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Cmamms npuceauena ananizy po3eumky i 600CKOHANEHHA pobOmu i3 38epHeHHAMU 2pomadsan. IIpoananizoeano npoyecu
00pobKU KopecnonOenyii 6 obnacuiii depocasHitl aominicmpayii i npoyecu 800CKOHANEHHA POOOMU i3 36EPHEHHAMU SPOMAOSH.
Aemop 36epmac ygazy na nioxoou 00 0008 A3Ki6 eNeKMpPOHHO20 YPAOY. 3anponoHOBAHO WINAXU peanizayii ma 600CKOHANEeHHS
eeKmpoHHOI cucmemu "36epHents epomMaoan” AK elemMenmy eneKmpoHHO20 YPAOYBAHHA.

Kniouosi cnoea:. 3sepnenns epomadsm, ingpopmayitini cucmemu, ingpopmayitini mexnonozii, pecionanvHuli KOHMAKM-yYeHmp,
opienmosarna Ha knienma cucmema " Enekmponnozco ypsaoy".

Cmamps noceawena aHaiuzy pasgumus U cOBepUIeHCMBO8anUs pabomsl ¢ obpawenusmu epadxcoan. IIpoananuzuposarvl
npoyeccol 00pabomKu KoppecnoHOeHyuu 6 001ACMHOU 20CYOapCMBEeHHOU AOMUHUCPAYUU U NPOYeccbl COBEPUICHCMBOBANUS
pabomwl ¢ obpaweHuAMU epadxcoan. Aemop obpawaem GHUMAHUE HA NOOX00bl K 00A3AHHOCMAM DNEKMPOHHOZ0 NPABUMENbCINEA.
Ilpeonoscenvr nymu peanusayuu u CO8EPUIEHCMEOBAHUA INEKMPOHHOU cucmemsvl "obpawjenus 2epaxcoan"' Kaxk 2a1emenma
2NeKMpPOHHO20 NPAGUMENLCMEA.

Knrouesvie cnosa. obpawenus epasxcoan, uUHOOPMAYUOHHbIE CUCTEMbL, UHQOPMAYUOHHBIE MEXHOI02UU, PESUOHANLHDBIL
KOHMAKM-yeHmp, OpueHmuposannas Ha kiuenma cucmema "IneKmpoHHo20 npasumenbcmsa’.

Problem statement.According the Constitution of Ukraine the Statellsbasure protection of
rights, freedoms and legal interests of citizenserffone shall have the right to address individual
or collective appeals, or to personally recourspublic authorities, local self-government bodies,
to officials, and officers of these bodies obligeal consider the appeals, and to provide a
substantiated reply within the period determineddvy. This right is enshrined in Article 40 of the
Constitution. The right for appeal is an importaanstitutional and legal means of protection, and
one of organizational-legal guarantees of the sigimnd freedoms of citizens. An appeal of citizens
is one of the forms of popular participation in gavance, the possibility of active influence of the
citizen on the activities of state authorities dochl self-government. Furthermore appeal is the
way to restore the violated rights of the citizgnpiboviding to the government bodies of complaints
and motions.

Analysis of recent research and publications.Issues of information support of public
administration, including the right of citizens &ppeal are studied in the works: Bakaev A.A.,
Bersutskoho J.G., Bersutskoho A.J., Glushkov VH4lyuzhnyy R.A., Korogodin V.1, Lepa M.M.,
Porokhnya V.M., Pisarevskii T.A., Sytnyk V.F., ShanV.O. etc.
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Allocation of the unsolved earlier parts of the ovall problem. In spite of thorough researches
information support of public administration, thegesses of improving the system of citizens 'dppea
insufficiently studied. Therefore, problems of itmsplementation, operation and development in the
state and local authorities are particularly retéva

The objectives of the article.The aim of this study is to determine the role efvrinformation
technology, analysis of positions on improving tiiectioning of the right of citizens to appeal. The
object of this work is to study information processn public administration as one of the important
components of the development of the processirgppéals to the state authorities. The subject of
study is especially the formation and operatiomfafrmation support right to appeal.

The main results of the studyThe practical implementation of the right for appsajoverned
by the Law of Ukraine "On citizens 'appeals”. Thésv regulates issues on practical exercise by the
Ukrainian citizens of their constitutional right ®ubmit to bodies of state power and civic
associations, according to their statutes, suggestregarding improvement of their activity, to
reveal their performance drawbacks, to appeal @etod officials, state and civic bodies. This Law
sets forth the mechanism for ensuring citizensi@pdtion in state administration, solution of
issues related to interests of a particular indigicbr the community as a whole [3].

Ukrainian citizens shall have the right to apphatty bodies of state power, bodies of local self-
government, as well as enterprises, institutiongamizations and their officials with appeals oa th
implementation of their social and economic, pcéitiand personal rights and legal interests and a
complaint about violation thereof.

Depending on the context, appeals from the citizmesdivided into the following categories:
solicitations, complaints and proposals. Soliamatis an appeal from a citizen with a request to
promote the implementation of his/her civic riglatsd interests enforced by the Constitution and
the current legislation of Ukraine. According tethaw, complaint is an appeal from a citizen with
a request to restore his/her rights and protegfal Imterests violated by actions or decisions of
officials. Proposal should be understood as an apfpem a citizen, which provides advice or
recommendations for activities of bodies of stabevgr and bodies of local self-government, as
well as opinion on regulating social relations &nthg standards of the citizens.

According to the Law, subject to appeal are densior actions of bodies of state power or
bodies of local self-government, which results in:

« violating rights and legal interests or freedomsa aitizen;

+ establishing barriers for a citizen in implementihgir rights and legal interest or freedoms;

+ illegally imposing any obligations upon a citizeniliegally bringing them to account.

The Law establishes that citizens can apply botbkrainian and in any other language. The
body that has been applied to shall reply in tlreeslanguage.

Appeals appropriately compiled and submitted adogrdo the established procedure are
subject to mandatory acceptance and considerdfotten appeals, which do not indicate the place
of residence or are not signed by the applicantyelsas those not indicating the authorship, shall
be recognized anonymous and are not subject tadsyation. Bodies of state power, bodies of
local self-government, as well as institutions,egmtises and organizations shall consider appeals
objectively and timely, verify the facts presentbdreby, pass decisions according to the current
legislation and ensure their fulfillment. Appealab be considered and solved within the deadline
that does not exceed one month from the date wienwere submitted; appeals that do not require
additional examination shall be considered immedifabut not later than fifteen days after the date
when they were submitted.

Appeals are part of the overall documentation, Witicculates in the system of government [2].
The structure of incoming mail that came to Chawnrkgional state administration in 2015 shows
that Official documents make up 53,3% of the totainber of documents, information and other
documents - 28,6% and letters of citizens - 18,1%e largest share in the regional state
administration correspondence is the correspondeftbeministries and other Central authorities,
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in second place — correspondence with the Cabindirasters of Ukraine, taking into account the
regulations, orders and other documents, whictY%.1n the third place there is a correspondence
with district state administrations, which repras&é% of the total incoming flow. The share of
documents from regional departments, institutiomsl abrganizations is 14%. In General,
correspondence with regional Executive authoriéied other state agencies and organizations of
the region is 40% and the correspondence with igteeh authorities — 54%.

Analysis of outgoing correspondence, which was steged in Chernihiv regional state
administration in 2015, is shown in table 1.

Table 1
The structure of outgoing correspondence, regidteréhe Chernigov regional state
administration in 2015

Sent correspondence 23965
Including:

Orders of the Chairman of regional state admirtistna 1195
Letters 3953
Information and answers to letters: 5264
Responses to applications and complaints of cisize 2264
Telegrams, cards, lists, ballots: 110%1
Documents with a signature stamp of chipboard: 129
Responses to inquiries and information 10p

The largest number of correspondence - 60% wastgdhe district state administrations and
Executive committees of the cities of ChernihivziNin, Pryluky and to regional Council, regional
offices and other structural subdivisions, entegsj institutions and organizations of the region.
This is a proactive sending of administration instions to the lower structural units. Proactive
correspondence with higher authorities is 40%. Agnthrem, the largest volume of correspondence
sent to ministries, government departments and @katral authorities. This is due to the fact that
the regional state administration directs requéstsexplanation and clarification of activities of
relevant bodies. Correspondence with the Cabin#tinisters of Ukraine is 7% of correspondence
regarding orders.

The analysis of correspondents who received reggoins2015 shows that the highest number
of them - 53% are ministries, government agenamsaher Central agencies. This suggests that
incoming correspondence with these bodies is onfitlsé place, therefore for regional state
administration is necessary to send responsegse tletters, orders, and requests.

Second place is shared by the Administration ofRhesident of Ukraine and the Cabinet of
Ministers of Ukraine, correspondence with these id®dis 20% of the total number of
correspondence. This is also consistent with tbetfeat incoming correspondence from the Cabinet
of Ministers of Ukraine is 17%, and from the Searett of the President of Ukraine — 6%. It should
be noted that the largest number of responsesetdetters were sent to the higher authorities. In
relation to proactive correspondence most of thkerie were sent to the regional structures. This
corresponds to the logic of subordination and hadna of authorities. In the General structure of
outgoing correspondence, registered in Chernilgioreal state administration, the most numerous
are telegrams, postcards, lists, bulletins — 46.1h%rmation and responses to emails are 21.97%,
responses to requests and complaints of citizen8.46%, the proactive correspondence - 16.5%.

According to the Law of Ukraine "On citizens ‘'apiséathe Chairman of regional state
administration and his deputies conduct persor@ption of citizens on schedule, which is posted
in the regional state administration. Citizens a&so contact the administration in writing. In the
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apparatus of the Chernihiv regional state admaistn created a Department on work with
references of citizens, which is its structuralislon and is accountable to the Deputy Chairman
who is the chief of apparatus. The main tasks ef Diepartment is the organization of personal
reception of citizens, ensuring the consideratibwritten complaints received in the regional state
administration, control over the solution to theuiss raised, a summary and analysis of the
proposals contained in them, to develop proposated at elimination of the reasons generating
justified complaints and comments of citizens, ey of methodical and practical assistance of
the district state administrations, local self-goweent bodies, structural subdivisions of regional
state administration, territorial units of Centiakecutive bodies, enterprises, institutions and
organizations irrespective of forms of ownershipgoestions of work with appeals of citizens [1].

The numbers of written and personal appeals tadgmnal state administration are shown in
Figure 1.
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Fig.1. Dynamics of citizens 'appeals for the perwd@011-2015

The analysis shows that over the past five yeaesntumber of written appeals of citizens tends
to increase, and the number of citizens who tumpdrsonal appointment - to decrease. This is due
to factors such as the political situation in to@mtry, the demographic situation in the region and
administrative and territorial structure. For exdenphe largest number of appeals was received in
2015, when the country was at a new stage of rézlifbn of power between political forces.
Another reason for change in the number of writtemplaints was the beginning of work of the
governmental hot line "Social contact center". Maitizens began to turn directly to the website of
the Cabinet of Ministers. Next problem is that #werage age of the population of the region is
quite high, so the majority of citizens who appbythe regional state administration — pensioners
and the elderly. This encourages them to applyriting, not to come on reception to the regional
state administration. The analysis shows that al3dg6 of citizens 'appeals to regional state
administration are from the citizens of Chernigod 9% from citizens living in the region. And
Vice versa almost 57% personal citizens 'appea&dram citizens of Chernihiv and 43% from the
citizens of region.

For the purpose of improvement of work with appeafiscitizens, enterprises, institutions,
organizations, physical persons-entrepreneurs,eBodi local self-government by the Cabinet of
Ministers of Ukraine of 09.06.201% 589-p approved the Concept of creation of Nati@yatem
of processing of addresses to Executive bodieshénframework of this system based on state
institutions "Government contact center" are merggisting telephone hotlines, help telephone
services of Executive authorities and centers ¢hedited in the Autonomous Republic of Crimea,
oblasts, cities of Kyiv and Sevastopol. For thispmse it is necessary to establish regional contact
centers, public institutions and to ensure thagraction with state institution "Government comtac
Centre". To ensure the implementation of this Cphbg the Cabinet of Ministers of Ukraine of 18

93



ITYBJITYHE AJIMIHICTPYBAHHST: HAYKOBI JJOCJIJDKEHHSI TA PO3BUTOK Ne 1 (1), 2016

January 2012 No. 21 approved the Regulation orNéitenal system of processing of appeals to
the Executive authorities and Typical regulatiohghe contact center of the Autonomous Republic
of Crimea, regions, cities Kiev and Sevastopol [4].

The regional contact center is a budgetary insitut which belongs to the sphere of
management of regional state administration anldesubject of the National system of processing
of appeals to Executive bodies. The main task @& tontact center is to ensure prompt
consideration of the Executive authorities of themplaints filed by citizens, enterprises,
institutions and organizations, physical persongnrtrepreneurs, local governments according to a
single phone number and via the Internet. The agidin of information systems related to network
technologies increases efficiency of interactionween citizens and power. These models of
interaction such as C2G (citizen-to-government) aB@C (government-to-citizen), allow
significantly improve the dialogue between the autfes and citizens.

Chernihiv regional state administration should digyeinfrastructure of the contact center
pursuant to the letter of the state institution V&mment contact Centre", dated 11 April 2012 No.
2237. To solve this problem is proposed to createraber of subsystems, namely: subsystem for
processing the call queue; call registration sulesys processing subsystem requests; the
subsystem of the analysis of complaints; subsysteegration; a subsystem of the web external
user access.

Processing subsystem the call queue is responfsiblautomatic distribution of phone calls
between the operators of the contact center anthleadsllowing functions: setting and selection of
various algorithms for call distribution; distribom of calls on the selected algorithms;
establishment of the incoming call in the queuavimnch the call is to release the operator. The
registration subsystem is intended for audio redogrdf conversations that take place in the contact
center and has the following functions: audio rdogg of conversations that take place during the
work shifts; prompt the administrator connectiortiie current conversation of the operator; saving
the call information in a database; the abilityfied and listen to the audio recording of the
conversation.

Subsystem processing enables the registration aodegsing of applicants and has the
following functions: registration of applicants; mtworing the consideration and execution of
requests; the preservation of the history of carsiion of applications and interaction with
applicants; search for questions in the knowledagelby category and key words to improve the
quality of service of the applicants. The subsystdnthe analysis of complaints provides search
and aggregation of information accumulated in thtablase system, and formation of analytical
documents: reports and maps. Data on which theystdm enables the analysis of the distribution
of references by topics, regions, bodies of Exgeypiower, the urgency of the issues, consideration
of appeals of the Executive discipline of the Exte@uauthorities.

Subsystem integration enables communication regiooatact Centre with the Government
contact Centre via a secure communication charaegerding to certain rules, mechanisms and
exchange format. Subsystem web access externas a$ethe system provides receiving and
processing of applications submitted by the expeftthe contact center to staff of the relevant
Ministry or Executive body.

For the implementation of e-governance it is nemgsdo determine approaches to e-
government systems responsibilities. There areethpessible approaches to e-government
responsibilities: Centralized when decisions arkeraat the most senior or central level;
Decentralized when decisions are taken at somd lewer than the most senior; typically by
individual work units within the organization oresv by individual staff. The latter may also be
referred to as end-user computing, where the iddais within the public sector who make use of
outputs from e-government systems (the internal esels) are also those who operate and/or
develop and/or manage those systems; Hybrid - Desisare taken at both senior and lower levels,
either separately or in an integrated manner [5].
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Potential Benefits of a Centralized Approach arehiAvement of scale economies - centralized
approaches allows most activities to be undertakere cheaply per unit; Avoidance of duplication
- one main intention of centralized approachesoididve a single version of any particular e-
government system for the whole organization, andtére any item of data once and only once.
Sharing resources - a well-planned centralizecegys$tolds data used across the organization in one
place, allowing all staff to access it.

Potential Disadvantages of Centralized Approachtssavy Time Consumption - centralized
decisions and actions can be more time-consumiag for a decentralized approach; Limited
Ability to Meet User Needs - centralized approachesessarily mean that priority goes to those e-
government systems which are seen as importantolne sselect and centralized staff group;
Inflexibility - the greater the amount of centrdipning that has gone into an e-government system
decision, and the longer that decision is therefmiended to provide guidance for the organization,
the less flexibility it offers the organization tmpe with differences between local units, or with
internal or external changes.

Potential Benefits of a Decentralized Approach:aBeeFit between Systems and Local Needs -
the closer the proximity of user and developer,l&iss the communication gap and the more likely
it is that the developed system meets the useabheeds; Faster System Development - the less the
organizational distance between system user artdmydeveloper, the faster development of that
system is likely to be; Perceived Lower Costs - ¢bets of decentralized approaches are greater
because of many initially unrecognized indirecttsos

Potential Disadvantages of a Decentralized ApproBelriers to Sharing Data - decentralized
approaches can create e-government systems imedff@ork units that are mutually incompatible;
Barriers to Sharing Other Resources, including HuRRasources - there may also be an inability to
share other resources if work units are allowesetoup their own separate e-government systems;
Duplication of Effort - decentralized approachesoakend to be very costly because units will often
duplicate what others are doing; Lack of Learnind &ontrol - in addition to the extra direct costs
that duplication imposes, there is an indirect addbst learning opportunities and limited cross-
fertilization of ideas; Failure to Achieve ScaleoBomies - decentralized approaches make many e-
government-related activities more costly, from ingycomputers, to gathering data, to training
staff, to system operation and maintenance; Summ@&Broblems - all of these problems can be
largely summarized as: higher-than-desirable cast§or a lower-than-desirable scope of public
sector activities.

Analysis of centralized and decentralized approsckbhows that in the conditions of
decentralization of power in Ukraine needs to namta balance between centralization and
decentralization of governance. Therefore, the maggtropriate is a Hybrid approach to e-
government systems responsibilities. Hybrid ApphoaContent: the most common hybrid
computing architecture is the client/server moutelyhich computing power is divided between the
central servers and the local client workstatiadyybrid approach to systems development can
involve a division of responsibilities, for examptkefining certain types of e-government system as
suitable for central development, and others awlsigi for decentralized/end-user development;
standards for procurement bring many immediate abdous benefits to public agencies; a
common hybrid approach is to centralize the plagpmhtraining for core e-government systems.
Other training needs may be met, as requestedndyuser support centers or by informal training
methods. There may also be central provision oéseto open and flexible learning systems such
as CD-ROM- or Internet- or intranet based trairpagkages [6].

For the successful implementation of e-governasgecessary to use the Customer Centric e-
Government System. Such system provides servicesagh delivery channels to customers and to
be operated by internal users (designated funaiesmdor processing) of the system, whenever
required. The customers could be citizen, emplgygegernment users, business users, etc. The
following system characteristics considered fordgtof customer centric e-Government system:
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system consists of Hierarchical structure of fumtdi processes and activities; functions are the
functional requirements of system envisaged; psE®sembed the procedures of government;
activities contain the actions to be performed Hdasa policies/rules/acts; external users
(customers) request the system for services lik@nmation, certificates, licenses, permits, payment
of taxes/fees; requests are processed by the systeemal users perform necessary activities
during processing; responses generated as outdomasstomer requests are delivered [7].

Conclusions and suggestiong€lectronic government refers to the utilization Information
Technology, Information and Communication Technmeg and other web-based
telecommunication technologies to improve and/dramce on the efficiency and effectiveness of
service delivery in the public sector. One of thesimimportant constituents of e-Governance is the
model G2C that refers to relations government tsodigh the citizens. The goal of Government to
Customer (G2C) e-Governance is to offer a varidétyCd services to citizens in an efficient and
economical manner, and to strengthen the relatipnBbtween government and citizens using
technology. The using of this model ensures ciszgarticipation in state administration, solution
of issues related to interests of a particular viddial or the community as a whole. The
introduction of the unified electronic system "aglseof citizens", implemented through various
instruments, such as the establishment of regiaoaltact centers appeals to the Executive
authorities. They should be considered as a conmaighe e-Government of bodies of Executive
power and provide appropriate mechanisms for ttegration.
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