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INTRODUCTION 

The volatile situation in eastern Ukraine has been further compounded by the COVID-19 crisis, creating heavy socio-

economic pressure on people affected by the continuing eight-year-long conflict. The disproportionately older 

populations living in isolated settlements in GCA along the contact line are one of the most vulnerable groups that 

cannot access the State social protection apparatus. Access constraints experienced by the residents of NGCA are further 

exacerbated by the COVID-19 induced restrictions on crossing the contact line. The monthly crossings number dropped 

by 95 per cent compared to the pre-COVID-19 period1. For NGCA residents, this made access to pensions, social 

payments, and other essential services even more difficult. 

Facilitating access to state administrative, social and judicial services for NGCA and GCA contact line residents has been 
the major focus of humanitarian legal aid providers since the beginning of the conflict. Lengthy bureaucratic procedures, 
system’s arbitrariness, errors of human judgment, and physical isolation between people and service providers have 
been the major reasons for the prolonged presence of substantial humanitarian legal aid services in the conflict regions.  
 

In the past, government agencies, were often responsible for the generation of legal disputes on the mass-scale. The 
waves of the arbitrary suspensions of pensions and the series of restrictive executive orders are reminiscent of the early 
post-conflict period where legal aid providers struggled to content legal disputes generated by government actions.  
 

The situation dramatically reversed in the past few years when policymakers started to take notice of the peculiar needs 
and vulnerabilities faced by the conflict-affected people. This, coupled with increased state interventions on 
decentralization of services, has created a new beginning with the prospects of conflict-affected people directly 
accessing state services without the interventions of third-party intermediaries, i.e., legal aid providers. These 
developments look increasingly promising.  
 

The outbreak of the COVID pandemic has caused insurmountable obstacles for many conflict-affected people, 
particularly the NGCA residents, towards accessing state services. However, the tragic disruption has created strong 
impetus both among the people and the government to look for digitalization as a solution to the access problems. 
Obviously, digitalization cannot be a solution to the access problem for everyone in society, particularly in locations with 
poor internet access and a high concentration of the older population. However, its appeal comes from the prospect of 
autonomously resolving a mass volume of access issues, creating an opportunity for government and humanitarian 
actors to prioritize resource allocation for those who are digitally disenfranchised.  
 

To improve the situation with access to social protection, justice, and other state services for all citizens (incl. NGCA 
residents), the Ukrainian government introduced a vast variety of public electronic services and registers, such as the E-
services of the Ministry of Social Policy, the web portal of the Pension Fund, the online House of Justice, etc. The majority 
of these state services are integrated into the so-called new brand of e-governance Diia, and made accessible to the 
people through  a mobile app and a web portal. Launched in 2020, the Diia app allows Ukrainian citizens to use digital 

documents (such as ID-card, driver's license, IDP certificate, student ID, COVID-certificate, and others) on their 

smartphones for identification and sharing purposes. The Diia portal provides access to over 50 governmental services.  
Through this portal, Ukrainian citizens, inclusive of IDPs and NGCA residents, can register a place of residence, apply for 
a pension, generate a COVID certificate, apply for a housing loan for IDPs, obtain a certificate of birth, sign documents, 
submit a single taxpayer declaration, apply for unemployment benefits, register a real estate ownership, attain extracts 
from the registers, apply for utility subsidy, get in an electronic queue for visiting administrative bodies and many more, 
all of it online. By 2024, the government plans to make all kinds of state-person interactions available through Diia. 
 
Such an impressive and rapid change, however, has not generated an immediate positive response among the conflict-
affected vulnerable populations. Instead, it created a potential gap in services for the technologically disadvantaged 
people. As NGCA residents have little access to information and latest news from GCA, only younger and more affluent 
population strata have a cut-off level of awareness on the subject through social media and other internet resources. 
Populations living near the line of contact, consisting mostly of elderly and ageing individuals, have little-to-no 
knowledge about the availability or relevance of the online services. The majority do not possess neither electronic 

                                                 

 

 
1 HRMMU  Update On The Human Rights Situation In Ukraine 1 February — 30 April 2021 

https://en.wikipedia.org/wiki/Brand
https://en.wikipedia.org/wiki/E-governance
https://reliefweb.int/report/ukraine/update-human-rights-situation-ukraine-1-february-30-april-2021-enruuk


  
  

5 

 

devices nor necessary technical skills. The insufficient internet coverage of the buffer zone locations also contributes to 
the access constraints. On top of that, registration in the Diia app requires having a valid bank ID or an electronic ID 
passport, while accessing Diia portal is only possible through either bank ID, Diia.Signature (generated upon registering 
in the Diia app), or QES (e-signature issued by a bank on removable storage media upon submission of a number of 
necessary documents). Most of the Diia app functions are available for users who have their IDs in the new electronic 
format, as opposed to the old paper-based ID. According to the Ministry for TOT information, 0.8 million NGCA residents 
possess such electronic ID. The Ministry for Digital Transformation is currently expanding the functionality of the Diia 
app for citizens with IDs in the paper form2.  
 
As a result, a necessity emerged to fill in the hiatus between online services made available by the state and the 

preparedness of conflict-affected population to use and benefit from these services. To assess the current situation, 

DRC conducted a survey focusing on the availability of state electronic services to the vulnerable conflict-affected 

population. The findings of the survey are expected, inter alia, to become the basis for building an efficient response. 

METHODOLOGY 

This rapid survey methodology was designed for quantitative data collection incorporating the following modes of data 

collection: a phone survey of LA beneficiaries selected from the database, an online survey of respondents from NGCA, 

and an in-person survey of beneficiaries at the entry-exit checkpoint (EECP). The survey was conducted between 15 and 

30 of November 2021. 

The phone survey was carried out by the hired enumerator who was trained by and performed under the supervision 

of the DRC Ukraine Monitoring, Evaluation, Accountability and Learning (MEAL) team. The online survey was distributed 

by DRC lawyers to the randomly selected beneficiaries residing in NGCA. Lawyers of the DRC implementing partner, Free 

Secondary Legal Assistance Centers (FSLAC), carried out an in-person paper-based survey with people crossing 

Novotroitske EECP3. They participated in the survey upon receiving legal advice from FSLAC lawyers. 

Monitoring and data collection tools included the survey questionnaire, and online Kobo form. The questionnaire was 

developed by the DRC legal assistance unit together with the DRC MEAL staff. It comprised multiple choice and open-

ended questions which were specifically designed to: 

- Assess the level of awareness about the availability of electronic services among the conflict-affected 
population; 

- Monitor the use of and satisfaction with electronic services introduced by the state; 
- Assess the level of accessibility of electronic services among the conflict-affected population (possession of 

electronic gadgets, devices, availability of internet connection and digital documents)  
- Evaluate the level of skill in using tech devices among the conflict-affected population; 
- Assess and prioritize the most in-demand electronic services; 
- Identify common challenges in using electronic services; 
- Evaluate the readiness of the conflict-affected population to learn new necessary skills; 
- Identify best training modes acceptable for conflict-affected population;  
- Learn from opinion and advice shared by participants that are based on their own experience and experience 

of their relatives and friends.  
 

The sampling frame of the respondents was designed to be inclusive of the people who received assistance from DRC 

lawyers in the course of the current legal assistance (LA) programme, focusing on the 5-km buffer zone locations of 

                                                 

 

 
2 DRC-DDG Legal Alert: Issue 70 September-October 2021 
3 The only entry-exit crossing point in Donetsk oblast of Ukraine that remained operational with, however, limited capacities due 
to the COVID-19-related restrictions. 

https://www.humanitarianresponse.info/en/operations/ukraine/document/drc-ddg-legal-alert-september-october-2021-drc-ddg-%D0%BF%D1%80%D0%B0%D0%B2%D0%BE%D0%B2%D0%B8%D0%B9-%D0%B1%D1%8E%D0%BB%D0%B5%D1%82%D0%B5%D0%BD%D1%8C
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Donetsk oblast. Such probability sampling was done to ensure the results of the survey are representative of vulnerable 

segments of the conflict-affected population with the desired satisfactory level of precision.  

The sample size of survey participants encompassed 348 individuals. It was calculated by a sample size calculator from 

the total number of beneficiaries (3 600 individuals) assisted during the Action’s activities with a 95% confidence level 

and 5 % confidence interval/margin of error4. However, during the survey, 47 people were not willing to complete the 

survey, which comprised a 13,5% of non-response rate. 

Thus, the total number of surveyed participants comprised 301 randomly selected individuals: 54% were interviewed 

by the FSLAC lawyers, and 46% were equally split between DRC lawyers and the hired enumerator. 

 LIMITATIONS 

COVID related measures imposed by the state did not largely affect the process of conducting this survey. Remote 

modes of data collection, namely distribution of online survey questioners to NGCA recipients, and the phone survey 

were deliberately designed to simplify the process, reach populations of NGCA and remote locations, and closely comply 

with pandemic-induced restrictions. As for the in-person survey conducted at EECPs, it was conducted in compliance 

with the requirements for the IPPE use and social distancing.  

The implementing partner lawyers who were interviewing people crossing EECP had a short timeframe for going through 

the questionnaire. At the same time, the lawyers had to keep people motivated to participate in the survey. Such haste 

might have led to small discrepancies when filling the paper questionnaires upon interviewing. 

The low level of awareness about the available digital services (Diia, PFU portal, etc.) among the targeted population 

made it difficult to carry out face-to-face interviews at the EECP and phone surveys designed for NGCA residents and 

people living near the contact line accordingly.   

 

RESPONDENTS’ PROFILE 

Age, gender, residence 

In total, 301 randomly selected individuals from legal assistance beneficiaries residing in the NGCA and close-to-the-

contact-line communities, as well as persons crossing the EECP, were reached by the - survey: 67% of respondents were 

women and 33% men. Disaggregation of survey participants by age and gender is shown in Figure 1 below: 

  
 

                                                 

 

 
4 https://www.surveymonkey.com/mp/sample-size-calculator/ 

39

6061

141

18-49 50+

Figure 1. Age and gender

men women

193

86

22

Figure 2. Residence of the 
respondents

NGCA
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GCA, beyond CL
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This ratio reflects the survey’s focus on reaching particularly vulnerable beneficiaries residing in NGCA and in the close-

to-the contact line locations, where women and the elderly are represented in a large proportion. As it has been 

previously noted in a number of DRC post monitoring assistance reports, women in Ukraine are usually more socially 

active than men; they tend to be open for communication not only with providing feedback but also with search for 

assistance. The age groups proportion is similar to the presented gender disaggregation. The majority of respondents 

(67%) have reported being 50 years old and older, while 33% are represented by grown-ups from 18 to 49 years old. It 

also reflects the country’s demographic statistics, where elderly people prevail in the small towns and villages, whereas 

the population of working age migrates to bigger towns and cities.  

The residence of the respondents is depicted in Figure 2 above. The majority (64%) of the respondents are living in the 

NGCA. At the same time, the GCA residents residing in close proximity to the contact line constitute 29% of the surveyed 

participants, and the remaining 7% are represented by persons living in GCA of Donetsk oblast beyond the 5km contact 

line. It should be noted that 65% of respondents out of 64% who represent the population from the NGCA have been 

surveyed while crossing EECP. 
 

ACCESS TO ELECTRONIC DEVICES AND USER SKILL LEVEL  

This survey attempted to estimate the level of accessibility to electronic means and tools for accessing digital services 

and platforms introduced by the state. Participants indicated which electronic devices were available to them and how 

well they could use their gadgets.  

  

The question on the availability of electronic devices contained multiple options to choose from. The vast majority of 

the respondents (91%) reported having a smartphone in their possession, followed by a laptop or computer owners 

(34%); nineteen per cent (19%) of the surveyed individuals were using a tablet, while 4% informed they did not have 

any of the listed devices (Figure 3).  Besides, another 4% of the respondents indicated “other” as their response. Of that 

group, the majority utilized an old-style phone with buttons, wherein some of them also indicated their advanced age 

and deteriorating health would prevent them from learning modern technologies forcing them to rely on assistance 

from relatives and friends. A couple of respondents with the option “other” as their second choice clarified they only 

knew how to use social media (WhatsApp, Skype) on their smartphone or computer to connect with relatives and loved 

ones. One respondent, being a former LSG official, shared an opinion in relation to the topic of the survey. She confirmed 

that people within the 50-60 y.o age bracket. usually require someone to guide and assist them in using online services 

and expressed a concern that people over 60 y.o. could experience difficulties acquiring the skill in using online services.   

Notably, almost 43% out of 301 respondents indicated they had more than one device:74 surveyed individuals indicated 

they had both smartphone and laptop; 29 respondents disclosed that they own both smartphone and tablet; and 26 

survey participants reported to have three types of electronic devices: a laptop, a smartphone, and a tablet. This implies 

that about 50% of the sample size are equipped to use either the Diia app or Diia portal, whereas 43% of the overall 

sample size of the survey respondents are equipped with the electronic tools necessary to use both the Diia app and 

Diia portal along with a range of state services incorporated in the latter. 

273

103

59

12

12

Smartphone

Laptop

Tablet

Other

None

Figure 3. Digital devices

142

90

60

9

Internet search

Make calls from
(smart)phone

Confident user

Don't know how

Figure 4. Skill level
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Since the level of technical literacy directly correlates with the ability to use electronic apps, portals and registers, 

respondents were offered to evaluate the level of their digital skills. The results of this self-assessment are shown in 

Figure 4. The majority of the survey participants constituting 47%, informed they could search for necessary information 

on the Internet, while 30% of them could only make calls from their phone or a smartphone. Only 20% considered 

themselves confident PC users. The remaining 3% admitted having no knowledge or skills to use any of the 

aforementioned gadgets. 

AWARENESS AND NEED OF PUBLIC ELECTRONIC SERVICES  

Figure 5 depicts the awareness level among surveyed populations. The prevailing 52% of respondents informed they 

knew and used public electronic services such as DІIA, 

electronic services of the Pension Fund, E-Court, and 

others. Slightly less, namely 39% of survey participants 

reported being unaware of the services, yet expressed 

interest in using them in future. The remaining 9% of 

those polled stated they knew nothing about the 

possibility of online interactions between an individual 

and the state and were adamant they “definitely” 

would not use any of the services.  

As for 9% of respondents who were sure to never use 

the services, this figure only slightly exceeds the proportion of respondents who had no modern electronic device or 

were the owners of a button phone put together. 

The fact that 39% of participants desire to use yet unknown to them services argues in favour of the relevance of 

awareness-raising campaign among populations in the focus of this survey. It is worth mentioning that about 76% out 

of 39% of those who wanted to use the services were NGCA residents. 

The fact that the majority of respondents have already used some services didn’t come as a surprise either. The services 

gained their popularity due to both simplicity of interaction with the state and COVID-related measures applied to day-

to-day life. The Diia app became indispensable during the pandemic times by generating a COVID certificate, that allows 

the use of interregional public transportation as well as visit public places, and mass gatherings, etc. The Diia app can 

generate the international COVID-vaccination certificate after a full course of vaccination and the internal COVID-

vaccination certificate upon receiving one or two doses of the vaccine; the app also generates a COVID recovery 

certificate or a certificate on the basis of a negative PCR test result (all these types of certificates have different periods 

of validity). 

Consequently, COVID-19 vaccination certificate was indicated as a top priority need among the respondents (22%). 

Please see Tab. 1 for more details on the most needed electronic services according to this survey. 

Table 1 

Electronic services # choices by the surveyed5 % choices 

Covid19 vacc. certificate 145 22% 

Pension Fund of Ukraine (PFU) e-services 127 19% 

Using the E-Court 98 15% 

Residence registration 54 8% 

Other 49 7% 

                                                 

 

 
5 The question envisaged multiple choices. One respondent could select several options answering 

156

119

26

Figure 5. Awareness about services

I know and use some

Don't know, but want to use

Don't know, definitely will
not use
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E-Baby (birth registration, certificate, TIN, 
services for a newborn) 47 

7% 

Certificate of income of a citizen 39 6% 

Driver's license and vehicle passport 
restoration / exchange 36 

5% 

Real estate rights registration, obtaining 
extracts 35 

5% 

State Land Cadastre extract  27 4% 

Entrepreneur's registration & termination 10 1% 

Unemployment assistance, status 
assignment 10 

1% 

Pension Fund e-services (19%) and E-Court (15%) were identified as the second and third high-demand services 

correspondingly.  

Due to the pandemic-induced movement limitations between GCA and NGCA, receiving PFU services online became 

particularly significant for IDPs physically located in NGCA. Using PFU portal, a person can remotely apply for pension 

assignment or recalculation of pension, carry out correspondence with the pension fund, apply for meeting 

appointments online etc. Beyond that, this portal is essential for non-pensioners as well. It provides access to the 

electronic employment record book, insurance records, E-retirement file; generates certificates and extracts and many 

more.  

Being introduced in 2021 as a module of the Unified Judicial Information and Telecommunication System (UJITS), E-

court is expected to shortly become a key tool that will eliminate barriers to justice for NGCA residents, providing them 

with an opportunity to restore their rights in court remotely. The e-court allows litigants to send copies of electronic 

documents to other participants, pay court fees and other payments online, file lawsuits, appeals, and receive court 

decisions, responses, go through remote litigation etc. 

As for the rest of the services listed in the table above, e.g. residence registration, e-Baby birth registration, certificate 

of income of a citizen, driver's license restoration, registration of real estate rights, extract from the State Land Cadaster, 

registration of an entrepreneur, and unemployment assistance, each of them was mentioned by less than 10% of the 

respondents.  

Option “Other” was selected by 7% of the survey participants (see Tab.1). The respondents were offered to specify the 

reason for their choice. The majority (15 individuals) were certain they had no need for using all the listed services. 

Interestingly, some of them explained the absence of need by stating “not being of pensioner age yet”. Using Diia was 

the need of 9 respondents; some of them reported to have difficulties with either installing the app or some specific 

Diia features. For the group stating “Other”, the overall disaggregation of the specified answers is outlined below: 

- No need 15 - Debtors register6  1 

-Diia 9 - Payment of fines for violating traffic rules  1 

- No electronic devices 6 - Only learning to use new gadget  1 

- Receive SMS about pension on the phone 5 - Not ready to use  1 

- Elderly or ill who rely on relatives  3 - Do not trust  1 

- No response 3 - Already received training from DRC lawyers  1 

- Lack of or bad quality Internet connection 2 Total 49 

This largely demonstrates a lack of awareness among survey participants that also became evident during conducting 

the survey when respondents required substantial explanations about a number of services listed in the questionnaire. 

                                                 

 

 
6 Debtor Register is an online database of debtors that is maintained in order to publish real-time information on debtors' 
outstanding property obligations in order to prevent the alienation of property 
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The e-Baby service (another 7% of respondents in the Tab.1) deserves particular attention. The service allows to register 

the birth of a new-born and obtain a birth certificate, as well as to order up to 9 other public services for an infant. It 

provides parents from NGCA with an opportunity to register the birth of a child without visiting the GCA of Ukraine. 

Access to the service, however, is available only for parents who have passed the judicial process in GCA and received 

relevant court decision establishing the fact of childbirth. Still, with the help of remote litigation through the e-Court 

system, the service can potentially become a sustainable solution for the registration of birth facts that occurred in 

NGCA. 
 

OPPORTUNITIES PROVIDED BY DIIA: AWARENESS, USAGE, DIFFICULTIES  

On September 22, 2021, the Government adopted Resolution №999, which allows remote identification of pension and 
social assistance recipients7. Previously, IDPs were required to undergo physical identification at the state bank 
(OschadBank) offices every six months to maintain access to their social benefits and pensions. In March 2020, in 
response to the COVID crisis, the Parliament decided on non-suspension of payments during the entire quarantine time. 
Remote identification, however, can become a sustainable solution for IDPs located in NGCA. Unless the COVID spread 
comes to a halt, the pandemic-induced movement limitations between GCA and NGCA are expected to stay imposed 
for a considerable time, cutting off NGCA residents from directly accessing the Ukrainian state social apparatus.  

Remote identification of pension and social assistance recipients is carried out via the Pension Fund online portal. The 
procedure involves Diia authorisation mechanism, provided by the Diia 
app8. This action, however, requires the applicant to possess a 
smartphone and have at least one digital document.  

The survey attempted to evaluate the level of awareness about remote 
identification opportunity among the targeted population. The results 
are represented in Figure 6. 

The majority of the respondents (62%) reported being unaware of the 

service. The other half, with 38% of surveyed individuals, knew about 

the mentioned procedure. It is worth mentioning that 60% out of 62% 

of those who admitted knowing nothing about the identification were 

represented by NGCA residents. Similarly, 69% out of that 62% of respondents who didn’t know about this remote 

service designed predominantly for pensioners were persons of 50 y.o. and older. The findings show that among the 

vulnerable population who might need this service the most remains unaware of the newly emerged opportunity. 

Created to digitalize state services, the online portal Diia operates 

with personal data. It can generate information about: transport, 

real estate, individual’s business, voter profile, insurance period, 

pension, salary, sick leave, etc. The portal includes a vast variety 

of state services. Through this portal, Ukrainian citizens inclusive 

of IDPs and NGCA residents can register a place of residence, 

apply for a pension, apply for IDP housing loan, use e-Baby 

services (registration of a new-born), sign documents, apply for  

construction passport, submit a single taxpayer declaration, apply 

for unemployment benefits, register a real estate ownership, 

attain extracts from the registers, obtain certificates of income/insurance record, apply for utility subsidy, get in an 

                                                 

 

 
7 DRC-DDG Legal Alert: Issue 70 September-October 2021 
8 To use the remote identification service, a person needs to have the Diia.Signature, and to be registered at the online portal of the 
Pension Fund of Ukraine. The Diia.Signature is generated by the Diia app. The Diia app can be downloaded on a smartphone from 
the App Store or Play Market. A valid Bank ID or electronic ID passport is needed to log in to the Diia app account. 

113

188

Figure 6. Awareness on PFU 
indentification via DIA

YES NO

145

156

YES

NO

Figure 7. Know how to register on Diia 
portal?

https://www.humanitarianresponse.info/en/operations/ukraine/document/drc-ddg-legal-alert-september-october-2021-drc-ddg-%D0%BF%D1%80%D0%B0%D0%B2%D0%BE%D0%B2%D0%B8%D0%B9-%D0%B1%D1%8E%D0%BB%D0%B5%D1%82%D0%B5%D0%BD%D1%8C
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electronic queue for visiting administrative bodies and many more, all of it online. To register on the portal, one needs 

either a Bank ID or e-signature (QES). Another option is to log in through the Diia. The signature generated by the Diia 

app. According to the survey findings, 52% of the respondents were unaware of how to register on Diia portal, while 

48% of the surveyed were familiar with the registration procedure (Figure 7). 

The scope of the Diia app is far-reaching.  Due to its capability to generate and validate e-signature (Diia.Signature), a 
vast number of state administrative and judicial services can now be accessed totally through electronic means both by 
GCA and NGCA residents. These include the services offered by the PFU online portal, the Online House of Justice, 
Electronic court, and Diia online portal itself. The application itself can offer services such as replacement of driver's 
license, payment of fines for traffic violations, generation of COVID certificates, petitions of hromada, payment of debts 
under enforcement proceedings, using tax services, sharing copies of digital documents, verifying the authenticity of 
other people's digital documents. The list of services is constantly expanding. 

  

As it can be seen from Fig. 8, a little more than half (56%) of the survey participants informed they did not use the Diia 

app, while 43% were utilising the application; one person did not provide the answer. 

Only those respondents who reported using the Diia application were offered to specify what were the difficulties 

experienced in using the Diia app, if any. Overall, 130 respondents provided a response. Based on the results, at least 

72% of those who provided an answer needed some kind of assistance for using the Diia app. About 28% of the 

respondents stated they needed detailed instructions on how to use the app; another 28% admitted they “didn’t 

understand the overall process”; 27% had no difficulties using the Diia application; 16% noted they needed the help of 

a lawyer; 10% would prefer training with practical exercises. The remaining 4% choose the “other” option. The latter 

was specified as follows: 

- Weak customer support, the difference between an app on the phone and a platform on a computer 1 respondent 
- Cannot use because don’t have the electronic key 1 respondent 
- Rely on the help of relatives 1 respondent 
- Slowly got to use the app with assistance from grown-up children 1 respondent 
- Went through training provided by DRC lawyer 1 respondent 

 

PFU DIGITAL SERVICES: AWARENESS LEVEL AND ASSISTANCE NEEDED 

Remote PFU services gained particular relevance and popularity among the conflict-affected population during the 

pandemic times both because of the restricted movement between GCA and NGCA and the introduction of remote work 

mode for state agencies.  

The initial web portal of electronic services of the Pension Fund of Ukraine was launched in 2012. Functionalities and 

user adoption gradually expanded throughout the period, while the adoption curve got momentum after the start of 

the pandemic.  Besides filing applications and receiving certificates, the portal provides its users with the opportunity to 

130

170

Figure 8. Use of the Diia app

YES NO
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35
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5

Need detailed instructions

Don't get the process

No difficulties

Need help of a lawyer
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Figure 9. Difficulties with Diia app
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continuously monitor data that affects their 

social rights. The list of the most useful 

services were represented to the 

respondents of this survey to assess whether 

they were aware of their availability. The 

question was designed as a multi-choice one, 

allowing the respondents to pick several 

services at once. The results are depicted in 

the Figure 10  

To make an appointment (online reservation) 

at the PFU department turned out to be the 

most known PFU service: 20% of the 

surveyed individuals were aware of it. Second 

biggest strata constitute of 18% of the survey 

participants who revealed to have no 

awareness of any of the listed PFU services. 

Notably, the majority (68%) of the 

respondents who admitted to be unaware about digital services of the Pension Fund, were older people of 50 y.o. and 

above. Around 14% of the surveyed knew about the possibility to file an application for assignment or recalculation of 

a pension online. Nearly 12% knew it was possible to submit appeals (questions, complaints, petitions etc.) and receive 

responses from PFU bodies through the portal. Access to e-employment record book (analogue of a paper employment 

book) was known by 11% of the interviewees, while 10% were informed about e-retirement file9 access. About 6% knew 

they could look up their personal insurance history in the insured persons register. Automatic pension assignment was 

a familiar service for 5% of participants. Only 4% know about possibility to check if an employer payed Unified Social Tax 

(UST) for an employee. 

Despite only 5% of respondents mentioning it, automatic assignment of the pension could come in handy for persons 

residing in remote buffer zone locations or NGCA. In June 2020, the Pension Fund of Ukraine started implementing a 

new system "Automatic Assignment of Pensions", freeing a person from visiting their territorial body of the Pension 

Fund in person. The pension is assigned on the basis of the documents submitted through the electronic services portal.   

While providing counselling to pensioner beneficiaries, 

DRC lawyers describe the scope of PFU services, explain 

how to register on the PFU portal, assist in obtaining 

electronic digital signature (QES), provide help in using a 

personal account. The assessment attempted to assess 

the scope of assistance needed to support the conflict-

affected population with becoming an independent user 

of the PFU account. 

The survey results are as follows: 33% of the survey participants admitted they needed periodic consultations using their 

PFU account; about 29% of the respondents would like to receive a consultation with a practical demonstration; the 

subsequent group of 24% didn’t require any assistance with using PFU services whereas the remaining 14% of the 

surveyed decided that one consultation would help them to use PFU account more efficiently. Please see the Table 

below showing the data on the represented findings stratified by GCA and NGCA respondent groups: 

                                                 

 

 
9Pensioners can access their e-retirement file that includes basic data like type of pension, number of the pension case and personal account, registration address 

and address of actual residence, certificate of salary, which was taken into account when assigning / recalculating the pension; certificate of employment / work 
experience 
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Figure 11. Help using PFU account
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Figure 10. Awareness about PFU digital services
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 Table 2 Assistance needed on the use of PFU account 
Type of assistance needed % of respondents from NGCA % of respondents from 5-km buffer zone, 

GCA 

Periodic consultations 46% 10% 

Consultation w. practice 35% 13% 

None 6% 69% 

One consultation is enough 13% 8% 

Lack of awareness about the full spectrum of PFU electronic services was another important point the team conducted 
this survey would like to stress. According to beneficiaries’ perception, the Pension Fund portal solely provided services 
for calculating and recalculating pensions. Hence, a number of elderly respondents considered they no longer needed 
to interact with the Pension Fund. For them, receiving a monthly text messages about the upcoming pension payments 
was enough. Another finding of the control calls conducted by the MEAL team was the unfamiliarity of people of pre-
retirement age with the possibilities and advantages of Pension Fund digital services. This category of contact line 
population believed they had no need to use any PFU services before reaching retirement age. On top of that, the 
persistent use of outdated devices (push-button mobile phones) by the elderly contact line residents and their natural 
reluctance to self-learn and thus gain insight into modern technological advances, explain their unwillingness to use PFU 
online services. 
 

PREFERRED METHODS OF TRAINING  

One of the goals of this survey is to develop an efficient training programme that would contribute to tackling the 

problem of awareness gap and skills among the targeted population. With that in mind, the developers of the survey 

questionnaire included an inquiry on the favored 

mode of training. 

Almost 28% of respondents indicated online webinar 

with a trainer as the most suitable mode of the 

training dedicated to the use of public electronic 

services, portals, and applications (Fig.12). Nearly 23% 

of the surveyed preferred being sensitized locally, at 

their local cultural centers or local NGO premises. This 

was followed by 22% of the interviewees who chose 

to receive a manual or a booklet with clear instruction for self-

study purposes.  For 21% of the respondents, the location of 

the training had no particular significance, though they prefer 

in-person training. The remaining 6% of the survey 

participants declared they were not ready to learn. All the 

preferences expressed by this survey participants will be taken 

into consideration while designing the training activities. 

Notably, 83% out of 83 respondents who preferred webinars, were represented by NGCA residents. For more 

information on the respondents’ stratification, please refer to the Table below: 

 Table 3 Preferred method of training 
Type of training % of respondents from NGCA % of respondents from 5-km buffer zone, GCA 

Webinar 36% 12% 

At the place of residence  11% 45% 

Guidelines 24% 16% 

In-person; place is irrelevant 25% 15% 

Not ready to learn 4% 12% 

 

 

83

69

66

64

19

Webinar

At the place of residence

Guidelines

In-person; place is irrelevant

Not ready to learn

Figure 12. Preferred mode of training

‘I believe it would be much beneficial to establish a sort of 

an advisory station with a smartphone and a tablet 

available, where a trained local person would help his 

fellow residents to use online PFU services, send 

applications, request information, etc.’ – respondent, 

former LSG official   
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CONCLUSIONS 

The assessment findings show remarkable preparedness both on the side of the government offering the services and 
on the side of conflict-affected people’s willingness to adopt. Some of the skepticisms of the survey respondents have 
to be understood in light of the fact that humanitarian actors operating in the regions have not yet started to raise 
awareness on the matter.  

One peculiar feature of humanitarian legal aid in Ukraine, compared to other displacement contexts, is that in Ukraine 

all legal disputes are between people and the state.  This is both a curse and a blessing. Curse in the sense that when 

system malfunctions it makes a massive number of people suffer from the same legal problem. Blessing in the sense 

that improvement in the system’s efficiency can make all disputes vanish within a relatively short period of time without 

the need for a case-by-case resolution, which is typical when disputes are between individuals.  

If optimized, the state digitalization initiatives will significantly reduce the number of humanitarian legal aid cases 

requiring attention. This will be a sustainable solution both in terms of containing the generation of new legal disputes 

as well as people’s power to resolve any outstanding disputes by themselves. Humanitarian legal aid has to seize this 

opportunity as a potential exit strategy. Exit from humanitarian legal aid is better achieved when the system generates 

fewer legal disputes as opposed to building large legal aid capacities to handle a large volume of disputes.  

The findings show the low level of technical knowledge and lack of awareness about public electronic services such as 

DІIA, electronic services of the Pension Fund, E-Court, etc. among targeted population strata. Only 20% of respondents 

considered themselves confident users of their electronic devices, while almost half (48%) of respondents informed they 

did not know or use any of the mentioned online services.  

According to the survey findings, about 56% of the survey participants informed they did not use the Diia app, while at 

least 72% of those who used the application, experienced difficulties, and admitted requiring some kind of assistances 

for using the Diia app. 

The results revealed that 52% of the respondents were unaware of how to register on the Diia portal. Another 76% 

required help managing the personal account of the Pension Fund Portal, including verbal and practical consultations. 

Regarding the preferences towards the training method expressed by this survey participants, webinars, in-person 
trainings and information materials were all highly requested.  
 
Summing up the above, to promote and popularize the use of digital services, it is necessary, along with educational 

training activities, to inform the people about the possibilities and capacity of these services. 

 

RECOMMENDATIONS 

 

• It is recommended to include digitalization as an essential element in humanitarian programming, particularly 

for programs that work closely with local self-governments. 

• DRC is recommended to work closely with the Ministry of Digitalization on the development of a joint response 

mechanism, including training programs, to raise awareness of state services. 

• DRC lawyers to monitor and follow up on recent developments on Diia and other public electronic services and 

registers, establish a wide practice of using e-Court in litigations of beneficiaries from NGCA, inform and 

capacitate the implementing partners on the topics in focus. 

• The DRC legal team to develop a comprehensive and regularly updated training programme with an 

instrumental practical module, based on an exhaustive research and practical experience and designed with 

consideration of various age groups and levels of technological literacy. 

• It is recommended that DRC conducts an awareness-raising campaigns among the targeted populations 

dedicated to the available state online services and the advantages of their use. 
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• To reach NGCA residents, DRC lawyers are advised to conduct online webinars on the use of public electronic 

services and registers designed for populations living across the contact line. 

• In terms of sensitization of at-risk GCA populations living in close-to-the contact line communities, it is 

recommended that DRC secures its prior arrangements with a number of locally based SCOs delegating them 

the provision of trainings to local residents. The agreement foresees an expertise transfer through the Training 

of Trainers (ToT) curriculum purposefully designed by DRC to equip the trainers-to-be with a fully-fledged toolkit 

that integrates both legal knowledge and technical competencies. DRC will also supply the trainers with tablet 

computers to illustrate the how-to tech instructions and allow the training participants to practice the newly 

acquired skills. 

• It is recommended that DRC seeks partnership with more local NGOs on the provision of trainings to pave the 

way for greater outreach among conflict-affected communities and to develop national capacities, making a 

meaningful contribution in the humanitarian-development nexus (HDN).  

• If required, DRC in cooperation with the Trainer-CBOs is recommended to enlist the support of local authorities 

to use the local infrastructure premises like cultural centers for the organization of trainings. 

• DRC is recommended to develop a self-study manual on using the public electronic portals and digital services 

to disseminate - in both printed and electronic forms – among the conflict-affected population on both sides of 

the contact line.   

  



  
  

16 

 

 

ANNEX A: SURVEY ABOUT THE AVAILABILITY OF DIGITAL SERVICES  

 

Danish Refugee Council in Ukraine conducts this survey solely for the purpose of research, as well 

as improving the quality of our work. 

You do not need to provide your name or contacts, while we are committed to maintain the 

confidentiality of the information received. 

 

 

SURVEY  

AVAILABILITY OF DIGITAL SERVICES 

1. Indicate your gender 
 

 Male  Female  Other 

2. Indicate your age 
 

 Under 18   18-49   50 and above 
 

3. Indicate your current place of residence 
 

 GCA 

 Settlement 5 km from CL (GCA) 

 NGCA 
 

4. Indicate what electronic means of communication you use (may be more than 1 answer) 
 

 Smartphone 

 Tablet 

 Computer (laptop) 

 Other (specify)  

 I don't have any of the   

      listed devices
 

5. Indicate your level of usage of the listed means of communication 

 I’m a 

confident user 

 

 I can search 

information 

on the Internet 

 I only make 

calls from 

phone/smartp

hone 

 I cannot use 

any of the 

above 

 

6. Are you aware of the possibilities of digital access to public services (DIIA, digital services 

of the Pension Fund, e-Court, etc.)?   
 

 Yes, I know and I use some of them 

 I know nothing about them, but would like to use 

 I know nothing about them and I am not interested in using  

 
  

7. Indicate which of the following digital services you need 

 Electronic identification for access to PFU digital services  

 Generation of international Covid19 vaccination certificate 

 E-Malyatko (e-Baby) (birth registration + birth certificate + 9 state services for a new 

born, including tax code and maternity allowance) 

 Registration of place of residence 

 Registration and termination of private entrepreneur 
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 Obtaining a proof of income statement 

 Restoration / exchange of a driver license / vehicle registration certificate 

 Electronic identification for obtaining an extract from the State Land Cadastre 

 Electronic identification for registration of rights to real estate, obtaining extracts 

 Electronic identification for application for unemployment allowance and claiming 

unemployment status 

 Using the e-Court 

 Other (specify please) ____________________________________ 

 

8. Do you know the possibility of personal identification in the PFU digital account using 

"DIIA" application 

 Yes  No

 

9. Do you know the procedure for registration in "DIIA" portal?  
 

 Yes  No  

 

10. Do you use "DIIA" application? 
 

 Yes  No 

 

11. If you experience difficulties using "DIIA" application, what are they about? 
 

 I have no difficulties 

 I don’t understand the process itself 

 I don’t have a device (smartphone, computer) to install the app  

 I need help of a lawyer 

 I need detailed guidelines (description) 

 I need practical training  

 Other (specify please) ____________________________________ 
 

 

12. Indicate which online PFU services you are aware of 

 Not aware at all  

 Scheduling an appointment at the PFU office 

 Claiming award (recalculation) of pension 

 Automatic pension award 

 Correspondence with PFU (filing requests and receiving responses) 

 Access to digital labour book 

 Access to e-retirement file 

 Obtaining information from the Register of insured persons 

 Checking the fact of payment of UST by the employer  
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13. Do you need help of a lawyer in matters related to work in the PFU digital account 
 

 Yes, 1 consultation would be enough 

 Yes, I need consultation with practical demonstration 

 Yes, I need consultations from time to time  

 No 

 

14. Indicate which method of training that is the most suitable for you 
  

 Around my place of residence (in an NGO or cultural center) 

 The location does not matter, however only "in-person" 

 Webinar with a trainer 

 Self-study booklet (guidelines) 

 Not ready to learn 

 
 Thank you for agreeing to answer the questions and help us assess the quality and relevance 

of the assistance we provide. 


