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Foreword

tensive decentralization process, which

among others should also bring decision-
making, which is in interest of the local self-gov-
ernment, closer to the citizens. This would create
conditions for citizens’ more closer and more direct
impact and participation in the management of
the local community.

Republic of Macedonia is going trough an in-

In order to be able to influence the decision-mak-
ing, citizens should be able to express their opin-
ions, desires, expectations and priorities to the
competent officials in the local government. On
the other hand, the local self-government must
have ways and means to learn citizens' opinion, so
that the procedures and activities can be adjusted
accordingly.

This aspect from the work of the local self-govern-
ment is precisely the subject topic of this Toolkit. It
is primarily intended for the management and staff
in the units of local self-government in Republic of
Macedonia. Itis created to assist the municipalities,
which do not have citizen feedback mechanism-
to establish them in easier and more quality way,
and for the municipalities, which apply such meas-
ures in their work- to assist in extending them and
their easier application.



It will also be of assistance to the citizens and their associations, business communities as well as the
other stakeholders on local level. It will serve them to become familiar with the possibilities for express-
ing the personal opinion and manners in which they can influence the decision-making by the local self-
government. This can and should encourage them to initiate and assist the introduction of such
mechanisms in the local community.

The Toolkit is developed for easy understanding and use, with practical presentation of the manner in
which citizen feedback can be organized and function. Most efficient practices for citizen feedback, which
have been used in the local self-governments in the world, are individually elaborated.

The Toolkit also contains practical tips for the application of those mechanisms, including the necessary
resources in general, as well as list of all advantages and disadvantages for each mechanism separately.

It is expected that the Toolkit will be of significant assistance for establishing or improving the consul-
tations with the citizens on matters, which are under the competencies of the local self-government in
Republic of Macedonia, and therefore for improving its operations and quality of citizens lives in the
local self-governments.



Message from
USAID Macedonian
Local Government Activity

public of Macedonia have taken over a large num-

ber of new responsibilites which they have to
execute in situations of insufficient financial resources and
in often difficult economic times.

over the last three years the municipalites in the Re-

Even in these hard times, with newly decentralized func-
tions local government officials in the Republic of Mace-
donia should even more open the decision making
process to the citizens. Although, the local governments
are committed to serving citizens’interests and providing
high quality, efficient government services, still, there is
much evidence that citizens do not feel that they are
being heard or that local government is addressing their
priority needs. Therefore, there is a need for good and
working mechanisms for citizen feedback to empower cit-
izens to express needs and satisfaction (or lack thereof)
with municipal services.

Certainly, this is not an easy thing. Invloving the citizens
by listening to their ideas takes time and resources. And
this process does not always go smoothly. But when it
happens, a partnership between the citizens and local ad-
ministration is established and as a result the citizens’ con-
fidence in their local government as well as local
democracy is increased.



The results of the recent survey MLGA Transparency and Accountability team
conducted for the purpose of evaluating the present situation in transparency
and accountability, show that the officials want to improve the already exist-
ing ways of enabling citizen input, if they are already using some, or put in
place mechanisms, in cases where this has not been done before.

For this purpose USAID MLGA created this manual which offiers a wide range
of effective citizen feedback mechanisms for municipalities of Macedonia that
will enable genuine and continuous citizen influence on the work of local gov-
ernment elected officials and administration in municipalities.

We at MLGA believe that this manual will help local government officials and
staff to continuously improve the quality for local government services, ad-
vance the municipal administration attitude and behaviour towards citizens
and address the real priorities of the citizens.

This manual is available on the MLGA and ZELS web sites (www.zels.org.mk).
Your feedback and questions are welcome.

Contact: nvucinicemlga.com.mk, tel: 02 3094 734, 071 341 832

Nada Vucinic-Gavrilovska
Transparency and Accountability Team Leader

USAID Macedonia Local Government Activity



Introduction

in the local community through production and delivery of so-called

public goods and services, which will alleviate and improve their lives.
Familiarity with local policies, continuous living and working in contact with
local problems, enables the local self-government to be more adequate than
the central government regarding the needs of citizens on local level. In order
to respond to these expectations and needs, the local self-government must,
as much as possible, have clear picture of citizens’ needs and priorities, as
well as the expectations they have from their municipality.

I ocal self-government exists, on behalf of the citizens, to arrange the life

Efficient and well-organized local government always takes citizens’attitudes
as starting point for planning the work and the respective decision-making.

Such local self-government always enjoys more trust and support from the
citizens, as opposed to the local self-government that does not pay much
attention to their interests. Insufficient information and lost interest in citi-
zens' views, inevitably leads towards losing their trust and support and alien-
ating the local self-government. Hence, this reduces the quantity and quality
of goods and services which are delivered to the citizens, and results in lower
chances for the leadership to be reelected.

Receiving citizen feedback and acting accordingly is neither an utopian con-
cept, nor some“trendy” procedure- it is a real need and very important man-
agement asset of the local self-government.



3.1.
Whatis citizen feedback?

Receiving citizen feedback is a system of thought-
ful, coordinated and efficient mechanisms,
whereby the citizens can express their needs, pri-
orities, expectations and proposals, and the local
self-government can learn their attitudes in order
to take them into consideration in decision-mak-
ing and planning of the work.

Citizen feedback mechanisms must be part of a
system, and should not be occasional and usually
pre-election activities for the purpose of acquiring
bigger trust and support from citizens. The regular
application of the mechanisms gives more clear
and more realistic picture about citizens’ views and
considerably alleviates the implementation of
mechanisms, as the citizens make a habit of par-
ticipating in those mechanisms. The irregular im-
plementation of mechanisms make the citizens
have insufficient trust in the mechanisms and the
local self-government, and this will aggravate the
mechanisms implementation.

The mechanisms need to be coordinated in order
to avoid the unnecessary overlapping, which
might confuse the citizens, reduce their willingness
to participate and to present the municipality as
inadequately organized. Coordinated mechanisms
shall create impression among the citizens that the
municipality is organized, that it is taking regular
and continuous care about it, and this, in return
shall improve the municipality’s rating.

Feedback mechanisms need to be efficient in order
to justify the resources, which have been invested
for the implementation. The mechanisms, which
have results and effects that exceed the invested
efforts, are the ones that should be implemented.
Expensive activities without adequate results shall
annoy the citizens, and they will consider it as irra-
tional spending of their money. Modest results
against obviously big funds invested, create the
impression of an irresponsible local self-govern-
ment.

Which mechanisms will be used is a matter of as-
sessment by the municipal leadership, and will de-
pend on what is wanted to be achieved and
whether the invested human and financial re-
sources respond to the achieved results.

3.2,
Necessary conditions
for citizen feedback

In order to enable receiving citizen feedback and
this to be carried out smoothly, it is necessary that
several conditions be met, which refer to the man-
agement and administration of the municipality,
as well as to its citizens:

« Information about the municipal administra-
tion should be available to the citizens

« The public opinion should be positive towards
giving feedback

« The municipal leadership must be willing to re-
ceive feedback

« The municipal administration must have capa-
bility of collecting the feedback.

Receiving feedback and using it in decision-mak-
ing in the local self-government is only one part of
a more complex chain of events, whereby all
phases are mutually related and interdependent.
The successfulness of receiving feedback depends
on other previous events, which are constituent
part of the cycle of activities, which goes in the fol-
lowing order:

« The municipality actively informs the citizens
about its work,

- The citizens'interest about the work of the mu-
nicipality is provoked and they develop their
position accordingly,

« The municipality’s leadership is willing to learn
their considerations,

« The municipality works on receiving the citizen
feedback and

«  The municipality takes into consideration the
feedback in the planning of future decisions
and activities.

Once this cycle of activities is initiated, it continues
further, but on a higher level. If the citizens are as-



sured that the local self-government is willing to
hear their suggestions and is prepared to accept
them, the citizens’ interest in giving feedback will
be increased. This will lead towards closer cooper-
ation among the citizens and the local self-gov-
ernment, and leads towards more active citizen
participation in the decision-making by the mu-
nicipality.

On the other hand, when the citizens have the feel-
ing that they can be consulted during decision-
making, their interest in the work of the
municipality will be increased. Increased interest
about the work of the municipality would also
bring bigger number of citizen suggestions for res-
olution of issues under the competence of the
local self-government and improving the work of
the municipal administration. The more sugges-
tions the bigger the willingness, but also increas-
ing obligation on the part of the local
self-government to collect citizen feedback,
whereby the municipal administration shall ac-
quire skills for implementing the respective
process.

3.2. 1 [ ]
Availability of municipal
information for the citizens

The publicity of the work of the municipality, i.e.
informing the citizens about the municipal plans,
decisions and activities ,is of great importance in
order to receive feedback from them.

Many municipal administrations refrain from active
publicity of their work, thus considering that it
would open more space for criticism by the oppo-
sition in the Council, media, citizens and their as-
sociations. This is a wrong approach, because in
most of the municipalities where the citizens know
each other, it is practically impossible to hide in-
formation about the work of the local self-govern-
ment.

Absence of information on the work of the munic-
ipality creates feeling of distrust among the citi-
zens that decision is made ,behind closed doors”
for their money and needs. The municipal admin-
istrations, which work properly - in accordance
with the legislation and the interests of the citizens,
make the biggest mistake if they don’t have pub-
licity in their work. Besides good intentions and
proper work, the local population does not get

trust into the municipality, although the munici-
pality deserves it.

There are several ways in which the municipality
can be open towards the citizens, which depends
on the manner and time when the municipality
provides information about its work. With regard
to the manner, it can be passive — when informa-
tion is provided only when this is requested from
the municipality, or active- when information is
provided on regular basis without being requested
from the municipality to do so. With regard to the
time when information is provided, the municipal-
ity can inform the citizens about its decision-mak-
ing once the decision on certain issue is reached
or prior to reaching the decision.

There is no doubt that the best approach is the ac-
tive publicity about the work of the municipality,
whereby information on the intentions for deci-
sion-making should be communicated in the
preparatory process of decision-making. This cre-
ates possibility for a consultative process, so that
the citizens and their associations can state their
opinion on the respective issues and suggest their
views.

Active publicity, especially information about the
municipality’s plans on one hand is very useful cor-
rective mechanism for prevention of possible vio-
lations in the work of the municipality, and on the
other hand, it is excellent means for acquiring the
trust of the local population.

Therefore, in the framework of its possibilities, the
municipality can use all mechanisms that enable
the citizens to get access to information about the
work of the municipality. There are many ways to
inform the public, and the most frequently ones
are:

+ Press releases

«  Newsletter of the municipality,

+ Informative leaflets,

- Citizen information center,

+ Guidebook for the municipality,

+ Informative boards on public places,

+ Automated telephone calls.



3.2.2.
Positively inclined public opinion
for giving feedback

Of course, the most important element for receiv-
ing citizens’ feedback is the willingness of the citi-
zens to communicate their opinions to the local
self-government. In traditional countries where
local self-government does not have long tradi-
tion, citizens are not used to being asked about
their opinion, and some of them do not trust that
their opinion will be utilized for the good of the
local self-government. Moreover, some citizens
think that they should not invest efforts and time
into something that does not bring personal ben-
efit or does not improve the situation of their fam-
ilies and relatives.

In highly politicized societies, the willingness of
some of the citizens for such cooperation may de-
pend on whether there are members of the politi-
cal party of their affiliation in the municipal
leadership. Yet, if they agree to cooperate, the po-
litical affiliation can influence the objectivity of
their responses. Those citizens might approve cer-
tain procedures of the local self-government,
which is guided by the political option, which they
support, and shall criticize the same procedures if
the government in the municipality is from an-
other political party.

Low life standard can influence the opinion of the
citizens about the work of the local self-govern-
ment. In local communities where the income is
very low, dissatisfaction from the personal situa-
tion can affect the feedback given to the local self-
government. In such cases, even the local
self-government that does proper work shall be
criticized because of personal dissatisfaction,
which is not related to the quality of its work.

All this should not be an obstacle for receiving cit-
izen feedback, yet, it needs to be taken into con-
sideration when such measures are planned and
applied.

In order to be an active factor for balancing the
power in the local community, and to give useful
feedback, the citizens should:

« Beinterested in the work of the local self-gov-
ernment

« Understand the processes within the local self-
government

+ Be prepared to communicate their opinion in
an organized manner

Citizen interest about the work
of the local self-government

Citizens should be interested in the work of the
local self-government, as it reaches decisions on is-
sues, which influence their lives. On the contrary,
they create possibilities for decision-making which
is not in general interest and enable violations for
personal, group or party’s interests.

With a passive attitude, the citizens accustom the
municipal leadership to freely reach decisions,
which are not in the interest of the majority of cit-
izens in the municipality. In this way, the citizens
send signal to the municipal leadership that it can
reach decisions on its own behalf and interest and
manage the life in the local community, without
showing concern whether the citizen will state a
contrary opinion.

The interest of the citizens, among other things,
depends on the local mentality, quantity of infor-
mation that they receive about the work of the mu-
nicipality, its orientation to cooperate with the
citizens, as well as the manner in which the mu-
nicipality is represented in the public.

In order to receive citizen feedback, it is necessary
that the citizens are informed, engaged, motivated
and organized. In this process, besides the local
self-government, the media and citizen associa-
tions have the key role in order to help the citizens
and the municipality to establish and maintain
two-sided communication.

Most important to provoke interest among the cit-
izens, is still the local self-government, which
should assure the citizens that their opinion and
suggestions are welcome, and that they would be
really heard, and will be accepted if they are ra-
tional and useful.



Citizens’ understanding of the
processes in the local self-government

In order to give constructive contribution to the
work of the local self-government, the citizens
should understand the competencies of the local
self-government and the manner in which the mu-
nicipality works. On the contrary, they might sub-
mit irrational requests, decelerate the work of the
municipality and create unnecessary dissatisfac-
tion among the citizens.

It is very important that during the process that the
municipality informs the citizens about its work,
competencies, plans, resources (especially the
budget of the municipality), regulations and pro-
cedures for the work of the municipality. They
should be informed about the process of decision-
making in the local self-government and the nec-
essary time, so as not to make unnecessary and
contra productive pressure.

For the majority of the citizens to acquire the nec-
essary level of understanding about the work of
the municipality, the local self-government should
independently or in cooperation with the local cit-
izen associations, organize events where the work
of the municipality will be explained to the citizens.
This should be done along with the issuance of
brochures and leaflets such as,Guidebook through
my municipality’, which would be distributed to
the citizens.

The same content should be posted on the mu-
nicipality’s website, along with the so-called ‘most
frequently asked questions”. Very useful practice is
when information is compiled and distributed
about the manner in which common services are
delivered in the municipality.

The end product of such activities should be - the
majority of the citizens have basic understanding
of the work of the municipality, its competencies
and resources.
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Preparedness of the citizens to commu-
nicate their opinion in an organized
manner

In order to receive citizen feedback, besides the
fact that it is important for the citizens to be in-
formed and to have understanding about the work
of the municipality, it is also necessary that they
have their own position/opinion and are prepared
to communicate it to the local self-government.
The opinion of the citizens about certain matters
is considerably influenced by the local and national
media, i.e. the manner in which they report about
the processes in the local self-government.

Media have great impact on shaping the opinion
of the citizens, who frequently accept the opinion
of the media in a non-critical manner as their own
opinion. In highly politicized societies, where
media are influenced by politics, it might happen
that media reporting is not fully objective. There-
fore, local self-government should be present in
the media as often as possible with its own state-
ments and opinions, so that it will provide direct
information about its work to the citizens.

Once the citizens have developed their own opin-
ion about the work of the local self-government, it
is especially important that they are prepared to
communicate it to the local self-government in an
organized and constructive manner. This will be in-
fluenced by the acting of the municipality, i.e.
whether it is prepared to hear the suggestions
from the citizens, how it will be done and which
will be the follow up on those suggestions.

Equally important positive influence will have the
forms in which citizens are organized within the
municipality. Wherever there is an organized civic
sector, there is great probability that citizen feed-
back will be better articulated and transferred to
the local self-government in a more efficient man-
ner.

Most desirable situation regarding citizen feed-
back is as follows — simultaneous existence of will-
ingness among the leadership of the municipality,
organized and active citizen sector and established
regular communication among them. In such situ-
ation, the two-sided channels for communication
among the citizens and the municipality are exis-
tent and operational, which enables efficient and
productive consultations for issues of common in-
terest.



3.2.3.
Local self-government’s willing-
ness to receive feedback

Equally important as the citizens’ willingness to
state their opinion, is also the willingness of the
municipality to receive the opinion, and take it into
consideration in decision-making on certain issues.

Some municipalities do not deal with receiving cit-
izen feedback, as there is lack of the necessary re-
sources. Others fear that if the citizens are asked
for their opinion, they will have additional requests
from the local self-government, which can present
more work and financial burdening for the munic-

ipality.

In certain cases, municipal leadership does not
want to ask for citizens' opinion, as they believe it
will open space for criticism at the account of the
local self-government, which can influence their
rating. Sometimes lack of willingness can be due
to insufficient democratic culture of the leadership,
which considers that there is no need to consult
the citizens.

None of these reasons for the lack of willingness to
collect citizen feedback is well founded and should
not be an obstacle for the municipality’s consulta-
tions with the citizens. This means that the inten-
sity of consultations should be adjusted to the
objective resources. For application of most of the
mechanisms for collecting feedback, there is no
need for big financial or human resources. They
mostly depend on the willingness of the leader-
ship, good planning of resources and assuredness
that both the municipality and the citizens will
benefit from it.

Municipal leadership should not fear that consul-
tations with the citizens will bring additional diffi-
culties, but they should be assured that the
cooperation with the citizens will alleviate the
work and will increase the trust in the local self-
government.
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3.2.4.
Administration capable of
collecting feedback

The local self-government’s willingness to receive
citizen feedback will not be sufficient, if the mu-
nicipal administration is not capable of doing that.
In countries where citizen feedback is relatively
new practice in the work of the local self-govern-
ment, one cannot expect that the administration
in all municipalities is prepared and capable of
work in this respect.

In some municipalities, the objective overburden-
ing of the administration with assignments can be
an obstacle on the road to successfully receiving
citizen feedback, as well as the resistance to addi-
tional assignments, which result from the employ-
ees’ conformism.

Therefore, receiving feedback should be initiated
and conceptualized by the municipal leadership,
which implies preparations on the part of the ad-
ministration to work on this topic. The process
should not only include training on receiving feed-
back, but also explanation about the importance
of this process in the work of the municipality. This
is important because the employees, who under-
stand the importance of receiving feedback, can
perform those assignments in more quality and
more dedicated way.

Conceptualizing the process shall imply existence
of plan and program for receiving feedback, and
precisely specifying the responsible people, dead-
lines, obligations, schedule and time to implement
the mechanisms. In order to alleviate and make the
feedback receiving process more efficient, it is nec-
essary that the plan and the program are adopted
with an official document by the Mayor and the
Council. This will enable smooth cooperation
among all departments and staff in the municipal-
ity regarding the measures for citizen feedback.

Well-organized and trained administration will en-
able getting feedback in the right way, respective
professional analyses and objective presentation
of obtained results to the municipal leadership.



Manners of Obtaining
Citizen Feedback

depend on the specifics in the country and the respec-

tive municipality where it is implemented, mentality of
the citizens living in the municipality, and financial and ad-
ministrative capacity of the local self-government. One cannot
give general recommendations about the mechanisms which
are best to be implemented in concrete municipality, it would
be best if the leadership of the local self-government makes
the respective decision. According to the experiences so far,
most frequently applied mechanisms for this purpose, which
are used in the countries with similar social and democratic
level of development like Republic of Macedonia, are:

Efﬁciency and application of citizen feedback mechanisms

«  Open sessions of the Council of the municipality

+ Public opinion poll in the municipality

« Public opinion poll for certain categories of citizens
« Surveys for evaluation of the municipal services

- Participation in radio and television programs

« Meetings with citizens (Public debates)

« Meetings with neighborhood units and urban communi-
ties

+ Meetings with citizen associations and business commu-
nity

« Open days in the Mayor’s office
« Interactive municipal website

« Open telephone line for complaints and suggestions from
citizens

« Meetings with citizens at public places

12



4.1.
Open Sessions Of The Council Of The Municipality

When and for which reasons it is used?

Open sessions of the Council of the municipality are used for:

+ Introducing the citizens with the manner in which the Council is functioning
Introducing the citizens with the decision-making of the Council

« Enhancing the publicity of the work of the Council of the municipality
Citizen feedback on agenda items

According to the Law on Local Self-government, the sessions of the municipal Council are public, but this
is not practiced often in reality. Often there is not enough interest shown by the citizens, somewhere
the municipal leadership is not willing to provide the necessary conditions or the meeting hall for the ses-
sions of the Council is not accordingly adjusted for this purpose.

Most of the citizens do not have clear understanding of the manner in which decisions are made in the
municipality, and how complex is this work. Therefore, many citizens have remarks that the work of the
municipality is slow or are not satisfied with the decisions reached by the Council. On the other hand, ses-
sions of the Council held ,closed” for the public heat up the thinking and doubts about the correctness
of the Council’s work and the work of the municipality as a whole.

The biggest benefit from the citizens’ presence at the Council’s sessions is the opportunity that they have
to state their opinions and proposals regarding the items of the agenda. If it is well conceptualized and
organized, the direct contribution of this type is an exceptional possibility to exercise direct democracy.
This will contribute to reaching decisions, which are in the interest of the citizens, creating more trust
among the citizens and the councilors, and opening possibilities for new initiatives for improved work
of the local self-government.

13



How it is implemented?

The core of this practice is to enable citizens to directly follow the course of the municipal Councils’ ses-
sion, and according to previously specified conditions to enable the citizens to give their opinion about
issues, which are on the Council’s agenda.

In order to accomplish the citizen presence and participation at the sessions of the municipal Council,
the following would be necessary:

Create physical and technical conditions for citizen participation at the Council sessions. There are
two possibilities to follow the sessions — physical presence of the citizens in the same hall where
the session is held or audio-video broadcast of the session in another room where the citizens
would be accommodated. The first possibility is more adequate for receiving citizen feedback, as
it enables direct communication between the citizens and the councilors. Combination of the two
solutions is possible, whereby the video broadcast can be followed by bigger number of citizens,
and less number would be physically present at the session. If such session broadcast is introduced
and the municipality has the adequate technical conditions, it would also be possible that direct
broadcast can be enabled on the municipal website.

If there is sufficient space in the meeting hall where the sessions of the Council are held, the pos-
sibility for comfortable accommodation of certain number of citizens in the hall should be planned
and performed. This would imply providing chairs, and if possible some surface on which they can
write. Depending on the financial capabilities of the municipality, it is desirable that the seating
conditions provided for the citizens are not different from the seating arrangements for the coun-
cilors. In this way, citizens can feel equal to the councilors, which will considerably influence their
opinion of the municipality. This does not mean that the citizens should be put in identical con-
ditions like the councilors, as this will create the impression that they have the same role. In such
cases, they might wish to take the floor more often and enter into non-productive discussions.

The place where the citizens will be accommodated should enable that they can easily see and
hear during the session, but not to sit on the same conference table or in the same chairs like the
councilors. It would be best to organize a visibly separated part of the hall, which is clearly indicated
that the seats are reserved for the citizens who will attend the session. If the councilors have tech-
nical equipment to follow the session (monitor, headphones, microphone etc), it would be desir-
able if the same were provided for the citizens as well. This especially refers to sessions with
simultaneous interpreting. The person who is in charge of the equipment for the councilors should
control the use of the equipment. This especially refers to microphones, which should be switched
on only during the time foreseen for suggestions and proposals by the citizens — on the contrary
there might be uncontrolled interruption by the citizens in the course of the session.

The possibility for citizen participation at the municipal Council sessions should be announced in
an adequate way. It is most appropriate if this is announced by the municipal officials when they
have their appearance in the media, on the notice board or the municipality’s website. Hence, the
conditions and rules for citizen participation at the sessions need to be explained. The announce-
ment of the possibility for participation should be dosed, and should not create more interest than
the available seating capacities. Attention should be paid that citizens should not be often re-
turned because of insufficiently available seats. This will create contrary effect, and would dissuade
citizens from participation at sessions, and would spread the opinion that the local self-govern-
ment would not listen to the citizens.

14



Before starting the practice of citizen participation at the sessions of the Council, it is compulsory
that the municipality prepares regulation how to conduct it. The best way is to prepare Rules for
citizen attendance and participation in the work of the Council of the municipality, and they should
be adopted by the Council and made available to the citizens. The purpose of the Rules is not to
limit the citizens in their contribution to the work of the Council, but to enable their efficient and
constructive participation. The content should be specified by the municipality, and it is recom-
mended that it should contain the following elements:

« Maximum number of citizens to participate at the same time at the session of the Council
« Manner in which citizens can announce their participation at the session of the municipal Council

« Procedure when there is bigger number of citizens willing to participate than available seats
(best concept is- first come first serve)

« Rules for behavior during sessions (non-interrupting of the course of the session, discussion
only when the floor has been given, duration and number of interventions and similar.)

« Place for discussion and proposals and rules for discussion from the citizens (who gives and
takes the floor, necessity from constructiveness of the intervention etc.)

- Conditions under which the citizen can be removed from the session of the Council (this meas-
ure should be avoided, but it is better to be foreseen)

In order to make sure that the citizens will not interrupt the course of the sessions, each citizen
should be familiar with the Rules before entering the hall. There might be consideration of intro-
ducing a practice that each citizen who participates at the session signs a symbolic statement,
whereby he/she will confirm that the citizen is familiar with the rules and will respect them ac-
cordingly.

Before the beginning of the session, it is desirable that the President of the Council acknowledges
the presence of the citizens and welcomes their interest in the work of the Council. Afterwards, the
president can briefly formally set the rules for following the sessions and can invite the citizens to
give their opinion and proposals, when they are invited to do so. In order to avoid slowing down
the course of work of the Council because of citizen participation, the President of the Council
should state precisely when the citizens would be given the floor. It is recommendable that it is
done at the end of each session, i.e. when the councilors complete the respective discussion. It is
possible that citizens might not be focused on the topic which is being discussed, and that is why
the President should take care that the discussions and proposals are productive. The president
should not refrain from making interventions or taking the floor from the citizen whose discussion
is not in accordance with the discussed topic.

For the opinions and proposals given by the citizens to have effect, there should be written evi-
dence about them in the documents that arise out of the work of the Council. Depending on the
regulation, they can be recorded in the official minutes of the Council session or recorded sepa-
rately and attached to the minutes. In order to increase the efficiency and accuracy, the citizens
may be asked to give their proposals officially, in written or by e-mail.
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Necessary resources

Creating conditions to accommodate the citizens
might incur costs to adapt the meeting hall and for
the procurement of chairs and tables. If the coun-
cilors use technical equipment during the session
of the Council, depending on the financial oppor-
tunities of the municipality, they can procure ad-
ditional headphones, microphones, monitors etc.

Cost for making copies and distribution of the
agenda as well as other materials from the session
for the present citizens will be considered as a reg-
ular cost.

During the implementation of the practice, the
need for human resources should be reduced to
minimum. There is need for one junior associate in
the municipality, who will be responsible for the
citizens that announced their presence, take them
to the seats and take care that the citizens respect
the Rules for attendance at the sessions of the mu-
nicipal Council.

Advantages

If well prepared, the practice can be easily intro-
duced and implemented. By utilizing small re-
sources, great results can be achieved. Opening
the municipal Council sessions for the public will
enable the citizens to get direct insight into the
work of the Council of the municipality, manner of
decision-making, complexity of the work and the
level of dedication of their representatives for the
good of the municipality.

This will increasingly contribute to increasing the
publicity in the work of the local self-government
and the trust of the citizens. On the other hand, the
presence of the citizens at the sessions of the
Council can influence the councilors to do their
work professionally and impartially.

Disadvantages

Efficient implementation of the practice implies
well-informed citizens who understand the work
of the municipality sufficiently, in order to give
constructive and useful proposals.

Possible difficulties for implementation

It is likely that at the very beginning there will be
resistance on the part of some councilors about
the practice, who consider that the presence of cit-
izens will disrupt the comfort in the work and that
their presence is a kind of control over their work.

It is possible that there might be presence of citi-
zens who have not developed democratic aware-
ness and culture, who can interrupt the course of
the session with their behavior. On the other hand,
there might be discussions, which are not con-
structive, which can slow down and disrupt the
work of the Council.

It is possible that sometimes the citizens might in-
sist on interventions, which have nothing to do
with the agenda items, with the intention to solve
some of their problems.

How to overcome difficulties?

Difficulties related to the possible resistance on the
part of the councilors can be resolved with the as-
sistance from the Mayor, President of the Council
and the coordinators of the councilors’ groups.
They should talk to the councilors that they do not
agree about the presence of citizens, and explain
the benefits from this practice for the municipality.

The key for solving possible difficulties related to
the behavior of the citizens, is the adoption of
quality Rules for presence of citizens at the sessions
of the municipal Council and consistently respect
them. The president of the Council will have the
most important role, and since their application is
under the president’s competence, he/she should
study the rules thoroughly and apply them with-
out any exceptions. After certain period of time of
strict adherence to the rules, the citizens will get
used to respect the rules, and such difficulties will
disappear.
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4.2,
Public Opinion Poll In The Municipality

When and what it is used for?

Public opinion poll in the municipality is carried
out when:

+ Local self-government does not have sufficient
information about the general public opinion
of citizens regarding matters which are impor-
tant for its work

+ Local self-government has partial information
about the attitudes of citizens about matters which are important for its work

« Local self-government has the need to get a clear picture about the citizen opinion before reaching
decisions of strategic importance for the municipality.

Public opinion poll is one of the most efficient means for receiving citizen feedback and is used by all ad-
vanced local self-governments in the world. It provides information about citizen priorities, assists to de-
termine the general guidelines for the work of the municipality and especially focusing on the problems,
which are most important for the majority of the citizens.

How it is conducted

In order to conduct the public opinion poll for the citizens in the municipality, the following will be nec-
essary:

Determine exactly what should be obtained with the research, i.e. whether the opinion of citizens
about the overall work of the municipality will be measured or only about certain areas of its com-
petence (communal services, infrastructure, urbanism etc). Precise definition of the area and the
expected results is very important for the design of the questionnaire and for determining the di-
rections for further analyses of obtained results.

Preparation of the questionnaire, which will be used for the research. Depending on the com-
plexity of the researched area, it can contain from 5 (for simple) up to 20 - 30 questions (for more
complex research). The design of the questionnaire is one of the mostimportant phases in the re-
search, because the quality of the questions directly influences the objectivity of obtained results.
Questions must be simple, clear, unambiguous and, what is very important — they must not be
suggestive, that is should not lead the citizen which answer should be given. For the first several
researches, it is best to engage an expert — research manager, who will prepare the questions.

Specify the number of citizens to be interviewed, i.e. specify the sample of citizens. Public opinion
poll is done on so-called representative sample of citizens, which reflects the ethnic, social, edu-
cational and age composition, as well as the geographic distribution of the population in the mu-
nicipality. The purpose and dimensions of this Manual do not allow detailed explanation about
the representative sample determination, and therefore the research manager should do it.
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Once the questions and the sample are defined, the interviewers are trained how to carry out the
research. Interviewers can be junior associates in the municipality, local students, NGO activists, un-
employed citizens and similar categories. They should be educated (recommended that they ei-
ther have graduated or study at some of the social sciences faculties), are well behaved, responsible
and have understanding about the researched topic.

The training is carried out by the research manager, who explains the questionnaire to the inter-
viewers, i.e. gives guidelines how to ask questions, which are the modalities of the answers and
how they need to be entered in the questionnaires. Special attention should be paid to the man-
ner in which the interviewers represent themselves and the research to the citizens, as it will de-
termine whether they will be willing to be interviewed. The absolute neutrality when asking
questions and unbiasedness when providing possible assistance to the citizens during the inter-
view, must be clearly emphasized to the interviewers.

The interviewers make the interviews in direct contact with the citizens in their homes (i.e. face-
to-face interview) or during a phone call. These two manners have advantages and disadvantages,
and are crucial for selecting the manner of conducting the interview are the funds allocated for the
research. Telephone interviews cost less as the travel expenses are avoided and the required time
for the research is considerably reduced. Direct interviews give possibility for more quality com-
munication and more reliable results from the research, but a more expensive manner for con-
ducting the research.

In the two manners of running an interview, the interviewer first introduces himself/herself to the
citizens, explains why they are here, why the research is being conducted and what will be the ob-
tained results used for. In order to make sure that the interviewers do this well, usually there is a
text that they need to learn. In order to gain the trust from the citizens, it would be best if the in-
terviewers have written authorization to carry out the research which is signed by the Mayor or the
President of the municipal Council (possibly both signatures). During the direct interviews, the in-
terviewers shall present the authorization to the citizens at the beginning of the conversation.

During the interviews, the interviewers ask the questions and write down the answers in previ-
ously prepared forms, in the manner in which they have been trained. The answers are then sub-
mitted to the research manager, who makes statistical data processing. On the basis of the analyses
of obtained results, the research report is prepared which contains the conclusions about citizens'’
opinion on the researched topic.

The research manager submits the report with the findings and conclusions to the municipal lead-
ership, and then they review it and take them into consideration when deciding about the future
direction of the work in the municipality. If needed, the leadership might ask for additional expla-
nation from the research manager regarding the findings and conclusions from the research.
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Advantages

If professionally prepared and properly conducted,
the research will fairly precisely measure the citi-
zens’ opinion and enables easy identification of
their priorities and expectations from the munici-
pality. Obtained conclusions from the research
analyses are very useful asset to direct the strategic
plans and activities of the local self-government.

If the municipality has sufficient financial means to
engage a professional research agency, in that case
none of its resources will need to be engaged.

Disadvantages

If the municipality does not have enough expertise
to conduct the public opinion poll, it will have to
engage a specialized agency, which implies con-
siderable cost.

Each municipality cannot afford to make such ex-
penses and that is why only bigger and financially
more powerful municipalities can afford public
opinion poll on representative sample.

Necessary resources

If a specialized agency is engaged to do the re-
search, the only required resource will be financial
means.

If the municipality decides to conduct the research
with its own resources, it will be necessary to en-
gage at least one external professional — research
manager. This person will be responsible to pre-
pare the questionnaire, train the interviewers, co-
ordinate the research, make the statistical data
processing and make the analyses of the obtained
results.

Besides the research manager, there will be need

for ten interviewers to carry out the interviews,
who can be junior associates from the municipal-
ity, students volunteers who study social sciences,
or if cooperation with citizen associations exists —
their activists.

There is also need for a team from the local self-
government, who will assist during the definition
of the questions from the questionnaire as well as
the details of the data that need to be obtained

from the research. This team should later partici-
pate in conceptualizing the future activities of the
municipalities based on the conducted research in
order to enable easier interpretation of the ob-
tained results.

Possible difficulties when conducting the
research

Insufficient cooperation by the citizens, even re-
jecting the interviews because of lack of trust in
the goodwill of the research.

Difficulties to coordinate the interviewers in the
field, that is, the research is conducted slowly.

Interviewers are insufficiently serious and dedi-
cated, who might answer the questionnaires them-
selves without doing the interviews.

How to overcome difficulties?

Cooperation with citizens can be improved if the
public opinion poll is announced in a timely man-
ner through the local media or some other ade-
quate manner, if the reasons for the poll are stated,
what the results will be used for, and how it will
contribute to better work of the municipality and
contribute to better life of the citizens.

In addition, the citizens will better accept the re-
search if serious and responsible people are se-
lected to be interviewers, the introductory
presentation of the interviewer to the citizen is well
prepared and if the interviewers are trained for se-
rious and professional communication with the cit-
izens.

Financial problems can be reduced if cooperation
is established with high education institutions in
the sphere of social sciences, who can carry out the
public opinion poll in the framework of their prac-
tical work on voluntary basis or for a symbolic fee.
After several conducted researches, and trainings
for that purpose, the team from the municipality,
which participated in the research, can acquire
skills to do the research individually.
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4.3.
Survey For The Opinion
Of Certain Categories Of Citizens

When and whatitis used for?

Survey for the opinion of certain categories of cit-
izens is done when the local self-government
wants to learn the attitudes of specific more con-
crete categories of citizens on certain issues, i.e.
when they want to determine the opinions of:

Ethnic groups
Youth
Women
Unemployed

Business community.

How it is conducted

This research is very similar to the public opinion poll for the citizens in the municipality, with one con-
siderable difference - it is not conducted on a representative sample of citizens, but rather on a precisely
specified category. The selection of the sample is not done randomly, which gives fairly equal distribu-
tion regarding the gender, age, education, social and ethnic origin. The sample is determined on previ-
ously defined characteristics of the group of citizens, whose opinion is being measured.

Similarly like for the public opinion poll, in order to carry out the public opinion research for a concrete
group of citizens, it would be necessary to:

Determine exactly what should be obtained with the research, i.e. whether the opinion of the cit-
izens about the overall work of the municipality will be measured or only about certain areas of its
competence (communal services, infrastructure, urbanism etc). Precise definition of the area and
the expected results is very important for the design of the questionnaire and for determining the
directions for the later analyses of obtained results.

Preparation of the questionnaire, which will be used for the research. Depending on the com-
plexity of the researched area, it can contain from 5 (for simple) up to 20 - 30 questions (for more
complex research). The design of the questionnaire is one of the most important phases in the re-
search, because the quality of the questions directly influences the objectivity of the obtained re-
sults. Questions must be simple, clear, unambiguous and, what is very important — they must not
be suggestive, that is should not lead the citizen which answer should be given. For the first sev-
eral researches, it is best to engage an expert — research manager, who will prepare the questions.
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Specify the number of citizens to be interviewed, i.e. specify the sample of citizens. The sample for
this research is determined according to previously defined characteristics of the group of citi-
zens, whose opinion is being measured. The purpose and dimensions of this Manual do not allow
detailed explanation about the representative sample determination, and therefore the research
manager should do it.

Once the questions and the sample are defined, the interviewers are trained how to carry out the
research. Interviewers can be junior associates in the municipality, local students, NGO activists, un-
employed citizens and similar categories. They should be educated (recommended that they ei-
ther have graduated or study at some of the social sciences faculties), are well behaved, responsible
and have understanding about the researched topic.

The training is carried out by the research manager, who explains the questionnaire to the inter-
viewers, i.e. gives guidelines how to ask questions, which are the modalities of the answers and
how they need to be entered in the questionnaires. Special attention should be paid to the man-
ner in which the interviewers represent themselves and the research to the citizens, as it will de-
termine whether they will be willing to be interviewed. The absolute neutrality when asking
questions and unbiasedness when providing possible assistance to the citizens during the inter-
view must be clearly emphasized to the interviewers.

The interviewers make the interviews in direct contact with the citizens in their homes (i.e. face-
to-face interview) or during a phone call. These two manners have advantages and disadvantages,
and crucial for selecting the manner of conducting the interview are the funds allocated for the re-
search. Telephone interviews cost less as the travel expenses are avoided and the required time for
the research is considerably reduced. Direct interviews give possibility for more quality commu-
nication and more reliable results from the research, but present more expensive manner for con-
ducting the research.

In the two manners of running an interview, the interviewer first introduces himself/herself to the
citizens, explain why they are here, why the research is being conducted and what will be the ob-
tained results used for. In order to make sure that the interviewers do this well, usually there is a
text that they need to learn. In order to gain the trust from the citizens, it would be best if the in-
terviewers have written authorization to carry out the research which is signed by the Mayor or the
President of the municipal Council (possibly both signatures). During the direct interviews, the in-
terviewers shall present the authorization to the citizens at the beginning of the conversation.

During the interviews, the interviewers ask the questions and write down the answers in previ-
ously prepared forms, in the manner in which they have been trained. The answers are then sub-
mitted to the research manager, who makes statistical data processing. On the basis of the analyses
of obtained results, the research report is prepared which contains the conclusions about citizens’
opinion on the researched topic.

The research manager submits the report with the findings and conclusions to the municipal lead-
ership, and then they review it and take them into consideration when deciding about the future
direction of the work in the municipality. If needed, the leadership might ask for additional expla-
nation from the research manager regarding the findings and conclusions from the research.
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Advantages

If professionally prepared and properly conducted,
the research will fairly precisely measure the citi-
zens' opinion and enables easy identification of
their priorities and expectations from the munici-
pality. Obtained conclusions from the research
analyses are very useful asset to direct the strategic
plans and activities of the local self-government.

If the municipality has sufficient financial means to
engage a professional research agency, in that case
none of its resources will need to be engaged.

Disadvantages

If the municipality does not have enough expertise
to conduct the public opinion poll, it will have to
engage a specialized agency, which implies con-
siderable cost.

Each municipality cannot afford to make such ex-
penses and that is why only bigger and financially
more powerful municipalities can afford public
opinion poll on representative sample.

Necessary resources

If a specialized agency is engaged to do the re-
search, the only required resource will be financial
means.

If the municipality decides to conduct the research
with its own resources, it will be necessary to en-
gage at least one external professional — research
manager. This person will be responsible to pre-
pare the questionnaire, train the interviewers, co-
ordinate the research, make the statistical data
processing and make the analyses of the obtained
results.

Besides the research manager, there will be need
for ten interviewers to carry out the interviews,
who can be junior associates from the municipal-
ity, students volunteers who study social sciences,
or if cooperation with citizen associations exists —
their activists.

There is also need for a team from the local self-
government, who will assist during the definition
of the questions from the questionnaire as well as
the details of the data that need to be obtained

from the research. This team should later partici-
pate in conceptualizing the future activities of the
municipalities based on the conducted research in
order to enable easier interpretation of the ob-
tained results.

Possible difficulties for implementation

Insufficient cooperation by the citizens, even re-
jecting the interviews because of lack of trust in
the goodwill of the research.

Difficulties to coordinate the interviewers in the
field, that is, the research is conducted slowly.

Interviewers are insufficiently serious and dedi-
cated, who might answer the questionnaires them-
selves without doing the interviews

Cooperation with citizens can be improved if the
public opinion poll is announced in a timely man-
ner through the local media or some other ade-
quate manner, if the reasons for the research are
stated, what the results will be used for, and how it
will contribute to better work of the municipality
and contribute to better life of the citizens.

In addition, the citizens will better accept the re-
search if serious and responsible people are se-
lected to be interviewers, the introductory
presentation of the interviewer to the citizen is well
prepared, and if the interviewers are trained for se-
rious and professional communication with the cit-
izens.

Financial problems can be reduced if cooperation
is established with high education institutions in
the sphere of social sciences, which can carry out
the research in the framework of their practical
work on voluntary basis or for a symbolic fee. After
several conducted researches, and trainings for
that purpose, the team from the municipality,
which participated in the research, can acquire
skills to do the research individually.
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4.4,
Surveys For Evaluation Of Municipal Services

When and what it is being used
for?

Itis used when the local self-government wants to
obtain the citizen opinion about:

«  The work of the administration as a whole
«  Work of certain parts of the administration.

The results obtained from this practice can be used
to learn the weaknesses of the work of the munic-
ipal administration or parts of it. On basis of this,
there might be measures to improve the work of
the administration as a whole or parts of it.

How it is conducted?

In order to conduct the survey for evaluation of municipal services or functioning of certain organiza-
tional parts, the following will be necessary:

Clearly and precisely determine which is the goal of the survey — which municipal services will be
subject of evaluation and to which municipal organizational units the survey refers.

Define the questions, which will be used for the survey. It is best if that is small number of ques-
tions — for simple survey up to 5, for more complex up to 10. Questions should be clear, simple
and unambiguous, not to confuse the citizens or create possibility for ambiguousness of the in-
terpretation. In addition, they should not be suggestive, i.e. the manner in which they are asked
should not suggest the manner in which they should be answered. If there are no experts in the
municipality to deal with this area, it would be best to engage an expert from outside to prepare
the questions.

The duration of the survey is precisely determined, the start day and end day, and implementation
plan for taking certain obligations and respective responsible persons. One municipal employee
is appointed to be the manager of the survey and will take care of the coordination. All municipal
staff, and especially the staff in the municipal organizational units whose work will be subject of
research, will be informed about the survey.

23



Questions may be asked verbally by interviewers or asked in written as a questionnaire, which can
be left at the counters in the municipality, in the citizen information center or other appropriate
places in the municipality, and can be sent by mail or e-mail.

If the survey is done verbally, the interviewers to conduct the survey will be trained. Interviewers
can be junior associates in the municipality, students from the local community, NGOs activists, un-
employed people and similar categories. They should be educated (desirable to have completed
or study at some of the faculties for social sciences), well behaved, and responsible and have un-
derstanding about the researched topic.

Training is done by an externally engaged expert and the research manager, who explain the ques-
tionnaire to the interviewers, i.e. give them directions how to ask questions, which are the modal-
ities of the answers and how to enter them in the questionnaire. Special attention should be paid
to the manner in which the interviewers introduce themselves and the survey to the citizens, be-
cause this determines whether citizens will agree to be interviewed. It must be clearly emphasized
that the interviewers should be absolutely neutral when asking questions as well as when giving
possible assistance to the citizens when they ask the questions.

Interviewers can conduct the verbal survey at previously determined places -most adequate
would be in the premises of the municipality, at the entrance or the places where the citizens can
receive some service from the local self-government. If the municipality has introduced one-stop
system, in that case most adequate place to conduct the survey would be the entrance of the Front
offices in the municipality. As they have been trained, they approach the citizens, explain the pur-
pose of the survey, ask the questions, write down the answers, and submit the forms to the re-
search manager.

If the survey is done in written, there should be a determined manner in which questionnaires will
be given to the citizens and how the answered questionnaires will be collected. When the ques-
tionnaires are left at the counters or other adequate places in the municipality, there should be ad-
equate boxes provided where the filled out questionnaires will be left. The collection of the
answered questionnaires should be organized periodically, as well as the place where the ques-
tionnaires will be taken and stored.

If the survey is done by e-mail, there should be a specific e-mail to send the answered question-
naires, as well as responsible person to check that e-mail from time to time.

Once the survey is completed, all answered questionnaires are processed according to previously
determined methodology; conclusions are drawn and presented in front of the competent officials
in the municipality. The processing should be done by the research manager, with professional
assistance from the externally engaged expert that prepared the questions.
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Advantages

The survey gives focused data about concrete ad-
ministrative services in the municipality, even for
certain municipal staff. It is easy to be prepared,
easy to be conducted and does not require en-
gagement of big resources. With little engage-
ment, considerable feedback is obtained from the
citizens.

It is useful to establish the shortcomings in the
work of the administration and areas of municipal
operation that the citizens do not find satisfying.

Disadvantages

It is possible that some citizens are subjective or
too rigorous when they evaluate the work of the
municipality, which might lead to wrong conclu-
sions. The possibility that personal relations among
certain citizens and municipal staff have impact, is
not excluded and these might be conveyed in the
survey.

This can be manifested in positive evaluations
based on ,friendship” or severe criticism because
of private disagreements. The so-called “regular
malcontents” must always be taken into consider-
ation - people who are critical towards everything
or the possibility for ordered positive evaluation.

Necessary resources

Itis recommended that the research manager, usu-
ally municipal employee is a civil servant and not
elected or appointed official, which would con-
tribute to the objectiveness of his/her work.

Several young associates from the municipality,
volunteers or NGOs activists, should be in charge
of doing the technical and administrative work
(preparations, copying, distribution of the ques-
tionnaire and collection of filled out question-
naires). If the survey is verbal, they would be
competent to carry out the survey in direct com-
munication with the citizens.

If there is no municipal employee with adequate
education for the survey (sociologist or similar), an
external expert needs to be engaged in order to
take care that the survey is methodologically ac-
curate.

Computer, printer or copy machine to copy the
questionnaires, boxes to put the answered ques-
tionnaires. Besides possible costs for the engage-
ment of an external expert, other financial costs
will be reduced to operating supplies for printing
or copying, procurement of boxes where the an-
swered questions will be placed and other minor
operating supplies.

Possible difficulties to conduct
the survey

Insufficient willingness by the citizens to partici-
pate in the survey, which is caused by distrust in
the survey conducted by the municipality to eval-
uate its work.

Fear among the citizens that if they criticize the
work of municipal services, they might have prob-
lems in future to obtain services from the munici-

pality.

Insufficiently trained interviewers whose behavior
can be repelling to the citizens to give answers to
the questions. Unserious interviewers who might
fill out the questionnaires themselves, without in-
terviewing citizens.

One should not underestimate the willingness of
the municipal leadership to show the local self-
government in the best light in front of the citizens,
and influence the survey team to,adjust” results in
that direction.

How to overcome difficulties?

Difficulties related to the insufficient willingness of
the citizens to participate in the survey and the
scarce honesty in their answers can be consider-
ably reduced if the survey is announced in the local
media or other adequate manner. In the an-
nouncements, as well as during the interviews, the
anonymity of the survey must be emphasized and
the aim is to improve the municipal services for the
citizens.

The citizens’ acceptance of the survey will be in-
creased if serious and responsible persons are se-
lected to be interviewers, if there is well prepared
introductory address by the interviewer to the cit-
izen, and if the interviewers are trained for serious
and professional communication with the citizens.
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4.5.
Participation In Radio And Television Programs

When and what it is used for?

Itis used:

« Itis necessary to explain certain aspect of the
municipality’s work and obtain citizen feedback

« Before the municipality reaches some impor-
tant decision, and the correctness of the deci-
sion must be presented to the public

. Toincrease citizen interest about concrete area
of work in the municipality

How itis conducted?

There is list of media that broadcast programs on the territory of the municipality and their rating
is being researched. Ratings done by specialized institutions can help, which contain information
about the number of citizens that completely follow certain media and information about the
numbers of viewers and listeners in concrete time periods and concrete programs.

The media and time periods with good ratings are selected, which would enable to address big-
ger number of citizens. The selection should be balanced among time periods with higher ratings
which usually require certain payment, and time periods with lower ratings but offer the possibil-
ity to be used free of charge. The selection will depend on the financial capabilities of the munic-
ipality and an assessment whether it is worthwhile to invest funds for that purpose, and the
management decision will depend on the concrete concept at given period of time.

Once the media and time periods are selected, it should be decided whether the participation will
be done on regular or periodic basis. Hasty decisions should not be made about frequent ap-
pearance in the media, in order to avoid situations where the municipality does not have anything
new or concrete to inform about. This would create the opposite effect than the desired one - the
citizens would not follow those events and would not participate in the debates.

Afterwards, the topics to be discussed and the representatives from the municipality who will par-
ticipate in the programs, are determined. The topics should be selected according to the priorities
of the citizens, usually from the sphere of communal services, infrastructure issues, and urbanism
and similar. Special attention should be paid to the explanation of procedures related to certain
requests from the citizens about municipal services. It would be most useful if the citizens have the
possibility to be included in the program, whereby they would be able to state their comments and
proposals to improve the work of the municipality.

The representatives from the municipalities must be serious professionals, who are familiar with
the topic that they discuss in media. Besides the mayor or the president of the municipal council,
good choice will be the heads of certain departments in the municipality or public enterprises.
When doing the selection, besides expertise and elocution, special attention should be paid
whether that person has problems to appear in the media. It is not rare that professionals, who can
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express themselves perfectly in everyday life, are nervous when it comes to appearance in front of
cameras and microphones.

Before each appearance, the representative from the municipality must be well prepared. It implies
collecting information about the subject topic from the competent department and the actual
problems that citizens face. In an ideal case, on the basis of the experiences from the previous pe-
riod and complaints received in the municipality, one should foresee the possible questions from
the viewers and prepare draft answers. The representative from the municipality must receive the
material several hours before the appearance in the media, in order to be able to prepare him-
self/herself.

In order to attract citizens' attention, it would be useful if the appearance in the media and the
topic were announced. If it is foreseen to include the citizens in the program, it would be best to
announce the possibility and the telephone number.

The appearance will be better if the representative of the municipality and the journalist meet be-
fore the program and review the issues, which will be discussed on that day. This will especially help
to overcome certain nervousness on the part of the municipal representative and explain certain
possible unknown aspects from the work of the municipality for the journalist.

The way the municipal representative is expressing himself/herself must be adjusted to the level
of understanding by an ordinary citizen about the work of the municipality. Two extremes should
be avoided - high intellectual level, which is not understandable for less educated people, or too
ordinary style, which will dissuade more educated people.

It should not be forgotten that the purpose of the appearance in the media, is that the municipal
representative should inform the citizens, to attract interest about the discussed topic and pro-
voke them to participate in the program with their own opinion, proposals and suggestions. There-
fore, the overall appearance should be adjusted to this purpose - the municipal representative
must behave in a serious, professional and prepared manner when answering the questions from
the citizens.

Questions and suggestions of citizens who participate in the program must be taken with maxi-
mum interest, in a serious and professional manner, regardless whether they are constructive and
useful. Even if the citizen does not know exactly what should be asked or asks in an unclear way,
the municipal representative will answer the question. The best response would be to give an an-
swer with explanation of most related topic to which the question refers. One should not neglect
the fact that sometimes citizens would make a call during the program only to be heard from their
relatives and friends, even when there is no concrete question for the guest in the program.

It is recommended that the municipal representative is joined by some junior associate from the
municipality, who will write down the questions and suggestions from citizens, so that they can
be taken into consideration in the course of the work. It is a useful practice if all the questions from
the citizens are written down, and to compile a list of most frequently asked questions, and the list
along with the answers can be posted on the municipal website.

If a citizen is giving good and constructive thoughts and proposals, it would be useful if the mu-
nicipal representative invites that citizen to come to the municipality for a discussion in order to
explain his/her considerations more in details. This will considerably enhance the impression that
the local self-government is interested in the proposals from the citizens, and that there is will-
ingness to discuss them. This will attract the citizens to think about the ways of improving the
work of the municipality in future and give their proposals to the local self-government.
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Advantages

Appearance in the media is a very efficient way to
receive citizen feedback, because it easy for real-
ization and enables direct insight into the opinion
of citizens for a concrete question.

Besides that, it practically does not incur any ex-
penses if there is no need for payment to the
media about the term, neither it requires any other
special engagement of other resources.

Citizen can be very open when they participate in
the programs, as they remain anonymous, which
can give good quality to their proposals.

Disadvantages

“Live” appearances always carry certain risk from
unserious individuals, who can be unpleasant with
their comments. This especially refers to political
opponents, whose aim is to represent the local
self-government governed by their political oppo-
nents in the worst possible scenario. Often they do
not intend to talk with arguments, they only want
to criticize.

One should not underestimate the possibility
when citizens call about serious problems in some
other area, and who might insist that their prob-
lem is discussed and not the subject topic of the
program.

Necessary resources

Engagement by some of the competent depart-
ments in order to prepare information about the
subject topic of discussion.

Person in charge of public relations to make a list of
expected questions and draft answers.

One young associate from the municipality to ac-
company the municipal representative during the
program and write down questions and sugges-
tions from citizens.

Possible difficulties for realization

Small, especially rural municipalities do not have
local media, which considerably handicaps the im-
plementation of this practice. Depending on the fi-

nancial situation and market orientation of the
media, there is possibility that the municipality will
be asked to pay for the respective term, which can
be a financial overburdening for the municipality.

In some municipality there might be problems re-
garding insufficient number of people who are ca-
pable and trained for public appearances, which
especially refers to heads of departments and pub-
lic enterprises.

It is possible that the citizens do not show interest
about the discussed topic in the program or give
non-constructive and unfeasible proposals.

Sometimes it is possible that the citizens who par-
ticipate in the program insist on some discussion,
which is not related to the topic, aiming to solve
some of their problems.

How to overcome difficulties?

Absence of media in the municipality can be over-
come by establishing cooperation with media
from other municipalities, which broadcast pro-
gram on the territory of the respective municipal-

ity.

Financial difficulties that arise out of the requests
for payment may be overcome by selection of an-
other media that will agree on free of charge pro-
gram, even if that media has lower rating.

If there are not sufficient number of staff in the mu-
nicipality who are trained for public appearance, it
would be necessary to train the heads of depart-
ments who are expected to participate in such pro-
grams most often.

Difficulties related to the insufficient interest by the
citizens to participate in the programs are resolved
by selecting topics, which are interesting for the
citizens, or topics which are expected to provoke
the citizen interest. Equally important is whether
the municipal representative and the journalist will
present the topic in an interesting and under-
standable way.

Non-constructive behavior by the citizens can be
overcome with good preparations for the appear-
ance by the municipal representative, especially re-
garding the quality of the foreseen questions and
draft answers, prepared by the public relations of-
ficer in the municipality.
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4.6.
Public Debates (Meetings With Citizens)

When and what it is used for?

It is used when reaching decisions of strategic im-
portance for the municipality, such as budget
adoption, plan for local economic development,
changing the urban plan and in other occasions
when it is necessary to know the opinion of the cit-
izens.

Public debates are very useful because during the
debates one can verify whether some important
decision is worthwhile and get citizen feedback di-
rectly.

How itis realized?

The topic, which will be discussed at the meeting with citizens, must be clearly defined, as well as
the position of the municipality regarding that issue. The respective municipal departments should
prepare information about the problem and submit the information to the organizer of the meet-
ing. Representatives from the municipality must be well prepared for the topic, in order to avoid
unpleasant situations or absence of answers on citizens’ questions. Previously prepared list of as-
sumed questions and draft answers would be very beneficial.

The meeting should be announced on time - it would be best to start that process one week be-
fore the event. Most efficient way is to do that with announcements in the media, appearance of
municipal representatives in the media, and sometimes with paid advertisements. Sometimes it
is useful to place posters or distribute leaflets on busy public places- squares, markets, in the mu-
nicipality, at the entrance of schools and kindergartens, in neighborhood units and urban com-
munities, bars etc. Information should also be posted on the municipal website, as well on some
local Internet portals which are popular in the local community.

The information about the meeting with the citizens should contain data about the date, time,
venue, and agenda for the meeting, brief explanation of the topic to be discussed as well as the
purpose of the meeting. Depending on the financial capabilities of the municipality, it would be
useful to prepare a leaflet, which will present the topic of discussion in a detailed but concise and
clear manner.

In order to share information about the meeting and the reached conclusions, the representatives
from the local media should be invited so that they can be introduced with the topic and the pur-
pose of the meeting.

The number of citizens who will attend the meeting needs to be foreseen and accordingly to
choose adequate room for the meeting. If bigger number of citizens is expected, the municipality
should provide a sound system as well as moveable microphones for the questions from citizens.
If there is need for power point presentation, the adequate equipment should be provided. At
least one hour before the meeting the functioning of the equipment must be checked, in order to
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enable time to do the necessary corrections if some parts are not functioning.

There must be a facilitator for the meeting, to give the floor and to make sure that the meeting is
conducted in the best possible way. The main role of the facilitator is to channel the discussion, to
make sure that constructive proposals are heard and discussion is conducted accordingly. The fa-
cilitator must have authority in the local community and must be capable to recognize a useful dis-
cussion or to prevent some unconstructive behavior.

Person to take minutes is appointed, in order to record the course of the meeting, with special at-
tention to the proposals given by the citizens. The minutes from the meeting must be completed
in the shortest possible period after the meeting and must be at disposal for the citizens in the mu-
nicipality in the most appropriate way. The conclusions from the meeting can be drawn from the
minutes, and they should also be available for the citizens. The best manner is to distribute the
minutes and conclusions to the local media, especially to the journalists that attended the meet-
ing. Besides that, they can be displayed on some prominent place in the premises of the munici-
pality and also posted on the municipal website.

At the beginning, the facilitator clearly states the purpose of the meeting, the topic that will be dis-
cussed, agenda, rules for the meeting and the expected duration of the meeting. Afterwards, the
representatives from the municipality are introduced as well as their position in the municipality.

In order to enable discussion which is properly conducted and without any problems, there must
be an introduction of the topic, which will be discussed. This is done by a representative from the
municipality, by avoiding extremely specialized presentation or extremely simplified presentation
that does not provide a lot of information.

Following the introduction, the discussion is opened and the facilitator gives the floor and clearly
indicates the duration of each intervention (it is recommended that the time allocated for each in-
tervention should be up to three minutes, and extended up to five minutes in exceptional cases).
The number of discussions per participant should be two at the most, and in exceptional cases
third intervention can be allowed. The extension of time and giving the floor three times should
be allowed only to constructive participants who stick to the topic and give positive contribution
to the meeting.

Discussion should be held in the direction of identifying solutions to the problems or about the
topic of discussion and any situation, which might lead to verbal arguments, should be avoided.
The representatives from the municipality must have priority in the constructiveness and their be-
havior should serve as an example to the citizens.

The meeting should end with conclusions, which must be clearly defined by the facilitator, com-
municated to the attendees and if possible to obtain consent from the attendees. It is recom-
mended that the representatives from the municipality should give as many as possible answers
and proposals to improve the situation. It is important that they know that they can make only
promises, which can be realized, as the citizens will expect that the promises must be kept.

At the end of the meeting, the representatives from the municipality express their gratitude to the

citizens for their interest in the meeting, their useful proposals and inform them about the future
steps that the municipality will take regarding that issue.
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Advantages

If well prepared and conducted, meetings with cit-
izens can be one of the most efficient ways to get
their feedback. It enables to directly hear their
opinion and proposals; such meetings represent
contact with the everyday reality on the field and
serve as an excellent opportunity to present the
work plans of the municipality.

Meetings are not complicated to be organized; nei-
ther require engagement of many resources, nor
time necessary to hold the meetings. They are ex-
ceptionally useful to enhance the publicity of the
work in the municipality and citizens’ trust in the
local self-government.

Disadvantages

If they are not well prepared, it is realistic to expect
that the meetings will not reach the goal and there
will be no citizen feedback. It might happen that
the opposite effect is achieved - they might in-
crease the mistrust in local self-government and
dissuade citizens from future cooperation.

Necessary resources

One municipal employee to coordinate the prepa-
rations for the meeting. It is recommended that it
should be a civil servant and should not be some
elected or appointed official, whereby the citizens
will get the impression that it is not a matter of
some gathering with political background.

Several junior associates from the municipality,
who will make the technical and administrative
preparations (preparation of the agenda, an-
nouncements for the public, information about the
meeting, copying the materials and similar). Dur-
ing the meeting, they will also deal with the distri-
bution of materials, checking the technical
equipment, welcoming the participants and the
seating arrangements in the hall.

One facilitator, who can be employee from the mu-
nicipality or some externally engaged person (on
voluntary basis or for a certain fee). One person to
take minutes, who can be employee from the mu-
nicipality or some other person (can be a citizen,
and there is confidence that this person will per-
form the obligation in a quality manner).
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Computer, printer, copy machine and operational
office supplies (paper, cartridge etc). If necessary
sound system equipment, laptop, LCD projector
and screen.

Besides the costs for the office supplies and equip-
ment, there might be a need to rent a hall where
the meeting will be held (if there is no adequate
hall for the meeting in the municipality).

Possible difficulties for the realization

In some communities, if the information about the
meeting is not shared in a timely and sufficient
manner, it is possible that there is no favorable re-
sponse from the citizens. Sometimes it might hap-
pen that besides the sufficient number of citizens,
they might not be enough active during the meet-
ing, do not take the floor or there are no proposals
on their side.

There is also possibility for attendance of citizens
who have not developed their democratic aware-
ness and culture, who can disrupt the course of the
meeting with their behavior. Sometimes it is pos-
sible that the citizens insist on discussions, which
have nothing to do with the items of the agenda,
aiming to solve some personal problem.

Because of lack of information about the possibil-
ities of the municipality, the citizens can have re-
quests or proposals, which are not feasible.

How to overcome difficulties?

Possible insufficient response by the citizens can
be overcome if there is well-prepared and well-dis-
tributed announcement for the meeting, as well as
interesting notice about the topic of discussion. It
is important to make good selection of the topic,
which is in the interest of the citizens as well as
their interest for finding solution, which will be cru-
cial for good response and attendance by the citi-
zens.

All difficulties related to the behavior of the citizens
can be considerably reduced, even eliminated by
good facilitation of the meeting and clearly regu-
lated rules for the meeting. The facilitator of the
meeting will have the key role, such as his/her au-
thority in the local community and skills to run the
meeting.



4.7.
Meetings with Neighborhood Units
and Urban Communities

When and what it is used for?

It is used when it is necessary to review questions or problems that refer to one neighborhood unit or
urban community, which are common for several neighborhood units or urban communities or when
certain neighborhood unit or urban community shows dissatisfaction from the publicity of the work in
the municipality.

The meeting can be initiated by the local self-government or by the citizens in the neighborhood unit
or the urban community.

Meetings with the citizens in the neighborhood units or urban communities can be complex because
they are direct meetings with citizens who are dissatisfied with the situation in their community and are
difficult to communicate with.

How itis conducted?

Meetings with the neighbor units and urban communities are similar to the Public debates i.e. meetings
with citizens. The difference is that the invitation is not general (for the citizens of the whole community),
but the invitation is for a concrete neighborhood unit or local community. Similarly like the meetings with
the citizens, it is necessary to do the following:

The topic, which will be discussed at the meeting with citizens, must be clearly defined, as well as
the position of the municipality regarding that issue. The respective municipal departments should
prepare information about the problem and submit the information to the organizer of the meet-
ing. Representatives from the municipality must be well prepared for the topic, in order to avoid
unpleasant situations or absence of answers on citizens’ questions. Previously prepared list of as-
sumed questions and draft answers would be very beneficial.

The meeting should be announced on time - it would be best to start that process one week be-
fore the event. Most efficient way is to do that with announcements in the media, appearance of
municipal representatives in the media, and sometimes with paid advertisements. Sometimes it
is useful to place posters or distribute leaflets on busy public places- squares, markets, in the mu-
nicipality, at the entrance of schools and kindergartens, in neighborhood units and urban com-
munities, bars etc. Information should also be posted on the municipal website, as well on some
local Internet portals which are popular in the local community.

The information about the meeting with the citizens should contain data about the date, time,
venue, and agenda for the meeting, brief explanation of the topic to be discussed as well as the
purpose of the meeting. Depending on the financial capabilities of the municipality, it would be
useful to prepare a leaflet, which will present the topic of discussion in a detailed but concise and
clear manner.

In order to share information about the meeting and the reached conclusions, the representatives
from the local media should be invited so that they can be introduced with the topic and the pur-
pose of the meeting.
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The number of citizens who will attend the meeting needs to be foreseen and accordingly to
choose adequate room for the meeting. If bigger number of citizens is expected, the municipality
should provide a sound system as well as moveable microphones for the questions from citizens.
If there is need for power point presentation, the adequate equipment should be provided. At
least one hour before the meeting the functioning of the equipment must be checked, in order to
enable time to do the necessary corrections if some parts are not functioning.

There must be a facilitator for the meeting, to give the floor and to make sure that the meeting is
conducted in the best possible way. The main role of the facilitator is to channel the discussion, to
make sure that constructive proposals are heard and discussion is conducted accordingly. The fa-
cilitator must have authority in the local community and must be capable to recognize a useful dis-
cussion or to prevent some unconstructive behavior.

Person to take minutes is appointed, in order to record the course of the meeting, with special at-
tention to the proposals given by the citizens. The minutes from the meeting must be completed
in the shortest possible period after the meeting and must be at disposal for the citizens in the mu-
nicipality in the most appropriate way. The conclusions from the meeting can be drawn from the
minutes, and they should also be available for the citizens. The best manner is to distribute the
minutes and conclusions to the local media, especially to the journalists that attended the meet-
ing. Besides that, they can be displayed on some prominent place in the premises of the munici-
pality and also posted on the municipal website.

At the beginning, the facilitator clearly states the purpose of the meeting, the topic which will be
discussed, agenda, rules for the meeting and the expected duration of the meeting. Afterwards,
the representatives from the municipality are introduced as well as their position in the munici-

pality.

In order to enable discussion which is properly conducted and without any problems, there must
be an introduction of the topic, which will be discussed. This is done by a representative from the
municipality, by avoiding extremely specialized presentation or extremely simplified presentation
that does not provide a lot of information.

Following the introduction, the discussion is opened and the facilitator gives the floor and clearly
indicates the duration of each intervention (it is recommended that the time allocated for each in-
tervention should be up to three minutes, and extended up to five minutes in exceptional cases).
The number of discussions per participant should be limited to two at the most, and in excep-
tional cases third intervention can be allowed. The extension of time and giving the floor three
times should be allowed only to constructive participants who stick to the topic and give positive
contribution to the meeting.

Discussion should be held in the direction of identifying solutions to the problems or about the
topic of discussion and any situation, which might lead to verbal arguments, should be avoided.
The representatives from the municipality must have priority in the constructiveness and their be-
havior should serve as an example to the citizens.

The meeting should end with conclusions, which must be clearly defined by the facilitator, com-
municated to the attendees and if possible to obtain consent from the attendees. It is recom-
mended that the representatives from the municipality should give as many as possible answers
and proposals to improve the situation. It is important that they know that they can make only
promises, which can be realized, as the citizens will expect that the promises must be kept.
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Advantages

If well prepared and conducted, meetings with the
neighborhood units and local communities can be
one of the most efficient ways to get their feed-
back. It enables to directly hear their opinion and
proposals; such meetings represent contact with
the everyday reality on the field and serve as an ex-
cellent opportunity to present the work plans of
the municipality.

Meetings are not complicated to be organized; nei-
ther require engagement of many resources, nor
time necessary to hold the meetings. They are ex-
ceptionally useful to enhance the publicity of the
work in the municipality and citizens' trust in the
local self-government.

Disadvantages

If they are not well prepared, it is realistic to expect
that the meetings will not reach the goal and there
will be no citizen feedback. It might happen that
the opposite effect is achieved - they might in-
crease the mistrust in local self-government and
dissuade citizens from future cooperation.

Necessary resources

One municipal employee along with one official
from the neighborhood unit and urban commu-
nity to coordinate the preparations for the meet-
ing. It is recommended that it should be a civil
servant and should not be some elected or ap-
pointed official, whereby the citizens will get the
impression that it is not a matter of some gathering
with political background.

Several junior associates from the municipality,
who will make the technical and administrative
preparations (preparation of the agenda, an-
nouncements for the public, information about the
meeting, copying the materials and similar). Dur-
ing the meeting, they will also deal with the distri-
bution of materials, checking the technical
equipment, welcoming the participants and the
seating arrangements in the hall.

One facilitator, who can be employee from the mu-
nicipality or some externally engaged person (on
voluntary basis or for a certain fee). One person to
take minutes, who can be employee from the mu-
nicipality or some other person (can be a citizen,
and there is confidence that this person will per-

form the obligation in a quality manner).

Computer, printer, copy machine and operational
office supplies (paper, cartridge etc). If necessary
sound system equipment, laptop, LCD projector
and screen.

Besides the costs for the office supplies and equip-
ment, there might be a need to rent a hall where
the meeting will be held (if there is no adequate
hall for the meeting in the municipality).

Possible difficulties for implementation

In some communities, if the information about the
meeting is not shared in a timely and sufficient
manner, it is possible that there is no favorable re-
sponse from the citizens. Sometimes it might hap-
pen that besides the sufficient number of citizens,
they might not be enough active during the meet-
ing, do not take the floor or there are no proposals
on their side.

There is also possibility for attendance of citizens
who have not developed their democratic aware-
ness and culture, who can disrupt the course of the
meeting with their behavior. Sometimes it is pos-
sible that the citizens insist on discussions, which
have nothing to do with the items of the agenda,
aiming to solve some personal problem.

Because of lack of information about the possibil-
ities of the municipality, the citizens can have re-
quests or proposals, which are not feasible.

How to overcome difficulties?

Possible insufficient response by the citizens can
be overcome if there is well-prepared and well-dis-
tributed announcement for the meeting, as well as
interesting notice about the topic of discussion. It
is important to make good selection of the topic,
which is in the interest of the citizens as well as
their interest for finding solution, which will be cru-
cial for good response and attendance by the citi-
zens.

All difficulties related to the behavior of the citizens
can be considerably reduced, even eliminated by
good facilitation of the meeting and clearly regu-
lated rules for the meeting. The facilitator of the
meeting will have the key role, such as his/her au-
thority in the local community and skills to run the
meeting.
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4.8.
Meetings with Citizen Associations
and Business Community

When and what it is used for?

Meetings with the representatives from the citizen
associations and the business community repre-
sent exchanging opinions among the municipal
leadership and the forms of organized social and
economic life in the local community. This is used
when the municipal management wants to be-
come familiar with:

« The problems that citizens face and the citizen
associations work on those issues

« The problems of the companies that operate on
the territory of the municipality

+  More concrete proposals to resolve problems
in the local community

« More concrete proposals to improve the work
of the municipality.

This mechanism is similar to the meetings with the citizens, and only differs by
the proposals given by the citizen associations and business community, be-
cause they deal professionally with these issues. It is realistic that they provide
more sublimed opinions and well conceptualized proposals to improve the sit-
uation in the local community.

How itis realized?

The topic, which will be discussed at the meeting with the citizen asso-
ciations and business community, must be clearly defined, as well as the
position of the municipality regarding that issue. The respective munici-
pal departments should prepare information about the problem and
submit the information to the organizer of the meeting. Representatives
from the municipality must be well prepared for the topic, in order to
avoid unpleasant situations or absence of answers on citizens’ questions.
Previously prepared list of assumed questions and draft answers would
be very beneficial.
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The meeting should be announced on time for all persons and associations who are expected to
attend - it would be best to start that process one week before the event. If it is expected that lim-
ited number of persons and associations will attend, then it is sufficient if they are invited with
written invitations, by phone or send the invitation by e-mail. If the meeting is open for represen-
tatives of unlimited number of entities and associations, the most efficient way is to do that with
announcements in the media, appearance of municipal representatives in the media, and some-
times with paid advertisements. Sometimes it is useful to place posters or distribute leaflets on
busy public places- squares, markets, in the municipality, at the entrance of schools and kinder-
gartens, in neighborhood units and urban communities, bars etc. Information should also be
posted on the municipal website, as well on some local Internet portals which are popular in the
local community.

The information about the meeting with the citizens should contain data about the date, time,
venue, and agenda for the meeting, brief explanation of the topic to be discussed as well as the
purpose of the meeting. Depending on the financial capabilities of the municipality, it would be
useful to prepare a leaflet, which will present the topic of discussion in a detailed but concise and
clear manner.

In order to share information about the meeting and the reached conclusions, the representatives
from the local media should be invited so that they can be introduced with the topic and the pur-
pose of the meeting.

The number of citizenassociations and business community representatives, who will attend the
meeting needs to be foreseen and accordingly to choose adequate room for the meeting. If big-
ger number of participants is expected, the municipality should provide a sound system as well as
moveable microphones for the questions from participants. If there is need for power point pres-
entation, the adequate equipment should be provided. At least one hour before the meeting the
functioning of the equipment must be checked, in order to enable time to do the necessary cor-
rections if some parts are not functioning.

There must be a facilitator for the meeting, to give the floor and to make sure that the meeting is
conducted in the best possible way — it can be the mayor, president of the municipal Council or
some citizen who is familiar with the topic and has authority in the local community. The main
role of the facilitator is to channel the discussion, to make sure that constructive proposals are
heard and discussion is conducted accordingly. The facilitator must have authority in the local
community and must be capable to recognize a useful discussion or to prevent some uncon-
structive behavior.

Person to take minutes is appointed, in order to record the course of the meeting, with special at-
tention to the proposals given by the citizens. The minutes from the meeting must be completed
in the shortest possible period after the meeting and must be at disposal for the citizens in the mu-
nicipality in the most appropriate way. The conclusions from the meeting can be drawn from the
minutes, and they should also be available for the citizens. The best manner is to distribute the
minutes and conclusions to the local media, especially to the journalists that attended the meet-
ing. Besides that, they can be displayed on some prominent place in the premises of the munici-
pality and also posted on the municipal website.

At the beginning, the facilitator clearly states the purpose of the meeting, the topic which will be
discussed, agenda, rules for the meeting and the expected duration of the meeting. Afterwards,
the representatives from the municipality are introduced as well as their position in the munici-

pality.
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In order to enable discussion which is properly conducted and without any problems, there must
be an introduction of the topic, which will be discussed. This is done by a representative from the
municipality, by avoiding extremely specialized presentation or extremely simplified presentation
that does not provide a lot of information. If the meeting is held on initiative by the citizen asso-
ciations or the business community, then, with previous agreement, the introduction to the pres-
entation should be made by an appointed citizen.

Following the introduction, the discussion is opened and the facilitator gives the floor and clearly
indicates the duration of each intervention (it is recommended that the time allocated for each in-
tervention should be up to three minutes, and extended up to five minutes in exceptional cases).
The number of discussions per participant should be two at the most, and in exceptional cases
third intervention can be allowed. The extension of time and giving the floor three times should
be allowed only to constructive participants who stick to the topic and give positive contribution
to the meeting.

Discussion should be held in the direction of identifying solutions to the problems or about the
topic of discussion and any situation, which might lead to verbal arguments, should be avoided.
The representatives from the municipality must have priority in the constructiveness and the of-
ficial representatives from the neighbor hood unit or urban community.

The meeting should end with conclusions, which must be clearly defined by the facilitator, com-
municated to the attendees and if possible to obtain consent from the attendees. The conclusions
should be constituent part of the minutes, which should be submitted to the media and each in-
terested entity from the local community.

It is recommended that the representatives from the municipality should give as many as possi-
ble answers and proposals to improve the situation. It is important that they know that they can
make only promises, which can be realized, as the citizens will expect that the promises must be
kept.

At the end of the meeting, the representatives from the municipality express their gratitude to the

citizens for their interest in the meeting, their useful proposals and inform them about the future
steps that the municipality will take regarding that issue.
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Advantages

Meetings with citizen associations and business
community can provide the municipality with
much concrete and previously well-conceptual-
ized information on the problems in the local com-
munity and proposals to overcome the problems.
These associations work continuously in certain
area of social life and have the opportunity to learn
the problems from the citizens as well as the pos-
sibilities for their resolution.

If the civic and business sectors are well organized,
the information and proposals that they provide
can save time and human and financial resources
of the municipality.

Disadvantages

This mechanism is less useful and applicable in
municipalities with insufficient number of citizen
associations or business communities, i.e. it is more
convenient for bigger and urban municipalities.

Necessary resources

One employee from the municipality, to coordi-
nate the meetings and take minutes during the
meetings - recommended that it is a civil servant,
and nor some elected or appointed official.

Several municipal staff, for administrative and tech-
nical preparations of the meetings (preparation of
agenda, announcements for the public, informa-
tion about the meeting, copying materials etc).

Technical equipment- computer, printer, copy ma-
chine and operational office supplies (paper, car-
tridge etc). If necessary sound system equipment,
laptop, LCD projector and screen.

Possible difficulties for implementation

In some communities, if the information about the
meeting is not shared in a timely and sufficient
manner, it is possible that there is no favorable re-
sponse from the citizens. Sometimes it might hap-
pen that besides the sufficient number of citizens,
they might not be enough active during the meet-
ing, do not take the floor or there are no proposals
on their side.

There is also possibility for attendance of citizens
who have not developed their democratic aware-
ness and culture, who can disrupt the course of the
meeting with their behavior. Sometimes it is pos-
sible that the citizens insist on discussions, which
have nothing to do with the items of the agenda,
aiming to solve some personal problem.

How to overcome difficulties?

Possible insufficient response by the citizens can
be overcome if there is well-prepared and well-dis-
tributed announcement for the meeting, as well as
interesting notice about the topic of discussion. It
is important to make good selection of the topic,
which is in the interest of the citizen associations
and business community as well as their interest
for finding solution, which will be crucial for good
response and attendance by the citizens.

All difficulties related to the behavior during the
meeting can be considerably reduced, even elimi-
nated by good facilitation of the meeting and
clearly regulated rules for the meeting. The facili-
tator of the meeting will have the key role, such as
his/her authority in the local community and skills
to run the meeting.
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4.9.
Open Days With The Mayor

When and for what it is used?

Open days with the mayor are personal meetings
between the leader of the local self-government
and the citizens, representatives from the business
community and citizen associations, as well as
other local entities regarding issues, which are im-
portant for the local self-government. During the
meetings, the mayor receives feedback about the
problems they face, their proposals to overcome
those issues as well as concrete information about
the work of the municipal departments.

Open days to meet the Mayor should be a regular
practice of each Mayor who wants to stay in con-
tact with everyday problems of the citizens, their
associations and the business community in the municipality. They assist the mayor in identifying the ex-
isting problems in the municipality, receive proposals how to resolve those problems, obtain their opin-
ion about the work of municipal departments and to improve the work of the municipal administration.

How itis conducted?

It starts to be applied once the terms when the Mayor has open days for the citizens are deter-
mined, which depends on obligations of the mayor and the interest of the citizens. It is recom-
mended that those are terms, which are cyclically repeated, and once they are introduced, those
terms are changed only in exceptional cases if that is really indispensable. Fixed time when the
Mayor receives the citizens creates impression that the local self-government is dedicated to the
citizens and their problems, and increases the trust in it. On the other hand, it enables easy plan-
ning of the mayor’s time and the time of the administration.

Afterwards, it is needed to think of a way how to select the citizens who will be received by the
mayor, whereby they will not be discriminated, but the citizens who have real problem related to
the local self-government will be enabled to see the mayor. Although it might look like unneces-
sary bureaucratic procedure, this procedure is very important for proper and successful applica-
tion of these mechanisms. This will reduce the number of citizens who would come to meet the
mayor because of problems, which are not related to the local self-government, and would not
contribute to the improvement of its work.

Selection system implies preparation of procedure to submit request to meet with the mayor, re-
viewing the procedure, determining the citizens that the mayor will meet and the specific time for
each of this admissions. The Mayor’s cabinet should carry out the procedure, by assigning clear ob-
ligations to each team member. Special attention should be paid to the selection criteria, which are
applied to the requests to meet with the mayor, which will enable easier implementation of the
procedure and fair selection.
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Criteria should give priority to requests that refer to serious citizen problems, requests that indi-
cate some unprofessional work by the municipal administration and requests, which contain good
proposals to improve the work of the local self-government. Selection should be assigned to the
member of the mayor’s cabinet who is most familiar with the situation in the municipality, in order
to be able to easily understand the scope of the problem and the quality of expected results.

Besides that, the person responsible to make the selection, must have good communication with
all municipal departments, in order to able to request and receive information related to the rea-
son for the requested meeting. Preparing the mayor for the meeting on the basis of such infor-
mation will save time and will enable easier solution to the problem for which the meeting is
requested. On the other hand, requesting information from the respective departments regarding
citizens’ problems shall enhance the professionalism, legality and efficiency in their work.

Afterwards, they need to determine the average duration of the meetings with the mayor and to
define how many meetings during the open days will be realized. This will considerably assist to
avoid overlapping of scheduled meetings, more efficientimplementation in practice and citizens'
impression about the organization of the local self-government. Depending how complex is the
problem and how capable are the citizens to concisely represent the problem as well as the pro-
posal for its solution, it is recommended that the duration of one meeting should be from half an
hour to one hour. The information that the mayor received from the respective departments re-
garding the discussed topic has the key role in enhancing the efficiency of the meetings.

Once the system for admission, selection, and scheduling the meetings is defined, it is necessary
to announce the information in the media about the possibilities to meet the mayor. It must be an-
nounced that the meetings are aimed for resolution of problems, which are under the compe-
tence of the local self-government, and improvement of its work, and that priority will be given to
the requests, which refer to those questions. In order to emphasize the objectivity of the selec-
tion of requirements, it is desirable that the general procedure should be explained. It would be
best if this is done personally by the Mayor, by participation in some of the local televisions and
radios, which will contribute to increasing the interest about the meetings and the citizen trust. If
there are no such media in the municipality, then it can be done through the media in the neigh-
boring municipalities, which broadcast signal on the territory of the municipality.

Following the announcement, it might happen that there are big numbers of requests submitted
and that is why the mayor’s cabinet must be prepared for such situation and make good selection
of the requests and schedule the meetings. On the contrary, the citizens can lost their trust in
meetings and local government’s intention at the very beginning of introducing the practice. It is
very useful to response to the citizens when the meeting with the mayor will be enabled and to
inform them about the time when the meeting can be realized.

Response in written should be also sent to the citizens whose request about meeting cannot be
satisfied, by indicating that the municipality is familiar with the problem and that it will be for-
warded to the respective municipal departments for further acting. For some citizens, meetings
should be scheduled with the heads of certain departments that their problem or proposal refers
to. This will considerably reduce the pressure from repeated citizen requests, who will not be able
to meet the mayor, and will enhance the opinion that the municipality is interested in resolving
problems.

For the purpose of resolving the problems of the citizens, meetings should be enabled with the
heads of departments and the mayor, if the mayor thinks it is worthwhile. Combination of meet-
ings with the mayor and the competent head of department to which the problem refers, will con-
siderably assist the resolution and increasing the citizen trust in the local self-government.
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Advantages

Meetings between the mayor and the citizens are
the most direct way of receiving feedback, serve as
possibility to resolve many citizen problems and
obtain much useful information about the manner
of work of the municipal departments. Once it is
introduced as a practice, it is relatively easy for use,
does not require many resources and provides
considerable assistance to improve the efficiency
and professionalism of the administration work.

Besides that, such meetings are useful to verify the
work of the local self-government in concrete areas
of competencies, as well as to learn the attitudes
of citizens, their priorities and expectations.

Disadvantages

The meetings with citizens, at least in the begin-
ning, do not enable perception of the general atti-
tudes of the majority citizens in the municipality,
but only about concrete situations and problems.
On the other hand, discussions about concrete
problems many times contain many subjective cit-
izen opinions, because they primarily come to
solve their problem and not to improve the work of
the municipality.

Overcoming those shortcomings depends on the
ability of the Mayor and his/her associates to real-
ize and recognize the possibilities for improving
the municipal work by resolving the problems
through the proposals given by the citizens.

Necessary resources

Once the practice is elaborated, and if it is previ-
ously well conceptualized and prepared, its imple-
mentation can become routine obligation of the
Mayor’s cabinet and constituent part of its agenda.

In the beginning while the practice is being intro-
duced, because of possible big number of requests
to meet the mayor, it will be necessary that two or
three staff from the cabinet dedicate one day a
week to review the requests and make their selec-
tion. During the implementation of the practice,
when the number of requests is expected to be re-
duced and experience is acquired, it will be neces-
sary that one employee from the cabinet is
engaged to work on it several hours a week.

It is especially important that the organization of
meetings with the mayor does not require finan-
cial or any other resources except engagement by
some of the staff in the cabinet during office hours.

11

Possible difficulties for implementation

It is certain that many citizens will want to meet the
mayor about personal problems, which are not re-
lated to the municipality, most often when the cit-
izens want to resolve their social status. Practice
shows that big numbers of requests refer to em-
ployment or issues, which are not under the com-
petence of the local self-government. Frequently
it happens that the citizens insist to discuss some
personal problems rather than the issues for which
the meeting with the mayor was scheduled in the
first place.

One should not underestimate the importance of
possible unpleasant situations, which can occur
during the meeting, which are caused because of
the difficult problems that the citizens face and
lack of hope that those issues will be resolved by
the municipality. Although rarely, but it might hap-
pen that a citizen might come for a meeting with a
big problem which can influence the sanity and
behavior during the meeting.

There might also be difficulties to adjust the sched-
uled time for meetings with the citizens and other
obligations of the mayor.

How to overcome difficulties?

Problems related to non-adherence to the topic,
for which the citizen arranged the meeting, can be
resolved by good selection of the requests as well
as canalizing the course of discussion by the
mayor. Previous discussion between the citizen
and the competent employee in the cabinet can
be of great assistance for the preparation of the ad-
mission of citizens to discuss with the mayor. It is
better to foresee the citizen’s problem or proposal
in a direct communication or telephone conversa-
tion, as well as to assess whether the meeting
should be scheduled as well as to foresee possible
problems during the discussion.

In order to enable more constructive course of the
meeting, the mayor should be provided with con-
crete information about the problem and possible
solutions, as well as about the citizen that comes
for a meeting. Having previously informed the
mayor about this information before the meeting,
would enable more efficient course of the meeting
and saving the mayor’s available time.



4.1 00
Interactive Municipal Website

When and what it is used for?

Although it serves to inform the public about the competencies and activities of the municipality, small
modification of the website can make it an efficient means to receive citizen feedback.

This mechanism is used when the municipality wants to be in continuous contact with the citizens and
receive prompt concrete feedback, complaints and proposals about its work.

This is especially recommended for municipalities that already have their own website, because it re-
quires minimal adjustments to make it interactive, and the implementation does not require additional
engagement of financial and human resources.

How itis realized?

It is checked whether the program (software) enables interactivity in cooperation with the com-
petent person that maintains the website, i.e. whether the users have possibility to ask questions
and give suggestions. If there is no such possibility, the website should be adjusted for this pur-
pose, and it is recommended that this is done by the person or company that designed the web-
site. The required work is minimal and can be completed in a relatively short period of time, and
does not represent financial overburdening for the municipality.

When enabling the interactivity, the manner in which the citizens can easy submit their opinion
through the website, should be identified and applied. The option for giving feedback should be
visibly featured on the website, so that at each opening of the website it can be easily noticed and
available for every visitor. The manner of using this option should be extremely easy, so that it can
be used without any difficulties and requires only basic computer literacy.

It is recommended that the option offers two possibilities — one for conducting surveys and the
second for complaints and proposals from the citizens. The first one will enable that the citizens
are surveyed about concrete questions, which are initiated by the municipality. The second one
provides possibility that the citizens initiate solution of certain problem and possibly to propose
some way to overcome the problem.

Prior to start using the interactive website, there should be a conceptualized manner to choose the
survey questions as well as orientational duration of the survey for each question separately. It is
recommended that the selection of the questions is made from the area and topics that the mu-
nicipality is intending to reach decisions, so that the citizen opinion can be taken into considera-
tion. The duration of the survey cannot be strictly determined in advance and it will depend on the
complexity of the question and number of input/opinions received from citizens. It is recom-
mended that it should last from one to three weeks, and exceptionally when it is a very important
matter, which requires getting opinion from more citizens, it can last longer.
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The questions for the survey must be selected from topics, which mostly affect the citizens, in
order to provide citizen active participation and initiating more quality feedback. The questions
should be objective, without any ambiguities or in a certain way be suggestive about the answers
from the citizens. The selection should include consultations with the municipal departments and
asking for information about issues that citizens usually complain about. The analyses of media re-
porting on local issues as especially criticism about the work of the municipality can be of great
assistance to identify topics and issues.

Besides for conducting surveys, this mechanism can be used as an efficient means to receive citi-
zen complaints related to the work of the municipality. Therefore, it should provide a simple man-
ner in which the citizens can give their comments on the work of certain municipal departments,
and possibility for suggestions how to overcome those situations. The municipality should de-
velop a system for receiving, processing and resolving such problems and for examining the citi-
zen suggestions. The response on each complaint or suggestion, and indicating the manner in
which the issue will be resolved, is of great importance for gaining citizen trust. If municipal de-
partments are well functioning, it would be great if the municipality also indicates the timeframe
for resolving the respective issues. Providing such response and completing the work in the fore-
seen timeframe, will considerably improve the efficiency of the municipal departments and will
have positive influence on the opinion of the citizens in the municipality.

The successfulness of using an interactive website mostly depends on the citizens' response and
that is why it should be announced on time - it would be most appropriate if this process is started
one month in advance. Primarily it should be announced on the municipal website, as well as on
popular local Internet portals in the community, and setting banners and links to the municipal
website. Announcements in the media, appearance of local self-government representatives in
the media, sometimes paid advertisements, posters or disseminating flyers on busy public places
can be of great assistance.

43



Advantages

An interactive website is an efficient, fast and in-
expensive means for continuously receiving citizen
feedback. Once it is introduced and starts func-
tioning, it is easy for maintenance, does not require
financial means or any additional engagement of
human resources.

An interactive website which is well conceptual-
ized, organized, implemented in regular and
planned manner is one of the most recommended
means for receiving citizen feedback.

Another reason, which adds to its efficiency, is that
it saves time and human resources, because it re-
places the direct contacts with citizens with a con-
crete written opinion or proposal. The savings on
resources can be increased if the answers to the
questions are posted on the website, whereby the
citizens can find answers about certain things
without having to address the municipality.

Disadvantages

This mechanism is not applicable in municipalities
that do not have their own website or financial and
human resources to introduce or maintain a web-
site. Municipalities that do not have websites and
have resources, once they introduce the website
can promptly start using this mechanism.

The quantity of received feedback and the effi-
ciency of the mechanism depend on the number
of Internet users and the level of computer literacy
in the municipality. The application of these mech-
anisms is easier and more productive in bigger
urban municipalities, rather than smaller or rural
communities.

Necessary resources

One major advantage of this mechanism is the
minimal requirement for human and financial re-
sources for its regular and efficient implementa-
tion. If the municipality has its own website, and if
the program (software) supports possibility for in-
teractive communication, that would not present
any financial burden for the municipality. In that
case, the employee responsible for the mainte-
nance can dedicate only several office hours to ex-
tract the citizen feedback and submit it to the
competent staff in the municipality.

Minimal financial means would be required if there
is need to redesign the program (software), which
is simple and can be done within a short period of
time.

Possible difficulties for implementation

At the very beginning of the implementation, the
municipality can encounter less opinion from the
citizens than expected. This can happen as result
from insufficient information about the possibility
for the citizens to send their opinion to the munic-
ipality or when citizens are not sufficiently assured
that their opinion will be given serious considera-
tion.

It is likely that there will be some unrealistic re-
quests, even unserious comments and proposals
from citizens, who neither have problems with the
municipality nor have interest in the work of the
municipality.

Negative comments and criticism without any spe-
cific or real reason should not be excluded, and
usually they are due to some personal or political
disagreement with the municipal management.

How to overcome difficulties?

Citizen response can be enhanced through organ-
ized, timely and well-prepared announcing of the
mechanism in the local media, on the municipal
website or some other appropriate manner. This
will enable to familiarize as many as possible citi-
zens about the possibility to send their opinion,
problem or proposal to the municipality in this
way. In addition, it should be represented in a man-
ner, which will convince the citizens that the mu-
nicipality aims to seriously consider their opinion.

Unrealistic, unserious and malicious comments,
proposals and opinions should not create prob-
lems and put under question the implementation
of the mechanism, but they should be ignored.
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4.11.
Open Telephone Line for Proposals and Complaints

When and what it is used for?

Similar to the interactive website, open telephone line
is used when the municipality wants continuously to
be in contact with the citizens in order to receive fast
and concrete feedback, complaints and proposals re-
lated to its work.

In general, this mechanism is appropriate to be used
in any municipality, because all municipalities have the
basic preconditions for application - telephone line
and one employee to answer calls from citizens. It is
especially recommended for municipalities that do not
have website, where the number of Internet users is
small or the computer literacy is on very low level.

How itis realized?

One telephone number is determined only for this purpose, as well as the days and time of the day
when the citizens can call. Whether one or several whole days in a week or several hours in the
course of the day are determined is a matter of choice by the municipality, but certainly that the
employees entrusted to do this should be enabled to be dedicated to their regular assignments.
It is recommended that whole working day is not dedicated for this purpose, because it is hardly
expected that there will be calls during all office hours in one day. It is most rational to start with
several hours a day and in case of big number of calls, the period for receiving calls should be grad-
ually increased.

Depending on the expected number of calls, one or several employees will be assigned to answer
the calls. The selected employees should be serious, good-tempered people, who are familiar with
the competencies and work of the municipality, as well as the local mentality. Another reason to
elect such people is that they represent the municipality in front of the citizens and their behav-
ior can either contribute or harm the opinion about the municipality.

Once they are selected, the employees should be trained about verbal communication with citi-
zens, competencies of the municipality and especially how to extract the citizen feedback during
the conversation. This will be a preparation for adequate reaction in cases when dissatisfied citi-
zens call or when the citizens cannot clearly set the problem or propose solution. These calls are
constituent part of this mechanism, and should not be discouraging neither for the municipality
nor for the employees, because in course of time they will acquire experience whereby such situ-
ations will be easily overcome.
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It is recommended that at least one or two employees are selected and trained more than the
foreseen number of calls, in order to enable their replacement if they are busy with regular as-
signments, use sick leave, are overburdened with work or use annual leave. If there is possibility,
the municipality can include as many as possible employees in the training on communication
with citizens. In this way, without any financial burdening, the municipality will improve the serv-
ice provision and will improve citizen opinion about its work.

Besides paying attention on professional communication, the course of the training should be
also dedicated to acquiring skills for extracting and recognizing citizen feedback. Without having
itincluded in the training, the open telephone line will deal more with citizen personal problems
rather that receiving feedback how to overcome problems. It is certain that those aspects will be
part of this mechanism, but priority importance should be given to extracting the proposals how
to improve the work of the municipality and presentation of those proposals in front of the mu-
nicipal leadership.

The implementation of the mechanism should be announced on time, at least several weeks in ad-
vance through announcements in the media, appearance of local self-government representa-
tives in the media, and sometimes by paid advertisements. Sometimes it is useful to use posters
or distribute leaflets on busy public places — squares, markets, in the municipality, at the entrance
of schools and kindergartens, in neighborhood units and urban communities, bars etc. Informa-
tion should be posted on the municipal website, as well as on local Internet portals which are pop-
ular in the local community.

When citizens call for some personal problem, and do not give proposals how to improve the work
of the municipality, those should be treated most professionally and the heads of certain depart-
ments in the municipality should be informed accordingly. Received opinions and attitudes should
be further submitted to the competent persons in the municipality to act accordingly.
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Advantages

Open telephone line is the most rational mecha-
nism to receive citizen feedback, because without
any expenses and minimal engagement of human
resources, very good results can be achieved. It is
adequate for communication with citizens in mu-
nicipalities, which have populated territories and
which are remote from the seat of the municipality.

The activities to introduce the system are simple
and can be easily organized, and any further main-
tenance does not require additional engagement.

Disadvantages

The mechanism does not have any specific disad-
vantages if it is well conceptualized and prepared,
and can be applied in municipalities with small fi-
nancial and administrative potential.

Municipalities, which have small or insufficient
number of employees and numerous activities,
might have problems to assign people who can
dedicate part of the working hours to receive calls
from citizens.

Necessary resources

The biggest advantage of this mechanism is the
minimal requirement for human and financial re-
sources for regular and efficient implementation,
as there is no municipality that does not have the
basic preconditions at disposal. It requires only one
telephone line and part of the working hours of
one or two employees in the municipality to re-
ceive the calls, to write down the citizen feedback
and submit it to the competent staff in the munic-

ipality.

Possible difficulties for implementation

At the very beginning of the implementation, the
municipality can encounter small number of calls
from the citizens than expected. This can happen
as result from insufficient information about the
possibility for the citizens to give their opinion to
the municipality in this way or when citizens are
not sufficiently convinced that their opinion will be
given serious consideration.

It is likely that there will be calls about some unre-
alistic requests, even unserious comments and
proposals from citizens, who neither have prob-
lems with the municipality nor have interest in the
work of the municipality.

Calls about negative comments and criticism with-
out any specific or real reason should not be ex-
cluded, and usually they are due to some personal
or political disagreement with the municipal man-
agement.

How to overcome difficulties?

The citizen response can be increased with an or-
ganized, timely and well prepared announcement
of the mechanisms which will enable bigger num-
ber of citizens to be familiarized with the possibil-
ity to give their opinion, problem or proposal to
the municipality. In addition, the representation
should be done in a manner, which will convince
the citizens that the municipality will seriously con-
sider citizen opinion.

Unrealistic, unserious and malicious comments,
proposals and opinions should not cause problems
and put into question the implementation of the
mechanism. Those can be easily overcome if the
employee who answers the calls is well trained
how to deal with such situations.

Problems related to human potential, can be easily
overcome with minimal financial means to stimu-
late the employees who will receive the calls or to
engage other people outside of the municipality. If
the municipality is in position to attract, train and
keep volunteers for this purpose, there will be no
need for financial means for this purpose.
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4.12.
Meetings With Citizens at Public Places

When and what it is used for?

Meetings with citizens at public places are form of
direct communication of the municipality with the
citizens outside of its premises, in a time and place
with big frequency of people. This mechanism is
used when the municipal management wants to
initiate communication and cooperation with the
citizens, when the consultations with the citizens
are not on satisfactory level. It is recommended in
local communities where such communication ex-
ists, but the municipal management wants more
intensive consultations with the citizens.

This mechanism is important because it is proac-
tive, i.e. instead of waiting for the citizens to come
and contact the municipality - the municipality
approaches them to ask for their opinion.

How itis realized?

The places where at certain period of time there is bigger frequency of people are determined, i.e.
places that provide possibility to contact big number of citizens. In bigger towns those are pri-
marily city squares during concerts or other manifestations, during weekends in shopping molls,
supermarkets, parks, sports matches and similar. In smaller towns and rural municipalities those
can be market days, people’s gatherings and other events on occasions of religious and other hol-
idays. Each municipality makes the choice depending on the conditions and circumstances when
big number of citizens can be contacted.

The people who will communicate with the citizens are selected - those can be volunteers, em-
ployees or heads of some municipal departments, members of the municipal council. Once it is as-
sessed as worthwhile, it is recommended that the mayor is involved in the implementation of this
mechanism. Depending on the expected number of such events, the municipality determines the
number of employees or volunteers who are responsible to communicate with the citizens. They
should be serious, good tampered and familiar with the competencies and work of the munici-
pality, as well as familiar with the local mentality. Another reason is that they represent the mu-
nicipality in front of the citizens and their behavior can contribute or harm the citizen opinion
about the municipality.

Once they are selected, the employees should be trained about direct verbal communication with
citizens, competencies of the municipality and especially how to extract the citizen feedback dur-
ing the conversation. This will be a preparation for adequate reaction in cases when they discuss
with dissatisfied citizens or when the citizens cannot clearly set the problem or propose solution.
Such problems will certainly appear at the beginning of the implementation of this mechanism but
should not be discouraging neither for the municipality nor for the employees, because in course
of time they will acquire practical experience whereby such situations will be easily overcome.
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It is recommended that at least one or two employees are selected and trained more than the
foreseen number for communication with the citizens, in order to enable their replacement if they
are busy with regular assignments, use sick leave, are overburdened with work or use annual leave.
If there is possibility, the municipality can include as many as possible employees in the training
on communication with citizens. In this way, without any financial burdening, the municipality
will improve the service provision and will improve citizen opinion about its work.

Besides paying attention on professional communication, the course of the training should be
also dedicated to acquiring skills for excluding and recognizing citizen feedback. Without having
it included in the training, the meetings with citizens at public places will deal more with citizen
personal problems rather that receiving feedback how to overcome problems. It is certain that
those aspects will be part of this mechanism, but priority importance should be given to extract-
ing the proposals how to improve the work of the municipality and presentation of those pro-
posals in front of the municipal leadership.

Parallel to the training, there must be a concept about the manner in which this communication
will be carried out - it is most appropriate to provide prefabricated movable stall, which enables
two people to stand or sit behind it. It should be moderately attractive - sufficient to attract citi-
zen attention, but should not resemble stalls for presentation of commercial products. The logo of
the municipality and a sentence explaining the reason for placing the stall must be placed on a vis-
ible place. The best solution is to select a motto which will reflect the essence of the mechanism,
such as for example ,Municipality among citizens” or ,Municipality discusses” or similar.

Before starting the communication at public places, the organization and the course of the activ-
ity should be clearly defined, in order to avoid some unforeseen and sometimes unpleasant situ-
ations. The average duration of one conversation must be orientationally determined, in order to
avoid complaints from citizens who are willing to discuss but have to wait. Frequently the citizens
will approach regarding information about receiving some municipal service, and therefore it will
be useful to disseminate materials, which describe the procedures for such services in clear and de-
tailed manner.

In order to attract the citizens to communicate with the municipal representatives, the use of this
mechanism should be announced on time — most appropriate is if the process is announced one
week in advance before the event. Most efficient are the announcements in the media, appearance
of local self-government representatives in the media, and sometimes by paid advertisements.
Sometimes it is useful to use posters or distribute leaflets on busy public places - squares, markets,
in the municipality, at the entrance of schools and kindergartens, in neighborhood units and urban
communities, bars etc. Information should be posted on the municipal website, as well as on local
Internet portals which are popular in the local community.

Besides for communication with the citizens, the stall should be used for dissemination of printed
materials about the municipality, about municipal competencies, ways in which citizens can ex-
ercise their rights etc. In addition, it represents a practical possibility to carry out surveys and to
evaluate the work of the municipal departments, as well as to announce future activities of the
municipality.

Yet, the primary reason for such type of communication with the citizens is to receive feedback
aimed for better functioning of the municipality. Therefore discussions with citizens about some
personal problem, and when they do not give proposals how to improve the work of the munici-
pality, should be treated most professionally and the heads of certain departments in the munic-
ipality should be informed accordingly. Received opinions and attitudes should be further
submitted to the competent persons in the municipality to act accordingly.
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Advantages

Meetings with citizens at public places are an ex-
cellent opportunity to consult the citizens, who
most probably would not come to the municipal-
ity on their initiative to explain the problem they
face or to give their opinion. They enable direct
contact with the citizens, and most likely that with-
out previous preparation for discussion with mu-
nicipal representatives, they can give more sincere
comments and proposals.

Another advantage is that this mechanism can
combine application of other means for receiving
citizen feedback.

If well prepared and implemented with a good
concept, these meetings are very important asset
to enhance the citizen trust in the municipality and
the municipality’s determination to work in the in-
terest of the good for the local community.

Disadvantages

In municipalities with small number of citizens or
with insufficient number of citizens, but numerous
activities, there might be a problem to assign peo-
ple who will dedicate part of their time to meet cit-
izens at public places.

This mechanism is more applicable in more liberal
environment, in towns rather than in more tradi-
tionally oriented smaller towns or rural areas.

Necessary resources

The biggest part of the necessary resources refers
to the engagement of the municipal staff for the
preparation and implementation of this mecha-
nism, whereas the financial needs refer to the
preparation of the stall.

Other expenses are possible if the municipality de-
cides to prepare, print and distribute leaflets and
other materials during the meetings with citizens
at public places.

Possible difficulties during implementa-
tion

Similar like with the other mechanisms for direct
contact with the citizens, one cannot exclude the
possibility that the discussions will refer more to
personal problems rather than improvement of the
work in the municipality. Considering that these
meetings are outside the municipal premises, con-
siderable challenge can be the unserious and
sometimes uncivilized behavior by some citizens.

At the beginning of this mechanism implementa-
tion, especially in traditional areas, the placement
of the municipal stall at public places might be re-
ceived with surprise and sometimes with disap-
proval. In such areas, at the very beginning, there
might also be distrust among the citizens and lack
of citizen response to communicate with the mu-
nicipal representatives.

It is not excluded that the initiative for application
of this mechanism might get resistance among tra-
ditionally oriented structures in the municipal
management, who consider that this manner of
communication is unworthy for the municipality.

During the communication there might be com-
ments and criticism by citizens who are negative
and without any real reason, and usually this is due
to some personal or political disagreement with
the municipal management.
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How to overcome difficulties?

The biggest number of difficulties can be sur-
passed with organized, timely and well-prepared
implementation of the meetings with the citizens.
Good presentation of the mechanism to the citi-
zens has important role as well as whether they will
be convinced that the municipality intends to seri-
ously consider citizen opinion.

Possible unserious or malicious comments, pro-
posals and opinions should not be a problem and
put into question the implementation of the
mechanism. They can be easily surpassed if the
representative from the municipality, who will
communicate with the citizens, is trained to deal
with such situations.

Possible resistance by the municipal management
can be surpassed if the mechanism is presented in
front of the whole management, with special em-
phasis of the effects which will be achieved.

Problems related to human potential, can be easily
overcome with minimal financial means to stimu-
late the employees who will communicate with the
citizens or to engage other people outside of the
municipality. If the municipality is in position to at-
tract, train and keep volunteers for this purpose,
there will be minimal need for financial means for
this purpose.
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Analyses and Use
of Received Feedback

makes sense if that information is used for planning and decision-making, as well

Receiving feedback from citizens neither can nor it should be means for itself, but
as in the regular work of the municipality.

If the information is not used in an organized manner, the received feedback will be for
single use and the invested funds and efforts would not be worthwhile. Feedback has
great value if properly stored, processed and analyzed and compared in regard to dif-
ferent time periods, which can enable drawing conclusions about:

« Changes in the public opinion in the municipality in the course of the past years,
« Changes in the prioritized needs of the citizens,

« Changes in attitudes of concrete groups of citizens,

« Improvement or deterioration of the quality of municipal services,

« Changes in the satisfaction of citizens regarding the efficiency of administration.

The composition of the system for collection and processing of received feedback can
not be identical in each municipality, but it varies on the basis of the size, as well as how
frequently will the mechanisms be used and how detailed will be the analyses of the re-
ceived feedback. However, the minimal conditions for introduction and maintenance of
the system for receiving and processing the feedback are:

« Appointment of coordinator to receive citizen feedback - in smaller municipalities
that can be only one employee, and in bigger municipalities this person can have as-
sistants

« The coordinator and the team should have concrete plan and work program ap-
proved by the mayor, with concrete obligations and deadlines
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« The obligation for work according to this plan, should be entered into the job descriptions for the
staff appointed to receive citizen feedback

+ Allemployees in the municipality should be informed about the work of the coordinator, and that they
have obligation to provide assistance during the process

«  Prescribe the manner in receiving citizen feedback in order to prevent violations or malpractice
« Determine the manner of storing and analyzing the citizen feedback

« In order to provide for continuity, the storage and responsibility for this information should be en-
trusted to a civil servant, and not to an elected or appointed person

« In order to secure information, besides materials that are used for regular work, it is compulsory to
have one copy of the data on CDs.

The coordinator shall have the key role in the system and in cooperation with the municipal management
will conceptualize the work plan and program, and will organize and oversee the implementation of
mechanisms. In addition, the coordinator will manage the storage of received feedback, the analyses
and presentation of obtained conclusions in front of the municipal management.
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Positive Effects from
Receiving Feedback

ganization and implementation of feedback mechanisms, un-

M unicipal management would not start dealing with the or-

less they bring positive effects to them, the municipality and

the overall local community. There are many benefits from this practice,
and the most important ones are:

The interest about the opinion of the citizens and their inclusion in
the decision making process in the local self-government, con-
tributes to enhancing the legitimacy of the municipal manage-
ment and administration

When included in decision-making, citizens are more willing to co-
operate with the local self-government and to be involved in its ac-
tivities, which considerably alleviates the functioning and work
of the municipality

Active cooperation with the citizens is a characteristic of well or-
ganized and stable administration, which considerably increases
the chances for receiving foreign funds and attracting domes-
tic and foreign investments

Respect for the opinion of the citizens, citizen associations and busi-
ness community, enhances the trust in domestic and foreign cap-
ital for participation in public-private partnership projects

Consultations with the citizens make the municipality more distin-
guishable in the country and abroad, whereby it increases the pos-
sibilities for closer cooperation with institutions from local
self-government in the country and abroad

Throughout the process of cooperation with the local self-govern-
ment, citizens and their associations can help for more efficient work,
whereby the capacities will be increased and financial and
human resources can be saved

By paying attention to the opinion and needs of the citizens, the
local self-government will enjoy bigger trust, and the municipal
management will have far bigger chances to be reelected.
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