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Jhljmnpyu Ukjpnujut
Ejiumpnuught junujupiwt hwiwljupgbiph wipgniawytm

qgnpoéwpynuip whmnipjnLa-punupugh GpljjlununLpjui
Jujyugdiwa hhipnud

FJwjht wmbhiuninghwubtph qupqugiwdp hwnnpnulygnipyniup Gupwpyyb) E
Inpwgnyu  npuwljuui  thnthnpunygyniuubtph, npnup  wnusyynud Bu ny  dhwytu
pwnwpwghutph thele tpypununipyuup, wyjle tpuwug L ywhnmwlwu htumhwmnunubkph
thpolt  altwynpynn  hwpwpbpnigniattpht:  Uprynibwdbn Gplhununiypyut
hwunmwwmnuip b hwnnpnuygniypjut juqiutpynuin twdwiwyjwun Juplnp
dnnnypnujupwlwtu  htunmhwmnunubph juyugdwt b juynit qupqugdwt
wmbuwlniuhg, pwih np wiu twywunmnud B ppluwtniypjut  (Eghwnhinipjut
wdpwwundwup, dwpnnt hpwyniupubph  yuwumuywunyejuup, pwnwpwghwlu
dwutwlgnipjut tpuwuwynpdwin b wyju:

MbEwmnip)niu-punupugh dudwuwuyhg hwnnpnulygnipjut Jujwgiwi
Juplnpwgnyu gnpont E punupwghubphtt ywhwnniypjut Ynnihg dwwnnigynn
hwipwhtt  dwnwynipyniuubph  pwpdp npwih wwwhnynuwip b wiupiwtwu
whiwwnwupp:  Hwit  nunuihnptt wntyynd - Bu ywhunwljuwt  junuwjwuwpdwi
wywpuwnh pYuwuwgdwut nt wjwnniwmwgdwup tyumuwjuninnyuo wyhmwljwu
dpwgnbpp:

Luwnuwpuwljuwunyejut htnmwgnunuwlwu Yetnmpnuh Ynnihg Uhewgqquyht Yhpbgpunywu
hhdtwnpwih odwunwynypjuip hpwjwuwgywoé twphinpn dpwgnh 2ppwtwynud
Juunwpywoé hbmwgnnnipnionud hwdwwywpthwl wiunpunupad tp jumwpygby
Cwjwunmwinud mEntjuunyjuyjui hwuwpwnipjut dlwynpiwt juplnpnipyuun
npwund Juplnpugnyu nhpwluwmupnud niiatignn fEupnuuwht junwyjwpdw
hwdwlwnpgbph ubpppdwup hhduybing Gytnhuwgh U Lhhwuwmwth ujugnyu thnpdh
Ypw:! LEpjuw wyhiwnwipt winpunununud b pyuyiugdwt wgquyhtt opwljupght’
wju hwdbdwwmbny dhpbgpnunywu punjulyh Gpyputph Jupwd punupwuunyesjut
htw, htywybu twl wunpunununud £ hunnpnugnipjuit hwdwp mbnblumyjuju
hnupbph  Juqiuybpydiwt  Juplnpmpjuup L wyhwnyeniu-punupugh
hwnnpnuygnipjut wywhnydwt hwdwnbpunnud Cujuwumwunid hwupwht Epynu
dwnuynipyniuttph  pYwjiwgiwip wpynn  hbwpwynpnyeymiutbph L wnljuw
pwgpennnuiubkph yapnionipju thongny:

L pYuyuugiwt wmqqujht opwjupgqp. thowqqujht thnpah hwibdwmwuljut
JtpnionLpnLu

2020 . thtmpqwph 5-ht thnpujwpswytn Shgpwt Ughiywuh giluwdnpniejudp mbinh
niubiqud EJuwjtwgiwi junphpnh wunpwuhly thumnwd tbpuwjwgykght funphpnh
alwynpiwt tyuwunmwlybtpt nt wnwpbniyeniup b pwpapuwawjuytightt juunhpubp,

1, Ukpniywi, «SEnEjumyuljut hwuwpuwnipjut dbwynpnuip b EEunpnuwhtt junwjuwpdwu
wpynibwybnm gnpswpynuip’ Cwywunwinud dwutiwyguyhtt dnnnyppujuwpnipjut qupgugiwi
gnuywljwiy: 2CY, 2021 8., https://centreforpolicystudies.org/gallery/ITdevelopment_V4.pdf:



npnup dhnjwd G wmbjuuninghwwybu qupqugué b unpupwpwljuu nuonufubtpny
hwpniuwm Gpyph albwynpdwin:

Uwutwynpuytbu, hunupp ybpwpbpnud Ep gnpéwnnypibph  dwhiuwwmwpnipyu
qguwhunmdwiup W o6whuiubph WJwgbhgiwiut nunjuo  pwpbthnpunuiubph
hpwlwitwgdwinp, yhmwljwu mbntjunyjwlwut hwdwluwpgh thnhugnpobjhnipjut W
hwdwdudwtwlkgiwt wywhnydwup «dkly Juuqun, dtl ywwmnithwu» ne «dhwju
Ukl wuqui» uljgpniupny, husp htwpwynpniyeynita juwup punupwgnig nplk myju
wwhwiek] punudkup dh wiquy, wminbuniypjut pyuwjuuwgiwt b puwjht
minmbunipjut  qupqugiwtu  hwdiwp pwpbiyuun  dhowdwp YJuwmbnotp W
Jpwphjwdtp pywiugdwu pupwgpnd  wmbntjunyjuwluit  wuwmwiagnyeniun,
Jhpinwtywmwugnipyniup b wuatwjwuu myjwjutiph yuwmuywunyeniup:2

Cwunhydwt pupwgpnid pupapwdawjuywé puunhpubpn pyuwjuwgdwu gnpépupught
nunnuhnpku wnuyynn huunpuwhwnpnyg hwupgbph dh dwut G dhwyu: Gwh, juplnp b
wnawuwqgnt], np pYywjtugdwt hwennnipjut hhdpnud pujwo £ ybwmnyegyut Ynnihg
abntwpyywd  puwjtphtt pwnwpwghubph, wy] Junupbpny hwuwpwnuyejub
huwdwyuwnmwuhiwt wpdwquupn: EEjupnuwht junwyjwpdwup pwnwpwghutph
nunujh twutwlygnipyniup ny vh Yepy sh jupnn huk] yuwpumwnpusd: Uja ybhwnp £
1huh puyibph mpudwpwtwlwu L wpnpupugywéd hwenpnuijuunipyudp L whwp E
wdpnnonipjudp  ukpwnh npw dwup  punbwne dwpguyht judpt n
yuwwmpwunwuwunyzyniup: Gyuhtpt, pyuwhtt Swnwynipyniuttpht wphbunwjui b
pPrhspuwyhtt wugnuip sh Jupnn wpyniwybm (hubk), pwih np dwpnjuig hudwn sh
Juwpnn lhwupdbpnpku pwgwhuwynb PYwuwgiw Juplinpnipniun,
wuhpwdbymnipeyniup b ogqnwijupnipyniun:

FJwjuugiwt wdipnnewljwtu ubtpppiwiup wywbhmp B twl twpunpnh dwpnpluig
nppwunud npwt  wnuyynn ghwbhputph W hdwmniyenmiuutph  qupqugnuipn W
Juuntwynp tnpugnuin: 6l wnwyhb] junptt wunpunwnuwup gnpoépupwght, wuww
Jujuwnmbtp, np nppunht wnsynn ghnbjhpt nt hdwnniygnibaubpp  gnpépupwgh
tpypnpn thnyh wpryniapt Gu, L nppw pupwgpt wnwybjwuybu Juwupunpnpynud
twhiwwbu unwgywo puqiwlnniwuh mbnEjuwwmynypjudp: 8ntpupwiynip wugnid
whbwp E dtjuwunpyh ninnnpnjwd mbnElumyujua wppuwiyny, npu hp Enypyudp awle
J[uwnpwuht hngbpwtunpkt twppwwywwmpuwuwmnn gnpéhp t:

Uwnnhy ywhwp E hunwly ghnwlygh, np pwjuwgniudp ny ph dwpnyuyhtt ubkpnidu nu
Juwhwmwp pYwjht gnpsohpubtpny thnpuwphubju b wy] tnpugnyu b wnwpwnbd
gnpdhpwlwquh W dwpnne pujwtuwynpdusd thnfugnynipjut thowjuwyph unbnénuip’
h 2wh Yuwiuph npwyh pwupbjuydwt b, npu wdktwwplinpt £, unwgwd ghnbihph W
mbnbjugyuonipjut dwjupquiny pywjtugdiwt yupnitwjuljut gnpépupwgn
Jtpwhulbne L hpbt swnwjtigubne niiwl hwuwpwnipyut dliwynpnuip:

Qthuhwyh Cwupwybnnipejuwt npntigpud punupwljwunipyniunp wjwugnyuu Jupnn E
ubpyuywgut) pYuyuwgnuip’ npybu hwennué ni fatunittwly gnpdptpwg: Qbuhw
hwupwjhtt Swnwynipyniuutph npnpunnud PYwyhtt mbhuuninghwubpt oquuwgnpénud k
ntin 1990-wljwuubtphg, hull dhtsle 2025 p. twpiwwnmbunwd B wugul] hwupwjhtu
ownuwynipjniuubnph wdpnnewju pPYwuwgdwi: Lpw pPYwuwugiwu
pwnwpwlwiunipyniun unnigynud £ ytig hhdtwjwu tyyuunwlubph Ypw.

¢ Luy (5G hwuwubjhnipynit wdkunip),
e pwqwjhu pYuwyht hdnnipniuubp (Ukpunting ptwlsnipjut wnujwqu 80%-n),

2 https://www.gov.am/am/news/item/14082/



e hhdtwpwp hwtupwjht Swnwynipyniututph hwpdbp wngutg wyhuwmwup,

e Litywmpnuwht  wnnnpuwwwhnipnit (pdjuljut  wyjwjutph 100%
hwuwubihniyeyniu),

e wmbtntjuwynipjut b hwunnpnulgnipjut wmbjuuninghwiubph dwutwgbnubph
wuwmpwunny,

e wphbtunmwljwt pwtwlwunipjut ogumuwgnnpoénwd (Tech Up-Take):3

Unpwip wyu hhdtwlw Yewmbpt U, npnup 2Ghuhwyh junwywnpnipyniup nhunwpynud £
wnwigpwjhtt' pYuyuwgiwt gnpépupwgnud hwennnipjut hwutknt hwdwp: Unyt
punwpwlwunipniup Gupwnpnui B puqiwlnnd b hwuwdwwywpthwl dnnbgnud
gnpopupwghl, npuntin jnipupwuynip nuppniynia juplnpynud £ hwujuwuwpuybu W
utjh hwonn gnpoéwnunuip kwjwt £ dyniuh hwdwp bu:

Cniuqupuljui Lnyuwljutwgdw JEumpnuwlwt gnpowup (KAU)
Unyuwlwiwgdwt hwdwwwpthwly dwnwynyeynia E, npt ogmnwnbpbphtt nu mwpptp
Junnygubtphtt wnwewnpynud t puqiuquit EEumpnuwghtt swnwynieyniuubp, huswbu
twl. Junwjwpnipjut Ynnihg hwunwnywd widtwjuia  tnytwjutwgnid
unwiwnt  hutwpwynpnipni:t - Ynwhuh  tnytwuwiwgiwit  wnlwjnipyniup
htwpwynpnipynia Ewmwhu BEYupnawht tnutwynyg hwipuwght Swnwyniypyniuaph
magyarorszag.hu Ekumpnuuwht hwppwih dJhengny nhubk] unytwjwuwgdwi
thwunwpnpehp, yupnppujua Jyuyujuwiibkp, guujugud mtuwljh mbntuupubkp
wj] hwunmwpnphp unwuwn,  Yppwlut, dhuwtuwlui, wnnnewywhwljui,
plwywhywiwjuy, gnupuuninmbuwuy,  huywybu  twle mubguoph W
utithwwunipyui, jEtuwpnpwlujht, punupwghnipjut hwjgdwt b mwupwmbuwly
wy] Swnwynipjniuubph hwdwp:® Cwnwynyeniup twl pny;p B wmwihu phdlyg
Unybwlwiuwgdwt Jepwhwumwnmdwt hwdwp hhdtdbng wyt mbnbjunyniyejui
Upw, npp bwhunpnhy wywhnyyb) £ oguwmhpng Ynnihg:

Unjuyhwnud bu wnlw E Wdwbophtwl dJhwutwlwiu pywht  hwppwl:
Lwnuwpuwghubph . gnpéwpwuputph hwdwp unbndjuwoé slovensko.sk Yhtmpnuwljuu
hwupuwyhtt  wndhthunmpwwhy  wnpuowp  wwywhnynud £ mbnbjumjujut
wnpnipubph W hwapuwyhtt Swnwynipyniuubtph hwuwubhnipyniu: Sknhjumynipeyniup
ubpwnpnd  E BEYwpnuuwght L $hghlwlwu  gnpdpupwgubph dwuht
hunphppuwwnynipyni, wbkpdhuutph  uwhdwunwiittp W nupnnpmynud: - Cwppwyh
tywwnwlu b pwpwtnt] dwpnljuug oquyknt Ejkiunpnuwhtt gnpdhputiphg, npnup
ubipjuwjwgynud Gt wwpq b hwuwubkh mbupny: Cwunmjuipuljui £, np hwppwlu
oqmuwwubptpht pny| E mwjhu wihpwdbyn Swnwynipyniuubkpp thumpk] wnujuqu
snpu alkpny” Ejlkyunpniwyhtt swnwynipjwl, junnygh Jud gpuubiyulh wuntiubph,
hpwyhtwyh tjupwgpiwi b mbnuuph tpdwu dthengubtipny:©

Gwunmnpkl, Yyapnpjuy ophtwljukpp tbpjuwjwgunud b, phE nppwt wpyniuwybn b
twywwmwluwihtt yupnn &u jhul] hwiopuht Swnwyniygyniuubpp ¥kl dhwutwlut
hwppwynuw dhwynpnn Ekupnuwjhtt gnpshputpp b pyuyhtt Swnwynipniaubkpp:
Qpwiugny hutwpwynp E W wwywhnyl] pYuwjuugdwit dwuht  hwdwwyupthwly
mbnbjwwnynipynit, W htwpwynpnipynit nmw) wpwgnpbu b wung pwyjbph dhengny

3 Cwnyws Lunupwljuinyzjui L hwuwpuwynipjui htunhwunnunh thnpawgbn 8wt Lwiyjhskyh
Unnuihg «2tuhwyh hwupwybunnipyut hwipuwhtt Swnwynipniuttph pYuwytwgnui» unpugpny
w2huwmwdnnny-ubkipjuwjwugnuihg, 12 nhijmbtdptnh 2022 ., Gpliw:

4 https://kau.gov.hu/informacio/kau

5 https://magyarorszag.hu/szuf_fooldal

6 https://www.slovensko.sk/sk/najst-sluzbu



oquyt] wuhpwdbyn dwnwynipyniuubphg: Ujnw Ynnuhg, Gpyne nbwpbpnud E
dhwutwlwt  hwppwlyubtpp  twppwnmbujwd &u W pwnwpwghubkph, W
Juqiwlbpwnyeniutbph hwdwp, wyuhtpt gubijugusd ogumuwmbp” $hghjuljut Jud
hpwjwpwitwlwi wua, jupnn £ gunubk] hpht wuhpwdb)n swnwynipeniun:

EJujuugiwt htm juwwd nhuljpp

Unnihwunting, ywhwp E wpawtwgnky, np, stuywéd puquiwphy wnwybtinieiniuutpht,
hwupwhtt npnpnh  pYywjuugnuit  ninklgynud B npnpuljh  nhulbpny, npnig
Japhwiunuip b quwhwwmnudp fuhun wuhpwdb)wmnipnia B pinhnuy dhisle wgquhtu
wiywnwignipjui mbkuwuyniuhg:

Mbwmnipyniuubph W hwuwpwynipyniuubph Ynnuihg «pukjugh» pyuwyht hwdiwlwpgbph
Jwuwdwyw ogqnugnponuip tpwug nupatunud £ wnwyb) uhiywy W hunghbih: Gpyph
ubpunud Jud wpunmwuwhdwiuhg Juumwpwd Yhphnhwugwgnpénipyniuutph gnh
Junnn E punuwy jnipupwiynip np L guajugwé ninpun, npnug Juyniu gnpéwnunuin
Juwhiqwo E pduht jud Biyupniuwht o Swnwynipyniutbtph Juuntwynp
oquuwgnponuihg: Jwnwugynud Gu  twl  dhuwbuwlwl, wnnnpuwywhwlyui,
npwuuynpuh b wy jetuwlwu npnpunutn:

Unwybjuwybu dwwhnghy E  dwpnne  hpwyniupubph b wquunieyniuubph
wuwymwwiunipjui juunhpp, wiu F owidbwliwt wndjujubph  wywhwywinuygyniup,
wmbnkjuwnynyejut wuywmwiugnipiniup, wuophuwljwi htmwhunignipju
(qunuuwjunuiubph, mbuwtjupwhwidwu) b wy] hhduwhiinhputp: 6t hwpgp
nhunwpytup wudtwut wnujubph hwdwnmbpunnud, wyw  ywhwnnyeniup L
Eityupnuwht junwjwupdwt hwdwlwupgbph gnpéwnunypjut ywwmwupiwtwmne
Jwnnyqubpp jhwpdtp hwuwbbihnyenia nubt  pwnupwghubph  wbatwuu
wnyjuwjubphy, husp db6 hwpyny hwjuunud £ wuatwjut Jjuuph b hwiwguwugwyht
qunuuhnipjut ulgpeniupubph, hull wtdtwlwt wndjuiubph Wuwunmuywunyejua
huunhpp pwpnwunud E:

UhlWinyt dwdwuwy, EEYwmpnuwht hwdwupgbph wundwnmwgywd punypny
ywjiwuwynpynud £ npuing uwhdwtwthwlnipniup, htsty, pun wdkuwyuh, jupnn £
pwguwuwluwunpku wunpununuw] dwpn-yhwunnipinia hwnnpnuyjgnipjuu
wnynituwybnnipjut ypuw: Cwbwhiwih hwdwlwpgbpp st jupnpuiand wwywhnyby
wdpnnewljui Swnwjnipjniuubtp b nppwiug wyhiwmwuphtt wnbsynn npn) hwpgbp
dunud B waywwnmwuhiwt b wuthwugbwnbip:

Ujnwu Ynnuihg, fiEunpnuwht hwdwunpgbph tbpppduwdp wnwewguy hwupnyejut
newunud npwughg wuhwjwuwp ogunybint hwipgp: Stnkjuwmynyzju L ninpunhu
Jtpwpbpynn ghwbihputnh, htyybu twle hwiwgwughg oquybknt himnipyniuutph
wwlwup, ny pnnpht E pny; wmwijhu oquyk] EEYupnuuwghtt  junwyjwpdwi
hwdwluwngbiphg” wyn Yepy pYuwbugiwt gnpoptipwgh dwu Juqdtiny: b phiu
Jtpnpjw) wwwbwnubtph, wudh wwphpp, putwynipjutu quypp (punupwptwly,
gnuuptwl) W wy] hwnmuuhputp Jupnn & nipnujh wgnbgnipyniu niabuwg
hwdwunpgbphg ogunybint hiwpwynpnipjuu ypw:



Stntjuwmynipjuia nipp hwnnpnuljgnipjut juqiuipydwt hwdwp

Cunnpnulgnipyut Juquuytpydwi gnpéptupugp hhdtwuwiunwd ukpujugynud E
tpynt ujubdwubph dhengny «gdwyht»y Jud «Shwinniwih» W «htimbpuwlmhy» Jud
«Epjpunuwjuiy:  dnnnypnujupuwt  hwuwpwniygniuubpnud twpupunpbih b
hwnnpnulygnipjut  humbpuwlnhy upubdwl, npp  Gopwunpnud  E, np
hwnnpnulygnipniup sybtwmp tihuh thwynniwuh: Uju Gupwnpnud EhEnmwnupa uwh
wnluynipniup b tywwnmwly snituh Jupwlwu auny wgpbne juupwih Jpw no
wuwnpunwnpbnt ubthwjui Judpp (nhppnpnynuip): Chnwnwipd juwh wyuwhnynudp
dhowdwuwdp juhujwd Eybmwljui punupwlwuniypyniuhg b wyu gnpdhpwijuquihg,
npny wyu hpwgnpoynud E:

Uubkphjwgh unghning fftnnpnp Yniyndpu «humbpwlwnhy» hwnnpnulgnyeniun
ubpuyugunud b Gnwulpniunt anyg, nph ququputpt tu  «hwnnpnulygnnpy,
«hwnnpnuyhgp» L «hpwunpnipyniup»:  Cun  npnud,  «hwnnppuygnnp»
«hwnnpnuhgp»  dhwdwdwtwl hwiunhuwiund & hwnnpnugpniyeniaubph W
hwugbwwnbpbp, W niqupynnutn:?

COMMUNICATION

Situation

Gpti hwnnpnulgnipniup  punipwugpynud £ npwbu  wmbnEjuwnyniypju,
gunuwthwpubph, quuwhwwnmwlwuubph Juwd qqugnnnipniuutph thnpuwugnud dh
dwpnnig  (Qud dwpnuwug hadphg) Wnwht' dhdwdwuwdp  fjunphpmpuuhpubkph
uhongny,8 wwuw EilEyumnpnuwjht hwnnpnulgnipyuu hwdwwnbpuwmnid
hwnnpnuygnipjut wiktwmbnhtt vwhdwunudp Yupnn £ huk) b U ftnghtwjhtup, ny
hwnnpnulygnipyniup tbpluwyuwgunud £ npybu dwpnjuug Ynnihg ghwmbihp L
thnpupipnunud  aknp  phphint tywwmwyny  Bijupnuuwght - hwunnpnulygnyejut
ogqunugnpdénd mwppbp ninpuubkpnud, hwiwnbpumbpnud b Wwlynypubpnud:?

Cwnnpnuygnipjui hpwjuwtwgiwt hwdwp wihpwdtym Gu Gpyne uplinpugny

pununpuwnwppbp. hwnnpnuygynn Ynnutp (unipjtljnubnp), npnup pwhwgpgnyuwéd &u
Jud, wjwquagnyup, YJuwdwht ubpgpuyyjwonipyniu niuk  gnpoptpwugnud, L

7 Sk'u CaaksH A. K., Mesikousin H. A, TIpo6Jiema o6ecrnieyeHust 06paTHOH CBSI3U B PR-KOMMYHHKaIUSX,
Conuosiorus u npaso, Ne 3 (37), 2017, YAK 316.77, ctp. 14

8 St"u Haymenko T. B., COLM0JI0rHsT MACCOBBIX KOMMYHHKAIMI B CTPYKTYPE COLMOJIOrHIECKOT0 3HAHUS,
Counosiornyeckue uccaegoanus. 2003. Ne 10, ctp. 39

9 Sk'u Posuna W, [learoruyeckast KOMIbIOTEPHO-0IOCPEJOBaHHAsI KOMMYHHKaIMsI: TEOPHUS U IPaKTHUKa.
M., 2005, cTp. 3



mbnkjuwnynipni  (hudnpiwghw), npt  wnwugpuwyht £ b utnud b pb
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Victoria Melkonyan

Implementation of an operational e-government system as the basis of
meaningful communication between the state and the citizens

The development of digital technologies has caused a radical change of the methods of
communication used by people to communicate with each other, and to communicate
with state institutions. Successful dialogue and well-established communication are
especially important for the development and sustainability of democratic institutions, as
they sustain the legitimacy of the state authorities, contribute to protection of human
rights, citizens’ active involvement in public affairs, and so forth.

Quality and uninterrupted operation of public services is a crucial feature of the modern
communication between the state and the citizens. This is particularly relevant for the
state strategies towards digitalisation and user-friendliness of public administration.

A paper published as a part of the previous CPS project supported by the International
Visegrad Fund discussed the importance of development of information society in
Armenia, and the role of e-government implementation in that regard, based on the best
practices of Sweden and Poland.! This paper discusses the national digitalisation agenda
in comparison with some policies applied by other countries, and then presents the
importance of well-organised information flow for communication, reviewing the
examples of two digital e-government applications in the context of communication
between the state and the citizens, looking both at the opportunities provided by the
applications and their drawbacks.

Armenia’s national digitalisation agenda: a comparison with international
experience

On 5 February 2020, the Digitalisation Council, presided by deputy prime minister Tigran
Avinyan, convened for the first time in Armenia. Its goals and mission were discussed,
along with measures needed for the country’s technological development based on novel
solutions.

The discussion particularly covered procedure cost estimation and planning reforms in
order to reduce the costs; interoperability and synchronisation of e-government in
accordance with the ‘single window’ and ‘one time’ principles, meaning that citizens
would need to provide any kind of information only once; creation of an environment
stimulating digitalisation of the economy while improving information security, cyber
security and protection of personal data.2

The discussed issues were, in fact, just a few of the problematic issues directly related to
the digitalisation process. First, it is important to mention that successful digitalisation
relies on citizens’ response to the measures implemented by the state - in other words,
on the social attitudes. Citizens’ involvement in e-governance must not be forced upon

1Victoria Melkonyan, ‘Development of information society and effective e-governance: foundation for the
development of participatory democracy in Armenia’. CPS, 2021,
https://centreforpolicystudies.org/gallery/ITdevelopment_V4.pdf.

2 https://www.gov.am/am/news/item/14082/.
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them. It has to comprise a sequence of logical and well-considered actions, taking into
account humans’ willingness and readiness to participate. An abrupt and non-natural shift
cannot be effective, as people would not fully appreciate the importance, significance and
usefulness of digitalisation.

Full-scale digitalisation should be preceded by informing the people about it, and by
continuous development of knowledge and skills. A deeper analysis of the process
demonstrates that comprehensive information plays a decisive role, and then, in the
second stage, comes the development of knowledge and skills. Information campaigns at
the beginning of each transition are, essentially, tools for getting the target group
psychologically prepared.

People need a clear understanding that digitalisation is not aimed at replacing the human
capital and its potential with digital tools, but is meant to create an environment for
balanced coexistence with advance novel tools, to help improving the quality of life and,
most importantly, to allow the society to control the ongoing digitalisation and to use it to
its benefit by means of knowledge and awareness.

The Czech Republic’s policy is a good example of a successful and sustainable
digitalisation process. The use of digital technologies in public services began in the
1990s, and it is planned to fully move to digital e-government by 2025. The Czech
digitalisation policy is based on six main goals:

Communication (5G connectivity everywhere),

Basic digital competencies (for at least 80% of the population),
Fully functional online operation of essential public services,
E-health, with full access to medical data,

Training of experts in information and communication technologies,
The use of artificial intelligence (Tech Up-Take):3

These are the government’s priorities as regards the digital transition. The policy depends
on a comprehensive approach, with each of the goals being equally important and
influencing each other’s implementation.

In turn, Hungary’s Central Client Authentication Agent (KAU) is a comprehensive service
which facilitates the use of a number of digital services for individuals and other users,
together with a possibility of government-provided e-identity.# The latter allows to use
the electronic services portal magyarorszag.hu to apply for identity documents, driver
licences, any kind of certificates and other documents, and various services in spheres
such as education, finance, healthcare, ecology, agriculture, cadastre, pension benefits,
citizenship application, etc.> It also allows verification on the basis of information
previously submitted by the users.

There is a similar unified digital platform in Slovakia as well. The central public
administration portal, slovensko.sk, also serves both individuals and legal persons,
providing access to sources of information and public services. The information
particularly includes advice about electronic and other procedures, explains the
terminology and definitions, and provides navigation. The portal’s goal is to stimulate the

3 From a presentation by Jan Havlicek, researcher from the Prague-based Institute for Politics and Society,
during a conference on digitalisation of public services in the Czech Republic, organised in Yerevan on 12
December 2022.

4 https://kau.gov.hu/informacio/kau.

5 https://magyarorszag.hu/szuf fooldal.
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users to use electronic services which are presented in a clear manner for easy
understanding. Notably, the users can search for services in four ways: by kind of
electronic services, by names of state bodies and agencies, by outlining the situation, and
by location.®

These examples demonstrate how goal-oriented and effective unified public service
platforms can be while providing all kinds of digital services and electronic tools. Such
platforms allow to get comprehensive information about digital issues, as well as to use
available services by means of quick and simple actions. At the same time, both Hungarian
and Slovak platforms serve both individuals and organisations: services are available to
both physical and legal persons.

Digitalisation-related risks

It should also be mentioned that, all the benefits of the e-government digitalisation
notwithstanding, it also comprises rather serious risks which must be identified and
assessed from several points of view, including national security.

States and societies strongly reliant on ‘smart’ digital systems are increasingly more
dependent on such systems and vulnerable. Any individual, or any institution whose
operations depend on continuous use of digital and electronic services, may be targeted
by cybercrime perpetrated from home or abroad. Critical infrastructure, such as finance,
healthcare, transportation, etc., can be endangered as well.

Protection of human rights and freedoms is a matter of particular concern, taking into
account issues such as protection of personal data, information security, the possibility of
illegal surveillance (eavesdropping or video recording), and so forth. Particularly, in the
context of personal data protection, the state and its agencies responsible for the
operation of e-government services have full access to the citizens’ personal data, and that
essentially contradicts the private life and the principle of internet anonymity, while
protection of personal data is complicated.

At the same time, the impersonality and automated operation of digital systems sets their
limits, and that may influence some features of the communication between the state and
the citizens negatively. Often the system cannot complete the requested services, while
some related issues remain without answers or a clear indication who should deal with
them.

On the other side, inequality of the usage of digital systems by different parts of the society
is yet another issue. The lack of information, knowledge related to this sphere, as well as
internet skills, prevent the use of e-government and therefore involvement in the process
of digitalisation by many. A person’s age, place of living (city versus village), and several
other factors may seriously influence the possibilities for using the system.

The role of information in facilitation of communication

Facilitation of communication can be described by two graphs: ‘linear’, or ‘one-way’
communication versus ‘interactive’, or ‘dialogue’. The interactive communication model

6 https://www.slovensko.sk/sk/najst-sluzbu.
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is preferable for democratic societies. It implies that the communication should not go in
one direction: it should require feedback while not discriminating against the receiving
audience and not imposing one’s own will or opinion. The feedback availability mostly
depends on the state policy and its set of tools.

American social psychologist Theodore M. Newcomb introduced an ‘interactive’ model of
communication, presenting it in a triangular format, where a sender, a receiver (e.g.
student and teacher, government and public, or newspaper and readers) and a situation
which is being discussed are the three vertices. Both the sender and the receiver send and
receive messages (and therefore communicate).”

COMMUNICATION

Situation

While communication can be described as transmission of information, ideas, opinions or
feelings from one person (or a group) to another, mostly by means of symbols,® perhaps
the most appropriate definition of electronic communication was made by Irina Rozina:
such communication is used in different areas, contexts and cultures to exchange
knowledge and get a mutual understanding.’

Communication requires two main elements: communicating subjects interested in the
process, or at least taking part voluntarily, and information, which is essential as it feeds
the subjects and the process itself.

Noticeably, information plays the main decisive role in communication. Therefore, the
quality and effectiveness of communication mainly depends on the quality of information.

The importance of information should be assessed from two points of view. First,
information about digitalisation available to the citizens should explain why it is
important, what are the advantages, how it can improve people’s lives, and, accordingly,
how it can be used. Second, the kind of information comprising any digital system. It
requires easy-to-understand descriptions of the platforms, both in terms of language and
content, availability of information about the processes and needed actions, and a

7 Sk'u CaaksaH A. K., MeakonsH H. A., [Ipo6ieMa o6ecriedeHust 06paTHOH CBSA3U B PR-KOMMYHHMKaIUSAX,
ConuoJsiorus u npaso, Ne 3 (37), 2017, YAK 316.77, ctp. 14.

8 St"u Haymenko T. B., CoIH0/10r1st MaCCOBbIX KOMMYHHUKAIMM B CTPYKTYPE COIMOJIOTHIECKOTO 3HAHUS,
Counosiornyeckue uccaegobanud. 2003. Ne 10, ctp. 39.

9 Sk'u Po3una U., [legaroruyeckasi KOMIIbIOTEPHO-0MIOCPE0BaHHAS KOMMYHHUKAI[HS: TEOPUS U
npakTuka. M., 2005, ctp. 3.
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straightforward, easy-to-use feedback channels. Both technical and substantive
information should be available.

Electronic communication: two digital e-government applications as examples

The ‘E-Disability’ online portal and the ‘Work in the Eurasian Economic Union’ mobile app
are two of the newest e-government applications introduced by the Ministry of Labour
and Social Affairs of Armenia.

e-DisabiI_it_y

‘E-Disability’ portal

This online tool was launched recently, since 1 February 2023. Its purpose is to assess
users’ physical abilities or, if needed, to determine the category of one’s disability.1° The
commitment to have such a tool had been made back in 2010, when Armenia ratified the
UN Convention on the Rights of Persons with Disabilities, which stipulates that
participating states have to harmonise their legislation with the rights recognised in the
Convention (Article 4).11 In 2021, two laws deriving from the Disabled Persons’ Social
Inclusion Act were promulgated: the Rights of Persons with Disability Act and the Physical
Ability Assessment Act.

The portal allows to fill an online self-assessment form. The data then is compared with
information from medical clinics and other state bodies. In a few consecutive steps, the
application can be admitted if it meets the requirements, or the applicant receives a
notification that provided information is not sufficient.

The system randomly assigns the task to prepare the summary to one of the clerks, then
it is submitted for additional processing. At this stage, evaluating committee is also

10 Trdat Musheghyan, ‘A new system for disability assessment has been proposed’, Hetk, 1 February 2022,
https://www.hetq.am/hy/article/140622.

11 Convention on the Rights of Persons with Disabilities (CRPD), Article 4 — General obligations.
https://www.un.org/development/desa/disabilities/convention-on-the-rights-of-persons-with-
disabilities/article-4-general-obligations.html.
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randomly chosen. The committee decides upon the date and time, and informs the
applicant, then the evaluation takes place online at the prescribed time, based on the full
information available to the applicant. Particularly, the personal physical ability index is
determined, and the committee gives its opinion and decision accordingly.12

Considering that the system is still in the initial stage, it is not yet possible to clearly
determine if it is well-targeted and functions properly. However, the available tools and
especially the automated performance, with human factor excluded, allows to tell that the
system is neutral and the process is transparent enough. This is demonstrated by the
random choice of the persons who process and evaluate the applications.

Besides, there are not only medical doctors among the evaluators, but paramedics as well.
The officials in charge for the implementation consider that the purpose of the evaluation
is not only to study the applicants’ illnesses, but also to evaluate their abilities.!3

It is also provided that the data submission occurs just once via a single window
procedure, and the system prevents the possibility of submitting insufficient data, as the
system does not verify incomplete or not properly filled application firms. The system is
human centred, and lets to choose feedback possibilities: the applicants can be notified by
post, phone or email as they prefer. It allows to reduce the use of paper documentation.

Still, the system will remain imperfect as long as disabled persons have after a certain
amount of time to reconfirm their disabilities by the old procedure involving an expert
assessment. So, the new digital tool is only available to the applicants applying for the first
time. It is difficult to estimate how two systems can be used simultaneously.

Besides, not all potential applicants can use the system, as there are people of different
age, with different illnesses, and with different computer skills among them. So, in many
cases logging in to the system and filling the application form requires another person’s
assistance.

‘Work in the Eurasian Economic Union’ mobile app

The Armenian version of the app was launched on 31 January 2023 in order to facilitate
legal employment in other EEU member states. The Russian version had been launched in
2022. The app was created with support of the Eurasian Development Bank’s digital
initiatives fund. It currently lists vacant jobs available in Armenia and Russia.1* The app
can be used after installing it on a smartphone and registering. The Russian segment
shows vacant jobs posted by the State Employment Service of Russia, and the Armenian
segment - the vacancies from the database maintained by the Ministry of Labour and
Social Affairs of Armenia.

The app allows to find jobs and process applications legally and without intermediaries.
It offers more than 30 different services, including processing of residence permits,
company registration, petitions to state bodies, as well as finding accommodation.!> Guest

12 https://e-disability.am /home.

13 https://www.facebook.com/watch /?v=1365786984181623.

4 https://www.1lurer.am/hy/2023/02/25/Ukl-huppwl -wyluwmwwnbnbph-wuwydwitbph-
gnwugybne-hwdwp-«Uhiumwip-6USU-nud»-hwy b wén-gnponud-£/887569.

15 https://banks.am/am/news/newsfeed/25316.
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workers can also get comprehensive information about the laws of the appropriate
country, which is important for protection of workers’ rights.

The app may make Armenia more attractive for foreigners looking for jobs and
resettlement possibilities. That can bring skilled specialists, who may fulfil the available
vacancies while also sharing their experience.

However, the app is still incomplete and does not comply with the programme vision. So
far, it only allows cooperation with Russia. According to state officials, negotiations with
Belarus and Kyrgyzstan are under way.1¢ Besides, it is only possible to get job interview
appointments at local branches of state employment services. So, there is no possibility
for a direct application process yet: after finding an appropriate vacancy the applicants
have to contact potential employers outside the app.

Conclusion

The implementation of e-government, which started in Armenia in 2009, goes on with
support of some international organisations, but is not free from rather serious challenges
and some confusion. The process has not succeeded yet, as successful digitalisation
depends on a number of stakeholders, functional institutions, cultural characteristics, the
general advancement of a society, and on political will as well.

Along with other implemented programmes, state support packages and international
cooperation, actions towards digitalisation have to meet adequate reaction of direct and
indirect stakeholders. Education is especially important for successful digitalisation. It
should embrace media and digital literacy, a holistic set of skills and knowledge available
and understandable for anyone who may be involved, directly or indirectly.

The state should be responsible for contributing to education of information technology
and other relevant specialists, and to professional exchanges with foreign partners and a
study of international experience and best practices, and should also introduce subjects
developing digital awareness in all levels of educational institutions.

Similar responsibilities should be adopted by private sector employers in order to equip
their employees with fundamental skills while making the use of digital services
comfortable. The state, in turn, should cooperate with the private sector closely, with joint
efforts aiming for maximum effectiveness.

The state also should prioritise information campaigns which would explain the
importance of digitalisation to the society and lead the public discourse in an optimal
direction. Any digital transit has to be preceded by professional training courses. The
change of citizens’ preferences towards the use of public services originates from these
two measures. Besides, all digital platforms and tools related to public services should be
united at a joint platform with a simple and easy-to-understand design.

Finally, good organisation of the digitalisation of public services relies on citizens’ trust
into the state institutions, and therefore contributes to the government's public
legitimacy, laying the foundation for successful constructive communication between the
state and the citizens.

16 https://civic.am/economy/55573-eatm-erkrnerum-ashxatang-gtnelu-gorcyntacn-orinakanacvel-
e.html.
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