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1. MEXAHI3MMU VITPABJIIHHS SIKICTIO HAJJAHHS ADMIHICTPATMBHUX ITOCJIYT CEPBICHHMMU LIEHTPAMU
MBC YKPAIHU

2. Mechanisms for quality management of public services provided by service centers of the Ministry of Internal
Affairs of Ukraine

Pedepar:

1. Incepranist Ha 3006YTTSI HAYKOBOTO CTYIE€Hs KaHIMaTa HayK 3 Jep>KaBHOTrO yIIpaBJliHHA 3a CIlelia/lbHiCTIo
25.00.02 - mexaHi3aMu Jep>kaBHOTO yIpaBJliHHA. — HallioHanpHU yHiBepcUTET «UepHiriBcbKa MOJliTeXHIKa». —
YepwHiris, 2021. lucepTal;iio NPUCBSIYEHO PO3pOOLi TEOPETUYHUX MI0JI0KEHb, METOIUYHUX MiIXOiB i TPaKTUYHUX
PEKOMEHALN 00 BAOCKOHAJIIEHHSI MEXaHi3MiB YIIPaBJIiHHSA SIKICTIO HAJAHHS aAMiHICTPAaTUBHUX [TOCJIYT
cepBicHuMHU LieHTpamu MBC Ykpainu. Y po6oTi 06IpyHTOBAaHO TEOPETUYHE MiAIPYHTs iHCTPYMEHTapilo OLiHKU
SIKOCTi HaJJaHHS aJMiHICTPaTUBHUX IIOCJIYT B [IisSIbBHOCTI CEPBICHUX LJEHTPiB. BU3HaU€HO OCHOBHI NOHATTA y cepi
HagaHHA nocyr. [To6yoBaHO CxeMy JIOTiYHUX 3B'SI3KiB IIOHATIHHO-KAaTeropiaJbHOrO anapary Aep>kaBHOTrO

VIIPaBJIiHHS B YaCTVHI BUBHAYEHHS MEXaHi3My YIIPaBJIiHHA SKiCTIO HaJlaHHS aJMiHiICTPAaTUBHUX ITOCIIYT.



OxapaKTepr30BaHO CTAaHIAPTH SIKOCTi aIMiHICTPATUBHUX NOCIYT. Ha OCHOBI cuctemaTu3salii 3apy6i’KHOTO JTOCBify
IIOZ0 YIIPaBJIiHHSA SIKiCTIO HAZJaHHS aIMiHICTPAaTUBHUX IIOCHYT OYJIO OBEIEHO AOLINBHICTD I0r0 BIIPOBA/I>KEHHSI B
IisipHiCTb cepBicHUX 1eHTpiB MBC Ykpainu. [JocigkeHo i cucTeMaTU30BaHO HOPMaTUBHO-IIPABOBY 6a3y
PeryJIoBaHHS SIKOCTi HalaHHS aAMiHICTPaTUBHUX NOCJYT cepBicHMMU HeHTpamu MBC Ykpainu. [neHtugikoBaHo
OCHOBHI [1IepCIIEKTHBY [OAABLIIOrO PO3BUTKY 3aKOHOIABYOTO 3a0€31eYeHHs TPOLeCiB HalaHHS aJMiHICTPaTUBHUX
nocyyr. BusHaueHo ocHOBHI QyHKIIii Ta afiMiHICTPaTHUBHI IIOCJIYTY perioHasbHUX cepBicHUX 1eHTpiB MBC Ykpainu
Ha IpUKJIafi poboTU CepBiCHUX LIEHTPiB B UepHiriBchKil 0671acTi. 3alpOIIOHOBAHO TEOPETUKO-METOLOJIOTIUHY
KOHCTPYKLiI0O MEXaHI3MiB yIIpaBiIiHHA AKICTIO HAJJaHHS aJMIHICTPAaTUBHUX IIOCJYT CepBicHUMU LeHTpamu MBC
Yxpainu. [IpoaHanizoBaHO AisbHICTE cepBicHUX LeHTPiB MBC Ykpainu. BusHauyeHO OCHOBHI TeHEHLIii yIIPaBIiHHS
SKICTIO HaJaHHS aIMiHICTPATUBHUX I1OCJIYT. 3aIIPOIIOHOBAHO OCHOBHI KPUTEPIi OL[iHIOBAaHHS SKOCTI IOCJYT i
PO3p006JIEHO MOJIOKEHHS. MOHITOPUHTY SIKOCTi HaJIaHHS a[IMiHiICTPAaTUBHUX [IOCJIYT CEpBiCHUMU LieHTpamu MBC
YKpaiHn.

2. Thesis for a Candidate of Sciences in public administration on a specialty 25.00.02 - mechanisms of public
administration. - Chernihiv Polytechnic National University. - Chernihiv, 2021. The thesis is devoted to the
development of theoretical provisions, methodological approaches and practical recommendations for improving
the quality management mechanism of public services provided by the service centers of the Ministry of Internal
Affairs of Ukraine. The assessment of the quality of service provision is, in fact, an inspection of the activity of the
entity providing services for compliance with the result of the provided service to the officially established
requirements. It requires a comprehensive approach to solving the tasks. In particular, streamlining the system of
public services requires a systematic approach, improving the procedure for their provision - the process
approach, selection, training, staff competence. One of the basic bases for formation of methodology of an
estimation of activity of service centers and quality of services can be the operating quality management system
ISO 9001. The basic principle of this system is orientation on needs and expectations of customers provided by
creation and functioning of the client-oriented system of rendering of services. receiving feedback and comments
and takes into account the comments and suggestions of customers. The scheme of logical connections of the
conceptual and categorical apparatus of public administration in the part of definition of the mechanism of
management of quality of rendering of public services is constructed. The paper substantiates the theoretical basis
of the tools for assessing the quality of public services in the activities of service centers. The basic concepts in the
field of service provision are defined. Quality standards of public services are characterized. Public services are
divided into state and municipal, they can also be paid and free, social, business, registration and so on. An
important aspect of providing services is their quality. When assessing the quality of services, you can use
parameters such as openness and transparency; efficiency and timeliness; availability of information on the
provision of public services; rational minimization of the number of documents and procedural actions that are
necessary to obtain public services; accessibility and convenience for the subjects of appeals. The principles on
which the provision of services is based are: efficiency, timeliness, accessibility, convenience, openness, respect,
professionalism. Many methods are used to assess the quality of service delivery, from surveys to internal and
external audits. Based on the systematization of foreign experience in quality management of public services, the
feasibility of its implementation in the service centers of the Ministry of Internal Affairs of Ukraine was proved. The
normative-legal base of regulation of quality of rendering of public services by service centers of the Ministry of
Internal Affairs of Ukraine is investigated and systematized. The main prospects for further development of
legislative support of public services are identified. The main functions and public services of the regional service
centers of the Ministry of Internal Affairs of Ukraine are determined on the example of the work of the service
centers of the Chernihiv region. The theoretical and methodological construction of mechanisms for quality
management of public services provided by service centers of the Ministry of Internal Affairs of Ukraine is
proposed. The activity of service centers of the Ministry of Internal Affairs of Ukraine is analyzed. The main trends
in the quality management of public services are identified. The main criteria for assessing the quality of services
are proposed and the provisions for monitoring the quality of public services provided by the service centers of the
Ministry of Internal Affairs of Ukraine are developed. There are five most common criteria by which consumers



assess the quality of service, namely: reliability or ability to perform the promised service in a predetermined
period S friendliness, ie the desire and willingness of employees to provide service; security, ie customers must be
confident in the professionalism of the service provider; mutual understanding with customers is defined as care
and personalized attention given to customers; Evidence takes into account the physical aspects of the service,
such as the means of service, the appearance of the staff, the tools or equipment used to provide the service, the
physical embodiment of the service and the availability of other customers.
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