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Abstract---The article is devoted to the study of innovative methods of
optimizing the information and communication system of the local
government of Ukraine in the changing conditions of nowadays. The
main problem of the article is due to the need to eliminate the
inconsistency of the modern unsatisfactory state of development of
information support for the provision of public services by local self-
government bodies of the territories of Ukraine with the requirements
of Ukrainian society and the standards of European developed
countries. The definition of the category “innovative municipal
administration” has been clarified. Specific features of public service
provision are defined according to four criteria (“service provision,”
“restrictions,” “service concentration,” “monopoly of services”), which
disclose their essence and main areas of improvement. The author's
definition of the category “public service” is given. It was found that
effective servicing of the needs of civil society and economic entities is
impossible without the involvement of information systems and
technologies and requires the implementation of systematic
information support for the management and service activities of local
self-government bodies. An innovative information and
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communication system has been formed to ensure the activities of
local self-government bodies in the provision of public services.

Keywords---civil society, municipal administration, public service,
regional authorities, socio-economic development.

Introduction

The problems of introducing an innovative component in the activities of local
authorities at all levels of public administration in Ukraine and, in particular, the
optimization of the information and communication system have become
especially urgent in the past few years. To date, the highest authorities are
engaged in dialogue with the territorial communities to modernize the political
system in the provision of public services at the local level. The transition to
innovative foundations in the organization of the process of governance and the
exercise of their powers for local government is no less urgent than for regional or
state authorities. This is a necessary step in the context of European integration,
which dictates new standards and procedures, and also provides an impetus for
the modernization of the entire system of public governance of Ukraine
(Kosteniuk, 2018).

Such a formulation of the question is due not only to the orientation of the
modern European state towards the consumer of services according to the new
vision of the role of local government in this process, but also to the new
challenges that constantly arise along with the emergence and development of the
information society, which determines the new format of interaction between the
government and civil society, as well as a higher level of community members'
demands for public services (Rodrigues et al., 2018; Francois, 2000). At the same
time, ensuring the accessibility and quality of these services by local self-
government bodies, municipal institutions and organizations is one of the most
important tasks of reforming local government in Ukraine and should be
implemented not only using organizational, legal and financial, and economic
measures, but also accompanied by the formation of a new information and
communication system to ensure this direction of activity, including on the basis
of the introduction of innovative technologies (Louw et al., 2003; Frankish et al.,
2002). Thus, the main problem of the article is due to the need to eliminate the
inconsistency of the modern unsatisfactory state of development of information
support for the provision of public services by local self-government bodies of the
territories of Ukraine with the requirements of Ukrainian society and the
standards of European developed countries. This problem is primarily related to
the lack of integrated scientific and applied development, and therefore requires
the development of sound methodological approaches for the development and
implementation of an integrated information and communication system for the
functioning of local authorities on the basis of innovation (Kokhanovska et al.,
2021; Andreev et al., 2021).

Development of modern service-oriented approaches in the process of
modernization of municipal services, addressing issues of accessibility and quality
of public services, including through the use of modern information and
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communication technologies in Ukraine, are currently being studied by many
scientists, such as Kosteniuk (2018); Yevsiukova (2016); Kuchabskyi (2010);
Telytska & Vasylieva (2014); Chernov (2012); Sharyi (2012); Romanenko (2016);
Nepomnyashchyy (2020); Shevchenko et al. (2020); Gevorkyan (2018); Kruhlov &
Tereshchenko (2019); Avanesova et al. (2020); Kuzmenko (2015); Kuibida &
Smolova (2015); Popova (2016); Parkhomenko-Kutsevil (2013); Polshakov et al.
(2011); Vynohradova (2015), and others. But, despite a wide range of scientific
information on these issues, there are still a number of insufficiently studied
issues. This is particularly the case with regard to the development of an
innovative information and communication system to support the activities of
local self-government bodies in the provision of public services and proposals for
improving certain elements of this system. The purpose of the article is to study
innovative methods of optimizing the information and communication system of
the local government of Ukraine in the changing conditions of nowadays. To
achieve the purpose, the tasks are as follows:

e To clarify the definition of “innovative municipal government”.

e To identify specific features of the provision of public services.

e To create an innovative information and communication system to ensure
the activities of local authorities in the provision of public services.

e To research the working subsystems of the developed system and suggest
ways to improve and innovate them in the prospects of their development.

Materials and Methods

Current trends in the socio-economic development of Ukrainian municipalities
exacerbate the importance of optimizing the information and communication
system for providing public services offered at the local level (Frantzeskaki et al.,
2016; Larsen & Hertwich, 2010). The main purpose of introducing and
implementing reforms in local government is to improve the efficiency of the
management of the authorities of budget and other resources. In this context, it
should be noted that local self-government bodies are an institution of
government that manages limited resources to improve the well-being of all
members of the territorial entity (Hannum & Buchmann, 2005; Faaij & Domac,
2006). Therefore, at the local level, the introduction of the latest management
technologies aimed at strengthening the resource and information and
communication base for the development of the territory is a leading strategic
course towards improving the quality of life of civil society in the current crisis
conditions of the internal and external environment. In general perceptions,
innovations in local government can be differentiated by implementation area:

e In the legal sphere — improving the legal and regulatory framework for the
activities of local self-government bodies, taking into account the
requirements of state legislation and the interests of the modern -civil
information society.

e In the social sphere — for example, in the education close to the authors —
the creation of educational programs relevant and in-demand on the
Ukrainian and world labor market, the diversity of educational institutions,
the introduction of modern information and applied products into the
educational process, etc.
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e In the economic sphere — the creation of a new investment mechanism, new
methods of planning and budgeting, the introduction of modern information
technologies and software products, etc.

e In the budgetary and financial sphere — the creation of credit conditions
favorable for small, medium, and large businesses, application of effective
methods of budget equalization on the basis of the introduction of new
information technologies, etc.

e In the scientific and management sphere - development of new
methodological approaches to management, service performance standards,
modern communication system, etc (Yevsiukova, 2016).

Thus, all areas of innovation in municipal governance in one way or another
require the use of an effective, universal, and functioning information and
communication system that will allow the fullest use of the innovative component.
Based on the above assumption and synthesis of scientific sources Kosteniuk
(2018); Kuchabskyi (2010); Telytska & Vasylieva (2014); Chernov (2012); Sharyi
(2012), the definition of the category “innovative municipal administration” can be
clarified, it is the most complex type of management activity, which emphasizes
the use of a scientific and intellectual management resource, which is formed by
the introduction and use of an effective information and communication system
for the effective reproduction, distribution and use of available and potential
resources in order to ensure a high standard of living for members of the
territorial community, which will allow balanced development of the three most
important systems: nature, civil society, and the economy (Alsharif, 2020;
Otakhonova, 2021).

Results and Discussion

It should be noted that the main indicator of the success of innovative municipal
administration is the provision of high-quality, accessible, and timely public
services to both the population and economic entities located in this territory. In
Figure 1, it is appropriate to show the main specific features of the provision of
public services according to the four criteria (“provision of services”, “restrictions”,
“concentration of services”, “monopoly of services”), which reveal their essence

and main areas of improvement.

SPECIFIC FEATURES OF PUBLIC SERVICE DELIVERY

The actual provision of services Restrictions

uninterrupted, almost 24-hour-
a-day provision of quality
public services with continuous
feedback, which operates
through an efficient
information and
comumunication system

the practical impossibility of
restricting access of civil
society and economic entities
to certain types of public
services

Concentration of services Monopoly of services

territorial dispersion to public services for an
approach the places of individual territory can be

residence of members of the provided only by authorized
territorial entity local self-government bodies

Figure 1. Specific features of public service provision
Source: developed by the author on the basis of (Romanenko, 2016; Lelechenko et
al., 2020; Orlova et al., 2019).
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Based on the study conducted in Figure 1, the author's definition of the category
“public service” can be provided, it is a specific administrative, managerial, social,
and housing-communal service, which is provided within the powers of the local
self-government body to civil society and economic entities that live or work in the
relevant territory, the characteristic feature of which is the introduction and use
of an effective information and communication system, as well as the absence of
any restrictions on its use by consumers (Jurgaitis, 2018; Widana et al., 2021).
So, now it is impossible to service the needs of civil society and economic entities
effectively without the involvement of information systems and technologies and
requires the implementation of systematic information support for the
management and service activities of local self-government bodies. Information
support for public authorities should also be understood not only as separate
activities but also as a complex factor in improving the efficiency of their
management and service activities in the following areas, namely:

o Effective interaction of authorities with citizens and enterprises.

e The effectiveness of the internal work of each agency.

e The effectiveness of mutually agreed interaction between state authorities
and local self-government bodies (Nepomnyashchyi et al., 2020).

Based on the above theoretical and methodological studies, it is possible to
develop a comprehensive innovative information and communication system for
ensuring the activities of local self-government bodies to provide public services to
the population and economic entities in Figure 2, which consists of the following
interdependent and interconnected components:

e Entrance to the system - is characterized by the presence of service
providers, information and communication tools and contains the system's
criterion apparatus.

e Subsystem unit, which is divided into information and advisory support
subsystem; regulatory and reference information subsystem; identification
subsystem; electronic public service delivery subsystem; marketing
subsystem; the monitoring, control, and assessment subsystem; electronic
payment subsystem.

e Exit from the system, which function is to analyze the quality of public
services provided to the population and economic entities for the
corresponding period.

As can be seen from Figure 2, a key aspect of the innovative information and
communication system is the seven interconnected subsystems that form the core
of the rest of the system. Therefore, it is appropriate to investigate each of the
above subsystems and suggest ways to improve and innovate them in the
prospects for their development.
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Innovative information and communication system for ensuring the activities of local self-
government bodies in the provision of public services

i} _______ Entrance tothe system — . . . — — — — g}“

2 Engineening - processes of updating personnel and management, matenal, techmcal,
| |and information base, etc.
3. Innovative renewal - mtroduction of innovatrve municipal management technologies,
devel ent of nformation and communication networks
4. Self-orgamzation - structured with a high degree of self-organization of mdividual
| lelements of the system_ does not impede the self-government and self-regulation of society

P
| System management subjects |
I Service providers | | Subjects of service receiving |
I - local self-government bodies; - civil society; |
- utilities, institutions, organizations; - economic entities I
I - other enterprises, institutions, organizations

| T tiom and - information windows; |

Public services web portal nfo ' ri,: amals - contact (call) centers;
(internal and external) COMMIHICANOn - mobile applications; |
- ATMs, payment terminals |
Criterial system apparatus |
1.Openability - allows exchanging information and resources with the external |
| | environment I
)

I Information and Regulatory |
gulatory and . .
| advisory support reference information 1 d::;ﬁ:::::" I
| subsystem subsystem U |
T T ST
| | | Electronic public service delivery subsystem | | I
I
| & LY EEPEE S S
I : The monitoring, . [
| swu‘;rkirn:ri control, and Efemfbm,pm’mms \
| 7 assessment subsystem SUDSYStem J

,.Q _______ Exit from the system __ __ _ _  — J.\
| Provision of quality and uninterrupted public services to civil society and economic
entities in various sectors

Education| Health care|  Cut Hnusmg a._rld Sports a.nd youth Road economy and Other I
[public services policy transport industries J
” State oversight of public service processes ﬂ

Figure 2. Innovative information and communication system for ensuring the

activities of local self-government bodies in the provision of public services
Source: developed by the author on the basis (Shevchenko et al., 2020;

Gevorkyan et al., 2018; Kruhlov & Tereshchenko, 2019; Avanesova et al., 2020;

Kuzmenko, 2015; Kuibida & Smolova, 2015).

Information and advisory support subsystem.

The main objective of this subsystem is to introduce effective mechanisms
for informing and advising the providers and recipients of public services
(“entrance to the system,” Figure 2), as well as their training in the
possession of available information and communication tools. This will
allow remote access by civil society and business entities to the necessary
data either independently or with the help of specialists. Note that access to
systems that implement the information, consulting, and training functions
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should be open, that is, without any user identification — this will save time
and reduce material costs for the entire system. An important aspect of
optimizing this subsystem is integration with existing information and
reference systems of local self-government bodies, public, and other
organizations, enterprises, institutions providing public services. But, as
practical experience shows, local self-government bodies have their own
electronic resources, which mainly reflect only reference information, but
they are not enough, especially when it comes to the procedure, conditions,
and timing of obtaining public services (Popova, 2016). Therefore, it is
proposed to introduce the web portal of public services (“entrance to the
system”, Figure 2) as the main communication channel, where all available
channels will become part of a multi-channel strategy that will provide the
technical possibility of integrated electronic interaction of all management
entities (feedback) by the system wusing various communication tools
(information windows, contact (call) centers, mobile applications, etc.).
Regulatory and reference information subsystem.
Its main purpose is to form and maintain regulatory and reference
information databases on the provision of municipal services, that is, in
other words, it creates and regulates the functioning of reference services.
The creation of these resources is related to the following tasks:
e The need to create comfortable conditions for assisting users of services
by informing them about relevant changes in laws and regulations.
e Providing consumers with information on the specifics of the activities of
local authorities and public service providers.
e Creation of appropriate transparency of electronic interaction.
Proper functioning and optimization of this subsystem is a key condition for
the quality of the information and advisory support subsystem discussed
above. Therefore, it is necessary to improve the speed of its work and create
the prerequisites for its closer integration with the information and advisory
support subsystem at the expense of the internal resources of local self-
government bodies and state assistance in this area.
Identification subsystem.
This subsystem allows you to identify the subjects of obtaining municipal
services, the formation, and maintenance of their personal database by
remote (which is especially relevant at present pandemic COVID-19) reliable
legal identification of a person in the process of electronic interaction. So,
the user of public services should be personalized, the necessary level of his
information security should be provided, which will optimize the process of
functioning of other subsystems. Based on international experience Popova
(2016), it is proposed to use an electronic ID number and password, smart
cards, electronic digital signature to identify the subject. It should also be
noted that information protection tools should correspond to the degree of
importance of the document or information that is sent between subjects in
electronically in order to save time and optimize the process of electronic
interaction.
Electronic public service delivery subsystem.
The main purpose of this subsystem is to ensure uninterrupted support for
the activities of local self-government bodies in the provision of public
services, through the implementation of bilateral interaction between the
providers and the receipt of these services in electronic form. Table 1
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explores the main advantages of transferring public services into electronic
form, as well as the disadvantages of this process, and suggests ways to
solve them.

Table 1
Advantages, disadvantages, and solutions to the process of transferring public
services into electronic form

No. Advantages

Allows exemption of citizens and economic entities upon obtaining public

services from the presentation of any documents (passport, identification
1 code, Unified Register of Businesses and Organizations code, other

necessary documents), information about which is available in the

information identification subsystem

Allows to compare and extract information from information databases

2 that were previously incompatible, since they were created at different
times and on different platforms
Disadvantages Ways to solve them

Implementation of a single web-based
Lack of tools for interagency  public services portal where information

1 interaction. will be collected from all subjects in the
process

Efficient operation of information and

9 Lack of qualified advisory support subsystem of knowledge

professionals training of available information and

communication tools
. . Public awareness-raising, initial assistance
Low level of information .1 .
3 . . of specialists, reduced complexity of
literacy of the population L )
operating information and software
Implementation of state assistance in this

. area as a key element in a certain course
Lack of resources for public

4 . of government for decentralization and
service centres . . . .
integration into the European socio-
economic space
Resistance of officials to Motivational measures to stimulate the
5 innovation, which limits effective work of civil servants in this
their contact with customers direction, hiring qualified personnel for
(recipients) of services vacant prestigious positions

Source: Developed by the author on the basis of (Parhomenko-Kutsevil, 2013;
Polshakov et al., 2011).

In the results of the transferring of public services into electronic form, the

following results will be obtained from the optimization of the entire system:

e Quick access to a complete information base for the provision of public
services.

e The possibility of obtaining information on the progress of the case
through a personal electronic account or mobile applications.

e Implementation of “electronic” consultation.

e Introduction of “fast services”, popular in europe.
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e Monitoring of legality in the provision of public services (and the issuance
of permits (licenses) throughout the territory by authorities at various
levels;

e Monitoring the quality and timeliness of administrative services.

e Electronic interagency interaction: transfer and receipt of intermediate
documents in electronic form in the process of providing documents of a
permitting character, etc.

Thus, the effective operation of this subsystem requires an integrated

approach and is not possible without the preliminary or simultaneous

implementation of other subsystems.

Marketing subsystem.

It is necessary to fill the information flow with the necessary information for

the functioning of departments and the work of their specialists (experts) in

solving marketing tasks in order to improve the level of consumer
satisfaction with the quality of public services. The main tasks and ways to
optimize this subsystem are as follows:

e clarification and synthesis of the list of subjects and objects of
information.

e systematization of information needs of other subsystems.

e generation of a list of information sources.

e improvement of the structure of the information database and
description of its activities (updating, wuse, availability of search
information on request, rearrangement of information according to the
user's needs, etc.).

Thus, the marketing subsystem is a supporting link between other

subsystems and allows to group and organize existing information and find

new sources of potentially important data and technologies.

Electronic payments subsystem.

As the international experience shows, this subsystem allows the correct,

legitimate, and safe carrying out of the necessary electronic payments for

public services provided on a fee basis (Vynohradova, 2015). Its
implementation will provide the following benefits and results:

e Reduce the cost of organizing and maintaining the entire acceptance of
payments infrastructure.

e Improving the speed and convenience of operations for all subjects.

e Monitor the current and potential status of debts and liabilities.

e Will enable the receipt of accruals and payment for public services
provided 24 hours a day, 7 days a week.

The monitoring, control, and assessment subsystem

It is developed to ensure the quality control of the results of the provision of

public services to entities, which will contribute to improving the quality of

their provision by constantly monitoring the procedure for their
implementation, by providing “feedback” on the results of the
implementation of requests and appeals of citizens, identifying

“bottlenecks,” abuses and corruption, as well as a comprehensive

assessment of the performance of officials (Lelechenko et al., 2020). Thus,

the introduction of an integrated information and communication system to
ensure the activities of local self-government bodies in the provision of
public services is, at the moment, a key condition for the innovative
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optimization of public and local governance processes. The central place of
the system is, on the one hand, the development of mechanisms for effective
information and advisory support, and, on the other, the transfer of public
services into electronic form, which will reduce time consumption, increase
distribution channels, increase the general socio-economic development of
the territories, as well as deepen the reform of decentralization of power and
the course of integration into European space (Epple & Romano, 1996;
Vasilescu et al., 2010).

Conclusions

There was conducted research on innovative methods of optimizing the
information and communication system of the local government of Ukraine in the
changing conditions of nowadays in the article. The following theoretical-scientific
and practically applied results were obtained, namely:

Based on the identification of the realization of innovations in local
government (legal, social, economic, fiscal, scientific, and managerial) the
definition of the category “innovative municipal administration” was
clarified, it is the most complex type of management activity, which
emphasizes the use of scientific and intellectual management resources,
which is formed by the introduction and use of an effective information and
communication system for the effective reproduction, distribution and use
of available and potential resources in order to ensure a high standard of
living for members of the territorial community, which will allow balanced
development of the three most important systems: nature, civil society, and
the economy.
Specific features of public service provision are defined according to four
criteria  (“service provision,” “restrictions,” “service concentration,”
“monopoly of services”), which disclose their essence and main areas of
improvement. It was concluded that the category “public service” is a
specific service of an administrative, managerial, social and housing, and
public nature, which is provided within the powers of the local self-
government body to civil society and economic entities living or working in
the relevant territory, a characteristic feature of which is the introduction
and use of an effective information and communication system, as well as
the absence of any restrictions on its use by consumers.

An innovative information and communication system for the provision of

public services by local self-government bodies has been established,

consisting of the following interdependent and interrelated components:

e Entrance to the system - is characterized by the presence of service
providers, information and communication tools and contains the
system's criterion apparatus.

e Subsystem unit, which is divided into information and advisory support
subsystem; regulatory and reference information subsystem,;
identification subsystem; electronic public service delivery subsystem;
marketing subsystem; the monitoring, control, and assessment
subsystem; electronic payment subsystem.
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e Exit from the system, which function is to analyze the quality of public
services provided to the population and economic entities for the
corresponding period.

e The working subsystems of the developed system have been investigated
and ways of their improvement and innovation in the prospects of their
development have been proposed. A generalizing conclusion is made that
the central place of the system is, on the one hand, the development of
mechanisms for effective information and advisory support, and on the
other, the transferring of public services into electronic form, which will
reduce time consumption, increase distribution channels, increase the
overall socio-economic development of the territories, as well as deepen the
reform of decentralization of power and the course of integration into
European space.
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