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Abstract. E-government has a specific importance in the implementation of public administration
in the third millennium, which is considered a new era of governance. The article notes that the use
of information and communication technologies in governance has necessitated the formation of e-
government. One of the main goals of each state is to ensure the efficiency, efficiency and
transparency of public services provided to citizens. Since the beginning of 2000, a number of steps
have been taken in the Republic of Azerbaijan towards the implementation of e-government. One of
the thoughtful and successful steps towards the implementation of e-government was the
establishment of the “State Agency for Public Service and Social Innovations under the President of
the Republic of Azerbaijan” by the Order of the Head of State of the Republic of Azerbaijan. “ASAN
service” centers were established in the country in order to improve the services provided to
citizens by state institutions, and the provision of services in these centers is based on the
principles of transparency, courtesy, responsibility and efficiency. As a result of the establishment
of the centers, citizens were provided with all services from one center on the “one-stop” principle.
These centers, which are a national government project, provide daily services to citizens in person,
by phone, mobile, and other forms. A number of cooperation processes have been carried out to use
this project in international practice and implement it in other countries. Overall, the establishment
of such centers has greatly facilitated the work of citizens and increased citizen satisfaction.

AHHOTanUs. JJIEKTPOHHOE IIPABUTEILCTBO UMeeT 0C000e 3HaUeHNUe [JISI OCYIIEeCTBIIEHUS
TOCyHapCTBEHHOTO yIIPaBIeHUS B TPEThEM THICSAYEJIETHUM, KOTOPOE CUUTAETCS HOBOU 5POH
yIpaBieHus. B cTaThbe 0TMedaeTCsI, YTO UCIIOIb30BaHue NHMOPMauOHHO-KOMMYHUKAITHOHHBIX
TEXHOJIOTHY B TOCYIapPCTBEHHOM yIPaBIeHUU 00yCIOBUIO HEOOXOOMMOCTE (DOPMHUPOBAHUS
3JIEKTPOHHOI'0O IpaBUTeJIbCTBa. OOHOM U3 TJIaBHEBIX ILleJIel KaxKA0Tro rocynapCcTBa SBIISEeTCS
obecnieyerue 3(pHEeKTUBHOCTH, PE3YyIbTaTUBHOCTU U IPO3PAaYHOCTU I'OCYNapCTBEHHEBIX YCIyT,
nmpenocTaBisieMblx rpaxkganaM. C Hauana 2000 roma B Azepbatigxkanckon Pecriybmuke ObI
MIPEeOIPUHSAT PSL IIIar0B 110 BHEOPEHUIO 3JIEKTPOHHOTO ITPaBUTENILCTBA. OOMHUM U3 MPOAYMAaHHBIX U
YCIIENIHBIX IIaroB 10 BHEAPEHUIO 3JIEKTPOHHOTO IIPaBUTENIbCTBA CTAI0 CO3JaHue YKa30M ['naBel
rocymapcTBa AzepbatlinkaHckol PecnyOnuku «I'ocygqapCTBEHHOTO areHTCTBa 10 0Ka3aHUI0 yCIIyT
rpaxkgaHaM ¥ COLMaJIbHBIM MHHOBaNUAM Ipu IIpe3unenTte A3epbanigxkanckon Pecrrybmuku». B
LeJsaX yIydIleHns yCIyT, IIPefoCTaBIsgeMbIX I'paXkgaHaM roCygapCTBEeHHLIMM OpraHaMy, B CTpaHe
Cco3maHHI IeHTPH «ci1yk6a ACAH», a mpemocTaBieHne YCIyT B 9TUX I[eHTPAaX OCHOBHEIBAETCS Ha
IPUHIUIIAX TPO3PaYHOCTH, BEKJIMBOCTH, OTBETCTBEHHOCTH U 9(pHEeKTUBHOCTHU. B pe3ynbTaTe
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CO3OaHMs TEeHTPOB I'PaxkKgaHe IIOJIYYHUJIX BO3MO2KHOCTE IIOJIb30BATHCA BCEMHU YCIIyI'aMU II0 IIDUHIIUITY
«OOHOTO OKHa». ITU IOEHTPHI, ABJIAIOININECA HallMOHAJIBHBIM IIPaBUTEJIBCTBEHHBIM IIPOEKTOM,
OKa3BIBAIOT I'PaxKaaHaM eXXKeOHEBHbIE YCIIYI'U JINYHO, I10 TeJ'Ie(bOHy, MOOUIILHOM CBSI3HU U OPpyruMm
criocobaMu. HpOBe,E[eH PAO KOOIIEPAIXMOHHBIX IIPOLIECCOB I10 UCIIOJIb30OBAHUIO HAHHOTO IIPOEKTAa B
Me}KI[YHapOJIHOfI IIPAKTHKE U €TI0 BHEeOPEHHUIO B OPYIUX CTPaHaX. B nenom co3manue HOJIO6HBIX
OEeHTPOB 3HAYUTEJIbHO YIIPDOCTHUIIO pa60Ty I'PaXOaH " IIOBBICUIIO UX YOOBJIETBOPEHHOCTS.
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In the digitalized world, the use of ICT plays an important role in the implementation of public
administration. E-government is of great importance in the effective organization and management
of the activities of every democratic state. Thus, in modern times, the increasing demands of
citizens from the government have necessitated a transition to a new stage in the quality and form
of public services provided by the government. E-government reflects the improvement of service
quality, the release of workload, the elimination of distance dependence, information accessibility
and high control over the transparent activities of institutions [9, p. 230].

The establishment of e-government in the Republic of Azerbaijan and the provision of new quality
services to citizens began after the restoration of state independence, more precisely, in the early
2000s. The application of e-government in Azerbaijan is based on international experience and
successful e-government projects are being implemented. On the initiative of the head of state
IlTham Aliyev, the national model “ASAN service” was created and services were provided to citizens
from a single center [10, p. 136].

Based on the Decree No. 685 of the President of the Republic of Azerbaijan dated July 13, 2012, the
“State Agency for Public Service and Social Innovations under the President of the Republic of
Azerbaijan” and “ASAN service” centers under its jurisdiction were established [3]. These centers
provide services to government agencies in a unified and coordinated manner. The main objectives
of establishing the centers, which operate on the principles of transparency, accountability, and
efficiency were as follows:

e ensuring transparency and combating corruption;

e increasing trust in government institutions;

* widespread use of e-services;

e reducing additional time loss and expenses for citizens;

e increasing professionalism;

e compliance with ethical conduct rules in the provision of services;
¢ increasing efficiency [12].

Currently, the total number of these centers in the country is 28, 7 of which operate in Baku, that
is, in the center, and the others in the regions [12]. “ASAN service” centers provide services to
citizens indirectly, directly, by telephone and on mobile. A unique type of activity of the centers is
self-service. Thus, there are computers open to the Internet for citizens in the centers, and they can
use all e-services through these computers.

The centers operate the “ASAN Volunteer School”, designed especially for students and young
people. Here, it is possible to get acquainted with the work environment in practice, work as a
volunteer and obtain future job opportunities. The centers also have call centers so that citizens can
quickly apply for the services provided without having to go to the service centers.

In total, over eighty million applications were registered during the twelve years of operation of the
centers, with the most frequently requested service areas being the issuance of identity cards and
certificates [12]. Applications for notary activities and the issuance of universal passports also



accounted for the majority.

The activities of “ASAN service” centers have been evaluated at the world level. Also, cooperation
is being carried out in other countries to share the experiences of this project. Cooperation with the
United Nations has been carried out in order to promote this project in other countries. Thus,
according to the “Contribution Agreement” concluded between the UN and the government of the
Republic of Azerbaijan, it is envisaged to apply innovations and develop potential in the relevant
field in order to provide public services within the framework of the “ASAN service” model in the
UN member states.

The government has held numerous meetings and negotiations on the implementation of the
national project in other countries and the implementation of cooperation. We can cite Afghanistan,
Pakistan, Uzbekistan and Turkey as examples of these countries. It should be noted that the areas
of cooperation for the implementation of the processes under the Memorandum of Understanding
signed with Afghanistan in 2016 were discussed. Possible cooperation opportunities were discussed
with the relevant government agencies of Turkey and Pakistan.

The model, which has been successfully implemented in Azerbaijan, has been awarded a number of
local and international awards during its existence. Among them, the official website of “ASAN
service” “www.asan.gov.az” was awarded first place twice in the “NETTY-2013” and “NETTY-2018"
awards.In 2015, “ASAN service” was awarded the UN award at an international forum held in
Colombia. The State Agency was also awarded an international certificate according to the ISO
9001:2008 standard [12]. Also, “ASAN service” was evaluated and won in an international
competition by the British Occupational Safety and Health Council.

As can be seen, in a short period of time, “ASAN service”, the national brand of the Republic of
Azerbaijan, has gained international interest due to the transparency and efficiency of its activities.
Providing services to citizens from one center based on the “one-stop shop” principle has not only
greatly simplified their work, but also made the activities of state institutions more transparent.
Thus, civil servant-citizen relations have moved to a qualitatively new level. The successful
implementation of this project has increased trust in state institutions in the country and improved
the quality of service.

Consequently, the role of “ASAN service” centers in the formation of e-government in the Republic
of Azerbaijan the importance of creationlt has a specific character and plays a special role in the
provision of public services. In general, the activities and future prospects of “ASAN service”
centers in the implementation of e-government can be assessed as follows:

¢ By providing public services from a single center, additional costs and time for citizens have
been saved;

e The transparent operation of the system has increased citizen trust in the government and
improved the quality of service;

e The centers have been provided with activities in several areas to make public services
accessible to everyone;

e The digitization of available services and the organization of a self-service model in centers
have supported the development of e-government;

e The citizen-oriented activities of the centers, based on regular surveys and analysis of the
results obtained, and taking into account the demands of citizens have ensured the
effectiveness of the organization's activities.
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