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concerning health services, after determining the most frequently visited 
health institution, it was requested that the assessment of satisfaction is 
made on that institution. Similarly, with regards to social services, after 
enquiring whether there is a dependent elderly or handicapped in the 
household, it was asked whether or not they receive any social service 
for these individuals. In addition to that, it was decided that questions 
concerning need for social services, awareness on the provision of such 
services by certain institutions and sufficiency of income required for 
basic needs are asked to all interviewees.

Sample Design

The interviewees were the citizens living within the provincial borders. 
Whether or not these individuals are permanent residents of the inter-
viewed households was checked with the filter questions in the first part 
of the form. Basic demographic information on each household member 
was collected, but it has been determined as a survey criteria that inter-
views are conducted only with those aged 18 and above.

The service satisfaction surveys within the scope of this project have been 
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carried out by using a sample structure that represents the entire prov-
ince. Surveys have been designed to allow the analysis of results based 
on urban centre, outer district centers and rural areas.

This methodology would make it possible to observe how the problem 
areas within the province differentiate with respect to settlement units. 
According to specific needs and available financial resources that can be 
allocated to such a study, surveys could also be designed in other ways. 
(For instance; it could be possible to work with samples that are large 
enough to represent all districts, as well as to focus on a specific service 
and to design the sample accordingly to include only those benefiting 
from that service; such as, designing a sample for interviewing patients 
at public hospitals after their medical examination.)

To be able to better represent the intra-provincial differentiation in the 6 
pilot provinces of the project, sample stratification is carried out. In order 
to take the development disparities among districts into consideration 
in addition to the rural and urban distribution of the people living in the 
province, stratification was based on development.

Within the strata developed, the number of the urban and rural question-
naires have been determined which were to be applied in the districts 
selected through the method of probability sampling proportional to 
population.

In line with these figures, certain number of villages and mahalles 
(neighborhoods) were selected in each district also through the method 
of probability sampling proportional to population and these villages and 
mahalles made up the final sampling units.

In mahalles, streets were determined randomly and the households to be 
interviewed were selected by using a household random selection table. 
In villages, systematic sampling is used for the selection of households.

Focus Group Discussions

Sivas was the first province where project activities were started, so the 
first survey study was conducted in this province. That is why, the focus 
group discussions for the development of the content of the question 
form were carried out in the mahalles and villages of Sivas.
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After determining the survey framework and developing the draft question 
form, a series of focus group discussions have been held with citizens and 
service providers in Sivas at the city centre and its villages. Thus, in-depth 
preliminary information on the services has been obtained at first-hand. 
Looking at this information both from the perspective of those benefiting 
from the service and from the service providers’ perspective considerably 
enriched the study. 

As a result of these studies, information has been collected both on the 
viewpoint of the service providers and the citizens benefiting from the 
services as well as on the criteria which they consider to be important for 
each service. (For example; with regards to education services, criteria 
such as quality of teachers, safety of children, cleanliness of schools, etc. 
have been specified as important issues in these focus group discussions 
and were therefore included into the questionnaires.) Meetings were 
held with patients and their relatives, with parents and students and as 
a result, information has been gathered on schools, education services, 
hospitals and problems related to health services, on the high priority 
issues to be addressed, on the issues they are satisfied with and on those 
that they are not. 

On the other hand, the citizens living in villages were questioned with 
the aim of figuring out their opinion on access to health services, whether 
there is a public clinic in their village or not, the capacity of the clinic – if 
any, the problems arising from multigrade education and bussed educa-
tion. Furthermore, their assessment on transportation and highway 
services was taken and the problems faced in this area were determined.

During the in-depth interviews carried out with the different directorates 
in the province, the public officials were questioned on the services pro-
vided in areas where the citizens experienced problems, on the priority 
issues of the province and the corresponding solutions developed.

As a result of the focus group discussions and in-depth interviews, the 
problem areas in education, health, social services and infrastructure ser-
vices prioritized by both the citizens and the local public managers were 
determined, and at the same time, further information was gathered on 
the specific problems of the province and then, the content of the ques-
tion form was improved accordingly.
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Adaptation of the Question Form to the Local Circumstances

Within the scope of the service satisfaction surveys conducted by TESEV, 
during the field work in each province, the same question form was used 
where possible, which allowed the comparison of the levels of citizen 
satisfaction concerning certain basic local services across different prov-
inces.

In addition, a working group has been established in the provinces where 
survey activities were to be carried out. The working groups were com-
posed of representatives from both the local governments and also from 
the civil society organizations and universities. These working groups 
jointly examined the question form and made the necessary revisions 
for the adaptation of the form to local circumstances. (For instance; in 
Yalova, a special section has been included to the form in order to mea-
sure the satisfaction with the public services provided subsequent to the 
earthquake in 1999. On the other hand, in Çanakkale, questions on urban 
belonging and participation to urban social life were asked to assess the 
influence of urban consciousness on service satisfaction. In Diyarbakır, 
considering that the city centre is a major in-migrant destination, a spe-
cific module has been added to the form to measure the problems faced 
by the migrant citizens on access to services.)

Question Form Design

Following the focus group discussions and the meetings with the work-
ing groups, the collected information was brought together and the 
multiple-choice questions of the question form and its content have been 
finalized.

Especially in surveys with such large samples, prior to starting the field 
work, it is crucial to make sure that the question form prepared is fully 
accurate; the statements are clear and are free of any misinterpretation.

That is why, in this study, after finalizing the question form, a pilot study 
has been conducted in order to check the inconsistencies, missing links 
and incorrect statements, and the field work started after the necessary 
corrections were made.

Book 1.indb   165Book 1.indb   165 8/14/08   1:50:58 PM8/14/08   1:50:58 PM



166

To counter the unwillingness of the interviewees or the interruptions 
to the interview, the question form was prepared to be completed in 
25 minutes on average and this timing had been controlled in the pilot 
interviews.

Sections of the Question Form

Section Subject

A Personal Information

B Information on the head of the household

C Information on the other members of the household

D Education Services

E Health Services

F Infrastructure Services

G Municipal Services

H Social Services

I Consumption Patterns

K Rural Areas

L Financial Situation

Example: Health Services Module

Health Institutions Visited

(For those who do not) Reasons for not Visiting a Health Institution

Most Frequently Visited Health Institution

Reasons for Preference

Date of Last Visit

SATISFACTION with the Service Provided

Waiting Time for Doctor Consultation

Duration of the Medical Examination

Satisfaction with Health Criteria

PROBLEMS in Service Provision

COMPLAINTS regarding the Institution

•

•

•

•

•

•

•

•

•

•

•
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How the Health Expenditures are financed?

Out-of-pocket Health Expenses

SUFFICIENCY OF INCOME for Health Services

Preferred Health Institution

Considering own experiences and observations from the commu-
nity, the top priority issue to be addressed with regards to health 
services

For every service field, the question form comprised of questions specifi-
cally aimed at measuring access to, problems in and satisfaction with the 
services. In addition to the modules concerning education, health, infra-
structure and social services, a separate section to measure satisfaction 
with municipal services have been included in the question form, as well.

Field Work and Data Control

For the purposes of such studies that provide data to local policy imple-
mentation, benefiting from the expertise of independent professional 
companies in the process of data collection is very important both in 
terms of the reliability of the study and also for effective utilization of the 
time available.

Data collection process of this study was also carried out by a professional 
field company. Prior to the interviews, the interviewers were trained on 
the survey and on the rules of conduct in field work. Interviews were con-
ducted in mahalles and villages through face-to-face interview method. 
The field company supervised the interviewers during the interview 
process.

The quality control of the responses given to the questionnaires has been 
carried out by calling back the interviewees on telephone and through ed-
iting each questionnaire one by one to check their internal consistency.

The last control has been carried out on computer by data experts with 
the method of Electronic Logic Control after the questionnaires were 
transferred to the electronic media.

•

•

•

•

•
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Analysis and Interpretation of Results

Reporting of the data attained at the end of the study was carried out for 
each settlement unit and existence of any differentiation in different sub 
groups (such as gender, age, work status, income, etc.) was tested.

A number of different statistical programmes can be used in order to 
conduct this test. In this study, analysis and tabulation was carried out 
by using the SPSS application.

The results were shared with the representatives of public institutions 
and civil society institutions in the province, and the priority areas were 
determined jointly in light of the objective data.

Examples on the Interpretation of Survey Results

Example 1:

In a province, the interviewees were asked why they do not consult to 
a health institution. The most common response was “Insufficiency of 
financial resources”.

*Fictitious figures.
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If the findings are viewed from a different perspective, the change in the 
results can be observed from the chart below:

*Fictitious figures.

When we look at the chart above, for those living in rural areas, we ob-
serve that there is actually a more important reason for not consulting 
to a health institution than the insufficiency of financial resources, which 
is remoteness of the health institutions to the place of residence. There-
fore, it becomes apparent that in taking actions for the improvement of 
services, the priority for rural areas can be establishment of accessible 
health institutions (i.e. public health clinics and health centers) or im-
provement of the accessibility of existing ones, whereas other sorts of 
measures need to be taken for those living in urban areas to consult to 
health institutions.
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Example 2:

The table below presents the level of satisfaction with the provision of 
drinking water for the provinces within the scope of the project. The table 
indicates that the percentage of those who are not satisfied with the pro-
vision of drinking water is higher in Kars compared to other provinces.  

Satisfaction 
with the 

drinking water
Yalova Çanakkale Diyarbakir Ankara Sivas Kars

Not satisfied % 15,6 % 18,1 % 25,1 % 26,0 % 29,0 % 32,3

However, when the issue of satisfaction with drinking water in Kars is 
examined thoroughly, the following results are attained:

Reasons for not 
being satisfied with the 
drinking water in Kars

Urban Centre Outer District Centres Rural Areas

Frequent water cuts % 78,4 % 27,8 % 44,2

Taste / smell of water % 9,5 % 47,2 % 22,5

This second table lays out that beyond a common problem concerning 
drinking water throughout the province, different settlement types 
demonstrate different reasons for dissatisfaction. While those living in 
the urban areas complain about the frequent water cuts, those living in 
outer districts have a different problem. They stress that they experience 
problems related to the hygiene, taste and smell of the water. Hence, the 
solutions for the problems with drinking water and the decisions to be 
taken on this issue differ when the problem is analyzed in different sub 
groups.

Dissemination of Results

In local policy practices, effective and widespread dissemination of the 
results of the service satisfaction surveys, which enables the perception 
of problems from different angles and the determination of fields of social 
policy application through objective data, is necessary both for ensuring 
the improvement of the service quality and also for strengthening the 
capacity of the civil society to demand better services. With this principle, 
TESEV makes the survey results available to all interested parties and 
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provides professional support to public officials and the civil society for 
the effective and proper utilization of these results.

Another important point in this process is that it is necessary to regularly 
repeat the surveys and monitor the improvement in the service quality. 
It is deemed to be highly beneficial that both public institutions and 
financially capable civil society institutions allocate resources to such 
surveys as much as possible, disseminate information on these studies 
as they are carried out and ensure that the results are openly accessible 
to everybody.

Scope of the Study

The provinces within the scope of this study were: Ankara, Çanakkale, 
Diyarbakır, Kars, Sivas and Yalova. Activities have been completed in all 
provinces except Diyarbakır.

Examples from Turkey and the World

Within the scope of the Turkey Customer Satisfaction Index study 
carried out by Kalder, performance of municipalities is also being 
measured. www.kalder.org.tr 

The studies carried out by various municipalities in order to mea-
sure service satisfaction are available through the internet.

 The World Bank report on Survey Tools for Assessing Performance 
in Service Delivery that explains how the Quantitative Service 
Delivery Surveys and Public Expenditure Tracking Surveys – in 
the development of which the World Bank played a leading role 
and which are also promoted by the World Bank for assessing per-
formance measurement in service delivery – need to be designed 
and what needs to be considered in this process is available at:
http://www1.worldbank.org/publicsector/pe/PETS1.pdf

Bangladesh is one of the countries where service satisfac-
tion surveys are conducted most effectively. Below is the 
link to the detailed project report on the results of the third 
service delivery survey that was conducted in 2003 within the 
Health and Population Sector Programme of the government:

•

•

•

•
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http://www.ciet.org/en/documents/projects_library_
docs/200622495850.pdf

The service satisfaction surveys carried out in Bangalore, India 
since 1993 in order to improve service delivery and to increase the 
participation of the civil society to local government process are 
conducted by an organization called Public Affairs Centre and the 
improvement in service quality is monitored through these surveys:
http://ww2.unhabitat.org/programmes/guo/documents/
Country%20Profiles/Profiles_Bangalore_India.doc

A similar example of service satisfaction surveys was also 
conducted in Tanzania. The summary report on Service 
Delivery Survey (SDS) in Tanzania can be accessed at:
http://www.ciet.org/en/documents/projects_library_
docs/200622314379.pdf

In San Rafael, the study on the assessment of citizen satisfaction 
with various services and with life in the city was conducted in Feb-
ruary 2007. The presentation of the study which includes survey 
design, subjects questioned as well as the results is available at:
www.cityofsanrafael.org

The summary report on the Philippines service satisfaction 
survey, Philippines – Filipino Report Card on Pro-poor Services, 
published in 2001 that is designed for identifying the problems 
faced in access to services, especially by the poor, can be found at:
http://www.worldbank.org/participation/FilipinoReportCard-
Summary.pdf 

A 10-course toolkit application that explains how the scope of 
the service satisfaction survey, question form and implementa-
tion-analysis processes need to be designed is accessible at:
www.citizenreportcard.com

Basic Concepts related to Surveys

Demographics: Basic statistical information on the interviewee, house-
hold or community. Consists of data such as age, gender, household size, 
monthly / yearly household income, civil status, etc.

•

•

•

•

•
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Respondent: The interviewee (can be an individual or a legal entity).

In-depth interview: A qualitative survey method. One-to-one interviews 
are conducted with the respondents without adhering to a specific ques-
tion form. In such interviews, the opinion of the respondent on the sub-
ject matter and its reasons are thoroughly investigated by the questions 
asked.

Filter question: Question or questions placed immediately before a 
specific question which needs to be answered only by those belonging 
to a specific group so that the interviewers know who to address that 
question.

Frequency: Rate of recurrence of a specific answer choice, number of 
answers.

Focus group discussion: A qualitative survey method. Usually carried 
out under the guidance of moderators with 6 to 10 participants for a 
comprehensive discussion of a specific issue. These meetings are called 
focus group discussions because the participants carry a common char-
acteristic (for instance; they live in the same mahalle or city, they have 
children attending primary education, etc.) and the questions asked dur-
ing the discussion aim at collecting in-depth information on that common 
characteristic. The moderator provides guidance to the focus group dis-
cussions by ensuring that all the relevant details of the issue is discussed 
by all participants without involving his/her personal opinion.

Sample: Representative group. A subset that is representative of a spe-
cific population or a survey universe especially with its specific attributes 
necessary for the survey purposes and scope.

Field coordinator: Person responsible for the data collection stage of the 
survey as well as for the training and supervision of the interviewers.

Data: Information. Although used to refer to information collected in 
both qualitative and quantitative surveys; mostly indicates quantitative, 
in other words, numerical information.

Data entry: Process through which the collected data is transformed into 
a computer readable form.
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Scope and Sample of the Survey

In order to analyze both urban and rural areas in the 6 provinces within 
the scope of the survey, and to be able to observe the differentiation in 
service satisfaction, the sample design was stratified according to rural 
and urban areas. The interviews were carried out face-to-face in house-
holds with the individuals aged 18 or above. 

The provincial distribution of the number of interviews carried out is 
presented in the table below:

Provinces Sample Size

Ankara 1217

Diyarbakır 1203

Sivas 1027

Kars 827

Çanakkale 821

Yalova 626

TOTAL 5721

Examples of Comparative Results

Health Institutions Visited in the Past Two Years

Sivas Kars Ankara Yalova Çanakkale Diyarbakır

Public 
Hospital % 84,2 % 73,8 % 73,6 % 66,5 % 65,9 % 63,5

Public Health 
Clinic % 8,0 % 17,9 % 9,0 % 25,4 % 22,2 % 21,2

In all provinces, the interviewees were asked whether they have visited a 
health institution in the past two years and those that have were asked 
which type of health institution they have visited. As a result, it is seen 
that the institution that received the highest response rate among those 
visited in the past two years is “Public Hospital”. The percentage of those 
visiting public hospitals is highest in Sivas with 84.2%, whereas Diyarbakır 
has the lowest percentage among the others with 63.5%. The percentage 
of those who mention public health clinics as the most frequently visited 
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health institution is lower in all provinces with respect to public hospitals, 
and the figures are 25% in Yalova, 22% in Çanakkale, 21% in Diyarbakır, 
18% in Kars, 9% in Ankara and 8% in Sivas.

Waiting Time for Doctor Consultation

Diyarbakır Ankara Yalova Sivas Kars Çanakkale

Public 
Hospital

1 hour 34 
minutes

1 hour 32 
minutes

1 hour 29 
minutes

1 hour 23 
minutes

1 hour 20 
minutes

1 hour 16 
minutes

Public Health 
Clinic

1 hour 6 
minutes

49 
minutes 29 minutes 48 minutes 52 minutes 48 minutes

It is observed that in all provinces, the average waiting time for doctor 
consultation exceeds 1 hour and the waiting time in public health clinics 
is also considerably long. While the waiting time for doctor consultation 
in public health clinics is 29 minutes in Yalova, it is 1 hour and 6 minutes 
in Diyarbakır.

Sufficiency of Income for Education Expenditures

Yalova Çanakkale Ankara Sivas Kars Diyarbakır

Not sufficient 
at all 32,4 23,3 27,0 40,5 50,6 59,8

Rather 
insufficient 26,3 38,8 41,9 34,2 32,8 32,7

Sufficient 39,0 37,8 30,0 22,9 15,2 6,2

No idea / No 
answer 2,3 0,1 1,1 2,4 1,4 1,3

Total %100 %100 %100 %100 %100 %100

The percentage of those who indicated that their income is not sufficient 
at all for education expenditures is 60% in Diyarbakır, 51% in Kars and 
41% in Sivas. In Çanakkale, Yalova and Ankara, the percentages of those 
who stated that their income is not sufficient for education expenditures 
are lower compared to other provinces.
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Çanakkale

As a result of the working group meetings held in Çanakkale, questions 
related to urbanisation and satisfaction with urban life has been included 
to the question form. The responses to these questions can be seen from 
the following graphics.

Satisfaction with Living in Çanakkale

82% of the interviewees responded that they are very satisfied with living 
in Çanakkale. The percentage of those who stated that they are not satis-
fied at all is only 3%. When the question on the most proud characteristic 
of Çanakkale was asked, the most frequently mentioned ones were: “be-
ing the Martyrs’ Land”, “monuments”, “wars” and “Trojan Horse”.
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Feeling as a Fellow Citizen of Çanakkale

To the question of “How much do you feel yourself as a fellow citizen of 
Çanakkale?”, 73% of the interviewees responded “completely”. Percent-
age of those who do not feel themselves as a fellow citizen of Çanakkale 
at all is 6%.

The most frequent answers to the question of “Where do you spend your 
time the most in Çanakkale except school or work?” were: “sea shore”, 
“city centre” and “park”.

Willingness to Live outside Çanakkale
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27% of the respondents answered “Yes” to the question of “Would you 
like to live in a place other than Çanakkale?” The preferred places to live 
other than Çanakkale are “İzmir” and “İstanbul” respectively.

Comparison of Service Satisfaction Levels for Çanakkale

Percentage Of Satisfaction With The Service %

Secondary Education 86,3

Primary Education 85,5

Sewage System 82,9

Wired Electric 82,6

Access to the Village / Mahalle 81,0

Public Hospital 75,1

Piped Water 66,8

Quality of Roads 64,4

In Çanakkale, the levels of satisfaction with services in the entire province 
demonstrate that the services with which the citizens were least satisfied 
are road maintenance and piped water. The reasons given for the inferior 
quality of roads were: bad conditions of the side streets, lengthy periods 
of road maintenance, dusty and bumpy roads, and the lack of consider-
ation for the elderly and the handicapped in road works. In rural areas, 
problems related to the sewage system were emphasized and it was 
stated that either there is no sewage system or the existing system is 
outdated, which makes roads dirty and consequently causes diseases.

With regards to health services, it was stressed that the number of 
doctors have to be increased, that the hospitals are overcrowded, the 
waiting time is long, it is necessary to increase the capacity of public 
health clinics and that they need to be established in places that are 
more close to the villages.

Yalova

As a result of the working group meetings held in Yalova, questions aimed 
at measuring service satisfaction after the earthquake in 1999 have been 
included to the scope of the survey in addition to the existing questions 
in the main question form. The answers to those questions are presented 
in the table below.
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Satisfaction with the Services Provided in Yalova after the Earthquake

Institutions % of those satisfied

Army – Soldiers 80,1

The Red Crescent 75,3

AKUT (Search and Rescue Association) 69,5

Directorate of Health – Hospitals 68,0

Government 66,6

Municipality 63,7

Governorship – District Governorship 62,9

International Aid Organizations 58,7

Directorate of National Education 45,4

Social Assistance and Solidarity Foundation 45,2

Directorate of Public Works 37,6

SHCEK – Provincial Directorate of Social Services 37,5

Private firms and factories active in Yalova 35,9

Housing Development Administration 34,9

After the earthquake in Yalova, the institution whose services satisfied 
the most people was “the army”. 80% of the interviewees stated that 
they were satisfied with the services provided by the army after the earth-
quake. Following the army, “The Red Crescent” was the next institution 
that the citizens were satisfied with. Satisfaction levels with “AKUT” and 
“Directorate of Health – Hospitals” are close to 70%.

Confidence in the Provision of Necessary Services in case of a Possible 
Earthquake

Institutions % those feeling confident

Army – Soldiers 82,1

AKUT (Search and Rescue Association) 75,9

The Red Crescent 75,7

Government 71,7

Directorate of Health – Hospitals 70,6

Municipality 68,8

Governorship – District Governorship 68,1

International Aid Organizations 62,5

Directorate of National Education 53,2

Social Assistance and Solidarity Foundation 50,2

SHCEK – Provincial Directorate of Social Services 46,2
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Directorate of Public Works 42,8

Housing Development Administration 41,5

Private firms and factories active in Yalova 41,4

The highest level of confidence in the provision of services that will 
be provided in case of a possible earthquake was again given to “the 
army”. “AKUT” and “The Red Crescent” also had high confidence levels 
whereas, confidence levels for “Housing Development Administration” 
and “Private firms and factories active in Yalova” were relatively low. 
Recognition of these institutions was also at low levels.

Fear of a New Earthquake

The percentage of those who are afraid of a new earthquake in Yalova was 
high. The total percentage of those who are “very” and “a little” afraid of 
a new earthquake to affect Yalova was 69%.

 

Book 1.indb   180Book 1.indb   180 8/14/08   1:51:04 PM8/14/08   1:51:04 PM



181

Confidence in the Public Buildings and the House of Residence to be 
Earthquake Resistant

Percentage Of Those Considering That 
Buildings Are Earthquake Resistant

Central 
District

Outer District 
Centres Rural Total

(%)

House of Residence % 74,3 % 80,6 % 85,4 % 80,2

Hospitals % 53,4 % 62,1 % 65,7 % 60,2

Schools % 49,0 % 54,4 % 60,2 % 54,8

Public Buildings % 47,0 % 51,5 % 59,1 % 53,0

80% of the interviewees believed that their house of residence is earth-
quake resistant. The percentage of those who believed that hospital 
buildings, schools and public buildings are earthquake resistant was 
lower in the city centre.

Comparison of Service Satisfaction Levels for Yalova

Percentage Of Satisfaction With The Service %

Sewage System 87,2

Access To The Village / Mahalle 82,6

Wired Electricity 76,8

Primary Education 76,3

Quality Of Roads 74,6

Secondary Education 73,2

Piped Water 72,4

Public Hospitals 60,6

In Yalova, the service with the lowest level of satisfaction in the entire 
province is provided by public hospitals. Sewage system and transpor-
tation were the services with the highest level of satisfaction.

The most frequently complained issue concerning public hospitals was 
that the doctors are not showing adequate care to the patients. Other 
reasons for dissatisfaction were insufficiency of the number of doctors 
and long waiting times.

With regards to education services, it was generally stated that the edu-
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cation system is ineffective, the quality of teachers is low and there is 
lack of discipline in classrooms due to their indifference. The need for 
enhanced discipline was mentioned by many of the respondents and it 
was stressed that the teachers need to guide the students according to 
their fields of interest and their abilities.

With regards to infrastructure, attention was called to the improvement 
of the quality of roads and to their maintenance. It was also stated that 
the roads are very dirty and that the rain floods the gardens of houses 
when it rains.
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An effective state is fundamental for citizens to have opportunities to 
enhance their welfare and  live as a community.

Despite the current emphasis on the retrenchment of the public sector, a 
glance at figures would reveal that the public sector comprises of at least 
30 % of economies all around the world.  It also has an important impact 
on the rest of the economy because of its regulatory role.  The efficient 
functioning of the public authority is of fundamental importance for the 
daily lives of citizens.  Therefore, the aim of policy makers should be effec-
tive state rather than minimal state.

In order to increase their effectiveness, the public authorities should 
adopt a participative attitude in designing their regulatory functions.  
They should benefit from the market mechanisms in their areas of service 
provision and they should include the voices of citizens in determining the 
priorities of public service.

75 % of the citizens in Turkey are unhappy from public administration ac-
cording to surveys.  In a famous speech, Martin Luther King says “ What 
protects the society are those people who have positive expectations 
from their country.  The most dangerous of all projects would be to design 
a society where people have no hopes whatsoever from the place they live 
in.”  The fact that a three quarters of Turkish people are unhappy with 
their society is very telling and shows the need for change.

One of the areas that is most complained about by the citizens is the 
corruption in the public sector.  There is another area that is equally prob-
lematic as corruption is the wastefulness due to populism.  According to 
a study carried out by State Planning Organization, the projected comple-
tion period for public works projects were 3.5 to 5.5 years.  In practice 
however, these projects were completed between 9 to 15 years. 

This shows that we should not only fight with corruption, but also with 

Conclusion
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inefficiency. It would be ideal to have a university or an airport in each 
province.  But if we do not spend public resources in a needs-based fashion, 
it will be impossible to realize the projected benefits of these projects.

It would be costly to try to delay change in our country. It is fundamental 
that we try to focus on the institutions as well as the people functioning in 
those institutions.  Our public sector system has major deficiencies.

First of all, our public sector is based on controlling and monitoring rather 
than getting results.  According to Total Quality Management (TQM), 
what makes it necessary to check quality is the failings of the system.  
What is fundamental for TQM is to produce quality rather than control 
quality.  When we try to control quality we are still stuck with its costs, 
whereas when we provide high quality public service, we achieve ef-
ficiency.

When we take the issue from this angle, we see that our public system 
does not trust its employees.  Therefore it does not authorize them to 
exercise judgment. Take the case of Public Procurement Law.  According 
to this law, it is compulsory to reward the bidder with the lowest price 
offer.  Which one of us do always prefer the cheapest of the goods that 
we need?  To the contrary, provided that it is within our budget limits, we 
look for the highest value and quality.  Why should not the public sector 
be managed in that fashion?

Take the case of central administration.  We try to manage everything 
from the centre since we do not trust local authorities.  How far can we 
succeed with this kind of attitude?

Another example is personnel policies.  Every employee is given the same 
salary since we do not believe that managers will make their decisions on 
the basis of employees’ merit.  Therefore we fail to reward success.  We 
should never forget that those systems that do not reward success are 
also those that happen to promote laziness and hinders initiative taking.

Another thing to consider is the fact that our state system is based on 
measuring the inputs rather than the outputs.  For instance, the success 
of the Ministry of Energy should be based not on how much investment 
is made but on how widespread and how cheap electricity usage is.  The 
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success of our Telecom system should be understood not from how much 
privatization revenue has been generated but from how economic and 
widespread telecommunication service is.

Another failure of our system is that we do not have a long term perspec-
tive in designing public policies.  Since we do not have multi-year budgets, 
we end up having projects that take a longer time than projected.  We 
have a system that is prone to wastefulness due to not having an accrual 
based budget.

By decreasing the flexibility of the budget items and by not admitting the 
unused portion of these items as savings for the next budget term, we 
promote wastefulness at the end of each fiscal year.  Could there be a 
point in preventing successful managers who want to carry their savings 
to the next budget term? 

In order to prevent corruption  and achieve continuous progress, account-
ability, transparency, consistency and effectiveness are crucial.  What is 
the drawback of external auditing of all public functions?  What is the use 
of limiting citizens’ access to how the  public resources are utilized with 
the pretext of state secret or financial secret?  What is the gain in evading 
accountability for the services provided to citizens?

We have to prioritize the following principles in realizing the public sector 
reform: (1) Public administration should be transparent both within and 
to the public. (2) It should be held accountable for the way it uses public 
authority and resources. (3) Public policies should be designed in a way 
to maximize public good. (4) Public resources should be used in a way 
that will not jeopardize fiscal discipline and should be used in an efficient 
manner. (5)  Merit and knowledge rather than political loyalties should be 
the basis upon which public appointments are made.

In order to gain citizens’ confidence in public management it is crucial to 
put thriftiness, efficiency, and effectives into action.

Thriftiness means the prevention of wasteful spending of public resources.  
It is against the principle of thriftiness if resources are used for invest-
ments that will never pay back, or if employment is created for factories 
that will never function.
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Efficiency is to produce more goods and services with less capital and 
labor and hence to be able to lower unit costs.  Public budget is a third 
of GDP.  We do not include to this figure the total value of land, buildings 
and equipment owned by the public authorities.  It is not a new fact that 
there is a great potential for efficiency gains in the public sector.

Still, the most important concept within all these is effectiveness.  To be 
effective is to have outputs that are the most necessary and beneficial for 
the citizens. If, a service you efficiently produce is of no use to anybody, it 
means the resources are wasted.  For instance, it is of trivial importance 
that a road has been built in the most efficient manner, if it is not utilized 
at all.

We have to be aware of the fact that there are great individual, institutional 
and societal impediments to the achievement of effectiveness.  In order 
to be able to use public resources effectively, the management capacity, 
the motivation, and the knowledge base of the public sector should be 
improved fundamentally.

In order to sustain this progress, we have to institutionalize participa-
tion, transparency, accountability, and performance based management 
in our public administration.  We have to abandon the habit of controlling 
only the inputs and move to systems that are based on also monitoring 
the outputs.

For the culture of accountability to take root in Turkey, the figures that 
are appointed to leading political and bureaucratic positions should leave 
the habit of seeing themselves as the sovereign.  Unchecked spending 
powers of public figures should be replaced with a system based on re-
sponsible management of public resources.  It is very crucial to invest in 
the communication of the accountability concept in order to realize these 
stated objectives.

Another way to make a performance based system effective is to create a 
human resources policy that that is open both to reward and punishment. 
The most important of all, though is the prevalence of merit based human 
resource policies rather than personnel policies designed to reward politi-
cal loyalties.  
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Promoting participation, consistency, and transparency is crucial in 
gaining citizens’ support in public policies.  This is the only way for public 
policies to be citizen focused and effective.

In Turkey, the concept of policy development is confused with the con-
cept of politics.  In fact, political decisions in Turkey are usually not based 
on scientific assessments as to what the impact of that decision will be.  
Due to this deficiency, either it becomes impossible to disentangle certain 
results from various political decisions or citizen confidence is eroded due 
to frequent changes and amendments made to previous decisions.

For instance, in many developed countries the process of making tax 
policy includes (i) an institutional mechanisms that embraces the partici-
pation of tax payers;  (ii) the economic modeling of the impact of the tax 
policy before and after its ratification;  (iii) a transparent and accountable 
process of law making.  In Turkey, however, tax policies are designed 
behind closed doors without the full and transparent assessment of their 
economic impact and with the sole objective of maximizing revenues.  
Due to this, either some sectors slide to informal economic activity or 
they lose their global competitiveness.

The reason why scientific contributions to policy making processes is mi-
nuscule is not only because politicians are insensitive, but also because 
there are not sufficient resources for policy studies and that scientists are 
not very interested in public policy related research.  Yet, the social cost of 
a badly designed public policy can be enormous.  Hence, it is to the benefit 
of the public that we devote more resources to think-tanks in Turkey.

Another problem is that public authorities are not utilizing existing public 
policy research.  There are various reasons for that: (i) Researchers do 
not deal with real world problems or their work is not result oriented; 
(ii) The results of studies are not easily available or there are not enough 
resources for the results to be communicated to relevant authorities; (iii)  
Politicians misunderstand study results or researchers do not effectively 
communicate their research and conclusions.

It is of utmost importance that politicians-bureaucrats and researchers 
create effective communication channels from the initial stages of the 
research for these studies to become result oriented and effective tools 
in public policy making.  
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To be able to effectively communicate research results, it is crucial that 
the study is written in a language accessible to the target group and that 
a successful public relations campaign is carried to publicize the results.  
Another consideration is to communicate research results in a way that 
will be interesting to different target groups without sacrificing academic 
honesty.

In order to make research results easily understood it would be useful to 
devote resources to the education of bureaucrats and politicians to turn 
them into conscious users of this knowledge.  It would also be useful if 
researchers are encouraged to communicate their work in a language 
that is accessible to those who are not academics, but who are end users 
or beneficiaries.

One of the most important factors that affect the administrative success 
in a country is the quality of its policies and the effectiveness of their 
implementation. Making use of scientific research will surely enhance the 
management quality in Turkey.

Hence we could summarize the approach that is needed in public policy 
development as the following:

Policy making:

1- Any Public Policy should enhance the welfare of the end user (the pub-
lic.)    For instance, EU Consumer Policy text contains the statement “ EU 
takes all its decisions to enhance consumer welfare”.

2-  Policies should not favor certain parties to the detriment of others.

3- Policies should be transparently shared with the public (open declara-
tion).

Policy implementation

1-Public policy decisions should be focused on the main goals, priorities 
and results and should be supported by flexible implementation regula-
tion.
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2-The legislation should be shared with the public as a draft law. For this 
purpose:

2.1. Draft laws should be based on potential impact analyses, prefer-
ably by multiple sources.

2.2. The draft law should be declared in an attempt to create a public 
forum for all the relevant stakeholders.  The stakeholders should be 
able to voice their position in relevant platforms according to their 
interests.

2.3.  The amendments made after further consultations should not 
be based on which stakeholder is more influential, but according to 
evidence based on rational assessments. 

3- The legislation should become effective after a transition period 
that is long enough that will accommodate the adjustment of relevant 
stakeholders, but short enough that will evade any delays and that will 
guarantee the successful implementation of the policy. 

What can be done?

Creating a system based on consensus can make policies more under-
standable and implementation more effective:

1- Policies should be developed in an open, transparent, understandable 
and concrete manner, in a way that takes into account the views of all 
parties and that is based on individual rights and liberties.

2- Policies should be declared through all public channels and not through 
certain cliques and policies should not be a window dressing for a hidden 
agenda.

3- Policy developers should both be open to democratic consultations but 
they should also be courageous enough to promote long term community 
interests rather than falling prey to short term populist policies., in spite 
of the public pressures at times. The reason is that, one objective of suc-
cessful public policies is to guarantee the welfare and rights of further 
generations.  For this reason, it is important to take the courage to resist 
populist urges.
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4- The legislation should be legalized not through mechanisms such as 
the decree with the force of law, since it confuses legislative and execu-
tive powers but through primary laws that are solely legislative in nature. 
(Decrees with the Force of Law is against the principle of separation of 
powers since it replaces the legislative power with the executive power.) 
The Primary laws should state not what should be done, but rather what 
should not be done.

5- Primary laws should describe what the policy in question is, rather than 
how it is going to be carried out.

6- How the policies are to be carried out should be clarified with second-
ary legislation (such as bylaws) and this secondary legislation should 
be produced through the collaboration of bureaucracy and civil society.  
The preparation of the secondary legislation solely by the bureaucracy 
without consulting the public opinion will jeopardize the effectiveness of 
its implementation.

7- Designing participative mechanisms for the election of the managers 
responsible for the implementation of public policies is very crucial.  For 
instance, in appointing the members and the heads of regulatory bodies,  
merit instead of political loyalty should be decisive.  The determination of 
the qualifications of a suitable candidate is more important than which 
institution that candidate is coming from. The potential of candidates to 
form an effective team should also be considered before appointments.  
These appraisals and appointments should be made in a way that will 
include a transparent consultation with civil society and market actors. 
Broadcasting this procedure through a public TV channel will increase 
public confidence in these institutions.

8- In order to guarantee the effectiveness of public institutions, there 
should be clear performance criteria.  The performance criteria should 
be based on what best benchmarks, preferably from other countries.  For 
instance, Energy Market Regulatory Board should make the attainment 
of competitive energy prices, the provision of energy in every place where 
there is demand in the cheapest way possible, its primary objective.   
Opening performance results to the discussion of private sector and civil 
society will enhance the trust of citizens to the state.  For this end, regula-
tory impact analysis should be regularly made and shared with the public 
in an open fashion.
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9- It should not be forgotten that an efficient and timely judicial system 
is crucial for healthy functioning of public institutions. It is crucial that 
performance results are discussed in a transparent, result oriented man-
ner even if at a fundamental level public institutions are only responsible 
to judicial authorities.

In societies where public policy makers and those that are affected by 
policies do not communicate, public sector management falls under 
the influence of those who are political allies of the ruling elites. The 
collaboration of policy makers and citizens is the best way to achieve a 
sustainable social accord.

Due to this reason, public sector reform should not only be seen as a 
legislative process, but also a cultural change.  We should be devoting re-
sources for the education of society and public authorities and for intense 
campaigning for this cultural transformation to take place.

“Good Governance: Improving Quality of Life” was carried out for this 
purpose.  This project aims to realize good governance and to use public 
resources in a participative manner and according to strategic plans.  It 
aims to develop tools that are tried in pilot projects and to improve good 
governance experience in Turkey.

For this reason, the objective has been to develop institutional capacity 
building through collaboration of civil society and universities.  Further-
more, another objective has been to build experience for stakeholders by 
designing strategic plans with the collaboration of civil society, mayors, 
and governors.

Yet maybe the most innovative aspect of this project has been the tools 
developed for the presentation of inputs that are crucial for the gover-
nance process.  Sociao-Economic Development Maps, Public Expenditure 
Analysis, Public Service Satisfaction Surveys are examples of this.  It is 
also crucial to prepare regular Impact Analysis reports to see the extent 
to which these strategic plans are put into use and to judge performance 
by comparing with the best practice cases.

If public policy formulation processes are not based on knowledge, ef-
fective utilization of public resources would be rare event. Yet, in Turkey 
most of the decisions such as the place of dispensaries or homes of elderly 
people are made without an assessment of where the end user are locat-
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ed. (Socio-Economic Development Maps are not used).  Since spending 
decisions are made through various channels through an unconsolidated 
manner, the effectiveness of these resources are not properly evaluated. 
(Public Expenditure Analysis are not made).  Since, the preferences of 
citizens are not taken into account, effective use of public services is not 
guaranteed. (Public Service Satisfaction Surveys are not used). 

Furthermore, whenever information input to public policy formulation 
is not presented in comparison to best practices or such information is 
not easily accessible neither the participation of civil society, nor learning 
from best practices take place.  For this reason, mapping of information, 
the establishment of a common database where different public authori-
ties can easily monitor the expenditures made for the same end users , 
the development of analytical abilities, and the promotion of learning 
from best practices will enhance the quality of public decision making.

The widespread use of the tools developed in this project will both 
strengthen the current public sector reform and will ensure the use of 
public resources in a way that will maximize the citizen satisfaction.  
Obviously, these tools are open to further development.  Yet, it should 
be emphasized that the fact that these tools are used for the first time as 
input for public decision making and local strategic plans is quite innova-
tive in itself.  With the widespread use of these tools, public resources 
will be utilized not according to the priorities of influential and politically 
powerful groups, but according to sensible information that will ensure, 
the access of poor to public services and the minimization of the develop-
mental gap between regions.

Public sector that guarantees consistency, responsibility, accountability, 
fairness, transparency, participation, effectiveness, and rule of law with 
the use of these tools developed in this project will have made the biggest 
investment for our social development.

In short, good governance, is the most effective tool for improving the 
quality of life in a country.
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