
Recommendations on the administrative services reform

Recommendations of civil society experts, provided in working groups at the National Council for
the Recovery of Ukraine

1. Territorial remoteness (inaccessibility) of administrative services due to the consolidation of
territorial communities and districts, optimization of the territorial network of the Centers
for Disease Control and Prevention
1.1. Most of the basic administrative services are delegated for direct implementation to local

self-government bodies (LGBs), in particular: civil registration; registration of real estate,
business, land, vehicles; administrative services of a social character.

1.2. With regard to the delegated powers, local government organizations have a sufficient level of
organizational autonomy from the central government bodies, they do not depend on the
subjectivity of the current heads of central government bodies (for example, in the issue of
barriers to access to the profession by state registrars), but are under the professional
departmental control of such central government bodies (consideration of complaints in
administrative procedure; correctness of work in registers, etc.).

1.3. Services that, for certain reasons, cannot be delegated to the local government as a whole - are
integrated into Administrative Services Centres (ASC) as front offices, in particular, passport
services; issuance of driver's licenses; pension services, etc.

1.4. ASCs with their territorial access points: remote workplaces, territorial subdivisions, function
in all territorial communities (or at least in communities with more than 10,000 inhabitants).
Territorial communities, which do not have their own ASC, ensure the provision of services to
their residents through cooperation mechanisms of territorial communities.

1.5. Ministries and other central government bodies comprehensively assist LGBs in the
implementation of delegated powers and powers determined to be provided through the ASC.

2. Lack of own resources of the system of providing administrative services (for the
development of the ASC network, digitization and digital infrastructure of services) due to the
fact that many administrative services are free of charge or the inadequacy (low cost) of the
amount of administrative fees. Dependence on donor aid, subjectivism of managers, illegal
payments for administrative services.
2.1. The system of providing administrative services, in particular local budgets in terms of

administrative services, is "self-supporting" at the level of at least 80%, which is covered by
sufficient compensability of administrative fees for paid administrative services (administrative
services of a social nature, birth and death registration, issuing the first passport are free of
charge).

2.2. The fee for basic administrative services (administrative fee) is established by law, taking into
account reasonable calculations of its "cost" and the social weight of the service, as well as the
positions of associations of local self-government bodies.



2.3. Fees for e-Government services are set at a lower rate than for the same services received
offline to encourage electronic submissions.

2.4. Illegal payments in the field of administrative services have been stopped, in particular:
passport services (surcharge from SE "Dokument"), illegal payments to the Ministry of Justice
and economic entities for "Marriage in a day", illegal payments of SE in the jurisdiction of the
Ministry of Internal Affairs (for certificates of criminal record), etc.

2.5. 85% of the fee for all administrative services provided by the local government or through the
ASCs of the local government goes to local budgets. 15% goes to the state budget for
administration of state registers and digitization of administrative services.

3. Digitization of individual administrative services without proper reengineering of processes
and changes in the essence (nature) of the services themselves, their optimization (such as
registration/declaration of residence or issuance of a criminal record certificate)-
3.1. The established state policy, with the participation of stakeholders, regarding the priority and

sequence of digitization of administrative services, is based on their popularity (demand),
practical need (problems and relevance) for consumers.

3.2. Before digitalization, the possibility of canceling the service in general and/or converting it to
the format of interdepartmental interaction and/or simplifying its architecture should be
analyzed.

3.3. Priority attention should be paid to the protection of personal data, security of registers/access
channels (including from external threats), compliance with legal standards of administrative
procedure.

4. Digital discrimination of citizens in terms of the provision of certain administrative
services, such as by offering them exclusively through the "Diia" application (such as eHelp) or
failure to take into account the specifics of "consumers" when determining service channels
4.1. Services are available to consumers through both digital and physical (offline) channels.
4.2. For users who cannot use digital services on their own, the state should provide opportunities to

use digital intermediaries (such as ASC).
4.3. For certain categories of consumers, the priority channels of service provision should be

appropriately defined (for example, for pension services such channels should be offline
offices, including ASC instead of electronic channels).
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