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Метою даної статті є визначення та аналіз концепції культурної компетентності спеціалістів з цифрового 
врядування у науці державного управління.  Методологічною основою дослідження є методи спостереження та 

порівняльного аналізу, які дозволили систематизувати важливі фактори оцінювання культурної компетентності 
спеціалістів з цифрового врядування. Наукова новизна полягає в ідентифікації концепції культурної компетент-

ності спеціалістів з цифрового врядування у системі державного управління та визначенні елементів її оцінюван-
ня. Висновки. Доведено, що культурна компетентність, що ґрунтується на відповідних комунікативних вміннях та 

навичках спеціалістів, підвищує ефективність цифрового врядування, адже розвиток відповідних вмінь допомагає 
в процесі надання управлінських послуг вирішити більшість внутрішніх та зовнішніх конфліктів. Головною перева-
гою розвитку міжкультурних комунікативних вмінь та навичок є підвищення ефективності взаємодії між грома-
дянами та державними службовцями за допомогою механізмів цифрового врядування. Враховуючи міжнародний 
досвід впровадження цифрового врядування, були розроблені висновки та рекомендації для системи державного 
управління в Україні.  

Ключові слова: культурна компетентність, комунікативні навички, цифрове врядування, спеціалісти з 

цифрового врядування, оцінювання культурної компетентності. 
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Концепция культурной компетентности специалистов цифрового управления в системе государ-
ственного управления 

Целью данной статьи является определение и анализ концепции культурной компетентности специали-
стов цифрового управления в науке государственного управления.  Методологической основой исследования 

являются методы наблюдения и сравнительного анализа, которые позволили систематизировать важные факто-
ры оценивания культурной компетентности специалистов цифрового управления. Научная новизна заключается 

в идентификации концепции культурной компетентности специалистов цифрового управления в системе госу-
дарственного управления и определении элементов ее оценивания. Выводы. Доказано, что культурная компе-

тентность, которая основывается на соответствующих коммуникативных умениях и навыках специалистов, по-
вышает эффективность цифрового управления, поскольку развитие данных умений помогает в процессе 
оказания управленческих услуг решить большинство внутренних и внешних конфликтов. Главным преимуще-
ством развития межкультурных коммуникативных умений и навыков является повышение эффективности взаи-
модействия между гражданами и государственными служащими при помощи механизмов цифрового управления. 
Учитывая международный опыт внедрения цифрового управления, были сделаны выводы и предложены реко-
мендации для системы государственного управления в Украине.  

Ключевые слова: культурная компетентность, коммуникативные навыки, цифровое управление, специ-

алисты цифрового управления, оценивания культурной компетентности. 
 

The relevance of the study. Diversity in the Information Age is permanently increasing, so, it be-
comes imperative for the e-Governance (digital governance) specialists to be culturally competent in order to 
provide the service delivery to the diverse clients within multicultural regions effectively. Population census 
(2001) in Ukraine revealed that 27,3 percent of Ukrainian citizens belong to different national minorities. So, 
almost the third part of public services recipients are non-Ukrainians, though they are citizens of Ukraine. 
The most widespread minorities are Russians, Romany, Jews, Crimean Tatars, Belarusians, Hungarians, 
Armenians, Greeks, Poles, Romanians, and others. The lack of cultural competence of the specialists leads 
to increase in social contradictions, as well. National and cultural based conflicts in Ukraine are also ex-
tremely complicated nowadays. However, this issue is not investigated enough in the public administration 
science yet. So, the understanding of the digital governance specialists’ cultural competence in the public 
administration and the development of the concept is a relevant and necessary direction of modern studies 
in the area of e-Governance and the service delivery digitalization. 

Literature overview. The issue of cultural competence in public administration is being analyzed in 
several directions, such as interactions between elected officials and digital technologies specialists, citizens 
and e-Governance specialists, citizens and service delivery agencies. A lot of studies reveal reluctance of 
digital technologies implementation manifested by service delivery specialists. According to Perri (2004), the 
main challenge of information technology industry is “to design for actual form of social relationships be-
tween policy makers” [8, 11]. The author points out, that policy makers use digital technologies because of 
the political reasons, so, such attitude to digital technologies leads to “the slow take-up of many e-
governance tools”. Singh (2013) also highlights ‘the obstruction’ to implement the new form of administration 
among elected officials. However, the author points out that such opposition is not able “to prevent coming of 
the ICT-based governance” [11, 172]. On the other hand, not only officials, but also citizens have a lack of 
cultural competence in the engagement of digital technologies of service delivery. OECD’s report highlights 
that “some citizens seem inherently or culturally unable to engage with digital technologies” [7, 39]. So, citi-
zens’ resistance in the new forms of administration can influence the efficiency of this process.  

The concept of the cultural competence in different social areas has a lot of meanings. However, the 
definition of Cross (1988) seems to be the most widespread. According to the author, “cultural competence is 
a set of corresponding policies, behaviors, and attitudes that come together in the professionals, agencies 
and systems, and enable that systems, professionals or agencies to work efficiently in cross-cultural situa-
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tions” [2, 2]. So, the understanding of not only own culture, but also perceiving the cultural differences can 
help to avoid the majority of cultural based contradiction in modern society. Thus, all the areas of the public 
administration system, including e-Governance and service delivery digitalization need the development of 
the cultural competence. The studies of Kovačić (2005), Primm et.al. (2005), Sereni-Massinger & Wood 
(2016), and others also contribute to this issue. However, there is no common concept of cultural compe-
tence of the digital governance specialists in public administration still. 

The purpose of the article is to define and analyze the concept of cultural competence of the digital 
governance specialists in the public administration science. 

Research results. According to Heine (2010), “people’s self-concepts, language use, cognition, per-
sonalities, relationships, perception, motivation, moral reasoning and emotions are shaped by their culture” 
[4, 1423]. So, cultural competence as a part of communicative competence allows to provide any social ac-
tivity more effectively. E-Governance as a significant institute of the public administration system has a spe-
cial role in this process. According to Primm et.al. (2005), “the effect of cultural dissonance” in providing ser-
vices by service agencies forms an essential problem [9, 557]. National and cultural differences often have a 
tendency to extend some social stereotypes of the cultural backgrounds to all the cultural group. That leads 
to escalation of misunderstandings based on the cultural differences. E-Governance aims to less direct hu-
man interactions between the client and service delivery agencies. However, digital background can also 
contain significant examples of cultural incompetence of its developers. So, it is necessary to develop cultur-
al competence within the e-Governance area in public administration in order to avoid the unethical and in-
justice treatment of the citizens. Digital governance specialists should be culturally competent, as well as 
other officials, within public administration system. That is the way to cope with bureaucracy and controversy, 
and to provide effective service delivery within multinational Ukrainian regions (especially Western Ukrainian 
border territories). Stakeholders of the public administration system themselves are the representatives of 
different nationalities and cultures. Thus, the development of cultural competence within the public admin-
istration system can help specialists in e-Governance and service delivery to overcome internal cultural bar-
riers in addition to external ones. 

So, the development of cultural competence in the digital governance field needs special trainings 
and education in order to get necessary communication skills and knowledge. According to Sereni-
Massinger & Wood (2016), “police agencies that pay attention to diversity education and familiarizing their 
services providers with cultural differences are more inclined to solve conflicts and prevent crimes” [10, 259]. 
Such tendency is relevant for other fields of service delivery, as well. Thus, training programs and education 
in cultural diversity is necessary and important for digital governance specialists and other officials in order to 
be effective enough within a multinational region.  

So, the development of cultural competence via educational and training programs is the first signifi-
cant element of the cultural competence assessment of a service delivery agency. Self-assessment of the 
learned outcomes is also necessary to monitor. The second element that should be included in the analysis 
of cultural competence is the access to the digital governance services for different national, social, and cul-
tural groups. Effectiveness of digital interactions with citizens of different cultural groups also should be eval-
uated. The third one is the effective cross-cultural management of interactions between all the service deliv-
ery providers in a region. So, obviously, inclusion of experts (for instance, leaders of the national 
organizations or training specialists), in a digital governance team can reduce conflicts between the repre-
sentatives of different nationalities and cultures.  

The main advantages of cultural competence development and the improvement of intercultural 
communication skills are the improvement of services delivery and effectiveness of collaboration between 
public service agencies and different cultural groups within a region. Such skills give service delivery provid-
ers the opportunities to increase in the efficiency of digital governance. According to Kovačić (2005), eGov-
ernment readiness of different countries is influenced by national cultural indicators such as Individualism 
and Power Distance [6, 156]. Digital skills training for public servants are the most effective way to provide 
understanding between digital experts and government [3]. 

Such strategy is relevant for Ukraine as well, because, in order to transform the public administration 
system in Ukraine via ‘digitalization’, the “Digital agenda for Ukraine 2020” was developed. This strategy of-
fers ten strategic technologies (“Digital Workplace”, “Multichannel Informing and Citizen Engagement”, “Pub-
lic Data”, “Electronic Identification”, “Internet of Things”, “Digital Platforms”, “Software Architectures”, “Block-
chain”) in order to change the public administration system in Ukraine [1, 53-55]. At the same time, according 
to Hermann et.al. (2015), Internet of Services (IoS) allows service providers to integrate their services via 
network services chain system [5, 9-10]. So, with the view to developing necessary cultural competence 
skills as an element of digital literacy in the area of managerial innovations and improving the level of profes-
sional growth within training skills system it is necessary to modernize the system of re-education of service 
providers (civil servants) in Ukraine. National Academy for Public Administration under the President of 
Ukraine is special institution, which is implementing of this strategy, involving in educational process leading 
manufacturers of digital technologies and complex information solutions (Google, Microsoft, Cisco, Amazon, 
SAP, IBM, Intel, Oracle, Deloitte etc.) via organizing corresponding trainings with certification of participants, 
including trainings in cultural competence. 
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In 2001 the Chair of Information Policy was created in the structure of National Academy. In spite of 

changing its title (Chair of Information Policy  Chair of Information Policy and Technologies  Chair of In-
formation Policy and e-government), the Chair has been contributing to the development of Ukrainian infor-
mation society via training of qualified specialists in master degree graduation and postgraduate and doctor-
ate studies in “Public Administration”. Such specialists, obtaining a set of personal, social, cultural, and 
professional competencies according to European education standards and The Bologna Process, are able 
to provide information policy and digital governance effectively.  

Unavoidable digitalization of public administration requires new creative and innovation-minded spe-
cialists, who specialize in completely different, modern activities. So, it is necessary to improve education 
process permanently according to modern requirements.  By 2021 the Chair is going to be leading innovative 
subdivision of the National Academy, using effective integration of research, methodical and expert direc-
tions in order to implement the Strategy for reforming of the National Academy 2017-2021. During 2017-
2019 the Chair is carrying out the research “Digital Strategy of the EU as basis of formation of service-
oriented policy in Ukraine”. The purpose of this research is to provide a theoretical rationale of foreign expe-
rience implementation of service-oriented digital governance in Ukrainian background, determination of main 
priorities, objectives and mechanisms of this process. In the context of digital transformation in Ukrainian 
public administration it seems to be logical to change the title of the Chair. That will give opportunities to co-
incide the results of educational process and public administration’s needs in competitive specialists, to acti-
vate management of career development of Graduates, to determine its image for current students, gradu-
ates and future entrants. All things concerned, scholars of the Chair initiated the process of changing the 
Chair title from “The Chair of Information Policy and e-Government” to “The Chair of Information Policy and 
Digital Technologies”. That allows to match it with directions of educational and scholar activities and to cor-
respond the modern paradigm of public administration in Ukraine. 

Scientific novelty. The scientific novelty of the study consists of the identification by the authors of the 
concept of cultural competence of the digital governance specialists in public administration and defining the 
elements of its assessment. The authors also analyze the foreign experience and offer the direction of its 
implementation in Ukrainian digital governance and service delivery system. 

Conclusions. The main conclusion to be drawn from this discussion is that cultural competence 
based on developed communication skills makes the digital governance more effective. Cross-cultural inter-
actions within modern society are widespread phenomena. So, special knowledge and communication skills 
in the area can help service delivery agencies to solve the majority of internal and external conflicts within 
the public administration system. Therefore, special training programs in the directions of cultural diversity 
and communications is a key factor for service delivery agencies to accomplish their activities more effective-
ly. The main advantage of intercultural communication skills development is the improvement of services 
delivery and the increase in efficiency of interactions between citizens and public administration institutes via 
mechanisms of digital governance. 

Considering global experience in digital governance implementation, the authors offer the next con-
clusions and recommendations for Ukraine: 

1. Digitalization becomes global trend and key driver of The Fourth Industrial Revolution “Industry 
4.0”. Digital agenda must become foundation of the development of independent governance in Ukraine, 
whereas modern managerial inclusiveness should be based on digital standards (according to principle of 
“Digital by Default”), so that all transaction of public administration service activities are being provided only 
in digital (electronic) format. 

2. According to civil concept of “Digital Agenda 2020” in order to form independent regulatory ensur-
ing of digital governance in Ukraine it is recommended to develop and adopt such documents as: “National 
Strategy for Digitalization Development” (Decree of the President of Ukraine), and “National Program for Dig-
italization” (the Law) instead of current “ National Program for Informatization” (according to the Law of 
Ukraine of February 04, 1998 № 74/98-VR), which is not relevant anymore and does not correspond to the 
basic principles of the global digital society in conditions of cultural diversity. Then it would be expediently to 
adopt at the subordinate level corresponding plans (short-term and long-term) in order to implement digital 
activities in Ukraine. Adoption of mentioned legal framework will give the opportunities to implement basic 
goals and objectives of Strategy for Sustainable Development “Ukraine – 2020”, which was approved by De-
cree of the President of Ukraine of January 12, 2015 № 5/2015. 

3. In the context of institutional ensuring of digital transformation, the authors offer to create the Min-
istry of Information Policy of Ukraine and Public Agency on issues of e-Governance of Ukraine in order to 
implement digital governance and effective public policy of digitalization in Ukraine, to regulate digital econ-
omy: manufacturing, implementation and use of digital technologies in the industry, culture, education, medi-
cine, agriculture and so on.  

4. In the context of digital (electronic) payments increase, it was defined that the main motivation to 
transfer from cash to cashless payments is depreciation of every electronic transaction in order to make 
them cheaper. Besides, it is important to increase the level of culture to use the digital payments among citi-
zens via organizing of corresponding information campaign in Ukraine.  

http://www.weforum.org/agenda/2016/01/the-fourth-industrial-revolution-what-it-means-and-how-to-respond
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5. Developing complex digital solutions for providing the service delivery, digital governance special-
ists should take into account their target audience, in particular nationality, culture, language and educational 
background. Special trainings in cultural competence for digital governance specialists within the National 
Academy for Public Administration under the President of Ukraine are considered as a way to obtain neces-
sary knowledge in this area. 
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