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Digitalization of administrative services for Ukrainian businesses based on the implementation of the experience of European countries and USA

At the end of 2019, at the International IT Forum in Zaporizhia, the Minister of Digital Transformation of Ukraine Mykhailo Fedorov announced the bold plans of the Ministry of Finance for the next 4 years. In particular, the Ministry aims to transform Ukraine into a smart state by making absolutely all public services available to citizens and businesses online, as well as to achieve an increase in the share of the IT sector in Ukraine’s GDP to 10% [1].

In this context, it is not surprising that the neologism «digitalization» was chosen as the word of 2019 in Ukraine. By the way, in previous years the terms «tomos» (2018), «visa-free» (2017), «corruption» (2016), «cyborgs» (2014) fell on the pedestal of «word of the year» ) and «Euromaidan» (2013). Undoubtedly, all the above words for various reasons are extremely important for Ukrainian society [2].
Traditional management methods in the provision of administrative services for businesses, inherent in the planned economy, which is a consequence of Ukraine’s long stay in the Soviet Union, are now not only ineffective but also outdated. Their presence in the practice of public administration and local self-government is a threatening factor due to the fact that it directly hinders business development, causes distrust and dissatisaction with the government among the public, is a sign of conservatism and bureaucratization, creates a gap between the domestic economy and advanced countries of the world [3].

The institute of administrative services in developed countries of Europe and the United States is a clearly transparent, well-functioning mechanism that reflects democracy in the provision of administrative services and is designed to effectively and efficiently address the problems of citizens, thereby improving their quality of life. 

Organizational and economic principles of such a mechanism are based on impartiality, financial inclusion and transparency through the introduction of electronic systems of public services and digitalization of government services based on the digitalization of business processes in the economy and public administration.
Today, digitalization is one of the most complex, complex and little-studied processes of global economic transformation. The active use of digital technologies since the invention of transistors in 1947 (W. Brattain, J. Bardin) for processing, storage and transmission of information, contributes to the digitalization of business operations, the spread of international e-commerce, the creation of electronic government structures, the digitalization of the world market labor [3].

The phenomenon of digitalization affects not only digital devices, but also the work of people actively involved in the interaction with digital technologies. The issue of implementation of the experience of European and US countries in the field of digitalization of administrative services for Ukrainian businesses, taking into account the needs of the national economy, the specifics of government in society and the needs of citizens in the right to receive quality administrative service that fully realizes the right to unimpeded. carrying out business activities.

McKinsey Global Institute, based on the results of its own research, namely the Industry Digitization Index, provides an opportunity to analyze the experience of digitalization through the prism of comparing the indicators of «digitalization costs» and the amount of «digital capital» from it. The index includes three sub-indices:

1) costs of digital assets (costs of hardware, costs of software and IT services, costs of telecommunications equipment); 

2) the cost of digital assets per employee (the cost of hardware per employee, the cost of software and IT services per employee, the cost of telecommunications equipment per employee); 

3) increase of digital capital (total amount of hardware per employee, total amount of software per employee) [4]. 

The results at the sector level are weighed against the economic size of the sector and compared with the benchmark, which, according to the McKinsey Global Institute, is the information and communication technology sector in the United States (Table 1).

Table 1

The level of digitalization of the US and EU economies according to the McKinsey Global Institute, 2019

	The level of digitalization
	Industries of the US economy
	Sectors of the EU economy

	High
	information and communication technologies; mass media; financial and insurance services sector.
	information and communication technologies; mass media; financial services sector.

	Average
	high-tech industry; Wholesale; Retail
	mining industry; real estate sector; educational services sector

	Low
	health sector; construction; hotel and restaurant services sector
	hotel and restaurant services sector; construction; Agriculture


Source: based on [4]
At the same time, a number of McKinsey Global Institute studies are devoted to the formation of the digital sector of the EU economy. The digitalization of the economy is assessed by three groups of countries (Table 2).

Table 2
Formation of the digital sector of the EU economy according to the data McKinsey Global Institute, 2016–2019

	Indicator
	Digital contenders
	Digital leaders
	The Big Five EU countries

	Share of the digital sector of the economy,% of GDP
	6.70
	7.50
	7.10

	Growth of the digital sector of the economy, 2016-2019,%
	6.40
	6.00
	3.40

	Growth of the non-digital sector of the economy, 2016-2019,%
	2.40
	2.30
	1.30


Source: based on [4]
The first group is represented by ten countries of Central and Eastern Europe (Bulgaria, Croatia, the Czech Republic, Hungary, Latvia, Lithuania, Poland, Romania, Slovakia and Slovenia). This group is called «digital contenders» because these countries show great potential for the development of the digital technology industry.

The second group, the so-called «digital leaders», consists of relatively small countries with high digitalization rates: Belgium, Denmark, Estonia, Finland, Ireland, Luxembourg, the Netherlands, Norway and Sweden.

The third group, called the «Big Five EU», includes France, Germany, Italy, Spain and the United Kingdom. In these five countries, digitalization rates are relatively high, but lower compared to «digital leaders» [4].

According to a study by the European Commission «Digital Economy and Society Index (DESI) 2020» [5], EU member states and 17 other countries in 2016 had the same level of digitalization. EU member states have a high level of digitalization due to the expansion of broadband infrastructure and efficient use of the Internet by the local population. While non-EU countries ensure the formation of the digital economy through the development of digital skills in the population (indicator «Human capital - digital skills» - 0.60) and the digitalization of public services and the formation of e-government (indicator «Digital public services»). - 0.67) [5].
Effective e-government can provide more efficiency and savings for governments, businesses and citizens. Therefore, a successful exit strategy for the current pandemic may benefit from robust digital public services, including e-health (e.g. telemedicine, electronic prescriptions and medical data exchange) and the use of advanced technologies to improve public services (e.g. use of big data and AI). The DESI monitors the demand and supply of e-government services as well as open data policies and implementation; these are all summarised in the score for the Digital public services dimension. Estonia, Spain and Denmark lead in this domain of the DESI, while Romania, Greece and Slovakia have the lowest scores in the EU (figure 1). 
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Figure 1. Digital Economy and Society Index (DESI), 2020
Source: based on [5]
The forthcoming chapters will present the key trends in the five dimensions of the DESI, as well as in emerging technologies, cyber security and the ICT sector. The information is based on data gathered prior to the COVID crisis.
The connectivity dimension of the Digital Economy and Society Index (DESI) looks at both the demand and the supply side of fixed and mobile broadband. Under fixed broadband, it assesses the take-up of overall and ultrafast broadband (at least 100 Mbps), the availability of fast broadband (next generation access (NGA) providing at least 30 Mbps) and of fixed very high capacity networks (VHCNs), and also considers the prices of retail offers. Mobile broadband includes 4G coverage, the take-up of mobile broadband (3G and 4G) and the indicator on 5G readiness [5]. Digital connectivity is considered a social right in the EU(figure 2). 
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Figure 2. Digital Economy and Society Index 2020, Connectivity

Source: based on [5]
Speaking about the digital transformation of Ukraine in the subject area, we can not ignore the project «Digital State», which is overseen by the Ministry of Digital Transformation of Ukraine. Aiming to eradicate unnecessary bureaucracy by merging all government agencies into a single online system, within the framework of this project, the Ministry of Culture launched the Portal «Diya», which should be called the «face» of digitalization of Ukraine [2].

Portal «Diya» is an online service that is an information and telecommunications system, which organizationally and functionally consists of a register of administrative services, e-cabinet, mobile application, as well as other subsystems and software modules.

The main issues of operation of the portal «Diya», in particular, the functionality and subjects of the Portal, the content of information on it and the procedure for its introduction are defined by the Regulations on the Unified State Web Portal of electronic services, approved by the Cabinet of Ministers of Ukraine.
From the content of this Regulation it is seen that the portal «Diya» is designed to exercise the right of everyone to access electronic administrative and other public services, access to government agencies, enterprises, institutions and organizations, obtain information from national electronic information resources, as well as monitoring and service quality assessments.

Currently, the portal «Diya» is, first of all, a mobile application with digital documents, as well as a portal that allows users to receive some public services in electronic format through a citizen’s office. In addition, within the framework of «Diya» there is a portal of digital education and a portal to help small and medium-sized businesses [2].

The electronic cabinet is available to any citizen of Ukraine provided he has an electronic digital signature. After a short identification procedure, the user of the office gets access to information from national electronic information resources (ie registers, cadastres, classifiers), as well as a number of administrative services in online format.

As of mid-May 2020, the functionality and information presented in Table 3 are available for users of the citizen’s e-office on the portal «Diya».

Table 3

Descriptive description of the functionality of the portal «Diya» as of 31.10.2020

	№

s / n
	Functional
	Access to information

	1
	View consolidated information from government business registers
	information from the Unified State Register of Legal Entities, Individual Entrepreneurs and Public Associations; information from the State Register of Real Rights to Immovable Property on objects owned by a person, as well as available encumbrances; on movable property - information on vehicles, types of encumbrances and available fines

	2
	State registration of an individual entrepreneur
	conducting state registration of natural persons-entrepreneurs, making changes to the information about them, as well as carrying out registration Diyas to terminate business activities by step-by-step filling in the appropriate forms of applications for state registration. 

	3
	Registration of unemployed status
	the possibility of submitting an application for unemployment benefits in online format and further communication with employees of employment centers remotely.

	4
	Signing and verification of documents signed with the help of EDS.
	allows you to put your own electronic digital signature on any document, as well as verify it.


Source: based on [7]
The key tasks of the Portal «Diya» include the following: 

1) providing public services online using information from national electronic information resources (ie registers, cadastres, classifiers); 

2) creation and functioning of the user’s electronic cabinet and providing access to information from national electronic information resources; 

3) formation of digital images of documents that a person can present (provide) on a smartphone through the mobile application «Diya»;

4) conducting surveys on initiatives, projects in various spheres of public life; submission of electronic appeals through the web portal;

5) ensuring the consideration of citizens’ appeals and administrative cases (cases considered by subjects of power for the purpose of making decisions of individual action aimed at acquiring, changing, terminating or exercising the rights and obligations of a person, as well as protecting his rights);

6) payment of administrative fees for the provision of administrative services, fines for administrative offenses, state duties, other payments; settlements for other public, in particular housing and communal services;

7) providing users with information on the course and results of service provision, consideration of appeals and administrative cases in real time; 

8) receipt by users of the results of providing electronic services, consideration of appeals and administrative cases;

9) submission of complaints by users based on the results of the provision of services, consideration of appeals and administrative cases, provision of the appellant with information on the course and results of consideration of the complaint in real time, as well as receipt of these results; 

10) protection of data (including personal) of the portal «Diya» from unauthorized access, destruction, modification.

At the same time, the development of the Portal «Diya» is quite rapid in development. Present progress in the implementation of e-government. Implemented a number of national projects that should cover all types of e-inter action between the state (executive authorities, state e-information resources), citizens (State system of citizens’ appeals) and business (automated system «Single window of e-reporting», «Single state portal of administrative services «). Legal entities and individuals are increasingly using e-digital signatures to submit e-reports to Pension Fund, Statistics, STA, customs authorities; to exchange e-documents between litigants within the E-Court project; for submission of e-appeals by citizens of Ukraine. Departmental and regional systems and registers significantly contribute to the development of e-government in the country [2].

It is worth noting that for four days the application «Diya» remained in the first positions of downloads of the Ukrainian App Store and Play Market [top-free], ahead of Tik Tok, Telegram, YouTube, Viber, Instagram, Facebook and WhatsApp. As of February 10, 2020, there are the following statistics of downloads of the «Diya» application:

· 1,047,403 unique users (those who downloaded the Diya without authorization); 

· 870,094 authorized users (those who have logged in through banks). 

Among the unique: 646,141 Android users; 398,160 IOS users; 869,964 requests for rights; 463,552 issued rights; 869,396 requests for a technical passport; 378 339 issued technical passports [8].
At the same time, the main problems of implementation of the state policy of Ukraine in the field of stimulating the development of digitalization such as fragmentation, lack of system, consistency, completeness, consistency between the adoption of regulations and further development of mechanisms for their implementation. 

Thus, the set of laws and regulations in the field of digitalization has many uncertainties and inconsistencies. Too many regulations and institutions, administrative and tax pressure on businesses. Therefore, the ability of the state to effectively cope with the assumed powers is low.

At the same time, the present requires a transition to a qualitatively higher level of use of information computer technologies and digital services, improvement of public administration in this process.

To solve these and other problems - given the current state and potential of digitalization of Ukraine - it is necessary to agree on the main strategic goals, mechanisms and regulatory support for the development of information society in Ukraine in the near future by creating a single information and communication platform.

Measures to stimulate the spread of e-education, e-medicine, e-democracy, e-commerce, e-payments, transport, security and law and order require the state to focus more on achieving a specific result. Public-private partnership mechanisms need to be more widely used in these processes.

In order to increase the effectiveness of the formation and implementation of state policy for information society, informatization, e-government, it is necessary to develop and implement a mechanism of public administration in this area, which would eliminate duplication and competition of existing mechanisms and government agencies in this area, their mutual contradictions. and efforts on priority areas and strategic objectives. It is necessary to increase the complexity and coordination of the components of the policy of stimulating development in the field of digitalization of administrative services for business entities in Ukraine.
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