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The article discusses the basic principles of methodology of the research of informational and communicational activities of
public authorities.It propose to researchthis activity as a functional mechism of governance and communicatioal tool
between participants of administrative procdsslso consides informatioral and communicaticad activities asa part of general
social and political communicatioT.he methodclassificationof theresearchof informatioral and communicatical activities, the
basic princples and categories of research are proposed.

Key words:informatioral and communicatical activities, methodology, methods, principles, mechanisms of governance,
communication.
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Peokano MMM.C OdzH d H Ols dzOkZSC L Hjtey Oo dese s bk tcOo dz' dadz™
GCOHJA& W 1 jtoy Oo disdzz W g diz' Is@g.dzyy PsdlEse ' 9, v O’ dzO
JEAKI UYUHHUKU YAOCKOHAJIEHHSA 3AKOHHOCTI TA JUCHMITJITHA
IMEPCOHAJIY OPI'AHIB TA YCTAHOB BUKOHAHHS IIOKAPAHb:
YIIPABJIHCHKUN ACHOEKT

Peokano MMMLC OdzH d H Ols dzOkC csfkH Okflse j dedzgsc s ki 0o dzj
0SOHjBBY | tSMizHOteMise j dedats?  j dzd 55 dat d O dzts 0 € to @ dztiz)
HEKOTOPBIE ®PAKTOPBI COBEPHIEHCTBOBAHUS 3AKOHHOCTHU U
JMCLUILIMHBI IEPCOHAJIA OPTAHOB U YUPEKIEHUI MCIIOJHEHHUS
HAKA3AHUS: YIIPABJEHYECKUM ACIIEKT

Rebkalo M. PhD in Public Administration
Academy of the State Penitentiary Servicbernihiy, Ukraine
STANDARTS OF IMPROVING LEGAL AND DISCIPLININ THE PENAL
INSTITUTIONS PERSONNEL’S: MANAGEMENT ASPECT

1l MmlsOlls’ tetsL e dzw degzlsts  f tetsB dzj d3q , we fsodwL Odg "L ftstelkzh j dadav
fjdg Isj dzy’ OQtedztsets  j P dz@ gD, dafp Bl off HHOOL d2D tjL kdz' sOIsd H' W dz o
0dC sdzOdzdzy  5COtOdz . viIssydzj dzf fsdev Islsw fdzirso @ deis s°'L Hsfsy§ ff dza’ tsiag Iz
Hjtey Op dzBGis EftcOo dz' dadzv yd deded € d .,y dasCilz S wscptatztsidyls * f ‘IsHOls tei o dfQuafdesdz’ digef
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oS 5dzOdzdzy MzzyBtSO R GBSO OWLS o; EZHBSMS 5dOd) ddzv 3j RO0dz' L Bz G s
LOC sdadetsls’ 1s® MBI dzl @etfftetstf sdetso Oz L OrtsHd, w¢' ftod 'R tj Odz' 1
o' 9dzg" ftcOo tsOs dOU dpdds cfstoleg Odz' L Oy' W Mmzkyetsots’™ H' wdz' desfls® § jteft

KnwuyoBi fgdzbbBadzy’ Otedzed?2  jtemisdzOdz; L OCtsdedz’ fMls! ; Mdzky B9 O HJMyC
Ckdz szt f jtemMsdOdkiz; yddddSd kHtsMS sdOdzj dedz?¥ L OS sdedetsls® ° HdMmyd

1l Mmlsol! j wWomfhdtsisdzj dg , MeowL Odzdz" | M dzeOtelkh jdzdidz tejdBO L OC ¢
fjddlsj dzydOtedesets ff j e dzOdzO -1 lefts CBRE ¢ G ldsck s0dzts o DOgds™ jflic O%® € PL Z dz' IsOls '
FytejyHidd?2 dmftsddi ddy d&zOSoL O0dd@iy dlsdedudiz daf uf Gy dzdity i) ndfizlz 3 [j @B s s
&ZOokCd ctmMikzHOMmlse | dzdzse s EZftcOodzj dgdw W OSItster | Clsster § My smtse Mls
HdgMydy dzdder MmtejHd f jtemMsdzOdzO, O ddij dedets: W stcdzdtotso @ dzdfizjj tog r fiptf Isthds B if
sBJ Mt Jjydls! dzOH dzj ¥ Oh d2 Lktetse j dz ddzls j deipd W d S Oydd Mz jBdats?2 HJWls,
MmMemilssvw dad W Slsdzsh j dzd | f4jtemMsdzodzo ¢ 9r q'tsddeJ dzd © mdzzy § B dz' ~ sBWL O

Cdzstetsdzdzd dz6 O 3O MR EzO gzzdg L OC sdzdetsfylsd q’fr] cftf dzddzr . 1 MOl §
e OdzdL Oydd dBseckls Mkh jMmlse j dzdets § s sMsBMise so Ols! fseorh jdde Bkttt
Mmdzizy j B dzts?2 HjWwlisjdz' detsfylsd f J temitsdzOdzO.
KniwoueBble ¢ omsldydadmdsdOod;, L OS¢ tddshls! ; Mmdzzy j B deOY HJdMydy dzd da
ftcOotsa OV Chkzdzt bktcO ff jtomMtsdOdzO; WOCktstr Mo jtoh jdflseo seo Odzgdw L OC 5z
In the article the author presents the problems of legality and discipline improvement tirapartant conditions for serving in
criminal and executive system by the citizens of Ukraine as this process is ensured by the total legal order strengthening in
penitentiary bodies. At the same time discipline and legality are important elements intidity a€ the penitentiary service
relations which are regulated by laws. Strengthening legality and discipline leads to higher level of law and order ritigrgnite
bodies and, on the contrary, law and order breaking causes its weakening. Breakinty legplirements causes deformation of
criminal and executive relations, inviolability and undermining of law and order in penitentiary bodies and institutibesartiicle
the author analyses the problems of legality and discipline among the persbtimektate penitentiary service of Ukraine. Legality
and discipline in the state penitentiary service of Ukraine have double substance. This is caused by the special chizeaeatstsof
done by the penitentiary service. On one hand, there is a needintain the regime of serving a sentence by convicts. On the other
hand, the personnel 6s service activity, its r egul fadoisthats r equ
improve the state of legality and discipline oé thersonnel in the state penitentiary service of Ukraine. They are ensuring the high
level of legal culture, providing effective conditions for service activity intensification, organizing the effective cfyséenice
activity and discipline evaluation, mpr ovi ng the mechanism of controlling over p
author defines that the aboweentioned factors can greatly improve the conditions of service activity, its providing with modern
technical aids, formingthe mehani sm of counteraction against the danger to
vacant positions, forming the staff reserve and etc. The author suggests representing the mentioned factors of improving the
personnel 6s Ilaqeal iithy tdhred pdiogeicg of regul ations of the person
Key words penitentiary personnel; legality; official discipline; service actistaff; legal culture of stafffactors improving the
law and discipihe;
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NEHCUOHHOM CUCTEMOM HA PETHOHAJIBHOM YPOBHE
Tetiana Salkova, teacher
Chernihiv National University of Technology, Chérivi, Ukraine
IMPROVEMENT MECHANISMS OF PUBLIC ADMINISTRATION
PENSION SYSTEM AT REGIONAL LEVEL

{ BL G dzwdlgzds®dz' L i3d HIz] tftcto] Gope dda oz dis §4 defy' 2 dats”’ mdMmilsd di3d zO0 tj 6" 5dzO
tojWstcdgzo Odzdz? SO twtsL tetsBdzj dz27 de CBREEOOASE s M B jH &1z dtHas@)ddedzO tzis dzo d Is
LOBJ LY JUujdedz?w dzO toj 6 ' tsdzolias disisdiglzy dzd @ dz' H § dpts ¢ f &2 dpafaftizd B O kigisy'. Odz' dz

Kirouosi caosa: § | dzf@®' fipddh) 1© jinds dz' Gy Gc O dz! des sE 5D to y ©dffiijodzlis s N ztc O R £ 9 O dzdz™
ZOC s d Ohd B e Odz' destsBtso ' WL Ctsotsets HJ toy G dHzafs & Q gz ey datf.§ = j fodsias O A

t OmMMmdistsistej dz d3d - Odzd L d3" EsfmMkzH Otefmise j dzdzsc s Bk teOodzj dzed v §  ji eizindzis dz
dzOf tc©o dzj ded W oj Wstedsdtetso Odzdw d ftoj Hdztsy j da e Ctsd3j dzHn Oydd ¢ ts
tOLodIsdw mdmlsj d3" {4 dhd sdzdzsce ts sBd M J ud ded W dzO t6j ¢ dtsdzOdz! dzts d
H @3scteOW duj M d-fise dzajisifisteimigldO dz fifdits o d W B .

KmoueBbie caoBa: §f j dzffd s dzdzOw fMmd Mmisj &3O, MsdzdH OtedzOW MdMmisj BO BM jsBWLC
MstcORtso Odzd W, dzOStsfdlsj dz@ dzgOw MdMmilsj BO BN jsBWL Olsj dzt dese s G Mk H Ot
fjdhdsdds] tBjMmfjujddy.

The mechanisms of government pension system at the regional Téxebirections of the reform and recommendations for
improving the state regulation of the pension system at the regional level in accordance with the economic, demogi@pnd, soci
political conditions.
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DEVELOPMENT OF E-GOVERNANCE IN TERMS OF

DECENTRALIZATION OF POWER IN UKRAINE
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The article analyzes the functioningpfblic administration and local governmentthe context of the introduction and
development of-6overnance. Theoretical foundations eGevernance, the level of developmehinformation and communication
technologies irpublic administration and local government alotal government, the state ofGovernance are examine@he
comparative analysis of both the functional and process approaches to governance is fulfiléfitedddeir main advantages and
disadvantagesThe process approach in the local government in accordance with the international standard 1ISO 18091: 2014 is
suggested. A scheme of the relationship between local governments is proposed.

Key words:e-Govemment, network readiness, information, information technology, electronic document management,
process approachnternetbased information systems
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Problem statement. Nowadays the processes of increasing the efficiency of local government
are associated with the use of modern informattechnology. The development of public
administration and local government in Ukraine is accompanied by a significant increase in
information flows related to the exchange of information necessary to make effective management
decisions. The task of imprimg the efficiency of local government defined by the ability to analyze
information and prepare it for decisions making and monitoring their implementation. In this regard,
implementation of the model of "electronic government" should be seen as attapition to a new
quality of public administration and local government.

Analysis of recent research and publications. Issues of information support of public
administration and local government are studied in the works: Baka®y Bersutskoho .G.,
Bersutskoho Al., Glushkov M., Kalyuzhnyy RA., Korogodin VI., Lepa M.M., Porokhnya W.,

Sytnyk V.F., Shamrai \O. etc.

Allocation of the unsolved earlier parts of the overall problem. In spite of thorough
researches information support of local goveeninthe processes of formation efsevernment
insufficiently studied. Therefore, problems of its implementation, operation and development in the
state and local authorities are particularly relevant.
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The objectives of the article. The aim of this works to study the functioning of public
administration and local government in the context of their readiness for the introductien of e
Governance. The object of this work is to study the process of formatioiofernment in local
government. The subjectf aesearch is theoretical concepts and practical approaches to the
introduction of eGovernance in local government.

The main results of the study. Information is an important resource for organizations. The
data collected by organizations is growing inumee and complexity. As such, they are abandoning
traditional methods and relying more heavily on information systems to aid in the analysis and
utilization of timesensitive data and organizational knowledgtarmation systems are popular in the
governnent administration and local governmeney improve effectiveness and efficiency afforded
by realtime decision supporinformation technologies, including Interdgdsed information systems,
are playing vital and expanding roles in public administnatloformation technology can help all
kinds of government systems improve decision nggkand workgroup collaboratiofnformation
technol ogi es and syst ems ar e an essenti al i
environmen{9].

Today every s@ge of development of society is determined by the degree of information
technologies. The ingotant stage of developmenttbese technolagsis the information society. The
distinguishing characteristic of the information society is the freedom of acé@s®rmation and
freedom of its dissemination. This contributes to the improvement of democratic procedures, increase
business activity, development of fair competition, ensuring consumer Hgilsn prevents the threat
of foligarchizatiom ecdnany, bureaucracy and inefficiency monopolistic structures, poses a barrier
to the degradation of the economy and corrupfldrere is also a determination that the information
society is a society, in which the crucial roles ptag acquisition, procesgnstorage, transmission,
dissemination, use knowledge and information, including through technical capabilities that are
constantly being improved.

Public administration and local government are characterized by the use of modern computer
technologies thaensure timeliness, accuracy, relevance and reliability of management information.
Development of public administration and local government systems is realized in the direction of
knowledgeintensive administrative work. It imposes special requirementsivil servants in the
development of modern management, the use of information technology. Information is a resource
without which we cannot use modern management technidgjesTlis requires continuous
improvement of information systems in public adistration. Results of information technology can
be strategic and tactical. Tactical can reduce costs of management gRecks®d costs associated
with reducing the complexity of information processing, reduction of consumables, storage and
working spae. Alsois reduced the interaction of government and citiz&sategic results, which
associated with improving the quality of management decisions, raise the public confidence to the
government and reduce costs for maintenance of power. This is thgistadjectives and the core of
e-Government. Information system of public administration is seen as open to cooperation with other
information systems

The traditional model of governance is based on the principle of hierarchy, but the transition to
aninformation society leads to a radical rethinking of the role and structure of public administration. In
addition, globalization leads to the fact that the state authorities of various countries often interact on
multiple levels from local to higher. In mg countries the responsibility for services to the public
transmitted from the central authorities to the local and regional [Bveéltje tool of solving many
problems caused by the use of hierarchical model of public administraticeaseenment.E-
Governmenis seen as a new trend of using the Internet and is the main way of spreading information
technology and realization of ideas of information society. The introductioiofernment requires
analysis of situation with all its components, andyamag the readiness of the public administration
and local government to use modern information technologies in their Work [

Analysts of World Economic Forum (WEF) published a report on the development of the
information society in the world (The Gldblformation Technology Report 2015). The report
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describes recent changes in Networked Readiness Index for different countries, have been assessed th
factors, policies and institutions that allow countries to make full use of information and
communicatia technologies (ICT) to improve the competitiveness and prosp&dtprding to the
Networked Readiness Index for 2015, in dozen of leading countries with the most effective use of
information technology included Singapore, Finland, Sweden, the Netreridodvay, Switzerland,

USA, United Kingdom, Luxembourg, Japan. Ukraine now stands at the 71 position. Its closest
neighbors are Moldova68, Romania 63, Slovakia 59, Hungary 53, Poland 50.

The Networked Readiness Index determines the level ofdé&/Elopment in the world. It
consists of subindexes such as Environment, Readiness, Usage and Impact. They describe the roles o
government, business and society in shaping the environment for ICT. Figure 1 shows a chart that
displays the key indicatorg lCT development in Ukraingl2].

1. Political and

regulatory environment
7

10. Social 7. Business and innovation
impacis 6 environment
5
4
9. Economic 3. Infrastructure

impacts

8. Government

4, Affordability
usage
7. Business 5. Skills
usage
6. Individual usage
=0= Ukraine Lower-middle-income group average

Fig.1. Main indicators of ICT development in Ukraine

The structure of the indicators of ICT development include: 1) political and regulatory
environment, 2) business and innovation environment, 3) infrastructuaéprjability, 5) skills, 6)
individual usage, 7) business usage, 8) Government usage, 9) economic impacts, 10) social impacts.
The blue line on the graph represents the state of ICT in Ukraine, grayHastatus for the group of
countries with belowaverage incomesChart shows that in Ukraine the highest value of these
indicators are: affordability and skills related to the information systems and technoldgiesorst
situation with the indicators that characterize: political and regulatory enwaat, business usage,
government usage, the economy and social impacts.

Ukraine showed the highest ranking position of the Networked Readiness Index in 2009
(position62). Then over the next two years were lost 28 points, so that in 2011 our countrgveas m
to the 90 position among 138 countries. In recent years, given the expansion of the countries
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participating in the rating, Ukraine iiscluded inseventh dozen countries and concedes CIS countries
and Eastern Europe.

The foundation of implementing tlencept of "eGovernment” is a document management
system for regional government. In Ukraine the effectiveness of vertical and horizontal cooperation
between authorities plays a huge role in the effectiveness of the regional authorities. The implementing
of document management systems and document archives will improve the document management
and decision making in regional government, transparency and control of administrative decisions as a
whole [2].

For study the flow of government documents are ulsedscheme of information flows that
take into account the main sources of information that comes to the organizatielhascgnsumers
of information.The sources which send information from local governments are: Cabinet of Ministers
of Ukraine,Presdential AdministrationVerkhovna Rada of Ukraine (Parliament), Central Executive
Authorities, Regional and City State Administrations, other local govensmerganizations,
enterprisesaand citizens. The consumers of information are the same agengesizations, central
and local authorities, citizens.

Research results in the public administration and local government for few years show that the
number of processed documents is increased. During the period from 2010 to 2014, this number
increased 1.@mes. Research conducted in tlweal authoritiesn 2001- 2009 years show an increase
in the number of documents in 2.2 times, corresponding growth rate fixed in subsequent pg&pds

Studies show that against the background of preservation tgtimaticomposition of civil
servants we can seteady growth in the number of documents processed by the system of public
administration and local governmehising of powerful computer systems offsets the high workload
for staff However, a quantitativercrease in the documents flow does not improve the quality of
decisions made. The state of government system and the need of its improvement indicate that the
system "mechanically" increases quantitative performance, but not the quality of management
decsions.

Under Article 133 of the Draft Law on Amendments to the Constitution of Ukraine
(concerning the decentralization of power)
structure of Ukraine consists of administrative units, communitisgicts, regions. The territory of
Ukraine is divided into communitiesThe community is the primary unit in the system of
administrative and territorial structure of Ukraine. Some communities make up the area. Article 140
states that the local communéyecutes local government both directly and through local governments
through seHregulation of public affairs of local significance and management within the Constitution
and laws of UkrainegCommunity council is an executive representative body of imagrnment. The
executive bodies of local safbvernment communities are controlled and accountable to community
council [6]. Decentralization of power requires the use of new management methods using modern
information technology. A new approach to gmamce also requires improved mechanisms for its
implementation. The main feature of the new system of government is that it decreases the
management influence from the national level. At the same time there is a problem of coordination of
executive bodies the system of local government that do not create a hierarchical structure consisting
of administrative units.

The current system of state and local governments based on the principles of functional
(hierarchical) management approach associated wiggaten of authority and responsibility through
the functions. The function is seen as a subsystem of an organization allocated on the basis of
similarity of work. It is a system of delegation of authority and accountability that permeates the entire
organization. However, horizontal links between structural units are weak, and vertical strong.

The civil servant doing his job and he is responsible for his functions. He is not interested in the
functions and results of the work of parallel departmértie main disadvantage of this approach is

the isolation departments from one another, which leads to monopolization of decisions; to high
specialization of workers, that does not allow them to see emerging problems in general; the criteria of
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performancdor functional department are chief's assessments, not the results of the business process;
the inefficiency of information support of life cycle processad etc.

The weakening of the hierarchy in the system of government requires the use of othds metho
of control in organizations that would coordinate the activities and use horizontal integration without
subordination to each othdn this case, the most appropriate is a process approach to management,
which is associated with delegation of authoatd responsibility through business processes where
business process is stable (repetitive) activity, which transforms resources (inputs) into results (outputs)
[4]. The advantage of this approach is that the technology business process descriptien ensure
transparency of all operations and allows analyzing the possible consequences of failures at some stage
of work, time to find and fix the error. Another advantage of the technology is possibility to manage
operating costs. Process approach to manageatilemis managers to identify and manage key
processes in the performance of the organization to integrate disparate actions of functional
departments and their efforts to obtain the overall result. The main provisions and advantages of the
process approadet out in the international quality standard ISO 9000.

In 2014 was issued a new standard 1ISO 18091: 2014 "Quality management gystems
Guidelines for the application of ISO 9001:2008 in local government”, which explains how the quality
management systers implemented in public administration and local governmi&otording this
standard the typical examples of local government processes are: strategic management processes
determine the role of the local government in the secanomic environment; pvsion of resources
and the capacity to provide the product/service of local government; processes needed to maintain the
work environment; preparation, revision and updating of development plans and work programs;
monitoring and measurement of the protkewice provision process; f) transparent internal and
external communication processes; processes to address emergency preparedness and response
criseg[8].

The process approach is a management strategy. When managers use a process approach, |
meansthat they manage and control the processes that make up their organizations, the interactions
between these processes, and the inputs and outputs that tie these processes together. It also means tt
they manage these process interactions as a sys&ng of a process approach within a single
organization provides allocation of horizontal processes (business processes) and their participants, the
appointment of one of the participants as a process owner, the delegation of authority and
responsibility. In this case, a matrix organizational structure is used. The matrix organizational
structure is one of the primary forms of structures that are adopted by organizations to carry forth their
work. In this, a structure is adopted that groups employees acctwdimg functions and products. A
matrix organizational structure combines two types of organizational structures namely the product
organizational structure and the pure functional structure to create a unigue blend of work environment.
This structure andesign is most useful for when the assignments are project driven, because in this,
several professionals with distinct functioning powers will be hired to carry forth the functions.
Participants of horizontal process are subordinate to both functiomelgera and owners of the
processlt is associated with the use of two simultaneous approaches to managing regular activities
functional and proces€oordination of several organizations activity requires availability of governing
body on functional bas, which could serve as a functional manager. This body may be a management
system of electronic government@vernment) is based on computer technology that will allow
realize management process within the powers granted to authorities at the iexthnal

Compared with the functional approach, according to which the organization is divided into
departments that are responsible for a specific function, process approach integrates these functions on
the basis of the concept of "creating value for tbesamer.” There are essentially three types of
processes: individual process which individual employee performs; functional or vertical process,
reflecting the organization vertical, busingsecess, or horizontal process that crosses the horizontal
systen of organizational activity and represents a set of interrelated processes, providing the final
results.
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The integrated processes chain represents the internal customers, and each subsequent
integrated process (and its separate operation) specifieschiegements for the previous one. The
system of government can be represented as a network of interrelated processes; functional processe:
are linked with businegzrocesses, each process consists of other subprocesses up to the individual
servant.The sucess of the government system depends on how consumers of different processes are
identified in the network and how well and efficiently they are satisfied. For efficient operation of
system which represented as a network of relationships “"conswupplers” is necessary that the
supplier be respectful to the customer requirements.

Experience shows that such a management structure is most effective. It provides process
management team which consists of all the leaders of integrated processes who im¢heletbss
functional processes. Focus on process means that the main factor is prevention, not correction of
errors. The impact on the process, not the outcome of the process, is the basic concept of process
management. This can be done, given thaptheess converts inputs into outputs of the syskam.
implementing éGovernment as a coordinating body it is necessary to create architecture moeel for e
Government applicationBy the term electronic government, we understand t@owernment
simplification and execution of information, communication, and interchange processes within and
between governmental institutions, and also between the governmental institutions and citizens or
organizations. The focus is put on electronic governmental servidesl gublic transactions directed
at citizens (taxation, social facilities, employment service, social security, official ID cards, health
services, etc.) and at companies (taxes, companyugkristatistical offices, customs declaration,
environmentaperformance, public procurement, efdJ).

The implementation of-&overnment is bound by organizational requirements which must be
taken into consideration: creagministration interactionwhen implementing-&overnment, Ukraine
must face the prohtes of a decentralized administration structure because theed&ralized
administrative units are largely independent of central government; optimization of administrative
processes the successful introduction and implementation-Gioyernment callsor the examination
of grown processes, existing rules, processes and structures must be adapted and simplified in a
suitable manner taking technical and legal circumstances into consideration; qualification-ahstaff
use and updating of standards,nglowith the development, operation and correct handling -of IT
supported systems, calls for the continuous exchange of information and training; involvement of users
- the use of €&overnment is strongly dependent on customer acceptance of the serviesk aiffe
utilization of the savings potential of&@overnment is contingent upon the online services provided
being accepted and used by potential Usdis

Interaction relations: the different partners involved 48avernment can be distinguished:
Government to citizen (G2G)this situation refers to the electronic interaction between citizens and
administrations, this area also covers-paoniit and norgovernmental organizations; Government to
business (G2B)- this term covers electronic relatiosetween administrations and business;
Government to government (G2G)this application covers the vast field of electronic relations
between different public agencies and institutions of the public administration sector.

Services are rendered to citizehssiness and other administrations. The focus in this case is
on the G2C and G2B interaction relatioAsscheme of the relationship between local governments
(G2G) is handled within the framework of the relevant transaction services between adromsstrati
and citizens and/or busing$3g.2).

75



losfwyrr orfuwweastouvlérrc: 1ovsfJw rfefwrepi,c 26 11601

Regional level Central level of

Local
of government government

government

|l [ RuCndl | Fl | Rat=nd (F]|

sl - (eze) * i sl

G2C G2B

Citizens Businesses

Fig.2. A scheme of the relationship between local governments

The users of €overnment servicassuallydo not differentiate between the central, regional
levels of government and local government. Instezmimpanies and citizens tend to expect
standardized and consisteABevernment services.

Conclusions and suggestions. The introduction of €overning in Ukraine at this stage allows
to reach the level of enhanced web presence in developme@afeenmenand provide services to
organizations and population using information and communication technologies; introduce
information and communication technology in many areas of public administration and local
government, such as interaction in the local gavent system, with organizations and individuals;
start the transformation of the system of government, where information and communication
technologies contribute to the transformation of the public sedtttihhe same time there are a number
of unresolve issues in legal, organizational and technical support. Informational sphere develops
slowly and not systemically, leading to the loss of Ukraine's position in the world rankings. This
requires the formulation and implementation of a single and cohewdht policy. For quality
improvement and acceleration of development-Gogernment in Ukraine needs to develop a {ong
term model of its implementing to the provision a detailed schedule for all responsible authorities for
the implementation of taskssagned to them; ensure cooperation between the executive authorities,
local governments and civil society through the use of new information and communication
technologies; to ensure the development and implementation of model pilot projects on intraductio
e-Governance at regional level; ensure the functioning element&ofenment, to create losigrm
budget planning and funding in the area-@a@ernance; to use foreign experience for development of
e-Government.
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However, the most significant cleaige is the improvement of the system of government by
implementing of new management techniques that would allow effective use of modern information
and communication technologies. One such method is the use of a process approach that involves the
use ofa system of processes within an organization, together with the identification and interactions
and managing them to obtain the desired result. Process approach proposed as the basic approach i
international quality standards ISO 9000, particularlyerduthorities at the local level in ISO 18091:

2014. Implementation of process approach in the public administration and local government with the

involvement of the opportunities and benefits eG@/ernment will improve the efficiency of
government admistration in Ukraine to ensure the implementation of ideas of information society.
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Statement of problem. The globalization of the world economy and liberalization of markets
actualize the problems of the development of economic sectors of Ukraine, their toersss
and ensuring a high level of the public welfare. The task of creating a modern, integrated into the
global production, industrial complex that is progressively developing, is directly related to its most
importart component: natiwal industry. Itis timely to compare the competitiveness of domestic
industrial complex industry with other countries, to identify areas of government policy that
promote the creation of competitive advantage§]|[1

The role of the state industrial policy is to creataditons and to acquire the control of the
development of manufacturing with regards to its adaptation to structural chartbeseconomy
and the worldThe characteristics of chemical industry that distinguish it as one of the perspective
and progressi branches are high capacity of both external and internal markets; high share of
inter-industry balance; fast circulation of capital; a major impact on a wide range of related
industries through intermediate consumption, which has both direct and inelifects from
expansion of chemical manufacture; the pree of high export potentiéd-b].

Analysis of recent researches and publications. Numerous local and foreign scientists
dedicated their researches to the theory and practice of evaluation oftitioempEss, content,
forms and methods of management competitive environmentl] 2, 4-6, 10.
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Allocation of the wunsolved earlier parts of the overall problem. M. Butko,

A. Gal'chy'ns’ky’j, V. Geyecz, N. Dacij, Ya. Zhaly'loy. Zaxarchenko, S. Ishhuk

Yu. Kinzers'ky'j, A. Laty nin, D. Mishhenko, V. Novy cz kygnd other scientists searched the

problems of formation of the state industrial policies and mechanisms for its implementation. The

need to review the antirisis government policy measursgstified by the inherent characteristics

of the crisis situation development and disparities between state economic entities and new

challenges of the market (the loss of competitiveness of others).

The objectives of the article is to justify the antcrisis measures of the state industrial policy to
preserve and create coatjpive advantages of tianal industry of Ukraine, which is currently in
crisis. The research of this goal requires to solve the problems of clarification of the current world
trendsin the industry; adequate generalization of provisions of state policy on crisis influence on
the formation of competitive advantages by improving structural, investment and innovation
components of the mechanism of state regulation of the industry denesid.

The main material. An important influence on the development of any industry and creating
national competitive advantages of industrial production has a comprehensive approach.
Management tools in the state industrial policy appear as a set dplasnihat reflect the content
and features of management. Among these the major are: ensuring the demand for domestic and
foreign markets; stimulation of the creation of competitive products; attracting investment through
mechanisms of tax and credit i the development of scientific infrastructures; state control over
the activities of natural monopolies; public quality expertise of manufactured productdQiL, 2

All of these lines of public policy reflect truly integrated approach when sortediset in
conjunction with each other. Industrial policy for each sector of the economy has its specific
objectives; but the system of main objectives of the strategic direction can determine:

1 definition of rationality, progressiveness and competitivenessalbfdeveloped and
implemented socie@conomic projects as well as the corresponding organizational and technical
solutions, the choice of which accelerates the transition to an innovative model of certain
companies and clusters;

1 detection and analysis ofi¢ costs and benefits of internal and external factors and their
impact on performance and market conditions. The use of industrial potential to increase the
production efficiency to meet the society needs given the optimal use of factors of
production angbroductive forces.

The current state of the chemical industry of Ukraine is a consequence of earlier periods of

industrial policy. Principles of territorial distribution of chemicabnufactoriesvere connected

with the implementation of policies of thame state; and were not associated with the potential

profitability, rationality of supply, optimizing of raw material bases, fuel, energy, water,

transportation, environmental factors that are taken into account when constructing business from
the standpint of financial and economic feasibility [4, p-289]. Many companies that were built
haven't maintained neither financial, nor social, nor environmental feasibility, and still receive
subsidies from the state.

These factors are important for understagdthe current situation because the chemical
industryis nowforced to operate at a loss, reductions and suspension of production capacity, with
negative social consequences, while the placementhentechnological links did not allow the
companies togrow their profitably in most cases (there are no full technological cycles of
production in Ukraine}4]. If the formation of industrial base of chemical plants would have been
taking into account market factors and dynamics of market conditions, mapac@® would find
solutions to pressing problems, including raw materials, energy, technological and nomenclature
problems. In modern conditions companies have to make their own economic policies, look for
problem solutions with a lack of working capitagving problems with foreign economic activities,
loss of markets, and consequerithyith their competitiveness.

Given the fact that the industrial complex of Ukraine is the system with closely interrelated
technological, sales, internal, external, malerand financial flows of deeply integrated
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productions, there are less opportunities to revive some industries and find new contacts and
markets. Such a state of industrial development is economically dangerous for Ukraine's
sovereignty.

Currently, Ukraire is not even close to hold leadership positions in numerous positions of
industrial developmer|7]. Since 2001 the proportion of chemical industry in GDP has decreased
almosttwice; the growth rate of product output barely changed, remaining within 1632006;
123,7% in 2011, while in 2032014 this figure was lower than the dynamics of product output of
the industry as a whol@n 20107 reduced by 3% and by 19.8% in 201%his trend indicates the
conservation of inconsistency in economic activityimgrthis period: the proportion of basic
chemical products with low added value exceeds 65% in the structure of commodity production
industry, caused not only by price rise of raw materials and energy, but also by reduction (or
closure) of manufactures dfigh technology products and enterprises with a high degree of its
processing. Even the issue of plastic and rubbetyats loses its pace down to,8% in 2013 (the
largest imex of output was in 2004 1288%), outpacing the overall growth dynamics bé t
industry as a whol§7]. The deficit of marketable group of chemical manufactures is covered by
imports, which inceased over the past decade |5ytbnes.

Every year, despite a slight increase in production due to the price factor, chemicals irfdustry o
Ukraine loses prominent position among the manufacturers of the CIS countries and in the world.
The deficit of circulating assets in the economy, which is kept for decades, including due to lack of
a top public policy on prices and pricing, preventsakpansion of manufacture, its upgrades and
the innovation and investment activities. Relatively high inflation, followed by which the cost of
credit funds exceed the profitability of most businesses, makes loans almost unavailable. The low
cost of labor compared with the prices of most goods and services is constant; that is inhibitory
factor for productivity growth and the expansion of consumption at the domestic market. The
majority of newly created value in the structure of gross value added pays @rafsadnd labor,
thereby limiting the possibility of expanded reproduction of production.

To improve the competitiveness of the industry are important to resolve issues relating to a high
degree of wear of equipment and shortage of investment resouifedisné. of substantial part of
technical equipment is more than 30 years. The degree of depreciation basic production assets in the
chemical industry on the whole is 60%, and the degree of deterioration of equipment is more than
70%; and for certain typesf production is more than 80%. The coefficient of replacement of fixed
assets is 4 times lowénan the minimum required an¢gb2imes lower than coefficient of renewal
of fixed assets in the industry as a whole. Due to the lack of investment in motiennafa
production, the level of technical competitivenesstdaea increased in the short term.

One of the problems of Ukrainian chemical industry is the lack of raw materials and its
irrational use due to the lack of resource saving technologies akubitshow. The development
of branches or specific production of chemical industry is determined by the influence of different
factors such us: raw materials, fuel and energy, water, labor resource, consumer and sales,
environmental factors. Crucial fact@r water factor. Polymath chemistry production is particularly
waterconsuming, including production of chemical fibers, plastics and synthetic resins, synthetic
rubber, some electrochemical production, which is also the source of water pollution due to
dumping of waste water. The power factor is equally important in the development of chemical
production. The energy carriers are electricity, steam, hot water, fuel, chilled water, air and inert
gases. Chemical industry belongs to the raw mater@isumig (from 45% to 90% of production
costs) and energytensive (825% of production costs) industry.

The current structure of chemical production complexes in Ukraine continues to transform
under the influence of the need for its products, which are grodirg tothe scientific and
technological progress, changes in economic and social conditions. However, international
experience of recent years clearly shows that the level of chemical production (especially of
synthetic resins and plastics, synthetic ffyedyes, synthetic rubber, paints and pharmacy) is
determinant factor of progressivity of the structure of chemical indyi8t6}. The increase of
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social orientation of manufacturing complex is important for improving of sectoral structure of the
industry Chemical industry along with machine building industry define the scientific and
technologicalprogressof other sectors of the economy and this dependence is constantly growing
[7].

A number of projects on reconstruction of chemical productdom][were implemented during
20052008 and are still being implemented. However, most investment projects do not hide the fact
that any chemical products including polymerse the part of general prolonged technological
chain of chemical industry of a countand the material balance of resource allocation of chemical
raw materials is the limiting factor that is often excluded. For example, if Ukraine remains without
production of chemical fiber, yarn and films for textile and industrial use, and existingeaailill
be used for tolling than the production, for example, of tires of all types; light, construction and
agriculture industry production as well as other sectors will remain at almost monopoly dependence
on imported raw materials that are essemmtidgheir industries. While the issue of import will be the
one of the most important because the presence of import contracts (as well as exports) will enable
the downloading of technical lines of manufactories at the level that exceeds the profithbilty o
production. Secondly, the strategic development of the chemical complex implies an increase in
existing capacity, which encourages the development of other economic sectors that are directly or
indirectly depending on the results of the first. Howegeven the increase in the prices of energy
and raw materials (viscose pulp, rubber, substances for varnishes, phosphate, etc.) supplied for
chemical production, the overall decline in industrial production, low technological level of
production and lowcompetitiveness of most sectors of the complex, the improvement of industrial
structure and Ukraine's position in the global market should not be expected.

The fact of very low level of science intensive technologies and industries and the absence of
compketed technological cycles of production of final consumption attracts the attention; as well as
the fact of low level of science intensive technologies and industries and the absence of completed
technological cycle of production of final consumptidior example, promising direction due to
high demand at internal and foreign markets is the production of high strength polymers; but their
production is directly related to refinery complex, where Ukraine also has problems in efficiency of
processingand repreent the assortment [[LOMoreover, the fact that the number of chemical
complex is growing every year draws even more attentiorother words, the solving of the
problem of modern chemical complex of the country is beyond the limits of branch andaregion
management; it requires changing of the state industrial palicycreating of competitive
advantages for sectors of the economy.

Therefore, the signs of crisis in the sectors of the national chemical industry include qualitative
and quantitative compi®n [8, 9). The qualitative characteristics of crisis are that Ukraine is not
included in the first hundred countries in terms of the production of textiles, clothing, footwear,
fibers, filaments and films, dyes, textile auxiliaries and products of émasumption. At the same
time the consumption market is very capacious, but almost completely dependent on imports of
both raw materials and finished goods which in turn discourages domestic producers to develop
high quality products. Achievements inestiific and engineering activities as well as in scientific
and technical creativity and international cooperation in the chemical industry and its derivatives
are being lost; this affects the integration of national specialists into the global scientific
community, into the organizations of independent scientific, technical and economic exparsise.
makes it impossible to participate, organize and conduct international exhibitions, scientific and
technical meetings, conferences, symposia, seminars #mel events that are designed to
comprehensively help businesses and organizations of complex in development of effective forms
and methods of management, implementation of consultative and information activities in Ukraine
and abroad.

Quantitative evalu#on of today's situation is even more difficult. The production voluares
reduced,import increasegby more than 65%), the structure of cost changes in the direction of
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increasing the expenses on energy -33%. Imports of finished products of the ofieal sector is

detrimental not only to the domestic industry, but also to the sovereignty of the state.

Thus, most antcrisis measures applies to state regulation of the positions of chemical industry
of the country in the internal world market, towartth® increase of share of exporiented
industries and their development dynamics.

Consequentlystateregulation of industries of the country as a whole and chemical industries, in
particular, needs to highlight the most important components of infuaaemely:

1 industry; international experience convincingly shows, especially in the East countries that
industry is successfully developing and competing through the definition of private initiative,
that is promoted by the state, creating conditionsutiinoeconomic measures for all kinds of
companies without resorting to their nationalization.

1 reorientation of domestic consumption market at76@ level of production (for those
industries, for which it is possible), that corresponds to the threshalal dlich there is a risk
of loss of national security. For this purpose it is necessary to improve the quality and expand
the product range of domestic products, following the optimal balance of price, certification and
its expertise. This, in turn, raiséke threshold of poor quality, harmful products or raw
materials for the production, by analogy with the standards of the WTO,;

1 differentiation of quotas on imports from developing countries, thereby protecting domestic
producers by customs taxes. Thislwnlcrease the potential of not only the chemical industry
but also related strategic industries (such as engineering, nmegdioimstruction, light industry
etc.)

1 technical upgrading of chemical industries to enhance their competitiveness through the
innovations. The part of the expenditure on research and development (which is an indicator of
innovation activity of the sector) in gross value added chemical industry is about 1%, which is
2-3 times less than the same index in many EU countries. The nodiler of implementing it
in practice of researches is the lack of an effective mechanism of communication between
science and industry as well as inconsistency of experimental and industrial; scientific and
technological bases of industrial production.sThioblem cait be solved through the national
engineering. In such a situation the establishment of large holdings / joint ventures (consortia,
conglomerates) could be effective; working under international agreements, which will allows
in a timely manneito properly equip domestic chemical industry with modern aggregates,
production lines and equipment. Similar to the domestic automotive industry, joint ventures in
the form of scientific and industrial complexes (FIGs, holdings, consortia, conglomeitates),
appropriate to create new industries involving lead foreign companies that would have taken
care of the supply, assembly and installation of equipment;

1 organization of scientific and industrial structures built on full logistical chain from
innovaton activities to sales of finished productswedul research centers are complemented
by industrial, universities and academic science for joint efforts at solving of technological
problems of chema complex, responding for their implementation in nfaoturing, that
would invest scientific research in a particular area (within, for examyigg 8f income);

1 development of natural raw material sources available to Ukraine, with its further deep
processing. This will create the demand for productivecesuand technologies that would
reduce dependence on raw materials in many areas of the domestic chemical industry. Based on
international practice it is recommended to use encouraging and limiting measures to promote
careful and environmentally safecyding;

i upgrading of research institutes and universities with modern experimental and
technological base. It is reasonable to orgaadiasters as the centers of innovative technologies
that will be used in scientific and research work by several busimésstat operate in the
region.
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Conclusions and suggestions. Thus, the state industrial policy should be aimed at creating an
environment which promotes innovations in the production, leads to improving of production
structure and competitiveness by birlginew production capacities as independenteterprises
and complexes with developed infrastructure in the regions with high production potential,
economic feasibility of which will provide consumers with products of domestic production. This
path isable to increase the standard of living and quality of life.
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DEVELOPMENT OF THE SYSTEM OF PROCESSING OF CITIZENS'

APPEALS AS A COMPONENT OF E-GOVERNANCE
ML.IO. JlitkoBebka, § . HJjtey . 2§ tc. , HESYJ dzls
Yyittds ¢ of! 2 Oy SdzOd dzd? IS¢ R oS st Qlzk® bdz o j tefdlsj s,
PO3BUTOK CUCTEMMUM OGPOBKHA 3BEPHEHDb I'POMA/JISIH SAK
CKJIAI[OBOi EJIEKTPOHHOI'O YPAJIYBAHHA
M.IO. IutkoBckasi, S OdzH. dzOEGC 8 6. Eftc., HBYJ dzls
yittddesomCd?2 dzOydedOd dF 2 IsjodsdsedyjmSd2 bddoejtthdlsls,
PASBUTHUE CUCTEMbI OPABOTKHA OBPA]]_[EHI/Iﬁ I'PAYKJIAH KAK
COCTABJIHIOH_IEﬁ JEKTPOHHOI'O TIPABUTEJIBCTBA

The article focuses on the analysis of the development and improvement of work with appeals of citizens. The processes of
handling correspondence in the regional state administration and the processgg@iement of work with appeals of citizens are
analyzed. The author pays attention to the approaches-government responsibiliies. The ways of implementation and
improvement of electronic system "citizens 'appeals” as a componegbeémance arsuggested.

Keywords:citizens 'appeals, information system, information technology, regional contact center, Customer Centric e
Government System.
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Problem statement. According the Constitution of Ukraine the State shall ensure protection
of rights, freedoms and legal interests of citizens. Everyone shall have the right to address
individual or collective appeals, or to personally recourse to public authorities, local self
government bodies, to officials, and officers of these bodies obliged to consider the appeals, and to
provide a substantiated reply within the period determined byTag right is enshrined in Article
40 of the Constitution. The right for appeal is an important constitutional and legal means of
protection, and one of organizatiod@fal guarantees of the rights and freedoms of citizens. An
appeal of citizens is onef the forms of popular participation in governance, the possibility of
active influence of the citizen on the activities of state authorities and locajoselfnment.
Furthermore appeal is the way to restore the violated rights of the citizen by pgotadthe
government bodies of complaints and motions.

Analysis of recent research and publications. Issues of information support of public
administration, including the right of citizens to appeal are studied in the works: BakAev A
Bersutskoho .G., Bersutskoho Al., Glushkov VM., Kalyuzhnyy RA., Korogodin VI., Lepa M.M.,
Porokhnya \W., Pisarevskii TA., Sytnyk V.F., Shamrai \VO. etc.

Allocation of the unsolved earlier parts of the overall problem. In spite of thorough
researches information sugp of public administration, the processes of improving the system of
citizens 'appeals insufficiently studied. Therefore, problems of its implementation, operation and
development in the state and local authorities are particularly relevant.
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The objectives of the article. The aim of this study is to determine the role of new information
technology, analysis of positions on improving the functioning of the right of citizens to apipeal.
object of this work is to study information processes in public midtration as one of the important
components of the development of the processing of appeals to the state aufhbet®gbject of
study is especially the formation and operation of information support right to appeal.

The main results of the study. The practical implementation of the rightr appealis
governed by the Law of Ukraine "On citizens 'appeal$ils Law regulates issues on practical
exercise by the Ukrainian citizens of their constitutional right to submit to bodies of state power and
civic associations, according to their statutes, suggestions regarding improvement of their activity,
to reveal their performance drawbacks, to appeal actions of officials, state and civic bodies. This
Law sets forth the mechanism for ensuring citizens ppdiitin in state administration, solution of
issues related to interests of a particular individual or the community as a[@hole

Ukrainian citizens shall have the right to apply to any bodies of state power, bodies of local
selfgovernment, as well aswerprises, institutions, organizations and their officials with appeals
on the implementation of their social and economic, political and personal rights and legal interests
and a complaint about violation thereof.

Depending on the context, appeals frole tcitizens are divided into the following
categories: solicitations, complaints and proposals. Solicitation is an appeal from a citizen with a
request to promote the implementation of his/her civic rights and interests enforced by the
Constitution and theurrent legislation of Ukraine. According to the Law, complaint is an appeal
from a citizen with a request to restore his/her rights and protects legal interests violated by actions
or decisions of officials. Proposal should be understood as an appeal fitizen, which provides
advice or recommendations for activities of bodies of state power and bodies of loeal self
government, as well as opinion on regulating social relations and living standards of the citizens.

According to the Law, subject to agbere decisions or actions of bodies of state power or
bodies of local selfovernment, which results in:

1 violating rights and legal interests or freedoms of a citizen;
f establishing barriers for a citizen in implementing their rights and legal interiesedoms;
1 illegally imposing any obligations upon a citizen or illegally bringing them to account.

The Law establishes that citizens can apply both in Ukrainian and in any other language.
The body that has been applied to shall reply in the same language.

Appeals appropriately compiled and submitted according to the established procedure are
subject to mandatory acceptance and consideration. Written appeals, which do not indicate the place
of residence or are not signed by the applicant, as well as tbhosaitating the authorship, shall
be recognized anonymous and are not subject to considefdtidies of state power, bodies of
local selfgovernment, as well as institutions, enterprises and organizations shall consider appeals
objectively and timelyyerify the facts presented thereby, pass decisions according to the current
legislation and ensure their fulfillmerippeals shall be considered and solved within the deadline
that does not exceed one month from the date when they were submitted; tyapeisot require
additional examination shall be considered immediately, but not later than fifteen days after the date
when they were submitted.

Appeals are part of the overall documentation, which circulates in the system of government
[2]. The struatire of incoming mail that came to Chernihiv regional state administration in 2015
shows that Official documents make up 53,3% of the total number of documents, information and
other documents 28,6% and letters of citizens18,1% The largest share in ehregional state
administration correspondence is the correspondence with ministries and other Central authorities,
in second placé correspondence with the Cabinet of Ministers of Ukraine, taking into account the
regulations, orders and other documewtsich is 17%.n the third place there is a correspondence
with district state administrations, which represent 16% of the total incoming Tlogvshare of
documents from regional departments, institutions and organizations is %eneral,
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correspondece with regional Executive authorities and other state agencies and organizations of
the region is 40% and the correspondence with the higher authdis4és.
Analysis of outgoing correspondence, which was registered in Chernihiv regional state
administation in 2015, is shown in table 1.
Table 1
The structure of outgoing correspondence, registered in the Chernigov regional state
administration in 2015

Sent correspondence 2396
Including

Orders of the Chairman of regional state

administration 1%
Letters 3953
Information and answers to letters: 5264
Responses to applications and complaints of citiz 2264
Telegrams, cards, lists, ballots: 11051
Documents with a signature stamp of chipboard: | 129
Responses to inquiries and information 109

The largest number of corresponder@0% was sent to the district state administrations
and Executive committees of the cities of Chernihiv, Nizhyn, Pryluky and to regional Council,
regional offices and other structural subdivisions, enterprises, if@tguand organizations of the
region. This is a proactive sending of administration instructions to the lower structural units.
Proactive correspondence with higher authorities is 48#ong them, the largest volume of
correspondence sent to ministriesygmment departments and other Central authorities. This is
due to the fact that the regional state administration directs requests for explanation and clarification
of activities of relevant bodies. Correspondence with the Cabinet of Ministers of Ulg&ifie of
correspondence regarding orders.

The analysis of correspondents who receivesponsesn 2015 shows that the highest
number of them 53% are ministries, government agencies and other Central agehiiss.
suggests that incoming correspondendé these bodies is on the first place, therefore for regional
state administration is necessary to segponseto these letters, orders, and requests.

Second place is shared by the Administration of the President of Ukraine and the Cabinet of
Ministers of Ukraine, correspondence with these bodies is 20% of the total number of
correspondencdhis is also consistent with the fact that incoming correspondence from the Cabinet
of Ministers of Ukraine is 17%, and from the Secretariat of the President aingkr6%. It should
be noted that the largest number of responses to the letters were sent to the higher authorities. In
relation to proactive correspondence most of the letters were sent to the regional structures. This
corresponds to the logic of subordtion and hierarchy of authoritiel the General structure of
outgoing correspondence, registered in Chernihiv regional state administration, the most numerous
are telegrams, postcards, lists, bulleiin®.11%. Information and responses toagisiare21.97%,
responses to requestsdacomplaints of citizens ared%%, the proactive correspondende.5%.

According to the Law of Ukraine "On citizens 'appeals” the Chairman of regional state
administration and his deputies conduct personal receptiatizgins on schedule, which is posted
in the regional state administration. Citizens can also contact the administration in writing. In the
apparatus of the Chernihiv regional state administration created a Department on work with
references of citizens, wdh is its structural division and is accountable to the Deputy Chairman
who is the chief of apparatu$he main tasks of the Department is the organization of personal
reception of citizens, ensuring the consideration of written complaints receivedregibeal state
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administration, control over the solution to the issues raised, a summary and analysis of the
proposals contained in them, to develop proposals aimed at elimination of the reasons generating
justified complaints and comments of citizens)ydering of methodical and practical assistance of
the district state administrations, local sgéivernment bodies, structural subdivisions of regional
state administration, territorial units of Central Executive bodies, enterprises, institutions and
organzations irrespective of forms of ownership on questions of work with appeetizehs [1].

The numbers of written and personal appeals to the regional state administration are shown
in Figure 1

12000
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6000 // —&— Personal reception
/.’J./ —li— Written reception

4000
¢

2000

0 ———0¢o— .
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Fig.1. Dynamics of citizens ‘appeals for the perid®0112015

The analysis shows that over the past five years, the number of written appeals of citizens
tends to increase, and the number of citizens who turned a personal appointridreaserlhis
is due to factors such as the political situationthe country, the demographic situation in the
region and administrative and territorial structure. For example, the largest nunapgreafsvas
received in 208, when the country was at a new stage of redistribution of power between political
forces.Another reason fothangein the number of written complaints was the beginning of work
of the governmental hot line "Social contact centbtany citizens began to turn directly to the
website of the Cabinet of MinisterSlextproblem is that the averaggeaof the population of the
region is quite high, so the majority of citizens who apply to the regional state administration
pensioners and the elderly. This encourages them to apply in writing, not to come on reception to
the regional state administraiti. The analysis shows that about 31% of citizens 'appeals to regional
state administration are from the citizens of Chernigov and 69% from citizens living in the region.
And Vice versa almost 57% personal citizens ‘appeals are from citizens of Chendil4i8% from
the citizens of region.

For the purpose of improvement of work with appeals of citizens, enterprises, institutions,
organizations, physical perseastrepreneurs, bodies of local sgtivernment by the Cabinet of
Ministers of Ukraine of 09.06(21 1 "~ -p d@ded the Concept of creation of National system
of processing of addresses to Executive bodireshe framework of this system based on state
institutions "Government contact center" are merged existing telephone hotlines, help telephone
services of Executive authorities and centers that created in the Autonomous Republic of Crimea,
oblasts, cities of Kyiv and Sevastopol. For this purpose it is necessary to establish regional contact
centers, public institutions and to ensure their intevaatith state institution "Government contact
Centre".To ensure the implementation of this Concept by the Cabinet of Ministers of Ukraine of 18
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January 2012 No. 21 approved the Regulation on the National system of processing of appeals to
the Executive athorities and Typical regulations of the contact center of the Autonomous Republic
of Crimea,regionscities Kiev and Sevastopft].

The regional contact center is a budgetary institution, which belongs to the sphere of
management of regional state adisiration and is the subject of the National system of processing
of appeals to Executive bodies. The main task of the contact center is to ensure prompt
consideration of the Executive authorities of the complaints filed by citizens, enterprises,
institutions and organizations, physical persénsntrepreneurs, local governments according to a
single phone number and via the Interfiéte application of information systems related to network
technologies increases efficiency of interaction between citiagals power. These models of
interaction such as C2G (citizéo-government) and G2C (governméaoicitizen), allow
significantly improve the dialogue between the authorities and citizens.

Chernihiv regional state administration should develop infrastriatithe contact center
pursuant to the letter of the state institution "Government contact Centre", dated 11 April 2012 No.
2237. To solve this problem is proposed to create a number of subsystems, namely: subsystem for
processing the call queue; call iggation subsystem; processing subsystem requests; the
subsystem of the analysis of complaints; subsystem integration; a subsystem of the web external
user access.

Processingubsystem the call queue is responsible for automatic distribution of phane call
between the@perators of the contact center and has the following functions: setting and selection of
various algorithms for call distribution; distribution of calls on the selected algorithms;
establishment of the incoming call in the queue in whichctideis to release the operatdihe
registration subsystem is intended for audio recording of conversations that take place in the contact
center and has the following functions: audio recording of conversations that take place during the
work shifts; ppmpt the administrator connection to the current conversation of the operator; saving
the call information in a database; the ability to find and listen to the audio recording of the
conversation.

Subsystem processing enables the registration and pragedsimpplicants and has the
following functions: registration of applicants; monitoring the consideration and execution of
requests; the preservation of the history of consideration of applications and interaction with
applicants; search for questions Ire tknowledge base by category and key words to improve the
quality of service of the applicant§he subsystem of the analysis of complaints provides search
and aggregation of information accumulated in the database system, and formation of analytical
documents: reports and maps. Data on which the subsystem enables the analysis of the distribution
of references by topics, regions, bodies of Executive power, the urgency of the issues, consideration
of appeals of the Executive discipline of the Executiveatités.

Subsystem integration enables communication regional contact Centre with the Government
contact Centre via a secure communication channels according to certain rules, mechanisms and
exchange formatSubsystem web access external users of thensyptevides receiving and
processing of applications submitted by the experts of the contact center to staff of the relevant
Ministry or Executive body.

For the implementation of-governance it is necessary to determine approaches to e
government systemsesponsibilities There are three possible approaches igovernment
responsibilities: Centralized when decisions are taken athd most senior or central level,
Decentralized whemlecisions are taken at some level lower than the most senior; typically by
individual work units within the organization or even by individual staff. The latter may also be
referred to as endser computing, where the individuals within the public sector who make use of
outputs from egovernment systems (the internal end users)aso those who operate and/or
devdop and/or manage those systems; Hybilitecisions are taken at both senior and lower levels,
either separately or in an integrated manbgr
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Potential Benefits of a Centralized Approach afehievement of scale ecomies -
centralized approaches allows most activities tormettaken more cheaply per umiyoidance of
duplication - one main intention of centralized approaches is to have a single version of any
particular egovernment system for the whole organi@atiand to store any item of data once and
only once. Sharing resources a well-planned centralized system holds data used across the
organization in one place, allowing all staff to access it.

Potential Disadvantages of Centralized ApproacHesvy TimeConsumption centralized
decisions and actions can be more trnasuming than for a decentralized approdadmited
Ability to Meet User Needs centralized approaches necessarily mean that priority goes to those e
government systems which are seen raportant by some sstt and centralized staff group;
Inflexibility - the greater the amount of central planning that has gone integaneenment system
decision, and the longer that decision is therefore intended to provide guidance for the organization
the less flexibility it offers the organization to cope with differences between local units, or with
internal or external changes.

Potential Benefits of a Decentralized Approach: Greater Fit between Systems and Local
Needs- the closer the proximity ofiser and developer, the less the communication gap and the
more | ikely it is that the developed system n
- the less the organizational distance between system user and system developer, the faster
develgpment of that system is likely to be; Perceived Lower Cedtge costs of decentralized
approaches are greater because of many initially unrecognized indirect costs

Potential Disadvantages of a Decentralized Approach: Barriers to Sharing -Data
decentralzed approaches can creatga@ernment systems in different work units that are mutually
incompatible; Barriers to Sharing Other Resources, including Human Resetlrees may also be
an inability to share other resources if work units are allowed tasdheir own separate- e
government systems; Duplication of Effertlecentralized approaches also tend to be very costly
because units will often duplicate what others are doing; Lack of Learning and Contaoldition
to the extra direct costs that mglication imposes, there is an indirect cost of lost learning
opportunities and limited crodertilization of ideas; Failure to Achieve Scale Economies
decentralized approaches make marnyoeernmentelated activities more costly, from buying
computersto gathering data, to training staff, to system operation and maintenance; Summary of
Problems all of these problems can be largely summarized as: htghedesirable costs and/or a
lower-thandesirable scope of public sector activities.

Analysis of centralized and decentralized approaches shows that in the conditions of
decentralization of power in Ukraine needs to maintain a balance between centralization and
decentralization of governance. Therefore, the most appropriate Hgbad approach to €
government systems responsibilitieslybrid Approach Content: the most common hybrid
computing architecture is the client/server model, in which computing power is divided between the
central servers and the local client workstations; a hybrid approagfstens development can
involve a division of responsibilities, for example, defining certain typesgaivernment system as
suitable for central development, and others as suitable for decentralizadézndevelopment;
standards for procurement bring myaimmediate and obvious benefits to public agencies; a
common hybrid approach is to centralize the planning of training for egowernment systems.
Other training needs may be met, as requested, byssrdsupport centers or by informal training
methals. There may also be central provision of access to open and flexible learning systems such
as CDROM- or Internet or intranet based trainingackages [6].

For the successful implementation efj@vernance is necessary to use the Customer Centric
e-Govenment SystemSuch system provides services through delivery channels to customers and
to be operated by internal users (designated functionaries for processing) of the system, whenever
required. The customers could be citizen, employees, government lussrgss users, etc. The
following system characteristics considered for study of customer cerBavernment system:
system consists of Hierarchical structure of fumaes$, processes and activitiesn€tions are the
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functional reuirements of systemneisaged; pocesses enda the procedures of government;
activities contain the actions to be perf@ath based on policies/rules/actsxteznal users
(customers) request the system for services like information, certificates, licensets, gEyment
of taxes/fees; equests are processed by the systenignnal users perform necessaactivities
during processingesponses generated as outcomes for customer requests are d@ljvered
Conclusions and suggestions. Electronic government refers to the utilioa of Information
Technology, Information and Communication Technologies, and other -basdyl
telecommunication technologies to improve and/or enhance on the efficiency and effectiveness of
service delivery in the public sect@ne of the most importarbnstituents of €sovernance is the
model G2C that refers to relations government bodies with the citizbagyoal of Government to
Customer (G2C) 6overnance is to offer a variety of ICT services to citizens in an efficient and
economical manner, aniw strengthen the relationship between government and citizens using
technology.The using of this model ensures citizens participation in state administration, solution
of issues related to interests of a particular individual or the community as a \Winae.
introduction of the unified electronic system "appeals of citizens"”, implemented through various
instruments, such as the establishment of regional contact centers appeals to the Executive
authorities. They should be considered as a component ofGlogernment of bodies of Executive
power and provide appropriate mechanisms for the integratt@ncreation of the National system
of processing of appeals to the Executive authorities at the local level, as a Customer €entric e
Government System, willlaw to implement a mechanism for electronic governance in the work of
Executive bodies with the public; to ensure responsiveness to issues raised in the appeals of
members of the public; to improve the efficiency of public administration,
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