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PREFACE 

Comınunication, socio-cultural intcraction and econoınic expansion of all 

institutions requirc functioning in a dynanıic process. Success in this case, depends 

on timely developınent of human rcsources, the use of human resources, planning, 

and detennination of goals and visian for the futurc. Qualified human resources and 

institutionalized organizational structure is the key to achieve these goals and visions 

more likely. 

Local authorities in Turkey are the administrations set to meet local needs in 

places surrounded with spccific limited geographic areas. Local authorities are 
selected of their cheice by the people settlcd in cities, towns, and villages. Local 

government agencies are composed of "'Provincial Administration," "City" and 

"Village". The first local govemment comes to mi nd of the people is municipals. The 

most important coınponent of deınocracy is the local governments. The faınous 
Austrian econoınist in the 20ıh century, Friedrich August von Hayek, indicated that 

"democratic functioning has not been found no where, where local govemınent is 

widespread and powerful." Therefore, local governments not only ınake more 

effıcient execution the public service possible in the daily lives of the people, but 
also contributes to ınore democratic structure formatian at the saıne time provides . 
healthy work systeın, reflccts the problen1 and deınands from the bortom to the top, 
and ma kes also the decisions tak en put in to action quickly. 

Manageınent of all public services with central govemment is diffıcult and 

also it is not desirable regarding effectiveness, productivity and econoınic situation. 
The role of local goven1ment in achieving sustaioable development is of great 

iınportance. When look at the local govemınent roles: their main tasks are to provide 

tcchnical and social infrastructure to meet the needs of the city's physical structure, to 
detennine the local environmental policy development and cultural needs, serviccs 

where half of the population li ve in. In addi tion, these local govemınents play active 
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role ınobilizing local inıplementation of national policies and assist in educating the 

public. CwTently local ınunicipalities are to undertake the variety of necessary 

ınunicipal services as coınpared to 30-40 years ago and the type as well as technical 

content of these services is concentrated in advanced level. 

Public institutions in the region and non-goveınn1ental organizations (NGOs) 

of the GAP region contribute to social and econoınic development activities. 

Especially different sized communities with bigger role in socio-economic 

developınent within the national borders play active vital role in implemcntation of 

national policies, local h elp and iınplementation of education of people. 

In recent years, the authority of local governınents in our country expanded 

their service areas and central govemınent tends to transfer soıne of the powers to 

Jocal authorities. However, the success of this process and effective use of the 

powers by local govenunents and perfonning their duties effectively depends on 

developınent of institutional capacity and huınan resources. Loca1 governn1ent lack 

capacity of performing ınanageınent functions when looked specifically to the region. 

Identifying the needs and eliminating the prob leıns in this area of local govemınent is 

seen as a necessity and alsa will help the development process in order to make the 

expected contribution. 

W ith GAP adıninistration 's initiatives the "Analysis of Strengthening 

Regional Development through the Development of Educational infrastructure 1 

Corporate Training Needs Analysis Study of Local Govemment" project was 

developed by Harran University, Faculty of Econoınics and Administrative Science 

and impleınented. The main goal of the project was; strengthening tbe local 

goveı11ınent human resource, detennination of educational and trainino need to o 

resolve in order to make necessary programıning. Moreover, the activities of the 

organizations, organizationaJ structure, extent, accessibility to target groups and in 
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the educational process and identify eıncrging issues have been tried to be identifıed. 

Attention was a]so drawn to the İnıportance of Jocal practices in deınocracy. 

I would like to thank project ınanager Prof. Dr. Bahri KARLI and project 

team for thcir contributions bringing this project to reality. 

Sadrettin KARAI-I OCA GİL 

Presidcnt of GAP Regional Developınent 
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PREFACE 

Southeastem Anatolia Project (GAP), an integrated regional development 

project, is the most iınportant project in the republican era. Surface area of the 

project and the population are about 9. 7% of Turkey and 9.6% of the population, 

respectively. Witb the project, using rich soil and water rcsources potential, region's 

socio-economic structure is intended to increase the level of developınent and life. 

Local govemments as well as other institutions and organizations have 

duties in raising the living standards of the people in the region. 

. 
ımportant 

Effıcient execution of local governınent services in the region ınainly depends 

on development of huınan resources, creating huınan resources department and 

inercasing benefıciary satisfaction represent of great iınportance. 

"Analysis of Strengthening Regional Development through the Development 

of Educational infrastructure 1 Corporate Training Needs Analysis Study of Local 

Government" project was funded by the British Eınbassy and carried out by the 

Southeastem Anateljan Project Regional Developınent Adıninistration of Turkey and 

Harran University through January to June of 201 O. In this project, training of human 

resources, performed activities, number of participants in these trainings and in­

service capacities of local govemments were detennined. In line with the findings of 

this project, the most needed educarianal prograıns were detennined and content of 4 

prograıns of trainings has been put forward. 

I would like to thank Assoc. Dr. Abdulbaki BİLGİÇ, Asst. Assoc. Dr. 

Hüseyin ŞiMŞEK, and Rcsearch Assistant Güneş EREN for their va luable 

contribution to this work. 1 would also sincerely like thank British Etnbassy and 

Southeastern Anatolian Project Regional Developınent Adıninistration for their 

financial support. l wish this study will be useful to administrators and employees of 

the local govemınents in the region. 

Prof. Dr. Bahri KARLI 

Project Manager 
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1. INTRODUCTION 

Main serviccs of a country are public adıninistrations. Public adıninistrations 

are mechanisıns that provide the basic infrastructure and the bureaucratic process to 

the citizens. Pubhc administrations are structured in different ways according to their 

rnanagement styles. Public adnıinistrations force to change constantly along with the 

growing econoınic needs and emerging social needs. lmproving service quality and 

efficiency of these arrangemcnts to ensure citizens' ınajor needs are called refonns. 

From the Republic of Turkey's perspective, various arrangements have been made in 

the fie ld of public administration before and after the republic. S ometimes extensive 

changes/arrangeınents were made froın time to time and presented as public 

adn1inistration refonns. 

Especially after 1980s various structural reforms were performed when 

looked at the past relating public administration reforms. In this context, the 

shrinking of public sector, setting primari Iy free functioning of market mechanisms 

to increase the prov1sion, and industrial production has eınerged. Anather main 

feature of this refoım, however, has been dominant management structure that 

balance of supply and deınand and market conditions regarding citizens' needs of 

goods and services deınands. W ith the reform process in Turkey since 1980, weight 

of the public sector in the econoınic systeın have been reduced and large part of the 

state ccononıic enterprises (SEEs) have been ehınioated through customizations 

(Yıkılmaz, 2009). 

At the bcginning, liberalization of the economic ınanageınent ınechanisın 

ınainly focused on iınpleınentation in the fonn of govemınent refonn and slıifted to 

local govemınent in subsequent years. This process made it an obligation to 

rcdefınition of functions of the public management. 
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In order to prevent failures occun-ing in public adıninistration, the idea of 

reorganizing the public administration was extensivcly discussed in the second half 

of the 20tlı century in various countries. For the restructuring of public envisaged 

ınanageınent approaches, different concepts were used. For exaınp le in the UK, 

''Public Manageınent Iınproveınent", in Australia, "Public Manageınent Refonn", in 

New Zealand, "New Public Managen1ent", in Scandinavian countıies ''Public 

Adıninistration Upgrading", in France, "Centralizing Reform", in the U.S.A 

" Restructuring of the state", in the Soviet Union, "Reconstruction", in the OECD 

publications the "New Management" concepts were preferred (Tutum, 1994: 3-4). 

In Turkey, the ''Adıninistrative Refonıı", "Managcınent Improvement", 

"Reduction of Bureaucracy," "Downsizing the StateH concepts were used (Aykaç, 

1999). In Turkey the concept pubJic administration refonn has been coıning up 

frequently. Public Adıninistration Refonns that has bccn caıricd out since 2004 are 

bascd on the decisions has taken in January 24, 1 980 that was continuation of 

structural refonns of Scpteınbcr 12'11 coup. The dı·aft "Basic Law of Public 

Administration" considered for this purpose aiıned changing radically the state 

organization. It is expected to fundaınental change ınanageınent stıucture in Turkey 

once the bill is enacted. In this regard, under the uınbrella of the Public 

Adıninistration Rcfonn Project, soıne basıc regulatıons regarding the state personuel 

regiıne refonn and public financial management reform will be introduced. 

The necessity of public adminıstration reform has been an issue of several 

ıneetings at the intenıational lcvel. For cxaınple, a conference on Local Management 

of Authorization was hcld in Fcbruary 28 - March 1, 2006 with foreign affairs 

department, OECD, EU's joint initiative and the SIGMA (Support for Iınprovement 

in Goveınancc and Managen1cnt). Top-levcl ınanagcrs of public institutions and 

organizations, managers with responsiblc for strategy deYelopment, OECD, tbe 

European Council, EU n1eınbcr countries and institutions experts have paı1icipated to 

that confcrence. Various prescntatıons werc ınade in that conference and topics were 
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policies impleıncntcd by local governıncnts in Turkey, the iınpact of European local 

govemment autonoıny on member states, European local governments, the EU's 

regional policies, distribution of authority rclated to European policy options, public 

services and qua lity of national equality, transfer and control of financial resources to 

local ınanageınent, transfer of huınan resources from central to locallevels, creating 

scale econoınies to iınprove inter-ınunicipal cooperation, and encourageınent 

between central and local govemments (http://www.ıneınurlar.net/haber/ 40 902 !). 

In the directton of deıuands both from municipalities and local public 

govermnents, in 2007 soıne adjustınents were ınade in public adıninistration. In this 

contcxt, some legislativc initiatives have been ınade in metropolitan ınunicipalities, 

municipalities and special provincial adıninistrations of the laws of reorganization 

that was part of "Basic Law of Public Administration" project 

(http://www.mevzuat.adalet.gov. tr/htınl/27 54l.html). 

All these cfforts are undeıtaken for more effective and efficient public 

adıninistrations. In public administration, local govemments are taking an important 

role. Therefore, various research projects are carried out and iınpJemented aiıning the 

strengthen cvcry aspcct of local governınent. As known, GAP project' s, iınplemented 

in the Southeastcrn Anatolia Region of Turkey, and the ınain objective is to raise the 

ineome level and quality of life local people. Local govemınent is of great 

iınportance in the forınation of participatory and demecratic society. Local 

adnıinistrative organizatıons in Turkey are villages, municipalities and special 

provincial administrations. However, due ınainly to both the extent and size of the 

audiencc both local governınents and ınunicipalüies coınes to mind. 

Local govemments are one of the nıost important keystone regarding both 

local service organizations and foundation of demecratic life. Established with 

principles to providc local servıces, local goverrunents has becoıne effective 

providcrs in a \V ide range of service with their budgets and increased powers. Local 
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govenunents are liable to service basic infrastructure services for the fastest way to 

citizens without any discriınination. Local govemments in this regard are 

ınechanısms that ensure efficient and econoınical services. In light of this fact and 

target of EU meınbership, the strengthening of local ınanageınent and local 

ınanageınent structure is requıred to meet EU standards. In Turkey's Iargest 

integrated rcgional developınent project GAP. various projects are being carried out 

with cncouragement of the GAP Regional Developnıent Adıninistration in order to 

strengthen the local governments. 

It is inevitable that cconomic and social development in the region will Icad 

to iınprovement in the 1ocal governınents. In this contcxt, cnıpowcrıncnt of local 

ınanageınent and local ınanageınent structure is cssential to hannonize witb EU 

nonns. 

Therefore. with this research in addition to local go\ crnıncnts ııı the rc~ıon ... 

(provincial spccial adıninistration~. munıcipalitıes) and the prc"cıı t sıtuarıun of trade 

and industry chambcrs, accessibılity to the target group" and trainıng needs are 

analyzed and training needs for the s0lutions wcre introduccd 
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2. STUDY AII\'1 

Thıç; rescare h goal \\as to incrca~e h u ınan rcsource dcvclopn1ent services, 

increasc the nuınbcr of publıc service activates and \\ ork for those can-y capacity 

building activatcs, setting up human resources dcpartıncnts in local govcrnın~nts, to 

analyze the lifc-long teaming prot:css and bcncfıcıary satisfaction capacity of 

Southeastcm Anatolia Region loral govcrnnıents such as provincıal spccial 

administrations, ınunicipalitics and clıaınbcrs of comınerce. 

This rcscarch was cstablish~d for the purpose of carrying out Southeastern 

Rcgıon local go\ crnmcnt sen ıces cffcctivcly. human resource developınent in thcse 

institutions, e')tablbhıng human rc~ourcc depaı1ıncnts and to increase the satısfaction 

of benefıciarıes in the cıties of Adıyaınan, Batınan. Dıyarbakır. Gaziantep, Kilis, 

Mardin, Siirt, Şanlıurfa and Şuııak 

For the primary purposes specıficd abo\ c, the following activities w ere conducted: 

J. Surveys wcıe conductcd in 9 different citics to dcten11ine traıning needs of 

local goven11ncnts applicd to three differcnt local goYcı11ınent units and 

at Mardin, (]aziantep and Siirt provinccs three dıfferent workshops were 

allended by rcpresentatıves of organızations. 

2. According to information obtained fronı local govcrnıncnts with conducted 

surveys, the kind of huınan resourccs training activities and the 

coıvoratc training capacity of the institutions werc dctcnnincd. 

3. Al:cording to infonııatıon obtained from surveys, the ınost nccded 

t:oq1orate training needs have be en detennined in dctai l. 

Rcscaı·ch \Vas conducted in three phascs. The fırst plıasc~ idcntifying the \\eb 

site::; of special pro\ incial administrations. ınunicipalities. chan1bers of coınınercc 

and industry, the second pha:sc~ selcctcd nıanagers and eınployccs by sanıpling were 

giveıı surv~ys prcpared by tlıe research group, and ın third stage, meetings were 
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arranged with stakeholders ın Gaziantep, Mardin and Siirt provinces, and SWOT 

(GZFT) analysis was perfomıed. 

This research, for the identifıed purposes abovc, \Vas carried out by the 

descriptive model. Qualitative and quantitative rescarch nıcthods were used in the 

rcsearch process to collect data. Inforınation rclated to theorctical research and soıne 

data wcre obtained from literature. Organizational effcctiveness of local goven1nıents 

and beneficiary satisfaction were deten1ıined through a questionnaire prepared by the 

researchers. In the survey, local authoritıes' effective service delivery was 

detennined with; 

• Sharing vision, ınission and ınission defınitions, 

• Easy access to the institution, 

• Right to infonnation, 

• Document supply, 

• Inventory ofbeneficiary infonnation, 

• Single system 

• A ward mechanisın 

• Questions about satisfaction of bencficiaries have bccn included in the 

surveys. 

The survey applied to ınanagers and other cınployces included coınmon questions . 

• 
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3. CURRENT STATUS of MUNICIPALS in GAP REGION 

Since 2004, in the region thcrc are nine cities including 2 metropolitan, 7 

cities, fıve metropolitan district municipalities, 67 district ınunicipalities and ll 4 

n1unicipal towns totaling up to 195 municipalities. In Turkey, there are total of 16 

metropolitan ınunicipali ties, 65 provincial ın unicipalities, 100 municipalities in 

ınetropolitan counties, 750 towns' municipaUtics and 2294 town councils totaling up 

to 3225 municipalities. The municipalities in the region make about 6.04% of the 

total ınunicipalities in the country (Table 1 ). 

Table 1. Features of m unicipalities in GAP region (2004) 

Number of cities 

Cities Metropolitan 
Metropolılan 

City District Municipal 
district Total 

cities municipality municipality towns 
municipalities 

Adıyarnan - - 1 8 19 28 

Batman - - ı 5 6 12 

Diyarbalur ı 3 - 13 15 32 

Gaziantep ı 2 - 7 18 28 

Kilis - - ı 3 ı 5 

Mardin - - ı 9 21 31 

Siirt - - l 6 6 13 

Şanlıurfa - - ı lO 15 26 

Şırnak - - ı 6 13 20 

GAP total 2 5 7 67 ı 14 195 

Total in 
16 ıoo 65 750 2.294 3.225 

Turkey 
. 

Referencc: www:tuik.gov.tr/2010 (Data were obtained from TUTK but arranged by 
the researchers). 

With an arrangeınent made in 2008, the number of municipalities in Turkey 

was decreascd and as of today (2009) there are 16 metropolitans, 65 city 

nıunicipalities and other local govemments totaling to 2949 ınunicipalitıes. Those 
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ınunicipalities are coınposed of 143 ınetropolitan ınunicıpal districts, 749 districts 

ınunicipals and ı 976 town council municipalities. In parall el to these regulations, in 

the GAP region the number of ınunicipalities was rcduced from 195 to 188. As of 

2009, there are two metropolitan ınunicipalities, 7 city municipalities, 6 ınetropohtan 

district ınunicipalities, 67 district ınunicipalitics and 106 town municipalities in the 

GAP region. Municipalities in the region are about 6.37% of all municipalities ın 

Turkey (Table 2). 

According to the results of local clections hel d in Turkey, there are 18 female 

ınayors (with a rate of 0.56%) and 3207 male mayors in 3225 total ınunicipalities. 

The ra te of women ınembers of municipal council s is about 2.42%>. Considering the 

data in 2009, botb woınan ınayors and city council ınembers increased compared to 

the year 2004 (www.tuik.gov.tr, 2010). 

Table 2. Features of m unicipalities in GAP region (2009) 

Number of citıes 

Cities Metropolitan 
Metropolitan 

district 
City District Municipal 

Total 

cities municipality municipality towns 
ınunicipalıties 

Adıyaman - - 1 8 19 28 

Batman - - ı 5 6 12 

Diyarbakır ı 4 - 13 12 30 

Gaziantep ı 2 - 7 13 23 

Kilis - - ı 3 ı 5 

Mardin - - ı 9 21 31 

Siirt - - ı 6 6 13 

Şanlıurfa - - 1 10 15 26 

Şırnak - - ı 6 13 20 

GAP Total 2 6 7 67 106 188 

Total in 

Turkey 
16 143 65 749 ı 976 2 949 

Reference: ww 
. . J 

. . 

ı w.tuık.gov.tr/2010 (Data werc obtaıned froın TUIK but arranged by 
t 1e rescarchers). 
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In total of 188 nıayors in the region, there are 8 (4.3%) woınen and 180 

(95.7%) ınale mayors. Although it is not enough, this results of this research shows 

that the rate of woman ınayors is higher in the Southeastem Anatolia Region as 

compared to the country averagcs. According to local governınent election results 

held in 2009, there are total of 2304 city council members. 94.8% of the current 

assembly members (2184 persons) are male and 5.2% (120 people) are women 

(www.tuik.gov.tr, 2010). 
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4. MATERIAL and METHOD 

Research material ~'aS primary data sources. The priınary data source was 

froııı survey results obtained from local govemınents in the GAP region (Provincial 

Adıninistration, City), commerce and industry chaınber ınanagers and employees. 

All of the data have been obtained by the research team negotiations with local 

governınent managers and staff (face to face). Secondary data constitutes records 

froın Turkey Statistics Institute (TUIK), Ministry of Interior Local Directorate 

. General, Special Adıninistration the Provincial Region, ınunicipalities and chaınbers 

of comınerce and industıy. Also, related research and investigation results were 

evaluated. Surveys used to coUect data were arranged in accordance with the 

provision of sufficient infonnation. 

Since there exists regional multiple govemınental organizations, function in 

diffcrcnt areas and the distribution of those organizations di ffer from city to city, the 

nuınber of represent samples from those cities were detennined with "systematic 

sampliııg" method (Güneş and Arıkan, 1 988) and total of 33 local govemınents and 

chamber of coınmerce (ınunicipal, provincial adıninistrations) were subject of this 

research. 

The research was conducted in nıne provinces located in Southeastem 

Anatolia Region. These cities were Adıyaman, Batınan, Diyarbakır, Gaziantep, Kilis, 

Mardin, Siirt, Şanlıurfa and Şırnak. In the provinces ''Special Provincial 

Adıninistration of Coınmerce and Industry" have becn subjected to a full count, and 

the survey full count ınethod was applied to organizations. However, approximately 

8% of the municipalities were eligiblc to be interviewed. Thcrefore, the saınple size 

was detennincd based on provinccs population s tatus by taking into account each 

province and the province of the local govcmment (municipal, provincial 

adıninistrations) using "Main body Rate Based Clustering single Phase Coincidence 

Probability sampling" nıethod to detern1ine survey saınple size, (Table 3). 
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Difficulties and Limitations in the Study 

The main three problems faces in the research process were; 

1. Some of the staff in son1e institutions were reluctant to fill the questionnaire 

and so me of the survey questions w e re not answered, 

2. Soınc of the ınanagers and the staff were not sensitive enough to attend the 

workshops, 

3. Soıne of the managers from soıne institutions/organizations managers and/or 

executives had no enough infonnation about their in-service training, nuınber 

of participants and their needs. 

Table 3. The distribution of samples in cities and local governments located in 

GAP region. 

Cities in GAP Provincial City C hamber of Total Ra te 

Administration Commerce (%) 

Adıyaman 6 20 4 30 13.0 
Batman 5 ll 6 22 9,5 
Diyarbakır 7 26 6 39 16.8 
Gaziantep 6 22 ı ı 39 16,8 

Kıl is 6 2 - 8 3,4 
Mardin 8 16 5 29 12,5 
Siirt 6 8 - 14 6,0 
Şanlıurfa 6 28 6 40 17,2 
Şırnak - 6 5 ı ı 4,7 

Total 50 139 43 232 100.0 

Ratc (%) 2 ı ,5 60,0 ı 8,5 100,0 -
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S. RESEARCH FINDINGS 

5.1. Demographic Characteristics of Employees/institutions Participating 

in Research and Related Results 

• 82.5% of the survey subjects' institutions in this research were located in cities and 

17.5% were in town centers. 

• 59.8% of the participating subjects were from municipalities 21.4% were from 

provincial administration and I 8.8% were from chaınber of coınmerce and industry. 

• 15.3% of participants were managers and 84.7% of partic i pan ts were eınployees. 

• 70.7% of people interviewed in the study were male and 28.4% were female and 

about 0.9% did not specify their gendcr. 

• The age distribution of persons interviewed werc; 61.6% were at 31-50 age 

group,16.6% were at 22-30 age group, 6.6% were over 51 age group. 35 people 

interviewed (about 15.3%) did not provide infannation about their age. It is possible 

to say that subjects used in this study werc middle age group. 

• One of the major research fındings regarding the demographic characteristics 

opinions, is the educational background of individuals . Study results showed that 

71.8% of the subjects were high school graduates, 27.8% bad ıniddle school 

graduates and 0.4% were priınary school graduates. 

• 54.3% of the ınanagers (civil servants, engincers. teclınicians. ete.) and 55.2% of 

the employees working for the Jocal authorities (ınunieipalities. speciaJ provincial 

adıninistrations) and trade and industry chambcrs had no in-sen ,ice training 

prograıns at aU. This indicates that more than half of n1anagers and en1ployee~ di d 

not participate in any in-service training prograın. 

• When looked at the participants in tcrms of paı1icıpation ın ın-service training 
'-

programs working for institutions 'organizations, about 59.1% 49.0'10 and 48.( 0 o in 

ınunicipalitics in spccial provincıal adıninistrations, and in coınmcrce and industry 

chaınbers, had no any kinci of cducat ıonal prograıns , respcctively. Additionally 

50.0% of the ınanagcrs and eınployccs located in organizatıon have not participated 

in-servıcc training programs. 
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• The distribution according to gender indicated 55.6% of men and 52.3% of women 

have not participated in-service training programs indication no significant difference 

between women and ınen. 

• According to the survey results, 50.3o/o attended at in-service training programs 

were high school graduates and 65.1% were high school graduates. Tbese data 

clearly suggest that in-service training programs are inadequate and a level of 

participation is lo w . 

5.2. Results of Local Government Relating to the Corporate Activities 

• The number of people indicating that their "Institutions vision and mission had 

clearly been identified" were 86.4% in municipalities while coınmerce and industry 

chambers had 81.0%, and special provincial adıninistrations had 76.6%. Despite this 
• 

substantial positive opinion, some of the participant indicated otherwise. 

• Trade and industry chambers were in better condition (53.5%) than the others 

regarding the clear indication of vision and mission and following governmental 

bodies were municipalities 46.7% and special provincial administrations with 38.8%. 

• Participants answering the question " are all employees show enough efforts to 

meet the vision and mission of your institution" were quite low (municipalities 

30.7%, special provincial administrations 34.7%, and commerce and industry 

chambers 18.6%). 

• It is indicated that there isa lack of clear vi si on and mission description/share with 

employees. At the same time, another issue to consider is the lack of employees in 

the effort to perform the mission of their organizations. Thereforc, there is strong 

need to increase communication between ınanagers and emp1oyees to the highest 

level and establish mutual trust. 

• Commerce and industry (79.1 %) was observed to be in better condition regarding 

the question about "every ones authority and responsibility and coınmunication". 

61.2% participants from special provincial administrations answered "yes'' to the 

same question whi1e 54.0% of participants from municipalities answered positive. 
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These results show lack of suffıcient authority and responsibility and coınınunication 

by eınployees to their managers. 

• The question about clearly identifıcation of authority/responsibility and 

coınınunication had about 74.3% and 57.7% by managers and eınployees had 

positive (yes) answer, respectively. This, despite a positive opinion, indicates that 

authority and responsibility is not fulJy specified. Connection with this issue, the 

question about " authority/responsibility descriptions to everyone in our organization 

are clearly defined and enough comrnunication has been rnade" had answered "yes'' 

about 97 .ı% by managers and 84.0% by employees. The se issues are iınportant to be 

able to carry responsibilities and duties by rnanagers and eınployees. Therefore, this 

way the organization also increases the work efficiency and effectiveness. 

• The survey results also show that except requircd internal correspondence, there is 

not enough coınmunication and information sharing in organizations. 

• For the satisfaction of beneficiarics of the organizations (service beneficiary) 

ınanagers had sıgnificantly ınore positive perceptions to take diffcrent prccautions 

(7 1.4%) but not as ınuch by eınployees (% 53.6). 

• According to research results, there werc soıne difficulties obtaining the necessary 

documents by citizens in those organizations. Froın the institutions perspectİ\e, trade 

and industry chambers were better supplying necessary document to citizens but 

special provincial administrations were found to be inadequate. 

• Citizens satisfaction was found to be generally n1oderate by the organizations 

ınanagers and eınployees. 
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5.3. SWOT Analysis 

In this study, stakeholders for each organization, provincial adnıinı:-ııı ations, 

municipalities and trade and ındustry chaınbcrs, in nine provinces in GAP rcgıon was 

detennined, and SWOT (S = Strengths, W -= Wcaknesses, O = Opportunities T = 

Threats) analysis was done. Thıs analysıs was not institution-specific for special 

provıncial administrations, municipalities and chaınbers of coınnıerce and industıy 

but general SWOT analysıs. Ilowever, the ideal SWOT analysis would be done for 

each organization and institut1on in every province. 

S\VOT Analysis of the GAP Region Local Governrnents: 

Strengths; 

,., Impleınentatıon of the model in one of the biggest pro_ıects (GAP) in the 

Republican era, 

>- The existcnce of Southeastcrn Anatelian Project Regional Developnıent 

Adıninistration in the region and ensuring coordination between each organization 

in the region, 

::,.. The existenee of Univcrsıties ın all cities, 

>- The exıstcncc of 3 development agencics ın the region, 

,. The existcnce of young and dynanıic hunıan source, 

>- The existeııee of potentially productive agricultural soils regarding tcxture and 

potential. 

, lligh water resources and potentiaL 

,.. The existcnce of rich cu lt ural assets and tourisnı values. 
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~ Benefiting from the funds and projects froın national (SPO, the Minjstry of 

Agriculture and Rural Affairs, ete.) and international (UN-UNDP, EU, World 

Bank, ete.), 

~ Easy accessibility to intra-regional and regional centers, 

~ Ability to produce business and project ideas, 

> High public participation to management and dominate demecratic approach. 

W eakııesses; 

• In general, the municipalities have failed to implement the urban information 

system, 

• Lack of cooperation between other institutions/organizations, NGOs and 

universities, 

• The financial dependence of municipalities to the central governınent, 

• U np larmed settlements and slums in the metropolitan centers, 
• 

• Lack of jobs that will create eınployment, 

• Lack of effective use of agricultural lands, 

• Lack of diversifying industry and spread of industry, 
-

• Lack of qualifıed employees, 

• Lack of performan ce evaluation and reward systems, 

• Lack of coordination and plan to move, 

• Lack of project office units, 

• Lack of clear indication of work responsibilities, 

• Lack of R & D (Research - Developınent) units in organizations, 
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• Lack of e-governınent applications, 

• Lack of in-service trainings, 

• Lack of active participation in dccision ınaking and inıplementation prul''-''"~~ and 

control ıncchanisıns in organizations (stakeholders), 

• Lack of the planned production of city lan d development, 

• Deficiency of cooperation and coordination between organization~. 

Opportunities; 

../ Turkey' s European U nion entry process, 

../ Region 's close location to ports ın the f\1 cd ı tcıT,tıh!an region, 

./ Easy acccssibi lity to the Middle East nıarkets, 

../ Appropriate climatic conditıons for high agricultural potcntial, 

../ Ex isting and new establıshed agrıc.:u ltu ra 1 ındu~ tı') w ıli not experience prob l cıns in 

obtaining raw ınaterials, 

./ Governmenta l incentivcs for entreprcneurs '"ho \\tlllt to ım c~t ın the region and 

existence of Orc.anizcd ı ndustrial/.onc . .... 

./ Opportunities of rc~olv ing the environınental probkın ..., ın cities by municıpal ıtı c" . 

../ The region's rich h ı s ıory and cu ltıı n ı ı 'a ı uc s. 

Threats; 

o High migration from rural areas to urban ccnters, 

o lligh fcnilit~ rate in the regıou, 

o Lo w cducatwna 1 ıe, cL 

o I liglı uncınployıncnt ra tc. 



. d developınent trends in agriculturc arcas, 
0 Illegal constructıon an 

o Increasing diversity of services, 

I 
. hysı·cal areas that municipalitics necd to serve, 

o ncreasıng p 

o Continuous <:hanges that occur in the relevant legislatıon, 

o Lack of infrastructure. 

5.4. The ın-Service Training Studies in Local Government and the 

Educational Needs Sensory Areas 

In-service training at local govemmcnts (municipalities) in the GAP rcgıon 

differ according to the municipal and in-service training activities, particularly in 

larger municipalities (metropolitan and provincial municipalities) intensity of the ın­

service trainings is higher. lt was clearly detennined from the both workshops and 

survey data obtained from the in-service trainings that HCity Pelice and Fire 

Regulations," "Misdemeanor Law", "Local Govemınent Expenditure Regulation", 

"50 18 Public Financi al Management and Control Law", "Public Relations and 

Motivation", "Municipal Legislation", "Budget Accounting", "Urban and Contracts'' 

are main educational topics intensely worked on. 

It was detennined that when in-service training for employees considered, the 

municipalities in the region in the last five years conducted 276 in-service training 

prograıns and that averaged to 18.4 for a sin gl e municipal that makes average annual 

in-service training program for each ınunicipal about 3.7 educational prograın. On 

the other hand, municipalities have low number of in-service training specialists. 

Study results revealed that municipalities have a total of 20 experts. Therefore, there 

are about 1.33 (1.3%) in-service training specialists at those municipalities with 

experts whilc 87% do not. Previously given answers to the question if in-sen·ice 

training programs had any . benefit to the eınployees indicated that 50% of 
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respondents indicated that such trainings w ere veıy usefu 1, w hile 50% were 

cxpressed would be partially useful. 

Municipal ınost needed areas in-service trainings were Support Education 

topics (Project Preparation and Inıpleınentation of EU Cobesion Policy in the Process 

of Regional lntcgration, ete.). Anather topic of in-service training is indicated to be 

about general infannation and capacity (Huınau Rcsource Manageınent, Team Work, 

Conflict Manageınent, Lcadership, Project Analysis, Report Preparation Techniques 

and Presentation Techniques). Even though first two issues are not considered as 

urgent topics, other issues according to the importance were Environmental Health 

Issues (Garbage and Solid \Vaste Calleetion Methods, lnsect and Struggle), 

Infrastructure and Developınent Issues (Development and Environment, 

Developınent Plans Revıew and ratification General Cleaning Services) and 

Adıninistrative and Social topics (Coınınunications, Public Relations, Participation 

and Collaboration, Regulatory and Applications for Physically Handicapped, 

Rcgulations and Practices for disadvantaged groups). 

When priority rankıng is taken into account, municipal provincial training 

needs are; infrastructure and urban issues were thought to be iınportant at Batınan, 

Kilis and Siirt, Adıninistrative and social issues were thought to have prime 

İnıportance in Mardin. Environınent and health issues were also thought to be ınore 

iınportant in Şanlıurfa and Diyarbakır while suppoı1 issues in education had prıınary 

iınportance in Adıyan1an and Gaziantep. 

The in-service training in the special provincial adıninistration of the 

provinces secms to differ. Results froın both in-service training workshops and 

surveys indıcated the topıcs concentrated on; "Local Governınent Legıslation", 

·'Occupational 1 lealth and Safety", "Business Law", ''657 No. State Law on Ci vii 

Servants", "Contracts Regulations,, ''Official Concspondence Rules'', '"Project 

Prcparation,.. 
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Special provincial administrations provided total of 40 in-service training 

programs to their employees and that averaged to 8. On an anıJUal basis special 

provincial administrations had about 1.6 annual in-service training prograıns. On the 

other hand, in-service trainings in tlıese institutions are seen to be inadcquate and 

institutions do not have their own experts. Previously given answers to questions 

canceming the effectiveness of in-service training at special provincial 

administrations indicated that 60 % of the participants emphasized that this type of 

training is very useful, 40% stated that they had found partially useful. 

Research results indicate that special provincial adıninistrations in general 

need in-service program. However, the most needed area of education seems to be 

the Subject Support (Project Preparation and Iınpleınentation, integration with the 

EU Integration Process of Regional Policy, Rural Development Policies, ete.). 

Another topic that Special provincial adıninistrations partly need in-service training 

is general infannation and capacity subjects (I lurnan Resource Manageınent~ Team 

Work, Conflict Manageınent, Lcadership, Project Analysis, Report Preparation 

Techniques and Presentation Techniques). Although not seen as important as the fırst 

two issues, special provincial administrations need is on administrative and social 

issues (Communications, Public Relations, Participation and Collaboration, Social 

Assistance). 

Priority rating of the subjects also indicates that special provincial 

administration's another training need is on the topic of infrastructure and 

developınent whicb found important at Kilis while support educational issues only 

found tınportance in Gaziantep. The topic of general knowledge and capacity issue 

was the most important in Şanlıurfa , Mardin, and Siirt. 

When the developınent level and size of the province were taken into 

consideration, it is c1early seen that provincial chaınbers of coınmerce and industry 

has given in-service training activities on different subjects. Results of the both 

workshops and survey data indicates that principal in-service training topics are; 
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"Project Cycle Managcınent", "\1otivation and Team Work," "Time Management 

and Stress,'' "Correspondence Rules''. 

When lookcd at the chambcr of con1n1erce and industry in-service training 

state of applications for eınployees, ınstıtutions conducted a total of 155 in-service 

training prograıns in the last fıve years, average of 29 per year. On an annual basis, 

comınerce and industry chaınbers had average of 5.8 ın-service training programs. 

There are no spccializcd trainers ın con1ınerce and industry chaınbers. Answered to 

the trade and industıy chambers prcviou~Jy given in-service training activities related 

to the question in this research indicated that 50% of these types of training are very 

useful, while 50% found those prograıns partially useful. 

Results also sho\ved that there were in general need for emergency in-service 

trainings in all areas and is seen partly as necessary by commerce and industry 

chaınbers. Howevcr, given the area nceded most are: ''Public Relations, Project 

Preparation and lınplementation, Coınınunication, Conflict Management, and 

Participation and Co Ilaboration with the Human Resources Manageınent,. 

Based on training needs priorities of commerce and industry chaınbcrs: the 

topıcs of adtninistrative and socıal subjects in Şanlıurfa and Gaziantep had first 

priority importance, while support issues topic was found to have priority in 

Diyarbakır and in Kilis, and the topic of public knowledge and capacity issues found 

to have first priority iınportance only in Adıyaman. 

According the research results and information obtained froın the workshop, 

4 exaınples of cducational contents were detennined based on the need of local 

governn1ents in GAP region (ınunicipalities, special provincial adıninistratıons) and 

for the needs of comınerce and industry chaınbers. HoweYer, it would be bctter to 

specify proposed training content ab out the organizations. Therefore, in-sen ı ce 

training prograrns need to be pnınarily determined based on job descriptions and 
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taking the views of experts. This way it is thought in-service training to be ınore 

fruitful. On the other hand the determination of in-serv ice training prograıns of each 

institution and its working principles and the basic needs of the region to considcr the 

expectations will increase the success of the program. Following in-service training 

programs are for all institutions/organizations. Because, depending on each 

institution/organization work site and serve the ınasses, there is need for the topics of 

"Human Resource Management, Public Relations, Project Preparation and Project 

Cycle and Team Work". In light of thesc principlcs, the bases of projcctcd in-service 

training program topics are: 

EDUCATION PROGRAM 

NUMBER OF 
TOPIC OF EDUCA TION DAYS TIME 

PROGRAM 

ı Management of human rcsources 5 30 

2 lluman relations 4 24 

3 Project preparation and project cycle 5 30 

4 Team work 3 18 

TOTAL 17 102 

Management of Human Resources 

The aim of manageınent of huınan resources is using and evaluating huınan 

resources (manpower) appropriatcly, efficiently and effcctively the way to ensure the 

bappiness of people. Therefore, it ıs to convey/pass today 's and tomorrow's huınan 

resources information and app1 ications to the organizations· ınanagemen ts for high­

performance organizations. 

Human resources rcprescnt all the pcople regardless of functions and 

locations in organizations. Therefore, human rcsources manageıncnt represents all 

ınanagement dccisions and actions in the organizations identifıed in accordance with 

the visian and ınission affected by the relationsh ip between eınployees. 
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"Human Rcsourcc Managcmcnf' training contents as the main topics are 
briefly deseribed below~ . 

llunıa ıı Resourccs Ma nagcment 

ı Conccpt and lmportnncc of ll u ınan Rcsourccs 

2 The Scopc of ll u man Rcsourcc Mamıgcnıent 

3 Funclıonıng of 1 lu ınan Resome c Managemen ı 

4 lluınun Resourccs Managcıncnl Princıples 

5 Charactcristıcs of Human Resourcc t\ lanagemeni 

6 Strategıc Rclntıonshıp Managemen ı and ı luman Resources 

7 1 luman Resource Mamıgement of Doınestıc and External Environınent Analysis 

8 Dcterınınation ofStratcgic Managemcnt and Human Resource Strategy 

9 ı luman Rcsourccs Planning and Busıncss 

lO Pro\ ision of Human Rcsources 

ı ı Personnet Succcss Evaluation 

12 Scrvıcc Training 

13 Salary Managcment 

14 Employces Rıghts 

15 Encouragenıent of s ta ff to \\or k 

16 Human Rcsourccs Managemenl to Bring Bencfıts to Business 

Public Relations 

The goal of public relations is to detenn1ne the factors effccting succcss or 
failure in relation with connected environınents (service target, bcneficiaries) and it 

is an art of understand ıng, coınınunication, acceptance, lovc, dignity and respcct to 
the sen ice bcncficiaric . 

Publıc rclatıons planned actıvities to achieve the set aiuıs to creatc a posıtıve 
İnıage (accordance \Vith vision and missıon) of organization through detcrınination of 
publicity, polıcy orienting institutions organızations in this dırection. to gct neccs~aıy 
infannation flow bct\\een huınan groups and institution5 organızations, and by 

achieving the intendcd rcsult. 
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Assessment of capabi li tıc~ and development ıh·ed of t.:ınplo}t:l'~ for "Public 

Rclations'' training contcnt with the main topic~ an.: Ji -.; tL·d be!O\'v: 
.... 

Puhlic Rcl:ıtiun' 

ı Whaı ıs Public Relnıion? 

2 tınportance of Public Rdations 

3 Publıc Relations Objecti' es 

4 Basıc Pnnciplcs of Puhlit· Rdıııions 

5 lnternal Conıınunicntion 

6 Ex tenıal C oınınunil:a ı i on 

7 Corporate Coınmunicnıions 

8 Public Aftlıirs 

9 Beneficiary Relationships in Public Rclatious 

lO Public Relat ions Managcmcnt 

ll Prcscntation of I nfornıntıon <ın d Comımın i ca tion 

12 Publicıty and Ac.lvcrtising 
~ -

13 Written and Visual Comımınicatıons witlı the Press 

14 Publıc Relatıoııs During Crisis 

Project Preparation and Project Cycle 

The most ımportant point to be awarc about project prcparation are the alın of 

project, and to what kind of organization this project will be prcscntcd., if it is 

prepared in accordancc with the forınal of the authoritit;s/agcncies. Thl!reforc, the 

ınanageıncnt of a project is as i ın portant as th\! prcparatioıı of the project. 

A good project prcparation and implen1entation of the proj~ct nıay be 

prepared to be: 

1. Quality of the project set up, 

2. C lear and well dcfincd project methodology. 

3. Projects good quality content, 

4. The project's cnvironmcnta l iınpact, 
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5. Applıcabi li ty of the project, 

6. Di""L'm ination and use of results, 

7. Prl 'll'L't sustainabilıty. 

< ·un"'ıclering the abovc issucs white preparing a project, the main lines of 

trainıng content is briefly deseribed bel o w u nder the title of "Project Preparation and 

Pro.ıı:ct C) ele". 

Project Prepanıtion and Project Cycle 

ı \Vhat is the ProJect? 
') Goals and Objectıves 

3 Direct and Indireel Beneficiaries 

4 ProJect Cycle Manageınent 

5 Stages of ProJect Cycle Managcınent 

6 Logical Fraıncwork 

7 Work Plan and Task Allocation 

X Success Critcrıa 

9 Analysıs of Current Situation 

lO Current Situation Analysis Method 

ı ı Bcnefıciary Groups 

12 Sustaınability 

13 Partnerships 

14 Monitoring. Evaluation and Audit 

15 Project Budget 

16 OUıer cash and ın kınd contrıbutions 

17 Application 

18 Report Writing 

Team \Vork 

Teamwork is intended to provide assistance and acting togethcr with 

consensus. Teaınwork brings people with different knowledge, skills and experience 

together to carry out getting the coınmon ınind. effective and efficient use of 
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resources. Therefore, with teaın works in organizations, incrcasc the number of 

qualifıed staff will certainly ensure the succcss of the organization. 

The main topics of ((Tcaın Work' ' training contcnt are li~tcd bclow (in order 

to create comınan idea \Vhich \vi ll ınak.c the success of the organization inevitable) . 

Team \Vork 

ı Defınition and im portance of tcamwork 

2 Cbaracteris tıcs of the study team 

3 Selection ofTeaın Mcınbers 

4 Team Mcmbers Qualifıcations 

5 Rules to be followed ın the tcamwork 

6 Responsibılities of a team of cınployccs 
--

7 Advantages and Disadvantages ofTcaınwork 

8 Challenges of Teaınwork 
-

9 The [rnportance of Lcadership and Tcaınwork 

lO Features of Leadcr 

ll Motivating eınployccs 
. -

12 Communication and Communication Methods 

13 Planning and Mcctıngs 

14 Prıority ınectings 

15 Meeting Subj ect, Location and Duralton 

16 Meeting and work rcports 

17 Prıvacy of meetings proccdures 

Results and Suggestions 

Rcsearch results c lcarly showed status of institutional issues to increase their 

effectiveness that will strengthcn the local goven1ınent in Southeastem Anatolia 

Region. This research results also show institutional levcl of Region of local 

governıncnts (nıunicipalities, spccial provincial adn1inistrations) and trade and 

industıy chambers located in the Southcastcrn Anatolia Region about the topics of 
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detennination of vısıon and ınıssıon, enıployees'. authority, detennination of 

responsibility and work definition, easy access to the institution, manageınent 

processes and deınocratic participation, infannation rights, docuınent supply, the 

beneficiary infornıation systems, and bcnefıciary satisfaction. Research results have 

shown that the topics stated above very iınportant for corporate activities and there is 

a need for revising institutions accordingly. lt was clearly observed that institution 

in-service training programs are inadequate ev en though establishınent ( city), 

province, the size of institutions has soıne level of influence on training programs. 

This in1pact organization 's provided services negatively. On the other hand, research 

results also indicated that there is need for in-service training programs for manager 

and employees separately on the basis of lifelong leaming and quality service for the 

continuous innovation policy. Because the research results of local goveınments 

(ınunicipal, provincial adıninistrations) states a significant gap in service training and 

need for training prograıns. When research results were taken into account, survey 

result evaluation of both managers and staff indicated need for fallawing in-service 

training progran1s which were deteıınined from in-service training programs survey 

applied to local govemınent (tnunicipal, provincial administrations) and trade and 

industry chaınbers 1 n Southeastern Anatolia Region. 
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VISION and MlSSIO ' 

PO W ERS, 

R ESPONSIBILITY and 

DESCRI PTION OF 

D UTJES 

EASY 

TRANSPORTATION 

TO THE 

O RGAN iZATiON 

RIGHTTOGET 

INFORMATION 

DOCUMENT 

SUPPLY 

• Delenninıng clearly organizatıons vısion and ınission. 

• Informing Managerı, and employees clearly ınstıtution's vis ion and 

. 
mıssıon. 

• Sharıng ınstitution's \'İsion and nııssıon with m:magers and 

employees. 

• Motivating managers and employces about institution's vision and 

mıssıon. 

• CJearly ıdentify the aulbority and responsibılity ob ageney 

employees, 

• Announcing the employecs about the powcrs and responsibililies, 

• Determining authorily and responsib ılity of all employees, 

• Providing the necessary workıng conditıons of all employees. 

• Jncreasjng awareness of the nıanagcrs and employees about easy 

access to the institution, 

• Providing and taking necessary measures to easy access to· the 

institution (infonnatıve and router boards and signs in the doorway, 

infonnative web page and guiding cxplanations, elcctro nic reference 

and follow-up scrviccs and orıcnted measures), 

• Informing managcrs and enıployees about easy accessibility of 

citizens t0 the ınstitutıon. 

• Development of sensıtivity about right to infom1ation that is a 

fundamental human right, 

• Infonuing employees and managcrs conccrnıng the use of the right 

to get infonnatıon and poınting mechanısm (written, oral and 

electronıc applıcatıons will enable the establishment of a 

mechanism), 

• Determining the attitude of the staff for citizens right to 

information. 

• Inercasing the iınportance and awareness of the employees about the 

documents which may be needed by the benefıciaries (citizens), 

• lnformıng the eınployees of the organızations about irnportance of 

lhe corporate docuınent and in forming staff about ho-w they will get 

corporate documents. 
• 
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BENFJCIARI ES 

INFORMATION 

INVENTORY 

A\VARD 

MECHANISM 

BENEFICIARY 

SATISFACTION 

• lnfomıing eınployees concernıng the importance of inventory 

information for instilutional effectiveness and ease of use of service 

user infornıation, 

• Infanning eınployees about the software system thal keeps 

benefıciary detniled information and institution relationship, 

• Information about how the records to be kept about demographic 

charal:tcristics of benefıciarıes and dernan ds and complaints. 

• lnlbmıing eınp loyees about service awards 1necharusms to enhance 

the qualıty and motivation, 

• Detennine policies of Employee rewards and infanning lhe staff 

about ıt. 

• The irnportance of organizational effectiveness for beneficiary 

satisfaction, 

• Establishment and delennmation of mechanisms necessary for 

benefıciary satisfaction (preparation of survey and complaint forms), 

• Process of creation, introduction of beneficiary satisfaction for the 

corporate staff. 

Any training and support programs prepared taking above considerations into 

account needs to include; position of the region, not in the organization structure, 

seı-ving the benefic1aries' socio - cultural properties and the town's/county's/ district's 

level of dcvelopınent. Therefore, when planning in-service training programs for 

institutions~ 

• Organizations should identify internal and extemal stakehoJders and participation 

of stakeholders SWOT analysis should be done, 

• When preparing organization's strategic plans, SWOT analysis should be taken 

in to account and specifıc plans need to be carried out accordingly, 

• Benefıciaries views should be considered before Institution/ organization ınakes 

any investınent and/or service, 
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• Organization of training programs and scrvices should plancd taking in to account 

the priorities, 

• Eınploying training specialists ın organizations \-Vill upgrade and be beneficial 

ınaintain the quality of service, 

• In-service training prograıns of institutions/organizations need to detennined and 

iınplemented not based on package program but rather considcring organızation's 

current structure and needs, 

• To improve organization 's quality of serv ices, ensure access and sustainable 

service training for staff should be ınade at certain intervals, 

• Citizens' satisfaction levels are associatcd with incrcase of the service area and 

ınaintaining the quaüty of the service. Thereforc, in terms of human resource 

developınent, the number and diversity of in-service trainings are necessary to 

. 
ıncrease, 

• The internal infannation sharing and knowledge ınanageınent play an iınportant 

role in institutions/organizations. Thercforc, infarınation sharing and ınanageınent 

must not be limited to a few s taff. In this contcxt, institutional developınent and 

implementation of ınanagement approach is of grcat iınportance, 

• Both the services staff of organization and bcneficiarics would need to know bow 

to get infannation and how probleıns should be rcsolved, 

• Periodically visits and collaboration with succcssful and efficient regional and 

international in other local governınents (ınunicipalities, special provincial 

administrations) and the comınerce and industry chaınbers to iınprove the quality of 

services is of great importance. 

• In order to quickly solve citizens probleıns soıne of the some ınunicipalities 

(Municipality of Şanlıurfa and Mardin Municipality, ete.) created "White Table" 

application and that caries an iınportant function and this could be iınpleınented by 

other ınunicipalities (not serving white table services), 

• It is very impoıtant to detcnnine bcnefıciaries' satisfaction levels periodically w ith 

surveys about organization 's work areas and beneficiaries' views will certainly 

increase the service quality. 
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