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Abstract

Municipalities are of great importance in local administrations. In
municipalities which are the corner stones of communication with the community,
communication centers are established in order to be able to provide communication
in a more intensive way, in order to meet citizens’ needs and aspirations and to
answer to them swiftly.

This study aims to understand whether communication centers established in
municipalities do have an impact on the institutional efficiency. In this study, based on
a research dealing with the impact of communication centers on efficiency, named as
the effect of communication centers on efficiency in local governance: The case of
Municipality of Basaksehir, a survey is conducted together with employees of
Municipality of Basaksehir in the context of institutional efficiency. As a result of the
analysis conducted in that direction, it is assessed that communication centers in
municipalities do have a positive impact on the institutional efficiency.

Keywords: Local Governance and Administrations, Communication Centers in
Municipalities, Institutional Efficiency.
Belediyelerde iletisim Merkezlerinin Verimlilige Etkisi:
Basaksehir Belediyesi Ornegi
0z

Yerel yonetimlerde belediyelerin 6nemi biytiktiir. Halkla birebir iletisimin
temel tasi olan belediyelerde iletisimin daha yogun yapilabilmesi, vatandaslarin
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ihtiyag¢ ve isteklerini karsilayabilmek ve onlara hizli olarak cevap verebilmek adina
belediyelerde iletisim merkezleri kurulmustur.

Yapilan bu ¢alismada belediyelerde bulunan iletisim merkezlerinin kurumsal
verimlilige etkisi olup olmadig1 anlasiimaya ¢alisilmistir. Calisma; yerel yonetimlerde
iletisim merkezlerinin verimlilige etkisi lizerine bir arastirma: Basaksehir Belediyesi
ornegi olarak adlandirilmis ve Basaksehir Belediyesi c¢alisanlariyla kurumsal
verimlilik izerine bir ¢alisma yapilmistir. Bu dogrultuda yapilan analizler sonucunda,
belediyelerdeki iletisim merkezlerinin kurumsal verimlilige olumlu bir etki yaptig
belirlenmistir.

Anahtar Kelimeler: Yerel Yonetimler, Belediyelerde iletisim Merkezleri,
Kurumsal Verimlilik

Introduction

Individual begins his life in a social environment characterized as local
or regional and take his first steps in this environment. Nevertheless, all
developments and events occurring around the world affect and improve this
life. Consciousness and feeling which provide a sense of belonging to the
individual are formed through municipal corporations. Individual spends his
entire personal, social and political life in there while gaining and living a
unique identity. It is observed that the places within this scale have begun to
constitute the centers for the new and current economical and sociological
structure.

In local administrations, municipalities are of a great importance in
particular. Communication centers are established in municipalities which are
the corner stones of face-to-face communication with the community in order
to be able to provide communication in a more intensive way, and to meet
citizens’ needs and demands, and to answer to them swiftly.

The study is an attempt to understand whether the communication
centers in municipalities have an impact on institutional efficiency.

In the first part of the study; the concept, history, significance, tasks,
responsibilities and authority of local administration was explained in order
to present a general perspective of the concept of local governance;
therewithal, manners of local administrations and municipalities in Turkey
were discussed.

In the second part; the relationship between communication center
units and efficiency in local administrations was established and two concepts
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were explained in detail while their relationship was examined. In this
context; the concept and significance of communication centers in local
administration were discussed and the contact points of communication
centers and local administrations were mentioned. Then; efficiency in local
administrations as well as their significance and the influencing factors were
explained in order to reveal the relationship between communication centers
and efficiency in local administrations and finally; efficiency on personal and
public level was discussed and the significance along with the impacts of
communication centers in local administrations with regard to efficiency was
mentioned.

In the final part of the study; the research dealing with the impact of
communication centers on efficiency and named as the case of Municipality of
Basaksehir, a survey is conducted together with employees of Municipality of
Basaksehir in the context of institutional efficiency.

This study examined; the municipality administration that Municipality
of Basaksehir has established over the communication center and the
perspectives of the employees of the institution with regard to this type of
administration. The governance method stated below explains the governance
of Municipality of Basaksehir. The case study applied as the research method
and results scientifically and presented at the last part of the study.

The Concept of Municipality

Municipalities are institutions that are organized to meet the infinite
demands of the current local community and offer local public service whose
decision making bodies are determined by local community.!

Besides the fact that public service is being governed exclusively and
only by centralized administration; being governed by public legal entities
constitutes the logic of local administration.2 In democratic countries; local
administrations are institutions that act as an imperative for democracy.
These are local administrations that take up the position by election and are
established pursuant to the public governing itself.3

1 Adnan Kalkan and Hasan Erdogan, “Yerel Yénetim Bagsarisini ve Secmen Tercihini
Etkileyen Unsurlar: Bucak licesinde Bir Arastirma”, Stileyman Demirel Universitesi
Sosyal Bilimler Enstitiisii Dergisi, Issue:13,2011/1, p. 271

2 Ridvan Bilbil, “Halkla I'li,skiler", Nobel Publications, Ankara, 2004, p. 139

3 Alev Ayyildiz Kizl, Yerel Yonetimlerde Kurum Ici Hizmet Birimlerinde Halkla Iliskiler Egitimi:
Konya Bilyiiksehir Belediyesi KOSKI Ornegi”, Selguk University Institute of Social Sciences
(Unpublished Master’s Thesis), 2010, p. 41

Sayfa/Page | 3

IGUSBD

Cilt: 2 Sayn: 2
Ekim /
October 2015



Sayfa/Page | 4

IGUSBD

Cilt: 2 Say1: 2
Ekim /
October 2015

Erdal Sen, Omer Liitfi Tama

Municipalities are the channels closest to the public especially in public
administration. Administration in public sphere may be defined as the
coordination of various personal and organizational endeavors in order for
public political channels to be enforced. 4

Municipalities, different from centralized administrations are a type of
organization which are united together in order to meet all of the requests and
needs of the public and which has an autonomous administrative mentality.
This type of administration consists of units that have a legal entity on their
own and has a unique set of sources of income.5

The Significance of Municipalities

Local services are units that have wide supervision obligations on, rights
whose general frame is determined by the law, representative qualities and
special sources of income, personnel and public corporate structure.
Municipalities affect social behaviors while they are also able to direct
personal actions. Municipalities play a significant role in discussing the local
issues within the frame of mature individual behavior and individuals acting
in a respectful manner to each other’s opinions, approaching permissively to
the decisions made.

Since they are elected by the public; mayor and aldermen of
municipalities stand closer to the community and hence, they are able to
comprehend their needs and requests easily and respond faster. By this
means; efficiency can be maintained on a higher level. Municipalities which
relieve the burdens of the centralized administration to a great extent are
more active, enterprising and dynamic compared to centralized
administration. In municipalities that are of a more democratic degree; the
resolution process of the problems encountered by the centralization gathers
momentum and it plays a supportive role in centralized administration.6

Municipalities are one of the primary executers of social policies within
the frames of both organization and legal obligations. They are the
administrative, political and social institutions that provide public service to
the community and are governed by the bodies elected by the public in order

4 Tuncay Ergun, “Postmodernizm ve Kamu Yénetimi”, Amme idaresi Dergisi, Volume. 30, Issue 4,
December, 1997, pp. 4-5 _

5 Omer Bozkurt, Tuncay Ergun, “Kamu Yénetimi Sozliigii”, TODAIE Publications, Ankara, 1998,
p. 259

6 H. Omer Kose, “Belediye olgusu ve Kiiresellesme Siirecindeki Yiikselisi”, Sayistay
Dergisi, Issue 52, 2004
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to meet the needs of the citizens residing in that region consummately.” Social
change processes which are difficult to be observed closely and their
reflections on the individual life impose the obligation of obtaining locality on
various services nowadays; hence, the starting point of different needs of the
people becomes municipalities.8

The Concept and Significance of Communication Center in
Municipalities

Municipalities are in charge of producing the services that have a
priority in the public’s maintenance of their daily lives and their ability to
ensure the compliance of the services they offer with the requests of the
public and to conduct the services efficiently, is dependent upon their ability
to assess the expectations of the public skillfully and to gain their approval
and support.® Being a municipality that gains the support of the public is a
very difficult task for municipalities. Creating an administration model that is
open to the effect of the public and is able to be affected by it easily and in
every stage is municipalities’ share to a certain extent. In municipalities whose
administration is the closest to the public; municipality-citizen relationships
are an issue to be emphasized carefully. Administration shall open a window
to the public which is solely possible by public relation activities.
Administration gives information to the public regarding its activities,
announces them; pays attention to the requests, demands, complaints and
suggestions coming from the public and hence, creates a positive image in
minds of the public while ensuring their trust, attention, sympathy and
support. Informing the public of the policies followed guarantees the political
support as a consequence.10

Public relation activities in municipalities are not limited to the
relationship maintained with the citizen. These activities are qualified such as
to provide significant contributions to the institutionalization of local
participation.!? If the consultation services do not carry out its duties
properly; the bond between municipalities and the public weakens and in this
case, the public relation problems regarding the local administration become
tangled.’2 Since decision making and executive bodies of municipalities are

7 Ahmet Ulusoy, Tekin Akdemir, “Yerel Yonetimler”, Seckin Publications, Ankara, 2002, p. 29
8 Bilal Eryilmaz, “Kamu Yénetimi”, Erkan Publications, istanbul, 1998, p.115

9 Sariye Sezen, “Belediyelerde Halkla Iliskiler”, Dissertation, Institute of Public Administration
for Turkey and Middle East Graduate Expertise Program, Ankara, 1991, p. 51

10 Hanife Gliz, “Halkla ili,skilerde Secme Yazilar’”, Dogusum Publications, Ankara, 2004, p. 13
11Serif Oner, “Belediyelerde Yénetime Katiimada Halkla fliskilerin Rolii ve Onemi”, Dokuz Eyliil
University, Sosyal Bilimler Enstitiisii Dergisi, Volume:3, Issue:2, 2003, p. 100

12 Metin Isci, “Halkla fliskiler”, Der Publications, istanbul, 2002, p. 160
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elected by the local community; they are the institution whose interaction
with local community is the most important. Ensuring this interaction is the
duty of public relations unit. In addition to this, public relations assume
important tasks and responsibilities of impregnating the residents with urban
awareness and establishing “municipality of public” and “urban public opinion
supporting municipality”. Local communities having the democratic,
egalitarian, participatory or autocrat tendencies affect the development of
Municipalities and hence, local democracy.13

The Concept and Significance of Efficiency in Municipalities

In business literature, the concept of efficiency is defined as the ability
to obtain maximum outcome with minimum inputs. The standard in efficiency
is to use the least amount of input to obtain the outcome. It shows the amount
of input that the institutions turn into product or service and the amount of
institution resources used rationally.14 To put in other words; efficiency is the
ratio between the amount of output and input used for the actualization of the
amount of output and it expresses the procuration of the efficiency of an
action with the highest amount of outcome possible with a certain amount of
inputs or the actualization of a certain amount of output by using minimum
amount of resources possible with a certain amount of inputs.t5

High level of efficiency means high amount of national income. A high
amount of national income results in the increase in the tax being taken and
hence, public services are better provided. This means the life standards being
even more comfortable.16

The primary reasons for the measurement of efficiency are population
increase, limited resources, costs constantly increasing, advancing technology,
thriving industry, etc. In short; the main reason is to adapt to the changing
economic and social conditions.1?

If businesses wish to be engaged in productive and efficient activities;
they have to use certain strategies to achieve efficiency. The efficiency

13 Rusen Keles, “Yerinden Yénetim ve Siyaset”, Cem Publications, [stanbul, 2009, p-23

14 Glingdr Erdumlu, “Biiytiksehir Belediyeleri Arastirmast”, DPT Yaynlari, Ankara, 1993, p. 12.
15 Dogan Uzeyme, “Verimlilik Analizleri ve Verimlilik-Ergonomi lliskileri”, izmir Ticaret Borsas
Publications, {zmir, 1987, p.7

16 Fatma Ayanoglu, “fletisim ve Orgitsel [letisimin Isgéren Verimliligi Acisindan
Degerlendirilmesi”, Marmara University Institute of Social Sciences, (Unpublished Master’s
Thesis), Istanbul, 2002, p. 68

17 Serpil Ozdamar, “Endiistriyel liskiler ve VerimliliGin Onemi”, Tiirkiye'de Endiistriyel iliskiler
ve Verimlilik Semineri Notlari, MPM Publications, No: 376, 1998, p. 2.
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improvement strategies to be applied in a business must cover the following
issues:18

o Identifying the objects, using planning and coordination and industrial
engineering techniques;

e Ensuring the interest of the employees in the business in the issue of
improving efficiency and their commitment to the issue;

e Ensuring that the employees in the business gain new skills and are
offered the opportunity to use these skills;

e Providing appropriate leadership and awards;

e Initiating long-term production improvement programs.

The Significance and Effects of Communication Centers in
Municipalities in terms of Efficiency

Nowadays, it is certainly understood that one of the most important
elements playing a part in the productivity and efficiency of the organizations
is organizational communication. Organizational communication plays a two-
way role in the efficiency of the institution.!® Communication Center gathers
the entire public relation services and operations under a single roof. This
results in the economization of time, personnel, labor and manpower. If
technological developments are followed and applied regularly in the
communication center at the same time; problems may be solved fast and
efficiently.

Communication Center ensures the resolution of requests and problems
received by all units of the Municipality, organization and the performance
auditing of units. Through Communication Center; unit managers and
personnel are not obliged to be personally involved with the requests and
problems coming from the citizens; they can focus only on their jobs and this
helps to work productively and efficiently. Since unit supervisors will be
interested in the jobs being performed and personnel in the unit; the quality of
service improves and service efficiency increases.

18Yakup Yigit, “Yerel Yonetimlerin Spor Hizmetlerinde Insan Kaynaklarinin Etkin Ve Verimli
Kullaim Diizeyinin Arastinlmast: LB.B. Spor A.S. Ornegi”, (Unpublished Master’s Thesis),
Dumlupinar Universitesi, Kiitahya, 2010.

19 Cangiil Tosun, “Kamu Kurumlarindaki Orgiitsel Iletisim Bicimlerinin Verimlilige
Etkisi”, Kocaeli University Institute of Social Sciences, (Unpublished Master’s Thesis),
Kocaeli, 2006, p. 96.
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The effects of communication centers on the efficiency of the

municipality:

1-

2-

One, single center available for the citizens to deliver any requests,
questions or problems increases the communication efficiency.
Communication center records the requests, questions or problems on
the database specially designed and distribute them to the respective
units through the computer software. Taking action fast is ensured.
Questions received by communication center are recorded on the
database and hence, similar questions can be answered with standard
answers.

Since the employees in the communication center are subjected to
training and examinations on a regular basis; accurate and sufficient
answers are given.

Communication centers enable the measurement of the satisfaction of
the public from the municipality services through the special database
and software used.

For quality communication center service:

Information and communication technologies should be used.

For the application of proper and healthy-operating public relations; it
is an imperative to use current communication technologies.

Thanks to communication centers; not only the communication
channels between the citizen and the state are kept open and the
applications can be made any time at anywhere; but also the responses
to applications are given fast, efficient and more economically.

The problems of the citizens should be transmitted to the relevant
authorities and resolved with the necessary cooperation and
coordination.
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The Structure and Functioning in the Communication Center of
Municipality of Basaksehir
&

MUNICIPALITY OF BASAKSEHIR

COMMUMICATION CENTER

Call Center Super Service Desk Resolution Partners

Figure 1. General view of Municipality of Basaksehir Communication Center

Super
Service
Desk

E-Municipality
& Internet

Communication

Post-

Demand/ Center c
Complaint ax-—
Courier

Box
etc.

Figure 2. Structure of Municipality of Basaksehir Communication Center Units

Municipality of Basaksehir Communication Center communicates with
citizens through the personnel in charge at the contact points shown in Figure
2. The citizens’ requests, demands and complaints, etc. are transmitted to the
solution partners displayed in Figure 1; and the individual citizen is provided
feedback at the end of the resolution process. Service quality regarding an
issue is prioritized attributable to the technological infrastructure established
in the municipality with respect to this operation and performance
measurement can be performed on the service provided.
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INTEGRATION OF COMMUNICATION CENTER AND SERVICE UNITS

e
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and process

JOB TRACKING

N\

rControl process
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Action Plans
* Planning and
executing new

alterations in
current services

* Assessment and

services or making

Process

Report

rService/ Resolution
Y Success Measurement
and Assessment

Identifying Report Formats

* Region/ Directorate
Based Service Success

« Service Titles Based
Success Report

« Service Satisfaction
measurement report

)

Resolution process;

Identifying Service/
Resolution Success
Criteria: Handling and
Resolution Goals- units
receiving notification;
handling according to the
subjects and identifying
final resolution process
goals and making
commitments

JOB TRACKING
\,

Figure 3. Municipality of Basaksehir Communication Center and Service Units

Integration

The process between the time after communication center unit
personnel contact with the citizen and the time when the request is concluded

is shown in Figure 3.

Table 1. First five subjects articulated by the citizens in line with Municipality
of Basaksehir Communication Center Reports (To be submitted to senior

management)

AUGUST 2014 SEPTEMBER 2014 | OCTOBER 2014 NOVEMBER 2014
VOTER POLLS ACCEPTING INFORMATION ON | TAXDEBT
INFORMATION APPLICATIONS APPLICATION INQUIRY

FOR AID ON STATUS (SOCIAL)

SCHOOL CLOTHING
INFORMATION INFORMATION ON | INFORMATION ON PAYMENT
ON APPLICATION | APPLICATION SUPPORTING CARD | TRANSACTIONS
STATUS (SOCIAL) | STATUS (SOCIAL) LOADING DATE
INFORMATION INFORMATION ON | EXTERNAL INFORMATION
ON SUPPORTING | SUPPORTING CARD | INSTITUTIONS ON APPLICATION
CARD LOADING LOADING DATE SERVICE STATUS (SOCIAL)
DATE INFORMATION
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AUGUST 2014 SEPTEMBER 2014 | OCTOBER 2014 NOVEMBER 2014
PLANNING PLANNING PAYMENT INFORMATION
STATUS STATUS TRANSACTIONS ON SUPPORTING
INFORMATION | INFORMATION CARD LOADING
DATE

INFORMATION | INFORMATION ADDRESS-PHONE | PAYMENT POINTS
ON APPLICATION | ABOUT INFORMATION
STATUS APPLICATION REQUEST
(TECHNICAL STATUS
WORKS) (TECHNICAL

WORKS)

Table 2. First two subjects coming from the citizens in line with Municipality
of Basaksehir Communication Center Reports (To be submitted to senior

management)
District Sept. 14 Oct. 14 Nov. 14 Dec. 14
PAVEMENT
OTHER
TRAFFIC PATCH-
(SCIENCE JOBS) TRAFFIC
REGULATION COLLAPSE
1 | Alunsehir | ABOUT PAVEMENT REGULATION (PIT)
3 APPLICATION | /' BEDAS STREET | b
E'SF?I'II;II\JIEE ops) | COLLAPSE LIGHTING STREET
J LIGHTING
NOISE AND PAVEMENT ENVIRONMEN
LIGHT WASTE PICKUP | PATCH- TAL
, | Bahcesehir | POLLUTION COLLECTING OF | COLLAPSE (PIT) | POLLUTION
Section1 | COLLECTING OF | STRAY NOISE AND LAVATION
STRAY ANIMALS LIGHT AND NOZZLE
ANIMALS POLLUTION WORKS
CURE AND
NOISE AND COLLECTING OF | COLLECTING OF EE?SITS;E;T
Bancesene | MGHT STRAY STRAY ANIMALS |
3 s:ctfszez " | POLLUTION ANIMALS NOISE AND COLLECTING
BEDAS STREET | WASTE PICKUP | LIGHT OF STRAY
LIGHTING POLLUTION ANIMALS
SNOW
giﬁiﬁé\é oF COLLECTING OF | SHOVELLING -
NOISE AND GREEN FIELDS ZIT;;@];QSIMALS iﬁ]‘gﬁfm
LIGHT AND PARKS HYGEINE OF PATCH
POLLUTI ABOLISHING OF
4 | Basak OLLUTION OLISHING OF | -p e FIELDS | COLLAPSE
COLLECTING OF | VEGETATIVE AND PARKS o)
STRAY WASTE ABOLISHING OF
ANIMALS COLLECTING OF
STRAY VEGETATIVE
ANIMALS WASTE
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District Sept. 14 Oct. 14 Nov. 14 Dec. 14
NOISE AND COLLECTING OF | PAVEMENT COLLECTING
LIGHT STRAY PATCH- OF STRAY
5 Basaksehir POLLUTION ANIMALS COLLAPSE (PIT) | ANIMALS
ENVIRONMENT PAVEMENT COLLECTING OF | SNOW
AL POLLUTION PATCH- STRAY ANIMALS | SHOVELLING -
COLLAPSE (PIT) SALTING
CONDUIT
PROBLEM MOBILE
(iSKi) PAVEMENT MOBILE ACTIVIY
6 Giivercintepe | ABOUT PATCH- ACTIVITY COLLECTING
APPLICATION COLLAPSE (PIT) | COLLECTING OF OF STRAY
STATUS WASTE PICKUP | STRAY ANIMALS ANIMALS
(SCIENCE JOBS)
COLLECTING OF iﬁ‘;gl\H/[_ENT
ENVIRONMENT | ENVIRONMENT STRAY ANIMALS COLLAPSE
7 Kayabas! AL POLLUTION AL POLLUTION WASTE PICK UP (PIT)
OPEN FIELD WASTE PICKUP | (CONTAINER ENVIRONMEN
PEST CONTROL AND TERRAIN TAL
WASTE) POLLUTION
ABOUT PAVEMENT
APPLICATION PATCH-
SIDEWALK - COLLAPSE
STATUS FLOOD
8 Sahintepe (SCIENCE JOBS) | OPEN FIELD KERB BUILD (PIT)
CONDUIT COLLECTING
CONDUIT PEST CONTROL I
PROBLEM PROBLEM (ISKI) | OF STRAY
(iSKi) ANIMALS
COLLECTING OF
OTHER CURE AND STRAY ANIMALS | COLLECTING
(SCIENCE JOBS) TREATMENT OF | LAYOUT OF OF STRAY
9 Samlar CONDUIT INJURED STABILIZING ANIMALS
PROBLEM ANIMALS MATERIAL ENVIRONMEN
(iSKi) ENVIRONMENT (ORGANIZATION | TAL
AL POLLUTION OF DISTORTED POLLUTION
SUPERFICIES)
ABOUT WASTE PICKUP | WASTE PICKUP iﬁ‘;gl\H/[_ENT
APPLICATION CURE AND (CONTAINER COLLAPSE
10 | Ziya Gokalp STATUS TREATMENT OF | AND TERRAIN CURE AND
(SCIENCE JOBS) | INJURED WASTE) TREATMENT
ENVIRONMENT | ANIMALS COLLECTING OF
AL POLLUTION STRAY ANIMALS OF INJURED

ANIMALS
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Table 3. Regional distribution of the applications of the citizens according to
the Municipality of Basaksehir Communication Center Reports (To be

submitted to senior management)

District May June.14 | July.14 | Aug.14 | Sep.14 | Oct.14 | Nov.14 | Dec.14 | Total
2014
Altingehir 646 641 669 619 506 461 425 350 5688
Bahgesehir 1 | 753 548 438 355 340 475 498 487 5223
Bahgesehir 2 | 1689 | 1246 1007 1056 1220 (1045 |1204 947 11726
Basaksehir 1412 | 944 764 723 565 846 818 485 8088
Giivercintepe | 1154 _ 1216 |948 | 15833
Kayabasi 503 486 537 506 412 387 637 419 4511
Sahintepe 20260
Samlar 213 107 130 96 52 72 87 62 1015
Ziya Gokalp 777777 16356
No info 3518 | 766 937 1640 | 660 779 1162 [ 122 12513
Total 18476 [ 11814 | 12100 | 13865 | 9072 |10660 11234 | 8490 |116495

The reports stated in Table 1, Table 2 and Table 3 are issued monthly
and submitted to the senior management by communication center officers.
By this means; municipality administrators are able to see the demands and
requests of the citizens clearly and set their priorities in their investments and
projects accordingly. Additionally regarding the district- based requests; the
municipality of the citizens living in the respective district is able to identify
their demands and requests from the municipality on a monthly basis and to
plan which service is to be given in which district according to their priority
and importance.
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Table 4. Distribution of Directorate- Based Applications (To be submitted to
senior management)

Related June July August | September October November December
Directorate

Press and 329 326 1037 241 894 172 206
Public
Relations
Directorate

Information 33 16 12 11 22 38 9
Technologies
Directorate

Support 95 49 65 29 45 36 33
Services
Directorate

Property 28 21 25 50 59 22 28
Condemnation
Directorate

Technical 829 783 605 530 912 519 662
Work
Directorate

Law 2 1 2 1 1
Operations
Directorate

Public Works 333 388 | 386 527 976 521 522
and City
Planning
Directorate

Cultural and 877 119 310 411 546 393 505
Social Works 4
Directorate

Fiscal Services 126 595 526 503 517 3486 974
Directorate 9

Private 11 12 12 6 13 6 3
Secretariat
Directorate

Parks and 504 344 228 176 170 76 109
Recreations
Directorate

Plan and 168 212 166 81 85 54 73
Project
Directorate

Concession and | 49 66 45 45 709 63 49
Governance
Directorate

Health Works 105 114 793 852 824 607 667
Directorate 5 2

Social Aid 314 374 5429 2385 4261 2163 1598
Works 5 5
Directorate
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Related June July August | September October November December
Directorate

Cleaning 848 109 999 932 999 787 847
Services 5

Directorate

Editorial 253 191 203 212 243 163 196
Directorate

Constabulary 527 596 576 449 637 366 392
Directorate

Table 5. Types of First Two Subjects as per the Distribution of Directorate-
Based Applications (To be submitted to senior management)

RELATED MANAGEMENT APPLICATION TYPE APPLICATION
COUNT

ACCEPTING ISKUR JOB 114
PRESS AND PUBLIC APPLICATIONS
RELATIONS DIRECTORATE BEDAS STREET LIGHTING .
INFORMATION OTHER (INFORMATION 5
TECHNOLOGIES TECHONLOGIES DIRECTORATE) |
DIRECTORATE E-BLD PASSWORD RECALL

ADDRESSES AND PHONE 983
CALL CENTER INFORMATION REQUEST 276

SERVICE INFORMATION

REGARDING APPLICATION o
SUPPORT SERVICES STATUS

OTHER (SUPPORT) 7
E?}?chTRc;FgACT%N DEMNATION | £LL TOWER LOCATION 9

KIOSK LOCATION 7
TECHNICAL WORKS REGARDING APLICATION STATUS | 133
DIRECTORATE PAVEMENT PATCH-COLLAPSE 107
LAW OPERATION PUBLIC WORKS AND CITY )
DIRECTORATE PLANNING JURISTICAL CONSULT
PUBLIC WORKS AND CITY IHNEQ)LII{T/I(;EF;;ORATION STATUS | 577
PLANNING DIRECTORATE SUBDIVISION 290
CULTURAL AND SOCIAL THEATER ACTIVITIES 112
WORKS DIRECTORATE SMS REJECTION 92
FISCAL SERVICE TAX-DUE QUERY 454
DIRECTORATE PAYMENT OPERATIONS 100

4

APPRECIATION
PRIVATE SECRETARIAT 1
DIRECTORATE WALK IN APPOINTMENT

(PRESIDENT)
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ENVIRONMENTAL POLLUTION

RELATED MANAGEMENT APPLICATION TYPE APPLICATION
COUNT
GENERAL HYGEINE OF GREAN
AREAS AND PARKS, REMOVAL OF | 26
PARKS AND RECREATIONS | Lo oo o
DIRECTORATE TREE PRUNNING SERVICES 12
REQUEST
PLAN INFORMATIONS REQUEST
WITH 1/1000 AND 1/5000 28
PLAN AND PROJECT SCALES
DIRECTORATE ADDRESS 14
INFORMATION/UPDATE
REQUESTS (UAVT)
REGARDING APPLICATION
CONSESSION AND STATUS 13
GOVERNANCE DIRECTORATE | UNLICENSED WORKPLACE 12
DENOUNCEMENT
HEALTH WORKS STRAY ANIMALS 132
DIRECTORATE PATIENT TRANSFER VEICHLE 115
REQUEST
REGARDING APPLICATION
SOCIAL AID WORKS STATUS 678
DIRECTORATE INFORMATION REGARDING 638
DESTEKKART INSTALLMENT
PACKAGE WASTE PICK UP
CLEANING SERVICES (OFFICE TYPE BOXES) 393
DIRECTORATE REQUEST OF OFFCE TYPE 9%
RECYCLABLE BOX
REGARDING ASSIGNED SERVICES |,
EDITORIAL DIRECTORATE REGARDING APPLICATION 6
STATUS
CONSTABULARY ECO(;\;I\IZLTAXSXADE%UN CIATION 94
DIRECTORATE 56

On the account of distribution of applications stated in Table 4 and
Table 5; senior management is able to identify the periodic intensities of the
directorates and to prepare the work flow planning in accordance with these
tables as they see the subjects leading to these intensities. Hence, citizen-
based work planning is performed.
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Table 6. Directorate-Based Success Status Analysis (To be submitted to senior
management)

Directorate Total Completed in Delayed In Total Success

Applications | perjod of Completion Process Completed | Rate
Service

Technical 365 228 5 132 233 98%

Operations

Directorate

Cleaning 201 187 1 13 188 99%

Services

Directorate

Social Aid 164 147 11 6 158 93%

Works

Directorate

Health Works 133 108 12 120 120 90%

Directorate

Constabulary 74 62 11 1 73 85%

Directorate

Fiscal Services | 53 41 12 0 53 77%

Directorate

Press and 52 50 2 0 52 96%

Public

Relations

Directorate

According to Table 6; the operation of Communication Centers with
regard to recording, concluding and giving feedback as per the demands,
requests and complaints of the citizens is performed in relation with service
standards. By this means, job performances of directorates may be measured
by communication centers and success percentages may be submitted to
Municipality’s senior management on a regular basis. This in turn, helps
overseeing the works of the directorate or the personnel transparently and
their assessment by the senior management in cases of success or failure. It
also requires the motivation of personnel and setting team work as priority in
their works. By this means, the efficiency of the institution increases.

NotEmployee Approach

Satisfied
13% =

Highly
Satisied
41%
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Employee Knowledge Level

Not
Satisfied
16%

Highly
Satisfied
35%

Problem Solving Duration

Not
Satisfied
21%

. Municipilaty Services

Satisfied
11%

Figure 4. Satisfaction Survey Question- Based Assessment (to be submitted to
senior management)

According to Figure 4; after the request of the citizens are concluded;
the citizens are called by communication center personnel and satisfaction
survey is conducted. Results are measured and submitted to the senior
management. Hence, the level of satisfaction of the citizen is known by the
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senior management and municipality is able to plan its administration in
accordance with that.

Significance of research on the impact of communication centers
on efficiency

Efficiency which is one of the most important factors in institutions
supplying goods and services has significance for public institutions and
organizations like every other business. Increasing efficiency in institutions
and organizations is one of the important points to be worked on in ensuring
both continuity and maximum benefit in long term.

In this context, the object of the study is to examine which factors have
an impact in ensuring the efficiency specific to communication centers. The
study conducted here carries the purpose of supporting theoretical findings.

The study is conducted with the people working actively in Municipality
of Basaksehir in order to measure the contributions made to the institution by
communication centers operating within Municipality of Basaksehir.

In the study; face to face interview was used as data collecting method.
A questionnaire was conducted on 206 people working actively in 11 different
departments in Municipality of Basaksehir. In each questionnaire conducted,
feedback was received. In other words, no loss was detected in the data
collected within this study. Since the questionnaire was conducted in a specific
plot area; the feedbacks and the scanning or controlling processes of
questionnaires could be monitored with attention and it was confirmed
whether the questions in the questionnaire were correctly comprehended.

Measurement of communication center efficiency in municipalities

The study which was conducted with simple random sampling method;
wherein different scale types were used and various analyses were performed.
The data obtained in the study through questionnaires was analyzed with
SPSS 11.0 package program. Basic frequency analyses, sampling efficiency
analysis, variance analysis (ANOVA) and factor analysis were performed and
the results obtained were attempted to be assessed. Through frequency
analysis; basic internal factors of the observation group were attempted to be
understood and distributions with percentages were evaluated. To
comprehend the effectiveness of the results to be deduced; it is important if
sufficient amount of observations is achieved. To understand if sufficient
amount of observations is achieved, sampling efficiency analysis and to group
the factors influencing the efficiency which is the dependent variable we are
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trying to explain, factor analysis was conducted. Additionally, with the
variance analysis (ANOVA) test, it was attempted to be understood whether
there is a difference between the units in which the individuals work and the
general performance score.

In comparisons done statistically; the probability (significance) values
below p<0,05 are considered as statistically significant. The information
regarding the questionnaire form used in the study; are as follows: The
questionnaire consists of 5 sections on fundamental level. First section is
general demographic definition which includes and examines variables such
as department, age, gender and educational background. In this section, age
groups are determined as 18-25, 25-40, 40-60, 60 and above. Regarding the
educational background; they are grouped as high school, undergraduate
(BA), postgraduate (MA), postgraduate research (PhD). In the second section;
individuals were asked which units in the municipalities they work in. 11
different departments are written as answers of the questions. These
departments are as follows:

1-Press and Public Relations Directorate
2-Culture and Social Works Directorate
3-Social Aid Works Directorate
4-Information Technologies Directorate
5-Property Condemnation Directorate
6-Technical Works Directorate
7-Editorial Directorate

8-Plan Project Directorate

9-License and Control Directorate
10-Financial Services Directorate
11-Health Works Directorate

In the third section of the questionnaire used in the study, a sorting
scale was used in order to understand which unit of communication center is
more efficient. Three sorting variables were given which are; “Efficient”,
“Neither Efficient nor Inefficient”, “Inefficient”; and the answers were grouped
within this scale. In the fourth section, attempt will be made to understand
which communication center unit the individuals work in cooperation with. In
the final section of the questionnaire; the variables on which factors analysis
will be conducted are presented. In the fifth and last section; five different
levels of answering are sorted as; 1-Strongly Agree, 2-Agree 3-Neither agree

nor disagree, 4-Disagree, 5-Strongly Disagree.
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Hypothesis of the Study

Main Hypothesis formed regarding the analysis of the data in the study
and the results desired to be obtained are as follows:

Ho: Communication centers in municipalities do not have impact on
institutional efficiency.

H1: Communication centers in municipalities have impact on
institutional efficiency.

Analysis of Data and Findings

In the assessment of the findings of the study; firstly, the demographic
characteristics of the participants were investigated. The main object here is
to obtain predictions regarding the population of the participants. By utilizing
from these data, interpretations will be made in further analysis. The data
was determined through frequency analysis.

First of all; age distribution was examined through frequency analysis.
When we look at the age distribution of the respective population; basically 3
age groups are observed. When these age groups which are classified as
young, middle age and elderly are analyzed; it was seen that most of the
employees belong to the age group 25-40 which is considered as middle age.
Among the 206 employees participated in the research; 49 of them are in
(%23,8) 18-25 age group while 129 of them are in (%62,6) 25-40 age group
and 28 of them (%13,6) is between ages 40-60; there no employees above the
age of 60.

Table 7. Frequency Analysis of Age Distribution of the Participants in the
Study

Age Distribution Frequency Percentage (%)
18-25 49 23,8

25-40 129 62,6

40-60 28 13,6

60 and Above 0 0

Total 206 100

The age distribution of the respective population; basically 3 age groups
are observed. When these age groups which are classified as youth, middle age
and elder are analyzed; it was seen that most of the employees belong to the
age group 25-40 which is considered as middle age. Among the 206 employees
participated in the research; 49 of them are in (%23,8) 18-25 age group while
129 of them are in (%62,6) 25-40 age group and 28 of them (%13,6) is
between ages 40-60; there no employees above the age of 60.
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Age Range Distribution
®18-25 W25-40 ®40-60

3% 24%

63%

Figure 5. Frequency Analysis of Age Distribution of the Participants in the
Study

As a second frequency analysis in the analysis of the data of the study;
genders of the participants were examined. When we look at the gender
distribution, it is seen that the ratio of females and males are almost equal.
Among the 206 people who participated in the study, 102 of them (%50,5) are
female and 104 of them (%49,5) are male. Ratio of females and males being
almost equal was predicted as a barrier that may prevent the deviations
occurring due to gender in the process of analysis.

Table 8. Frequency Analysis of Gender Distribution of the Participants in the
Study

Gender Distribution Frequency Percentage (%)
Female 102 50,5
Male 104 49,5
Total 206 100

Gender Distribution

B Male ™ Female

50% 50%

Figure 6. Frequency Analysis of Gender Distribution of the Participants in the
Study

Another variable that was analyzed demographically is the education
background of the participants in the study. When we look at educational
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backgrounds of the sample chosen for the study; 4 groups are listed as high
school, undergraduate (BA), postgraduate (MA), postgraduate research (PhD).
Among the 206 participants, 1 of them (%0,5) PhD, 26 of them (%12,6)
masters, 102 of them (%49,5) bachelors and 77 of them are (%37,4) high
school graduates or students. It is observed that participants mostly have a
bachelor degree or are bachelor students. Additionally, the ratio of the
participants who have undergraduate (BA), postgraduate (MA), degrees is
62,6%. This ratio which is highly above the average of Turkey is hopeful
regarding the reliability of the study results.

Table 9. Frequency Analysis of Educational Background Distribution of The
Participants in the Study

Educational Background Distribution Frequency | Percentage (%)
Postgraduate Research (PhD) 1 0,5
Postgraduate (MA) 26 12,6
Undergraduate (BA) 102 49,5
High School 77 37,4
Total 206 100
Postgraduate . . . .
Research (PhD) Educational Background Distribution
-1% \ Postgraduate
)
13%
Undergraduate
(BA)
50%

Figure 7. Frequency Analysis of Educational Background Distribution of the
Participants in the Study

Different than the demographic variables in the study, the questions
regarding which department the participants work in are measured with
frequency analysis. It is known that the participants work in 11 different
departments in Municipality of Basaksehir. When we look at the distribution
of the participants between departments; among the 206 participants, 44 of
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them (%21,4) works in press and public relations directorate, 17 of them
(%8,3) in information Technologies directorate, 11 of them (%5,3) in property
condemnation directorate, 34 of them (%16,5) in technical works directorate,
26 of them (%12,6) in culture and social works directorate, 8 of them (%3,9)
in financial services directorate, 13 of them (%86,3) in Plan Project directorate,
6 of them (%2,9) in license and control directorate, 8 of them (%3,9) in health
works directorate, 15 of them (%7,3) in social aid works directorate, 24 of
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Cilt: 2Sayr: 2| them (%11,7) in Editorial Directorate. It is observed that most of the
Eki . . . . . .

October 2‘5‘;5{ participants in the study work in press and public relations directorate and

Technical Works Directorate.

Table 10. Frequency Analysis of Work Department Distribution of the
Participants in the Study

Work Department Distribution Frequency Percentage (%)
Press and Public Relations D. 44 21,4
Information Technologies D. 17 8,3
Property Condemnation D. 11 53
Technical Works D. 34 16,5
Culture and Social Works D. 26 12,6
Financial Services D. 8 3,9
Plan Project D. 13 6,3
License and Control D. 6 2,9
Health Works D. 8 3,9
Social Aid Works D. 15 7,3
Editorial D. 24 11,7
Total 206 100

Health Works D.
4% ™

Licenseand ——
Control D.

3% _ /
Plan Project D.
6%

Financial
ServicesD.  Culture and
4% Social Works D.

13%

Social Aid Editorial D.
ocial Ai 12%
Works D.

7%

Distribution of Work Departments

Information

Technologies D.

8%
Property

Condemnation

D.
5%
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Figure 8. Frequency Analysis of Work Department Distribution of the
Participants in the Study

In the study, after the frequency analysis of the demographic factors has
been conducted, in order to be able to examine the relationship between these
variables. The analysis conducted with using crosstabs, some characteristics
which don’t give significant results by themselves were attempted to be
deepened with more specific results. First of all; age distribution and gender
distribution were cross-examined and the results below were obtained.

Table 11. Crosstab Analysis of Age distribution-Gender of Participants

Age Distribution Frequency Percentage (%)

Male | Female | Male Female
18-25 28 21 13,6 10,2
25-40 59 70 28,6 34
40-60 17 11 8,3 53
Subtotal 104 102 50,5 49,5
Total 206 100

When looked at the results; among the 206 participants, 28 of them
(%13,6) are males in age group 18-25; 21 of them (%10,2) are females in age
group 18-25. The number of males in age group is 59 (%28,6) while the
number of females are 70 (%34,0)’dir. 17 of the participants (%8,3) are males
between ages 40-60 and 11 of them (%5,3) are female from the same age

group.

H Male

H Female

18-25 Age 25-40 Age 40-60 Age
Range Range Range

Figure 9. Crosstab Analysis of Age distribution- Gender of Participants
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Cross-examination will be the second to be the subject of analysis and
will be the examination conducted between participants’ educational
backgrounds and gender distribution. The results of this examination are as
follows:

Table 12.Crosstab Analysis of Educational Background-Gender of Participants

Frequency Percentage (%)
Educational Background Distribution Male | Female | Male | Female
Postgraduate Research (PhD) 41 36 199 | 17,5
Postgraduate (MA) 49 53 23,8 | 25,7
Undergraduate (BA) 14 12 6,8 5,8
High School 0 1 0,0 0,5
Subtotal 104 102 50,5 | 49,5
Total 206 100,0

According to the crosstab analysis results; among 206 participants, 41
(%19,9) is high school graduate males and 36 of them (%17,5) are high
school graduate females. 49 (%23,8) of them are males with bachelor’s degree
and 53 (%25,7) of them are females with bachelor degree. 14 of them (%6,8)
are males with master’s degree or master student males, 12 of them (%5,8)
are females with master’s degree or master student females.1 person (%0,5)
constitutes the female population with a PhD degree or PhD student.

30
25
20 ~
15 -
10 -
5 ® Male
O A T

M Female

Figure 10. Crosstab Analysis of Educational Background-Gender of
Participants

The 11t question in the scanning questions in section 5 of the study
which is “I think the communication center units make a contribution to the
operational efficiency of the institution” is considered as a relatively more
general question compared to other questions. This question is placed in the
middle of the question set on purpose so that the participants would not act
with selective perception and their normal reactions would be able to be



The Effect of Communication Centers on Efficiency in Local Governance...

measured during the questionnaire. The answers to this general question
were considered as the general efficiency score and the analysis below were
conducted within this scope.

Table 13. Analysis of the Relationship of Age Distribution of Participants-
Efficiency

I think I strongly |1agree I neither |Idisagree |Istrongly
communication |agree agree nor disagree
center units have disagree

an impact on the

efficiency of the

institution.

Age Distribution |Freq. |% |Freq. |% |Freq. |% |Freq. (% |Freq. |%
18- 25 34 16.5|12 58 |3 1510 0 0 0
25-40 58 28.2|59 28.6 |9 43 |2 1 1 0.5
40-60 11 53 |13 6.3 |1 053 1.4 |0 0
Overall 103 |50 |84 40.8 |13 6.3 |5 24 |1 0.5

Depending upon the interpretation of the table above, considering the
age distribution; the participants between ages 18-25 definitely agree with the
fact that communication center units have an impact on the operational
efficiency of the institution; while the ones between age ranges 25-40 have
chosen the answer “I Agree”. In general; the impact of communication centers
on efficiency is perceived as positive while 6,3% of the participants do not
state any opinions.

Table 14. Analysis of the Relationship of Gender Distribution of Participants-
Efficiency

I think I strongly |Iagree I neither |Idisagree |Istrongly
communication agree nor disagree.
center units have disagree

an impact on the

efficiency of the

institution.

Gender Freq.|% |Freq. |% |Freq. |% |Freq.% |Freq. |%
Distribution

Male 49 |23.8/|42 20.4 |10 48 |2 1 |0 0
Female 54 |26.2|42 20.4 (3 1.4 |3 14 |1 0.5
Overall 103 |50 |84 40.8 |13 6.2 |5 24 11 0.5
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Depending upon the interpretation of the table above, considering the
gender distribution; 54 of the female participants definitely agree to the fact
that communication center units have an impact on the operational efficiency
of the institution; while 42 of them has chosen the answer “I Agree”. 3 people
did not state any opinions. Among the male participants in the study; 54 of
them definitely agree to the fact that communication center units have an
impact on the operational efficiency of the institution; while 42 of them have
chosen the answer “I Agree”. 10 people did not state any opinions.

Table 15. Analysis of the Relationship of Educational Background Distribution
of Participants-Efficiency

I think
communication
center units
have an impact
on the
efficiency of
the institution.

I neither |I I
agree nor | disagree |strongly
disagree disagree

I strongly
agree

I agree

Educational
Distribution

Postgraduate 0 0 1 0.5 |0 0 |0 0 |0 0
Research (PhD)

Freq.|% |Freq. % |Freq.|% | Freq.|% |Freq.|%

Postgraduate 10 49 |12 58 |3 14 |1 051 0.5
(MA)
Undergraduate |50 24.2 141 1997 35 4 19 |0 0
(BA)
High School 43 20.9/30 14.6|3 1410 0 |0 0
Overall 103 |50 |84 40.8|13 635 24 |1 0.5

Depending upon the interpretation of the table above, considering the
educational background distribution; 43 of high school graduate participants
definitely agree to the fact that communication center units have an impact on
the operational efficiency of the institution; while 41 high school graduates
have chosen the answer “I Agree”. 3 people did not state any opinions. 50
participants with bachelor’s degree definitely agree to the fact that
communication center units have an impact on the operational efficiency of
the institution; while 41 have chosen the answer “I Agree”. 7 people did not
state any opinions. 10 participants with master’s degree definitely agree to
the fact that communication center units have an impact on the operational
efficiency of the institution; while 13 have chosen the answer “I Agree”.
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In section 3, when analyzing the part where participants were asked
which communication units is efficient, which is inefficient and which is
neutral (neither efficient nor inefficient); it was determined through
frequency analysis that the communication unit which displays the highest
efficiency is call centers. Call centers are followed by super service desk. Then;
e-municipality and internet units come next. The communication unit
determined as the most inefficient is demand and complaint box. It was
followed by post, fax and courier unit.

Table 16. Analysis of Efficiency of Communication Units as per the
Participants in the Study

Most Efficient(1) | Neither efficient |Inefficient (3)
nor inefficient (2)

Educational Freq. % Freq. % Freq. |%
Distribution
Press News 6 2.9 20 9.7 17 8.3
BIMER 10 4.9 22 10.7 21 10.2
Call Center 139 67.5 28 13.6 16 7.8
E-municipality and 19 9.2 70 34 22 10.7
Internet
Mail, Fax, Courier 8 3.9 15 7.3 42 20.4
Demand and complaint |2 1 22 10.7 48 23.3
box
Super Service Desk 22 10.7 29 14.1 40 19.4
Overall 206 100 206 100 206 100

The findings we encountered during our study made us think that some
individuals may differ in their view of efficiency according to the department
he/she is working in. Therefore, whether the comprehension of the case, if
communication centers contribute to the efficiency differs according the
department in which the participants work was intended to be tested. For this
reason; hypotheses stated below were formulated and the validity of these
hypotheses were attempted to be identified by conducting variance analysis
through ANOVA test.

HO: There is no significant difference between the unit in which
individuals work and efficiency score.

H1: There is a significant difference between the unit in which
individuals work and efficiency score.
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Table 17. Factor Loads

Component

1

2

Communication centers are efficient considering the
feedbacks of the citizens.

0,704

Communication centers facilitate workloads of the
employees.

0,524

0,648

Communication centers are efficient in terms of
gathering all the applications done by the citizens in
one particular point.

0,674

Communication centers are useful for determining
the demands and expectations of the citizens.

0,693

Communication centers ensure profitability in
terms of time dedicated to the services provided to
the citizens.

0,807

Communication centers provide a more proactive
structure in the communication with citizens.

0,692

0,403

By means of communication centers, the
applications of the citizens are responded more
quickly and actively.

0,725

Attributable to the communication center units it
became easier to inform citizens.

0,692

0,442

Communication centers increase the quality of the
services provided to the citizens.

0,776

0,402

10

The quantity of the communication center units is
sufficient.

0,601

11

Communication centers contribute to the
organization’s working efficiency.

0,518

0,507

12

Appropriate measurement and evaluation is
obtained for the communication center units by
making comparisons.

0,608

0,452

13

Communication center units provide services by
focusing on the citizens.

0,539

0,415

0,415

14

Call center as one of the units of the communication
centers increases efficiency of the organization.

0,409

0,708

15

BIMER as one of the units of the communication
centers increases efficiency of the organization.

0,816

16

Press news as one of the units of the communication
centers increases efficiency of the organization.

0,781

17

Demand and complaints box as one of the units of
the communication centers increases efficiency in
terms of feedbacks.

0,701

18

E-municipality and internet services as one of the
units of the communication centers increases
efficiency in terms of costs.

0,473

0,585
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Component
1 |2 |3
Super service desk as one of the units of the
19 | communication centers increases efficiency in 0,528

terms of time factor.

Feedbacks of the citizens on the communication
20 . o 0,757
center units affect the motivation of the employees.

The relationship between the solution partners
21 | from the communication center units and other 0,545 | 0,44
units increases efficiency.

The solution partners from the communication

22 0,446 | 0,531

center units contribute to the feedbacks.

According to the distribution of questions and factor naming; the
questions 2, 14, 18, 20 and 22 were determined as a factor group and named
‘Feedback’. In this factor load; especially the contribution of the feedback
obtained from the communication centers in municipalities on efficiency were
attempted to be measured.

In the factor analysis conducted in the study; questions 10, 12, 15, 16,
17, 19 and 21 were determined as second factor load. This factor load was

named ‘Structure and Diversity of Center Units’.

Finally there is another factor group named ‘Service Quality’ which
includes the questions 1, 3,4,5,6,7,8,9, 11 and 13.

Table 18. Grouping of Factor Loads - Service Quality

Communication centers are efficient with regard to the feedback received 0.704
from the citizens

Communication centers are efficient with regard to the gathering of all the | 0.674
applications by citizens at one place

Communication centers are beneficial for the determination of the needs 0.693
and expectations of citizens

Communication centers provide efficiency in terms of time to the services 0.807
provided to citizens

Communication centers provide a more proactive structure for the 0.692
communication with citizens

Communication centers provide faster and more efficient responds to the 0.725
applications of citizens

It has become easier to inform citizens by communication center units 0.629
Communication centers increase the quality of services provided to citizens | 0.776
Communication center units contribute to the work efficiency of the 0.518
institution

Communication center units provide services by focusing on citizens 0.539
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Table 19. Grouping of Factor Loads - Structure and Diversity of Center Units

The number of communication centers is sufficient

0.601

By the comparison of communication center units, appropriate

quantification and evaluation are performed

0.608

BIMER, as one of the communication center units, increases the efficiency of | 0.816

the institution

Press News, as one of the communication center units, increases the 0.781

efficiency of the institution

Demand complaint box, as one of the communication center units, increases | 0.701
the efficiency of the institution with regard to feedbacks

Super service desk services, as one of the communication center units, 0.528

increase the efficiency of the institution with regard to time

The relations of solution partners, as one of the communication center units, | 0.545
with other units increase the efficiency of the institution

Table 20. Grouping of Factor Loads - Feedback

Communication Centers facilitates the workloads of the employees. 0,648
Call centers, as one of the communication center units, increases the 0,708
efficiency of the institution

E-municipality and internet services, as one of the communication center 0,585
units, increases the efficiency of the institution with regard to expenses

Feedbacks of the citizens on Communication Center units affect the 0,757
motivation of the employees.

Solution partners, as one of the communication center units, contribute to 0,531
Feedbacks.

Table 21. Factor Load Distribution of the Variables used in the Study

“Eigenvalues” Value
Components Total Variance Explanation Cumulative
Coefficient Percentage (%) Variance (%)
1 11,738 53,354 53,354
2 1,531 6,958 60,312
3 1,038 4,719 65,031

When the component matrix in the study is examined; it is seen that the
questions are gathered under 3 basic factors. When we look at the findings
obtained from the table in which the total variance had been explained; 3
factor loads is present. At this point; by grouping 22 variables under 3 factors;
the analysis is carried to a more fundamental level. Here, defining the three
factors with the characteristics they share in common that come to the fore
and interpreting the analysis with 3 factors according to these definitions will
assist the study in achieving the main goal of factor analysis. From this point
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forth; these three factors were determined. According to this; these three
factors were determined as Structure and Diversity of Center Units, Feedback

and Service Quality.

Table 22. General averages Analysis

Participants in the Study

with regard to the Answers of the

Average score of the Averages in 5 Point Likert
answers provided Scale
Question 1 4.45
Question 2 4.33
Question 3 4.44
Question 4 4.28
Question 5 4.34
Question 6 4.17
Question 7 4.32
Question 8 4.24
Question 9 4.33
Question 10 3.94
Question 11 4.36
Question 12 3.96
Question 13 4.41
Question 14 4.34
Question 15 4.05
Question 16 3.88
Question 17 4
Question 18 4.13
Question 19 4.38
Question 20 4.15
Question 21 4.21
Question 22 4.25
Overall 4.22

For the questions in 5t section in the study; general average analysis
was conducted. According to this; the average of the answers provided in
accordance with 5 point Likert Scale are as follows: It is seen that the general
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average of the answers provided for the questions are 4.22 out of 5. In other
words; the answers “I agree” and “I strongly agree” are provided the most.

Table 23. Conformity Analysis of the Sample Used in the Study

KMO and Bartlett Test
Kaiser-Meyer-Olkin and Bartlett Test Statistics. 0,936
Degree of Freedom (df) 231
Significance Value (sig.) 0.000

In order to obtain significant results in the evaluation of the findings of
the study; the conformity of the sample size should be tested. KMO and
Bartlett test is performed for this purpose. The coefficient to be obtained
according to this test is expected to be in between 0,8-0,7; in the case where
coefficients are below this interval, number of observations should be
increased.

According to the results obtained; the coefficient 0,936 shows that the
sample size is good and sufficient. Significant value being below 0,05 indicated
that the test is significant. Since KMO and Bartlett Test shares in common the
key features with correlation matrix; this test also shows if there is a
relationship between the variables. From this point of view; in the study
conducted, test was identified as significant; in other words, it was put
forward that there is a significant relationship between the variables.

On the other hand; correlation matrix was examined separately and it
was observed that correlations are above 0,30 and in general they are in
between the differential of 0,60-0,70. This outcome shows us that the
observations can be separated by factors.

According to total variance test; it is seen that there are 3 factor loads
bigger than “Eigenvalues” value of 1. This situation may be interpreted as
there will be basically 3 factor loads as a result of the factor analysis or it is
expected as such. 3 factor loads are observed to explain 65% of the variance.
This ratio is a sufficient one if previous literature is examined.
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Table 24. The Relationship between the unit in which the participants in this
study works and efficiency

ANOVA Results Table
Total of Degree of | Average F C g
. .. | Significance
squares freedom |squares Statistics
Intra
18,689 11 1,699 3,388 0.000
group
Intergroup | 97,272 0,501
Total 115,961 205

In the study, according to the ANOVA test statistics; the significance
level is 0,00; in other words, smaller than 0,05 (p<0,05; 0,00<0,05). In this
case HO hypothesis is objected and H1 hypothesis is accepted. That is to say, it
is accepted that there is significant difference between the units in which
individuals work and general efficiency score. The most significant result
obtained at this point is that the opinions of the people regarding whether the
communication centers within the municipality contribute to efficiency may
differ according to the units they work in.

Conclusions

Municipalities, formed in an area with borders determined beforehand,
with the purpose of satisfying the needs of the community, whose decision
making bodies are chosen by the people, are legal personalities with their own
organizational structures and employees, and their authorities are determined
with the laws. These governments are not only highly participating in
providing of regulations of society, but also are the basis of the democratic
administration perception.

In order to keep the communication more intensive, supply the
demands of the citizens, and respond to them fast enough, the municipal
governments, the corner stones of one on one communication, have
established communication centers in them.

Municipalities are institutions who assign the decision making bodies
with the election of the public and governed by administrators authorized for
a certain period of time. The administrators on the top of decision making
bodies are considered successful or unsuccessful as per the satisfaction of the
public. The administrators who receive the satisfaction of the public through
services he has given keeps his position by being elected by the public or the
ones failing to receive the satisfaction of the public becomes required to leave
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his position to the new administrator. This shows that the success criteria are
very much dependent upon the satisfaction of the public.

If we think of municipalities as business; its equity capital is the
satisfaction and appreciation of the public. For a municipality to be considered
successful is dependent upon the hearts of the public. Hence; for a
municipality to be successful, the most important task belongs to
Communication Centers for the purpose of receiving the satisfaction of the
public. In a successful municipality, good communication with the citizen
ensures the institutional loyalty of the citizen and the service of the
municipality administration provided in the respective region with
appropriate projects and investments through identifying the demands and
requests of the public right. If you do not build an appropriate communication
with the citizen and tell your various investments and projects to the public
right; the citizen may think of you as unsuccessful since he is not aware of
your services and this leads to the loss of the next election. Yet, a municipality
administration that does not have a project or service but is very good in
communicating with the citizens and hence, is able to tell the citizen the
reasons for failing to provide service may win the elections again and keep its
position despite its failing in providing service.

As it is founded that; a successful municipality; basically has to satisfy
the public needs and wants. In order to do this; it has to build proper
communication with the public and plan its services according to the demands
they have.

Communication centers have become the most important units within
the municipalities due to this. Municipality administrations place importance
to communication centers and establish the organizational structure of
municipality administration over communication centers. By this means,
citizen oriented administrative mentality is formed and services are provided
through making plans as per the demands, requests and complaints of the
public. As a result; the satisfaction of the public as well as success is ensured.

As an example of this; communication center of Municipality of
Basaksehir and the municipality administration executed over this was
examined and the level of success of this perspective was determined. With
the help of contact points established in Municipality of Basaksehir
Communication Centers; citizens are able to contact swiftly with the
municipality.

With city information system supported by communication centered
technological infrastructure; demands of the citizens are instantly transmitted
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to the respective directorates over the software program. Solution partners
located in every department in contact with communication centers follow the
demands, resolve them and citizens are given feedback. Demands of citizens
can be measured with regard to service quality thanks to the established
service standards and performance of personnel is evaluated by senior
management. Directorates are able to connect with each other through a
software network with an established automation and performances of
directorates are also subjected to evaluation. With the reports prepared,
district based demands and requests are identified and investment plans are
made in accordance with the significance and priority lists of the senior
management. Taking into consideration the demands of the citizens and
providing service accordingly leads to satisfaction and citizen finds its
municipality successful.

A successful municipality is the one working efficiently. Most important
role played in this efficiency belongs to communication centers. Additionally,
thanks to communication centers; within the frame of the operation of the
institution, district based or periodical intensities may be measured through
the reports prepared in line with the demands of the citizens, directorates are
able to plan personnel assignments correctly and therefore reduce the time
loss and increase the efficiency. Communication centers are at the center of
municipality administration since service mentality is established in senior
management in line with these reports. This makes communication centers
the most important unit in the center of the efficiency of the municipality.

As a result of all of these evaluations; the results stated below were
obtained in our thesis study.

In this study, whether communication centers in municipalities have an
impact on institutional efficiency was attempted to be comprehended. As a
result of the analyses conducted in line with this; it was determined that
communication centers in municipalities have a positive impact on
institutional efficiency. In other words; in the main hypothesis formed in our
study, HO hypothesis was rejected and H1 hypothesis was approved.

In this direction, it was determined that communication centers in
municipalities increase institutional efficiency. Especially call centers were
identified as being the most successful regarding this issue. In the increase in
the efficiency which employees also have an impact on; the trainings in call
centers, personal performance measurements or call center system was stated
to be sufficient. Correspondingly, another communication center unit
established in order to assist call center and called white table was
determined as a unit having an impact on institutional efficiency.
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Opposite to this; post, fax and courier unit which regress due to
constantly developing technology and is almost never used was identified as
having negative impact in terms of both cost factor and efficiency.
Nonetheless; demand, complaint and request box which is another
communication unit was determined as not having an impact on efficiency and
having lots of deficiencies.

In addition to these, especially in the factor analysis conducted; three
mail subjects were identified. First one is service quality. The fact that; as
service quality increases; efficiency increases as well. So this result displays a
directly proportional relationship between these two variables. With new
additions to call centers recently; service quality was increased and citizens
were responded even faster and hence, it is considered as the communication
center unit that makes the most contribution to efficiency.

Another subject identified in factor analysis is about the structure and
diversity of center units. In the results obtained in relation with the sufficiency
of the amount and diversity of the units in communication centers; it was put
forwards that the units are sufficient in resolving the problems and
responding to the needs of the citizens; but the communication between the
units should be stronger.

The last subject identified with factor analysis is feedbacks. Feedbacks
which is one of the most important subjects for communication centers is an
important variable coming from the citizens and indicating the services’ level
of response to their demands. In this point, with feedbacks, satisfying the
needs and understanding the demands more clearly is facilitated and
efficiency is contributed. As a result; communication center units in
municipalities are the most important units that provide communication with
the citizen with service purposes, receive the demands, requests and
complaints from citizens and executes follow-resolve- conclude- report
process and concludes the satisfaction of the citizen through measurement,
submitting the results to senior management and ensuring that the service,
investment, project planning of the municipality are performed in accordance
with these. It is the most important municipality service point that has a direct
impact on the efficiency of municipality. Communication centers have positive
impact on institutional efficiency.
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Summary

Bu ¢alismada belediyelerde bulunan iletisim merkezlerinin kurumsal
verimlilige etkisi incelenmistir. Iletisim merkezleri belediye faaliyetlerinin
ytirtitiilmesinde kurum igi iletisimin gerceklestigi ve kontrol edildigi birimlerdir.
Ayni zamanda kurum disindan; basta vatandaslar olmak lizere; tiim birey ya da
kurumlarin talep, soru ya da sorunlarinin alindigi ve yénetildigi merkezlerdir.

Birey, hayata yerel ya da ydresel olarak belirtilen sosyal bir ortamda
baslamakta ve yasamin ilk adimlart burada atmaktadir. Bununla birlikte
diinyadaki tiim gelismeler ve olaylar, bu hayati etkilemekte ve gelistirmektedir.
Bireyi topluluga ait kilan biling, aidiyet ve duygularin gelisiminde icinde yetistigi
en yakin cevre biiytik 6nem tasimaktadir. Bu baglamda yerel yénetimler sadece
verdikleri teknik hizmetler yaninda sosyal, kiiltiirel ve toplumsal acidan énemli
gelisim ve gelismelere de aracilik etmektedir. Birey kisisel, sosyal ve politik
yasaminin tlimiinii bu alanda yasamakta, kendine 6zgii kimliklerini edinmekte
ve yasatmaktadir. Bu élgekteki alanlarin, giiniimiiz yeni iktisadi ve sosyolojik
yapisinin  merkezlerini olusturmaya basladigi gériilmektedir. Belediyeler
verdikleri tiim hizmetlerin yapisi, isleyisi ve sonuglart agisindan yonetisimin
merkezinde olan kurumlarin en bagsta gelenlerindendir.

Yerel yénetimlerde ézellikle belediyelerin yasamsal 6nemi bulunmaktadir.
Halkla birebir iletisimin temel tast olan belediyelerde, iletisimin daha verimli
yapilabilmesi, vatandaslarin ihtiyag ve isteklerini karsilayabilmek ve onlara hizli
olarak cevap verebilmek adina belediyeler kurulan iletisim merkezleri
arastirilmaktadir.

Calismada yerel yénetimlerde belediyecilik kavramina genel bir bakis agisi
sunulmasi agisindan, belediye kavrami, onemi, gérev, sorumluluk ve yetkileri
baglaminda belediye iletisim merkezleri irdelenerek, belediyelerde iletisim
merkezi birimleri ve verimlilik iliskisi kurularak, her iki kavram ayrintisiyla
aciklanmis ve aralarindaki iliski irdelenmistir. Bu baglamda yerel yonetimlere
iletisim merkezi kavrami ve dénemi anlatilarak, yerel ydnetimlere iletisim
merkezi temas noktalarina deginilmistir. Yerel yénetimlerde iletisim merkezleri
ve verimlilik iliskisini ortaya koymak adina belediyelerde verimlilik kavrami
anlatilarak, énemi, etki eden faktorlere deginilmistir. Birey ve kamu diizeyinde
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verimlilik kavramlari incelenerek, yerel yonetimlerde iletisim merkezlerinin
verimlilik acisindan énemi ve etkilerine deginilmistir.

lletisim merkezlerinin isleyisinde veritabani ve yazilimin etkin ve etkili
olmasi; bu stirecin e-belediyecilik altyapisini gli¢lendirdiginden; ¢alismada
iletisim merkezi tiim boyutlariyla irdelenmis ve isleyis siireglerinin tanimlanmasi
aciklanmigtir.

Mal ve hizmet tedarik eden kurumlardaki en 6nemli faktérlerden biri olan
verimlilik unsuru, tiim isletmeler gibi kamu kurum ve kuruluslart agisindan da
onem arz etmektedir. Kurum ve kuruluslarda verimliligi arttirmak hem
stireklilik hem de uzun vadede maksimum fayday: saglamak icin iizerinde
calisiimast gereken dénemli noktalardan biridir. Bu kapsamda arastirmanin
amact iletisim merkezleri ézelinde, verimliligin saglanmasinda hangi faktérlerin
etkili oldugunu arastirmaktir. Gergeklestirilen arastirma, teorik bulgularin
desteklenmesi ve e-belediyecilik etkinlikleri kapsaminda iletisim merkezlerinin,
bu baglamda kurulan bir modelde incelenmesi ile ilgili tek ve ézgiin yédnetisim
calismasi olma 6zelligini tasimaktadir.

Arastirma Basaksehir Belediyesi’'nde faaliyette bulunan iletisim merkezi
birimlerinin kuruma sagladigi katkilari 6lcmek adina Basaksehir belediyesinde
ve aktif olarak calisan bireylerle yapilmistir, Arastirmada veri toplama yéntemi
olarak yiiz yiize anket yéntemi kullanilmistir. Toplamda 206 kisiye anket
yapilmis ve anket Basaksehir belediyesindeki 11 farkli departmanda halen aktif
olarak ¢alisan bireylere uygulanmigstir, Yapilan anketlerin tamamina giivenilir
geri dontis alinmistir. Yani yapilan bu ¢alismada toplanan verilerde kayip
saptanmamigtir. Anket belirli bir pilot bélgede yapimis oldugundan geri
déntisler ve anketlerin tarama/kontrol stiregleri titizlikle takip edilebilmis
ayrica anket sorularinin dogru anlasilip anlasiimadigi teyit edilmistir.

Calisma, “Belediyelerde lletisim Merkezlerinin Verimlilige Etkisi Uzerine
Bir Arastirma: Basakgsehir Belediyesi Ornegi” olarak adlandirilmis ve Basaksehir
Belediyesi ¢alisanlariyla kurumsal verimlilik lizerine bir anket ¢alismast da
ornek olay analizine katki saplayacak bicimde gergeklestirilerek,
yorumlanmigstir. Yapilan analizler sonucunda belediyelerde bulunan iletisim
merkezlerinin kurumsal verimlilige olumlu etkisi oldugu sonucu ortaya
ctkmistir.
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