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FOREWORD
Dr. Yılmaz ARGÜDEN

Public administration is the key to
people’s collective realization of their
aspirations and sustainable development.
There are at least seven areas where the
public administration is expected to
actively undertake responsibility:
(1) Securing the rule of law, (2) Creating
a level playing ground for competitive
markets, (3) Investing in fundamental
infrastructural initiatives, education,
health, and social security programs,
(4) Protecting vulnerable sections of
the population such as children, elders,
disabled, and the like, (5) Protecting future
generations’ rights in vital areas such as
the environment; (6) Ensuring domestic
public security; (7) Defending the country
against external threats. While meeting
these basic needs, the public sector at
the same time lays the grounds for an
environment within which the citizens,
corporations, and NGO’s live and flourish.
The concept of human rights is
traditionally based on the individual’s
right to lead a life with dignity and
freedom, without any discrimination on
the basis of gender, race, color, religion,
language, age, nationality, difference of
opinion, national or social background,
wealth, social class, sexual orientation, or
political position. Democracy on the other
hand is defined in the context of right to
vote, freedom of enterprise, freedom of
thought and speech, freedom of assembly
and association, freedom of worship, and
the like. However today neither human
rights, nor democracy are conceived

within the limited boundaries of the above
elements. Today, the essential principle
is individual’s right to have a say in
decisions shaping his/her future and
his/her participation in local and global
decision-making processes. This is the
core of today’s understanding of human
rights and democracy.
In ancient times, issues impacting
people’s lives were collectively decided
by those who had the right to vote.
The “participatory democracy” in
this particular sense evolved into the
“representative democracy”, due to
the increase in both the number of the
participants on the one hand, and the
diversity and complexity of the issues to
be decided, on the other. However, the
interests of the representatives and the
represented do not always coincide. As a
result of this and greater awareness due to
technological developments in education
and communications, the aspirations of
people to take part in decision making
in matters that influence their lives have
increased. This led to the emergence of
new forms of participatory democracy.
Success in public administration will
get even harder and harder every day,
unless this trend is fully conceived
and embraced. Furthermore, this
understanding of democracy lies in
the heart of good governance which
aims sustainable development and
improvement in quality of life by gaining
the trust of all the stakeholders.
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Local governments offer the most
comprehensive and frequent opportunities
for interaction between the public
authorities and the citizens. As the
pace of urbanization accelerates at an
unprecedented rate, the importance
of local governments in our lives
grows as well. It is for this reason
that municipalities constitute an area
where data-informed, participatory, and
collaboration oriented, truly effective
and efficient interactions gain greater
importance. Therefore, local governments
are the starting point for applying good
governance for inclusive development
and sustainable future. Embracing the
7 good governance principles, namely
consistency, responsibility, accountability,
fairness, transparency, effectiveness, and
participation, reinforces social trust for
local governments.

ACCOUNTABILITY

RESPONSIBILITY

CONSISTENCY

FAIRNESS

TRANSPARENCY

EFFECTIVENESS

DEPLOYMENT AND
PARTICIPATION

Figure 1. Good Governance Principles
Local governments succeeding in the
implementation of good governance
principles gain the trust of the citizens.
Each local government department
must take numerous decisions during
the period they are mandated. For truly
effective results, these decisions should be
data-informed and consistent with other
decisions taken by different levels and at
different times to ensure coherence and
alignment with stakeholder expectations.
It is also important that a reasonable
balance should be ensured between the
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results expected from a given decision
on the one hand, and the resources to
be utilized both for implementation
and enforcement, and to redress the
unfavorable repercussions on parts of the
society that may be faced with negative
consequences. Care taken to be inclusive
and fair both in participation in decision
making and in implementation reinforces
the trust between citizens and the public
authority. A local government adopting
good governance principles has to act
responsibly not only in identifying the
priorities and mobilizing the resources
entrusted to them, but also in protecting
the environment and the interests of the
future generations.
Local governments are also expected
to be responsible not only in decision
making, but also in resource allocation,
and service delivery towards all the
stakeholders with a long-term perspective.
Service delivery is not enough, they also
have to share information transparently.
Only a local government which displays
accountability throughout all phases of
value creation, can build a relationship
of trust between the citizen and the local
government agencies. This, in turn, can
only be attained if information related to
each step is shared in a data-based and
transparent manner with the citizens.
Engaging the citizens in all these steps in
an inclusive manner also helps effective
implementation of the decisions and
minimizes compliance costs. Local
governments engaging citizens in decision
making and consultation processes ensure
greater representation and participation
which in turn produce more inclusive
and effective decisions. A commitment
to all these good governance principles
and their implementation boosts social
trust, and generate a climate and a culture
where sustainable, inclusive, and effective
public management finds opportunity to
flourish.
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Good governance aims to generate a
culture and a climate where sustainable,
inclusive, and effective management
can flourish.
Municipalities are the institutions
which are closest to our lives, the most
frequently we get into touch with, and the
most directly influencing our quality of
life. Therefore, they have to take great care
to work in a data-informed, participatory,
and cooperative manner in order to
meet the citizens’ growing expectations.
While making efforts to provide quality
service to citizens, engaging them at
the same time in decision making
processes will enhance the quality of
Municipalities’ decisions as well. The
quality of participation will increase with
the inclusiveness of participation, as well
as with the transparency of information
sharing before the engagement to help
each stakeholder to have an opportunity
to properly evaluate the recommendations
during the engagement process. To give
an example, before inviting the citizens
to share their views on a particular topic,
publishing the draft working documents
and draft policy recommendations,
submitting these to their consideration,
evaluating their responses and providing
them a detailed feedback will enhance the
quality of the participatory process.
Integrated thinking in prioritization,
planning, resource allocation, and
service delivery improves effectiveness
of implementation and speed of learning
for continuous improvement. Measuring,
assessing, and sharing the inputs
and outputs, as well as the impact of
processes set the ground for continuous
improvement, enable learning within the
organization.

What gets measured, gets improved.
This study aims to measure quality of
governance and identify benchmark
examples to improve the learning
environment for municipalities.
Through the Model© that was developed
for “The Governance Scorecard of
Municipalities” Project, we analysed the
environment and culture within which
governance in municipalities operated,
i.e. the culture of governance. We
conducted a citizen centric assessment of
a wide variety of processes, governance
principles, and their implementation
and checked for evidence of continuous
improvement by means of how the
learning cycle is implemented within the
municipality organizations.
This study;
• Provides a guideline to local government
officials and municipalities;
• Serves as a measurement methodology
for supervisory bodies in assessing the
governance performance of municipalities;
• Offers citizens and stakeholders a
perspective through which they can
follow the progress of the level of social
trust for local governments and participate
at local decision-making processes.
We are grateful to our Advisory Board
Members Emeritus Prof. Korel Göymen,
Prof. Ersin Kalaycıoğlu, Assoc. Prof.
Erbay Arıkboğa and the retired Governor
Enver Salihoğlu for their active guidance
in keeping our research team follow the
relevant academic studies, social and
legal context, and measurement practices;
to the project leader Fikret Toksöz; and
to Dr. Fatma Öğücü Şen and İnan İzci
who conducted the research with their
meticulous work. We also extend our
thankfulness to the Sabancı University
whose students took part in the project
as volunteering research assistants and
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to the Federation of Istanbul Mukhtars’
Associations1 for their support to our
research of relations between headmen
and municipalities.
Our purpose is to provide a source of
reference for leaders and practitioners
who pioneer efforts for promoting good
governance practices in municipalities.
We hope it will support municipalities
in their endeavour to enhance citizens’
quality of life.

1 Historically, a Mukhtar is directly elected as
the chief of neighborhood or village by the
residents and this person is not affiliated
with any political party. S/he is charged with
the role of representing the residents at local
and national public affairs as well as certain
administrative roles.
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INTRODUCTION
Fikret TOKSÖZ & İnan İZCI

We are living in a world where various
changes, such as globalization,
urbanization and digitalization, are taking
place at an increased pace, which is a
characteristic of the 21st century. This
gives rise to many crises we experience
both at local and global scale which
often stem from the lack of transparency,
participation, and accountability. Effective
implementation of these principles
at the public institutions and in their
decision-making processes, which govern
the citizens collective lives, will be the
key factor for advancing sustainable
development and improving the quality of
life.
The same holds for Türkiye. In
early 2000s, Türkiye undertook a
comprehensive public administration
reform to improve the governance in
this area. In 2003 when the reform
process started, the Prime Ministry
published a White Paper2 to explain the
reasons for and the scope of the reform.
Here, the ideal characteristics of public
administration were identified as follows:
“Public Administration should be:
• Transparent,
• Participatory,
• Accountable,
2 T.C. Başbakanlık, 2003. Kamu Yönetiminde
Yeniden Yapılanma:1 Değişimin Yönetimi İçin
Yönetimde Değişim.

• Show respect to human rights and
freedoms,
• Uphold rule of law to reduce
uncertainties and discrimination,
• Predictable, flexible and expeditious,
• Efficient and effective.”
With a view to put this understanding
into effect, the 2005 Local Government
Reform minimized the legal provisions
that enabled central government to
interfere with the local governments’
affairs and replaced “administrative
tutelage” with “democratic governance”
that empowered citizens to participate.
Given the fact that over 10 years have
passed since the introduction of the Law
on Municipalities which provided for the
adoption of democratic mechanisms and
institutions, we thought it was the right
time to research and make an assessment
of the extent to which good governance
principles were put into practice.
For this purpose, as Argüden Governance
Academy, we decided to carry out a
study to find out to what extent the
concept of “governance” – a topic on
the agenda of interested circles for 20
years – was embraced and implemented
at the local level. “Governance” is a
concept frequently made use at global
scale and defined in various ways by
major international organization such
as the United Nations, the International
Monetary Fund, and the European Union.
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Since the beginning, the word
“governance” is used together with
the adjective “good”. The concept
good governance started to be used in
Turkish as well, at 1996 Istanbul Habitat
II Conference, and was welcomed
enthusiastically by the Turkish civil
society and the citizens of Türkiye.
The Local Agenda 21 Project launched
under the initiative of United Nations
Development Programme (UNDP) in
Türkiye played an important role in the
adoption of the concept. The Turkish
Interior Ministry’s and municipalities’
partnering with the project facilitated
the acceptance of the concept by
the government agencies and public
institutions.
As mentioned above, the concept of
governance and the mechanisms enabling
its implementation entered the Turkish
legislation with the introduction of
the 2005 Local Governments Reform.
However, in due course, it was observed
that some of the municipalities perceived
good governance as a management
technique just like ISO 9000 which
resulted in lack of adequate care for the
democratic essence of good governance.
Therefore, in this publication, while at
the same time covering the entirety of
good governance principles, we utilize
“democratic governance”3 when we
wish to underline the importance of the
principles of representation, participation,
inclusiveness, and fairness.
At the start, we decided to take as basis
the municipalities of Istanbul in assessing
the governance environment for the below
reasons:
3 Good government covers main principles
applicable in public sector, civil society,
and private sector institutions, aiming the
establishment of trust between institutions
and their stakeholders. Recently the concept
democratic governance is utilized to
emphasize the participatory approach towards
government-citizen relations.
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• One out of five persons in Türkiye lives
in Istanbul that is the city with the highest
population density in the country.
• Istanbul represents a social composition
that reflects the general landscape of
Türkiye, which corresponds to its highly
cosmopolitan human texture.
• As a result of the above, there are
thousands of civil society organizations in
Istanbul active in a variety of fields.
Although the scope of this study, at
this stage, is limited to Istanbul and its
districts, the approach we provide here is
applicable to all district municipalities in
Türkiye, even to those in other countries
of the world.

OUR APPROACH
While preparing the municipalities’
governance scorecard from a citizen’s
perspective, we utilized the information,
documents and data that are easily
accessible by the citizens. In other words,
we went through the information and
data shared by the municipalities through
their web sites to make an assessment of
municipalities’ governance performance.
For this purpose, we examined the most
recently updated available Strategic Plans,
Budgets, Activity Reports, Performance
Programs, and information they published
on their websites. We also checked for
the performance of the municipalities
in responding to the “Citizen’s Right to
Information” for which we are grateful
to Sabancı University students for their
cooperation in this part of our study.
We worked closely with neighborhood
headmen’s offices which are institutions
recognised by the Law on Municipalities,
organizing a series of workshops with
them, which enabled us to learn from
their knowledge and experience.
We also obtained their views through the
questionnaire we provided.
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During the preparation of municipal
governance scorecards, we also examined
the performance of the City Councils
through their web sites. These councils
were initiated with the introduction of the
2005 Local Government Reform in order
to increase democratic participation at the
municipal governing processes.
In studying Istanbul’s district
municipalities, we looked into the subject
from three different but complementary
perspectives, all of which we considered
as integral parts of a whole. The first
one is the governance of the processes
through which the municipalities provide
their services. Municipalities’ activities
are performed in four successive or
overlapping processes, namely the
governance of decision making processes,
governance of resource utilization,
governance in provision of services, and
governance of instiutional operations.
The second perspective was the
examination of the processes in the
light of the good governance principles,
which are defined by the international
organization by giving priority to the
various indicators. In identifying the
governance principles we use in this
study, particular attention paid to cover
the framework adopted by the Council of
Europe of which our country is one of the
founding members, while at the same time
taking into consideration our national
legislation.
The third perspective we adopted was the
municipalities’ performance in applying
the learning cycle in their respective
organizations. In this context, as regards
the above-mentioned processes, we
questioned whether or not;
• The relevant structures were set up in
the relevant areas;
•The practices were carried out in line
with these structures and properly
integrated to each other;

• The criteria used for the assessment of
these processes are properly identified
and learning points were established to
put learning cycle into practice.
Detailed explanations in connection with
the opinion poll “Headman-Municipality
Relations”, the study on the City Councils,
and the use of Right to Information are
given in the “Methodology” section of this
publication, where information is also
provided about the principles of good
governance and the processes on the basis
of which the Governance Scorecards are
prepared.

OUR OBJECTIVES
With this project, we aimed to measure
the governance climate in municipalities.
By means of the approach developed,
we tried to measure the level of
implementation of good governance in
local governments in Istanbul in line with
international norms and legislation. This
enabled us to provide a measurement
method so that we could identify, in a
data-based manner, the areas that needed
improvement. Furthermore, the criteria
we offer can serve as a guideline for
efforts to improve good governance in
municipalities. For this reason, we believe
our study will be helpful at local level to
raise the level and quality of
good governance.
We also aimed for peer-learning among
the municipalities through providing
examples and indicating practical
improvements in certain areas of
municipal governance. The study is not
an effort to measure the management
performance of municipalities, but
to identify the prevalence of good
governance culture in municipalities
and the ways with which it is put into
practice. Our purpose is to encourage
municipalities to improve their
understanding and adopt good practices
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by creating an environment where they
can mutually learn from each other.
Our ultimate purpose is to contribute
to municipalities’ success in meeting
common local needs and demands in the
most democratic, inclusive, effective and
efficient way.
The method we used in preparing a
governance scorecard involves the
means through which the municipalities’
natural stakeholders such as fellow
townspeople, headmen, civil society and
City Council can take part in the decision
making mechanisms of municipalities.
Particularly the Guidelines, provided in
the Appendix, will help the local actors
in questioning all processes carried out in
municipalities, in gaining an insight into
good governance practices, and in seeking
answers to their queries. In this manner,
we wish to contribute to creating greater
opportunities for local stakeholders’
maximum participation and involvement
in democratic governance mechanisms.
In this study, we made use of
measurement and assessment methods
employed by international organizations
such as the United Nations, Council of
Europe, and Organization of Economic
Cooperation and Development (OECD).
We paid special attention to the principles
adopted by the Council of Europe of
which our country is a founding member.
The Valencia Declaration of European
Ministers Conference dated 16th October
2007 proved to be very instructive. The
Declaration’s “Strategy on Innovation and
Good Governance at Local Level” sets
three objectives stated below, and our
aim with this study is to contribute to the
achievement of these important goals:
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1. Citizens are placed at the heart of all
democratic institutions and processes;
2. Local authorities constantly improve
their governance in accordance with the
principles laid down;
3. States create and maintain the
institutional preconditions for the
improvement of governance at local level,
building on their existing commitments in
accordance with the European Charter of
Local Self-Government and other Council
of Europe standards.
Our Istanbul District Municipalities’
Governance Scorecard Project is first of
its kind in Türkiye among the comparable
works in terms of its scope and the
approach used. We, therefore, believe
it will be useful in many ways if it is
taken into consideration, discussed in
length, and further developed by the civil
society and academia. Such an informed
discussion will no doubt contribute to
the establishment and promotion of the
culture of democracy. Such a democratic
questioning and participation built at
the local level would help to grow trust
in institutions and encourage active
citizenship. In this context we hope that
our study will generate an environment
fruitful for an informed discussion on
good governance based on material
findings, by the civil society, academia,
media and relevant central government
agencies, but first and foremost by the
citizens and municipalities.
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EVALUATION OF THE RESULTS
AND RECOMMENDATIONS
Emeritus Prof. Korel GÖYMEN, Prof. Ersin KALAYCIOĞLU,
Assoc. Prof. Erbay ARIKBOĞA, Enver SALIHOĞLU

As the dynamics of globalization gained
momentum starting from early 1980s,
some of the global trends and concepts
were on the rise, while some current ones
underwent changes in content, or replaced
with new ones. To give an example, those
were the times when growth-oriented
development left its place to approaches
underlining environmental awareness,
humanitarian development, and quality of
life.
Another change that emerged
simultaneously with globalization
was observed in planning practices.
Compulsory central planning was
replaced by local and regional planning
prepared and implemented with a
participatory approach. In Türkiye, apart
from the 5-year development plans, which
are compulsory for the public sector,
strategic plans were introduced in this
period at corporate, regional and urban
spheres.
Among the various global issues
environment gained importance
which gave birth to concepts such
as “sustainability”, “one world”, and
“liveable cities”. In this period, urban
population outgrew rural population for
the first time, and cities became a center
of attention due to both demographic

factors and the transformative dynamics
they harbour, which in turn nurtured new
government approaches in relation to
“urban areas”.
While all these changes were taking place,
the sluggishness and lack of supervision
in the traditional governing systems, as
well as inadequacies in service-focused
operations, created serious bottlenecks.
This was the point where the concept of
governance attracted attention and gained
more importance. Although at first it was
mostly upheld by the corporations in
order to increase trust for their financing
needs, following the release of the White
Paper in 2001 the European Union started
to take it as basis in all of its governing
processes and policies, and the word
governance started to be used more often.
The popularity of good governance rose
because it aimed at mobilizing all sections
of the society in a spirit of partnership for
the solution of local, national and global
challenges; and advocated a transparent,
accountable, participatory, equitable
and consistent model of governing. The
rising awareness of the need to deal with
the problems not only at global or even
national, but also on local level increased
the significance of local governments
and expanded the scope of their
responsibilities.
13
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REASONS FOR EVALUATION
Expectations of citizens, NGO’s,
corporations, and all kinds of
organizations and institutions from
municipalities are growing every day.
However, expectations vary on local
level due to different socio-economic
development levels. Under the conditions
of extensive changes, municipalities’
performance in meeting the citizens’
needs and expectations in the most
effective and democratic manner depends
on the commitment to a participatory
and data-based manner of governing.
Objectives such as inclusive democracy,
sustainable development, and increased
quality of life can only be attained if good
governance culture and an environment
of trust are developed at the local level.
A society where people trust their
institutions is the place where the grounds
for improving the quality of life and a
sustainable development are effectively
laid down.
The legal and democratic actors
responsible for the governance of
municipalities are the city council,
the mayor, municipal board members,
departments’ supervisors, and other staff
members. The quality of decision making
depends on these actors’ ownership of
good governance principles and their
success in strengthening the institutional
framework. Local good governance is
measured on the basis of a transparent,
accountable and consistent climate that
enables trustworthy, inclusive, equitable,
effective and efficient processes. At the
heart of this climate is the construction of
a structure conducive of good governance,
translation of this structure into actions
through effective implementation, and
continuous improvement.
The learning cycle is brought to
completion by means of continuous
improvement of the structure by learning
from the measurement of results and
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allocating resources for development. To
put it into a nutshell, it is the activation
of the learning cycle which enables
continuous improvement.
Municipality Governance Scorecard
Project was carried out with the purpose
of analysing and evaluating, from a
citizen’s perspective, the processes that
take place in district municipalities of
Istanbul, in terms of good governance
climate and the learning cycle. This
Model©, which is in compliance with
international governance principles and
norms, which has taken on the basis of
the current Turkish legislation, and which
promotes continuous improvement by
means of measurements; attempts to offer
a guideline and a tool for citizens and
institutions for implementation of
good governance. The assessment criteria
we put forth constitute an example as
to how good governance may be used
in various areas and processes. Our
project, which puts in its center the
municipalities’ assessment and evaluation
by the citizens, i.e. the true origin of
sovereignty, supports active citizenship.
It shares the processes of participation
in the administrative affairs of other
stakeholders such as NGOs and headmen;
and the methods and ways through which
democratic civil supervision can be
practiced.
We analysed 37 district municipalities
of Istanbul in the light of the abovementioned methods and indicators on
the basis of data open to the public on
the municipalities’ websites. Adalar
(Prince Islands) and Şile Municipalities,
which are legally exempt from strategic
planning, were excluded from our study.
The results of the surveys carried out
with the headmen through questionnaires
where the headmen assessed the
operation of their municipalities were
separately analysed. In addition to
the publicly available data accessible
through the Internet, we made use of the
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information obtained in cooperation with
the Sabancı University under the “right
to information” legislation. All these data
and their analysis enabled us to measure
and assess the degree of good governance
practiced in municipalities. We hope
that our study will offer an opportunity
to all municipalities in Türkiye, first and
foremost those in Istanbul, to improve
their operations.

RESULTS AND
RECOMMENDATIONS
Article 41 of the Law No. 5393 on
Municipalities requires municipalities to
deliver services in accordance with the
local conditions and to meet the needs
of all social groups. The services should
observe human rights, should be delivered
in an impartial manner, and in compliance
with the policies and plans of the central
administration.

As effective and efficient operation of all
these processes depends on the presence of
an institutional framework which is open
to improvements, we also analysed the
supervision and consultation processes on
the basis of the good governance principles.
As a result of our analyses and evaluations
within the framework of the Model© we
developed, it is concluded that in order
to reinforce the good governance culture,
municipalities should carry out their
responsibilities in a data-based manner,
adopt a participatory, and integrated
approach, and commit themselves to
continuous learning. We also found areas
that needed improvement in transparent
sharing of information and compliance
with the principle of accountability.
Our policy and legislative
recommendations supported by these
findings are summarized below.

Taking the above in consideration, we
studied the good governance climate in
municipalities on the basis of a wide
variety of processes and also the learning
environment. We looked through each good
governance principle within the context
of institutional structure comprising the
processes of decision making, resource
utilization, and delivery of services, as
well as the consultation and supervision
processes. The first process we delved
into was that of decision making as the
key to municipalities’ realization of their
mission and objectives in conformity
with good governance principles. The
second process, which we assessed from
the viewpoint of conformance to good
governance principles, was the allocation
and utilization of resources for the
implementation of the decisions taken and
realisation of their objectives. Thirdly we
analysed the good governance practices
in processes through which the resources
were utilised and the objectives were met.

15
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Adopting a data-based
management
Data constitute a key resource in fulfilling
municipal responsibilities and developing
local policies. Use of data, in shaping
the processes, in their implementation
and measurement, in an impartial and
measurable manner reinforces the
legitimacy of municipalities’ political,
administrative, and financial operations.
Moreover, such use of data increases
the effectiveness and efficiency of the
decisions taken and their implementation,
which will in turn activate an environment
of continuous learning within the
organization. Every decision taken,
activity carried out and the impact of
such activities should be recorded in an
evidence-based and measurable manner,
and transparently shared by municipalities.
This will ensure an efficient, trustworthy
communication and interaction with the
citizens.
A data-based management and decision
making in municipalities is a legal
requirement under the Law No.5018 on
Public Financial Management and Control
where it is stipulated that the resources
should be utilized efficiently and in line
with the established purposes, and that the
associated processes are carried out in a
transparent and accountable manner. From
another point of view, this legal provision
requires municipalities to generate and
use relevant data in all their activities
and processes, and form the basis of their
performance and communication.
During our study, it was found that in
Istanbul districts’ municipalities there
were areas that need to be improved in
their data-base decision making, utilization
of resources, delivery of services and
institutional development processes.
Inadequacies were found in using the
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relevant data in measuring the consistency
amongst the strategic plan, budgets,
activity report, performance program and
final accounts report. Additionally, the
justifications made in connection with the
processes of setting strategic objectives
and targets were not shared in a data-based
manner. On a similar note, weaknesses
were observed in sharing measurement
and assessment data to reflect the
consistency in structure, implementation,
measurement, and learning. For example:
• None of the district municipalities
shared information about the use of the
municipality-owned fixed assets, the
income derived from these assets, and the
reasons for the current form of use.
• Very few municipalities shared the
reasons, measured the impact and
made a data-based assessment of the
implementation of local social policies
and delivery of services on the basis
of neighborhood, social groups, and
individuals.
Municipalities’ adoption of a data-based
management will generate many benefits
such as greater effectiveness in expressing
themselves to internal and external
stakeholders, in setting up the processes,
and in increasing and efficiently utilizing
the resources which will result in greater
citizen satisfaction.
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The content of
complaints about
the overall processes
which are included
in the reports

2

8

QUALITY

24

Information
published at the
websites about the
right to information
for citizens' use

City Councils' opinions
which were assessed and
included in the
Strategic Plans

The number of
complaints shared about
the overall processes
which are included
in the reports

3

Publishing
institutional
volunteering
activity performance
measurements

Sections available
at the websites for
complaint making

7

10

36
Insitutional
volunteering
opportunity providing

5

Volunteering activities
which are included in
the Annual Activity
Reports

15

The Strategic Plans
which were prepared
in through participatory
workshops/meetings

35

Preparing survey-based
Strategic Plans

COMPLANING MECHANISM

VOLUNTEERING

Complaints are rich data resource
for understanding citizens'
dissatisfaction about the areas, types
and degree of municipal activities.
Municipal managements can use
this information for improving their
workings and services.

Volunteering is valuable institutional
mechanisms for facilitating stakeholders to
contribute their time and experience towards
their districts improvement. Data-based
information sharing about volunteering is
important in terms of its use area, ways and
degree of impact can be utilized in assessing
the performance of management and
promotion its activities.

INCLUSIVE PARTICIPATION
It is important to include various
social groups in the process of
Strategic Plan preparation in order
to make it more inclusive. At this
point, City Councils hold valuable
participation access and information
as the main institutional participation
mechanisms.

Policy Recommendations
• Formation of data-based decision-making processes:
- Municipalities have to increase their use of data, their record keeping and communication of these data and records.
- All decisions should be data and evidence-based.
• Data-based assessment of processes:
- Communication in participation and cooperation processes should be data-based.
- Assessments should be made in a data-based manner and their results shared.
- All activities (number of services delivered, resources spent/used, etc.) should be recorded from all aspects and in a databased manner.

Recommendations for Legal Arrangements
• In order to adopt a data-based management approach full compliance should be ensured with the Law on Financial
Management and Control. For this purpose, the Interior Ministry should prepare a communiqué in line with the document
published by the Finance Ministry, General Directorate of Budget and Financial Control, titled “The Guidelines for
Performance-Based Budgeting - Draft for Pilot Institutions” (2004) in accordance with which The Supreme Court of Public
Accounts should carry out audits in municipalities.
• Municipalities’ internal auditors should be trained in data-based assessment of processes and a regulation for
implementation should be introduced to this end.
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Ensuring Meaningful Participation
of Stakeholders
A substantial number of district
municipalities ensured participation
of citizens in decision making
processes through questionnaires.
However, conducting a survey through
questionnaires alone has proven to be
inadequate in ensuring a meaningful
and effective citizen participation. Use
of questionnaires does not adequately
promote dialogue and mutual learning,
as they cover a limited number of issues
chosen beforehand, while participation
tools such as workshops, search
conferences, or external stakeholder
meetings help stakeholders understand
each other, engage in discussions and boost
transparency. Such participation tools are
fruitful not only during the preparations
for setting the targets, but also during
the budgeting preparations. Throughout
our survey, we found that none of the
municipalities followed a participatory
budget preparing methodology. Promoting
participation in an organization raises
the quality of decisions and activities. We
observed that among the ones we surveyed
very few municipalities adopted methods
for a meaningful participation. However,
seeking the opinion of stakeholders
through surveys has become a common
practice. Stakeholder engagement as much
as possible,
• Raises the leadership decisions’ level of
adoption by the stakeholders,
• Increases the inclusiveness of objectives,
• Ensure higher citizen satisfaction in
connection with the services.
Furthermore, sharing information
beforehand with the stakeholders about the
subject matter of a consultation meeting
raises the quality of the suggestions and
contributions to be made during the
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meeting.4 Sharing lists of stakeholders
taking part in the meeting, the views they
have raised, and the actions taken after the
meetings builds mutual trust between the
municipality and the citizens. Currently
structural arrangements are needed
to enable the use and measurement
of engagement methods (workshops,
search conferences, external stakeholder
meetings, etc.) which will build an
effective participation environment.
One of the structures that promote
engagement of diverse social groups in
municipal activities is the City Council.
While it is not always observed, the
autonomous character of the City Council
requires the chair to be independent from
the Mayor. Our study, carried out on the
basis of the publicly shared data and
information, revealed that City Councils
have failed to ensure citizens’ effective
participation.

Greater inclusiveness of City Councils
will help diverse social groups engage in
decision-making more actively.
There are direct and more effective
participation methods that can be
used in short and mid-term decision
making processes, such as neighborhood
consultation meetings, opinion polls,
public days, setting up neighborhood
councils, and Internet-based engagement
tools. Resource should be allocated to
build a structure suitable for the use
of such methods aiming at meaningful
participation, for their implementation and
measurement, all of which will raise the
quality of the decisions to be taken.
4 For more detail please see “İstişare:
Paydaşların Kararlara Katılımı”
(Consultation: Engagement of Stakeholders
in Decision Making), published by
Argüden Governance Academy in
2017. http://www.argudenacademy.
org/docs/content/ArgudenAkademi_
IstisarePaydaslarinKararlaraKatilimi.pdf .
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0
0

QUALITY

5
5
5

Feedback provided
The list of participations whom took part at the participation workshop shared
The opinions expressed at the participation workshops shared
Informed the potential participants in advance about the agenda which were
likely to take part at the participation workshops
Collected opinions through participatory workshops

Included the suggestions
collected through surveys
in the Strategic Plans

27

Collected opinions
through surveys

35

PREPARING
STRATEGIC PLAN

Strategic plans are the most important area for participation as they determine
the decisions and budget for 5 years. For the quality and impact purposes,
participation should be inclusive as much as possible.

Policy recommendations
1. Participation covering different stakeholders:
- Municipalities should ensure participation of citizens, experts of the subject matter, professionals, in various different
processes.
- Municipalities should adopt a policy of working in cooperation with the civil society, public institutions and universities.
2. Proper sharing of information with all stakeholders before the participation process:
- The meeting agenda, the venue, the mode of decision making, and relevant documents should be shared with all
stakeholders before the participation meeting takes place. After the meeting the list of participants, views and suggestions
raised, and the conclusions should be distributed.
- Each and every draft decision proposed should be published on the municipalities website or provided in written form
sufficiently ahead of the meeting to give an adequate time for the stakeholders to read and develop an idea of the proposal.
3. Allocation of resources to ensure engagement of different groups of stakeholders:
- An understanding of participatory governance, both at internal and external levels, should be adopted and care should
be taken to obtain views and suggestions of different groups of stakeholders. For a meaningful participation process a
procedure should be developed and put into practice beforehand, and resources should be allocated to carry out work to
raise the quality of participation.
4. Giving feedback about the suggestions made and decisions taken during the participation process:
- The outcome of the decisions taken in a participatory manner should be recorded and reported to the stakeholders
involved.

Recommendations for Legal Arrangements
• The expression “can attend and express his/her views” in the relevant sub article of Article 24 of the Law No. 5393
on Municipalities which governs the participation in Specialised Committees should be replaced by the expression
“encouraged to attend and express his/her views”.
• Article 8 of Law No. 3194 on Zoning should cover the preparation process of the zoning plans so as to ensure engagement
of citizens, trade associations, and NGOs.
• Clear provisions should be added to the Zoning Law about the obligation to inform the public about the potential changes
in zoning plans and to make the legal arrangements in this respect more understandable by the citizens.
• The following passage should be added to Article 5 of the Regulations on the Principles and Procedures to be Followed
in Delivering Public Services: “[The Administration] shall hold planned meetings to promote public services provided, to
inform the fellow townspeople in this respect, to obtain their views and ensure their participation. The draft decisions
should be presented to citizens a suitable time ahead of the meeting, their views should be collected and forwarded to
decision making bodies.”
• The Administrative Procedures Draft Law which is waiting to be tabled for 20 years now should be reviewed and
forwarded to the Turkish Grand National Assembly. Provisions should be included in this law to ensure that all relations
between the citizens and the public authorities, first and foremost those related to citizens’ approach to government
agencies, are regulated in line with rules and procedures established beforehand, and that citizens are provided in advance
the necessary information on the public services and investments to be made so as to enable them to take part in the
relevant decision making processes.
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Adoption of Integrated Thinking in
Municipalities
Coherence among decisions in different
processes ensures consistency within
the organization. Consistency of
documents related to these decisions, as
well as setting and sharing the criteria
of consistency enable continuous
improvement, which in turn will boost
trust in the organization.
Integrated thinking is about being aware
of the link between the resources and the
objectives, understanding the relations
between the municipality and its various
different processes and departments,
and as a whole about the realization of
the strategic targets.5 Integrated thinking
(1) ensures that all stakeholders work to
attain common goals and the value chain
operates effectively; (2) supports the
use of resources in accordance with the
priorities; and (3) stimulates institutional
development, effective risk management,
and continuous improvement. In our
analysis of decision making, resource
utilization, service delivery and
organizational development processes we
found that, in order to ensure the adoption
of integrated thinking, substantial

5 I, L. (2017). Entegre Düşünce. (E. Erimez,
Trans.) Argüden Governance Academy
publications, Istanbul.
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steps have to be taken in Istanbul
district municipalities, both on general
organizational level and on the level of
specific processes.
Strategic planning in decision making
process is vitally important in many
stages. The targets set in the strategic plan
should be taken as basis in identifying
the need for resources and in the delivery
of services. To give an example, we
found that the number of municipalities
providing services to seniors was greater
than those which had set the delivery
of services to seniors as a target in their
strategic plans.
Apart from unforeseeable situations,
sharing with the citizens the need to
increase or decrease the number or the
scope of services will strengthen mutual
trust. Similarly, there are areas that need
improvement in allocation and use of
resources in accordance with the strategic
plan.

Integrated thinking supports
stakeholders’ ownership of shared
objectives and efficient operation of the
value chain.6

6 Argüden, Y. (2017). Neden Entegre Düşünce?
Entegre Düşünce (5-7). Argüden Governance
Academy publications, Istanbul
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5

QUALITY

8

The relationship between the final accounts and
strategic plan objectives analys ed
The consistency between the activities and budget assessed

32

The consistency between the Annual Activities Report
with the Strategic Plan assessed

CONSISTENCY OF THE REPORTS
Overall comparison of the Strategic Plan objectives, implemented activities
and their impact with the resources used provide the main yardstick for the
assessment of municipal management performance.

Policy Recommendations
• Effective communication among different managerial levels and processes:
- An output focused and holistic management approach should be adopted in municipalities by ensuring regular
communication and interaction among different managerial levels and processes.
- Links should be established between internal (decision making, resource utilization, delivery of services, and
organizational development) and external processes for efficient coordination.
- Areas of convergences and contradictions should be identified beforehand and efficiently managed.
• Consistency among plans and reports in different processes:
- Public services should be delivered by integrating top-level policies, primarily the strategic planning, programs and
plans into the local governments’ vision.

Recommendations for legal arrangements
• Administrative Procedures Draft Law should be enacted, taken into consideration and included in the legislation.
• Ministry of Interior should prepare a guideline for preparing strategic plans which is already defined in detail in Article
41 of the Law No. 5393 on Municipalities. In the preparation of this guideline which is to be introduced under a regulation,
the above policy recommendations should be taken into consideration.
• In Article 41 of the Law No. 5393 the words “fellow townspeople” should be added to follow “non-governmental
organizations” to enable participation of individuals without any membership with an organization. This is a requirement
which is already laid down in Article 5 of the Regulation on Principles and Procedures for Strategic Planning in Public
Institutions published in the Official Gazette dated 26.02.2018
• The following passage should be added to Article 74 of the Law No. 5393: “Foreign institutions, organizations or local
governments of which the municipality is a member, or with which the municipality partners in various activities shall
be publicly disclosed. Also, at the beginning of each fiscal year the financial aspects of the activities conducted in the
previous year shall be publicly disclosed.”
• The following sub-article should be added to Article 77 of the Law No. 5393: “An appropriate amount of allowance shall
be added to municipalities’ budgets for encouraging citizens to take part in voluntary activities.”
• Aspects in connection with the voluntary activities should be included in the inspections conducted by the Interior
Ministry’s Inspection Board at municipalities, the assessments in this respect should be included in the inspection reports,
and this should be clearly stated in the annual inspection orders.
• A provision should be added to the Inspection Board’s Working Regulations to underline the municipality’s obligation to
read out the inspection reports at the city council, and also to disclose the reports publicly.
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Generating an Environment of
Continuous Learning by means of
Measurable Indicators
An efficient cycle of learning generates
continuous improvement culture in an
institution. Transparent and accountable
institutions, which encourage active
participation, first and foremost create
a climate where good governance can
flourish. In this context we assessed
the learning cycle environment in
municipalities on the basis of 5 main
criteria:
1. Presence of a structure compliant with
good governance principles,
2. Effective and consistent implementation
of the principles established by the
structure,
3. Measurements done in connection with
each implementation, and assessments of
the results for continuous learning,
4. Resource planning for the transfer of
the learning points to the structure and
to the processes, and allocation of the
resources accordingly,

QUALITY

5

7

During our study, we observed that
municipalities could partially built
structures suitable for good governance,
as a legal requirement in some cases,
or on their own initiative in others. It is
understood that they had some difficulty
in putting the structure into action and
in making the connections. Below are the
areas that needed improvement most:
• Establishing monitorable performance
criteria for the activities to be done,
• Measuring the results on the basis
of these criteria and learning from the
measurement results.
Setting and transparently sharing within
the organization the performance criteria
for each process, will help the employees
develop their competencies in line with
the targets set, and in ensuring continuous
improvement in their performance. This
will guide the organization in shifting
from an input-oriented to output-oriented
manner of operation. From our measure
ments we concluded that Istanbul
districts’ municipalities had a long way to
improve their organizations by measuring
their processes and learn from the results.

The rate about the relationship
between the strategic objectives
and spending shared
The rate of consistency between the
services and allocated budget shared

The assessment about the
consistency between services
and allocated budget shared

3

32

The rate of the relationship
between the strategic objectives
and services shared

SHARING RATES
Publishing data about the consistency between
objective, activity and resource with rates would
be useful for comparison and learning.
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5. Regular reporting in connection with
the four points above.

4

20

The assessment about
the relationship between
the strategic objectives,
performance program and
services shared

The assessment about
the relationship
between the strategic
objectives and services
shared

SHARING RATES ASSESSMENT
ABOUT THE INDICATORS
Explanation about any diversion or rise in the implementation
of objectives with reasons has got critical importance for
legitimacy/appropriateness. Overall assessments are also
important way to inform every stakeholder in terms of
continuous learning and development.
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QUALITY

The explanation about the
implementation rate of institutional
development in consistency with
the Strategic Plan objectives shared

The implementation rate of
institutional development in
consistency with the Strategic
Plan objectives shared

The objectives for
institutional development
(human resources,
communication) at the
Strategic Plans shared

19

33

37

20

The explanation about the
implementation rate of institutional
infrastructure in consistency with
the Strategic Plan shared

33

37

The implementation rate of
institutional infrastructure in
consistency with the Strategic
Plan objectives at their Annual
Activities Report shared

The objectives for institutional
infrastructure (information
technology, technology) at the
Strategic Plans shared

CONTINUOUS INSTITUTIONAL DEVELOPMENT
Institutional development activities are decisive for effective and efficient operation of
municipalities. Provision of information about the content and implementation degree about
institutional development activities promotes continuous development.

Policy Recommendations
• Setting and measuring key performance indicators
- The objectives should be translated into measurable and monitorable targets and success indicators.
• Sharing and learning from key performance indicators:
- Targets and measurements established for the indicators should be shared with the public regularly and in a data-based
manner.
- The measurement results should be assessed to complete the learning cycle.

Recommendations for legal arrangements7
• Compliance with the provision “Results of inspections shall be publicly announced and submitted to the City Council for
information” in Article 5393 of the Law no. 5393 should be made compulsory..

6 In order for the implementation of the mandatory provisions in the Law on Municipalities and
other laws related to municipalities a number of communiques should be issued by the Prime
Ministry, Interior Ministry and the Ministry of Environment and Urban Planning.
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POLICY RECOMMENDATIONS FOR STAKEHOLDERS
There are actions to be taken for the promotion of good governance in local governments
in compliance with the objectives of the Council of Europe, which our country is one
of the founding members, and the provisions of the national legislation currently in
effect in Türkiye. In the light of the findings of our study, we developed a number of
recommendations for this purpose on the basis of various different stakeholders. We
believe that the implementation of the below recommendations as a whole will support
participatory democracy, sustainable development, and higher quality of life in our
country.

Municipalities
• Participation should be carried beyond its symbolic meaning to become a lasting
and effective tool in various different areas. Municipalities should share the
participatory meeting agendas beforehand and the meetings should be conducted
in a manner open to free discussions. The impact of the participation process after
the meetings should be evaluated on a data-based manner, the evaluations should
be reported and publicly disclosed.
• The stakeholders related to the processes of decision making, budgetary
allocations, organization and evaluation of activities should be identified
beforehand, and their participation should be encouraged. These processes
should be performed by means of obtaining stakeholders’ opinion, ensuring
cooperation, entering in partnerships, and delegating certain tasks. All decisions
of the municipalities, primarily those related to strategic planning should be made
by presenting the reasons and a data-based analysis.
• For each target to be set and decision to be made measurable performance
indicators should be identified and the activities should be assessed in the light of
these indicators.
• A rational and data-based consistency should be ensured, and benchmarking
should be made between the Strategic Plan, Budgets, Activities Report, and
Performance Program.
• Administration and implementation processes should be planned and managed
in an integrated and consistent manner. Cooperation should be enhanced between
different administrative levels and managers, and integrity between internal and
external processes.
• Processes should be become output-focused and data-based. All activities,
together with their impact should be recorded, benchmarked and assessed for the
purpose of improvement. The final total impact of decisions and practices should
be assessed.
• All processes, including the decision making, should be communicated to the
related stakeholders through suitable means and opportunities should be created
for continuous interaction.
• Municipalities should regularly obtain citizens’ and other stakeholders’ views
on the management processes by means of questionnaires, internet surveys,
meetings and the like.
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Citizens and NGOs
• Should promote an approach where municipalities’ operation and activities
are viewed from the perspective of good governance, improve stakeholders’
participation and support citizens in seeking their rights.
• Seek information about the legally required processes and support their
implementation at local level in line with good governance principles.
• Demands, complaints, opinions forwarded should be evaluated on the basis of
concrete evidence and data, ambiguities and possibility of any biased approach
should be ruled out.
• Stakeholders should change their positions vis-a-vis the municipalities from
that of merely demanding and expecting services from the municipalities, to a
position of actively participating, undertaking responsibilities, supervising, and
contributing to activities.
• Citizens should ensure that they have adequate knowledge about their rights
and responsibilities in relation to municipalities and make efforts for their
fulfilment.
• Citizens and NGOs should acknowledge that good governance is a culture
and therefore act in determination and patience in their endeavours for
implementation of good governance.

Central Government
• Various practices should be adopted such as introducing new legislation, build
capacity, conditional financing and Good Practice transfers to strengthen databased, participatory and integrated good governance in municipalities.
• During the inspections by central government bodies, mechanisms and
processes aiming at citizens’ and NGOs’ participation should be taken into
consideration and sanctions should be imposed if necessary.
• Information and guidance should be provided to citizens in connection with the
structure, operation, duties and responsibilities of municipalities.
• Actively provide opportunities, support and allocate resources for the transfer of
outstanding good governance practices on international scale and for developing
innovation.

Media
• In publishing news and articles related to local governments’ activities,
the media should act in an objective and data-based manner to support good
governance approach, adopt an encouraging position, and also serve as an
oversight mechanism in this respect.
• Convey expectations of, and difficulties experienced by the citizens, the civil
society and other stakeholders to the public realm in an impartial, and evidence/
data-based manner.
• Inform, encourage and guide the public in connection with good governance
culture and practices in general.
25
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RESEARCH METHODOLOGY
DEFINITIONS
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GOVERNANCE

Is the strategic task of setting an organization's goals,
direction, limitations, and accountability frameworks. It
refers to the processes and culture of how the officials are
provided guidance and how oversight is exercised over
them.

GOOD
GOVERNANCE

Aims to gain the trust of all the stakeholders for the
sustainability of the organization and its effectiveness. Is
the adoption of an integrated culture open to continuous
improvement where, for the sustainability of the institutions
trusted by all stakeholders, care is taken for meeting the
interests and expectations of stakeholders to be affected by
the decision of the institution in an equitable and inclusive
manner; a responsible attitude is adopted in the utilization
of sources and decision making; attention is paid to sharing
the reasons and possible consequences of a decision before
the decision is taken, and the actual consequences after the
decision is put into action in a transparent and data-based
manner; and accountability is displayed in relation to the
effectiveness of the decisions.

DEMOCRATIC
GOVERNANCE

Requires public administration processes to enable
democratic representation and participation of citizens; to
provide for transparent performance of administrative and
financial actions; to encompass the needs and demands of
different sections; and enable cooperation between civil
society and private sector.

PROCESSES

These are the stages of all municipal activities from
decision making to allocation/utilization of sources; from
providing services to citizens to the institutional operations
encompassing consultation and control (including audit)
phases.
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GOVERNANCE IN
DECISION MAKING
PROCESS

Means the process through which the municipality takes all
different types of decisions. It covers both comprehensive
and long-term plans such as strategic plans, development
plans, investments to be made, and also decisions as to
whom, what and how the services will be provided. The
decisions should be, as far as possible, data/evidence based,
inclusive, of high quality, participatory and consistent with
other decision-making processes.

GOVERNANCE
IN RESOURCE
UTILIZATION

Covers the use of all sources, monetary and in kind, in
all types of municipal activities. It is indicative of not
only areas such as annual budgets, human resources
expenses, use of technology and consumable materials,
but also more specific items such as the time spent, fuel
consumed, cost of opportunity and the like. Governance of
resource utilization requires the most possible effective and
productive ways of using resources in implementing the
decisions taken.

GOVERNANCE
IN PROVIDING
SERVICES

Covers all types municipal investments made, activities
carried out and services provided as local commons. It
requires that such activities performed under the decisions
taken and by using the resources meet the community’s
needs and demands in the most suitable and efficient
manner, and that the process of provision of the services
in the most effective and equitable manner. Satisfaction
surveys, analyses of complaints and requests, measuring the
effectiveness of participation processes and other associated
tools constitute the means to assess the quality of provision
of services.

GOVERNANCE IN
INSTITUTIONAL
INFRASTRUCTURE

Municipalities perform their activities in the manner
they are expected to, efficiently and effectively, which
take place in a cyclic process. Governance of institutional
infrastructure covers all components, including the
utilization of human resources, management systems,
technologies and procedures involved in every operational
process, acting as a body, or a structure, in continuous
motion. It is manifested in processes enabling the
municipality to carry out its activities in the best way
and in the best combination in terms of geographical and
social circumstances, in an ethical manner, using the most
suitable methods and means.

GOOD GOVERNANCE
PRINCIPLES

These are the principles guiding the implementing and
improvement of good governance practices; in this sense
they serve as guidelines to combine the laws, rules,
procedures, norms and types of behaviour in an integral
whole.
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REPRESENTATION AND Aims at a participatory decision-making process where
different groups are properly represented, by means of
PARTICIPATION
using tools such as questionnaires, face to face interviews,
consultation meetings, and the like.
FAIRNESS/EQUITY

Aims at eliminating discrimination by approaching
different social groups in an inclusive manner in all
processes, including decision making, resource allocation,
provision of services, etc.

RESPONSIBILITY AND
RESPONSIVENESS

Aims to ensure a responsible and responsive approach
towards the environment, stakeholders, and both today’s
and future generations in decision making and resource
utilization processes.

EFFICIENCY AND
EFFECTIVENESS

Aims at data-based decisions, and their implementation
with minimum resource utilization to generate best results.

TRANSPARENCY
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Requires that the decisions, services, information on the
resource utilization and the outcomes are shared with
the public in full and complete, openly and without any
distortion. Full and complete disclosure bears critical
importance in winning and maintaining the public’s trust.

ACCOUNTABILITY

Aims data-based accountability for decisions, including
those in connection with resource utilization, and their
results.

CONSISTENCY/
COHERENCE

Ensures that decisions and approaches adopted in various
different times are consistent with each other, in an
integrated manner.

LEARNING CYCLE

This encompasses the activities during processes, through
which the organization performs operational practices,
generating a continuous improvement culture. It aims to
set up a purposeful structure, putting into practice the
principles laid down by the structure and integrate these
with each other, measure the success of each principle put
into practice, assess the results to create an environment of
learning, and allocate sources for improvement.

STRUCTURE

Aims to set up structures and methods for processes of
participation, decision making, providing services and
institutional improvement and sub-process thereof, where
mechanisms and methods are developed in line with
various different governance principles.
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IMPLEMENTATION
AND INTEGRATION

Aims to put into operation the infrastructures for various
processes in accordance with governance principles and to
ensure that each implementation is in harmony with others.

MEASUREMENT
AND LEARNING

Aims to ensure that infrastructures for various processes
are activated and integrated with each other and that the
measurable performance indicators are determined for each
activation. Additionally, the results of such measurements
should be assessed for the re-improvement of the structure.

DATA BASED

Defines recording, interpreting and communicating of the
reasons, decisions, activities and their results in a tangible,
measurable and benchmarkable manner.

PARTICIPATION

Means the ability of all stakeholders to be affected by the
management processes to create an impact in decision
making, planning, utilization of resources, provision of
services, auditing/evaluation processes by expressing their
views, by making contribution and by their resources.

INTEGRATED
THINKING

Means dealing with different but complementary processes
and activities as a whole and conceiving them in an effectbased approach.
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RESEARCH METHODOLOGY:
GOVERNANCE SCORECARD
MODEL©
Dr. Fatma ÖĞÜCÜ ŞEN

With this research, we aim to contribute
to the development of governance culture
in local governments, particularly the
municipalities, and support the efforts for
raising citizens’ quality of life. Following
the reform process in municipalities
that started upon the passage of the
Law No.5393 on Municipalities, a
municipality model harmonized with
the internationally accepted norms was
introduced. The Law empowered the
municipalities in terms of their duties
and authorities, and paved the way for a
general recognition of good governance
principles’ importance. Creating a
participatory, inclusive, transparent and
accountable municipal structure was the
main objective of this process.
The citizen is the heart of this research,
which is conducted on the basis of
objective and concrete data. In this
context an evaluation is made, by making
use of the data accessible to citizens, as to
what extent a good governance approach
has been embraced – an approach that
would strengthen the citizens’ trust in
public institutions.
Our findings about the municipalities’
implementation of good governance in
different processes, in line with different

principles, and by means of learning
and improving, constitute a guideline in
this respect. This is the point where our
study differs from currently available
local and international studies on
this subject. Readers will find a stepby-step description of practices that
should be adopted in various areas
by those municipalities where good
governance principles are adopted and
internalized. Help was sought from
proficient academics and our Advisory
Board members with their rich practical
experience in this area, in identifying
these steps and depicting the structure
itself. Our Advisory Board’s invaluable
contributions to the work done served
as a beacon in showing the best way to
proceed. The guidance we received from,
first and foremost, Fikret Toksöz, our
project leader; from Dr. Yılmaz Argüden
and ARGE Consulting as our founding
donors; our Advisory Board Members
Emeritus Prof. Korel Göymen, Prof. Ersin
Kalaycıoğlu, Assoc. Prof. Erbay Arıkboğa
and the retired governor Enver Salihoğlu
was crucial in fulfilling our study’s
objectives in every aspect, especially
in terms of the theory, measurement
methods, legislation, and implementation
recommendations.
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Within the scope of this study out of 39
district municipalities of Istanbul 37 were
subjected to an assessment, as the two
municipalities excluded, that of Adalar
(Prince Islands) and Şile, are not required
to prepare a strategic plan under Law No.
5018. Our study, aiming to contribute to
raising Turkish citizens’ quality of life,
covers Istanbul district municipalities
inhabited by around 23.9 percent
of Türkiye’s 62 million population.8
Although the scoreboard we present to
our readers is meant for Istanbul district
municipalities, it provides an example for
all municipalities in Türkiye. We intend to
extend its scope to cover other provinces
too, in the hope that it will also serve as a
guideline to be helpful on an international
scale as well.

OUR MODEL©
In this study we analysed good
governance in municipalities on three
aspects, each of which complements the
other, and constitute an inseparable whole
for municipalities committed to good
governance culture.
First level is about the processes:
• Governance in the decision-making
process
• Governance in resource utilization
• Governance in delivery of services
• Organizational infrastructure
The second involves good governance

8
9
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On the basis of 2016 Local Governments set
of data.
The principles taken as basis here are those
cited in ARGE Kurumsal Yönetişim Modeli®
pulished in 2007 and Dr. Yılmaz Argüden’s
book Keys to GOvernance: Startegic
Leadership for Quality of Life published in
2011 by Palgrave MacMillan.

KENTLERDEN YÖNETİŞİM ÖRNEKLERİ

principles9;
• Representation and participation,
• Fairness/Equity,
• Responsibility and responsiveness,
• Effectiveness and efficiency,
• Transparency,
• Accountability,
• Consistency/Coherence.
The third is related to the implementation
of measuring and learning cycle:
• Establishment of a structure in line with
good governance principles,
• Effective and consistent implementation
of the principles set in the structure,
• Measurement of each implementation,
and assessment of the results with a view
to improve the governance climate.

GATHERING THE DATA
An important aspect of our work was
the manner through which we gathered
the relevant data. We took great care
to maintain the citizen’s perspective
in collecting the data to be used. Local
governments are areas where the
citizens get into touch with the public
administration most frequently, and they
are among the bodies, which make the
greatest impact on their quality of life.
The citizen-centric conception of good
governance in municipalities tends to gain
ground on international scale.10 Therefore,
four channels were used in gathering the
relevant primary data, as described below:

10 https://www.mckinsey.com/industries/ publicsector/our-insights/implementing-a-citizencentric-approach-to-delivering-governmentservices
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1. Information and data, such as reports,
strategic plans, information related to
financial performance, activity reports,
etc., accessible by citizens through
municipalities’ web sites. These are
collected in a data-based and objective
manner by senior research specialists
experienced in local governance.
2. Data obtained under the “citizens
right to information” legislation. Law
No. 4982 published in the Official
Gazette No. 25269 sets the framework
for exercising the citizen’s right to
information in line with the principles
of equity, impartiality and openness,
as prerequisites of democratic and
transparent administration. All citizens
can exercise this right. In a survey
conducted by Baig, Dua ve Reifberg (2014)
link was established between citizens’
dissatisfaction and their inability to obtain
response to their queries within a short
time.11 Therefore, it is very important
for citizens the municipalities’ success
in concluding queries efficiently, fast
and correctly. With this in mind we
identified our topics, each involving at

least one good governance principle, for
which we demanded information from
a municipality. This stage of gathering
data was conducted in cooperation with
Sabancı University students. Each student
asked information on a topic she/he chose,
simultaneously from the 37 municipalities
by following the legally required steps.
We evaluated the responses obtained
within the 15-day period laid down by
the law. The responses delivered outside
this period, or oral statements or lack of
any response were considered as failure
in responding the query on the part of the
relevant municipality.
3. Another method we employed for
obtaining data was the questionnaire we
prepared for the neighborhood headmen.
We gathered the questionnaire results and
separately analysed these and reported for
the purpose of this study.
4. Lastly, we examined the pieces of
information, reports and meeting minutes
published on the city councils’ web sites,
to evaluate the municipalities’ good
governance performance by looking at the
role played by the city councils.

11 Baig, A., Dua, A., Riefber V. (2014.) Putting
Citizens First: How to improve citizens’
experience and satisfaction with government
services. McKinsey Center for Government
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Figure 3. The Model© for the Istanbul Districts’ Municipal Governance Scorecard from
the citizen’s perspective
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GOVERNANCE PRINCIPLES FOR
PROCESSES
Governance in Decision Making
As organizations undertaking the
responsibility to raise the citizens’ quality
of life, municipalities have to work with
greater efficiency and effectiveness to
meet their growing expectations. While
delivering higher quality services, the
municipalities are expected at the same
time to ensure citizens’ inclusion in
decision making mechanisms to raise
the quality of the decisions themselves.
Ensuring continuous improvement in
public administration’s decision-making
processes is one of the most important
prerequisites for a higher quality of life.12
(Figure 2 below summarizes 2012 OECD
Recommendations for Regulatory Policy
and Governance.)
Decision making process starts with the
municipalities’ preparations for their
strategic plans. Preparing strategic plans
is a legal obligation of municipalities with
a population over 50,000 under Article 41
of Law No. 5393, to be updated within 5
years if the need arises. The Law defines
the strategic plan as “a plan laying down
the public administrations’ mid and longterm objectives, fundamental principles
and policies, targets and priorities,
performance criteria, methods for
realizing their objectives and allocation of
resources.” 13 In another word the strategic
plan serves as a 5-year preliminary
map where the municipality declares
its strategic objectives. It is a guideline
to be followed in identifying the yearly
12 For more detail please see “Kamuda İyi
Yönetişim” translated to Turkish and
published by the Argüden Governance
Academy in 2015, accessible at:
http://argudenacademy.org/docs/
content/ArgudenYonetisimAkademisi_
KamudaIyiYonetisim_WEB.pdf
13 Quoted from Law No. 5393 on Municipalities.

services to be delivered, preparing the
annual budgets in connection with these
services and setting the performance
criteria. Therefore, seeking the citizens’
views while preparing this plan which
will directly affect their lives, that is,
creating an environment to ensure
citizens’ representation and participation
in decision making, is a must, rather than
a matter of preference. For an effective
and quality participation a trust-based
participation structure should be built.
Below are the key preconditions for a
meaningful consultation process (see
Figure 3 below):14
• Prepare a list of stakeholders to
participate in the process and make an
effective planning;
• Gain insight into stakeholder’s demands
and needs, and develop an approach
accordingly;
• For a purposeful participation make
preliminary preparations and inform
stakeholders in this respect;
• Build trust;
• Conduct a comprehensive and inclusive
consultation;
• List the opinions/suggestions shared,
give answers and decide which to put into
action;
• Inform stakeholders of the decisions
taken as a result of the consultation
process and account for these decisions.

14 For more details see the publication
“İstişare: Paydaşların Kararlara Katılımı”
translated into Turkish and published
by the Argüden Governance Academy
in 2017: http://www.argudenacademy.
org/docs/content/ArgudenAkademi_
IstisarePaydaslarinKararlaraKatilimi.pdf .
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RECOMMENDATIONS FOR
REGULATORY POLICY AND
GOVERNANCE
1
Quality of Regulations
Governments should aim
at increasing the allround
quality of the regulatory
processes.

4
Regulatory Impact
Analysis
Regulatory impact analyses
should be an integral
part of the governments’
decision making
mechanisms.

7
Regulatory Bodies
All regulatory bodies’
competency to make
objective, impartial and
consistent decisions should
be assessed

10
Consistency
Consistent implementation
of regulations at central
and local level should be
ensured.

2
Communication,
Consultation, Participation
Governments’ decision
making processes should
be transparent and
participatory.

5
Assessment
Decisions should be
supervised to establish
whether or not they are
updated, consistent,
streamlined, and
purposeful in terms of cost
and benefit.

8
Justice System
Government agencies’
decisions should be subject
to an expeditious and
effective justice system
for efficiency of these
decisions.

11
Local capacity building
Local capacities should
be increased, as the
implementation and
supervision of regulations
take place at local level.

3
Supervision of Regulatory
Processes
Bodies should be set up
to regularly supervise the
decision making processes
to raise the quality of
decisions.

6
Effectiveness of Reguations
Findings in connection
with the effectiveness
of regulations should be
extensively shared with the
public

9
Risk Management
Potential risks of
regulations should be
assessed, managed and
communicated.

12
International Cooperation
Obligations undertaken by
states under international
conventions should be
observed in every decisions
to be taken.

Figure 2: Recommendations for raising the quality of government agencies’ decisions
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STEP 7
Follow up,
assessment,
recording

STEP 1
Planning

STEP 6
Responding,
implementation

STEP 2
Gain insight

STEP 3
Internal
preparations

STEP 5
Consultation

STEP 4
Building trust

Figure 4: Steps for a meaningful consultation process

The municipality should be sure that
views of the diverse sections of the
population are sought. The question
here is the municipality’s obligation to
deliver services to all citizens living in
the district in an equitable manner. It will
naturally arrange utilization of resources
and make decisions accordingly. In line
with the methodology of our study we
aimed to establish whether or not specific
objectives are set in connection with the
below sections of the population:
• Women
• Young people

• Children
• Seniors
• The disabled
• The unemployed
• The Poor
• The homeless
• Immigrants
• Former convicts
• Families of martyrs and veteran soldiers
• Animals
• Ethnic and religious minorities
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While the strategic plan is a fundamental
document in decision making, an
important decision-making mechanism
is the City Council. Adopting a culture
of transparency and accountability in
decision making is a precondition of good
governance. During our study we took
as basis the municipalities’ approach to
displaying an accountable attitude in
relation to the citizens and transparency
in connection with the decisions taken
(ensuring the access to City Council
meetings’ agendas and decisions,
broadcasting these on the city council TV
channel, etc.). We looked whether or not
the Strategic Plan, Budget, Performance
Program, and Activity Reports are
published on the municipality’s web site
as a criterion of transparency. This is a
critical aspect as this study is conducted
on the basis of the information accessible
to citizens. The documents which we, as
citizens, could not gain access to, were
not included in our analysis. In relation
with the accountability, we adopted as
one of the main criteria the ability of the
citizens to easily gain access to the Mayor
and members of the City Council, as the
persons responsible for the decisions
taken.
A responsible and responsive attitude in
decision making, and the effective and
efficient nature of the decisions taken are
among the criteria set for good governance
in the decision-making process. In this
context in examining the extent to
which responsibility and responsiveness
in decision making and the decisions’
effectiveness and efficiency are actually
realised, we took as basis the inclusion of
the following concepts and/or principles
are included in the municipality’s mission
and vision, and in its Strategic Plan, for
setting up a purposeful structure:
• Sustainability
• Good governance
• Efficiency and effectiveness
• Innovation
38

As for the operational efficiency of the
municipality’s organizational structure,
we took as basis the measurements made,
indicators are duly established so as the
citizens can easily follow the processes,
and the disclosures in connection
with these indicators are shared with
the public, as required by an efficient
implementation and a measurable
organizational infrastructure.
As mentioned above, many different types
of documents are produced throughout
the process of decision making. The
concordance of different decisions with
each other ensures consistency within
the structure, which raises public’s trust
in the organization and enable integrated
thinking.15 In our study, we sought
consistency between documents produced
in different areas as a result of different
processes. Consistency of reports and
documents, as evidences of decisions
taken in various different processes, and
the establishment and sharing of the
criteria for such consistency activate
the learning cycle which is a must for
improvement.

What gets measured, gets improved.
What institutionalizes learning is to learn
by measuring and benchmarking, to plan
improvements and to allocate resources
for this purpose.

15 For more detail see the publication
“Entegre Düşünce” translated to Turkish
and published by the Arguden Governance
Academy in 2017.
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Governance in Resource
Utilization
Resource utilization is an important area
where commitment to good governance
is needed. Municipalities are bodies
responsible for meeting citizens’ common
civic requirements, and also preserving in
the most efficient manner the resources
entrusted to it by the citizens and using
them for citizens’ maximum benefit.
It’s for this reason that in Ottoman
Turkish, in the old times, the Mayor
was called “Şehremeni” meaning the
entrusted person and the organization of
municipality as “Şehremaneti” meaning
the office of the person to which the city
is entrusted.
The municipal budget prepared in
line with the Strategic Plan should
reflect the right balance between the
democratic representation and efficient
financial management. Participation
is vital in determining the objectives
and performing activities, as well as
in determining the resources needed.
The outcome of the objectives and the
activities to be performed are closely
linked with budgetary allocations.
Taking into consideration the citizens’
opinions and suggestions in preparing
the budget is an important indication of
an open management approach. Direct
participation of citizens in identifying the
resources in line with the strategic goals
is one of the critical steps in the transition
from representative to participatory
democracy. This enables the local
governments to fulfil their responsibility
to be accountable to citizens, and at the
same time enables the citizens to exercise
their control over local governments. In
the model we present here, we examined
whether or not, or the extent to which,
the circumstances enabled participation
of citizens, they were given the chance
to voice their views, not only by means
of questionnaires, but also by means of

consultation meetings, and more efficient
participatory methods are adopted. We
also considered the means with which the
persons taking part in the processes were
able to share their views and whether or
not the decisions reflected their views.
Equitable and fair distribution of
resources among diverse social groups
in the municipal area is also a must for
good governance. Trust to municipalities
grow when the information and
measurements in connection with the
use of resources to meet the targets set
for diverse social groups in the strategic
plan are shared with citizens, and when
improvements are made in the equitable
utilization of resources accordingly. Also,
resources should be allocated in those
municipalities where sustainability is
included in the municipal plans and
objectives. Therefore, we also included
in our analysis budgetary allocations
made and sources used for sustainability
purposes, as well as the practice of
sharing the expenses made in this
area as important indicators of being a
responsible and responsive municipality.
Identifying the resources democratically
and sharing them with the public in a
transparent and accountable manner is
among the most critical preconditions
of good governance. In this context for
the purpose of our study we assessed
the presence of an infrastructure
that enable sharing transparently the
detailed resource needs, final accounting
reports, updated rates of licencing of the
enterprises active in the district. Providing
information about the municipalities’
assets and liabilities to the citizens
and sharing with them the relevant
explanations is also necessary for an
accountable financial system. We took
special case to see if the below documents,
the realisation rates in these respects, and
the disclosures made within this context
are published on the municipality’s
website to assess the transparency and
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accountability of the overall mechanism:
• Inventory, use and allocation of
immovables
• Tax payment calendar
• Inventory of motor vehicles
• Finalised accounts of assets and
liabilities.
Efficient and effective use of resources
constitute another area we took into
consideration for the purpose of this
study. Maximum collection of receivables
and sharing the collection details with the
citizens are considered as an indication
of municipality’s efficient and effective
resource utilization from a citizen’s
perspective. Sharing disclosures about
the rate of income collection means that
these rates are properly measured, the
results are duly assessed, and the action
plans in this respect are to be prepared.
This indicates from a citizen’s perspective
that the municipality is a body where the
cycle of learning is completed in terms
of effective and efficient utilization of
resources.
Lastly, the consistency of resource
utilization decisions with other processes
in connection with decision making and
delivery of services is an indication of the
presence of integrated consideration in
the organization. From this point of view
the relations, consistency and sharing of
disclosures in connection with the below
areas are evaluated without making an indepth examination on the spot:
• Targets set in the strategic plan
• Need of resource
• Final accounts

Governance in Delivery of
Services
Decisions taken by municipalities are put
into action through their allocation and
utilization of resources, activities they
perform, and the services they deliver.
In addition to meeting citizens’ need
and expectations, building long term
local infrastructure, planning and social
reinforcement are all made possible by
the municipal activities and services. For
the purpose of our study, we analysed
citizens’ representation and participation
in the delivery of the services, just as the
case with decision making and utilization
of resources. We conducted our analysis
on the basis of citizen opinion polls
and surveys. Municipalities taking into
consideration the citizens’ views on the
services they provide look through and
evaluate the results, and inform the public
about the outcome.
Also, municipalities where good
governance prevails ensure equitable
delivery of services and fulfilment of the
objectives laid down in the strategic plan
for different social groups. We assessed
during our study whether or not the
services are equitably delivered in an
inclusive manner to all the social groups
below and also the performance indicators
in connection with these services are
properly shared:
• Women
• Children
• Seniors
• The disabled
• The jobless
• The poor
• The homeless
• Immigrants
• Former convicts
• Families of martyrs and veteran soldiers
• Ethnic and religious minorities
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One of the key tools for a sustainable
development is adopting responsible
and responsive approach and working
in an efficient and effective manner in
delivering the services as is the case with
the decision making and utilization of
sources. A responsible citizen is aware
of his or her responsibilities not only for
himself or herself, but also for the world
and the environment. Keeping this in
mind, municipalities should provide
opportunities for citizens who are willing
to carry out voluntary activities, share
information about such opportunities,
measure and share the outcome of such
activities. Another area we included
in our analysis was the recycling
activities that have to be carried out by
the municipalities for the sustainability
of the nature. Effective and efficient
delivery of services requires consultation
with citizens, making the necessary
measurements and self-improvement.
Below are the major methods for
measuring the success in the delivery of
services:
• Citizen satisfaction surveys
• Opinion polls
• Complaints and demands forwarded by
the citizens.
Keeping records of the data obtained
through the above methods, making
measurements and learning from the
measurement results bear critical
importance. Continuous improvement
can only be achieved by means of
measurement, benchmarking and
learning. Recording complaints and/
or demands received from citizens and
their classification according to their
subject matters, followed by their effective
evaluation, reassure the citizens that their
feedback is duly taken into consideration.
Sharing the results of the satisfaction
surveys and the actions taken with respect
to the complaints is also important
for increasing the citizens’ trust in the
municipality.

The City Council was at the heart of the
public administration reform introduced
in the early 2000s in Türkiye. These
bodies are among the major tools for
the democratic nature of the municipal
activities and services. Transparent and
accountable operation of city councils,
and their holding regular meetings
reinforce good governance in the delivery
of services. A crucial element in decision
making which is the main function
of the city council is the specialised
commissions, consisting of city council
members and carrying out detailed studies
and evaluations on agenda items. These
commissions may seek experts’ opinion
and prepare commission’s opinion
in a participatory manner to increase
the reliability of decisions to be taken.
Transparent sharing of information
in connection with the city council
commissions, the details of their meetings
and their reports were among the areas
we looked into while conducting our
research.
Just like the decision making and
utilization of resources, in delivery of
services as well, we cannot improve a
performance if we cannot measure it.
To improve the quality of their services,
municipalities have to set the performance
indicators while setting up the structure
of a given service, measure their
performance during the implementation,
assess the results and identify the areas to
be improved. In addition to accountability,
learning from the results is also important
for the improvement of the structure.
Many areas in municipalities are
complementary of each other. The
targets set in the strategic plan, resources
allocated and used for this purpose, and
the services delivered are like dominos
affecting one another. Therefore, it is a
must to consider the decision making,
utilization of resources and delivery of
services as an integral whole.
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In view of the above we took into
consideration the below elements while
conducting our research:

• Municipality’s holding meetings at least
monthly with the neighborhood headmen
for consultation purposes;

• Conformity of the annual report with the
targets cited in the strategic plan

• Consultation meetings with citizens to
identify the needs on neighborhood level;

• Conformity of the activities with the
budget prepared at the beginning of the
year.

• Keeping records of the consultation
meetings with headmen and citizens
in the neighborhoods and sharing the
number and content of the meetings;

Organizational infrastructure

• Municipality’s offering opportunities for
participation of citizens.

The crucial point complementing all
the processes we mentioned above
is the organizational infrastructure
where the effective supervision and
meaningful consultation processes
take place. A powerful organizational
capacity is the key for municipalities’
putting into practice the decisions they
take, their utilization of the resources
and the activities they aim to perform
in the most effective and efficient
manner. An effective organizational
infrastructure requires ethical, transparent
and accountable performance of the
consultation and supervision processes.
An environment of trust enhances the
capacity to carry out partnerships and
joining forces for a common purpose.

An organization can only display
responsibility, responsiveness and
equitable attitude towards its stakeholders
if it acts the same way within the
organization itself. An indication of the
municipalities’ equitable approach is the
establishment of clear ethical values in
delivering equitable services and respect
to citizens’ rights, and the presence of
ethics commissions working effectively.
An equitable delivery of services is
complemented with commitment to
ethical approach, which is one of our
criteria we took as basis for the purpose
of our study. A policy for offering equal
opportunities to everyone, the presence
of a department responsible for the
implementation of this policy, and
communicating the actions taken in
line with the equal opportunity policy
are important evidences proving the
municipalities’ commitment to equity.
Sharing these commissions’ meeting
minutes with citizens is another factor
that would play a significant part in
building relations of trust.

In local governments there are
representative actors on different levels.
One of the most important actors in
this respect is the headmen conveying
the democratic voice of the citizens.
For a truly democratic governance the
municipality should regard headmen
as a key stakeholder and ensure their
representation and participation in the
municipality’s institutional consultation
processes. The below criteria were
taken as basis in our evaluation of
the municipality’s relations with the
headmen and the ways with which the
neighborhoods’ participation is ensured:
• The presence of neighborhood headmen
ship offices within the municipality’s
organization;
42

Promoting innovation for the purpose
of improving organizational capacity,
communication of these innovative
practices and putting them in action
always support overall effectiveness
and efficiency of municipalities. In this
respect we examined the below aspects
for an assessment of the municipalities’
innovation capacity:

FROM A CITIZEN’S PERSPECTIVE GOVERNANCE SCORECARD OF MUNICIPALITIES

• Effective performance of R&D activities
• Presence of smart telephone
applications
• Organization of in-house trainings
• Employment of an internal auditor
• Presence of a certified quality system.
As this study is based on the data
accessible by the citizens through the
Internet or by means of the citizens’
right to information, citizens’ access
to information is central for us. Also,
the presence of an updated, efficiently
working website where the citizens can
obtain any piece of information they
need bears critical importance. Similarly,
the presence of a section in the website
where citizens are encouraged to exercise
their right to information, and where
they can communicate their demand
for a piece of information, is a criterion
indicating the municipality’s commitment
to transparency. As an indication of the
proper operation of the system, such
demands should be recorded, taken into
consideration, and the results should
be shared with the relevant citizens.
Below are the documents which should
be accessible by the citizens and which
we sought for the purpose of our study
as indicators of a transparent sharing of
information and a proper fulfilment of the
principle of accountability:

governance in decision making and
delivery of services. Therefore, an
ethical organization strengthens all other
processes in the municipality. In this
context for the purpose of assessing the
consistency in the organization we also
looked whether or not the objectives
for organizational improvement and
institutional infrastructure, and their rates
of realization are shared.

EVALUATION OF THE
CONTINUOUS LEARNING
CYCLE
In our study we evaluated the operation
of municipalities from the citizens’
perspective in three areas. The first two
are the processes and their conformity
with good governance principles
respectively, both of which we dealt with
in detail above. The third, and perhaps
the most important one is the learning
cycle covering the actions taken for the
establishment of a continuous learning
environment within the organization.
An effective learning cycle enables the
creation of a continuous learning culture
within the organization throughout the
processes with which the activities are
performed. We examined the learning cycle
within a municipality on the basis of three
phases:

• Supreme Court of Public Accounts
report and a statement evidencing that the
report is duly taken into consideration

1. Setting up a structure that is in
compliance with the good governance
principles;

• Internal Auditing Report

2. Effective implementation and
integration of the principles adopted by
the structure; and

• Audit Report of the City Council
• The meeting agendas and minutes of the
City Council Zoning Commission
• Updated city zoning plans
• Contracts awarded by the Municipality.
Organizational infrastructure of
a municipality complements the

3. Measuring each implementation,
evaluating the results, and learning
therefrom.
Various structures (workflows,
organizational structure, principles,
policies, etc.) are being set up within the
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municipalities both as a legal obligation
and for organizational purposes. Basic
standards have to be established for
these structures in connection with the
tasks in question, which will ensure a
data-based and consistent from the view
point of principles and the vision of the
organization. In our study we analysed
the structure which is expected to lay the
basis for the governance of municipality’s
different processes. The structural steps we
took in the evaluation of the governance of
processes in general terms are as follows,
although this is included in the App.1 –
The Guideline in detail:
In relation with the decision-making
processes:
• An effective consultation structure for
ensuring citizens’ participation;
• Presence of objectives in the strategic
plan for various different social groups.
In relation to the governance in resource
utilization:
• Detailed resource needs;
• Accessibility of the financial documents
such as final accounts reports, etc. by the
citizens in a transparent and accountable
manner.
In relation to the governance of service
delivery:
• Sharing the details about the work of
commissions in a transparent manner;
• The presence of systems to obtain
citizens’ views by means of citizen
satisfaction surveys, opinion polls, etc.
In relation to the organizational
infrastructure:
• A structure duly set up for consultation
with citizens at neighborhood and district
levels;
• A structure duly set up to receive
citizens’ demands, wishes, and complaints;
• Formally adopted organizational policies
and values;
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• Presence of an efficient supervisory/
auditing mechanism.
In relation to all the above processes the
below aspects are assessed:
• Internalization of good governance
principles in the municipality’s mission,
vision and plans; and
• Consistency between various different
processes, plans, programs, and services.
Setting up of a structure in conformity
with the principles adopted by the
organization is the starting point of an
efficient and effective operation. However,
the structure is not adequate on its own;
an efficient operation of the structure is as
important as the building of the structure.
This phase is examined on the basis of
the implementation and integration of the
learning cycle.
The efficient operation of the structure
for an effective consultation process
is as important as the setting up of a
consultation structure in the context of
the implementation of good governance
in decision making. The below phases
constituted the basis of our evaluation of
a purposeful participation process in the
light of the data shared with the citizens:
• Providing beforehand information to
external stakeholders to be included in the
participation process;
• Evaluation of the feedback thus obtained;
• Inclusion of the views and opinions
received from citizens into the discussions
on the relevant subject matter;
• Setting strategic targets for each social
group;
• Municipal reports, plans, city council’s
decisions and other associated data shared
on the municipalities’ website.
For the purpose of our study we examined
the extent to which activities in connection
with the resource utilization processes
were performed by means of effective
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consultation processes. As regards
governance in delivery of services,
proper operation of mechanisms used
for obtaining feedback from citizens, as
well as the extent to which the decisions
associated with the strategic objectives for
providing services to diverse social groups
were put into action.
Another area we looked into as regards
organizational capacity and integration was
the proper operation of the consultation
mechanisms set up at neighborhood
and district levels. To give an example
the municipality should hold meetings
with neighborhood headmen at least
once a month and organise gatherings
with neighborhood representatives for
consultation purposes. As mentioned in
the Structure section, we evaluated the
approach to the processing of the wishes,
demands, complaints and queries for
information received from citizens, as
well as sharing the results with them.
Also, whether or not the Internal Audit
Reports are shared with the citizens, and
the City Council auditing commission is
actively operating were the subjects we
looked into. Another topic we took into
consideration was the presence and proper
operation of commissions responsible for
the implementation of the organization’s
values mentioned in the Structure section
above.
The understanding that “what is not
measured, cannot be improved” is
central to organizations which adopt
good governance principles in their
fields of activity. In order for a system
that encourages participation, that
embraces the principles of transparency
and accountability, it should first and
foremost generate a climate favorable for
the flourishing of such a culture. Just like
a seed that cannot burgeon if it cannot
find the suitable soil, water and sunlight,
good governance cannot grow if it cannot
find the suitable environment. Once the
convenient circumstances are generated

and the proper structure is built, the key to
improving the structure is to measure and
learn from the results of the measurements
made.
For a powerful motivation to improve
the performance of municipalities where
creating value for the citizens is central,
first and foremost structures should be
constructed in conformity with good
governance principles for each and every
process, the activities performed on the
basis of these structures and measurements
made for the performance criteria that
can be easily monitored.16 Sharing the
measurement criteria transparently
within the organization enables the
employees to develop their competencies
and continuously improve themselves.
In this way local governments become
output-oriented rather than input-oriented.
Furthermore, shifting to a citizen-centric
quality service approach will contribute to
the efforts for increasing citizens’ welfare.
In this section our study sought whether or
not the criteria were set for the activities,
the measurements done, and their results
are evaluated and shared. Below are some
examples of the criteria set:
• As regards the consultation process:
- Number of meetings;
- Sharing of the lists of participants;
- Suggestions raised during the meetings
and their evaluation;
- Sharing of the meeting minutes;
• Communication of the results of the
performance criteria set for the processes;
• Sharing of the incomes realised, the
realisation rate of the budget, and tax
collection rates;
• Sharing of the realization of the targets
set.
16 Argüden, Y. (2004). Geleceği Şekillendirmek.
Rota Publishing House, İstanbul.
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What is critical in this section is that the
figures obtained from the measurements
are not included in our study. We focused
on the accessibility of the measurement
figures by the citizens whenever they feel
the need. The figures shared in connection
with the measurements were not subjected
to a deliberate analysis, but were taken into
consideration to establish the presence of
good governance culture, in view of the
fact that different stakeholders may have
different priorities. The important point
here is the presence of an infrastructure
that enable each stakeholder to make an
evaluation from his or her own perspective,
to submit his or her views and suggestions
to the relevant managerial positions and
obtain information about the outcome.
In our study we focused on the generation of a
climate where good governance can flourish. The
data obtained were not examined for rating the
municipalities’ performance, as we acknowledge
the fact that different stakeholders may have
different priorities. The important point here is the
presence of an insfrastructure that enable each
stakeholder to make an evaluation from his or her
own perspective, to submit his or her views and
suggestions, and obtain information about the
outcome.

COMPARING THE MODEL©
WITH OTHER STUDIES
We carried our Governance Scorecard
project with the aim of analysing and
evaluating the good governance climate
in district municipalities of Istanbul
from a citizen’s perspective. This
study, conducted in compliance with
international governance principles,
based on the current Turkish legislation,
and developed to support continuous
improvement by means of measuring,
is aimed to be a guideline and learning
tool for citizens, various actors and
institutions.
The municipalities’ governance scorecard
methodology and its supplement, the
Guidelines, prepared by the Argüden
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Governance Academy, under the
leadership of the Advisory Board
members, and with the support of ARGE
Consulting, carries good governance
beyond its conceptual framework to
provide critical tips for putting it into
practice. In other words, this research
offers a guideline for municipalities how
to best use good governance in various
areas and processes. The governance
scorecard model supports first and
foremost active citizenship by putting
the citizens’ ability to probe into and to
evaluate the municipality’s performance.
At the same time our study shares
with the readers the ways, methods
and examples of participation of other
stakeholders (NGOs, headmen, etc.) in
governance processes and democratic,
civic supervision.
This study, while taking as basis the local
legislation, took into consideration the
international literature in this field as
well, and made use of the measurement
and assessment approaches adopted
by the international organizations such
as United Nations, European Union,
and the Organization of Economic
Cooperation and Development (OECD).
Furthermore, the democratic governance
approach and principles adopted by the
Council of Europe, of which Türkiye
is a founding member, were taken into
consideration as well. In this context the
Valencia Declaration of the 15th European
Ministers Conference adopted on 16
October 2007 was very enlightening for
us. Türkiye, as a member of the Council
of Europe, declared its commitment to
the principles and steps laid down in
the “Good Governance and European
Label of Governance Excellence (ELoGE)”
model endorsed by the Committee of the
Ministers of the Council of Europe in
2008 (please see App. 3 for details). Our
municipalities’ governance scorecard
model also took into consideration
Türkiye’s position in the Council of
Europe in this respect and embraces the
same principles. Other international works
in this field can be found in Table 1.

Measuring and Strengthening Local Governance
Capacity: The Local Governance Barometer

THE UNITED STATES AGENCY FOR
INTERNATIONAL DEVELOPMENT I (USAID)

2003

Index

4 principles and 25
associated indicators

1. Efficiency
2. Equity
3. Participation
4. Accountability

YEAR

METHODOLOGY

PRINCIPLES AND
INDICATORS

DETAILS OF
PRINCIPLE/
INDICATOR
1. Transparency, rule of law
2. Civic participation
3. Accountability
4. Effectiveness
5. Equity

5 principles and 22 associated
indicators

Barometer

2007

Arrive at quantitative measures for good
An advocacy and capacitygovernance indicators to enable a comparative
building tool to assist cities and
analysis between different situations, an
countries in monitoring the
understanding of the evolution of factors
quality of urban governance.
of governance, and evaluate the impact of
interventions.

Urban Governance Index

TITLE

OBJECTIVES

UN HABITAT

PUBLISHED BY

1. Processes of governance
a. Governance in decision making
b. Governance in resource
utilization
c. Governance in delivering
services
d. Organizational operation
2. Principles of governance
a. Representation and Participation
b. Fairness/Equity
c. Responsibility and
Responsiveness
d. Effectiveness and Efficiency
e. Transparency
f. Accountability
g. Consistency/Coherence
3. Learning Cycle
a. Structure
b. Implementation and Integration
c. Measuring and Learning

3 main approaches, 14 criteria
and 227 associated indicators

12 principles, 42 activities and 97
indicators associated with these
principles
1. Fair elections, representation and
participation
2. Responsiveness
3. Effectiveness and efficiency
4. Openness and transparency
5. Rule of law
6. Ethical conduct
7. Competency and capacity
8. Innovation and openness to
change
9. Sustainability and long-term
orientation
10. Sound financial management
11. Human rights, cultural diversity
and social cohesion
12. Accountability

Scorecard

2017

Measure the extent to which
good governance culture is put
into practice in local governments
on the basis of data publicly
shared and support continuous
improvement efforts.

Municipalities’
Governance Scorecard©

ARGÜDEN GOVERNANCE ACADEMY

Comparative Assessment

2008

Assist local authorities in living up to
good governance principles and thus
delivering better services to citizens.

Good Governance and European Label of
Governance Excellence (ELoGE)

COUNCIL OF EUROPE

Table 1. Examples of studies on an international scale measuring good governance practices in local governments
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SCORING METHODOLOGY
In the study Istanbul District
Municipalities Governance Scorecard
evaluation was made on the basis of
227 indicators applicable to processes,
governance principles and learning cycle.
All criteria are constructed in a manner
to enable an objective. Our analysis did
not aim at measuring the municipalities’
performance, but at seeking the presence
of an environment and a climate where
good governance can flourish. The
data we obtained during the research
were subjected to a scoring, where each
category is assigned specific weightings
and the scores are identified through
this weighting system. Below are the
weightings for each category:

• Governance of Processes
- Governance in decision making
- Governance in resource utilization
- Governance in delivery of services
- Organizational operation
•Principles of Governance
- Representation and Participation
- Fairness/Equity
- Responsibility and Responsiveness
- Effectiveness and Efficiency
- Transparency
- Accountability
- Consistency/Coherence
• Learning Cycle
- Structure
- Implementation and Integration
- Measuring and Learning
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RESULTS
İnan İZCI

The Project “Municipal Governance
Scorecard of Istanbul’s Districts – From
a Citizen’s Perspective” was carried out
with the purpose of strengthening local
democracy, and inclusive sustainable
development; and raising the quality
of life in Türkiye, and Istanbul in
particular. Research was conducted to
reveal as to where and to what extent
the municipalities implemented good
governance in line with the international
good governance principles and in
a manner to promote continuous
improvement. We adopted a citizencentric approach in line with the
democratic sovereignty concept, and by
relying on the data publicly accessible
through the Internet. The municipality
scorecards and the findings below should
be considered within this context.
Citizens are the ultimate beneficiary of all
types of public investments, policies, and
services. For this reason, citizens should
be in a position to obtain information on
the public administration’s activities that
they have an interest in, to participate in
governing processes, have access to the
services and exercise oversight. On the
other hand, municipalities are leading
stakeholders that are expected to build
and ensure proper operation of democratic
governance at local level. We aim to
contribute to municipalities’ efforts to
improve democratic governance within
their structure and throughout their

operational processes. We hope that the
results of this scorecard survey will be
helpful mainly for primarily the citizens
and the municipalities.
Under present circumstances central
government institutions do not have the
adequate capacity and resources to solve
the problems faced by the cities, meet
the needs and respond to the demands
of citizens. The state, together with its
central and local agencies, has limited
authority, information, and resources. This
is the reason why efficient management
of cities necessitates cooperation
and participation. Various different
stakeholders (citizens, NGOs, enterprises,
universities etc.) have to take active part
in the efforts to protect and promote
the city’s shared values and common
interests. On the other hand, the ability
of these stakeholders to contribute to
the governance processes with their
views, demands, and resources depends
on the presence of an accountable and
participatory culture, and an environment
of trust. In view of the above, management
of districts by municipalities in a
democratic, inclusive, integrated, efficient
and effective manner depends on setting
up and effective operation of democratic
governance at local level.
Istanbul is a global megacity. It has at the
same time a central position in Türkiye
in terms of demography, economy,
culture, and politics. The city is also a
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source of wealth for humanity due to
its thousand years of history, its unique
geographical, natural and cultural
characteristics. However, Istanbul is facing
some ever-growing stresses under the
influence of developments in the world
and in Türkiye. With the continuously
changing conditions, new threats and
opportunities emerge. The management
of municipalities in a data-based,
participatory and integrated manner will
enable Istanbul’s development and raise
the quality of life in the city.
Good governance in Istanbul
requires interaction and harmony on
neighborhood, district, metropolitan,
and national levels. On the other
hand, a horizontal communication,
interaction and cooperation is also
needed between the public sector, civil
society and the private sector. In all
management processes (decision making,
utilization of resources, delivery of
services and supervision) use of data,
participation in decision making and
cooperation bear critical importance.
Quality and inclusiveness of decisions
contributes attaining more satisfactory
processes, results and impact. We believe
municipalities’ adopting democratic
governance in their own institutions and
districts will raise the possibility of a more
inclusive management of Istanbul and
Türkiye.
During our scorecard evaluation, we
used the data collected in measuring
and assessing the extent to which
the municipalities implemented the
good governance principles in their
governance processes, stakeholder
relations and activities. The scorecards
of all municipalities were shared
with them to help them identify their
strengths and weaknesses, thereby
to make improvements in their areas
of weaknesses, taking as basis the
governance of processes, good governance
principles and the learning cycle. We hope

50

the areas needing improvement indicated
in the scorecard section, the Guideline
we present in the Appendix, and the
good examples we share in this section
will be of help. During our research we
came across exemplary good governance
practices in every municipality.
It is important here to underline that
the scorecards are not meant to measure
the management quality or performance
of the district municipalities. Rather,
we attempted to reflect the internal and
external environment of governance
where a democratic and efficient
management is expected to operate, the
quality of interaction with stakeholders,
and the quality of practices in this respect
are measured. The scorecards give the big
picture of good governance in Istanbul
on district municipality level within an
integrated framework. Looking at the
district scorecards as an integral whole,
on the other hand, offers the opportunity
of identifying the common strengths and
weaknesses in Istanbul in general. Making
an assessment of the implementation of
good governance in different processes
and areas enable to gain a more realistic
and implementation-based insight into
governance within the framework of the
learning cycle.

EVALUATION OF ISTANBUL
DISTRICT MUNICIPALITIES
Results With Respect to the
Governance of Processes
Governance in decision making
Law No. 5393 on Municipalities provides
that the district municipalities should
deliver local common services specific
to the district, in line with the local
conditions and the needs of social groups,
and in compliance with the central
administration’s policies and plans.
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In accordance with the general public
administration’s policies, these services
should be compatible with human dignity
and human rights, and delivered in an
impartial and transparent manner.
In view of the role played by the
municipalities, setting an agenda
and making the decision is the main
defining phase as far as their operation
is concerned. All other managerial
processes, such as forwarding the issues
to the institutional consideration, setting
the priorities and defining the targets,
take place in this stage. Ensuring that the
decision-making process is data-based,
participatory, and inclusive is of critical
importance for the adoption of democratic
governance culture in municipalities.
Strategic plans constitute the basic
agenda and decision-making framework
by defining the municipality’s 5-year
management vision and the main issues
to be dealt with. The objects, targets,
and activities defined in the strategic
plan should be based on measurable
indicators. During their preparation the
current situation in the district, and
possible threats and opportunities should
be established to present a future vision.
Based on this picture, the objectives, the
target for their realization, activities and
measurable indicators are determined
for each year. The local objectives have
to be consistent and integrated with the
central administration’s development
plan, program, and other policies.
Municipalities’ strategic plans also
serve as a basis on which the budgetary/
resource allocations to be made. In
other words, all resource utilization has
to be in accordance with this plan. All
activities, services and expenses should be
recorded and reported. Also, the annual
activity plans should be shared with the
public and their accessibility should be
ensured. Preparing the strategic plans in
a data-based, participatory, inclusive and

consistent manner raises the quality of
municipalities’ management and decisionmaking processes.
It is observed that 35 district
municipalities in Istanbul used
questionnaires to obtain the views of
external stakeholders (citizens, headmen,
NGOs, etc.). Our research done on the
data shared with the citizens showed
that the remaining two municipalities
had not used any consultation method.
As an example of improvement, five
municipalities organized consultation
meetings that offered the opportunity of
effective and meaningful engagement. As
is mentioned in the Methodology section
of this study, the use of questionnaires
alone proves to be inadequate means of
engagement, as questionnaires cover only
a limited number of topics, do not offer
an opportunity of dialogue and mutual
learning. On the other hand, workshops,
search conferences and external
stakeholder meetings are powerful
tools of participation by enabling the
participants to understand each other, and
to engage in discussions in a transparent
environment. Obtaining the views of as
many stakeholders as possible during
the preparation of stakeholders increases
their ownership of the decisions to be
made, ensures greater inclusiveness in
of the objectives to be set, and the level
of citizens’ satisfaction in the services
delivered.
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EXAMPLE BOX 1
Maltepe Municipality, while preparing their 2015-2019 Strategic Plan, used
questionnaires to obtain citizens’ views and included in the Plan the rate of citizen
satisfaction with the municipal services. Moreover, they organised two engagement
meetings with the topics “Search Conference for Identifying Problems”, and
“Search Conference for Solution and Developing Projects” respectively, during the
preparation phase of the Strategic Plan. The conclusions drawn from the meetings
were also included in the strategic plan. With this approach Maltepe Municipality
gave a good example of a participatory strategic plan preparation.

Figure 5: Citizen satisfaction17 and Search Conference for Identifying
Problems18 phases of Maltepe Municipality
Fatih Municipality stated in their Strategic Plan that they aimed at
“Governance, Participation and Local Democracy”. They also included in the Plan
various activities for citizen participation and interaction in line with an
“Open System Approach” they adopted, defined performance indicators
and yearly targets. Hence Fatih Municipality made a difference by including
democratic governance approach in their Strategic Plan

Figure 6: Strategical goals, objectives, performance target and performans
indicators in 2015-2019 Strategic Plan of Fatih Municipality19
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17

Retrieved from Maltepe Municipality's 2015-2019 Strategic Plan page107.

18

Retrieved from Maltepe Municipality's 2015-2019 Strategic Plan page147.

19

Retrieved from Fatih Municipality's 2015-2019 Strategic Plan page 40.
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The Law on Municipalities positions
the City Councils as the main
institutional engagement mechanism
for municipalities. At the preparation
stage of the strategic plan consultation
with the city council is vital for ensuring
effective participation, due to the
fact that city councils are the bodies
representing diverse interests, and
their holistic, balanced arguments will
increase the inclusiveness of the strategic
plan. In our survey we found that only
three municipalities included their city
councils and obtained their views in the
preparation of their strategic plans. In
addition, the six City Councils are chaired
by the Mayor himself, which contradicts
the principle of autonomy of the City
Councils as bodies of engagement. As a
result of our assessment it is found that,
in general terms, municipalities should
increase the level of participation in the
governance of their decision-making
processes, both by means of city councils
and also in terms of their participatory
institutional culture.

in the strategic plan. Compatibility of
the strategic plans with expectations will
increase the citizens’ satisfaction with the
management of the municipality. During
our research we probed into the extent
to which the social groups cited in the
Constitution and the relevant laws are
included in the strategic plan. We found
that the vast majority of the municipalities
set targets in their 2015-2019 strategic
plans for the disabled, children, young
people and women. However, fewer
municipalities have set targets for the poor
(29), and the seniors such as the retirees
and elderlies (27). Only two included the
homeless, martyrs’ and veteran soldiers’
families, and immigrants, and only one
included minorities and former convicts.
Municipalities have to deliver services
to all social groups. Therefore, balanced
targets set for diverse social groups in
the strategic plan constitute an important
indicator in terms of responsiveness and
inclusiveness.

Municipalities should increase the level
of participation in the governance of their
decision making processes, by means
of City Councils and in terms of their
participatory institutional culture.

Importance of the UN Sustainable
Development Goals grows and has become
a common agenda item in the world
and in Türkiye. Adopting a sustainable
development vision is a significant
element of being responsible and
responsive in the context of democratic
governance in cities.

It is a necessity to reflect the expectations
of vulnerable social groups such as the
disabled, women, elders, the jobless and
homeless, which are cited both in the
Turkish Constitution and in the relevant
laws, in municipalities’ strategic plans.
Such expectations should be taken in to
consideration in the strategic plans by
setting the relevant objectives, targets,
activities and indicators specific to the
groups in question. Including in the
strategic planning process diverse social
groups’ needs and demands is vital
for the equity and inclusiveness of the
municipality’s decisions. Democratic
governance requires that the priorities of
each social group and the organization’s
capacity to meet these should be included

Striking a balance between the future
generations’ quality of life and today’s
needs in ecological, economic and social
terms should be one of the priorities of
local governments for the purpose of
their own operations. It is observed that
12 municipalities have used the word
“sustainability” in their statement of
vision and mission. The use of this term
in vision and mission statements is an
important indicator of awareness. Three
municipalities prepared various plans
to define their future vision within the
framework of sustainable development.
The sustainable urban development
perspective offers the broadest framework
for municipalities to work in cooperation
with stakeholders on the basis of
democratic governance principles.
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EXAMPLE BOX 2
Esenler Municipality took a praiseworthy
step in this respect by publishing a
book titled “2030 Local Sustainable
Development Goals” evidencing
its commitment to the UN SDGs.
The principle of Responsibility and
Responsiveness requires municipalities’
active efforts in promoting global, national
and local commons.

Figure 7: Esenler Municipality's
2030 Local Sustainable
Development Goals Report 20
Kadıköy Municipality prepared the
“Sustainable Energy Action Plan” in 2010
where the actions and activities to combat
climate change were planned to be carried
out in the district under the leadership
of the municipality. This was followed by
the “Kadıköy Integrated and Participatory
Action Project” aiming at reducing
the effects of the climate change in an
integrated and participatory manner. This
study combining the urban sustainability
goal with the democratic governance
approach is an exemplary initiative on the
subject matter.

Figure 8: Sustainable Energy
Action Plan of Kadıköy
Municipality21

20
21
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Retrieved on March 05, 2018 and retrieved from Esenler Municipality's website:
http://www.surdurulebilirkalkinma.gov.tr/wp-content/uploads/2017/05/esenler.pdf
Retrieved on March 05, 2018 and retrieved from Kadıköy Municipality's website
http://www.kadikoy.bel.tr/Documents/file/dosya/kadikoy_belediyesi_surdurulebilir_enerji_eylem_
plani.pdf
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Strategic plans cover long term decisions
as they are prepared for 5 years. Short
and mid-term decision-making processes
are carried out by the Municipal
Council, the mayor, municipal executive
committee and department managers.
In these processes citizens’ and other
stakeholders’ views should be included
in the decision-making processes by
means of consultation meetings or by
direct participation. Other methods,
such as opinion polls, which is included
in the legislation, can be used as well.
Other effective means in this respect
are regular meetings to be organised in
neighborhoods with the participation
of citizens and headmen, neighborhood
councils, Public Days, and Internet
based engagement mechanisms. Such

engagement tools will boost the local
and collective nature of the decisions to
be taken. It is important, for the purpose
of democratic local governance, to set
broader participation as a target, ensure its
implementation through various activities,
and to monitor its effectiveness by means
of measurable indicators. The results of
our survey in this area where we took the
2016 data as basis are given in Graph 1. To
sum up what we tried to explain here, in
order for a data-based strong participation,
the following elements are essential:
• Participation, consultation and
cooperation processes should be regularly
recorded in a data-based manner, and
• Shared in detail in activity reports.

GRAPH 1. PARTICIPATION INDICATORS BY METHODS USED ON THE
BASIS OF 2016 DATA BY THE NUMBER OF MUNICIPALITIES
40
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30
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36
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11
3
Carried out
opinion polls

Carried out
opinion polls
and shared the
results

Performed at
least one of the
participation
methods, i.e.
neighborhood
councils, public
day, internet based
engagement tools.

Performed and
shared the results
of at least one of
the participation
methods of
neighborhood
councils, public
day, internet based
engagement tools.
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EXAMPLE BOX 3
Eyüpsultan Municipality set up the website eyupicinfikrimvar.com which offered
the citizens to forward in electronic environment their suggestions for the district
in the format of a project. This is a good example of innovative solutions for
greater citizen participation.

Figure 9: Website of “eyupicinfikrimvar.com” Eyüpsultan Municipality 22

Figure 10: The number of meetings, explanations
and expenditures of Avcılar Municipality's
Women, Children, Young people, Disabled and
Neighborhood City Councils23

Avcılar Municipality
included in its 2016
Activity Report the targeted
and actual numbers of
meetings planned for
women, children, and
citizens with disability,
as well as city council
meetings for the purpose
of greater participation.
The Report also included
the amounts spent for such
meetings and the associated
explanations. The quality
of participation will rise
by sharing the scope and
impact of these meetings in
a data-based and purposeful
manner.

22 Retrieved on March 05, 2018 and retrieved from Eyüpsultan Municipality's website:
http://www.eyupicinfikrimvar.com/bir-fikrim-var
23 Retrieved from Avcılar Municipality's 2016 Annual Report page 228.
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Municipalities’ democratic and
efficient management requires, first and
foremost, relations of trust amongst the
municipality and the citizens and all
other stakeholders. As is the case with all
management processes, relations of trust
in municipality-citizen relations bears an
immense and multi-layered importance.
It is very difficult to make and implement
decisions and to efficiently use the
resources in the absence of relations of
trust. Lack of trust entails costs such at
objections, conflicts, creating barriers, or
avoiding participation or cooperation. A
key to building trust in municipalities on
the part of citizens and other stakeholders
is to be transparent and accountable.

Almost all district municipalities of
Istanbul put the Activity Report and
Performance Programs, as well as the
agenda items of municipality councils’
meetings on their website in line with
the principle of accountability. This is
a necessity as the municipality council
members, being the main decision
makers in municipalities, have to be even
more accountable. 24 municipalities
were found to be sharing the number
of inquiries received from citizens in
the year, of which only 3 shared these
inquiries’ content in their Activity
Report. Data as regards transparency in
Municipality Council and other decisionmaking processes is shown in Graph 2.

GRAPH 2. TRANSPARENCY INDICATORS FOR DECISIONMAKING ON THE BASIS OF 2016 DATA BY THE NUMBER OF
MUNICIPALITIES.
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EXAMPLE BOX 4
Pendik Municipality provide
an application on their website
that enables the visitors to make
searches by words and download
documents all Municipal Council
decisions starting from 2007. This
is an exemplary practice in terms
of citizen-centred democratic
governance as it makes the municipal
decisions accessible to everyone.

Figure 11: Pendik Municipality, Municipal
Council decisions24
Sarıyer Municipality put the scripts of Municipality Council meeting discussion
recordings on its website and enabled downloading of the files. Such a direct
sharing of meeting discussions with the citizens indicates the compliance
with the transparency and accountability principles of good governance by the
Municipality Council and its members.

Figure 12: Sarıyer Municipality, recording information of Municipality Council
decisions

24 Retrieved on March 05, 2018 and retrieved from Pendik Municipality's website:
https://www.pendik.bel.tr/bilgisistemi/karar
25 Retrieved on March 05, 2018 and retrieved from Sarıyer Municipality's website:
http://sariyer.bel.tr/Meclis/MeclisKararlari.aspx
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Governance in resource utilization
Another important process for democratic
governance is ensuring participation
in resource utilization processes. The
Municipal budget that should be prepared
in line with the strategic plan has to
balance democratic participation and
efficient financial management. However,
during our survey, based on the data
accessible to citizens, it was found that
none of the Istanbul municipalities
had conducted a participatory local
budgeting process. Participation in
resource utilization is an indispensable
requirement for a truly participatory
management approach as is the case with
the setting of the agendas, targets and
performance of activities. The size of the
targets set, and the scope and impact of
the activities should be closely linked to
the budget items for which the allocations
are made. To enable the citizens and
stakeholders to have a say in shaping the
budget, in other words in the allocations
to be made, will be an improvement for
effective participation in the budgeting
process.
The strategic goals and targets set for
different social groups, indirectly affects
utilization of resources process, although
not as directly as the participation in the
budgeting process. Goals and objectives

identified for different social groups,
and activities necessitate the use of
resources in cash and in kind. Therefore,
participation of various social groups in
the resources allocation process bears
importance in utilizing resources in an
equitable manner. Just like the democratic
allocation of resources, their utilization
for social development in an efficient
and effective manner is critical for the
democratic governance in municipalities.
90 per cent of the municipalities we
researched had set strategic targets and
indicators, and carried out activities for
women, citizens with disabilities and
children. The rate declines to 78, 54, and
5 percent for the poor, the jobless and
homeless, respectively. In the field of
social policies eight municipalities shared
information on the expenditures they
made for social groups, and only three
shared its social budget in percentages.
Municipalities’ allocation and use
of resources in a responsible and
responsive manner, and their sharing
their expenditures is important in
terms of sustainability as well. Graph 3
shows the indicators in connection with
municipalities’ governance in using the
resources in a responsible and responsive
manner. We found that 25 municipalities
cooperated with NGOs and allocated
resources for this purpose.

GRAPH 3. INDICATORS OF RESPONSIBILITY AND RESPONSIVENESS IN
RESOURCE UTILIZATION ON THE BASIS OF 2016 DATA BY THE NUMBER
OF MUNICIPALITIES
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EXAMPLE BOX 5
Bağcılar Municipality shared in their Performance Programme their planned 2017
activities to enable citizens’ participation in the management of the municipality,
the performance indicators set for this purpose, and the estimated budget items
by departments. Allocation of resources bears critical importance in improving
participation. The cost of participation is as important as its quality. Resources
should be increased to support effective and meaningful participation of citizens
and stakeholders.

Figure 13: 2017 Performance Program of Bağcılar Municipality 26
Başakşehir Municipality shared in its 2016 Activity Report, in the table
illustrating the Social Aid Activities Directorate’s performance results, the
activities carried out for the benefit of the targeted social groups, the number of
people receiving the services, reasons for deviations from the target, and the actual
amount of expenses. Sharing information about the resources spent for services
aiming at specific social groups, and their reasons is important from the view
point of transparency and equity.

Figure 14: Social Aid Activities Directorate's 2016 Performance
Results Table of Başakşehir Municipalit27
26 Retrieved from Bağcılar Municipality's 2017 Performance Program page 95.
27 Retrieved from Başakşehir Municipality's 2016 Annual Report page 208.
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Bakırköy Municipality in its 2016
Performance Program shared the
total amount of funds spent for
social services, and their share in the
general budget. For an assessment of
responsible and equitable governance,
the activities to be carried out and the
amount and the rate of the amount
to be spent for this purpose should
be shared with the public. Steps
taken to this end will contribute to
the municipalities’’ implementation
of good governance principles
such as participation, equity, and
responsibility.

Figure 15: Expenditures of different social
services in 2016 Performance Program of
Bakırköy Municipality28

Improvement of municipal services,
their quality and spread, depends on
the continuous growth in resources and
their effective and efficient use. Major
factors that contribute to the effective
and efficient use of municipalities’
resources are the collection of revenues
to the maximum extent, licencing
all the enterprises in the district, the
most efficient use of municipalities’
immovables for the public benefit, and
empowerment of their institutional
capacities with the support of their human
resources, information and technology.

All municipalities in Istanbul can collect
their taxes through the Internet. Graph 4
shows the indicators for transparency in
efficient and effective use of resources.
25 municipalities share their final
accounts data on their websites. Only 5
of them share their annual expenditures
against their strategic plan targets. These
findings reveal that there are areas in
Istanbul’s district municipalities that need
improvement in terms of transparency.

GRAPH 4. TRANSPARENCY INDICATORS IN UTILIZATION
OF RESOURCES BASED ON 2016 DATA BY THE NUMBER OF
MUNICIPALITIES
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28 Retrieved from Bakırköy Municipality's 2016 Performance Program page 141.
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EXAMPLE BOX 6
Üsküdar Municipality established in its
2015-2019 strategic plan their strategic
goals, targets and activities for efficient
and effective use of resources. They also
set measurable indicators such as those
for growth in income, donation project
applications, etc. within the coming 5
years. In their Activities Report they
shared the activities carried out for this
purpose with the associated indicators
Beyoğlu Municipality shared in 2016
Activity Report the last three years’
comparative accrual and collection
rates which is an exemplary practice in
terms of financial transparency. Sharing
information in a transparent manner
will strengthen democratic financial
governance.

Figure 16: Üsküdar Municipality's 20152019 Strategic Plan29

Figure 17: Last 3 years comparative
accrual and collection rates in Beyoğlu
Municipality's 2016 Annual Report 30

Esenyurt Municipality shared the list
of all the fixed assets they owned in
detail in their 2016 Activity Report.
It is observed that municipalities do
not share adequate information about
their immovables which constitute an
important source of income and they
should be managed in a transparent
and accountable manner. Esenyurt
Municipality therefore took an important
step in this direction.
Figure 18: Esenyurt Municipality's
fixed assets 31

29 Retrieved from Üsküdar Municipality's 2015-2019 Strategic Plan page 65.
30 Retrieved from Beyoğlu Municipality's 2016 Annual Report page 146.
31 Retrieved from Esenyurt Municipality's 2016 Annual Report page 248.
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Governance in delivery of
services
The decisions taken by the municipalities
and the resources they use in connection
with these decisions materialize in the
form of the activities and services they
deliver. Meeting the voters’ expectations
and the needs of the district can only be
possible by the services provided and
the activities carried out. In our study
we analysed the services provided by the
municipalities to analyse the democratic
governance culture in municipalities.
The topics we studied in this part of
our survey were, the services provided
for different social groups, the extent
to which the investments made were
publicly shared, measurement of citizen
satisfaction, and provision of services
through the e-government website.
It was found that 11 municipalities
conducted opinion polls within the year,
but three of them shared the results, 28
municipalities conducted surveys by
using questionnaires, and half of them
shared the results in their activity reports,
but none of them put the results on
their websites to make them accessible
to citizens. A participatory delivery of
services requires transparent sharing of
these data. In addition to measurement
of citizen satisfaction, the consideration
of complaints received is a rich source
of data for municipalities to assess
their own management performance.
30 municipalities shared the number of
complaints they received, but only 18
shared the content of the complaints by
the type of service and/or departments.

The positive impact of opportunities
provided by the Internet can be seen
in the municipalities’ activities. 92 per
cent of the municipalities provided their
services in full or in part through their
websites to the citizens. A vital tool for
the citizens to benefit from the municipal
services equitably is opening the
services to citizens’ access transparently
through the digital environment. 70%
of the municipalities share their service
standards through their websites often on
the basis of their departments. However,
the rate of municipalities who share al
their committees’ reports on their website
is only 30 per cent. Municipality council
committees are the bodies that provide
expert inputs to the democratic decisionmaking processes. Transparency of the
committee reports will encourage trade
associations, universities and specialists to
participate in decision-making processes,
which will raise the quality of the
decisions in connection with the services
and their implementation. A point
worth mentioning is the discrepancies
between the social services targets set in
municipalities’ Strategic Plans and their
activities they actually perform. Graph
5 shows the figures in connection with
this aspect. Carrying out the activities
in a data-based manner and keeping
records will help municipalities to
promote integrated thinking within the
organization
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GRAPH 5. CONSISTENCY OF STRATEGIC PLAN GOALS AND
THE SERVICES DELIVERED IN 2016 BY THE NUMBER OF
MUNICIPALITIES
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Municipalities are entities that are
able to activate the citizens’ sense of
responsibility and responsiveness. They
can use mechanisms of contribution
such as voluntary activities, traineeship
programs and similar others. In this
context we made the following data-based
observations:
• 15 municipalities provided
opportunities for voluntary activities,
• 10 of them shared information about
these activities in their annual reports,
• 7 of them set performance indicators for
these services.
Based on these examples it can be
concluded that municipalities do not
report their activities adequately, and in a
data-based manner.
Citizen satisfaction, and the number
and nature of demands and complaints
are among the major indicators by
means of which measurements can
be made to assess the effectiveness
and efficiency of the services. As is
mentioned before, citizen satisfaction
measurements are the tools frequently
used by the municipalities. We found
that 30 municipalities keep records of
the complaints about their services and
often share their number. The number of
municipalities who share the nature of
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these complaints in their activity reports,
on the basis of departments, or at least
more than two departments, is only 18.
Recording the number of complaints
on the basis of neighborhood, social
group, field of service and municipal
departments will offer valuable source of
data to municipality management, and
this will enable them to take evidencebased decisions for an inclusive and
integrated management. Sharing the
related information will on the other
hand help citizens to assess their
municipalities’ performance.
The conformity of the municipalities’
targets, activities, budget and performance
indicators is the main indication of
consistency. Integrated thinking requires
continuous interaction and consistency. In
general, the correlation amongst strategic
goals, activities and expenditures are
clearly shared by the municipalities.
34 out of 37 municipalities share
their performance results, and 32 the
realisation rates in their activity reports.
32 municipalities measure their activities
against their strategic plans and share
the related data with the citizens. A point
of weakness is that only 20 out of 37
municipalities share the overall realization
rate of their strategic plan targets and give
explanation in this respect.
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ÖRNEK KUTUSU 7
Ümraniye Municipality in their 2016 Activity Report shared detailed information
about their management of demands and complaints received from the citizens,
linking this practice to their “citizen- and quality-focused approach”. Assessment
of citizen satisfaction on the basis of each municipal department is an area that
needs considerable improvement.

Figure 19: Ümraniye Municipality demands and complaints table32
Bahçelievler Municipality have set up a website with the name
bahcelievlergelisiyor.com where they share the services they provide and the
projects they carry out. The content of the website can be filtered on the basis
of the subject, neighborhood, project impact and the target group. This is an
important tool in putting into practice the principles of transparency and
accountability, as well as an opportunity for the citizens to easily access and
assess the services provided.

Figure 20: Website “bahcelievlergelisiyor.com” of Bahçelievler Municipality33

32 Retrieved from Ümraniye Municipality's 2016 Annual Report page 106.
33 Retrieved on March 05, 2018 and retrieved from Bahçelievler Municipality's website:
http://www.bahcelievlergelisiyor.com/
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Organizational infrastructure,
supervision and consultation
processes
Municipalities can implement the
decisions they make, use the resources
they allocate and carry out the activities
they plan in an efficient and effective
manner only if they have the adequate
institutional capacity. To operate
such capacity in the desired direction
and effectively, the consultation and
supervision processes have to be managed
transparently and in an accountable
manner. Under circumstances where
external stakeholders have no trust in,
and they do not understand the processes
there will be no room for cooperation and
joint efforts.
Efficient and continuous consultation

enables municipalities to deliver the most
suitable services in the correct place and
time, and with the most helpful methods.
In Türkiye districts’ management is
mainly carried out on the neighborhood
level and with the cooperation of the
neighborhood headmen. Therefore,
neighborhood level consultation,
participation and supervision play
an important part in the institutional
operation of district municipalities.
Democratic and efficient management of
districts requires municipalities’ being
in constant contact with neighborhoods
and the headmen, as their elected
representatives. Graph 6 indicates that
only part of the municipalities carries
out neighborhood level consultation and
supervision processes, and many of these
display weaknesses in gathering data and
reporting in this respect.

GRAPH 6. INDICATORS IN CONNECTION WITH PARTICIPATION
AT NEIGHBORHOOD LEVEL ON THE BASIS OF 2016 DATA BY THE
NUMBER OF MUNICIPALITIES
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The legislation provides that Ethics
Committees should be set up in
municipalities for an equitable and
ethical delivery of services. In all the
municipalities surveyed principles of
ethics are mentioned in various different
documents and in 31 municipalities
Ethics Committees have been set up.
However, only two of these partly shared
the decisions of their Ethics Committee on
their websites.
66

20

Share in their activity Organise Public Days
reports the number of
with the partication
neighborhood meetings
of the Mayor

Share in their activity
report the number
of Public Days
organised

24 Municipalities have employed an
internal auditor to build a legal and
ethical auditing capacity. However only
three of these have publicly shared the
audit reports, and one published on its
website the report of the Supreme Court
of Public Accounts which is the main
mechanism of central financial.
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EXAMPLE BOX 8
Şişli Municipality published an Ethics Information
Booklet they prepared on their website for public access.
The booklet covers the ethical principles and ethical
forms of behaviour that the public officials have to
comply with, in addition to the relevant legislation.
Municipalities’ informing citizens on this area and
encouraging them to take action will contribute to the
efforts for more equitable and ethical public services.

Figure 21: Şişli Municipality
Ethics Information Booklet34
Sancaktepe Municipality have published on their website the Ethical Council
legislation, Ethics Committee’s tasks, and the Ethics Contract, as well as the
names and communication details of the Ethics Committee members. Providing
information to citizens in such an easily accessible and clearly comprehensible
manner will increase citizens’ getting in touch with the municipalities and enable
municipalities to learn more about areas of dissatisfaction about their institutional
operation.

Figure 22: Sancaktepe Municipality's Ethical Council
legislation, Ethics Committee members and tasks, Ethics
Contract35

34 Retrieved on March 05, 2018 and retrieved from Şişli Municipality's website:
http://www.sisli.bel.tr/icerik/etik-komisyonu
35 Retrieved on March 05, 2018 and retrieved from Sancaktepe Municipality's website:
http://www.sancaktepe.istanbul/tr/etik-kurul
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The responsibility and responsiveness
principles of good governance require
that the governance of municipalities
should attach great importance to
citizen satisfaction and take into
consideration their complaints. Demands,
complaints and opinions received from
citizens constitute a valuable source of
information for the top management
of municipalities to assess their own
performance. During our survey we
observed that there were forms of
complaint on 36 municipalities’ websites
for citizens to forward their dissatisfaction
with the municipal services, however
only eight municipalities’ websites shared
information on the citizens’ right to
complaint. 24 municipalities recorded the
number of complaints they have received,
but only two included the content of the
complaints in their activity reports.
Use of quality management systems is the
most important tool for an efficient and
effective municipal institutional operation.
All the municipalities within the scope of
our study have included in their Strategic
Plan institutional development goals.
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However, only 20 municipalities have
adopted a certified quality management
system. 36 municipalities have been found
to have organized on-the-job training and
26 municipalities offered quality system
training to their employees. The fact that
all the municipalities have a website and
provide e-municipality services is a good
indication of the presence of a meaningful
citizen interaction system, supported by
mobile applications in 30 municipalities.
Development of innovations, transferring
applications from elsewhere and using
these by harmonizing with the local
conditions play an important role
for the improvement of institutional
operation. In our survey we found that
26 municipalities have appointed a
department or a unit for D&R activities.
10 of these actually carry out R& D
activities, and five measures and report
such activities. 20 municipalities have an
external affairs department or a unit to
carry out work for transferring resources,
information or applications from external
sources. 33 municipalities have at least
one sister municipality abroad.
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EXAMPLE BOX 9
Sultanbeyli Municipality have set up the
Sultanbeyli Research and Development Centre
(SARGEM) to improve total quality management,
conduct data-based service analyses, monitor
innovations and provide in-house statistical,
reporting and consultation services. Departments
or administrative units within municipalities
such as this one will contribute to further
improve democratic governance.

Figure 23: Sultanbeyli Research and
Development Centre (SARGEM)36
Kartal Municipality switched to Integrated Management System (IMS) to
respond to citizens’ demands faster, raise their satisfaction rates and conduct an
efficient and effective management. With the IMS, the management processes
for quality, occupational health and work safety, environmental, risk, emergency,
and performance have been integrated, which is an approach in accordance with
democratic governance principles.

Figure 24: Kartal Municipality Integrated Management System37

36 Retrieved on March 05, 2018 and retrieved from Sultanbeyli Municipality's website:
http://www.sultanbeyli.istanbul/sultanbeyli/sargem
37 Retrieved on March 05, 2018 and retrieved from Kartal Municipality's website:
https://www.kartal.bel.tr/tr/kurumsalyapi/IsoBelgelerimiz.aspx
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Implementation of transparency and
accountability principles enables
improvement of institutional operations
in municipalities and effective operation
of consultation and supervision processes.
In Graph 7 we shared the indicators
of transparency and accountability in
consultation and supervision processes in
the municipalities we analysed during our
study. Below are our other findings in this
respect:

• Number of municipalities with forms
on their websites for citizens’ information
requests directly from the municipality
or through BIMER (Prime Ministry
Information Centre): 34
• Number of municipalities who disclose
the number of information requests in
their activity reports: 23
• Number of municipalities disclosing the
content of information requests: 1

GRAPH 7. INDICATORS ON THE BASIS OF 2016 DATA FOR
TRANSPARENCY AND ACCOUNTABILITY OF THE INSTITUTIONAL
CAPACITY COVERING THE SUPERVISION AND CONSULTATION
PROCESSES, BY THE NUMBER OF MUNICIPALITIES.
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Results in Connection with the
Learning Cycle
Transparent and accountable relations
with stakeholders based on trust;
participation at all stages; continuous
development of institutional capacity;
efficient and effective use of the available
resources and develop new ones; and
delivery of services on the spot, equitably
and impartially are the key factors that
will promote good governance culture in
municipalities and ultimately raise the
citizens’ quality of life. Implementation
of good governance principles in different
processes and areas requires:
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• Setting up various institutional
structures;
• Effective use of these structure
supported by effective applications; and
• Recording the results in a data-based
manner.
Establishing a consistent structure,
implementation, measuring and learning
cycle on the basis of governance
principles will enable the municipalities
to build and develop local democratic
governance. An example for this cycle is
the presence of institutional participation
mechanisms (such as the City Council)
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for participatory decision making;
effective operation of such structures
(regular participation processes); and the
inputs obtained from such participation
producing measurable results
(transforming of City Council’s proposals
to Municipal Council decisions).
During our study we were able to find
evidence that although 35 municipalities
had City Councils, only one City Council
submitted a proposal to the Municipal
Council. Only three municipalities
consulted their City Councils while
preparing their 2015-2019 Strategic
Plans. On the other hand, while
33 municipalities operated various
participation mechanisms, only 20 of
them shared their participation processes
at various levels in their annual activity
reports.
We observed that the learning
cycle displayed weaknesses in the
resource utilization process as well. A
municipality’ success in the delivery of
services to effectively meet citizens’ needs
and demands depend on their limited
resources. In this context we found that
although all municipalities in Istanbul
offer the opportunity to pay taxes through
the Internet, 30 of these shared with the
citizens the rate of collections against
the accruals. Only eight municipality
provided explanations about their
collection rates.
There were areas that needed
improvements in service delivery
processes as well from the viewpoint
of the learning cycle, i.e. the cycle
of building the structure, ensuring
implementation and making the relevant
measurements. It was observed that
36 district municipalities delivered
services specific to seniors (the retired
and the elderly), but the number of
municipalities where a target is set for
this purpose was 27. This is the case
with the social services area as well.

While only 29 municipalities set strategic
goals and indicators for delivering
social services, all the 37 municipalities
within the scope of our study gave such
services. Consequently, there is room for
improvement in consistency of the plans
and service delivery as to which social
groups received social services, why and
with which resources.
A similar situation is observed in the
area of organizational/institutional
infrastructure that covers the supervision
and consultation processes. 100 per
cent of the municipalities have set
organizational improvement goals, in areas
such as human resources and information
technology, but the realization rate of
these goals is 89 per cent, and the rate of
data-based disclosure of the realization
rates together with relevant explanations
fall below 54 per cent. Complaint
recording systems through which the
municipalities use to assess their own
operational performance is subject to the
common tendency: 65 per cent shared the
number of complaints within the year in
their official documents but only 5 per
cent disclosed their nature and the area
involved.
In view of the above we can conclude that
37 district municipalities included the
governance principles in their strategic
plans and established these principles as
their goals in various areas and processes,
set up various mechanisms and carried
out activities for this purpose. However,
this was not the case in the phases of
implementation and measurement.
Their performance in setting up good
governance structures is not satisfactory
when it comes to the phases of
implementation and measurement. For
an effective democratic governance in
district municipalities the measurement
and learning processes should be carried
out in a more consistent, data-based and
transparent manner.
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OVERALL ASSESSMENT
The scorecards of Istanbul districts’
municipalities as a whole display a
performance below 65 per cent. Even the
top-ranking ones have significant room
for improvement. There are many areas
to be improved by learning on their own
or from each other. The lowest ranking
group’s scores are within the range of
30 to 40 per cent, indicating that these
have to make greater efforts to improve
themselves.
Below are our findings about the Istanbul
municipalities in general:
• There are weaknesses in the discourse,
principles and measurable goals in their
Strategic Plans. There is a high potential
for improvement in communicating
their mission, vision and principles
in the strategic plans at the levels of
strategic goals and targets. There is lack
of measurable and meaningful indicators
in many of these. Especially performance
indicators covering several years that
would enable an overall comparison are
not shared with the citizens. The contents
of the Activity Reports and Performance
Programs lack data and information
that would allow a data-based,
meaningful observations and consistent
benchmarking. These weaknesses render
it impossible to make an assessment as
to the rate of realization of the Strategic
Plans, as to which areas and by using
which resources such realization took
place. The strategic goals, targets,
activities carried out for their realization,
the results obtained, and the resources
used should be reported, together with the
relevant explanations, in a data-based, and
consistent manner; and all these should
be open to citizens’ access.
• Coherence and interaction of the
strategic plans with the central
government’s policies, plans and
programs: Municipalities are
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institutions that should be in alignment
and interaction with the central
administration. This does not mean a
political tutelage, or political dependency,
or lack of autonomy. Municipalities
are expected to meet local needs,
therefore have to abide by the national
constitution, fundamental rights, the
central development and local plans.
To give an example from our survey,
21 municipalities have referred to the
national development plan in their
strategic plans, but only a few of them
linked their strategic goals with the
national development plan. In other
words, municipalities can only fulfil their
duty of upholding local interests by taking
as basis the national plans and providing
data-based reasons.
• Integration of the available
mechanisms, regular performance of
activities, recording the outcomes and
sharing them with the public will help
strengthening the relations of trust.
Looking at the municipalities as a whole
we see that the implementation of the
principle of participation is at a level of
31%. Few municipalities use more than
one participation mechanism and only 20
municipalities asses their implementation
of the participation principle in their
activity reports. Participation is often
perceived as a procedural matter. This can
be observed in the failure of disclosing as
to how the participation is attained, who
actually participated in the mechanisms,
and what results are obtained. In reports
only, pieces of simplistic information are
given such as the number of meetings and
the number of attendees. The ultimate aim
of participation is the citizens’ exercising
their right to make an impact on the
decisions and their implementation. The
quality of participation cannot be assessed
with immeasurable impact and an impact
for which no explanation is given.
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• There are many areas where
improvement is needed as regards
participation in the allocation and
utilization of resources, and the
principles of transparency and
accountability. Municipalities have not
adopted a participatory approach in
allocating resources. No goal or target can
be realized without the support of the
resources. For good governance, citizens’
and other stakeholders’ views should be
sought at the stage of resource utilization.
Similarly, transparency is conceived as
the practice of sharing the budget, balance
sheet and final account data. However, the
list of municipalities owned fixed assets,
their mode of use and the income derived
from them should be included in the
reports. Also, the collection rates against
the receivables, number of enterprises
without an operation licence, number and
quality of motor vehicles in use should
be shared for the purpose of transparency.
Municipalities should be conscious of
the fact that the citizens have the right to
demand information under the relevant
legislation and be prepared for queries.
• More information should be made
accessible and comprehensible by
the citizens as regards the allocation
and use of resources, and the
impact of such allocation should be
measurably assessed. Municipalities’
rate of sharing data has remained at a
limited level as regards the allocation
and use of resources. In addition to
the implementation of the principles
of participation, transparency and
accountability in the use of resources, the
data as regards planning and management
of resource utilization should be recorded
in a meaningful manner. This should
include the reasons for, and the rate
and amount of allocations, and the
expenditures, as well as the impact made.
The outcome should be shared with the
citizens in a data-based and meaningful
manner to make comparisons. For

example, explanation should be given as
to which social group, in what amount
and reasons why the resources have been
allocated. To give an example amounts
spent for supporting the disabled, women,
children and other social groups on yearly
basis and for a period of 5 years should
be made publicly accessible, by sharing
the data in this regard, by giving the
associated reasons and in a manner that
enables benchmarking.
• Municipalities are recommended
to practice greater participation, and
greater use of data, to adopt integrated
thinking and transparency in order
to be more inclusive and equitable in
their decision-making processes, use
of resources and delivery of services.
Municipalities’ capacity to meet common
local needs and demands directly
affects the quality of their performance
management. One of the major
weaknesses of municipalities is their
inadequate rate of sharing their activities
in an integrated, data-based and consistent
manner. Although municipalities carry
out numerous types of activities in
various fields these are not brought to
the attention of the citizens. The reason
lies in the inadequacy of an integrated,
data-based and transparent management
approach. An integrated approach is
crucial for the success of a municipality.
An activity/process-based coordination
amongst different management levels and
departments will increase municipalities’’
inclusiveness and capacity to deliver
services equitably, which in turn
will raise citizens’ satisfaction levels.
Measuring performance of every process
and benchmarking them will strengthen
the management’s decision-making and
guiding capacity.
• Sustainable development goals should
be recognized as a complementary vision
of democratic governance and reflected
in the municipalities’ governance
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culture. Sustainable development vision
is gaining importance in both the world
as a whole and in our own country.
This vision is increasingly integrated
Türkiye’s policies and plans. The local is
the part of the national, and the national
is part of the word. None of them can
be separated from the other. Regrettably
Istanbul’s municipalities have failed to
link this vision with their objectives while
carrying out their activities. Mention is
made of the sustainability goals in their
strategic plans, but these are not reflected
in their objectives, visions, activities
and the reporting processes. It should be
underlined that each and every activity
carried out by a municipality can be put
in the context of sustainable development.
Considerable progress can be made in this
area if resolute and attentive efforts are
made.
• Ensuring an integrated management
system and integration of information
technology in strengthening the
institutional capacity and operation will
boost integrating thinking within the
organization. All district municipalities
included information technology goals
in their strategic plans. This is important
in this age of digitalization. Information
technology and quality management
systems offer big opportunities for
rendering the institutional operation
capacity data-based, integrated and
participatory.
• The biggest efforts for improvement
should be made in the area of
learning cycle involving the structure,
implementation, and measurement.
Within the scope of our survey we
identified, in the light of various
results, areas in all municipalities
needed improvement in the fields of
structure, implementation/integration
and measuring/learning. The connection
and consistency in the transformation
of discourse and objectives into actions,
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measurable outputs are lessening. It
has to be underlined that in order for a
democratic and effective management of
municipalities there has to be structures
that are compatible with the objectives,
which operate efficiently and produce
measurable outputs. Measurable outputs
provide the basis necessary for guiding
and attaining continuous improvement.
Looking at the Istanbul’s district
municipalities from a perspective of
democratic governance, it can be said
that in all of them there is a substantial
potential for improvement for the
purpose of a data-based, participatory,
integrated, and continuously learning
management. Overcoming these
weaknesses is indispensable for the
democratic governance to infiltrate into all
institutional structures and activities in
municipalities. Our Guideline presented
in App.1 will help municipalities’ selfassessment in this respect. We hope that
it will guide them in completing the
learning cycle in every process they carry
out and improving their good governance
performance
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RESULTS OF THE “RIGHT TO
INFORMATION” SURVEY

9 questions were forwarded to 37 district
municipalities by using the following
means:

We conducted our Istanbul District
Municipalities’ Governance Scorecard
project on the basis of the data accessible
to all citizens. In the case of data
inaccessibility through the Internet,
we made use of the citizens “right to
information” legislation and demanded
information from the municipalities.
This stage of gathering data was carried
out with the cooperation of Sabancı
University students.

• Through the information query forms
shared on the municipality’s website;

Law No.4982, published in the Official
Gazette No 25269, dated 24 October 2003,
laid down the framework within which
the citizens can exercise their right to
information in accordance with the equity,
impartiality and openness principles of a
democratic and transparent management.
In line with this legal provision we chose,
within the scope of our methodology, the
topics for which we intended to obtain
information. Each student directed their
questions, each of which involving at least
one of the good governance principles,
to the 37 municipalities simultaneously,
by complying with the legally required
steps. We included the responses received
from the municipalities within the
legally identified period of 15 days. We
considered the cases where the response
is given after this specified deadline, or
those which are not given at all, as failure
in receiving a response.

• In the absence of such form, by
e-mailing the question, or sending a
message to the Mayor;
• Using the BIMER (Prime Ministry
Information Centre) infrastructure
Only 12 municipalities responded within
the legally identified 15-day period.
However most of the responses contained
invitation for a face-to-face meeting, rather
than giving the information requested.
Few included meaningful answers to the
questions.
Under the relevant legislation every
municipality should be conscious of the
citizens’ right to call the municipalities
to account for matters they choose under
the legislation governing the citizens’ right
to information, and therefore they should
be prepared for giving explanations
and providing the pieces of information
requested. In this respect it was found
that municipalities need to improve their
process of responding citizens’ demands
for information.
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ISTANBUL DISTRICT
MUNICIPALITIES FROM
THE PERSPECTIVE OF
NEIGHBORHOOD HEADMEN

asked about their relations with the
municipalities they were reporting to. The
questionnaire is presented in App.2

One of the tools we used for the purpose
of our research was the survey with the
headmen through the questionnaires
we prepared where questions were

• 16,8 per cent of headmen in Istanbul took
part in the survey. The distribution of these
headmen among the district is given in the
Graph 8 below.

Demographic results

GRAPH 8. DISTRIBUTION OF THE HEADMEN FILLING IN THE
QUESTIONNAIRE AMONG THE DISTRICTS
13% 8%

8%
7%
7%

57%
Çatalca

Beykoz

Fatih

Güngören

• Of the headmen taking part in the survey
90.8 per cent were male and 9.2% female.
• 67 per cent is over 50 of age and 33 per
cent in the range of 25-50.
• Half of them were graduates of high
school, 26.3 per cent primary school
graduates, 13.2 per cent secondary
school graduates, 9.2 per cent university
graduates, and 1.3 per cent are
postgraduates.
• 35.1 per cent serve in neighborhoods
with a population of less than 10,000; 26.6
per cent with a population within the range
of 10,0000 – 30,000; 22.1 per cent within
the range of 30,000 – 45,000, and 16.2 per
cent in neighborhoods with a population of
over 45,000.

76

Zeytinburnu

Other 26 Districts

Summary Findings
• 81.6 per cent of headmen stated that their
views were not sought, or if sought they
were not taken into consideration during
the preparation of the Strategic Plan. Only
18.3 per cent of the headmen believed their
views were sought and partly or mostly
taken into consideration in the preparation
of the Strategic Plan.
• Headmen were not consulted during
the preparation of the Strategic Plan,
or if consulted their views were not
reflected in the plan irrespective of their
neighborhoods’ population.
(X2 = 5,11, p > 0,05).
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GRAPH 9. RATE OF MUNICIPALTY’S SEEKING HEADMEN’S VIEWS FOR THE
PREPARATION OF THE STRATEGIC PLAN
3,2%
No views asked/reflected

15,2%

Partly reflected
Mostly reflected

81,6%

Were your views sought during the preparation of the Strategic Plan, and if yes, were
these reflected in the Plan?
• 57,1 per cent of headmen answered that
they hadn’t met the municipality officials
in a month or met less than 10 times.
• They stated that municipalities did not
seek their views most of the time when
making significant decisions, or
- During preparation of the municipal
budget,
- During the process of the municipal
council’s approval of the budget,

- Before conducting municipal activities
in the neighborhood such as constructing
roads, work related to the water supply
system, or arrangement of parks, etc.
- In identifying people in need in the
neighborhood
- During decision-making in connection
with the urban transformation works in the
neighborhood.

GRAPH 10. RESULTS OF THE QUESTIONNAIRE ABOUT THE
MUNICIPALITIES’ CONSULTING WITH HEADMEN IN A VARIETY OF
FIELDS
Does the municipality request your views about urban
transformation work to be done in your neighborhood?

15,5%

84,5%

Does the municipality request your views in identifying the
people in need in your neighborhood?

22,3%

77,7%

Does the municipality inform you before doing municipal work
e.g. road, water supply, parks etc?

27,6%

72,4%

Does the municipality request your views about zoning
modifications in your neighborhood?

12,3%

88,7%

Does the municipality request your views at the stage of
approval of the budget by the Municipal Council?

0,6%

99,4%

Were you invited to take part in the municipal budget
preparation process?

0,6%

99,4%

0
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...
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80
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• Headmen stated that they often were not
invited to take part in the municipality’s
committees responsible for important
activities such as zoning, environment
and property tax collection. Part of those
who answered “yes” stated that they were
only informed of the subject matter when
their signatures were needed, while the
others said they were not informed at all.
• Accessibility of headmen’s personally
to the Mayor is at the level of 76,8 per
cent, and to top management and the
department heads 85.3 per cent, while
75.6 per cent were invited to take part in
the City Council’s meetings.

• 59 per cent of the headmen filling
in the questionnaire stated that the
municipality always, or for most of the
time, treated responsively the citizens’
complaints or demands when they, as
headmen of the respective neighborhoods,
forwarded these to the relevant units of
the municipality.
• 78,3 per cent stated that the headman’s
office building was owned by the
municipality. However, the below diagram
shows the answers to the questions asked
whether the municipality covered the
headman’s office costs such as that of the
personnel, office equipment, electricity,
water, telephone bills, and stationary
expenditures, and the like.

44,20%

32,40%

80%

53%

100%

21,40%

GRAPH 11. RATE OF MUNICIPALITY’S MEETING HEADMEN’S NEEDS
ON THE BASIS OF THE QUESTIONNAIRE FILLED IN BY THE HEADMEN.
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Bills (telephone,
water,
electricity,
internet etc.)

Stationary
supplies
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GOVERNANCE SCORECARDS
OF MUNICIPALITIES
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APPENDIX 1. Guideline
PRINCIPLE: DEPLOYMENT AND PARTICIPATION

RESOURCE
UTILIZATION

DECISION MAKING

CYCLE
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LEARNING
CYCLE

NO

CRITERIA

Define and
Structure

01

Municipality prepares its strategic plan with participatory survey
method.

Define and
Structure

02

Municipality prepares its strategic plan with participatory meeting
method.

Define and
Structure

03

There is a City Council.

Define and
Structure

04

City Council proposes suggestions to Municipal Council
for assessment.

Define and
Structure

05

Apart from City Council and website, there are other participation
opportunities (people's day, neighborhood visit etc.) for citizens.

Define and
Structure

06

President of City Council is not the Mayor.

Implementation
and Integration

07

Municipality informs the relevant stakeholder in advance and invites
them to participatory Strategic Planning process.

Implementation
and Integration

08

Municipality includes the opinions of the participated stakeholders
in its Strategic Plan.

Implementation
and Integration

09

Municipality assess and includes the opinions of the City Council
in its Strategic Plan.

Implementation
and Integration

10

Municipal Council assesses the proposals of the City Council.

Implementation
and Integration

11

Municipality shares the information about citizen participation
processes, methods and their contributions in its Annual Activities
Report.

Measurement and
Continuous Learning

12

Municipality shares the list of the stakeholders whose views included
in its Strategic Plan.

Measurement and
Continuous Learning

13

Municipality publishes the opinions of the stakeholders acquired
through survey in its Strategic Plan.

Measurement and
Continuous Learning

14

Municipality publishes the opinions of the participated stakeholders
in its Strategic Plan.

Measurement and
Continuous Learning

15

Municipality publishes the opinions of the City Council in its
Strategic Plan.

Measurement and
Continuous Learning

16

Municipality regularly shares the proposal of the City Council passed
on the Municipal Council.

Measurement and
Continuous Learning

17

Municipality annually reports and publishes the citizens' participatory
activities.

Define and
Structure

18

Municipality prepares its budget with the participation of the
stakeholders.

Implementation
and Integration

19

Municipality informs the stakeholders in advance and invites them
to budget preparation process.

Measurement and
Continuous Learning

20

Municipality receives the opinions of the stakeholders and incorporates
them into its budget.

Measurement and
Continuous Learning

21

Municipality publishes the list of the stakeholders which participated
in its budget preparation process.
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PRINCIPLE: DEPLOYMENT AND PARTICIPATION

INSTITUTIONAL CAPACITY

SERVICE
DELIVERY

PROCESS

LEARNING
CYCLE

NO

CRITERIA

Define and
Structure

22

Municipality receives the opinions and suggestions of the citizens
about its planned services.

Implementation
and Integration

23

Municipality regularly conducts public opinion research.

Measurement and
Continuous Learning

24

Municipality publishes the results of its public opinion research.

Define and
Structure

25

Municipality has got a unit for neighborhood chiefs (Mukhtars).

Define and
Structure

26

Municipality consults with the citizens for identifying neighborhood
needs and priorities.

Define and
Structure

27

Municipality provides online participation opportunity for the
citizens.

Implementation
and Integration

28

Municipality meets with the neighborhood chiefs once a month.

Implementation
and Integration

29

Municipality regularly conducts consultative meetings at the
neighborhoods.

Implementation
and Integration

30

Mayor regularly organizes People's Day.

Implementation
and Integration

31

There is an online form at the municipal website for submitting
opinions and demands.

Measurement and
Continuous Learning

32

Municipality publishes the number of meetings held with the
neighborhood chiefs at its Annual Activities Report.

Measurement and
Continuous Learning

33

Municipality publishes the number of meetings held at the
neighborhood at its Annual Activities Report.

Measurement and
Continuous Learning

34

Mayor publishes the number of People's Day held.

Measurement and
Continuous Learning

35

Municipality shares the opinions and demands received online at
its Annual Activities Report.
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PRINCIPLE: FAIRNESS

DECISION MAKING

PROCESS

LEARNING
CYLE

NO

CRITERIA

Define and Structure

36

There are objectives for the different social groups in the Strategic Plan.

Implementation and
Integration

37

In the Strategic Plan, there are objectives for the disabled persons.

Implementation and
Integration

38

In the Strategic Plan, there are objectives for women.

Implementation and
Integration

39

In the Strategic Plan, there are objectives for youth.

Implementation and
Integration
Implementation and
Integration

40

In the Strategic Plan, there are objectives for children.

41

In the Strategic Plan, there are objectives for senior citizens (elderly, retired).

Implementation and
Integration

42

In the Strategic Plan, there are objectives for unemployed persons.

Implementation and
Integration

43

In the Strategic Plan, there are objectives for poor.

Implementation and
Integration

44

In the Strategic Plan, there are objectives for homeless.

Implementation and
Integration
Implementation and
Integration

45

In the Strategic Plan, there are objectives for the relatives of martyr and war
veterans.

46

In the Strategic Plan, there are objectives for ex-convicts.

47

In the Strategic Plan, there are objectives for immigrants.

48

In the Strategic Plan, there are objectives for the welfare of animals.

Implementation and
Integration

RESOURCE UTILIZATION

Implementation and
Integration
Implementation and
Integration
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49

In the Strategic Plan, there are objectives for ethnic and religious minorities.

Measurement and
Continuous Learning

50

The completion rates are regularly published for the objectives defined in the
Strategic Plan.

Define and Structure

51

There is a unit for project fund raising at the municipality.

Define and Structure

52

In the Strategic Plan, there are objectives for the disabled persons.

Define and Structure

53

In the Strategic Plan, there are objectives for women.

Define and Structure

54

In the Strategic Plan, there are objectives for youth.

Define and Structure

55

In the Strategic Plan, there are objectives for children.

Define and Structure

56

In the Strategic Plan, there are objectives for senior citizens (elderly, retired).

Define and Structure

57

In the Strategic Plan, there are objectives for unemployed persons.

Define and Structure

58

In the Strategic Plan, there are objectives for poor.

Define and Structure

59

In the Strategic Plan, there are objectives for homeless.

Define and Structure

60

In the Strategic Plan, there are objectives for the relatives of martyr and war
veterans.

Define and Structure

61

In the Strategic Plan, there are objectives for ex-convicts.

Define and Structure

62

In the Strategic Plan, there are objectives for immigrants.

Define and Structure

63

In the Strategic Plan, there are objectives for the welfare of animals.

Define and Structure

64

In the Strategic Plan, there are objectives for ethnic and religious minorities.

Implementation and
Integration

65

Municipality carries out project in the social policy field for fund raising
(grant, sponsorship, food bank).

Implementation and
Integration

66

Municipality publishes the detailed information of spending on different social
groups.

Measurement and
Continuous Learning

67

Municipality annually publishes the information about the externally received
resources and their use in projects and activities at its Annual Activities Report.

Measurement and
Continuous Learning

68

Municipality publishes the percentage rates of spending on different social
groups.
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PRINCIPLE: FAIRNESS

INSTITUTIONAL
CAPACITY

SERVICE DELIVERY

PROCESS

LEARNING
CYCLE

NO

CRITERIA

Define and Structure

69

In the Strategic Plan, there are objectives for the disabled persons.

Define and Structure

70

In the Strategic Plan, there are objectives for women.

Define and Structure

71

In the Strategic Plan, there are objectives for youth.

Define and Structure

72

In the Strategic Plan, there are objectives for children.

Define and Structure

73

In the Strategic Plan, there are objectives for senior citizens (elderly, retired).

Define and Structure

74

In the Strategic Plan, there are objectives for unemployed persons.

Define and Structure

75

In the Strategic Plan, there are objectives for poor.

Define and Structure

76

In the Strategic Plan, there are objectives for homeless.

Define and Structure

77

In the Strategic Plan, there are objectives for the relatives of martyr and
war veterans.

Define and Structure

78

In the Strategic Plan, there are objectives for ex-convicts.

Define and Structure

79

In the Strategic Plan, there are objectives for immigrants.

Define and Structure

80

In the Strategic Plan, there are objectives for the welfare of animals.

Define and Structure

81

In the Strategic Plan, there are objectives for ethnic and religious minorities.

Implementation and
Integration

82

There are recent activities of the Municipality towards women.

Implementation and
Integration

83

There are recent activities of the Municipality towards disabled persons.

Implementation and
Integration

84

There are recent activities of the Municipality towards senior citizens/elderly.

Implementation and
Integration

85

There are recent activities of the Municipality towards children.

Implementation and
Integration

86

There are recent activities of the Municipality towards unemployed.

Implementation and
Integration

87

There are recent activities of the Municipality towards poor.

Implementation and
Integration

88

There are recent activities of the Municipality towards homeless.

Implementation and
Integration

89

There are recent activities of the Municipality towards the relatives of martyr
and war veterans.

Implementation and
Integration

90

There are recent activities of the Municipality towards ex-convicts.

Implementation and
Integration

91

There are recent activities of the Municipality towards immigrants.

Implementation and
Integration

92

There are recent activities of the Municipality towards ethnic and religious
minorities.

Measurement and
Continuous Learning

93

Municipality measures the performance its activities towards different social
groups.

Define and Structure

94

Municipality defines its Ethical Values.

Implementation and
Integration
Measurement and
Continuous Learning

95

Municipality has got an Ethic Commission.

96

Municipality publishes its Ethical Commission's report and/or decisions.
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PRINCIPLE: RESPONSIBILITY & RESPONSIVENESS
PROCESS

LEARNING
CYCLE

NO

CRITERIA

97

The concept of 'Sustainability' is mentioned in the Municipality's vision
and/or mission statement.

98

Municipality prepares a plan for sustainable development.

Define and
Structure

99

There is an objective for sustainability in the Strategic Plan.

Define and
Structure

100

The concept of 'Sustainability' is mentioned in the Municipality's
Strategic Plan.

Define and
Structure

101

The concept of 'Good Governance' is mentioned in the
Municipality's vision and/or mission statement.

Define and
Structure

102

The concept good governance concept or its principles (participation,
transparency, accountability) is mentioned in the Strategic Plan.

Define and
Structure

103

There is good governance aim and objectives in the Strategic Plan.

Implementation
and Integration

104

Municipality includes the opinions of the City Council on sustainable
development in its Strategic Plan.

Implementation
and Integration

105

Municipality defines the indicators in its sustainable development plan.

106

Municipality publishes the indicators on sustainable development plan.

107

Municipality publishes the indicators on good governance in its
Strategic Plan.

Define and
Structure

108

Municipality allocates resources for its sustainability objective.

Implementation
and Integration

109

Municipality makes spending for sustainability objective.

Implementation
and Integration

110

Municipality allocates resources for the project implementation in
partnership with NGOs and other stakeholders.

Measurement
and Continuous
Learning

111

Municipality publishes its spending on sustainability objective.

Define and
Structure

112

The City Council's opinions on sustainability are reflected in the
Strategic Plan.

Implementation
and Integration

113

Municipality's volunteering activities are included in its
Annual Activities Report.

Implementation
and Integration

114

Municipality conducts re-cycling activities for ecological sustainability.

Measurement
and Continuous
Learning

115

Municipality publishes its performance measurement of volunteer
service activity.

DECISION MAKING

Define and
Structure
Define and
Structure

SERVICE DELIVERY

RESOURCE
UTILIZATION

Measurement
and Continuous
Learning
Measurement
and Continuous
Learning
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PRINCIPLE: RESPONSIBILITY & RESPONSIVENESS

INSTITUTIONAL CAPACITY

PROCESS

LEARNING
CYCLE

NO

CRITERIA

Define and
Structure

116

Municipality website contains information for citizens' right to
complaint.

Define and
Structure

117

There is a complaint form or area at municipality's website.

Define and
Structure

118

There is a unit/directorate for international relations in the
municipality.

Define and
Structure

119

There is a unit/directorate for international relations in the
municipality.

Define and
Structure

120

There is human resources management policy at the municipality.

Implementation
and Integration

121

Municipality publishes the number of complaints for its overall
activities.

Implementation
and Integration

122

Municipality publishes the content of complaints for its overall
activities.

Implementation
and Integration

123

There is an equality policy at the municipality.

124

Municipality reports and publishes its activities in equality policy.

125

Municipality publishes its assessment of the complaints made about
its activities.

Measurement
and Continuous
Learning
Measurement
and Continuous
Learning
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PRINCIPLE: EFFECTIVENESS AND EFFICIENCY

SERVICE DELIVERY

RESOURCE
UTILIZATION

DECISION MAKING

PROCESS

162

LEARNING
CYCLE

NO

CRITERIA

Define and
Structure

126

The concepts of 'Effectiveness' and/or 'Efficiency' principle is mentioned
in the Municipality's vision and/or mission statement.

Define and
Structure

127

There is an objective on effectiveness and/or efficiency principle at the
Municipality's Strategic Plan.

Define and
Structure

128

The concept of 'Innovation' principle is mentioned in the
Municipality's vision and/or mission statement.

Define and
Structure

129

There is an objective on innovation principle at the Municipality's
Strategic Plan.

Implementation
and Integration

130

Municipality defines indicators for effectiveness and/or efficiency
in its Strategic Plan.

Implementation
and Integration

131

Municipality defines indicators for innovation in its Strategic Plan.

Measurement
and Continuous
Learning

132

Municipality publishes indicators for effectiveness and/or efficiency
in its Strategic Plan.

Measurement
and Continuous
Learning

133

Municipality publishes indicators for innovation in its Strategic Plan.

Define and
Structure

134

Municipality has got online collection facility for accruing taxes.

135

Municipality publishes its annual tax collection rate.

136

Municipality publishes explanation for its tax collection rate.

Define and
Structure

137

Municipality regularly assess citizens' satisfaction.

Define and
Structure

138

Municipality records the complaints made about its services.

Implementation
and Integration

139

Municipality publishes the number of complaints.

Implementation
and Integration

140

Municipality publishes the content of complaints.

Implementation
and Integration

141

Municipality regularly conducts citizen satisfaction survey.

Measurement
and Continuous
Learning

142

Municipality informs that it assessed the results of citizen satisfaction
survey.

Measurement
and Continuous
Learning

143

Municipality publishes evaluation of the complaints made about
its service areas.

Measurement
and Continuous
Learning
Measurement
and Continuous
Learning
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PRINCIPLE: EFFECTIVENESS AND EFFICIENCY

INSTITUTIONAL CAPACITY

PROCESS

LEARNING
CYCLE

NO

CRITERIA

Define and
Structure

144

There is a unit or directorate for research and development activities
at the municipality.

Define and
Structure

145

There is a municipal mobile application for smart phones.

Define and
Structure

146

Municipality annually provides in-house training for its staff.

Define and
Structure

147

Municipality has got a quality management certificate.

Define and
Structure

148

Municipality employs an internal auditor.

Implementation
and Integration

149

Municipality includes research and development activities in
its Annual Activities Report.

Implementation
and Integration

150

Municipality provides training on service quality for the relevant year.

Implementation
and Integration

151

Municipality publishes information about the education level of its
staff.

152

Municipality measures and publishes it performance about research
and development activities.

153

Municipality publishes information about the trainings its staff
underwent.

Measurement
and Continuous
Learning
Measurement
and Continuous
Learning
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PRINCIPLE: TRANSPARENCY

RESOURCE UTILIZATION

DECISION MAKING

PROCESS

164

LEARNING
CYCLE

NO

CRITERIA

Define and
Structure

154

The concepts of 'Transparency' and/or 'Openness' principle is
mentioned in the Municipality's vision and/or mission statement.

Define and
Structure

155

The concepts of 'Transparency' and/or 'Openness' principle is
mentioned in the Municipality's Strategic Plan.

Implementation
and Integration

156

Municipality publishes its Strategic Plan at its website.

Implementation
and Integration

157

Municipality publishes its Annual Activities Report at its website.

Implementation
and Integration

158

Municipality publishes its Annual Performance Programme at its
website.

Implementation
and Integration

159

Municipality publishes Municipal Council's agenda at its website.

Implementation
and Integration

160

Municipality airs its Council meetings through online TV.

Implementation
and Integration

161

Municipality publishes the detailed decisions of the Municipal Council
at its website.

Implementation
and Integration

162

Municipality defines indicators for transparency and/or openness
principles in its Strategic Plan.

Measurement
and Continuous
Learning

163

Municipality publishes indicators for transparency and/or openness in
its Strategic Plan.

Define and
Structure

164

Municipality publishes the reports of the approved resource needs at
its website.

Define and
Structure

165

Municipality publishes its final accounts at its website.

Implementation
and Integration

166

Municipality publishes its immovable property list at its website.

Implementation
and Integration

167

Municipality publishes its vehicle list at its website.

Implementation
and Integration

168

Municipality publishes the use/allocation of its immovable property at
its website.

Implementation
and Integration

169

Municipality publishes the tax payment calendar at its website.

Measurement
and Continuous
Learning

170

Municipality publishes information and explanation about its budget
realization rates.

Measurement
and Continuous
Learning

171

Municipality publishes the total budget realization rates.
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PRINCIPLE: TRANSPARENCY

INSTITUTIONAL CAPACITY

SERVICE DELIVERY

PROCESS

LEARNING
CYCLE
Define and
Structure

NO

CRITERIA

172

Municipality publishes information about the Municipal Council
Commissions at its website.

173

Municipality publishes the service standards at its website.

174

Municipality publishes the detailed reports of the Municipal
Commission reports at its website.

Implementation
and Integration

175

Municipality publishes information about the available services for
citizens at its website.

Measurement
and Continuous
Learning

176

Municipality publishes the results of citizen satisfaction survey at
its website.

Define and
Structure

177

Municipality has got a website and in use.

Define and
Structure

178

There is a section for the right to information at municipal website.

Define and
Structure

179

Municipality publishes information and contact details of the
neighborhood chiefs at its website.

Define and
Structure

180

Municipality publishes the recent report of the Audit Office.

Define and
Structure

181

Municipality publishes its ethical values at its website.

Implementation
and Integration

182

Municipality provides e-municipality services.

Implementation
and Integration

183

The number of information requests made is recorded by the
Municipality.

Implementation
and Integration

184

The content of information requests made is recorded by the
Municipality.

Implementation
and Integration

185

Municipality publishes the details of tenders finalized at its website.

Implementation
and Integration

186

Municipality publishes the internal audit report at its website.

Implementation
and Integration

187

Citizens can access the recent information about urban plan at
municipal website.

Implementation
and Integration

188

Municipality publishes the agenda of Municipal Council's Urban
Planning Commission at its website.

Measurement
and Continuous
Learning

189

Municipality publishes its assessment of the request of information
made by the citizens.

190

Municipality regularly publishes the number of online citizen contacts
made at its Annual Activities Report.

191

Municipality publishes the meeting minutes of Municipal Council's
Urban Planning Commission at its website.

Define and
Structure
Implementation
and Integration

Measurement
and Continuous
Learning
Measurement
and Continuous
Learning
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PRINCIPLE: ACCOUNTABILITY

INSTITUTIONAL
CAPACITY

SERVICE
DELIVERY

RESOURCE UTILIZATION

DECISION MAKING

PROCESS

166

LEARNING
CYCLE

NO

CRITERIA

192

There is online contact facility to reach the Mayor.

193

Mayor's contact details are available at website.

194

Municipal Council Members' contact details are available at website.

195

Municipality publishes the numbers of total citizen demands and
requests made within the last year.

196

Municipality publishes the content of total citizen demands and
requests made within the last year.

Define and
Structure

197

Municipality publishes its final accounts at its website.

Define and
Structure

198

Municipality publishes the rate of license registration for businesses
at its district.

Implementation
and Integration

199

Municipality publishes the annual total income according to its final
accounts.

Implementation
and Integration

200

Municipality publishes the annual total spending according to its final
accounts.

Measurement
and Continuous
Learning

201

Municipality publishes recent explanation about the balance of
income-spending according to its final accounts.

Measurement
and Continuous
Learning

202

Municipality publishes the rate of collection for its accrued income
account.

Define and
Structure

203

Municipality publishes the performance indicators for its delivered
services in its Annual Activities Report.

Implementation
and Integration

204

Municipality measures the completion rate of its activities in
its Annual Activities Report.

Measurement
and Continuous
Learning

205

Municipality publishes the performance result of its activities.

Define and
Structure

206

Municipality publishes information whether the Municipal Council
assessed the report of the Audit Office.

Implementation
and Integration

207

Municipality publishes the report of Municipal Council Audit
Commission at its website.

Measurement
and Continuous
Learning

208

Municipality publishes the assessment of the applications made by
the citizens in the scope of right to information.

Define and
Structure
Implementation
and Integration
Implementation
and Integration
Measurement
and Continuous
Learning
Measurement
and Continuous
Learning
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PRINCIPLE: CONSISTENCY

INSTITUTIONAL CAPACITY

SERVICE DELIVERY

RESOURCE
UTILIZATION

DECISION MAKING

PROCESS

LEARNING
CYCLE

NO

CRITERIA

209

In the Strategic Plan, National Development plan is referenced.

210

In the Performance Programme, it is stated that the objectives are in
conformity with the Strategic Plan.

Implementation
and Integration

211

In the Performance Programme, objective indicators are defined in line
with the Strategic Plan.

Measurement
and Continuous
Learning

212

The implementation of the objectives is analyzed and published in the
Performance Programme.

Define and
Structure

213

Municipality plans its resource needs in line with the Strategic
Plan objectives.

Implementation
and Integration

214

Municipality publishes the rate of conformity of the final accounts
with the Strategic Plan objectives.

Measurement
and Continuous
Learning

215

Municipality publishes the assessment of conformity of the final
accounts with the Strategic Plan and Performance Programme.

Define and
Structure

216

Municipality assesses the conformity of its activities with the Strategic
Plan in its Annual Activities Report.

Define and
Structure

217

Municipality assesses the conformity of its activities with the budget.

Implementation
and Integration

218

Municipality publishes the rate of conformity of its activities with the
Strategic Plan in its Annual Activities Report.

Implementation
and Integration

219

Municipality publishes the rate of implementation of its activities
with the budget.

220

Municipality publishes the explanation about the implementation
rate of its activities in conformity with the Strategic Plan.

221

Municipality publishes written explanation about its activities'
conformity with the budget in its Annual Activities Report.

Define and
Structure

222

There are objectives about institutional development (human resources,
communication etc.) in the Strategic Plan.

Define and
Structure

223

There are objectives about institutional infrastructure (information
technology, technology etc.) in the Strategic Plan.

Implementation
and Integration

224

Municipality publishes the rate of implementation for institutional
infrastructure objectives' conformity with the Strategic Plan in its
Annual Activities Report.

Implementation
and Integration

225

Municipality publishes the rate of implementation for institutional
development objectives' conformity with the Strategic Plan in its
Annual Activities Report.

Measurement
and Continuous
Learning

226

Measurement
and Continuous
Learning

227

Define and
Structure
Define and
Structure

Measurement
and Continuous
Learning
Measurement
and Continuous
Learning

Municipality publishes explanation about the rate of implementation
for institutional development objectives' conformity with the
Strategic Plan.
Municipality publishes explanation about the rate of implementation
for institutional infrastructure objectives' conformity with the
Strategic Plan.
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“GOOD GOVERNANCE IN PUBLIC SECTOR”
CERTIFICATE PROGRAM
“Good Governance in Public Sector” Certificate Program, organized in association
with Boğaziçi University Life Long Learning Center, focuses on building awareness
on the importance of governance and sustainability, using empirical methods while
designing and implementing policies, raise the participatory democracy in policy
design and implementation, and increase the service quality in public sector for
current and future executives.
The program consists of 4 modules with 24 hours each. The modules of the program
are as follows: “Good Governance in Public Sector”, “Regulatory Reform and Empirical
Methods in Policy-Making”, “Participatory Democracy and Open Government”,
“Effectiveness and Innovation in Public Service Delivery and Innovation”.

168

FROM A CITIZEN’S PERSPECTIVE GOVERNANCE SCORECARD OF MUNICIPALITIES

ARGÜDEN GOVERNANCE ACADEMY
The non-profit Argüden Governance Academy’s mission is to improve the
quality of “Governance” by increasing trust for the institutions to build a
better quality of life and a sustainable future.
The Academy conducts education, research, and communication activities
to disseminate the good governance culture at all levels of the society
(public, civil society, private sector, and global actors), including the children.
The Academy’s vision is to become “a center of excellence in governance”
and “a reference institution” by creating a knowledge and
experience platform on governance at the national and international level.
Argüden Governance Academy is committed to play a pioneering role
by adopting “Integrated Thinking” and “Good Governance Principles”
(consistency, responsibility, accountability, fairness, transparency,
effectiveness, and deployment) to all its work and stakeholder relationships.
The Academy aims to:
• Ensure that good governance is adopted as a culture,
• Raise the understanding of “the key role of good governance in
improving quality of life and sustainability of the planet”,
• Guide the institutions by developing methods to ease the
implementation of good governance principles,
• Inspire future leaders by promoting “Best Practices”
of good governance,
• Increase the next generation leaders’ experience of good governance,
• Disseminate global knowledge and experience
at all levels of the society with a holistic approach,
• Become “the right cooperation partner” for the leading institutions in the
world by creating common solutions for global issues.
The Academy advocated “Integrated Thinking” during Türkiye’s presidency of
the G20 and adopts this culture in all its activities.
Argüden Governance Academy became the first non-governmental institution
in the world to report its work as an Integrated Report since its founding.
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NOTES
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