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JIbBiBCbKUI HaLiOHa/IbHWE YHIBEPCUTET rpupoAOKOPUCTYBaHHS

PypaHeubka 0O.C. MibkHapoaHui piBeHb AO-
CTyny A0 aAMiHiCTpPaTUBHUX MOCJIYr B €J/1IeKTPO-
HHOMY cdopmari.

Y cTaTTi 3a3HayeHo, WO B OCHOBI (YHKLIOHY-
BaHHSA opraHiB ny6niyHOi Bnagn Ta HagaHHS HUMMU
nocnyr nexaTtb CrpaBensnBICTb i piBHICTb. Kto4o-
BMM KpUTEPIEM eEeKTUBHOCTI AiASIbHOCTI ypsaaiB Ccy-
YaCHUX AepXaB € AOCTYMHiCTb nybniyHMXx nocnyr,
OCKiNlbKM Le 3acBigyye€, 4n 34aTHIi BOHWM afeKkBaTHO
pearyBaTW Ha PIi3HOMAHITHICTb iHAMBIAYaNIbHUX Ta
CyCninbHMX NpaBoBMX MNoTpeb, a BiaTak aAbaTtu npo
CTBOPEHHS M ajanTauild HaneXHOro KOHTEHTY, 3a-
6e3neyeHHsT HanexHoi KOMyHiKauii A9 NOWUPEHHS
ny6niyHoi iHdhopmauii.

KoHcTaToBaHO, WO nepewkoan Ans JOCTYny A0
ny6niyHMx nocnyr MoXxyTb O6yTu pi3Hi, Hanpukiaa:
reorpadiyHa BiACTaHb, HEHanexHi yMOBM AN KO-
puUCTyBayiB, HegoOCTaTHSA MOIH(MOPMOBAHICTb UM BU-
KOPUCTaHHS HAATO cknagHux ¢OpMytoBaHb, Hes-
pyyHuMin 4yac pobotm abo opraHizauinHi TpyaHOLi
ob6cnyroByBaHHs HacefneHHs. Yce ue MoXe HeraTtue-
HO MO3HAYMUTUCS Ha SAKOCTI HaZaHHA Mocnyr, cnpo-
BOKYBaTu nNpobsieMun 3 NeritTMMHICTIO BCbOro anapaTty
rpoMaACcbKOl Bnaau.

Baromoro nepewkoaot Ans 4oCTyny MOXyTb CTa-
TW, 9K 3acCBig4Yy€e OOCBI4 iIHO3EMHUX AepXaB, M eKo-
HOMiYHi BUTPaATW HA OTPUMaHHSA AEPXAaBHOI MOCyru
i Ha i obcnyroByBaHHA. Llel YMHHUK MOXe TaKoX
HeraTMBHO BMJIMHYTW Ha AOBipy rpoMagsH Ao Aep-
XXaBHUX YCTaHOB.

BigTak KOHCTatoBaHO, WO 3arnopykow AO0CTyr-
HOCTI NybniYHUX NOCNYr € rnepeBedeHHs X B efek-
TPOHHY dopMmy. lNepeBeseHHA Nyb6niyHMX nocnyr B
€/IeKTPOHHY (POpMYy € 3anopyKor iX AOCTYMHOCTI.
EnekTpoHHa nnatdopma Mae byTu iHKIO3MBHOK Ta
3abe3sneyvyBaTn piBHI MOXIMBOCTI AOCTYNy ANS BCiX
rpomMagsH. OTxe, KOHUEMNUiA AOCTYMHOCTI B KOHTEK-
cTi BebagonaTkiB noB'A3aHa 3 AOCTYMNHICTHO iHopMaLii
A1 BCiX KOPUCTYBaYiB, HE3anexXHo BiJ BUKOPUCTO-
BYBaHWX TEXHOJOrIN i N1aTPOpPM, CEHCOPHUX | PYHK-
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LiOHaNbHUX MOXJ/IMBOCTEM KOpUCTyBaya. [locnyrm
€NeKTPOHHOro ypsAyBaHHA MalTb 3abesnedysBaTtu
MEeXaHi3Mun, SKi AOMOMOXYTb MOAONATU TpaAMUUINHI
di3nyHi 6ap’epn, TO6TO MakCMManbHO CNPUATA TOMY,
wob agMiHicTpaTMBHi nocnyrmn 6ynu JOCTynHi i ans
nogen 3 ocobnmemuMu notpebamu.

KniouoBi cnoBa: opraHu nybnivyHoi Bnagu, ny-
6niyHi nocnyrmn, agMiHiCTpaTUBHI NOCNYru, enekTpo-
HHEe ypaAyBaHHSA, AOCTYMHICTb.

Rudanetska O.S. International access level
to administrative services in electronic format.

The article states that the functioning of public
authorities and their provision of services is based
on justice and equality. A key criterion for the
effectiveness of the governments of modern states
is the availability of public services, as this proves
whether they are able to adequately respond to the
variety of individual and public legal needs, and
therefore take care of the creation and adaptation of
appropriate content, ensuring proper communication
for the dissemination of public information.

It has been established that obstacles to access
to public services can be different, for example:
geographical distance, inappropriate conditions
for users, lack of awareness or use of overly
complex wording, inconvenient working hours or
organizational difficulties in serving the population.
All this can negatively affect the quality of service
provision, provoke problems with the legitimacy of
the entire apparatus of public authority.

As evidenced by the experience of foreign
countries, the economic costs of obtaining a state
service and its maintenance can become a significant
obstacle to access. This factor can also negatively
affect citizens’ trust in state institutions.

Therefore, it was established that the key to the
availability of public services is their conversion into
electronic form. The electronic platform must be
inclusive and provide equal access opportunities for
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all citizens. Therefore, the concept of accessibility
in the context of web applications is related to the
availability of information for all users, regardless of
the technologies and platforms used, sensory and
functional capabilities of the user. E-government
services should provide mechanisms that will help
to overcome traditional physical barriers, that is,
to make the administrative services accessible to
people with special needs as much as possible.

Key words: public authorities, public services,
administrative services, e-government, accessibility.

Formulation of the problem. An important
factor of state-legal processes in a democratic state
is the influence of basic public goods and services.
If we take a person separately, the spheres of
education, health care and justice are important
for him as a space for ensuring his basic rights and
freedoms.

Among the issues of special state importance
is, in particular, the issue of the introduction of
electronic public services, as it is becoming more
and more relevant. After all, Ukraine is entering
the global information space, accordingly, new
threats arise in the information sphere, which the
government cannot always resolve on its own, at
the same time, we are observing the growth of
the importance of information for any sphere of
life activity of a person, society or state, therefore,
the regulatory influence is also important of the
state in the information sphere. In addition, there
is a need to increase «the level of validity of the
formation and implementation of the state policy
for the development of the information society and
electronic governance», especially in view of the
information war of Russia against Ukraine [1, c. 37].

Therefore, the relevance of the issue is
determined by the need to update the functioning
of the state apparatus within the limits of European
standards in order to ensure democracy and the rule
of law of the state.

Research status. The issue of updating the
functioning of public authorities was the subject
of analysis by scientists in various fields of
jurisprudence, including Yu. Bysaga, D. Beloy,
N. Bortnyk, V. Kovalchuk, S. Slivka, N. Serdyuk
and others. However, the field of electronic public
services needs additional analysis, especially in the
context of ensuring their proper legal standards, the
key of which is accessibility.

The purpose of the article is the international
level of analysis of problems of access to
administrative services of public authorities.

Outline of the main provisions. First, let’s
analyze the conceptual and categorical apparatus
of the declared problem. Therefore, according
to the Concept of Development of the System of
Provision of Administrative Services by Executive
Power Bodies, approved by the Cabinet of Ministers
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of Ukraine on February 15, 2006, the sphere of
public services consists of services provided by state
bodies authorities, local self-government bodies,
enterprises, institutions, organizations under their
management. Depending on the entity providing
public services, state and municipal services are
distinguished [2]

The basis of the legal nature of the provision
of public services and the functioning of public
authorities is justice and equality as key principles
of the legal reality of modern states. As Italian
scientists note, justice should be considered
according to specific features. Yes, they distinguish
horizontal justice (the degree of treatment of
individuals within a class (for example, income,
gender, ability, race)); vertical justice (degree of
participation of representatives of different classes);
social justice (refers to the distribution of impacts
among strata of the population that differ in abilities
and needs, for example: income, social class, age or
ability to be active); spatial justice (belongs to the
spatial distribution of influences, say, by regions or
cities) [3, c. 2].

The availability of public services is a key criterion
for the effective functioning of governments.
This criterion reflects the government’s ability to
recognize the diversity and nature of individual and
public legal needs, the need to create and adapt
appropriate content, the need to provide their
communication channel and create an enabling
environment for fair and honest dissemination of
public information.

In this context, we will cite the valid opinion of N.
Maryniak. She notes that over the past few years, the
topic of improving the activities of public authorities
has been considered, so to speak, block by block
- separately administrative reform, civil service
reform, electronic government, judicial reform.
However, these reforms are so interconnected that
at the current stage, it does not seem possible
to consider them as single transformations.
Therefore, emphasizes N. Maryniak, «the object
of general reform should be the public sector with
all its components - the public service, finances,
management system and information resources».
Moreover, the main measures for the implementation
of these transformations should be to improve the
quality and availability of administrative services
and reduce administrative barriers to their provision
[4, c. 1].

As international experience proves, it is worth
talking about accessibility in various forms: it
concerns both geographical distance, and appropriate
conditions for users who need special housing, and
a sufficient number of delivery channels (Internet,
telephone, etc.), and appropriate informativeness
of texts, the use of simple clear wording, and
convenient working hours and a well-thought-out
and developed procedure for public service. After all,



382

all this collectively determines the quality of service
provision, and therefore can provoke problems with
the legitimacy of the entire apparatus of public
authority.

The experience of a number of foreign countries
(mainly countries with developed democracies) also
indicates that the economic costs of obtaining an
administrative service and its maintenance can be a
considerable obstacle to access. Therefore, financial
availability can also affect the formation of citizens’
trust in state institutions.

Among the most important factors in determining
the quality of life is, without a doubt, the availability
of medical services. And from the point of view of
social justice, every person should be provided with
equal access to such services. However, in practice,
it is not so easy to achieve such equality, one has to
overcome many obstacles, including economic and
geographical ones. And it is not only about distances
to service points, but also travel time, available
modes of transport and departure time. Therefore,
it is important for local authorities to expand the
possibilities of geospatial analysis and monitoring of
their citizens’ access to medical services. After all,
only with the most recent and accurate information
on the availability of medical services, the authorities
can plan improvements: the expansion of the health
care infrastructure, the effective distribution of
the workforce, alternative options for regions with
limited accessibility, as well as the development of
new routes and schedules of public transport [5].

At the same time, according to the results of
the International Monitoring Report [6], the field
of health care can be significantly affected due to
financial inaccessibility. On the one hand, in most
EU member states universal services provided by
health insurance are provided, and on the other - for
some services or medicines citizens still have to pay.
This is often the reason why some citizens refuse to
undergo a medical examination or delay a visit to a
doctor or treatment. And in the end, this can lead
to more expensive hospitalization at a later stage.
In addition, the amount of additional (not covered
by insurance) amounts varies significantly between
countries. It is, for example, about 1.5% of final
household consumption in France, the Netherlands,
Turkey and the UK, but 4% in Chile, Korea, Mexico
and Portugal.

This also applies to court availability, in particular
to legal representation. Access to justice can be
facilitated by the provision of legal aid, regardless of
whether a person has the financial means to do so.
That is, it is about guaranteeing every person the
opportunity to use their right to a fair trial. Thus,
legal aid as a public service can take the form of free
or subsidized legal representation or legal advice.
For example, in Finland, France, the Netherlands
and Norway, citizens received legal aid in more than
10% of first-instance cases. In the rest of the EU
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countries, citizens received legal aid in 6% (or even
less) of first-instance cases.

In general, access to administrative services
and decisions of public authorities at the European
level is considered in the context of e-government.
Moreover, e-government is considered one of the
pillars in the construction of Europe, which promotes
the integration and inclusion of citizens. European
institutions consider e-governance as an important
component of policy, which will contribute to the
stimulation of changes in the provision of public
services, the expansion of relevant technologies, as
well as the digital integration of citizens.

So we can say that the transfer of public services
to electronic form is a guarantee of their availability.
It is important that the e-government platform is
inclusive and provides equal access opportunities
for all citizens, including people with special needs
(mechanisms are needed to help them overcome
traditional physical barriers). So the concept of
accessibility in the context of web applications is
related to the availability of information for all users,
regardless of the technologies and platforms used,
the sensory and functional capabilities of the user.

Conclusions. The availability of public services
can be considered as a key criterion for the
effectiveness of governments, which reflects their
ability to recognize the diversity and nature of
individual and public legal needs, the need to create
and adapt appropriate content, the need to ensure
their communication channel and create a favorable
environment for the fair and honest dissemination of
public information .

Obstacles to access can be: geographical
distance; inadequate conditions for users who need
special housing; insufficient number of delivery
channels; insufficient informativeness or use of
complex wording; inconvenient working hours or
organizational difficulties in serving the population.
As a result, such barriers can provoke problems
with the legitimacy of the entire apparatus of public
authority.

The transfer of public services to electronic form
is a guarantee of their availability. The e-government
platform must be inclusive and provide equal access
opportunities for all citizens.
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