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Abstract

The current dissatisfying results from the conducted administrative reform in Bulgaria prompted the Administrative Reform Committee at the Council of Ministers     (set up by the present government in 2009) to undertake measures for accelerating and optimizing the process of building a modern state administration on central and local level.

One of the key fields in this respect is a noticeable improvement in the effectiveness and efficiency of the administrative service for the citizens, mostly on municipal level, while at the same time carrying out activities for reducing the administrative and regulatory burden for the business and the citizens.

There are the first results evident in Bulgaria from the realization of that type of service in an Internet environment, however, quite often this is done autonomously, in an “island mode”, with no reference to the legal framework for the e-government implementation in Bulgarian administration, approved by the government. The particular relevance of these problematic issues prompts the need to conduct numerous territorial analyses concerning the level of the achievements, the unsolved problems and the prospects for the actual functioning of the so-called e-government, and, especially, of the model „one-stop shop“ on municipal level. This will provide the opportunity during the next planning period to outline not only the national, but also the local key factors and prospects for the implementation of a radically new type of service for the citizens in an Internet environment. 

The present paper presents the results from critical analyses about the good and the unacceptable practices in this area with a subject of study, one of the twenty-eight largest municipalities in Bulgaria – centres of an administrative-and-territorial unit – region (for orientation - NUTS 3).

The generalizations drawn in the paper, as well as the specific problems and recommendations provide grounds for the conclusion that concerning the electronic administrative service of the citizens at the level of a large municipality – regional centre, the current practice to date of solving this task „in parts“ leads to scattering financial resources, increasing the time for performing specific administrative services, without having as a result an improvement in their quality, etc. 
The research and the conclusions are done on the basis of author’s own analysis on the topic, as well as on the basis of the regulatory documents of the central government and municipal authorities and the results from the implementation of decisions of the Administrative Reform Committee at the Council of Ministers, reports of the Monitoring Committee of the Operational programme “Administrative Capacity”, and questionnaire-based surveys of citizens’ opinion on the quality of the administrative service at the municipal administration, etc.  

1. Prerequisites for development of e-administration in Bulgaria 
European standards for good state governance and the expectations of Bulgarian society for efficient, effective, highly-professional and depoliticized administration requires a number of reforming influences to be ensured and these are:

· Adequate quality of administrative services of legal and natural entities;

· Competent support of central and territorial government bodies and local authorities in carrying out their statutory powers and implementation of the decisions they make;

· Significant improvement of internal organization and coordination within and among administrative units, of their functions and structures and the interaction between them.

However, European and Bulgarian authorities’ assessments of the results of Bulgarian administrative reform show that they are still not at the expected level. It becomes clear that the administrative reform that has been in process for more than 20 years must acquire qualitatively new dimensions. We are talking about the need of radical transformation of Bulgarian administrative system as a set of interrelated reforms in the area of the administrative capacity, personnel provision, interaction with civil society structures, facilities, etc. Carrying out the desired transformation of the administrative system is crucially dependable on the skillful selection and utilization of a set of innovative management tools, adequate to the requirements of the administrative convergence
 as a key prerequisite for the actual integration of Bulgarian administration into European Administrative Space. The analysis of the instrumental capabilities for transformation outlines as efficient tools that are relatively new for the Bulgarian administrative practice – administrative re-engineering; administrative activity quality management systems; modern computer and communication technologies united in the concept of “e-government”; public-private partnerships; outsourcing, etc.

Within the conditions of ubiquitous informatization of society, the tool for introduction of the so-called “e-government”, directed to the provision of opportunities for new quality of administrative services in a Web environment, is of special interest.

Current unsatisfactory results of the Bulgarian administrative reform required the Council of Administrative Reform at the Council of Ministers (established by the government of the Prime Minister Boyko Borisov in 2009) to take measures for accelerating and optimizing the process of creation of a modern public administration at central and local level.

One of the key aspects in this respect is to noticeably improve the efficiency and effectiveness of administrative services of citizens primarily at municipal level while carrying out measures to reduce administrative and regulatory burden on businesses and citizens.

In Bulgaria there are the first results from the realization of this service in Web environment, but often this is done separately, “by the job”, not relying on the legal framework for introducing e-governance into Bulgarian administration, adopted by the Government in 2007. A number of projects under Operational Axis II - “Qualitative Administrative Service and E-Governance Development”, sub-priority 3.1. “Improvement of Services Provided to Business and Citizens Including through Development of E-Government” have been carried out for the successful realization of the sets of tasks related to electronization of administrative services under Operational Program Administrative Capacity, effective for 2007-2013.  
2. Problems and perspectives for practical realization of e-administrative services (е-government).

In Bulgaria, many of the services that people and businesses use are actually not services provided directly by the central administration, we are referring to as government, but provided by local authorities. And speaking only for e-governance means speaking only of the electronization of various process and services within the central administration. As a matter of fact we should start from the examination of the whole, i.e. examination of what customers, citizens and businesses, would like to use and to realize that so far most of the time-consuming services that are frequently used are mostly those of local government. Of course most of local government services require “dealing” with central authority and therefore it was really necessary to integrate various central authority registers with each other and to allow local authorities to integrate their registers with the central ones.  
One of the biggest problems, according to many experts in the sphere, is the fact that Bulgarian administration is not willing to share information. They say another problem is the fact that in most of the cases e-services have been built just from the perspective of the administration, and not in terms of citizens and businesses’ needs.
The adopted in 2002 Bulgarian E-Government Strategy initiates the processes of creation of e-services for citizens and business organizations and the development of an internal administrative information and communication infrastructure.

In 2010 the Government adopted the “Concept of eGovernment in Bulgaria 2010-2015” providing our view of the condition of the e-government in Bulgaria in 2015 and the principles that should be achieved. 

A strategic document was also developed – the Common Strategy for eGovernment in Bulgaria 2011-2015.

With a Decree of the Council of Ministers of 26 September 2011 a Council of eGovernance at the Council of Ministers has been established as a body for coordination of activities and measures for the introduction and development of e-government, which supports the Council of Ministers in the implementation of e-government policy. “E-Governance” Directorate at the Ministry of Transport, Information Technology and Communications carries out the council’s administrative and organizational and technical maintenance and assists its activity by providing expert opinion. Furthermore, an E-Government Coordinating Council of the Ministry of Labor and Social Policy (MLSP) has been established as a constantly acting coordinating and advisory body at the Ministry of Labor and Social Policy. The council directs and coordinates the actions of MLSP structural units and the secondary approvers of credits from the budget regarding application and development of e-governance and information and communication technologies within the Ministry. 
In connection with rendering e-administrative services by administrations, agencies have achieved a series of results within the field of identifying the services that can be rendered electronically; development of document management systems; updating internal rules and procedures associated with the provision of e-services. 

It should be noted that the “one stop shop” model for service delivery, in one way or another, with varying level of development, has been implemented in most of central administration structures and in local administrations. Many municipal administrations have long introduced the practice for facilitating and optimizing services delivered by them through Information and Services Centers developed by the American International Development Association. This practice is based on the “One Stop Shop” organizing principle.

Information Entrepreneur’s Desks are created on a similar principle of operation. This organizing principle has been seen as crucial by the Interdepartmental Group for improving business environment through alleviating licensing, permit and registration regimes.

To promote the established good practices and development of actions to improve public services for citizens and business organizations the following is required:

· To formulate a general vision for improving the administrative service according to the requirements of the administrative bodies of EU Member States; 
· Observing strategic principles on administrative service organization;

· Development and improvement of “One Stop Shop” service concept;

· In-depth work of administration under the procedures and clarifying interdepartmental coordination on the exchange of information and official coordination of cases;

· Improving business environment;

· Accessible services though the use of e-governance (2 million Bulgarian citizens will be able to use the e-government from the spring of 2013)
.

Agreed and commonly understood vision is essential to successful improvement of administrative services. The vision below is developed with the participation and valuable contribution of a wide range of concerned parties and reads as follows:

Executive administration and other organizations and legal entities delivering public services will prioritize in their work the satisfaction of society from their works. They will ensure provision of quality services in a responsive, transparent and effective manner on the background of the wider reforms in public administration.

The “One Stop Shop” organizing principle can be defined as a one-point service access but through different channels of access. Its implementation in practice requires a system of actions.

This principle is implemented through two main forms: 
· One-point access to a single administrative structure 
· One-point access to a number of “horizontal” administrations
.

Customer Service Centers (“Front Offices”) in many municipalities are similar forms of “one stop shop” within an organization.

The second form often arises from specific initiatives related to conducting policies such as business climate improvement. Integration of services between administrations, organizations or legal entities offers the opportunity to focus on customer, but depends on the specific nature of each service and is not always necessary or appropriate. In Bulgaria an example of these types of “one stop shops” are information centers developed by the Agency for SMEs to facilitate the process of providing information about the registration of a new company. These centers may be used in the future as advertising centers providing information about services delivered by administrations.

There are a number of steps in the development of the “one stop shop” service delivery. They are presented below. It should be noted that in most cases the “one stop shop” service system should undergo all stages of development to reach the final one, when it shall provide a set of services from several administrations, supporting the implementation of various policies, i.e. providing services in the form of “life episodes”
.

Development of the “one stop shop” service delivery system depends on the specifics of individual administrations. The “one stop shop” service delivery system means establishing a single point of contact within an administration, i.e. “a single entrance/exit” linked to different horizontal units. Thus integration of services between different administrative units is achieved. The system offers an opportunity to focus on the “customer” and is determined by the specific nature on every administrative service.
Services delivered through the “one stop shop” depends on the specifics of the individual administration. It may be appropriate to integrate only some of the services provided by its administrative units. In these cases the leading principle is to provide what would ease “customers”
.

The one stop shop connects and facilitates the access to different administrative services and increases an administration’s efficiency of work. The service combines services in packages. The services offered should be independent and commensurable according to predefined quantitative and qualitative standards.

The one stop shop service delivery systems strengthen customers’ trust through transparency, accountability and consistency of service. Such systems may be used to achieve or develop transparency, objectivity and accountability in the administrative procedures with the purpose of combating corruption and promoting good state governance.

Advantages of one stop shop services for citizens are getting easier access to information, expanding their knowledge on administrative services and the policy pursued by the government. The advantages for companies are reduced to the ability of instant access to a point, providing specialized information, easier and more rapid interaction with administrations and decreasing transaction cost and regulatory burden.

Through the implementation of the one stop shop service, individual administrations enhance their performance. Therefore reorganization is required in the manner they interact with citizens and business organization.

The one stop shop service delivery undergoes through four stages
:

· First stage – providing services from an administrative unit in the system of a given ministry;

· Second stage – integration of services provided by several administrative units within a given ministry;

· Third stage – integration of services provided by two administrative structures of an administration;

· Fourth stage – providing services by multiple administrative structures of an administration.

The organization of complete integrated administrative services include the simultaneous use both of paper and digital paradigms /model, form/, allowing orders and performances to be carried out both regionally by a local office and from home via Internet.

Providing electronic access to information of the activity of the administration and its structures will improve the quality of administrative services, delivered by the same; it will cut costs, reduce bureaucracy, and create conditions for citizens to be promptly informed and to receive the service as quickly as possible.

E-government system should cover all administrative services provided by the administration and provide access to all registers at central and local level, observing the principles of personal and business data protection. Building structures or units of providing administrative services to users via the “e-government” system and the “one stop shop” service is a tool to create a new administrative culture that will be customer (natural or legal entity) oriented. In this regard we support the idea of authors who reasonably demonstrate the need for legislative change consisting of the adoption of a regulatory document governing the objective, structure and powers of state authorities of the e-government system.

Exceptional topicality of this problem necessitates making multiple regional analyses at municipal level of what is achieved, issues not settled and perspectives for the actual functioning of the so called e-governance, especially the one stop shop model. This will give opportunity in the next planning period not only national but also local key factors and perspectives for the implementation of a qualitatively new type of public service in the Internet environment to be outlined. 

3. Analysis and evaluation of administrative services in a Municipality – administrative center of a district 
Development of information technologies and elements of the so called “local e-government” in municipalities and regional administrations is crucial to the success of the-government, since much of administrative processes and services depend on the work at local and regional level.

This report presents the results of the critical analysis of good and unacceptable practices in this field with a subject one of the twenty-eight largest municipalities in Bulgaria – centers of administrative-territorial units called districts (reference NUTS 3) – Vratsa Municipality. 

Vratsa Municipality is located in Northwestern Bulgaria and its area is 679 square kilometers and its population is 91 328 people. It consists of one town – Vratsa and 22 villages. By area the municipality is ranked 16th in the country. From a total of 679 square meters - 370 are agricultural land, and 117 – woods and meadows. Climate is moderately-continental. 

The town of Vratsa has a developed infrastructure and communications. It has a developed heating network that supplies residential and administrative buildings. Communication infrastructure is well developed. There are many petrol and gas stations. The town has a rich network of modern retail outlets.
The main form of transportation in the municipality is auto and trolley transport.
The town develops textile, clothing, food industry, production of building materials (cement), furniture and light industry, etc. 
Vratsa Municipality cooperates actively and supports the development of small and medium businesses, actively working to attract EU funds and other funds and programs.

Foreign and local investors may rely on full support by the municipal government and the town institutions, operating in service of the business: Chamber of Commerce, Euro Info Center, Industrial Chamber, etc.
Companies having municipal interest in their capital are largely created by the Municipality to provide services satisfying various needs of citizens - “Trolleybus Transport” EOOD, “Municipal Guards and Markets” EOOD, “BCC” EOOD, “Ritual Activities” EOOD. Vratsa has preconditions for future regional economic development.
Vratsa Municipality is directly related to economic development. It can create conditions and prerequisites for business development, attracting investment and improvement of business environment by:

· working to establish a transparent, predictable and investment-friendly business environment;

· developing a business information environment on issues related to public procurement, provision of clear and precise criteria for public projects, public-private partnerships, strategic development of the municipality, etc.  
· -assisting local businesses in organizing meetings, conferences, national and international exhibitions to establish businesses contacts with business entities from the European Union and other countries;

· organizing periodic meetings between the municipal government and local business to discuss and assess current problems on a preliminary set topic related to municipality’s economic development;
· improving the quality of services provided by municipal administration to keep, stimulate and facilitate investment in the municipality;

· implement electronic administrative services;

· developing electronic database – registers;

· providing maximum transparency in conducting tenders and public procurement;

· improving local infrastructure through effective utilization of the opportunities provided by various programs of EU, bipartite collaborations and other sponsors.

The main goals Vratsa Municipal Administration sets with regard to the operation of the Citizen Information and Services Center are:

· to improve access to services, informing citizens in details of their rights and how they can get the administrative services they need;

· to achieve high quality of services provided by reducing personal costs and time to get a service and ensure attending officials’ good attitude and willingness to cooperate;

· to achieve transparency and responsiveness providing opportunities for communication with polite and well-informed officials throughout the process of administrative services;

· to encourage citizens to express their opinion for services they get; 

· to reduce opportunities for corruption and the opportunities for corruption charges.

· to inform citizens and business about services provided by the administration to users. Same to be informed about the level of service, they can rely on by Vratsa Municipality officials. 

· to provide citizens with administrative opportunity to offer measures and actions to be undertaken by the municipality if standards are not met and citizens and businesses are not satisfied by the level of service.

· to regularly update the database to comply with changes made to legislation and activities associated with it in order to meet changing needs of users of information services.

Currently the Citizen Information and Services Center provided 180 services, distributed as follows:

	· “Spatial Development”
	- 49;

	· “Municipal Ownership”        
	- 58;

	· “Civil Status”        
	- 41;

	· “General Clerkship”              
	- 32;


Services provided by the Citizen Information and Services Center are simple, fast and express. Prior to providing and receiving any services citizens submit a set of documents. When receiving a service or a piece of information from the Civil Status desk, citizens often need only an identity card since officials have the required database.

 According to changes of legislation, services provided by Vratsa Municipality also change – new services are provided and already existing ones are removed. 
Challenges that officials face in the center relate to changes of services they provide. Some services are removed, others occur or have been changed. 
The condition of e-services in Vratsa Municipality is relatively good. The website providing e-services launched in March 2005. The website is developed on the base of free software and open source software which means that there is no need to purchase, install and use licenses and additional software.

 Services currently provided are as listed bellow as it is planned their range to be expanded:

· Online filing a free text application by citizens;

· Online filing of a warning letter by citizens;

· Online filing of letters by citizens;

· Online filing of complaints by citizens.

 Using these services, does not currently require electronic signature and they may be used by any citizen who has internet access.

 Data willingly provided by citizens are personal under the Personal Data Protection Act. It is subject to personal data protection and Vratsa Municipality is engaged to protect, store and process it only for the purposes it have been provided.

 Since the beginning of 2011 there have been filed 140 requests for e-services. Other services have been added some of which requiring the use of an electronic signature or with opportunity for e-payment via internet.

Trends in change in the Citizen Information and Services Center are related to its guidelines for development and are associated with similar directions. Changes in design and enrichment of the structure of Vratsa Municipality webpage are planned as the idea is everything of interest to become more accessible. The page is continuously updated with new information to attract new investors or promote the development of tourism, sport, etc.
 The marketing profile and the municipal development plan published on the website are complemented and adjusted as per the changes in the legislation, availability of funds and public needs. Analyses show opportunities, landmarks, links to other municipalities and other detailed information.
Officials in Citizen Information and Services Center, in addition to the training they receive in the field of technologies and law should learn to use freely in their communication with citizens a resource such as information.

 Currently the motto of the municipality is “Municipality means People”, but to believe in the motto, to listen to it, and not only to hear it, citizens should be convinced that the actions of the officials in the center are directed to continuous improvement of the quality of service and facilitating the access to information and services.

 Officials in the Citizen Information and Services Center know that people prefer the likes of themselves. Such people that are similar to them as much as possible and their habits and customs are similar to theirs. The other person accepts, listens to and believe in the others much easier, if they are like him/her and believe in what he/she respects. This is crucial when you should explain and communicate information. The customer should be able to listen to and understand correctly the information and service provided to him/her.

New public management creates new way of thinking leading to changes that make a difficult situation to look like just a situation, a temporary combination of circumstances that seem to be currently insurmountable. Officials’ moderate patience and perseverance are a good start to make them understood that this situation changes neither their nature nor what they are dealing with and the tasks they have remain the same – to inform and provide qualitative services to citizens. Difficulties do not restrict their imagination if they do not allow them to do this and may not stop their initiative when it is in service to citizens and within the scope of work of employees in the Citizen Information and Services Center and within the law.

Increased complexity of problems in urban areas requires well-functioning systems of local self-governance. Competition between local companies and municipalities makes the latter seek to exploit the advantages of decentralization in urban governance and the services rendered. Skills, resources and opportunities are combined for the purpose of identifying problems and perspectives, choosing priorities, determining the need of services and updating them, finding new and effective ways of funding and providing services, developing a town, attractive both to its citizens and the potential investors.

 Officials of the Citizen Information and Services Center and citizens of Vratsa Municipality are facing a number of opportunities and challenges.

 Bulgaria’s membership in the EU creates new opportunities, but also new requirements, including with respect to the operation of more efficient and with greater civic participation regional and local governments that attract all citizens.

 Tendency towards involvement of citizens in government is related to the idea, the officials of the Citizen Information and Services Center to communicate with them actively sharing the information they have, searching for and using information and proposals provided by citizens and working in partnership with private businesses, other municipalities, NGOs and media. The goal is not necessarily to do everything for everyone, but to do so that citizens to be relieved, more motivated to share and understand their responsibilities and privilege to work for the town’s development.

Directions of development are associated with convincing citizens that as customers, in return to paying taxes, they receive adequate and quality services and work together with the officials in the Citizen Information and Services Center to improve service and service delivery.

 There are tens steps to improve service and they are one of the trends for the constant update of the Citizen Information and Services Center. The first step is associated with product identification. The latter is the material result or service received as a result of an official’s work and then forwarded to his/her colleagues or delivered to customers (citizens). An example of that may be reports, permits issued, information provided, references made, etc. 
 The second step is associated with customer identification – a person or a group of persons, receiving the product in the process of work. If the product is intended for more than one customer, customers are arranged by priority.
 The third step is associated with studies of citizens’ demands and proposals. The latter have needs or expectations of the product that are determined through dialogue, surveys or electronically between the customer and the officials in the center. Sometimes requirements should be reviewed because of shortage of funds or legal restrictions. Demands should be precise, real and well discussed.

 Step four turns citizens’ demands into a characteristic of the delivery and the service.

 Step five seeks and uses a systematic procedure to determine resources and time necessary to get the ready product. The process and steps are pre-coordinated with the other municipal officials and with citizens as all steps and activities that do not contribute to the product quality are eliminated.

 Developing a system of indices for service quality is the sixth step to improve service before, during and after product creation. Indices should ensure early awareness of potential problems, avoidance of mistakes and providing objective assessments of product quality, as the idea is this system of indices not to be too complicated, but to cover the most important aspects that can provide the information needed.

 The seventh step involves preparing an action plan to meet citizens’ needs, first specifying the obligations of each official and the term within which desired results should be achieved. 
Step eight is the application of the above plan.

 Step nine involves examination of results that officials should regularly compare with the implemented quality indices. It is better to make questionnaires and other types of checks to ensure that citizens are satisfied and if the results are unsatisfactory, officials need to find where the weaknesses are through discussions or other methods and to make changes.

Step ten is a repetition of the process. A citizen service is a continuous process where steps repeat. If necessary, using the implemented or updated quality indices, the plan should be adjusted to meet changing conditions and requirements of the environment.

 Tendencies towards improving citizen service refer to change in the way of thinking and behavior of officials and citizens over time. For example the attitude of officials towards any unsatisfied customer should be based on a few basic rules, including ensuring consistency in the objective and polite presentation of information and explanations why the procedures for service delivery are such and such, willingness of officials to assist citizens, excluding the words “Don’t know” from their vocabulary and replacing them by the phrase “I’ll check.” It is important customers to feel their willingness to cooperate and listen to them, their patience and understanding even by phone. Citizens’ needs should be met with kindness, control, information and alternatives. It is desirable facial expressions, gestures, tone and style of expression to predispose citizens to describe as better as possible their problem. Questions asked by officials to citizens have the intention to provide better understanding, guidance and encouragement, to confirm initially collected data, to get further information and gain time for consideration and showing concern.

Most of the problems in the communication between citizens and officials of the Citizen Information and Services Center are caused mostly by the low level of public awareness about the work of municipal departments and other administrative units. Sometimes citizens of Vratsa do not know well Bulgarian laws and municipal regulations.

 Part of the challenges in the Citizen Information and Services Center are related with the need for periodic replacement and upgrade of the equipment in the center.
 The nature of work of the officials in the center and of those of the other departments is often characterized with interdependence, which is not unusual, given the activity and does not cause problems if there is proper coordination, professional attitude and observance of deadlines for providing services. It is important the officials of the Citizen Information and Services Center to be provided with timely information in the required quantity and quality by the department with which they coordinate their work. 
From the theoretical justification of the problems studied it may be concluded that the results from the one stop shop concept are as follows:
· better-quality and faster services and more information for citizens; 

· better-quality work of administrative officials; 

· better-quality control by management and use of modern information technologies.

From the analysis of the condition of the administrative services in Vratsa Municipality it can be concluded that the officials of the Citizen Information and Services Center provide administrative services to individuals and legal entities seeking to meet the rules of the established system for communication and behavior. They comply with and apply most of the European standards as their efforts are directed towards transposing the others, since this is one of the most important criteria, demonstrating the ability of the department to work effectively within today’s internal, local, national, European and global context.
 The establishment of the center is part of the reforms for Vratsa municipal public administration modernization, inspired by international experience of more economically developed countries and by the best practices in the private sector.

 Part of the current tasks of the municipal Citizen Information and Services Center are related to its improvement and the ability to change in order to be able to effectively work for the improvement of citizens and businesses’ service. Some of these have been met; those that are associated to changes in laws, regulations, deadlines for service, software, etc. are still in progress and development. These tasks are consistent with the characteristics of information services and services delivery, with the needs of Vratsa Municipality citizens, with changes in its external environment, with weaknesses and strengths of the municipality itself. With the aid of a polite and professional attitude and behavior of officials to citizens, colleagues and others, those working in the center manage to achieve most of the objectives of the department. 

 Challenges in the operation of Vratsa Municipality’s Citizen Information and Services Center are related to the ongoing and possible changes in legislation, technologies, to the attitude to resources that are the most difficult to manage and control (people and information), to the need for continuous training with regard to the upcoming changes in laws, regulations and software, but officials seek to find effective solutions of different situations and to prevent possible problems in advance.

The success of municipal centers, often referred to as one shop stop, is due to the competent and well considered implementation of modern computer technology, systematic training and improvement of officials’ qualification and last but not least – the increased control that the management of the municipality exercises over the process of service delivery.

The operation of Vratsa Municipality’s Citizen Information and Services Center creates conditions for minimizing the reception time for citizens by the experts in the functional units, which in turn provides them with opportunities to execute their main task untroubled by interference and fully and enough time to develop projects set out in the action plan of the Municipality Strategy of Sustainable Development. 

After having outlined the perspectives and guidelines for improving the quality of administrative service according to European standards, it may be concluded that the desire of our society to join European values, requires some efforts to be made to facilitate and improve citizen service.

After the accession of Bulgaria to the European Union, in pursuit of rapid integration and improvement of all public spheres, different strategies and plans of already successful in some aspects member-states of the European Union have been borrowed, but they are not adjusted to the conditions in Bulgaria.

It is an undeniable truth that it is not enough only to administer integrating services. It is also needed to remove barriers to their implementation and improvement.

Until we do not solve the problems and remove the barriers, whatever innovation we try to integrate, it will be inefficient and not enough useful to citizens.

Improvement of administrative services is a complex process. All problems in the way of administration modernization are going to be overcome with the availability of a well-trained staff and constant improvement of administration activity, focusing on citizens’ needs. We should develop an effective Bulgarian administrative model using the experience gained so far.

4. Conclusion
Summaries, problems and recommendations made above are a reason to conclude that in terms in electronic administrative services of citizens at the level of the Great Municipality – district center, the practice used so far - to solve this task “in parts” results in wasting funds, increasing the time for rendering specific administrative services without causing an increase in their quality, etc. 
It is evident that there is an obvious need to develop complex municipal action plans for electronic administrative services to integrate the efforts in some key areas:

· Systematic efforts to improve municipal administrative capacity for administrative service, including not only computer skills, but also profound professional skills;

· Sharp rise in culture of communication with citizens – taxpayers – public services customers;

· Improving the coordination with other municipal structures with regard to interrelated administrative services;

· Optimizing the operation of computer and communication equipment;

· Ensuring stability of connections with national and European databases, etc.

Research and conclusions made herein are based both on the author’s analysis of the topic and on the regulative documents of the central and municipal authority and also on the results of the implementation of the decisions of the Council of Administrative Reform at the Council of Ministers and reports of the Monitoring Committee of Operational Program Administrative Capacity, on surveys of citizens’ opinion on the quality of administrative services provided by the municipal administration, etc. 
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