with the regulations,
norms, standards, procedures and rules, which is carried
out by virtue of the respective agreements on providing
housing and public utility services. Article 5 of the Law
of Ukraine No.2189-VIII “On Housing and Public Utility
Services” [20] provides a list of housing and public utility
services:

— housing service or multifamily house management
service, in particular: maintenance of the multifamily house
common property, cleaning of the internal premises and
the adjoining territory, sanitation works, maintenance of
internal house systems, lift maintenance, purchase of elec-
tricity to ensure the functioning of the multifamily house
common property, maintenance repairs of the multifamily
house common property, etc.;

— public utility services covering the supply and distribution
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of natural gas, electricity, heat energy and hot water supply,
centralised water supply and water disposal, household waste
management.

In the Order of the State Committee of Ukraine for
housing and public utility services No. 76 “On Approval
of the Rules of Maintenance of Residential Buildings and
Adjacent Territories” [22] the concept of “housing and
public utility services” is defined as the result of economic
activity aimed at providing the conditions of residence or
stay of persons in residential and non-residential premises,
buildings and constructions, groups of buildings and con-
structions in accordance with the regulations, norms, stan-
dards, procedures and rules. The modern system of hous-
ing and public utility services consists of two hierarchically
interconnected levels: the managed system in the state su-
perstructure form (regional, district, city authorities, con-
sumers of housing and public utility services); the managed
system in the form of housing and public utility enterprises.
The housing and public utility sector is represented by
two subsystems - the logistical and the organisational and
economic.

The logistic subsystem consists of two units: stock
of buildings, maintenance facilities and engineering infra-
structure. The demand for housing and public utility ser-
vices is determined by the total capacity of the city's build-
ing stock. The organisational and economic subsystem is
the totality of all types of expenditures, the “service avail-
ability time”, the size of the population to be served, and
the totality of management levels. Both subsystems are in
constant dependence on each other, determining the level
of production costs of housing and public utility services [9].
There is therefore a need to define the main directions for
modernising and improving the provision of housing and
public utility services:

1. Organisational modernisation. The present situation
in the sphere of organisational structures in the housing
and public utility services is characterised by the replace-
ment of hierarchical structures by adaptive ones with ele-
ments of hierarchy. A matrix management structure should
be recognised as the most efficient adaptive management
structure. It emerged as a response to the need for rapid
change while making the most efficient use of a highly
skilled workforce. The establishment of an adaptive system
for housing and public utility services at the regional level
will contribute to resolving the contradiction between the
quality of their provision as well as their tarifts and the
creation of effective mechanisms for state regulation of this
economic sector.

2. Indicative planning for the provision of housing and
public utility services. In the course of developing an algo-
rithm for regulating the housing and public utility services
sphere, the application of indicative planning as a mechanism
for coordinating the interests of the state, enterprises and
households in market conditions is promising. For the
managed market model, indicative planning operates on
the basis of a reallocation of producer and consumer re-
sources. According to V. Kuts [9], a vivid example of the

Scientific Bulletin of Mukachevo State University. Series "Economics", 8(3), 75-83

qualitative and efficient performance of this mechanism
under conditions where cold and hot water supply is inter-
mittent would be to adjust the payments for receiving the
respective services downwards.

3. The formation of a housing and public utility ser-
vices market. The market relations establishment in this
sphere of social relations would contribute to breaking the
monopoly of enterprises supplying energy, heating, gas and
water, which makes it possible for them to conduct a cost-
based economy, neglect scientific and technical development
and avoid reducing the cost price of the services and tar-
iffs provided. Under Ukrainian realities, the transition to a
market economy in the housing and public utility services
provision must be accompanied by state tariff regulation.
The cost price of these tariffs should be regulated through
the annual introduction of an increasing overall technical
enterprise level factor.

4. The coordination of the housing and public utility
service delivery reformation with other systemic reforms.
Reforms of the housing and public utility service delivery
system, require the coordination and close interrelation
with other reforms underway, particularly the natural mo-
nopoly reform in energy sector, local government reform,
inter-budgetary relations reform, tax reform, and personal
income reform [10].

5. Tariff setting. Pricing optimisation and tariff regu-
lation in the market-reformed sphere of housing and public
utility services envisages the development of self-regulation
in the sphere of housing and public utility services. The
preservation of the regulatory mechanism in the housing
and utility services provision with the use of various methods
focused both on increasing the investment attractiveness
of this social relations sphere and on the stimulating ef-
fect in regard to enterprises and consumers. This implies
individual tariff regulation of concessional contracts when
private-sector operators are involved in the operation of
utilities, resulting in the contractual nature of defining the
tariff calculation methodology. The application of standard
indicators during the formation of the respective services'
cost price. A differentiated approach to setting tarifts for
the same type of housing and public utility services within
a region should be envisaged.

6. A single operator for the housing and public utility
services provision. The number of entities in the housing
and public utility services market, which aim to possess
a certain type of information on the consumers of these
services, determines the need for a single operator — a spe-
cialised enterprise that calculates and collects payments for
housing and public utility services and ensures the timely
flow of working capital to enterprises that provide services.
It also meets the need of local governments for objective
information on money flows in this area of social relations
and of consumers to receive timely information on all the
changes regarding payments for housing and public utility
services [11]. The unified information-computing centres
should serve not only as integrators of financial and infor-
mation resources in the housing and public utility service
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provision at the regional level, but also as an institution
ensuring transparency of information and financial flows
in the sector.

The tasks of economic, organizational and techno-
logical nature should be solved at the present stage in the
housing and public utility services sector in Ukraine in or-
der to eliminate the tendency of constant underfunding of
this sector and to form a coherent, systematic public policy
regulating the activity of enterprises providing these ser-
vices. To delineate the regulatory responsibilities between
local representative and executive authorities.

Conclusions

Thus, there have been considered long-term trends for
improving the three components of public services, the
modernisation and development of which should contrib-
ute to the development and establishment in Ukraine of a
well-functioning service state model. The author considers
these three components of public services (administrative,
social, housing and public utilities) without mentioning
other socially important services, including educational
and medical ones, which are essential for a well-functioning
service state model, as they also ensure the everyday life
quality of the population. These two areas of public life and
service systems are so vast in content and in their manifes-
tation in public life that they need to be studied separately

as part of public services. When considering the trends in
the improvement of public services, it should be mentioned
that despite the diverse nature of the issues to be addressed
for their delivery, there remain common trends in their
improvement:

— organisational modernisation;

— the integration of the system for these services deliv-
ery to market operating conditions and the decentralisa-
tion of the public administration system;

— significant improvement in the quality of the entire
public service range and its assessment criteria standard-
isation;

— the improvement of the legal and regulatory framework;

— the development of a sustainable and professional
human resource capacity in public service delivery;

— the development of an appropriate efficient information
system;

— the establishment of effective interaction between the
state regulation and control system and the public and
private sector in the public services provision.

The directions for future research on the public ser-
vices improvement lie in the need for detailed development
of tools and mechanisms for improving and modernising
the provision of administrative, social, housing and public
utility services in terms of the state service function devel-
opment in Ukraine.
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HoBi TeHAeHLil yaOCKOHaNneHHA HagaHHA Ny6niyHnx nocnyr B YKpaiHi

Tumyp OneroBuy CnobogeHok

Jlep)xaBHe nignpuemMcTBo «[JOKYMEHT»
04116, Byn. [loBHap-3anosnbcbkoro, 8, M. KuiB, YkpaiHa

HauioHanbHa akageMmisi Aep)xaBHOro yrnpassiHHA rnpu [pe3naeHToBi YKpaiHn
03057, Byn. AHToHa Uegika, 20, M. Knis, YkpaiHa

AHoTauif. B acriekTi eBpoiHTerpaliiHNX yCTpeMIiHb YKPaiHChKOTO CYCIiIbCTBA Ta PO3BUTKY COLiaIbHOTO XapaKTepy
HallioHa/IbHOI JepXaB), B YKpaiHi Bce Oi/lblle aKTyami3yloTbcsi NUTaHHA (GopMyBaHHA ii cepBicHOi yHKIII, sAka
Marepianidyerbcs y popmi my6migHux nociyr. IloTpibHO KOHCTaTyBaTH, 110 PYHKIIOHYBaHHSA MOZEI CepBiCHOI iepyKaBu
nepebyBae B YKpaiHi /juille Ha II0YaTKOBOMY eTalli i HOTpeOye BIOCKOHAJIEHHA OpraHi3alliliHOr0 MeXaHi3My HaJjJaHHA
Iy 6TiYHMX IOCITYT, IO Ilepefibavae BpaXyBaHHA HaABHUX IP06/IeM iXHbOT0 HaJJaHHA OpraHaMy y0/1i4HOI BlIafiv B IIpoleci
normmOIeHHA afgMiHicTpaTUBHO-TepuTOpianbHOl pedopMu i MepCIeKTUBHOI CTPYKTYPHOI IepeOynoBy HallioHaIbHOI
eKOHOMiKM. MeTa CTaTTi II0oJIATa€e y KOHCTaTallii Ipo6/IeMHIX acClIeKTiB CUCTeMI HalaHH:A aIMiHICTPaTUBHYX, COLIia/IbHNX
Ta )KUT/IOBO-KOMYH/IbHMX IOCIIYT, 10 3yMOBJIIOE TOTpeOy Y GOPMY/IIOBaHHI Ta KOHKpeTH3allil IepCleKTUBHUX TeHAeHLIil
YIEOCKOHA/ICHHS IXHbOTO (PYHKIIIOHYBaHHA 3 BUABICHHAM BJIACTUBUX JL1 HUX OCOOIMBOCTEN Ta CIIIIBHUX XapaKTePUCTHK.
MeTon0/I0riYHOI0 OCHOBOIO JIOCTI/PKEHHA CTaaM Cy4YacHi 3arajbHi Ta CIleljiaZibHi MeTOAM HAyKOBOTO ITi3HAHHA. Ixue
3aCTOCYBaHHA OOYMOB/IIOETHCS CUCTEMHMM IIIXOHOM. AHQITMYHWII METOJ, BMKOPUCTOBYBAaBCSA I KOHCTaTaIii
po6sieMHOro HoA B cdepi posramyKeHol CUCTeMM HafaHHA IyOmivHux mocayr. ITopiBHANbHO-(QYHKIIOHAIbHWIT Ta
AQHAIITUYHMI METO/IV BUKOPVICTOBYBA/IVCh [JI BUSAB/IEHH CyYaCHMX TEHJEHIIIN YIOCKOHA/IEHHA HaJJAHHA aIMiHICTPaTUBHIX,
COLlia/IbHNX Ta XWUTIOBO-KOMYHa/IbHMX HOCIYT, iXHbOrO (PYHKI[IOHYBaHHA 3 BUABJIEHHAM BIACTUBYIX I HUX OCOO/MBOCTeN
Ta CHUIBHYUX XapaKTepYCTUK. Y IIpoLeci HOCTiKeHH Oyl10 KOMIUIEKCHO OOIPYHTOBAHO i apTUKY/IbOBAaHO IEPCIEKTVBHI
TeHJIEHIil yTOCKOHA/IEHHs CUCTeMI HaJlaHHA aJiMiHICTPaTUBHUX, COLIia/IbHMX Ta YKUT/IO-KOMYHa/IbHMX ITOCIYT B YKpaiHi Ta
BIUABJICHHA BJIACTUBYX JyIA HUX (QYHKIIIOHaIbBHUX OCOOMIMBOCTEN Ta CIIIPHUX XapaKTePUCTUK

KnioyoBi cnosa: agmiHicTpaTHBHI IOCIYTH, COIlia/bHi MOCIYTH, )XUTIOBO-KOMYHA/IbHi TOCTYTY, TPOMaJIAHN, Hy6nque
YIpaB/IiHHA
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