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ÇÀÐÓÁ²ÆÍÈÉ ÄÎÑÂ²Ä

Ó ñòàòò³ äîñë³äæåíî ðîëü ñó÷àñíèõ ³íôîðìàö³éíî-êîìóí³êàö³éíèõ òåõíîëîã³é
â óäîñêîíàëåíí³ ïóáë³÷íî-ñåðâ³ñíî¿ ä³ÿëüíîñò³. Çàçíà÷åíå ïèòàííÿ ðîçãëÿäàºòüñÿ
íà ïðèêëàä³ äåðæàâíèõ îðãàí³â íèçêè çàðóá³æíèõ êðà¿í. Íàãîëîøóºòüñÿ, ùî ðîçâèíåí³
êðà¿íè ðîçïî÷àëè ðîçðîáêó òà ðåàë³çàö³þ íàö³îíàëüíèõ ïðîãðàì ôîðìóâàííÿ ³íôîð-
ìàö³éíîãî ñóñï³ëüñòâà, ïð³îðèòåò ó ÿêèõ – ñòàíîâëåííÿ åëåêòðîííèõ óðÿä³â,
âäîñêîíàëåííÿ ³íôîðìàö³éíî-êîìóí³êàö³éíèõ òåõíîëîã³é òà âñòàíîâëåííÿ äîâ³ðè
äî íèõ ñóñï³ëüñòâà. Âîäíî÷àñ ó ïðîöåñ³ ïîáóäîâè åëåêòðîííîãî óðÿäó ãîëîâíà
óâàãà ïðèä³ëÿºòüñÿ åëåêòðîííîìó äîñòóïó äî áàçîâèõ ïóáë³÷íèõ ïîñëóã, à íàéá³ëüø
çðó÷íà ôîðìà åëåêòðîííî¿ âçàºìîä³¿ êîðèñòóâà÷³â ïóáë³÷íèõ ïîñëóã ç îðãàíàìè
âëàäè – ºäèíèé íàö³îíàëüíèé ïîðòàë ïîñëóã.

Êëþ÷îâ³ ñëîâà: ïóáë³÷íî-ñåðâ³ñíà ä³ÿëüí³ñòü, àäì³í³ñòðàòèâí³ ïîñëóãè, ³íôîð-
ìàö³éíî-êîìóí³êàö³éí³ òåõíîëîã³¿, åëåêòðîííå óðÿäóâàííÿ, íàö³îíàëüíèé (óðÿäîâèé)
ïîðòàë ïîñëóã, çàðóá³æíèé äîñâ³ä.

ßê ñâ³ä÷èòü çàðóá³æíèé äîñâ³ä, ó ñó÷àñíîìó ñâ³ò³ ñóòòºâî ï³äâèùèòè åôåê-
òèâí³ñòü ïóáë³÷íîãî àäì³í³ñòðóâàííÿ òà ÿê³ñòü ïîñëóã ò³ëüêè çà ðàõóíîê ïðèéíÿòòÿ
ïðîãðåñèâíèõ äåðæàâíèõ ïðîãðàì, ÿê³ñíèõ çàêîíîäàâ÷èõ àêò³â, íàëåæíîãî ðåôîð-
ìóâàííÿ ñèñòåìè äåðæàâíîãî óïðàâë³ííÿ òà ïîçèòèâíèõ ³ííîâàö³éíèõ çì³í â îð-
ãàí³çàö³éí³é ä³ÿëüíîñò³ îðãàí³â âëàäè é áåç ³íòåíñèâíîãî çàëó÷åííÿ â ïóáë³÷íî-
ñåðâ³ñíó ä³ÿëüí³ñòü íîâ³òí³õ ³íôîðìàö³éíî-êîìóí³êàö³éíèõ òåõíîëîã³é (äàë³ –
²ÊÒ) íåìîæëèâî. Àäæå â íèí³øí³õ óìîâàõ ³ííîâàö³¿ òà ³íôîðìàö³ÿ ïî÷èíàþòü
ãðàòè ðîëü ãîëîâíîãî âèðîáíè÷îãî ðåñóðñó, à ³ñíóþ÷³ ãîñïîäàðñüê³ ñèñòåìè òðàíñ-
ôîðìóþòüñÿ â åêîíîì³êó çíàíü. Íàðàç³ ïîñò³íäóñòð³àëüí³ êðà¿íè êîíöåíòðóþòü
ñâî¿ çóñèëëÿ íà ñòâîðåíí³, çàñòîñóâàíí³ é ðîçïîâñþäæåíí³ íîâèõ òåõíîëîã³é òà
³ííîâàö³é ó ð³çíèõ ñôåðàõ æèòòºä³ÿëüíîñò³, â ò.÷. ó ñôåð³ ïóáë³÷íîãî àäì³í³ñòðó-
âàííÿ. Ñàìå òîìó ôîðìóâàííÿ ðîçâèíåíî¿ ³íôîðìàö³éíî¿ ³íôðàñòðóêòóðè ÿê
ãîëîâíî¿ óìîâè ïðîñóâàííÿ äî ³íôîðìàö³éíîãî ñóñï³ëüñòâà ñòàº âàæëèâèì ïîë³òè÷-
íèì ôàêòîðîì.

Ó çâ’ÿçêó ç öèì ìàéæå âñ³ ðîçâèíåí³ êðà¿íè ðîçïî÷àëè ðîçðîáêó òà ðåàë³çàö³þ
íàö³îíàëüíèõ ïðîãðàì ôîðìóâàííÿ ³íôîðìàö³éíîãî ñóñï³ëüñòâà, ïð³îðèòåò ó ÿêèõ –
ñòàíîâëåííÿ åëåêòðîííèõ óðÿä³â, âäîñêîíàëåííÿ ²ÊÒ é äîâ³ðè äî íèõ ñóñï³ëüñòâà.
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Äî òîãî æ ³íôîðìàö³éíå ñóñï³ëüñòâî ïåðåäáà÷àº îáîâ’ÿçêîâó òðàíñôîðìàö³þ ïî-
ë³òè÷íèõ ³íñòèòóò³â òà äåðæàâíîãî óïðàâë³ííÿ, à ñàìå çì³íó ôóíêö³é ³ ñòðóêòóðí³
çðóøåííÿ [1].

Îäíàê ó íàø³é êðà¿í³ òðèâàëèé ïåð³îä ðîçáóäîâà ñèñòåìè íàäàííÿ àäì³í³ñòðà-
òèâíèõ ïîñëóã òà âïðîâàäæåííÿ â ñåðâ³ñíó ä³ÿëüí³ñòü îðãàí³â ïóáë³÷íî¿ âëàäè
²ÊÒ â³äáóâàëèñÿ áåçñèñòåìíî, ìîæëèâîñò³ âèêîðèñòàííÿ òàêèõ òåõíîëîã³é íîñèëè
ôàêóëüòàòèâíèé õàðàêòåð. Ïðèéíÿòòÿ ó 2012 ðîö³ Çàêîíó Óêðà¿íè “Ïðî àäì³í³ñò-
ðàòèâí³ ïîñëóãè” íå ëèøå äàëî çìîãó çì³íèòè ³äåîëîã³þ â³äíîñèí ì³æ âëàäîþ ³
ãðîìàäÿíèíîì, à é äîçâîëèëî óïîðÿäêóâàòè ïðîöåäóðè çàñòîñóâàííÿ ²ÊÒ â ïóáë³÷íî-
ñåðâ³ñí³é ä³ÿëüíîñò³. Òåïåð ö³ òåõíîëîã³¿ ñòàëè îáîâ’ÿçêîâèìè â ðîáîò³ â³ò÷èçíÿíèõ
îðãàí³â ïóáë³÷íî¿ àäì³í³ñòðàö³¿, õî÷à ùå é ñüîãîäí³ ïåðåáóâàþòü íà åòàï³ ñòàíîâëåííÿ
[2, ñ. 15].

Ïðîáëåìè ðîçâèòêó ÿê ³íôîðìàö³éíî¿ ñôåðè, òàê ³ ñôåðè íàäàííÿ àäì³í³ñò-
ðàòèâíèõ ïîñëóã ïîñò³éíî ïåðåáóâàþòü ó öåíòð³ óâàãè â³ò÷èçíÿíèõ ó÷åíèõ òà
ïðàêòèê³â. Ñâîº áà÷åííÿ âèð³øåííÿ îêðåìèõ àñïåêò³â ó ö³é ñôåð³ âèñëîâëþâàëè
².Â. Àð³ñòîâà, Â.Ò. Á³ëîóñ, Í.À. Áóëè÷åâà, Î.Ì. Áóõàíåâè÷, Í.Â. Âäîâ³íîâà, ².Ï. Ãî-
ëîñí³÷åíêî, Ì.Ì. Çâàðè÷, Ð.À. Êàëþæíèé, ².Á. Êîë³óøêî, Î.Ñ. Êîíîòîïöåâ,
Î.Â. Êóð³ííèé, ª.Î. Ëåãåçà, Â.². Òèìîùóê Þ.Ï. Øàðîâ òà ³íø³. Ïðîòå ïèòàííÿ
çàïðîâàäæåííÿ ñó÷àñíèõ ³íôîðìàö³éíî-êîìóí³êàö³éíèõ òåõíîëîã³é ó ä³ÿëüíîñò³
îðãàí³â ïóáë³÷íî¿ âëàäè ç íàäàííÿ àäì³í³ñòðàòèâíèõ ïîñëóã ïîòðåáóþòü á³ëüø
äåòàëüí³øîãî âèâ÷åííÿ, îñê³ëüêè ìàþòü ïåâí³ îñîáëèâîñò³ é áåçïîñåðåäíüî
âïëèâàþòü íà ÿê³ñòü òà åôåêòèâí³ñòü ñåðâ³ñíî¿ ä³ÿëüíîñò³ çàçíà÷åíèõ îðãàí³â.

Ìåòà ñòàòò³ ïîëÿãàº â àíàë³ç³ çàðóá³æíîãî äîñâ³äó âïðîâàäæåííÿ â ïóáë³÷íî-
ñåðâ³ñíó ä³ÿëüí³ñòü îðãàí³â âëàäè ñó÷àñíèõ ²ÊÒ äëÿ íàáëèæåííÿ äî ñïîæèâà÷³â
îäåðæàííÿ ÿê³ñíèõ àäì³í³ñòðàòèâíèõ ïîñëóã ó çðó÷íèé òà äîñòóïíèé äëÿ íèõ
ñïîñ³á.

Íà ñüîãîäí³ ó ïðîâ³äíèõ êðà¿íàõ ñâ³òó ³íôîðìàö³éíà âçàºìîä³ÿ îðãàí³â âëàäè
ç ãðîìàäÿíàìè é îðãàí³çàö³ÿìè ç âèêîðèñòàííÿì ²ÊÒ, ìåðåæåâèõ òåõíîëîã³é òà
²íòåðíåòó çàì³íþº ñîáîþ â³äâ³äóâàííÿ äåðæàâíèõ îðãàí³çàö³é, òåëåôîíí³ äçâ³íêè
é â³äïðàâêó ïàïåðîâèõ ïîøòîâèõ ïîâ³äîìëåíü. Âîíà äîçâîëÿº òàêîæ ðîçêðèòè
ïðîöåäóðè ³ ïðîöåñè ïðèéíÿòòÿ ð³øåíü îðãàí³â âëàäè, à òàêîæ â³äïîâ³äàëüí³ñòü
êîíêðåòíèõ îñ³á, ùî º åëåìåíòîì ãðîìàäñüêîãî êîíòðîëþ. Òîìó äîñë³äæåííÿ çà-
ðóá³æíîãî äîñâ³äó íàäàííÿ àäì³í³ñòðàòèâíèõ ïîñëóã â åëåêòðîíí³é ôîðì³ äîçâîëÿº
íàïðàöþâàòè íåîáõ³äí³ ðåêîìåíäàö³¿ äëÿ ïîäàëüøîãî ¿õ âïðîâàäæåííÿ ó ïðàêòè÷íó
ä³ÿëüí³ñòü â³äïîâ³äíèõ îðãàí³â â Óêðà¿í³.

Á³ëüø³ñòü äåðæàâ ó ïðîöåñ³ ïîáóäîâè åëåêòðîííîãî óðÿäó ãîëîâíà óâàãà
ïðèä³ëÿºòüñÿ åëåêòðîííîìó äîñòóïó äî îñíîâíèõ áàçîâèõ ïîñëóã. Ìåòîäîëîã³ÿ
ÎÎÍ âèçíà÷àº 4-õ ð³âíåâó ìîäåëü ðîçâèòêó íàäàííÿ åëåêòðîííèõ ïîñëóã:

1) åëåêòðîííèé óðÿä, ùî ðîçâèâàºòüñÿ ³ â ÿêîìó äåðæàâí³ ñàéòè ïðåäñòàâëåí³
ó âèãëÿä³ ïðîñòèõ â³çèòîê òà îô³ö³éíèõ âåá-ñòîð³íîê. Íà öüîìó åòàï³ ìîæëèâà
åëåêòðîííà âçàºìîä³ÿ ì³í³ñòåðñòâ ³ â³äîìñòâ öåíòðàëüíîãî óðÿäó, à òàêîæ ì³æ
öåíòðàëüíèìè ³ ì³ñöåâèìè îðãàíàìè âëàäè. Äåÿêà îô³ö³éíà ³íôîðìàö³ÿ ìîæå
áóòè ïðåäñòàâëåíà â îíëàéí ðåæèì³;

2) ðîçøèðåíà ïðèñóòí³ñòü åëåêòðîííîãî óðÿäó, â ÿêîìó äåðæàâà íàäàº á³ëüøèé
îáñÿã ³íôîðìàö³¿ ÷åðåç ²íòåðíåò, à ñàìå: çàêîíîäàâ÷ó áàçó òà íîðìàòèâí³ äîêóìåíòè,
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áàçè äàíèõ, çâ³òè, íîâèíè òîùî. Ìîæíà âèêîðèñòîâóâàòè ïîøóêîâó ñèñòåìó äëÿ
îçíàéîìëåííÿ ç íàÿâíèìè íà ñàéò³ äîêóìåíòàìè;

3) òðàíçàêö³éíà ïðèñóòí³ñòü, ùî ïåðåäáà÷àº ³íòåðàêòèâíó âçàºìîä³þ ì³æ
ãðîìàäÿíèíîì ³ óðÿäîì. Óâîäÿòüñÿ îíëàéí ñåðâ³ñè ùîäî îïëàòè ïîäàòê³â, îôîðì-
ëåííÿ ³äåíòèô³êàö³éíèõ äîêóìåíò³â, ñâ³äîöòâ ïðî íàðîäæåííÿ, ïàñïîðò³â, îíîâëåííÿ
âîä³éñüêèõ ïîñâ³ä÷åíü òîùî. Ãðîìàäÿíè îòðèìóþòü ìîæëèâ³ñòü çä³éñíåííÿ
åëåêòðîííèõ ïëàòåæ³â çà îòðèìàííÿ ïóáë³÷íèõ ïîñëóã;

4) ìåðåæåâèé åëåêòðîííèé óðÿä º íàéá³ëüø ðîçâèíåíèì ð³âíåì ðîáîòè
äåðæàâè â ²íòåðíåò³. Ñåðâ³ñè G2G (äåðæàâà-äåðæàâà), G2C (äåðæàâà-ãðîìàäÿíèí)
³ C2G (ãðîìàäÿíèí-äåðæàâà) ³íòåãðîâàí³ ì³æ ñîáîþ. Óðÿä çàëó÷àº ãðîìàäÿí ÿê
ó ïðîöåñè ï³äãîòîâêè òà ïðèéíÿòòÿ ð³øåíü, òàê ³ ó ãðîìàäñüê³ äèñêóñ³¿ [3].

Ïîä³áíà ñõåìà ðîçâèòêó åëåêòðîííîãî óðÿäó ðîçðîáëåíà â ìåæêàõ ªâðîïåéñü-
êîãî Ñîþçó: 1) ³íôîðìóâàííÿ; 2) îäíîñïðÿìîâàíà ³íòåðàêòèâí³ñòü – çàâàíòàæóâàíí³
ôîðìè ³ áëàíêè; 3) äâîñòîðîííÿ âçàºìîä³ÿ – åëåêòðîíí³ ôîðìè; 4) òðàíçàêö³¿ –
ïîâíîö³íí³ åëåêòðîíí³ ïîñëóãè; 5) ïåðñîíàë³çàö³ÿ – ïðîàêòèâíà, àâòîìàòèçîâàíà
âçàºìîä³ÿ. Öÿ ñõåìà âèêîðèñòîâóºòüñÿ ªâðîñîþçîì äëÿ âèçíà÷åííÿ ð³âíÿ
³íòåðàêòèâíîãî äîñòóïó äî áàçîâèõ ïóáë³÷íèõ ïîñëóã [4].

Òàê, ó êðà¿íàõ ªâðîïåéñüêîãî Ñîþçó äî ñïèñêó áàçîâèõ ïóáë³÷íèõ ïîñëóã â
îíëàéí ðåæèì³ äëÿ ãðîìàäÿí íàëåæàòü, çîêðåìà: îäåðæàííÿ ïåðñîíàëüíèõ äîêó-
ìåíò³â (ïàñïîðò, âîä³éñüê³ ïîñâ³ä÷åííÿ); ðåºñòðàö³ÿ àâòîìîá³ëÿ; ³íôîðìóâàííÿ
ïîë³ö³¿ (íàïðèêëàä ó ðàç³ êðàä³æêè); çàïèò òà íàäàííÿ ñâ³äîöòâà (ÿê-îò, ïðî íà-
ðîäæåííÿ, øëþá òîùî); ³íôîðìóâàííÿ ïðî çì³íó ì³ñöÿ ïðîæèâàííÿ òà ³í. Ñïèñîê
áàçîâèõ äåðæàâíèõ ïîñëóã äëÿ á³çíåñó ó êðà¿íàõ ªâðîïåéñüêî¿ ñï³âäðóæíîñò³,
çîêðåìà, ñêëàäàþòü: êîðïîðàòèâí³ ïîäàòêè (äåêëàðóâàííÿ òîùî); ïîäàòîê íà äîäàíó
âàðò³ñòü (äåêëàðóâàííÿ, ïîâ³äîìëåííÿ); ìèòíå äåêëàðóâàííÿ; îäåðæàííÿ äîçâîë³â,
ïîâ’ÿçàíèõ ç îõîðîíîþ íàâêîëèøíüîãî ñåðåäîâèùà, òà ³í. [5, ñ. 64].

Êàíàäà º ë³äåðîì ³ííîâàö³¿ åëåêòðîííîãî óðÿäóâàííÿ (äàë³ – å-óðÿäóâàííÿ),
àäæå ùå ó 1994 ðîö³ óðÿäîì êðà¿íè ïðèéíÿòî äîêóìåíò “Ïðîåêò íàäàííÿ 67 ïî-
ñëóã äåðæàâíèìè îðãàíàìè çà äîïîìîãîþ ³íôîðìàö³éíèõ òåõíîëîã³é”. Óðÿä Êàíàäè
âèçíà÷èâ òàê³ ö³ë³ ó ñôåð³ å-óðÿäóâàííÿ: á³ëüø äîñòóïíå âðÿäóâàííÿ; êðàùå îá-
ñëóãîâóâàííÿ, ÿêå íàéêðàùå â³äïîâ³äàº ïîòðåáàì ãðîìàäÿí; äîâ³ðà òà âïåâíåí³ñòü
ó ïîñëóãàõ îíëàéí – çàáåçïå÷åííÿ áåçïåêè òà çàõèñòó êîðèñòóâà÷³â; ïîñëóãè äëÿ
âñ³õ ãðîìàäÿí íåçàëåæíî â³ä ì³ñöÿ ïðîæèâàííÿ – ñàìîñò³éíèé âèá³ð êàíàë³â, ìî-
âè, ôîðìàòó íàäàííÿ ³íôîðìàö³¿.

Ó âåðåñí³ 2005 ðîêó çàïî÷àòêîâàíèé ïðîåêò Services Canada, ùî ñòàâ
óí³âåðñàëüíèì ïóíêòîì íàäàííÿ ïîñëóã, ÿêèé çàáåçïå÷óº áàãàòîêàíàëüíèé äîñòóï
äî ð³çíèõ ïîñëóã òà îð³ºíòóºòüñÿ íà êë³ºíòà. Ãîëîâíèìè çàâäàííÿìè öüîãî ïðîåêòó
ñòàëè: ñòâîðåííÿ ìåðåæ³ öåíòð³â äîñòóïó “Ñåðâ³ñ Êàíàäà” íà âñ³é òåðèòîð³¿ Êàíàäè,
ïîáóäîâàíèõ çà ñèñòåìîþ “ºäèíîãî â³êíà”, ùî íàäàþòü îñîáèñòèé äîñòóï äî ïîñëóã
³ ïðîãðàì óñ³õ óðÿäîâèõ óñòàíîâ òà 68 îðãàí³çàö³é; ñòâîðåííÿ áåçêîøòîâíî¿ òåëå-
ôîííî¿ ñëóæáè, äîñÿæíî¿ â áóäü-ÿêîìó íàñåëåíîìó ïóíêò³ êðà¿íè; ðîçáóäîâó
óðÿäîâèõ ïîñëóã ó ðåæèì³ îíëàéí, ÷åðåç ²íòåðíåò-ñàéò canada.gc.ca. Îäíèì ³ç
êëþ÷îâèõ åëåìåíò³â ³í³ö³àòèâè “Åëåêòðîííèé óðÿä” áóëî îá’ºäíàííÿ óðÿäîâèõ
ïîñëóã ³ ïðîãðàì ó êëàñòåðè, ùî ïîëåãøóº ãðîìàäÿíàì ïîøóê òà îòðèìàííÿ äî-
ñòóïó äî íåîáõ³äíèõ ¿ì ïðîãðàì ³ ïîñëóã. Óñÿ ³íôîðìàö³ÿ òà ïîñëóãè íà óðÿäîâîìó
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ïîðòàë³ (www.canada.gc) ðîçïîä³ëåíà çà òðüîìà êàòåãîð³ÿìè – ïîñëóãè äëÿ ãðîìàäÿí
Êàíàäè, ïîñëóãè äëÿ îñ³á, ÿê³ íå º ãðîìàäÿíàìè Êàíàäè, òà ïîñëóãè äëÿ êàíàäñüêèõ
êîìïàí³é [5, ñ. 66–68].

Ó ö³é êðà¿í³, ïîïðè àêöåíò íà ²Ò-òåõíîëîã³¿, òåìà “åëåêòðîííîãî öèôðîâîãî
ï³äïèñó” íå âèíîñèòüñÿ ÿê êëþ÷îâà. Äëÿ íèçêè ïîñëóã äîñòàòíüî ïðîñòîãî çâåð-
íåííÿ îíëàéí ÷è åëåêòðîííîþ ïîøòîþ. Äëÿ ³äåíòèô³êàö³¿ îñîáè, ÿêùî öå, ä³éñíî,
ïîòð³áíî, ìîæóòü âèêîðèñòîâóâàòèñÿ òàêîæ ³íø³ ³íñòðóìåíòè (íàïðèêëàä, óòî÷-
íþþ÷³ ïèòàííÿ ïåðñîíàëüíîãî õàðàêòåðó, àíàëîã³÷íî äî áàíê³âñüêî¿ ñèñòåìè) [6].

Çíà÷íîãî ïðîãðåñó ó íàäàíí³ ïóáë³÷íèõ ïîñëóã â åëåêòðîííîìó âèãëÿä³ äî-
ñÿãëà Âåëèêîáðèòàí³ÿ, ÿêà ðàçîì ç Àâñòð³ºþ, Ìàëüòîþ ³ Ïîðòóãàë³ºþ, çàáåçïå÷èëà
ïîâíå îíëàéí íàäàííÿ âñ³õ 12 ºâðîïåéñüêèõ áàçîâèõ ïóáë³÷íèõ ïîñëóã íàñåëåííþ.
Ðîçðîáíèêè ºäèíîãî ïîðòàëó ïóáë³÷íèõ ïîñëóã Âåëèêîáðèòàí³¿ ñôîðìóëþâàëè
òåçó, íà ÿê³é áàçóþòüñÿ ñó÷àñí³ ³ííîâàö³¿ – â³ä “óðÿäó â ²íòåðíåò³” äî “óðÿäó ç
²íòåðíåòó”. Ïðè öüîìó, ðîçð³çíåí³ äåðæàâí³ ³íòåðíåò-ðåñóðñè ñòàëè îá’ºäíóâàòèñÿ
÷åðåç ïåðåõ³ä äî ºäèíîãî ñòàíäàðòó çáåð³ãàííÿ òà îáì³íó äàíèìè â óðÿäîâîìó
øëþç³ Government Gateway, ÿêèé ñòàâ â³äïðàâíîþ òî÷êîþ äëÿ äîñòóïó äî ñåðâ³ñ³â
³ç íàäàííÿ âñ³õ ïóáë³÷íèõ ïîñëóã. Ç ï³äêëþ÷åííÿì äî ñèñòåìè Government Gateway
áðèòàíñüê³ äåðæàâí³ â³äîìñòâà ñòàëè çàñòîñîâóâàòè ïîêðîêîâèé ïðèíöèï âèêëàäó
³íôîðìàö³¿. Ó íîðìàòèâíèõ äîêóìåíòàõ â³í íàçèâàºòüñÿ check list (êîíòðîëüíèé
ëèñò), â ÿêîìó ïîñë³äîâíî îïèñàí³ âñ³ âèìîãè äî þðèäè÷íî¿ àáî ô³çè÷íî¿ îñîáè
ïðè çâåðíåíí³ çà ïóáë³÷íèìè ïîñëóãàìè.

Ç ìåòîþ ñòèìóëþâàííÿ ïîïèòó íà íîâ³ ñåðâ³ñè óðÿäîì Âåëèêîáðèòàí³¿ âíåñåí³
ïîïðàâêè â çàêîíîäàâñòâî, ùî çàáåçïå÷óþòü ïîäàòêîâ³ ï³ëüãè äëÿ òèõ, õòî çä³éñíþº
îáîâ’ÿçêîâ³ ïëàòåæ³ â åëåêòðîííîìó âèãëÿä³.

Ç 2004 ðîêó â ÿêîñò³ ïîðòàëó áðèòàíñüêîãî óðÿäó ôóíêö³îíóº direct.gov.uk,
ïðèçíà÷åíèé íàäàâàòè ïóáë³÷í³ ïîñëóãè ãðîìàäÿíàì ÷åðåç ñèñòåìó ºäèíîãî îí-
ëàéí äîñòóïó. Íà â³äì³íó â³ä ñâîãî ïîïåðåäíèêà, öåé ïîðòàë îðãàí³çîâàíèé íå íà
ìîäåë³ “åï³çîä³â æèòòºâîãî öèêëó”, à íà áàç³ îñíîâíèõ ñåêòîð³â ïóáë³÷íèõ ïîñëóã
³ ö³ëüîâèõ ãðóï êîðèñòóâà÷³â. Ïîðòàë direct.gov.uk õàðàêòåðèçóºòüñÿ ãëèáèíîþ
ïðåäñòàâëåíî¿ ³íôîðìàö³¿ é äàº ìîæëèâ³ñòü ñêîðîòèòè ÷àñ çâåðíåííÿ êîðèñòóâà÷³â
äî ³íøèõ ³íôîðìàö³éíèõ ðåñóðñ³â. Ïðè öüîìó, çì³ñò ïîðòàëó ï³äòðèìóºòüñÿ íå
îñíîâíîþ ñåðâ³ñíî¿ ãðóïîþ, à “ïðîôåñ³éíèìè ãðóïàìè”, ÿê³ ñòâîðåí³ â ìåæàõ 18
óðÿäîâèõ â³äîìñòâ.

Öåíòðàë³çàö³ÿ ñåðâ³ñ³â ñèñòåìè åëåêòðîííîãî óðÿäó äîçâîëèëà çðîáèòè ¿õ íå
ò³ëüêè ïðîñò³øèìè òà äîñòóïí³øèìè äëÿ ãðîìàäÿí, à òàêîæ çàîùàäèòè ñóòòºâ³
êîøòè äåðæàâíîãî áþäæåòó. Äëÿ ïîäàëüøî¿ îïòèì³çàö³¿ àäì³í³ñòðàòèâíèõ ïðîöåäóð
ï³ä ÷àñ äèñòàíö³éíîãî íàäàííÿ ïóáë³÷íèõ ïîñëóã óðÿäîì Âåëèêîáðèòàí³¿ íà çì³íó
ïîðòàëó direct.gov.uk â³äêðèòî íîâèé óðÿäîâèé ñàéò MyGov (“ì³é óðÿä”). Öå
ïåðñîíàë³çîâàíèé âåá-ïîðòàë äëÿ êîæíîãî áðèòàíöÿ, çìîäåëüîâàíèé çà ïðèíöèïîì
ðîáîòè ïîðòàëó Facebook, ÿêèé äîçâîëÿº ãðîìàäÿíàì ñï³ëêóâàòèñÿ ç äåðæàâîþ â
ðåæèì³ îíëàéí [7, ñ. 290–295].

Ó Ôðàíö³¿ íàéá³ëüø çðó÷íîþ ôîðìîþ åëåêòðîííî¿ âçàºìîä³¿ êîðèñòóâà÷³â
ïóáë³÷íèõ ïîñëóã ç îðãàíàìè âëàäè º ºäèíèé íàö³îíàëüíèé ïîðòàë service-public.fr,
íà ÿêîìó ðîçì³ùåíà íàéïîâí³øà ³íôîðìàö³ÿ ïðî äåðæàâí³ é ìóí³öèïàëüí³ ïîñëóãè.
Ïðè ñòâîðåíí³ öüîãî ïîðòàëó áóëà ïðèéíÿòà “êîíöåïö³ÿ ÿêîñò³”, îñíîâíèé ïðèíöèï
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ÿêî¿ ïîëÿãàº â òîìó ùî, êîðèñòóâà÷åâ³ ìàº íàäàâàòèñÿ ÿê³ñíà ³íôîðìàö³ÿ, à îò-
æå – äîñèòü çðîçóì³ëà ³ ÷³òêà. Êîðèñòóâà÷³ íà ïîðòàë³ (â êîìåíòàðÿõ ³ ïðîïîçèö³ÿõ)
ìîæóòü çàëèøàòè ñâî¿ ïðîïîçèö³¿ ùîäî áóäü-ÿêèõ ïîêðàùåíü, ïîâ’ÿçàíèõ ç ï³ä-
âèùåííÿì ÿêîñò³ íàäàííÿ äåðæàâíèõ ³ ìóí³öèïàëüíèõ ïîñëóã. ×åðåç îíëàéí
îïèòóâàííÿ êîðèñòóâà÷³ ùîð³÷íî ìàþòü çìîãó îö³íþâàòè ðîáîòó ïîðòàëó service-
public.fr [1].

Ó ÑØÀ ñèñòåìíèé ï³äõ³ä äî ðîçâèòêó åëåêòðîííîãî óðÿäó áóâ çàêëàäåíèé
ó 90-õ ðîêàõ ìèíóëîãî ñòîë³òòÿ, â ìåæàõ ÿêîãî ó 2002 ðîö³ áóâ ïðèéíÿòèé êîí-
êðåòíèé ïëàí ä³é “Ñòðàòåã³ÿ åëåêòðîííîãî óðÿäó” (E-Government Strategy), ñïðÿìî-
âàíèé íà ï³äâèùåííÿ åôåêòèâíîñò³ ðîáîòè ôåäåðàëüíîãî óðÿäó, çîêðåìà çà òàêèìè
íàïðÿìàìè: ñïðîùåííÿ ³íôîðìàö³éíîãî ñåðâ³ñó; âèêëþ÷åííÿ äóáëþþ÷èõ îäèí
îäíîãî ³ íàäëèøêîâèõ ð³âí³â óðÿäîâîãî óïðàâë³ííÿ; ïîëåãøåííÿ ïîøóêó ³íôîðìàö³¿
òà îòðèìàííÿ ïîñëóã â³ä ôåäåðàëüíîãî óðÿäó äëÿ ãðîìàäÿí, ï³äïðèºìö³â, óðÿäîâèõ
³ ôåäåðàëüíèõ ñëóæáîâö³â; íàö³ëåí³ñòü óðÿäîâèõ ñòðóêòóð íà øâèäêå çàäîâîëåííÿ
ïîòðåá ãðîìàäÿí; ñòâîðåííÿ óìîâ äëÿ âò³ëåííÿ â æèòòÿ ³íøèõ ³í³ö³àòèâ ôåäå-
ðàëüíîãî óðÿäó ùîäî ï³äâèùåííÿ åôåêòèâíîñò³ éîãî ä³ÿëüíîñò³ [7, ñ. 301–302].

Ãîëîâíèìè ö³ëÿìè ðîçâèòêó åëåêòðîííîãî óðÿäó â ÑØÀ º ðîçøèðåííÿ
îáñÿã³â íàäàííÿ óðÿäîâèõ ïîñëóã åëåêòðîííèìè êàíàëàìè, îðãàí³çàö³ÿ çàõèñòó
³íôîðìàö³¿, à òàêîæ ñêîðî÷åííÿ ìàñøòàá³â (à â ê³íöåâîìó ðàõóíêó ³ ïîâíå óñóíåííÿ)
äóáëþâàííÿ ôóíêö³é ó ð³çíèõ óðÿäîâèõ àãåíòñòâàõ, àáè ïîëåãøèòè ãðîìàäÿíàì
äîñòóï äî íèõ ³ ñêîðîòèòè âèòðàòè íà óòðèìàííÿ íàäëèøêîâèõ ñëóæá ³ â³äîìñòâ
[5, ñ. 70].

Îñòàíí³ì ÷àñîì Ï³âäåííà Êîðåÿ çàéìàº ïðîâ³äíå ì³ñöå ó ñâ³ò³ ÿê çà ñåðåäíüîþ
øâèäê³ñòþ ²íòåðíåòó, òàê ³ çà ñòóïåíåì îõîïëåííÿ ìåðåæåþ íàñåëåííÿ. Ó ö³é
êðà¿í³ äëÿ çðó÷íîãî òà øâèäêîãî ïîøóêó íåîáõ³äíî¿ ³íôîðìàö³¿ ÷è îòðèìàííÿ
ïåâíî¿ åëåêòðîííî¿ ïîñëóãè ñòâîðåíî âåá-ïîðòàë “Korea E-government”, ùî ³íòåãðóº
íåîáõ³äíó äëÿ ãðîìàäÿíèíà ³íôîðìàö³þ ùîäî îðãàí³â äåðæàâíî¿ âëàäè. Êð³ì òî-
ãî, íà ïîðòàë³ ñòâîðåíî ºäèíèé ñåðâ³ñíèé ñò³ë, ó ìåæàõ ÿêîãî ìîæíà îòðèìàòè
íåîáõ³äíó åëåêòðîííó äåðæàâíó ïîñëóãó. Öåé ïîðòàë º ³íòåðàêòèâíèì ³ ìàº òðè
îñíîâíèõ ðîçä³ëè çà ö³ëüîâèìè ãðóïàìè ñïîæèâà÷³â: ãðîìàäÿíè, á³çíåñîâ³ ñòðóêòóðè,
äåðæàâí³ ñëóæáîâö³. Íà ïîðòàë³ ç íàÿâíîãî ïåðåë³êó ïîñëóã ìîæíà âèáðàòè ïî-
òð³áíó òà çàïîâíèòè íåîáõ³äí³ äîêóìåíòè äëÿ ¿¿ îòðèìàííÿ. Ïîðòàë “Ñåðâ³ñíèé
ñò³ë” ïðåäñòàâëÿº äîêëàäí³ ïðîöåäóðè îòðèìàííÿ á³ëüø í³æ 4000 ïóáë³÷íèõ ïîñëóã.
²íôîðìàö³þ ïðî íèõ çãðóïîâàíî òàêèì ÷èíîì, ùîá êîðèñòóâà÷åâ³ ñèñòåìè áóëî
ëåãêî çíàéòè íåîáõ³äíèé éîìó ðîçä³ë [5, ñ. 71].

Íîâ³ ïåðñïåêòèâí³ ìîäåë³ âçàºìîä³¿ äåðæàâè ³ ãðîìàäÿí â³äêðèâàþòü
òåõíîëîã³¿ ïåðåäà÷³ äàíèõ â ìåðåæàõ ìîá³ëüíîãî çâ’ÿçêó. Ó äåÿêèõ êðà¿íàõ íàáóëà
ïîøèðåííÿ ³ííîâàö³ÿ “ìîá³ëüíèé óðÿä” (m-government), ÿêà ñòàíîâèòü íå ò³ëüêè
ðîçðîáêó ³ íàäàííÿ ïîñëóã ç áîêó äåðæàâè íà îñíîâ³ íîâèõ òåõíîëîã³é, àëå é ôîð-
ìóâàííÿ íîâèõ ìîæëèâîñòåé ³íòåðàêòèâíèõ êîìóí³êàö³é ³ç ñóñï³ëüñòâîì ó õîä³
ï³äãîòîâêè òà ïðèéíÿòòÿ ïîë³òè÷íèõ ð³øåíü. Ãîëîâíà â³äì³íí³ñòü “ìîá³ëüíîãî
óðÿäó” â³ä óñ³õ ³íøèõ òèï³â äåðæàâíèõ îôëàéí ³ îíëàéí-ïîñëóã ïîëÿãàº â òîìó,
ùî äåðæàâà íàäàº ãðîìàäÿíèíó ïîñëóãè â áóäü-ÿêèé ÷àñ ³ â áóäü-ÿêîìó ì³ñö³, é
ö³ ïîñëóãè çàâæäè ìàþòü àäðåñíèé õàðàêòåð. Ç ³íøîãî áîêó, ðåàë³çóþ÷è ïðîñò³
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ìîá³ëüí³ ïîñëóãè, óðÿä ñòèìóëþº ãðîìàäÿí êîðèñòóâàòèñÿ á³ëüø ñêëàäíèìè
ïîñëóãàìè, çàñíîâàíèìè íà âèêîðèñòàíí³ ²íòåðíåòó.

Òàê, íà Ô³ë³ïï³íàõ “ìîá³ëüíèé óðÿä” º ï³äðîçä³ëîì “åëåêòðîííîãî”, ÿêèé
âèêîðèñòîâóº ²ÊÒ äëÿ ñòèìóëþâàííÿ ä³ÿëüíîñò³ â ãðîìàäñüêèõ îðãàí³çàö³ÿõ. Ô³-
ë³ïï³íñüêà âëàäà ñâ³é âèá³ð íà êîðèñòü òåëåôîí³â ïîÿñíþº òèì, ùî ìîá³ëüíèé
çâ’ÿçîê íà ñüîãîäí³ º íàéïîøèðåí³øèì çàñîáîì êîìóí³êàö³é. Ó çâ’ÿçêó ç öèì, â
2000 ðîö³ Íàö³îíàëüíîþ êîì³ñ³ºþ ç ïèòàíü äåðæàâíî¿ ñëóæáè áóëà ðîçðîáëåíà
ïðîãðàìà Citizens First, ðåàë³çàö³ÿ ÿêî¿ ïåðåäáà÷àëà “ìîá³ë³çàö³þ óðÿäó” â ìåæàõ
åëåêòðîííèõ ïîñëóã, ÿê³ âæå íàäàþòüñÿ. Äåðæàâà óêëàëà äîãîâ³ð ç äâîìà íàé-
á³ëüøèìè îïåðàòîðàìè â êðà¿í³ – Vodafone ³ Go Mobile – ïðî íàäàííÿ àáîíåíòàì
ïîñëóã “ìîá³ëüíîãî óðÿäó”. Òàêèì ÷èíîì, ô³ë³ïï³íñüêà âëàäà çà äîïîìîãîþ SMS
îòðèìàëà ìîæëèâ³ñòü, ç îäíîãî áîêó, ³íôîðìóâàòè ãðîìàäÿí à, ç ³íøîãî, – ³í-
ñòðóìåíòàð³é çâîðîòíîãî çâ’ÿçêó äëÿ îòðèìàííÿ ïîâ³äîìëåíü â³ä ãðîìàäÿí [8].

Çàãàëîì ïîâñþäíå âèêîðèñòàííÿ ìîá³ëüíîãî òåëåôîííîãî çâ’ÿçêó, âðàõîâóþ÷è,
ùî â óñüîìó ñâ³ò³ áëèçüêî 3,5 ìëðä ìîá³ëüíèõ êîðèñòóâà÷³â ³ á³ëüøå 70 % ñâ³òî-
âîãî íàñåëåííÿ îõîïëåíà ìåðåæåþ ìîá³ëüíîãî çâ’ÿçêó, äàº ö³é òåõíîëîã³¿ ìîæëè-
â³ñòü çðîáèòè äåðæàâí³ ïîñëóãè çíà÷íî äîñòóïí³øèìè äëÿ ãðîìàäÿí [9].

Çàçíà÷èìî, ùî íà ïocòðàäÿícüêoìó ïðocòoði çíà÷íèõ ócïiõiâ ó ðoçâèòêó
iíôoðìàòèçàöi¿ ïðoöåciâ â öàðèí³ ïóáë³÷íî-ñåðâ³ñíî¿ ä³ÿëüíîñò³ îðãàí³â âëàäè
äîñÿãëà Ëàòâ³éñüêà Ðåñïóáë³êà. Ó ìåæàõ ïoëiòèêè âïðoâàäæåííÿ åëåêòðoííoão
óðÿäóâàííÿ â ö³é êðà¿íi còâoðåíà i ïðoäoâæóº ðoçâèâàòècÿ ìåðåæà Öåíòðiâ iíôoð-
ìàöiéíèõ òåõíîëîã³é, êîòð³ êooðäèíóþòü ðoçâèòoê iíôðàcòðóêòóð iíôoðìàöiéíoão
çàáåçïå÷åííÿ â oðãàíàõ ìicöåâoão càìoâðÿäóâàííÿ, ðoçðoáëåííÿ ïocëóã, âïðo-
âàäæåííÿ i ïiäòðèìêó åëåêòðoííoão óðÿäóâàííÿ. Òàêoæ äî êîìïåòåíö³¿ öèõ öåíòð³â
íàëåæàòü êîíòðîëü çà ÿêicòþ íàäàâàºìèõ ïocëóã, êoícóëüòóâàííÿ i íàâ÷àííÿ ïðà-
ö³âíèêiâ oðãàíiâ càìoâðÿäóâàííÿ ç ïèòàíü iíôoðìàöiéíèõ òåõíîëîã³é [10, ñ. 68–
69].

Îòæå, âèâ÷åííÿ çàðóá³æíîãî äîñâ³äó âïðîâàäæåííÿ â ïóáë³÷íî-ñåðâ³ñíó
ä³ÿëüí³ñòü îðãàí³â âëàäè ñó÷àñíèõ ²ÊÒ çàñâ³ä÷èëî, ùî çà êîðäîíîì óæå äàâíî
óñï³øíî âèêîðèñòîâóþòü ²íòåðíåò-ðåñóðñè äëÿ íàëàãîäæåííÿ âçàºìîä³¿ îðãàí³â
ïóáë³÷íî¿ âëàäè ç íàñåëåííÿì. Öå äîçâîëÿº, ñåðåä ³íøîãî, íàáëèçèòè äî ñïîæèâà÷³â
îäåðæàííÿ ÿê³ñíèõ àäì³í³ñòðàòèâíèõ ïîñëóã ó çðó÷íèé òà äîñòóïíèé äëÿ íèõ
ñïîñ³á.

Êð³ì òîãî, äåðæàâí³ óñòàíîâè, ùî óñï³øíî âïðîâàäæóþòü ïðîãðàìó åëåêòðîí-
íîãî óðÿäó, îòðèìóþòü òàê³ ïåðåâàãè: â³äêðèò³ñòü ³ øèðîêå îõîïëåííÿ ô³çè÷íèõ
òà þðèäè÷íèõ îñ³á ÿê ñïîæèâà÷³â ïîñëóã; îð³ºíòàö³ÿ íà ïîòðåáè ñïîæèâà÷³â; ñè-
ñòåìíà ³íòåãðàö³ÿ ïîñëóã; ïàðòíåðñòâî ì³æ äåðæàâîþ ³ ïðèâàòíèì ñåêòîðîì ùîäî
îáñëóãîâóâàííÿ ñïîæèâà÷³â [5, ñ. 11].

Íàâåäåí³ ñóäæåííÿ ïîêàçóþòü, ùî åëåêòðîííå óðÿäóâàííÿ º íå ïðîñòî òåõíî-
ëîã³÷íèì ð³øåííÿì, à êîíöåïö³ºþ çä³éñíåííÿ ïóáë³÷íîãî àäì³í³ñòðóâàííÿ ÿê
åëåìåíòó ìàñøòàáíîãî ïåðåòâîðåííÿ ñóñï³ëüñòâà.

Òàêèì ÷èíîì, ïðîâ³äí³ êðà¿íè ñâ³òó ðîçïî÷àëè ðîçðîáêó òà ðåàë³çàö³þ
íàö³îíàëüíèõ ïðîãðàì ôîðìóâàííÿ ³íôîðìàö³éíîãî ñóñï³ëüñòâà, ïð³îðèòåòîì ó
ÿêèõ º ñòàíîâëåííÿ åëåêòðîííèõ óðÿä³â, âäîñêîíàëåííÿ ³íôîðìàö³éíî-êîìóí³êà-
ö³éíèõ òåõíîëîã³é ³ âñòàíîâëåííÿ äîâ³ðè äî íèõ ñóñï³ëüñòâà. Ïðè öüîìó, â ïðîöåñ³
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ïîáóäîâè åëåêòðîííîãî óðÿäó ãîëîâíà óâàãà ïðèä³ëÿºòüñÿ åëåêòðîííîìó äîñòóïó
äî áàçîâèõ ïóáë³÷íèõ ïîñëóã, à íàéá³ëüø çðó÷íîþ ôîðìîþ åëåêòðîííî¿ âçàºìîä³¿
êîðèñòóâà÷³â ïóáë³÷íèõ ïîñëóã ç îðãàíàìè âëàäè º ºäèíèé íàö³îíàëüíèé ïîðòàë
ïîñëóã. Âîäíî÷àñ ñë³ä çâàæàòè íà òå, ùî íàäàííÿ àäì³í³ñòðàòèâíèõ ïîñëóã ÷åðåç
åëåêòðîíí³ çàñîáè çâ’ÿçêó ìàº äîïîâíþâàòè, à íå çàì³íÿòè ñîáîþ ³íø³, òðàäèö³éí³
êàíàëè êîìóí³êàö³¿ ùîäî îòðèìàííÿ ïîñëóã (ÿê-îò: çà òåëåôîíîì, ïîøòîþ ÷è
øëÿõîì áåçïîñåðåäíüîãî çâåðíåííÿ), ÿê³ íàäàë³ ìàþòü óäîñêîíàëþâàòèñÿ.
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MODERN INFORMATIONAL AND COMMUNICATION TECHNOLOGIES
IN PUBLIC SERVICE ACTIVITIES: FOREIGN EXPERIENCE

The article investigates the role of modern information and communication
technologies for improving public service activities. This question is considered on
the example of state authorities of several foreign countries.

Studying foreign experience in the implementation of government activities of
modern information and communication technologies has shown that the Internet
resources are successfully used abroad for a long time to establish interaction between
government agencies and the public, which, among other things, allows consumers to
receive quality administrative services in a convenient and accessible form.

In addition, government agencies that successfully implement e-government
programs receive the following benefits: îpenness and wide coverage of individuals
and legal entities as consumers of services; orientation to the needs of consumers;
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system integration of services; a partnership between the state and the private sector
on customer service.

The leading countries of the world have initiated the development and
implementation of national programs for the formation of the information society, the
priority of which is forming of e-government, enhancement of information and
communication technologies and establishment of trust in society. Electronic governance
is not just a technological solution, but serves as a concept for implementing public
administration as an element of a massive transformation of society. At the same time,
in the process of building an e-government, the main attention is paid to electronic
access to basic public services, and the only convenient form of electronic interaction
of users of public services with authorities is the single national service portal. At the
same time, it should be borne in mind that the provision of administrative services
through electronic communications should complement and not replace other traditional
communication channels for receiving services (such as by telephone, post or direct
access), which in the future should be improved.

Keywords: public service activities, administrative services, information and
communication technologies, electronic government, national (governmental) portal
of services, foreign experience.
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