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Dear friends!
Colleagues!

I sincerely greet everyone who holds in their hands this extremely important document –
Standard requirements to customer service quality of administrative service centres (ASCs).
Administrative services became routine procedure that we commonly engage in when we
need to register or de-register our place of residence, sign our children up for a kindergarten, register our own business, receive various permits, etc.
ASC’s work quality determines the level of the citizens’ trust to the authorities, which
directly depends on how the government performs its functions, where providing administrative service holds one of the key positions.
ASCs visitors are looking not only to obtain the necessary document, but also to receive
it in time, in high quality and according to a clear procedure. This is one of the main tasks
in administrative services reform, conducted by the Ministry of economic development
alongside with international and Ukrainian NGOs, projects and experts.
At the same time, the most important resource of the ASC is its people, who should communicate with the customers politely, find solutions to the issues that the visitors apply
with promptly and on a high professional level.
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We put together the best practices and knowledge into comprehensive system that contains self-improvement and self-management of ASC administrators, professional intuition and creative thinking, reconstruction of their individual mindsets and stereotypes as
to the provision of administrative services in accordance with modern expectations and
requirements of the citizens and business sector. Maintaining the standards set out in this
manual will significantly improve the level of efficiency and customer service culture, will
form a citizen-centric approach to the work of ASC staff, and efficient control over the
quality and terms of providing services to the visitors.
Thise way of functioning will bring Ukrainian centres to European and international standards and practices of providing administrative services, promote a positive image of the
ASC among citizens and business sector, restore trust to the authorities in general.
The performance of ASC administrators will be associated with professionalism, and the
administrators themselves will become advisers and counsellors to entrepreneurs and
citizens, they will become high-quality professionals that promote better conditions for
business activity, life of the public and development of the economy with their work.
The standards will at the same time become a tool for the adaptation of new employees
at the workplace, will enable us to clearly structure the process of service provision in
Ukraine.
These are not simply convenient and clear rules, instructions or recommendations as to
the service quality for the visitors of ASC. The standards that we have developed are a
new philosophy in the interaction between the government, business and the public in
administrative services provision.
So I am expressing my gratitude to all the ASC employees and all those who are working
on this reform and through their work advance Ukraine to leadership in the quality of
providing administrative services.

First Vice-Prime-Minister of Ukraine –
Minister of economic development and
trade of Ukraine

Stepan KUBIV
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INTRODUCTION
Standard requirements to the customer service quality of administrative service centres (hereafter, Standard) were developed with the main goal of significant improvement in the service culture and work efficiency of administrative service centres (hereafter, ASCs) which will improve satisfaction of the
ASC customers.
An important component of the ASC work is creation of its positive, unique
reputation.

WHY ARE THE STANDARDS NEEDED
AND WHAT DO THEY PROVIDE?
Every ASC is the face of the local authorities. Thanks to the Standard which will be effective
in all of Ukraine, the visitors will know what service they can expect in each ASC of the
country. Quite often, when dealing with the local authorities, a person may feel not confident,
and the Standard will help the ASC administrator to make his/her stay more comfortable.
The main aim of the Standard is to guarantee that the visitor, irrespective of which
ASC administrator he/she is dealing with, receives the service of the highest quality.
The norms and regulations established in this Standard aim to:
• create comfortable conditions and a friendly attitude to the visitor;
• form and support a positive image of the ASC.
By using the information set out in the Standard, the administrator will be able to clearly
and correctly build his/her dialogue with the customer, so that the latter is satisfied.
The Standard is a mandatory tool for the adaptation of new employees in the staff. It
allows for a clear structuring of the working process with the visitors when servicing them.
Maintaining the Standard builds ASC image, and a positive image evokes visitors’ trust.
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The Standard is a collection of rules, requirements and recommendations as
to high-quality service of the customers of administrative service centres.
The Standard was designed with due regard to the current legislation and
best practices in the implementation of such standards by administrative
service centres in different regions of Ukraine.
The Standard regulates the administrators’ activity in administrative service
centres within the process of customer service.
The Standard is recommended for use in all administrative service centres
of all levels across all of Ukraine.
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STANDARD OF CUSTOMER
SATISFACTION
IMPLEMENTATION
TARGETS
1. Citizen-centric approach
in service provision:
• client-oriented corporate culture development;
• “improvement of customer service quality” is included in the list of strategic performance
objectives;
• introduction of changes to the ASC personnel motivation system in order to maintain
a client-oriented approach by including the service quality indicators and the customer
service to the system of administrators’ key performance indicators.

2. Customer service
quality improvement:
•
•
•
•

maintaining the customer service standards;
infrastructure of on-site and distance services development;
development of communication channels with the visitors;
enhancement of business processes of interaction with visitors, maintaining unified principles
of such interaction when providing services;
• process automation of customer service;
• development of communication channels between the administrators inside the ASC and
automation of information exchange processes between the administrators and the subjects
of service provision for the purpose of reducing the servicing period and service quality
improvement;
• organization of a comprehensive approach to customer service by means of
designing additional services.

3. Creation of service terms
and quality control system.
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4. Organization of regular
“feedback” from customers:
• problematic issues detection during the interaction with customers on the basis of the
analysis of statistical reports and results of various surveys;
• a corrective measures plan development and its implementation for the service quality
improvement.
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1.1

PERSONAL STANDARDS
OF A GOOD-QUALITY
SERVICE

The administrator’s high culture components of communicative standards with the visitors
(customers) include: courtesy, tactfulness, politeness, friendliness and even temper.

In order to provide equally high quality of service in all ASCs, proper attention should be
paid to the six main personal standards of a good quality service:
friendliness;
competence;
appearance and the condition of
corporate uniform (if introduced);
individual approach;

calm behavior in non-standard
situations;
neatness and accuracy when
providing services.

FRIENDLINESS

COMPETENCE

• Smile, open posture, facial expression
and gestures must demonstrate the
administrator’s openness and goodwill,
positive attitude in communication;

• The administrators’ competence plays
a major role in the formation of the
ASC visitors’ impression. Hence, the
administrator should:

• Desire to help and be useful, this
means to always show interest in solving the problems that the customers
have, as well as be ready to provide a
professional consultation;

• know the list of services provided at
the ASC;

• Greet every visitor with a smile
and always maintain a professional approach, be polite, treat the visitors’
problems as one’s own.

• have the information as to the procedure and requirements to administrative services provision and convey it to
the visitors (consult, help to fill in the
application for the service, review the
fullness and accuracy of the additional documents submitted);
• know and/or have ready the phone
numbers of the subjects of providing
administrative services.
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APPEARANCE AND THE CONDITION OF CORPORATE UNIFORM
• The appearance of the employees (clothes, jewellery, make-up, hairdo) must be appropriate
to social and business standards.
• Corporate clothes must always be neat (including a name tag and/or other identification
tags if applicable), clean and ironed. The shoes must be of the appropriate type, clean and
in a good condition.

INDIVIDUAL APPROACH
• To combine high service standards and individual approach to each customer without exceptions.
• To be able to find an approach to each customer (it is utterly important to know how to work
with people with special needs, as well as elderly people, people with disabilities, mentally
disturbed people, parents with children etc.).
• To be able to correctly determine the needs of each customer.
• To answer the customers’ requests in a timely manner and efficiently, and respond to their
petitions.

CALM BEHAVIOR IN NONSTANDARD SITUATIONS

NEATNESS AND ACCURACYWHEN PROVIDING SERVICES

• Never to argue, to be polite and not to
start discussions with the visitors.

• To be polite and attentive when talking
to customers.

• To solve the problems that the customers
have in as little time as possible, thus preventing conflicts.

• Immediately inform the manager of the
ASC of cases of any campaigning activity and distribution of printed materials, of suspicious-looking people and
objects, of cases of any inadequate behaviour inside the ASC.

• To stay calm and professional in any nonstandard situation.
• In front of the customers, to communicate with colleagues appropriately and
politely, always remain in a positive mood
when solving any problems, not to discuss the customers and not to evaluate
their actions, not to judge them.

• To be careful with the facilities at the
workplace, kitchen, common room etc.
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1.2

CUSTOMER INTERACTION
PRINCIPLES
ACCESSIBILITY PRINCIPLE
• Territorial accessibility guarantees that the customers receive highquality and timely service irrespective of their place of permanent or
temporary residence (except for cases stipulated by applicable law)1;

• Organisational accessibility - the customers may not be denied the requested service if
they have met the requirements for this service.
• Informational accessibility guarantees that the customers receive full and trustworthy
information about all the administrative services provided by the ASC.
Informational interaction with the visitors (informational accessibility) may be in the forms of
collective and individual informational interaction.
Collective informational interaction amounts to informing the customers of issues connected
with the process of administrative services provision by placing the information in the ASC
(namely, on information stands), at the respective portals and/or official websites of the centres and resources www.poslugy.gov.ua, www.my.gov.ua, www.me.gov.ua, www.cnap.in.ua.
Individual informational interaction amounts to providing consultations at the customers’ requests. Information directly related to the services provided to them must be provided upon the first demand of the client irrespective of the information channel and in a manner
convenient for the customer.

PRINCIPLE OF GOOD
QUALITY SERVICE
Organisation of all service forms is provided by a high level of qualification and competence
of the staff.

1
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List of ASCs (local departments, remote locations for the work of administrators) can be found by the link
www.poslugy.gov.ua, www.me.gov.ua, www.cnap.in.ua

FEEDBACK PRINCIPLE
The customers must be guaranteed to receive timely information about the
results of the service and answers to any requests.
When interacting with the customers, the administrators must adhere to the current legislation, as well as decrees of the local self-governance bodies, adopted within competences.
Depending on the interaction between the
customers and the ASC, feedback can be
divided into:
• active (independent initiative of the customer to provide their opinion about the
service quality, adherence to the procedure of being serviced at the ASC);
• passive (the administrator addresses the
customer in order to find out how satisfied they have been with the service).
By the manner of expression feedback is
divided into:

Feedback can be collected in the following
ways:
• oral and written requests by the customers (including comments in the “Customer feedback book”);
• requestsbytelephone,includingrequests
sent by facsimile transmission;
• virtual reception desk, personl account and
/ or other interactive communication tools;
• e-mail;
• social networking pages.

• complaints;
• proposals;
• comment of the performance.
The customers must be able to apply through any channels free of charge. ASC employees
systematise and analyse all the complaints, proposals and feedback sent by the customers.
At the customer’s option, replies to their complaints, proposals, requests are sent through
any communication channel they indicated (post, telephone etc.). Furthermore, the terms for
replies must meet the time-frames determined by legislation.
To find out the opinion of the customers about the quality of service, surveys, questionnaires
etc. are held regularly.
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IMPARTIALITY PRINCIPLE
The customers must be provided with an objective and impartial review of
their requests and complaints as early as possible.

PROMPTNESS PRINCIPLE
The technological process of administrative services and how it is maintained
must ensure the customers’ minimum waiting period to receive them.

PRINCIPLE OF BUSINESS PROCESSES
TRANSPARENCY
Business processes of services are formalised, described and transparent in
order to provide monitoring and management of interaction with customers.
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1.3

CUSTOMER INTERACTION
SCOPE

Efficient interaction with customers is characterised by the following parameters:
• individual approach to every customer;
• minimising the time to receive a service;
• quickly response to complaints and
elimination of the flaws detected in
the work;
• fullness, relevance and trustworthiness
of the information about all the administrative services provided through ASC;
• provision of information to customers through various communication
channels/means (multichannel performance);

• consistency of requirements to the
quality of services provided;
• maintaining the established terms for
all the interaction procedures;
• opportunity to receive a whole set of
services in any local department / remote
workplace for the ASC administrator.

The following service quality indicators are proposed:
fullness, relevance and accessibility
of information about the volume,
procedure and cost of the
service is characterised by the
“Informativeness” indicator;
the performance of all the procedure
within the time-frames established
by normative acts, including review
of the customers’ complaints, is
characterised by the “Diligence”
indicator;

availability of efficient feedback
with customers that allows solving
the problems that occur, including
those that are connected with
the cost of services provided in
the shortest terms possible is
characterised by the “Feedback”.

Procedure of grading and application of the marks for the “Informativeness”, “Diligence”,
“Feedback efficiency” indicators must be regulated by a separate internal organizationalregulatory document.
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1.4

ADMINISTRATORS’
APPEARANCE
(STANDARD REQUIREMENTS)

Making sure the administrators’ appearance is neat is a prerequisite for work with
customers. Administrators’ neat appearance and corporate uniform (if introduced)
creates a positive impression with the customers and is a component of the ASC image.
Administrator’s appearance and hairdo must be neat.
Shoes, accessories and jewellery must match the style and the colour scheme of the
suit. Administrators must keep their personal hygiene.

STANDARD

NOT PERMITTED
CLOTHES

1. The administrator wears only corporate uniform of a standard pattern
(if introduced). The clothes must be
clean and ironed.
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1. To wear clothes that are not corporate (in case corporate uniform
is introduced) and not prescribed
by the standard requirements.

2. The administrator must maintain the
uniform clean and neat before each
turnout and throughout the day.
3. In case no corporate uniform is introduced, administrators must maintain
the following dress code.
• FOR MEN. Monochrome business
suits of classical black, dark grey
or dark blue colours should be preferred. The jacket may not be worn
in hot weather. The tie, the shoes,
the socks must match the style and
colour scheme of the suit. The colour of men’s shirt must be white or
light blue. The socks must be monochrome without coloured details or
speckles.

2. To wear dirty, wrinkled, untidy
clothes.
3. To roll up the trousers or sleeves of
the outer garments.
4. To be at work wearing sports or jeans
clothes, a sleeveless shirt, sports
shoes, slippers etc.
5. To put on brightly coloured suits or
jackets (red, yellow, turquoise etc.).
6. For female employees to be at work
in clothes that are too open (bathing suits, sleeveless clothes, summer
dresses, sundresses, including ones
with deep (open) décolletage), irrespective of the season.

• FOR WOMEN. Monochrome business suits with a skirt or trousers,
a blouse with a skirt or trousers, a
modest office dress, business (not
sports) knitted garments should
be preferred. The tights should be
black, brown or flesh-colour.
4. SHOES. For men - closed shoes within the colour scheme of the suit or
trousers. For women - comfortable
shoes with a closed heel not higher
than 3-4 cm.
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STANDARD

NOT PERMITTED
ACCESSORIES

1. It is obligatory to have a name tag with
the name (in large letters), last name
(in small letters) and position.
2. Permitted jewellery includes a wedding ring and small-sized earrings (for
women).

1. To be inside the ASC without a name
tag.
2. Excessive amount of jewellery.
3. To wear jewellery on top of the clothes.
4. To wear accessories that are not prescribed by the standard requirements
of corporate uniform (sunglasses,
caps, peaked caps, bandanas, sleeveless jackets etc.).
5. Tattoos or piercing objects not covered with clothes without approval of
the ASC manager.
6. To wear objects that are too large, are
protruding or jingle in the pockets.
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STANDARD

NOT PERMITTED

HAIRDO, MAKE-UP, MANICURE
1. Women’s long hair must be tied in a
ponytail or a plait and pinned together.

1. To use excessive make-up, have bright
manicure.

2. The hairdo must be neat, complement
the style of the corporate uniform (if
introduced).

2. Dirty, uncombed hair.

3. The hair must be clean and combed.

3. To wear flamboyant hairdos, to dye
hair in unnatural colours (green, blue,
orange etc.).

4. Men’s hair must be cut shortly so that
it does not reach the collar of the shirt
(otherwise by the approval of the ASC
manager).
5. Men must be shaved, the moustache
and the beard must be neatly trimmed
(otherwise by the approval of the ASC
manager).
6. The nails must be kept tidy and clean.
7. Women may have a moderate “day-time”
make-up, natural colours manicure.

SMELLS / PERFUME

1. It is allowed to use perfume and other
personal hygiene products, but only with
moderate, not acrid smell.
2. It is necessary to make sure that no tobacco smell remains after smoking.

1. To smell with tobacco, onion, garlic,
sweat, alcohol etc.
2. To use perfume, eau detoilette, deodorant excessively.
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1.5

START AND END
OF THE WORK DAY
(STANDARDS/PROHIBITIONS)

STANDARD

NOT PERMITTED
START OF WORK

1. The administrator works in accordance with the established working schedule (it is recommended to
provide one lunch break and two
15-minute breaks).
2. The administrator must come to
theASC 20-30 minutes prior to the
opening time (except for special instructions of the ASC manager).
3. After arriving at the ASC the administrator changes his/her clothes and
puts on the corporate uniform (if
introduced) and makes himself/herself ready for the working day.
4. The administrator is obliged to inform
the ASC manager of his/her inability
to come to work or of delays because
of legitimate reason (illness, exceptional family circumstances) at least
30 minutes prior to the beginning of
the working day.
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1. To be late for work.
2. To turn up to work intoxicated or
under the influence of narcotic,
chemical substances.
3. To “forget” to inform the ASC manager in advance of absence from
work or delay for legitimate reasons.
4. To be absent from work without
good reason.

STANDARD

NOT PERMITTED

EXAMINATION OF THE “RESPONSIBILITY ZONE”
(working place)
1. Administrator examines his/her
working place before starting to
work and keeps it clean and in order
throughout the working day.
2. The received documents (including
seals, electronic signatures) are to be
stored responsibly (for example, in
a safe).

1. To have the desk in disorder.
2. To keep personal things on the desk.
3. To
keep
on
the
desk:
• magazines,
newspapers that are not directly related to official operation;
• clothes, dishes, make-up etc.
4. When absent from the desk, to leave
the documents on the desk or in another visible place (documents must
be put into a drawer or a safe).

WORKING PROCESS
1. To use the internet exclusively for
business purposes.

ENDING THE WORK
1. The administrator prepares his/her desk
for the next shift (in case this working
schedule is introduced).

1. To leave one’s desk without
the permission of the ASC manager.

2. The administrator participates in general
debriefing of the day that is conducted
by the ASC manager (if this form of
working with staff is introduced).
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1.6
1.6.1

CUSTOMER
SERVICE
PROFESSIONAL COMMUNICATION RULES

Communication with customers must always be friendly and open on the administrator’s
side. Administrators must always maintain the rules of professional communication with
the customer:

Rule # 1. Always greet the visitor
Any address to the customer should start with the words - “Hello” or “Good afternoon
(morning, evening)”. Even if the visitor has first asked a question, it is necessary to greet
him/ her, and only then answer the question.

Rule # 2. Smile
You should smile sincerely, because the customer always senses stiffness and falsehood.
An attractive and sincere smile always improves the mood and helps to create a favourable
impression of the ASC employees overall.

Rule # 3. Be patient, know how to listen
When communicating with customers it is necessary to know how to listen. When the
customer is speaking, it is not allowed to interrupt them or raise objections. If the visitors
raise objections on any pretext, they should be given an opportunity to speak their mind.

Rule # 4. Be attentive, know how to hear
It is necessary to attentively listen to what the visitors say, so that you would not miss the
message. When listening, it is necessary to look the visitors in their eyes, nod with one’s head
and answer the questions that have been asked.
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Rule # 5. Provide full and exhaustive information within one’s competence
The visitor’s possible questions should be anticipated. One should provide full and
exhaustive information, anticipating possible additional questions by the visitor.

Rule # 6. Do not say “no” and “I do not know” to the customer
You should avoid saying “no”. Such replies may upset the customer. You should offer him/her
alternative solutions.
The answer “I do not know” indicates lack of professionalism. If you do not know the answer
to the question, you should explain who the customer can ask or swiftly find the answer from
a competent expert and provide it to the customer.

Rule # 7. Prevent disputes
You should avoid arguments, as they will not bring any benefit and most commonly upset the
visitors. You should remember that the customers have a right to have their own opinion, and
it is much more important to listen to it than to argue.

Rule # 8. Say good-bye to the visitors
The customers should be able to understand that they do not just hear a text which is
reproduced mechanically, but that they are the ones to whom this “good-bye” is addressed.

23

Chapter I. DUTIES OF ADMINISTRATORS

1.6.2

COMMUNICATION MANNER

Appearance and behaviour of the administrator during the first 30 seconds of communication actively form the customers’ first impression, demonstrate interest and respect,
reflect the level of discipline and order at the ASC. To make sure that the customers form
a favourable impression of the work of the staff, each employee must remember and follow these rules of behaviour.
It is important to maintain workplace discipline and the internal rules of conduct.
The ability to professionally communicate with visitors is a prerequisite for good-quality
service. But at the time when the administrator does not come in direct contact with the
visitors, the latter are influenced by his/her appearance and demeanour. That is why each
administrator needs to follow the rules of conduct at the workplace and must not get
distracted from performing their work.

It is STRICTLY prohibited:
• to eat, chew a gum, suck lozenges, nimble
sunflower seeds or nuts in the workplace;
• to drink alcohol during the working day;
• to read books, magazines or other
literature which is not directly related
to the work or duties that are being
performed;

• to watch TV programmes, films or check
one’s social networking accounts etc.;
• to speak with the colleagues on nonprofessional topics in front of the
customers;
• to speak in the workplace about nonprofessional topics on the cellphone or
office telephone (personal conversations
are allowed exclusively in the absence of
customers).

It is necessary to mind one’s pose, posture, gestures when talking to visitors. When talking
to visitors, the posture and the demeanour must stress the readiness and desire to provide
assistance. A smile, a friendly look, an open and upright posture are meant in this case.
You should use gestures that express friendliness, avoid chaotic gestures (fidgeting with
something in one’s hand, pulling at something, biting on the pencil etc.).
When listening to the visitors, you should slightly nod as they express each subsequent
opinion. Match the customers’ manner of speaking (speed, volume of speech).
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1.6.3

•

SETTING UP FOR THE WORK DAY

INFORMATIONAL SUPPORT

The administrator must set up for himself/herself (or this could be done in a centralised
manner at an ASC) “a legislative reference” that contains information (including information
cards) needed to provide administrative services.
The administrator must follow the changes in legislation as to the procedures of
administrative services and constantly upgrade their skills.
The ASC management may introduce daily updates (for example, via short e-mails/
messages to the administrator’s account, or during 5-15-minute-meetings) on the news in
the administrative services sphere.

•

PSYCHOLOGICAL SUPPORT

Psychological mindset to work is very important. The visitor immediately senses the
administrator’s good or bad mood. The administrator must have a positive mindset.
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1.6.4

SERVICING THE CUSTOMERS

WORK OF THE RECEPTION
• Meeting, greeting visitors
Greeting visitors displays politeness, attention and welcomes everyone to communication.
We let the visitors know that we are happy to see them and are ready to consult/help them
to receive a service.
The greeting must be friendly, sincere and with a smile! When greeting visitors, you must keep
an eye-contact! When addressing visitors, it is necessary to exclusively use “SIR/MADAM”,
irrespective of their age and social status.

EXAMPLES OF GREETINGS:
“Good afternoon (morning, evening)!”
“Good afternoon, we are happy to welcome you
at our Centre!”
“Good afternoon, my name is...”
“Welcome!”
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Here you can also use an
individual, unconventional
approach to visitors.

• Detecting the visitors’ need
The main tool to detect the visitor’s need is a QUESTION. Only questions which are correctly
asked will help to understand what the visitors want.

ACTION
Determining the
visitors’ problems

EXAMPLE OF ADDRESS
“At your service...”
“How may I help you? ”
“What is your issue of concern? ”

When servicing the customers, you should listen to them without interrupting them. Clarifying
questions should be asked only after the visitor has finished speaking.
When speaking to visitors, you should be active and attentive.
Non-verbal means are recommended to be used during communication: nodding your head
in response, looking in the eye, open gestures etc.
Active listening skills:

Algorithm of
active listening

Examples of phrases

Encouraging or displaying
understanding and accord
with visitors

Listen to the interlocutor attentively, saying in edgeways
“yes”, “I see”, “um-hum”, “certainly”. Introductory phrases:
“Yes, I understand you”, “Yes, of
course”, “I have heard you”

Word-for-word
repetitions

Introductory phrases:
“As far as I understand you...”
“You believe that...”

Summarising

Introductory phrases:
“So, you would like to...”

Note
The interlocutor
is convinced that
he/she is being
listened to and
his/her opinion is
shared
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Algorithm of
active listening

Examples of phrases

Interpretation

Introductory phrases:
“Judging from what you said, you
are interested in...”

Clarification

Introductory phrases:
“This is very interesting, could
you clarify...”; “Could you tell me
in more detail / more...”;
“Could you, please, prompt...”;
“Could you, please, clarify...”.

Note

When detecting
the visitors’ needs,
it is recommended
to use words
that stress your
politeness

How NOT to make contact with the visitor:

Administrator’s question

1. “May I NOT help you?”;
2. “Can I NOT help you?”.

1. “No, you can’t”;
2. “No, thanks”.

1.
2.
3.
4.

1.
2.
3.
4.

“Any help needed?”;
“Need a cue?”;
“Ask!”;
“What’s your interest?”.

“So, you are interested in?...”
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Visitors’ responses

“Help me financially”;
“Nothing, thanks”;
“It sounds like an order”;
“Nothing”.

“No”

RECOMMENDED EXAMPLES of “first phrases” of greeting visitors:

First phrase

Notes / situation

“Good afternoon!...”
“...How could I be of any
assistance to you?”

1. Has a good effect on a more advanced age group
2. When the visitor initiated contact with the administrator

“...What exactly are
you interested in?”

This phrase suits well if we see that the visitor is clearly
looking for something and cannot find his/her way around
the ASC resources (by verbal and non-verbal signals)

• Referring to the respective administrator or assistance as to how the “electronic
queue” is used (if needed)
Once the administrator at the reception has understood the issue that the visitor has
come to the ASC with, he/she either refers the customer to the administrator in charge
(notifying the visitor of the administrator’s workplace number), or points to the need
to register in the electronic queue management system, providing detailed clarification
about how to use it (if needed).

Phrases that can be used in relevant working situations
• “For this issue you need to... (provide
us some documents, refer to some
place, write an application etc.)”
• “Our expert... will help you to solve
your problem”
• “To solve this issue, you need to...”
• “The office hours of the expert/
manager on this issue...”
• “You are welcome!”

• “You can receive assistance in solving
this issue from the experts... of the
department (if this question is not
related to the work of your centre)”
• “I am sorry, could you please repeat
your name/address one more time”
• “I am sorry, have I understood you
correctly?”
• “Please, write down...”
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• Assistance when filling in documents
In case the customer asks for assistance when filling in the respective application and/or
documents, the administrator shall in detail and in plain language (avoiding legal terms and
names) provide the respective consultation and assistance.
If the visitor cannot understand at first, what exactly he/she should do (what information
to provide, what fields to fill etc.), the administrator in a calm manner provides detailed and
exhaustive information about the issue raised.

WORK OF THE ADMINISTRATOR
• Servicing the customers
Customer servicing includes assistance in correcting mistakes when filling in documents,
review of their fullness, providing respective explanations and clarifications, directly accepting
the documents to provide the respective administrative service or delivery of the results of
the service provided etc.

When servicing customers, the recommendations set out in the chapter should be followed
WORK OF THE RECEPTION.
The administrator must treat all visitors equally, moderately and with due respect, irrespective
of personal likes or dislikes.
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The administrator must respect the visitors’ opinion irrespective of whether he/she shares
it. It is not permitted to explicitly impose one’s own opinion, ignore the visitor’s requests
or interrupt them.
When interacting with customers, the administrator must not knowingly misinform or
otherwise mislead them.
The administrator must be careful when working with personal data.
If needed, the administrator must comment on (clarify) their actions related to administrative services to the customers.

REQUIREMENTS AS TO THE POSE, GESTURES AND LANGUAGE
OF THE ADMINISTRATOR
STANDARDS

NOT PERMITTED

POSES AND BODY LANGUAGE OF THE ADMINISTRATOR
1. When talking to visitors, the administrator should be in an open pose
(arms and legs should not be crossed,
hands must be slightly open towards
the visitor, the body should be turned
towards the visitor).

1. To be in a closed pose (arms/legs
crossed, hands behind one’s back).
2. To keep hands in one’s pockets when
communicating with visitors.
3. To use scornful gestures and poses
(hands on one’s hips, pointing with
one’s forefinger etc.).
4. To lean on or rest against desks,
stands etc. (especially for reception
workers).
5. To sit with the head down on one’s
chest (as if drowsy).
6. To make self-attendance gestures (tucking one’s shirt in, stroking one’s hair).
7. To turn one’s back to the visitors or
turn away from them.
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STANDARDS

NOT PERMITTED

ADMINISTRATOR’S LANGUAGE
1. The administrator’s language must be
clear, correct, understandable.
2. The administrator should watch the
speed of his/her speech as the language which is too fast or too slowimpedes communication.
3. The intonation should be well-wish- ing.
4. It is necessary to use words and expression that show politeness (“be so
kind”, “please”, “if you please...”).

1. To use in one’s communication with
visitors junk words (“sort of”, “well,
you understand...”), vulgar words or
curse words (“kinda”, “shoot” etc.).
2. To use a lot of complex legal and normative terms without explaining them.
3. To speak with the visitor in a raised
voice/indifferently/in an irritated or
scornful way.
4. To address visitors: “gal”, “woman”,
“buddy”, “mate”, “luv” etc.
5. To use diminutive language
(“thingy” etc.).
6. To address visitors by first name,
even if the visitor is a child.

• Conclusion of the service (saying good-bye, informing the visitor
of further steps etc.)
Servicing the customers at the exit is an important component. Administrators are required
to display respect and friendly attitude to visitors.
Do not forget to personally say good-bye to every visitor:

Recommended
phrases
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“You are welcome! All the best!”;
“Good-bye! Have a nice day!”;
“You are welcome, come again!”;
“We were happy to be of assistance to you!”

1.6.5

STANDARDS OF SERVICING APPLICANTS VIA
INFORMATION-TELECOMMUNICATIONAL
TECHNOLOGIES
(TELEPHONE, E-MAIL,
INTERACTIVE SERVICE)

The service system provides and guarantees connection between the ASC and customers
of administrative services, and includes internet-servicing, electronic correspondence, postal correspondence (including fax) and telephone servicing.

The order of servicing customers (ASC visitors) via telephone
All telephone numbers that are used to
provide service to customers (ASC visitors)
are indicated on information stands located in the ASC premises, on the official ASC
website, in flyers that are placed in conspicuous places inside the ASC or are distributed in crowded places.

The consumer of services (ASC
visitor) can use the following types of
telephone connection:
• direct contact by phone;
• hotline / call centre (if available).

By using the telephone numbers for a direct telephone contact, the customers (ASC visitors)
should receive answers to their questions during the conversation. In case the administrator who answered the telephone call cannot provide a full answer at the moment of conversation or the preparation of information requires some time (more than two minutes), the
customer (ASC visitor) is informed of that, and the date and the time when he/she can call
back to receive accurate and full information are indicated to him/her.
Telephone numbers for a direct telephone contact must be accessible for calls by customers in the office hours of the respective ASC.
In case the customer’s language contains curse words, offence or threats to the administrator or ASC, the administrator has the right to stop the telephone contact by interrupting
the conversation and hanging up.
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The following parameters of the performance of hotline are in place:
• calling hotline must be free of charge;
• when making a record, the customer (ASC visitor) is notified of this at the beginning of
the conversation.
Requirements to the staff when speaking by telephone:
• it is prohibited to ignore telephone calls; the call must be answered not later than after
the third beep signal;
• when answering a phone call, the following answer must be spoken: “Administrative
service centre”, one’s name and a polite greeting must be spoken;
• telephone conversations must be conducted in a loud distinct voice, the language
must be clear, friendly.

Telephone conversation clichés
Good afternoon!
Administrative service centre of the city (town, village, district)__________
Administrator_________, at your service! Could you tell me how you would like me to
call you?
I am sorry, have I understood you correctly?.... I see..., yes..., I understand.... Please, write down.
Is it convenient for you to write down the information? ...
Just a minute, I will find it out. I am sorry for keeping you waiting... (I am sorry for the
delay / Thank you for your patience!...)
To help you solve your issue, I suggest the following... To find out this information, I suggest
that you should contact... I am sorry, but this information can be obtained from experts of
... I understand you perfectly, but at the same time... Thank you for calling us!!! Thank you
for your phone call!!!

ONLY IN CASES WHEN THE CUSTOMER IS AGGRESSIVE:
I am really sorry, but I find it difficult to talk to you in this tone, could you please call
back later ... (we hang up!)
IF THE CUSTOMER THREATENS TO COMPLAIN ABOUT YOU TO THE SUPERVISOR:
Of course, you can do that... My name is... Have a nice day!!!
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• the administrator who services the customer by telephone must consult the latter on
the issue that is of the customer’s interest, in cases when the administrator needs to
clarify some information, he/she must ask the customer to call back;
• in cases when the administrator, whose telephone is ringing, is servicing an attending
customer (when there is no call centre or a separate position;
• of the administrator who is in charge of servicing customers by communication means),
his/ her colleague must answer the call: the telephone call must not remain ignored;
• if the administrator is uncertain that he/she has heard correctly something in the
telephone conversation, he/she must clarify with the customer in order to avoid misunderstandings;
• the administrator must be brief, clear in stating the information, must not use unnecessary words, must not make long pauses.

Should NOT be used:

What should be used instead:

“I do not know”

“I will find this information for you...”;
“Could you, please, hold on...”;
“You had better speak to... (provide the telephone
number and office hours) with this question”.

“This question is beyond our
competence”

“The experts... of the service, department, office will
help you to solve this issue (problem)”

THE FOLLOWING WORDS SHOULD BE AVOIDED
IN CONVERSATIONS:
maybe; probably; most likely; “sort of”; ask someone;
IT IS NOT RECOMMENDED TO HOLD TELEPHONE
CONVERSATIONS ON SPEAKERPHONE!
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The order of servicing customers (ASC visitors) via correspondence
Postal communication is used when applicants send documents related to the receipt of an
administrative service or for consultations by post.
The administrator examines the application and/or documents according to the
requirements, procedures and terms stipulated by the current legislation.

The order of interactive servicing of customers (ASC visitors)
Interactive internet-servicing of customers (ASC visitors) is organised on the basis of the
respective section of the official ASC web-site, the respective section of the web-site of the
authority that created the ASC, or www.poslugy.gov.ua (www.my.gov.ua).
Internet servicing is done in the following directions:
• providing additional information;
• replying to electronic applications (consultations) of the customers (ASC visitors);
• providing administrative services in an electronic format.
In such a case, the administrator examines the received application and/or documents
according to the requirements and terms stipulated by the current legislation.
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1.6.6

PSYCHOLOGICAL MODE OF CUSTOMER
SERVICE BEHAVIOUR

Working principle with “difficult” customers, conflict resolution
Preventing conflicts is an important prerequisite for the protection of customers’ interests.
In order to avoid conflicts, administrators must:
• strive to act within the customers’ needs, know how to detect and avoid situations that
may cause a conflict;
• prevent situations when other visitors interfere in the conflict;
• speak without offence, sarcasm, irony;
• follow the confidentiality principle.
If circumstances that according to the administrator may result in a conflict occur, he/she must
inform of this the ASC manager who is supposed to take measures to settle the situation.
When solving conflicts with customers, the ASC administrator’s actions, including the decisions made by them, must not be of personal interest.
Administrators must be tolerant to cases of inappropriate behaviour on the customers’ side,
trying to provide the best service for them, as respectful attitude to visitors, creating the most
favourable conditions for them is a prerequisite for satisfaction from the service received.
In cases of conflicts, administrators need to:
• listen to the visitors without interrupting them;
• in cases when the ASC (administrator) is the source of the visitors’ problems, apologise and
express their understanding of their discontent;
• try to not repeat the information which the visitors find negative;
• express sympathy and inform the visitors at first of everything that you can do to solve the
problem that has occurred, and then of what you will not be able to do.
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The administrator’s actions when conducting video-, photocoverage of the servicing process
If centralised video-surveillance is introduced inside the ASC, the respective notifications
must be placed in conspicuous places.
When conducting video-, photo-coverage of the service provision by a third party, the
administrator must notify the “camera operator” of the requirement to obtain permission
from the person who is being serviced by the administrator.
When conducting video-, photo-coverage of the process of service provision by a third
party, the administrator must warn the “camera operator” of the prohibition to record the
person’s personal data without their consent. The administrator must ensure the protection
of personal data from illegitimate recording of information.

The administrator’s actions in case he/she is offered sweets,
flowers, money etc. in gratitude
IIn order to prevent misunderstanding and situations when the official may
be held administratively liable in cases of offers of illegitimate profit or a
gift, it is suggested that the procedure, stipulated by clause 24 of the Law of Ukraine “On
prevention of corruption” № 1700-VII from October 14, 2014, should be followed, namely:
1. turn down the proposal;
2. when possible, identify the person who made the proposal;
3. involve witnesses, if this is possible, including from the ASC staff;
4. inform the ASC manager in a written form of the proposal.

Actions of the administrator when ASC is visited by
“a person without fixed domicile”
If the ASC is visited by “a person without fixed domicile”, which causes
discomfort for other visitors in the ASC, the administrator must inform the
ASC manager and the security guard of this. The latter must learn from this person what
their purpose of coming to the ASC is and in case of an “inappropriate” visit they must offer
this visitor in a tactful manner to leave the ASC.
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Actions of the administrator when ASC is visited by a
person who is drunk or under the influence of narcotic/
psychoactive drugs
If a drunk person or a person under the influence of narcotic/psychoactive drugs visits the ASC,
which prevents good-quality service, the administrator must in a most tactful manner offer him/
her to come to receive the service on another day.
If the presence of people of this category causes discomfort for other visitors inside the ASC, the
administrator must inform of this fact the ASC manager and the security guard, and the latter
must in a tactful manner offer him/her to leave the ASC.

Actions of the administrator in cases of inappropriate
behaviour (hooliganism, rumpus) by visitor (-s)
In case of inappropriate behaviour (hooliganism, rumpus) by visitor (-s), that
is/are waiting in a queue in order to receive a service, the administrator
must first politely make a remark, but if the visitor (-s) continues (continue) to display disrespect to other visitors and interferes (interfere) with the work of the administrator (-s), the
latter may ask the security guard and/or the ASC manager to take measures in order to calm
the “troublemakers” down or force them out of the ASC premises.
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2.1

MANAGING TRAFFIC
AT THE SERVICE CENTRE

In order to provide management of the flows of ASC visitors, it is recommended to introduce:
• monitoring of administrators’ workload, including remote places for the work of administrators/territorial departments (namely through the control of “electronic queue”
(with the respective settings of the software) and if necessary redirect visitors to the
less loaded administrators);

AIM

to obtain the maximum possible waiting time
of not more than 15-20 minutes

It is also suggested that if possible the following system of redirecting the visitors’ flow
should be introduced:
1. Persons with special needs and small children;
2. Reception of documents:
• separately set out the documents that are received in a specially
equipped working place;
• quick services (urgent): certificates, excerpts, extracts etc.;
• seasonal services.
3.
Issuance of documents.
4.
Consultations with experts of the subjects of administrative services.
• providing possible promotion of services in an electronic form;

AIM

to reduce the number of physical applications to the ASC

• minimise paper document flow, which will allow reducing the time for servicing visitors.

40

2.2

ASC PERSONNEL
MANAGEMENT

Efficient personnel management can be received by means of:
• introducing video surveillance of services to the visitors in order to prevent abuse or
conflicts;
• introducing daily (5-15-minute long) meetings to discuss the current issues for the day,
settle problematic situations, discuss legislative changes etc.;
• regular measures to improve skills and to provide psychological relief.
Also the ASC management needs to pay attention to the motivation of the staff in order
to improve the service quality, which may consist in financial, psychological, professional,
career-growth encouragement.
To shape friendly staff of an ASC, team-building measures are also recommended to be
introduced, for example:
• organising picture contests for administrators’ children;
• training sessions and workshops for administrators and their children (shared leisure time);
• organising corporate events that are based on common interests (hikes, excursions, sports
competitions etc.).
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Partnering relations inside the ASC team are an important component of efficient
and well-coordinated work of the ASC staff. So, the ASC manager’s key task is to
promote mutual understanding between administrators and to encourage friendly
relations and mutual support.

2.3

CUSTOMER SERVICE QUALITY
CONTROL AND
ANALYSIS, ADMINISTRATORS’
WORK MEASUREMENT 2
In order to control the customer service quality in the ASC,
the following measures could be conducted:
• “Secret customer” procedure;
• conducting professional contests between ASC administrators, territorial
departments, remote places of work (in terms of work with customers).

To monitor and analyse customer service quality the
following measures can be used:

•
•
•
•
•
•

2
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• questionnaires for customers in order to assess the service quality
and improve it;
physical interviewing of customers as to the service quality;
analysis of the amount and content of tickets for “electronic queue”, cast into the respective boxes (if available);
analysis of the information in the “Customer feedback book” (bound and numbered),
that is placed in an accessible place in each room for servicing customers;
analysis of the information that comes from the customers through interactive
communication tools;
placing the respective technical devices (buttons on administrators’ desktops or tablet, placed at the ASC exit).

The assessment method is chosen by the ASC manager individually.

2.4

REPORTING TO THE CITY,
DISTRICT, TOWN, VILLAGE,
AMALGAMATED TERRITORIAL
COMMUNITY HEADS

In order to inform the leaders of the city, district, town, village, amalgamated territorial
community of the current information related to the ASC activity, it is recommended that
the preparation of monthly, quarterly, annual reports on the activity of ASC be introduced,
which would be placed on the portal, the web-site of the ASC and/or the authority that
created it. These actions will enable the promotion of the ASC activity (benefits of using
them) among the citizens and business community.
Also, when reporting, it is recommended that update on the state of cooperation between
the administrators (ASC) and subjects of administrative services be provided.
This update (with the respective info-charts) may consist of the following chapters (by
quantity and quality indicators):
• number of administrative services provided, including by category;
• number of consultations provided in the ASC;
• number of refusals to provide administrative services (including unjustified refusals);
• failures to meet the terms of providing services;
• quality of work of the subjects of administrative services (namely, efficiency in cooperation
with the ASC);
• quality of the ASC administrators’ work (cases of complaints about their work).
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