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INTRODUCTION

At this stage there is not enough clarity on the issue by the impact that reforms in the area of e-government and e-governance of administrative processes have on the performance level. Or rather - they are negative. In the basis of the author's thesis stands perception that an essential tool in improving the system of administrative services for citizens and businesses is rethinking and establishment of prerequisites and conditions for implementation and effective functioning of e-governance.
Objects of the survey are opportunities for improvement of e-processes in the implementation and delivery of administrative services. 

A particular subject of study is the management of processes in the performance of administrative services via optimization and improvement of service at the lowest management level of the public sector - regional administrations.

In this sense, the objective of the report aims to define some basic factors and reasons, underpinning the misalignment and mismatch between the normatively regulated processes of the implantation of e-government in Bulgaria and their specific "manifestations of this process" - mechanisms and the environment, through and where processes are implemented, as well as the specific benefits and effects for citizens, businesses and administrations themselves.

Rapid and widespread uptakes of innovative information, communication and technology management the practice have a real opportunity to change the traditional view of public management. The active interaction of authorities with citizens in the management process gradually becomes interactive. The contemporary, dynamically changing and contradictory environment is challenging strong enough for the construction of electronic-based economy and management, subordinated to continuous improved democratic principles in the emerging global space without geographical boundaries. Technological developments in the industrial sectors of computers, information technologies, communications, radio, television and entertainment, convergence of these technologies in the provision of services, combined with cooperation at the national, regional and global scale raise the issue for creating a new type of infrastructure systems that have specific economic and governance dimensions. Essential role in this technological vision plays the electronic communication and increasing communicativeness.

In other words, government and business have the task for building the global information space of the foundation of a new type of administrative services - e-governance. Its main value lies in achieving the confidence in citizens and business representatives about the possibility for administrative quality and quick administrative service.

Electronic government (or e-government) is a term that summarizes the use of information and communication technologies by the administrations for communication with citizens and businesses in the process of providing administrative services. Objective of e-government is to enable exchange of information between separate administrative information systems that accordingly enables to provide summary procedures, to make savings in the administration from human resources and consumables, and in general - to offer better services to citizens and businesses. At the same time, along with a number of attractive opportunities that offers the concept of e-government, should be expected that if these technological changes are not establishing rationally, there are number of risks that seriously undermining the confidence in the administrative institutions.
Formulation of the problem

Based on best European practices of organization of the administration as a key moment in the activities of the administration is displayed focus on the user services. Processes of globalization in the modern world involve building of communication systems between national administrations, based on the principles of maximum respect and satisfaction of the rights and legitimate interests of citizens. The same in even greater extent is valid for communication between individual administrations in the country.

Undoubtedly, in this respect, the economic benefit is also leading for achieving the objective for greater efficiency and effectiveness of services for businesses, citizens and the administration. For achievement of this it is crucial the availability of good public management in the structures. 
The common vision for improving the administrative services in Bulgaria is based on several strategic principles that guide the activity of all administrative structures at both central and territorial level. These principles are aiming to achieve good practices in the provision of public services by encouraging qualitative change of mindset, so that the administration to treat service users more as customers than as debtors and to put on its focus the quality of service.

The general objective for improving the concept of administrative services in the context of the "one stop shop"
 is a simplification and improvement of administrative services for citizens and businesses through the implementation of the organizational principle of "one stop shop", and taking into account other measures for improving the administrative services, namely:

· integration of information, processes and services;

· introduction of the organizational principle of "one stop shop" as a tool for realization of strategic principles for improvement of administrative services;

· linking the concept with other measures, aiming the improvement of administrative services (coordination of actions for alleviation of regulatory regimes; official redirection of correspondence; e-government).

In this sense, as widely clarifying purpose of the underlying model of "one-stop shop" appears precisely the aiding and abetting of leaders and public officials to realize the vision for improving of administrative services.
 „Electronic management of the country, which is one of the priorities of the government, could become a fact until the end of the mandate of the Government”. 
 In this connection, conducts the largest auction in the field of e-government – „The development of administrative services by electronic means” is divided into five positions. Technical evaluation gives 70% weight, while the rest are for the financial proposal.

In its conducting are enacted the following numbers:

"Siela" wins the contract for analysis, identification and recording of primary data controllers and their services in the registers of e-government (Lot 1) at a price of 2.394 million BGN with VAT.

"TechnoLogica" will make the administrative services for the central administration (Lot 2) at a price of 3.37 million BGN with VAT.

Association "Sirma - Interconsult" won the contract for the implementation of priority administrative services for the municipal administration (Lot 3) at a cost of 2,998 million BGN with VAT. "Sirma-Interconsult" will have to develop up to 50 electronic administrative services for municipalities. Currently, many municipalities completed their projects for e-governance by the program "Administrative Capacity" and after its deployment municipalities can provide more than 150 e-services to citizens and businesses. 
"CNSYS- Abati," won the largest share at a price of 4.18 million BGN with VAT for technical evaluation. They will make "house architectural plan of e-governance of the central and local administrations."

The only foreign company that would improve e-government portal - egov.bg., 
 is the Bulgarian branch of "IBS". The company won the tender with a price of 1.47 million BGN with VAT.

At the same time, for reduction of errors, lost, cybercrime, security breaches, etc. municipality of Varna pays over 2.6 million BGN (whether with or without VAT) for the preparation and implementation, in the activities of the municipality and all district administrations management, of software for unified information system. Designed and put into operation in March 2012 was a record keeping information system for management of Varna Municipality (AIS) - "Imeon" integrated for all departments of the municipal administration.

Yes, it's about numbers –for a lot of numbers.

What about the administration of the municipal government, and in particular: How is organized the work for improvement of services in regional administration in the Varna municipality?
Since 2007, under the Ordinance for Public Order on the territory of Varna municipality, the district administrations in Varna municipality: prepare and issue certificates of ownership by citizens of pets (dog, cat); prepare and keep a record of all pets and homeless animals; cashing in the cash boxes single charge for possession of pet animal in the amount of 5 BGN (with issuance of a certificate) and an annual fee of 20 BGN. If we aside the fact that cannot be kept a register of homeless animals from employees clerks, it should only be noted that veterinarians placing the microchip of animals and issuing their passports also keep a record of the animals.
On a sitting since November 2012 City Council - Varna amended the Ordinance on public order, as agreed to drop off a one-time fee for issuance of certificate and an annual fee of 20 BGN, paid by the citizens in the district administrations.

By also adopted by City Council amendments of Ordinance on determination and administration of local taxes and prices of services on the territory of Varna municipality (ODALTPSTVM), in force since 01. 01. 2013, the annual charge for possession of pet animal increased to 24 BGN, as it will be payable in the Directorate "Local taxes" to the municipality of Varna, instead of up to 31. 12. 2012 - in the cash boxes of the regional administrations, of domicile of the pets. For this purpose, all owners of pets - already registered in a register in the respective district administrations or newly acquired pets shall submit two pieces of declarations according to art. 117 by the Act on Local Taxes and Fees in the district administrations. The first copy shall be retained in the files of the animal (on paper), in the district administration, for which the Directorate "Local taxes" to the Varna municipality does not have the information, and the other is sent in seven-day period from receipt by mail - individuals, with official correspondence to the Directorate "Local taxes". At the same time, as it is understood, are keeping three different register of animals - by one in the respective district administration, the Directorate "Local taxes" and at the veterinarian and all of them are not integrated with each other. In order to serve any purposes for which they were created these three registers, is obviously necessary to be formed fourth administrative structure that would coordinate and control between the listed above structures.
The newly introduced filing system "Imeon" - common for operational units of the municipality of Varna, contains information about submitted declarations under Art. 117 of the Law on Local Taxes and Fees, integrated and available to the district administrations and the Directorate "Local taxes" to the municipality of Varna, but the same information are not available for veterinarians. It also does not contains information about registered in previous years (before the introduction of filing system "Imeon") owners of domestic animals. Furthermore, when terminated registration of a domestic animal by the employees in the district administrations (upon death, sale or loss of the animal), Directorate "Local taxes" does not have this information and, accordingly, continues to accrue and seek fees from the former already pet owners.
All this is strange, even weird. The dissatisfaction of citizens and businesses in contacts with the administration regarding the receipt of administrative services and the need to simplify the business environment, however, remained.

The problem is not in the very electronic control systems and communication, of course.

Formulation of the divergence

Contacts between citizens and the administration are carried out at all levels. The results achieved by previous research work on the regional administrations 
 lead to the conclusion that the administrative service is not understood as a process of providing services with adequate organization of the administration, but simply as the supply of services (regardless of the cost for this). In this sense it is possible to summarize the following results (problematic fields) on the processes and procedures for the provision of administrative services:

     -
there is no indication, it is difficult to determine the location of the "one stop shop", lack of additional information other than information board; 
· there is no marketing, oriented to the client, there is no good, customer-oriented design;

· the customer has numerous contacts with various agencies and public officials for obtaining even a single service;

· there are no integrated administrative services: administrative servicing (including the municipality Varna) use both single and integrated information, as within the framework of one administration, as well as between the different administrations and / or entities only within the scope of filing system. Does not provide public services based on a leading register/s for information;
· there is no common practice to provide services to citizens and businesses from the state administration by electronic means using technology to encourage participation in the democratic process and facilitating citizens and simplifying the business environment.

· there is no system for obtaining feedback and the lodging of appeals are not encouraged;

· there are no scheduled ideas for change and improvement of administrative services or have been expressed certain desires for that.

Within the scope of technologies and channels for service of citizens it is possible to summarize the following results (problematic fields):
· there is no multichannel access for the advance information for citizens - primarily personal services (on-site) and by phone;
· there is no system for electronic document turnover between citizenship and administration (there is only document turnover on the "Department" level);
· rarely are represented practices of integrated use of computers in the back and front offices, without using technology, based on the Internet platforms;
· not in all administrations is used management information system, as just a few results of activity are regularly and automatically summarized for the management purposes;
· not widely implemented electronic systems for "knowledge management" that helps the client to receive a reply from his application through various channels of access.
The formation of managerial decisions regarding the organization of administrative services is faced with the problem of unclear terminology and different perceptions of different concepts. The practice and the normative order pass each other and create divergence in the actions of the organization of administrative servicing.

In conclusion, it must be concluded that the problems identified arises from:

- misunderstanding of the basic objectives and nature of the organizational principle of "one stop shop";

- Imperfect information and technological support of functional relationships between different administrations and within the administration itself;

- the lack of interrelated sets of information;
- different conceptual apparatus in the organization of administrative servicing;
     - Insufficient administrative capacity for work in the administrative service.

All the different processes presented above can be improved. Our experience shows that to achieve real results as quickly as possible would be most appropriate to focus on four specific areas - the four levers of change: 

- (Basic) processes; 

- Human resources; 

- Technologies (Information Technology Management); 

- Management of activities.

The report advocates precisely the issues involved in improving the key processes and management of information technology.
Formulation of the possibility for modern and quality services to citizens

The model of the "one stop shop" is basic and therefore there is no universal system for the improvement of public administrative services provided through a "one stop shop". We cannot expect the entire contents of the model to be valid for all organizations. There is a clear need - to develop a generally applicable system for providing comprehensive services. The purpose of the report is to identify opportunities to provide quality services to citizens and businesses through the introduction of modern forms of complex administrative services at the municipal level. It defends the thesis: "The development of administrative services by electronic means will contribute to improving the business environment."

The proposed model provides a basic scheme the actions which should be taken in implementing the system of "one stop shop".

Conceptually, under the "one stop shop" should be understood: the creation of a single point of access to a service, but through different access channels. Its introduction into practice of Varna Municipality and its administrative subdivisions requires implementation of a system of actions. In this sense, we propose the concept of "system of one-stop shop". Basic form, that establishes the service system in question, includes one access point (front offices of the district administration) to several "horizontal" administrations (front and back offices of the Municipality of Varna, Directorate "Local taxes").

The purpose of this model is to be used for improvement of services through the application of new management of processes and communication technologies - within the framework of organization "system of one-stop shop." At its base lies the requirement for mutual provision between subsidiaries of Varna municipality and the municipality of internal electronic services on-line, by creating a single environment for the exchange of electronic documents.

Strategic processes in this proposal, expected to be feasible in a filing system of regional administrations, should be regarded (to be include for performance) as processes in the following sequence: the information, application, application processing, service delivery, management of proposals and complaints. These processes are essential for the front office. Processes in the back office, are respectively supporting and include: planning and management of activities, human resource management, information technology management, and of course - financial management.
The proposed structure of the different elements of service provision can also be called "value chain", mainly based on three types of processes:

· The process of strategic management, which will include definition of the strategic goals which are important for any organization, standards and performance indicators, risk reduction and monitoring of the process of achieving these objectives and indicators;

· basic processes, which will be developed and provide public services to final consumers – citizens and companies. In this particular value chain reasonably appears two kind of main processes:

а) front office processes, concerning the interaction with users via various means (personal contact, telephone, email, Internet, etc.) and

b) back office processes, related to the solution of each particular case in respect of documentation, information and empowerment - in this case the speed, quality and value of activities are the main driving forces.

    - supporting processes through which will be provided relevant resources and the smooth running of the main processes.

· The activity of providing services (not only relating to cases of registration and issuance of certificates of ownership of domestic animals) is recommended to be organized and implemented in the "Centers for services and information to citizens in different areas that functioning simultaneously and are already integrated into a single filing system "Imeon". Structurally suitable for the center is the following order:

- stop shop 1 - Information
- stop shop 2 - General record keeping, incl. "Civil Status"
- stop shop 3 - Record keeping " Spatial Planning"
- stop shop 4 - Record keeping "Non-tax budgetary revenues"
- stop shop 5 - Copying services
- stop shop 6 - Cash desk
- stop shop 7 – Cash desk
When in implementation of the administrative service are engaged two or more structural units (in this case district administration - municipality of Varna), the applicant filed a single request in the relevant Centre for services and information for citizens at different regions, which is responsible for the continuation of process for performance of the service through official channels, without additional and repeated commitment of the applicant. With the Annex to this product should be implemented in a separate module the ability to access the existing district records for registration of domestic animals by the employees in the Directorate "Local taxes" at Varna municipality for the purposes of the tax process. This will replace on one hand unnecessary courier transfer of papers - declarations of art. 117 of the Act on Local Taxes and Fees from districts to the Directorate, this will minimize means and resources by writing and sending official letters, accompanying consignments of declarations, and on the other hand - unnecessary walking of citizens by different structural units.

The practical effect from applying the model of the district administrations should expected to be the provision of better organized services through "one stop shop", as this process:

· will help the district administration to clarify the exact needs of the citizens from services and to focus their resources in the relevant field;

· will help employees in the district administrations to realize the objectives of the organization itself;

· will engage the employees in the district administrations to improve their services and to improve their quality with the confidence that their knowledge and experience will be used as appropriate;

· will contribute to promote and maintain the process of continuous improvement of service quality;

· will contribute for strengthening the good relationships administration- society as a whole.
CONCLUSION
The basic rules for the organization of administrative services are introduced by the Law on Administrative Services to individuals and legal entities, which is in force since November 6, 1999. Derived from it concentration of requests for carrying out administrative services in one location in the administration can be considered as a ground for the introduction and further development of the organizational principle for "one stop shop". The law defines the principles of legality, timeliness, accessibility and quality in the administrative service while simultaneously directing the efforts at establishing the functional basis of administrative services - relations between administrative units, personal responsibility and timing of the implementation of a single administrative service, introduction to the principles of accountability at all levels regard to the development of administrative services. In accordance with the Law on the Administration and Law on Local Government and Local Administration, municipal mayors are territorial executive authorities and as such they have specific responsibilities in the implementation of measures for improvement of administrative services in the municipal administration. Therefore - the base and the grounds are available - remains the implementation.
So far, the primary data controllers (institutions that first have certain information) were not identified and recorded in the registers of e-government. This was an obstacle to the realization of the basic principle of e-government - one-time data collection from users of public services and their repeated use by administrations. Entered into the records "primary services" and "primary data" are required for all "providers" of services - ministries, agencies, municipalities, in order to apply the principle of the official beginning - to collect information through official channels and not to request it back from citizens and businesses.

It is quite natural that administrative services are very different from each other in their specific characteristics and therefore cannot be predicted in detail how to be performed services in the different administrations and organizations. Within the framework of report are made ​​suggestions for changes in a number of improvements in the work of the regional administrations in the direction of modern and quality services to citizens and business sector in accessing the electronic administrative services and customer service, related to the administrative servicing.
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� The document was adopted by Resolution № 878 of the Council of Ministers from 29.12.2002 (http://www.strategy.bg/StrategicDocuments/View.aspx?lang=bg-BG&Id=603)


� We read in the online edition http://www.mediapool.bg titled "Electronic governance may not happen until the end of the mandate of the GERB" exactly one year ago (12. 04. 2012) (GERB - abbreviated from Citizens for European Development of Bulgaria)


� Internet portal for access to electronic services egov.bg was released in 2007, but needs updating - modern design and welcoming interface, which requires conduction of the auction.
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