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The article contains the analysis of the quality public service concept, reveals a cognitive link between public service quality
and efficiency of public administration. The complex analysis of the basic theoretical principles for reforming the national
public service, namely new public management, e-governance and good governance is completed. The urgent public ser-
vice quality indicators are: 1) deregulation (extension of the power of state agencies); 2) horizontal communication links be-
tween structural systems of the government; 3) perception of a citizen as a customer of public services (client) who should
receive the proper quality of the public services, and have a choice of service providers; 4) public officials accountability to
civil society (openness and accessibility of information); 5) a permanent development of civil servant skill level; 6) delinea-
tion of management procedures and delivery of public services; 7) developing of a flexible strategy by each government
agency according to existing goals and tasks; 8) focusing on the result (effectiveness of public service); 9) appropriate
principles (technical, financial, psychological conditions) of public servant professional activities; 10) de-politicization of the
civil service; 11) cooperation of government agencies with non-public organizations (private enterprises, voluntary organi-
zations); 12) legal framework for the rotation of civil servants and competitive selection on positions, proper remuneration
and financial incentives for initiatives and innovative approaches to solving public-management problems. Also author of
the article researches the practice of improving the regulatory framework in Ukraine, which will translate selected indicators
of quality public service and establish mechanisms for monitoring the performance of public administration.
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4. B. Henina,
dokmop nonimu4Hux Hayk, doueHm, 3agidysay kaghedpu depxagHO20 yrpaeniHHs irlocoghcbKo2o haKynbmemy,
Kuiscbkuli HauyioHanbHuUl yHieepcumem iMeHi Tapaca LllegayeHka

AKTYANbHI MOKA3HUKU AKICHOI AEPXXABHOI CNY)XBU

Y cTaTTi 4OCniaKEHO NOHATTSA AKICHOT AePXXaBHOT CY>XOU, BUSIBNEHO KOTHITUBHUIA 3B’A30K MiXK SIKICTHO AepXXaBHOI CNy>»0u Ta
epeKTMBHICTIO AepKaBHOTO ynpaeniHHA. 34iINCHEHO KOMMNEKCHUIA aHani3 OCHOBHMX TEOPETUYHNX 3acaf pedpopmyBaHHS
BITYN3HSIHOT NyOnivHOT cny6m, a came HayKOBKX NigXOAIB HOBOTO AEPXABHOIO MEHEMKMEHTY, EMEKTPOHHOIO ypsiayBaHHSA
Ta HarnexHoro ynpasniHHA. BusHayeHo akTyanbHi NOKa3HUKM SKICHOT AepxxaBHOI cnyxou: 1) geperynsauis (po3wmnpeHHs
MOBHOBaXeHb AEPXXaBHUX areHTCTB); 2) ropu3oHTanbHa KOMyHiKauis Mk CTPYKTYPHMMMW NaHKaMyu CUCTEMU Aep>KaBHOro
ynpaeniHHs; 3) CIPUNHATTA rPOMaAsiHUHa 3aMOBHUKOM AepXKaBHUX NOCAyr (KNIEHTOM), SIKUA Mae OTpMMyBaTK Li Nocnyru
HarneXHoI SKOCTi, a TakoXX MaTh MOXIMBICTb BUOOPY cepen nocTadanbHUKIB NOCNYT; 4) 3BIiTHICTb AepXXaBHUX CyX00BLIB
nepes rpomMaasiHCbKMM CyCninbCTBOM (BiAKPUTICTb Ta AOCTYNHICTb iHdopMalLii); 5) nepMaHeHTHe NigBULLEHHS PiBHS KBani-
dikaLii fep>xaBHOro cnyx00BLs; 6) po3amexyBaHHSA NpoLeayp KepyBaHHsi Ta BUKOHAHHS AepXKaBHUX Nocnyr; 7) Bupobnex-
HS1 THYYKOI CTpaTerii KOKHUM ep>KaBHUM areHTCTBOM 3anexHO Bid HasBHOI METU Ta NOCTaBMeHMX 3aBaaHb; 8) opieHTauisa
Ha pesynerat (edeKTUBHICTb AepxaBHOI cnyobu); 9) HanexHi 3acagu (TEXHiYHI, diHaHCOBI, MCMXOMNOriYHi yMOBW) Npode-
CiiHOT OisnbHOCTI aepxaBHoro cnyx6osus; 10) Aenonitusauis gepxxaBHoi cny6u; 11) cniBnpaus AepXaBHUX areHTCTB 3
Henyb6niYHMMK opraHisauisMun (NMpuBaTHUMK NiANPUEMCTBaAMW, BONMOHTEPCHKNMU CTPYKTypamu); 12) HopmaTuBHO-NpaBoBi
3acagu onga potauii aepxaBHux cnyx6oBuiB, KOHKYpCHOro 4obopy Ha nocagu, HanexHoi onnaTu npadi Ta iHaHCOBOro
CTUMYIIOBaHHS 3a iHiliaTMBM Ta HOBaTOPCbKi MiAXOAW A0 PO3B’si3aHHSI AepKaBHO-yMnpaBniHCbkux npobnem. JocnigxeHo
NPaKTUYHY AISNbHICTb 3 YAOCKOHANEHHs HOpMaTMBHO-NPaBOBOI 6a3un B YKpaiHi, Wo AacTb 3MOry BTINUTU BUAINEHI Nokas-
HVKW SIKICHOT AepXxaBHOI Cry0mn Ta 3anpoBagnTV MEXaHi3M1 MOHITOPUHTY NPOAYKTUBHOCTI AEPXaBHOIO ynpaeniHHSA.
Knrodosi cnosea: aepxaBHa cnyxba, SKicTb AepXaBHOI Cry0u, Aep)XaBHe ynpaBniHHs, ehekTUBHICTb AepXKaBHOro ynpas-
NiHHS, BAMIptOBaHHS e(heKTUBHOCTI Aep)XaBHOro ynpaBniHHA, AepXkaBHUI cnyboBeub, CTpaTeria pedopmyBaHHSA aep-
XaBHOI cnyx6u Ta cnyxbm B opraHax micLLEeBoro camoBpsgyBaHHs B YKpaiHi, AeueHTpanisauid, Aesontouis, Aeperynsuis,
rpoMagsiHUH, KOHC' IOMEPU3M, HalaHHS1 AepXXaBHUX MOCNyr, AenoniTnsauis, npodeciiHa keanidikaLis epXcnyx06oBLs.
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4. B. Henuna,

OOKMOop MonuMuUYecKux Hayk, doyeHm,

3aeedyrouwull kaghedpoli 2ocydapcmeeHHO20 yrpasneHusi urnocogckoao ghakynbmema,
Kuesckuli HayuoHanbHbIU yHUsepcumem umeHu Tapaca LlleadyeHko

AKTYATNbHbIE MNOKA3ATENN KAYECTBEHHOW FOCYOAPCTBEHHOW CNYXEbI

B ctatbe uccnenoBaHo NOHATUE KaYeCTBEHHOWN roCyAapCTBEHHOW Cry0bl, 0GHapy>XeHa KOrHUTMBHAaSA CBA3b MEXAyY Kade-
CTBOM rOCy4apCTBEHHON CNy>06bl 1 3PPEKTUBHOCTLIO rOCYAapCTBEHHOTO yrnpasrneHus. OCyLwecTBNeH KOMMNMEKCHbIN aHa-
13 BaXXHENLLUMX TeOPETUYECKUX OCHOB AN pedOpMMPOBaHNSA OTEYECTBEHHOWN NMyBnunyHoON cnyx6bl, @ UMEHHO Hay4HbIX
Nnoaxo[40B HOBOMO rOCYAapCTBEHHOTO MEHEKMEHTA, ANEKTPOHHOTO yrpaBneHus 1 Hagnexatllero ynpasnexus. Onpegene-
Hbl aKTyarnbHble MOKa3aTenu Ka4ecTBEHHOW rocyaapcTBeHHon cnyx6bl: 1) Aeperynaums (paclumpeHne noriHoMOYMIn rocy-
[apCTBEHHbIX areHTCTB); 2) FOPU3OHTaNbHas KOMMYHUKaLMA MEXAY CTPYKTYPHbIMU 3BEHbSAMW CUCTEMbI FOCYAaPCTBEHHOIO
ynpaBnexus; 3) BOCMPUATUE FPaxgaHuHa 3aKka3yvMKoM roCyAapCTBEHHbIX YCyr (KIMEHTOM), KOTOPbIA OOMKEH nomnyyaTb
3TW yCnyrn Hagnexallero kayecTsa, a Takke MMeTb BO3MOXHOCTb Bbibopa cpeam NocTaBLUMKOB YCNyr; 4) OTYETHOCTb rocy-
[apCTBEHHbIX CNy>aLlMX nepep rpaxaaHckum obLwecTBoM (OTKPbITOCTb M AOCTYMHOCTb MHGpOpMaLmm); 5) nepmaHeHTHoe
MOBbILLIEHVE YPOBHS KBanudukauum rocygqapCTBEHHOro crnyxatero; 6) pasrpaHnyeHve npoueayp ynpaeneHns u Bbinor-
HeHWs rocyAapCTBEHHBIX YCIyr; 7) BbipaboTka rmbKomn cTpaterm KaxabiM rocyaapCTBeHHbIM areHTCTBOM B 3aBUCMMOCTH
OT UMeIOLLIENCS Lieny 1 NocTaBneHHbIX 3aday; 8) opueHTaums Ha pesynsraT (3hdeKTMBHOCTL rocyAapCTBEHHON Cryx0Obl);
9) Hagnexawume OCHOBbI (TeXHWYeckne, UHaAHCOBbLIE, NMCUXONOrMYeckne ycrnoBusi) NpoeccuoHansHONM AeAaTenbHOCTU
rocygapcteeHHoro cnyxatiero; 10) genonutusaumst rocyaapcTBEHHON cnyxObl; 11) cOTPYAHMYECTBO rocy4apCTBEHHbIX
areHTCTB C HeNnybnnyHLIMM OpraHN3aLnsaMU (YacTHbIMU NPEANPUSTAAMU, BOSIOHTEPCKUMMN CTPYKTYpPamu); 12) HopMaTBHO-
npaBOBble OCHOBbI A5 POTALMM rOCyAapCTBEHHbIX CIy>KaLL X, KOHKYPCHOrO 0Tbopa Ha JOMKHOCTMW, Haanexatluen onnarbl
TpyAa v OUHAHCOBOIO CTUMYNMPOBaHWSA 3@ UHULMATUBY M HOBATOPCKME MOAXOAbl B PeLUeHUN rocyaapCTBEHHO-yMpaB-
neHyecknx npobnem. Takke nccnegoBaHa NpakTMyeckas [enaTenbHOCTb N0 COBEPLUEHCTBOBaHWNIO HOPMATUBHO-NPaBOBON
6asbl B YKpauHe, 4TO NO3BOMNMWT BOMNMOTUTL BbIAENEHHbIE NoKasaTeny Ka4eCTBEHHON rocyAapCTBEeHHOW CnyX06bl 1 BBECTU
MexaHU3Mbl MOHUTOPUHIa NPOU3BOANTENBHOCTM FOCYAapPCTBEHHOIO YrpaBreHus.

Kritouesbie criosa: rocygapctBeHHas crnyxba, KayecTBO rocyAapCTBEHHON CMyxObl, rOCyAapCTBEHHOE ynpasneHue, ad-
hEeKTVBHOCTb rOCyAapCTBEHHOIO YMNpaBreHus, naMepeHns adeKTMBHOCTN FroCyAapCTBEHHOTO YNpaBneHus, rocyaap-
CTBEHHbIV crnyxawwmi, CtpaTerns pedopMMpoBaHnS rocyaapCTBEHHON Cnyx0bl 1 cnyxbbl B opraHax MecTHOro camo-
ynpasnexus B YKpauHe, AeueHTpanvsauusi, AeBONoLUns, Aeperynsauus, rpaxaaHuH, KOHCbIOMepusm, npegocTasreHne
rocygapCTBEHHBIX YCNyr, AENONUTM3auus, npodeccmoHanbHas KBanmdurKaums roccryxatiero.

In a sense, administrative reform is a myth. Administration is in a

Problem setting. The current state of public ser-
vice in Ukraine demonstrates the urgent need for
implementing effective reforms on the improvement
of the institution to improve governance, commu-
nication between state institutions and civil society,
to bring it into line with European standards and
norms, and create conditions for its prompt response
the difficult, often changeable factors of globalized,
computerized world informative space affecting the
functioning of democratic administrative institutions.
Today the public service is an institution designed to
effectively, efficiently and economically in terms of
resource costs solves urgent problems of citizens and
the state. Public service of XXI century in particu-
lar and governance in general cannot remain aloof
from innovative theoretical developments. Classical
bureaucratic model today has completely used all its
potential and does not meet the public administration
in a democracy neither by its hierarchical vertical
management model nor obsolete tools and principles
(big staff, focus on the budget, but the result, igno-
ring citizen, etc.).

Recent research and publications analysis.
Various aspects of improving the quality of public
service, and therefore, the efficiency of the public

state of constant reform, which is a sign of its health.
Roland Drago

sector are studied in scientific researches of such
national scientists as V. Averyanov [3] (the legal
aspects of the public administration efficiency),
V. Bakumenko [4] (increasing the efficiency of pub-
lic administration by improving decision making pro-
cess), R. Bilyk [5] (public administration efficiency
criteria), O. Volska [8] (effectiveness of social devel-
opment government), V. Dzyundzyuk [9] (factors of
activity efficiency of state and local governments),
A. Lipentsev [13] (organizational culture as a factor
of public service efficiency), N. Nyzhnyk [14] (prob-
lems of efficiency of state governance in Ukraine),
0. Obolenskyj [15] (monitoring of state agencies),
L. Prikhodchenko [16] (evaluation indexes of the ef-
fectiveness of public administration), M. Sahaidak
[17] (standards of quality of public-management ser-
vices), V. Soroko [19] (evaluating the effectiveness
of civil servants), O. Tkacheva [20] (approaches to
evaluating the effectiveness of public administra-
tion) and others.

Among foreign works devoted to the study of the
theme are prevalent theoretical works of K. Weiss
[6] (methods of evaluating the effectiveness of pro-
grams and policies), E. Vedung [7] (theoretical basis
of evaluation of public policy), T. Gaebler [26] (im-

Bulletin of the NAPA under the President of Ukraine (Series “Public Administration”)e 32016 109



HepxaBHa cnyx6a, crnyba B opraHax MiCLLIeBOro caMoBpsiayBaHHS

proving the efficiency of public administration by in-
stilling the principles of business activity), P. Druck-
er [10] (management of public sector as a factor of'its
efficiency), T. Curristine [23] (institutional factors of
public sector efficiency increasing), P. Cosseddu [22]
(potential of structural reforms for increasing the ef-
ficiency of public administration), D. Osborne [26]
(efficiency as a result of the transition to the NPM
principles) and others.

The paper objective is to determine the actual
indicators of quality of public service. In accordance
with the designated purpose it is necessary to solve
complex of research tasks, namely: to define the con-
cept of quality public service; identify cognitive con-
nectedness of public service quality and efficiency
of public administration; analyze base indicators of
public service quality and ways of their implementa-
tion in practice in domestic public sector; explore the
legal framework for an effective civil service reform
in Ukraine.

The main material research. Civil service re-
form in Ukraine should be based on applicate ex-
perience of other democratic states, as well as on
theoretical and methodological basis, starting from
the ideas of the founders of the New Public Manage-
ment, through imperatives of supporters of e-gover-
nance to modern scientific patterns produced by the
direction of good governance. Undoubtedly, imple-
mentation of certain principles and models should be
based on a careful analysis that takes into account
the specific of local socio-political reality, specific of
the historical genesis of the Ukrainian civil service,
modern accents and geopolitical preferences.

In the early 90-ies of XX century a prominent
political scientist Ch. Hood, one of the founding fa-
thers of the New Public Management (NPM) made
constructive criticism of traditional public adminis-
tration, accusing it of abuse of the rules, focusing on
administrative guidance, bureaucracy leading role in
the policy development and its implementation, po-
litical and administrative differences among public
organizations, hegemony of public institutions in
formulation and performance of public services, in-
creasing budget expenditures, etc. [27, p. 418].

Instead, the researcher proposed own model of
governance, which should be based on several key
assumptions: 1) hands-on professional management
of public organizations, which means a high degree
of autonomy of managers in their public organiza-
tion; 2) clear standards and measures of performance
that clearly define goals and objectives to increase
the effectiveness and accountability; 3) greater em-
phasis on governance benchmarks, it means that
resources are directed to areas according to perfor-

mance measurement because of the need to empha-
size results rather than procedures; 4) crushing units
in the public sector, it means breaking down large
departments into smaller units (separately financed
and interacting at an “arm” distance) about certain
products; 5) transition to greater competition in the
public sector, i.e. the introduction of long-term con-
tracts and tendering procedures, because the rivalry
is always the key for costs reducing and conditions
improving; 6) emphasis on private sector style of
management practice, that is away from the bureau-
cracy, to guarantee greater flexibility in matters of
employment and remuneration; 7) an emphasis on
discipline and prudence in the use of resources in the
public sector, which means reducing direct costs and
improving employees discipline [24].

Ch. Hood’s ideas were picked up by many other
scholars, including P. Dunleavy, T. Gaebler, D. Os-
borne, P. Plastrik, etc. Some of NPM ideas were
clarified, some — simplified, but in general, the es-
sence of approach means marketization of public
administration and transferring most effective treat-
ments of competitive market economy in the plane
of political administration. Definite advantage of the
approach was its simultaneous importing into prac-
tice (e.g. USA, UK, New Zealand, etc.). Clearly, as
any scientific approach based on a specific method-
ology, NPM inspired by market mechanisms because
of them had and the advantages and disadvantages.
However, today many of the principles of new pub-
lic management are actively used in the processes
of public administrative systems and public services
improving around the world.

The beginning of the XXI century was marked
by the appearance of another innovative concept —
e-government. E-government is a system of electron-
ic document governance, based on the total automa-
tion of administrative processes across the country
and serves the aim of significant improving of the
efficiency of public administration and social com-
munication costs reducing for each member of soci-
ety. Creation of e-government involves constructing
of a distributed nationwide system of public admin-
istration that implements the resolution of the full
range of tasks associated with documents managing
and processing. Sh. Becker, A. Howard, R. Deshazo,
D. Castro, J. Lyman, M. Moon, J. Palviya, and many
other foreign researchers analyzed various aspects of
e-government: from essential principles to modern
terrorist challenges. M Demkova, S. Dziuba, I. Zhi-
lyaev, 1. Klimenko, I. Lopushynskyy, M. Figel, etc.
are domestic scientists, who studied the peculiarities
of the implementation of an appropriate system of
information circulation in the Ukrainian reality.
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It is clear that a modern state cannot be aloof from
the world informatization and should take advantage
of this model to simplify communications between
public service and citizens, first of all. According to
a Factum Group Ukraine data (2015) the total In-
ternet audience throughout Ukraine, excluding the
Crimea has risen to 59% and is 21.8 million users.
It is noted that the most active growing audience is
an older one. Every 10th Ukrainian aged 65 has al-
ready used the Internet. Also it is reported that ev-
ery second resident of the village uses the Internet.
In 2014 the number of the Internet users in Ukraine
amounted to 18.8 million [12]. The positive dynam-
ics of increasing the population that uses Internet
resources creates objective conditions for activating
the procedures of e-government in Ukraine. But still,
59% of users compared to the EU, where the average
percentage of active users represents more than 80%
(preference of northern countries to southern ones)
needs popularization of Internet tools, implementa-
tion of training programs for the elderly, socially ac-
cessible articulation of the benefits of Internet com-
munication.

Good governance is a new kind of governance
that has no clear Ukrainian-language equivalent.
Firstly the theory was proposed in 1997 in the docu-
ments of the UN Development Program. These doc-
uments see effective governance as the completing
economic, political and administrative authorities in
order to guide the country’s affairs at all levels. It
is assumed that administration is based on the prin-
ciples of separation of power branches, democracy,
election and turnover of senior officials, accountabil-
ity of executive institutions, the rule of law, political
pluralism, inclusiveness and transparency, participa-
tion, and media independence.

At the same time management efficiency refers
to achieving aims on time and with minimal cost of
public resources. Good governance denotes the de-
gree of compliance of civil servants as core values
of public administration. The notion of “core values”
takes on different meanings depending on which ap-
proach to public administration (legal, political or
managerial, etc.) is used to measure the performance
of civil servants. This theory is extremely actualized
across the EU. And Ukraine has to adopt most of the
principles of this approach as well as analyzed above
ones, which were positively verified in practice.

Extremely appropriate in this context are the
words of the General Secretary of the Communist
Party of China Xi Jinping who notes in his book:
“We need to formulate a proper understanding of the
real administrative success, lay a solid foundation
and make things favorable in terms of the long term

Public service, service in local government

perspectives ... We need to practice a pragmatic ap-
proach to do focus on actual achievements, boldly
take responsibility and in the full sense of the word
to be responsible for the history and the people” [18,
p. 543].

Chinese philosopher is not the only one among
scientists who drew attention to the love with popu-
lism among politicians of different countries, their
desire to present themselves in a favorable light,
therefore, they resort to make “useful” short-term
decisions that will help them to be re-elected again.
US Congressman Charles Rose successfully identi-
fied the problem: “Congress as a representative body
does not act and react. Members of Congress respond
to the whims and desires of their constituents. We are
looking for quick solutions to problems, for short-
term results are more likely to leave us on the ground
than any early and expensive attempts to prevent the
emergence of problems” [28, p. 105].

A similar view is found in D. Osborne and
T. Gaebler “Reinventing Government: How the En-
trepreneurial Spirit is Transforming the Public Sec-
tor” (1992). Scientists believe that strategic planning
is essentially the antithesis of the policy as involves
careful rationality that does not characterize the pub-
lic administration. Occasionally some politicians
think deeper than the next election [26].

However, the real politician is to rebuild his busi-
ness based on the philosophical and ideological bas-
es, being clearly aware that for some time he gets in-
struments of human destiny, the future of the country,
forthcoming achievements, that is why he should be
the analyst and the pragmatist, and the futurist in one
person, and always remember the moral responsibili-
ty for own thoughts, words, decisions, and actions.

Returning to the main objectives of this article
I want to propose own definition of public service
quality. Overall, systematizing different definitions
of the “quality” term the latter can be define as com-
plex phenomenon characteristics that correspond
to the existing requirements. Encyclopedia of Pub-
lic Administration offers the following definition
of government quality: it is an assessment process
of governance determined by the degree of the aim
achievement and organizational rationality of the
process of its achieving [11, c. 730].

Thus, the quality of public service 1 understand as
the ability to effectively and efficiently achieve goals
and provide expected results of the public services
delivery with minimal resource costs and maximal
productivity through appropriate regulatory frame-
work, optimization of state-social communication,
high level of civil employees training and their work-
ing conditions (technological support, financial sup-
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port, corporate spirit, etc.). The quality of the civil
service (the impact of each individual civil servant
and public agencies in general) is the guarantor of
the high efficiency of the government. By the way,
the problem of measuring the latter is extremely ac-
tualized in a circle of theorists and practitioners in
the area.

So, for example, R. Andrews in the article “NPM
and Search for Efficiency” wrote: “The issue of pub-
lic sector efficiency is once again top of the policy
agenda across the world. Over the coming years,
governments will be subject to any urgent require-
ment to ensure that resources are used in the opti-
mum way to deliver high quality public services in
line with citizen’s priorities. The design of policy in-
terventions that will successfully enhance value for
money will therefore become increasingly impor-
tant” [21, p. 293].

The domestic researcher V. Bakumenko deter-
mines the effectiveness of the government as one of
the main indicators of management excellence, as
determined by comparing the results of management
and resources spent on achieving them [4].

O. Tkacheva offers own definition: “The effec-
tiveness of government is not just a relationship be-
tween results and costs; it is achieving socially sig-
nificant results with socially reasonable expenses”
[20, c. 36].

L. Prikhodchenko notes that ... the effectiveness
of government makes political, economic and social
effects, determines the degree of social develop-
ment, and directly affects the degree of the needs,
interests and goals of a particular person and so on.
At the same time, to determine the results of the pub-
lic administration and evaluate them, even if there
are reliable data and precise method of calculation
and comparison of indicators, and relevant criteria
is very difficult because of the specificity of govern-
mental activity” [16, c. 1].

However, at present the majority of the members
of the worldwide Organization for Economic Co-
operation and Development (OECD) are assigned
to the complex system of criteria for the evaluation
of the authorities, using such state-level programs as
TQM (Total Quality Management), SQMS (Scot-
tish Quality Management System, Functional Re-
view, Balanced Scorecard, etc. No less importance
has the universal standard ISO 9001:2001 developed
by the International Organization for Standardiza-
tion (founded in 1946, has about 120 members) and
adapted in Ukraine according to the Decree of State
Standard Department of Ukraine on June 27, 2001.

M. Sahaidak in his article “The ISO 9001: 2001
as a Mechanism to Ensure the Quality of Administra-

tive Services” explores in detail the genesis of the
standard criteria introduction and notes that “Local
authorities were the first of authorities in Ukraine
that began to implement ISO system, including certi-
fied quality management system introduced in city
Halls of Berdyansk (Zaporizhia region, 2003), Kom-
somolsk (Poltava region, 2004) ...” [17, c. 3].

The researcher notes that among public authori-
ties the first certified quality management system
was introduced by MDCSU, and in 2006 its distribu-
tion among territorial bodies of the institution was
finished [17, c. 3].

The above criteria systems of public administra-
tion and civil service indicate the need for permanent
external control to improve their quality. Appropriate
monitoring can be expressed in various ways, includ-
ing regular certification of state employees, a review
of their compliance with functional direction of the
state institutions in which they work, measuring the
effectiveness of the management and so on.

Researching ways to improve the quality of pub-
lic service in the USA Donald F. Kettl, Patricia W.
Ingraham, Ronald P. Sanders wrote a book “Civil
Service Reform: Building a Government that Works”
(1996). The authors state that the civil service sys-
tem, which was devised to create a uniform process
for recruiting high-quality workers to government, is
no longer uniform or a system. Nor does it help gov-
ernment find and retain the workers it needs to build
a government that works. The current civil service
system was designed for a government in which fed-
eral agencies directly delivered most public services.
But over the last generation, privatization and devo-
lution have increased the number and importance of
government’s partnerships with private companies,
nonprofit organizations, and state and local govern-
ments. Government workers today spend much of
their time managing these partnerships, not deliver-
ing services, and this trend will only accelerate in the
future. The authors contend that the current system
poorly develops government workers who can effec-
tively manage these partnerships, resulting too often
in a gap between promise and performance [25].

In my opinion, the current public service can be
considered as quality one only according to multiple
baselines, such as available: 1) deregulation (exten-
sion of the power of state agencies); 2) horizontal
communication links between structural systems of
the government; 3) perception of a citizen as a cus-
tomer of public services (client) who should receive
the proper quality of the public services, and have
a choice of service providers; 4) public officials ac-
countability to civil society (openness and accessi-
bility of information); 5) a permanent development
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of civil servant skill level; 6) delineation of manage-
ment procedures and delivery of public services;
7) developing of a flexible strategy by each govern-
ment agency according to existing goals and tasks;
8) focusing on the result (effectiveness of public ser-
vice); 9) appropriate principles (technical, financial,
psychological conditions) of public servant profes-
sional activities; 10) de-politicization of the civil ser-
vice; 11) cooperation of government agencies with
non-public organizations (private enterprises, vol-
untary organizations); 12) legal framework for the
rotation of civil servants and competitive selection
on positions, proper remuneration and financial in-
centives for initiatives and innovative approaches to
solving public-management problems.

Today, having a powerful political and econom-
ic international support (EU, IMF, USA) Ukraine
should not lose chance to restart public-management
system as a whole “here and now”, because due to
many different factors and conditions domestic po-
litical power even in close cooperation with civil
society cannot cope with the modernization of its
own. And now we see detailed work to reform the
entire public-management system, conducted by the
National Reform Council which is a special advi-
sory body of the President of Ukraine on strategic
planning, coordination of positions on implementa-
tion in Ukraine of a single reforms state policy and
their implementation. National Reform Council was
created August 13, 2014 by Presidential Decree “Is-
sues of National Reform Council and of Executive
Reform Committee”. It is provided that reforms in
Ukraine will touch all the important spheres of social
life: medicine, agriculture, natural resources, trans-
port infrastructure, energy sector, housing, justice
and human rights, law enforcement and security, lo-
cal government and public administration, etc.

In the context of this article, namely the aspect
of implementation of selected indicators of quality
public service, quite relevant is the Strategy of re-
forming the civil service and local government in
Ukraine until 2017 and approval of a plan for its im-
plementation, approved by the Cabinet of Ministers
of Ukraine March 18, 2015. This document contains
a definition of goals, problems, main directions of
their implementation, expected results, as well as le-
gal and financial instruments.

The Strategy aims to improve the quality of pub-
lic service and service in local government, which
will help optimize the functions of institutions of
state power, organize efficient allocation of pow-
ers and responsibilities. It provides equal access of
citizens to public service and service in local gov-
ernment, eliminating corruption mechanism through

Public service, service in local government

entirely open competition for occupying vacant posi-
tions, and ensuring transparency, openness and ac-
countability of state agencies and local governments
by involving civil society organizations, research
and expert institutions to the issues of development
and implementation of state policy in the civil ser-
vice and local government, as well as increasing
public support for reforming the civil service and
local government, public confidence in the profes-
sional activity of civil servants and officials of local
municipality [2].

The Strategy of reforming the civil service and lo-
cal government in Ukraine stresses the need for rapid
response to complications that may occur by moni-
toring the efficiency and effectiveness of reforming
the civil service and local government. Transforma-
tion service personnel services in HR by HR employ-
ees getting mastery of state and local governments
modern technologies and practical tools of human
resource management is one of the main objectives
of the Strategy [2].

Also it is provided a harmonized interconnection
system between number of civil servants and local
government servants and functions and powers of
state bodies and local authorities, as well as improving
efficiency of the training of civil servants and local
government officials through the optimization of
training, retraining and advanced training, particular-
ly in state and regional government; implementation
of individual programs of personnel development
and career planning; a radical renewal of personnel
services content of state agencies and local govern-
ments, strengthening their role in personnel manage-
ment of relevant body [2].

The Strategy of reforming the civil service and
local government in Ukraine predicted the develop-
ment of new versions of the Law of Ukraine “On
state service” Ne 2490 and the Law of Ukraine “On
service in local government” Ne 2489, as well as a
number of regulations aimed at iimplementation of
these laws. Both bills passed the first reading, some
provisions were actively discussed and criticized.
Revised Law of Ukraine “On state service” Ne 2490
passed the second reading 10.12.15, its last state is —
signed by the President 31.12.15 and the Law of
Ukraine “On service in local government” expects
for the second reading. The adoption of both docu-
ments will guarantee acceleration of update public
management structure.

The foundation for quality public service is
charged in defining the principles of the Law of
Ukraine “On State Service” Ne 2490. In particular,
the principle of integrity — direction of the governor
to protect public interest and public official denial
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of the prevalence of private interests in conducting
power granted to him; effectiveness — rational and
effective use of resources to achieve public policy
objectives; transparency — openness of information
about the activities of the civil servant [1].

Some official’s duties are also directly related to
the quality aspect of public service: adhere to the
principles of public service and the rules of ethical
conduct; provide within his powers efficient execu-
tion of tasks and functions of state bodies; conscien-
tiously and professionally perform his duties; comply
with the requirements of legislation on preventing
and combating corruption; prevent the emergence of
real, potential conflicts of interests in the civil ser-
vice; constantly raise the level of professional com-
petence and improve an organization of management
performance; provide public information to the ex-
tent permitted by the law [1].

Article 18 of the law provides the establishment
of the branch or office administration specialist on
staff. Article 44 identifies the need for an annual
civil servants performance evaluation to determine
the quality of performance objectives, and to decide
on bonuses, their career planning, and identifying
needs in vocational training. Getting a civil servant
of high score for the evaluation of performance is the
reason for his bonuses and preferential promotion in
public service. In the case of civil servant two con-
secutive negative evaluations of the results of per-
formance a civil servant is dismissed from service.
Article 45 provides an annual public report provided
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by the head of executive body on the results of the
relevant public authority, which must take place with
representatives of community councils, associations,
employers’ organizations, trade unions, non-profit
organizations, experts, relevant industries and the
media [1].

Conclusions. Civil service reforms in Ukraine are
not only the current needs of the historical moment,
but the real existing tools to improve the manage-
ment system and bring it to common EU standards.
The quality of public service is a synonym for the
efficiency of public administration, the progressive
development of democracy and civil society is im-
possible without guaranteeing the first one, and — in-
creasing the second one. In the context of domestic
reforms theoretical works and practical models that
were positively identified through successful imple-
mentation are important. Civil service reform should
be based on rational and flexible strategy with ac-
centuation on devolution, decentralization, consum-
erism, accountability, community, modern informa-
tion technology tools and relevant legal framework.
In fact, these requirements I detailed in determin-
ing the actual indicators of quality public service.
Certain incentives to improve the quality of public
service should be appraisal system of managers’ per-
formance, their compliance to authority function def-
initions, and competence in the problems that solves
a specific state agency. And the most important is a
synchronization of norms as the public service real
practice regulators without time delay.
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