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• Create an interdepartmental working group
to address the mismatch between benefits
provision and the actual needs of veterans.
Shift to a people-centered approach to adjust
the policies that guide the benefits process.

Access to Benefits: Most Veterans 
Receive at Least One Benefit

Nearly all veterans (97%) received at least one 
benefit due to their service. There was no dif-
ference among veterans with a registered dis-
ability, unregistered disability, or no disability 
(see Table 1).

No disability 97 %

Registered disability 99 %

Unregistered disability 98 %

About the Series

The Veterans’ Reintegration Survey (VRS) ex-
plored veterans’ general experiences as they 
transition from military service due to the on-
going conflict that began in 2014. The topical ar-
eas in the VRS include veterans’ service expe-
rience, healthcare, employment, well-being, and 
sociopolitical perspectives.

This report presents findings from the VRS on 
the topics of veterans’ benefits, including their 
experiences in accessing benefits, satisfaction 
levels with various benefits, and willingness to 
use an electronic registry to apply for services.1 

Policy Recommendations

• Build a unified electronic registry2 to pro-
vide information on the benefits available
to veterans. This e-registry should be eas-
ily accessible to the public, and especial-
ly to veterans and their families. In addi-
tion, it should match each veteran’s specific
circumstances to relevant benefits. Moreo-
ver, this e-registry should especially high-
light the forms of assistance that are as yet
not well utilized by veterans. It should also
reduce bureaucratic delays so that veterans
can access their benefits when these ben-
efits are needed and most useful to them.

1      Given that veterans were sampled using a snowball ap-
proach, the sample is likely better connected to NGOs and 
other veterans than to the overall veteran population, which 
may skew some of the results of the survey.

2       IREX is currently working with a local consultant to facil-
itate the creation of the e-registry by a local software devel-
opment company.

Key takeaways:

• The benefits veterans need the
most are utilities, healthcare ser-
vice, and public transportation.

• For most veterans, applying for
benefits is a burdensome bureau-
cratic process that required ex-
cessive paperwork.

• Veterans are willing to register
in a  MoVA electronic registry
(e-registry) to apply for benefits.

Veterans Reintegration Survey Results on Veterans’ 
Benefits Utilization and Experiences

Table 1: Share of Benefits Recipients by Disability Status
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Benefits Received

Most veterans received free or subsidized pub-
lic transportation (89%) and utilities discounts 
(81%). Only around half received medical care 
and priority in land ownership. The remaining 
benefits were accessed by less than a third of 
veterans (see Table 2).
Veterans have been generally satisfied with most 
of benefits they have received. Among veter-
ans who received each form of assistance listed 
in Annex 1, at least 80% of veterans have been 
satisfied with receiving support for substance 
abuse treatment,3 admission support to univer-
sities, veteran support groups, professional de-
velopment courses, and physiotherapy. Annex 1 
gives a breakdown of veterans’ levels of satis-
faction.

Benefits Needed

Subsidies for utilities are the most needed bene-
fit (45%), followed by healthcare services (38%) 
and public transportation (34%). Comparing 
the top three benefits received (Table 2) with 
the three most needed benefits (Table 3) shows 
some consistency of prioritized services. How-
ever, this may suggest that veterans are prone to 
say they need what they are already receiving.

Housing assistance (to include loans) was the 
fourth most needed benefit (22%; see Table 3). 
Only 8% of veterans have received housing 
benefits. Homeownership rates among veterans 
were low relative to the general population, only 
53% of veterans compared to 71% for the gener-
al population. Conversely, more veterans lived 
in rented housing units (19%) compared to the 
general population (9%).

3      The base for this rate is less than 20 respondents.

Types of Benefits: Does the Need Match the Use?

Benefit type Share

Public transportation 89 %

Utilities discount 81 %

Medical care 55 %

Priority in land ownership 51 %

Additional 2 vacation weeks 30 %

Dental treatment and prosthesis 29 %

Sanatorium treatment 29 %

Legal advice 28 %

Pharmaceutical supplies 27 %

Psychological support 24 %

Benefit type Share

Subsidies for utilities 45 %

Healthcare services 38 %

Public transportation 34 %

Housing (including loans) 22 %

Rehabilitation, sanatorium 
treatment, rest

21 %

Getting land 14 %

Financial assistance  
(including pensions)

11 %

Psychological support 7 %

Employment 6 %

Education 6 %

Table 2: Veterans’ Ten Most Frequently 
Received Benefits

Table 3: Veterans’ Ten Most Needed Benefits
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Almost three-quarters (70%) of veterans report-
ed that too much paperwork and bureaucracy 
created obstacles to accessing benefits (see Ta-
ble 4). Combined with the second most common 
challenge, lack of information on benefit types 
and how to access them, it is clear that red tape 
created a considerable roadblock. 

Systematic problems, such as poor service and 
slow process, significantly add to the challeng-
es veterans face when trying to access bene-
fits (Table 3). In contrast, only 3% of veterans 
did not have any problems in accessing benefits. 
Box 1 contains an example of veterans’ frustra-
tion with the process.

Box 1: “They put you on the priority 
list. After a month-long wait, you get 
an MRI. If you need something else 
done, you have to wait another month. 
This is the so-called [priority] bene-
fit.” — Male veteran, from a focus-
group discussion.

Most Veterans Are Willing 
to use an E-Registry
Overwhelmingly, veterans (87%) are willing to 
use an e-registry to apply for benefits from the 
Ministry of Veterans Affairs (MoVA; see Fig-
ure 1). Only less than 10% said they were un-
willing to use such an e-registry. 

Nearly 90% of veterans use the internet every 
day, while only 2% never use it (see Figure 2). 

Veterans Find Obstacles in Accessing Benefits

Benefit type Share

Too much paperwork 
and bureaucracy

70 %

Lack of information on types and 
how to access

46 %

Poor service from providers 37 %

Slow process 36 %

Corruption, nepotism, fraud 30 %

Shaming from others 23 %

Distance to the service 13 %

Other 3 %

No problems 3 %

Figure 1: Willingness to use an E-Registry to Apply 
for Services from MoVA

Figure 2: Veterans’ Frequency of Internet Use

Everyday: 89%

A few times 
per week: 7%

A few times 
per month: 2%

Less often: 1% 

Never: 2%

Table 4: Challenges Veterans Experienced 
in Accessing Benefits

Yes: 87%

No: 9 %

Don’t Know: 4%
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Based on the findings from the VRS on benefits 
usage and satisfaction, the following key areas 
should be considered for programming purposes:

Address operational Challenges

The challenges that veterans face in accessing 
their benefits point to several operational issues, 
as shown in Table 4. Most veterans say that bu-
reaucratic obstacles and complex procedures are 
the biggest barriers to their obtaining benefits. 
And nearly half point to the lack of informa-
tion on the types of benefits available and how 
to get them. To remedy these problems, MoVA 
should develop a comprehensive plan that ad-
dresses challenges identified by the veterans as 
part of a strategy for their reintegration. The 
first step would be a thorough review of the ex-
isting policies and processes aimed at digitiz-
ing and then creating the most accessible, sim-
plified, and understandable online information 
and support for veterans. The next step would 
be automation of certain processes. 

In addition, MoVA should develop standards for 
local governments responsible for delivering ser-
vices and benefits to veterans under the decen-
tralization reforms. This task requires sufficient 
funding and adequate institutional capacity of 
MoVA to fundamentally change its public poli-
cies and create a people-oriented service design. A 
nationwide tracking system, such as an e-registry, 
could serve as a basis to further accelerate access 
to benefits and services. Given that most veterans 
are willing to use an e-registry to apply for 
benefits, and the fact that most use the internet 
every day, suggests that creating an e-registry and 
introducing electronic document management 
could lay the groundwork for creating a system 
that will improve access to benefits provi-  
ded by the state. Comprehensive and coordinat-

ed use of the e-register with the appropriate soft-
ware will provide an opportunity to capture and 
monitor which benefits are used and by whom. 
This will increase transparency and change vete
rans’ perceptions of corruption and nepotism. 

Match benefit provision to the actual 
needs of Veterans 

Many benefits that are currently included in the 
Ukrainian legislation are outdated and no longer 
relevant for veterans (e.g., installation of landline 
phones and the right to access discounted shops 
that no longer exist). Therefore, existing benefit 
provision practices and laws must be reviewed, 
and veterans need to be offered services that 
meet their actual needs. Moreover, applying for 
and accessing benefits need to be streamlined, 
and the red tape that causes delays eliminated.  
For example, while the allocation of state-owned 
land is one of the available rights according to 
the Ukrainian national law, veterans often find 
themselves unable to use that benefit. Instruc-
tions and help on how to access and use land for 
agricultural or business purposes should be in-
cluded in the benefits package. Moreover, there 
should be greater cooperation and coordination 
among the national and local government bodies 
that handle the provision of benefits to the vete
rans and their families.

Revisit certain benefit provisions that 
may hamper economic integration 
of veterans

The Ukrainian government’s Veteran Support 
Reform4 aims to promote the hiring of veterans 
into the civil service after they return from their 
4      State Sites of Ukraine, “Veteran Support Reform,” ac-
cessed June 9, 2021, https://www.kmu.gov.ua/en/reformi/
bezpeka-ta-oborona/veteran-support-reform

Policy and Programming Implications 
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Free or subsidized public transportation

Utilities discount

Medical care

Top priority in getting land

Two additional weeks of vacation

Dental treatment and prosthesis

Sanatorium treatment

Receiving legal advice

Pharmaceutical supplies

Psychological support

Physiotherapy/physical rehabilitation

Activity and discussion groups for veterans

Noncompetitive admission to universities

Attending courses for professional development

Receiving employment assistance

Top priority in getting housing

Orthopedic devices

Receiving assistance to start a business

Rehabilitation for Substance/Alcohol Use/Abuse

Loan for construction

Received Satisfied Neither satisfied nor dissatisfied Dissatisfied No response

military service. This effort is commendable, 
but the economic reintegration of veterans is 
often complicated by certain benefits that dis-
courage employers from hiring them. For ex-
ample, under the law, veterans are entitled to an 
additional fourteen days of leave and may also 

be called up for a mandatory military training.  
Covering this leave is the financial responsibil-
ity of the employers, who may be unwilling to 
hire veterans as a result. Offering economic in-
centives to employers, such as tax breaks, could 
thus encourage the hiring of veterans.

Notes:
1. Binary question for receiving the service: “Have you received this service?” (% of all veterans, base = 1800)
2. 2. Categorical question for satisfaction: “Are you satisfied with this service?” (% of veterans who received a service,
base is less than 20 for “Rehabilitation for Substance /Alcohol Use/Abuse” and “Loan for construction.”)

Annex 1: Benefits Received by Veterans and their Satisfaction Levels for Each




