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Abstract: The process of decentralization in Macedonia begaduly 2005, after the adaption of the
constitutional amendments made which triggered glaress of the decentralization in the Republic of
Macedonia. Having in mind that the decentralizafioplied structural changes in the Macedonian fpalit
system and in relations between the central andotted government, the implementation of the precefs
the decentralization was designed with a phasedoapp in order to accommodate the local government
institutions with the new competencies. Among dahiiie process of decentralization had an objedtive
bring the local authorities closer to the citizém®ugh provision of quality local services. In &uuh it aims

to provide an opportunity for broader participatiand representation of the citizens in their comitres
This paper attempts to answer three main questielated to quality public services: - The proce$s o
decentralization has helped to improve the qualftpublic services? - What areas of public servizeder
municipal jurisdiction are satisfied with it? - Homuch would you like to be informed about community
activities? In this paper we are going to analyze findings from the field research about the dyadf
public service that provide the municipality of @b of R. Macedonia. The paper focuses on thefaatisn

on the public services and provides recommendationduture improvement of the decentralized public
services in the Republic of Macedonia.

Keywords: Decentralization; Public service; Local self-goweent units; Citizens satisfaction; quality of
service

1. Introduction
1.1. Background

Considering that the Law on Local Self-governmentygprovides a general framework for the
responsibilities of the municipality and the lintitens in access to fiscal resources provided by the
Law on Financing of Local Self-phased approach lngped relieve the municipalities during this
process.

Law on Financing of Local Self-government has paved way for new revenue sources for
municipalities to support the implementation of tlmew competencies transferred. Of 85
municipalities, 68 entered the second phase of miedzation, fiscal decentralization. This is
expected to increase municipal revenues from daleof municipal taxes, state land management,
and property taxes.

All this means that the administrative capacitiesanicipalities should be significantly strengtleen
if any significant progress was made in terms dfvdey and improve services at local level and
bringing about better opportunities for developmemd improving the living standards of citizens.
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1.2. The Authorities of the Municipality and Econonic Development

The process of decentralization municipalities faiced with serious difficulties in terms of human
and capital resources in providing quality publervices for citizens. This fact is noted in the
European Commission report filed in 2006 on Macéasrprogress in preparing for EU membership:
"There are still serious challenges to be addrebsfdre making the next steps in the process of
decentralization. The issue of debt remains a probland substantial debt could threaten the
functioning of several municipalities. Smaller ntipalities have difficulties in providing basic
services. Possible under-funding of the educatiectos is a subject of concern. municipal tax
collection remained a challenge in many municipegitFurther progress in fiscal decentralizatioth wi
require the development of financial and interrmaitool mechanisms to ensure proper planning and to
minimize the risk of corruption. Capacity fraud amdnicipalities to manage state property should be
developed, especially considering the limited reses available to stimulate local economic
development. "

In 2004 UNDP published the National Human DevelopimiReport-2004 decentralization called for
human development. According to that report, ingirgathe powers of the municipality should lead to
their greater involvement in the planning of loeabnomic development. [This may refer to the main
findings of our project] municipalities may haveeeater role in implementing social programs, such
as those for unemployment or poverty reductioncBipally, local authorities are able, whether aon
or in cooperation with local NGOs to more effeclvaentify beneficiaries of social programs and
thus ensure that social assistance to the poorest.

1.3. The Quality of Public Services and Decentraléion

Local development is at the heart of politics andlitigpal discussions of decentralization in
Macedonia. Decentralization among other objectaigsh as, approaching the local authorities to the
people, providing an opportunity for broader p@pttion and representation, another important goal
to provide quality public services. This reportiviy to answer three main questions related tdityua
public services:

- The process of decentralization has helped todsgthe quality of public services?
- What areas of public services under municipasgliction are satisfied with it?
- How much would you like to be informed about coumity activities?

2. Methodology
2.1. Methodic Approach, Procedures and Instruments

Satisfaction of citizens from services offeredra tevel of municipality and its assessment abloait t
impact of decentralization on the quality of seeg@re based on questionnaires, taking into account
the specifications and priorities of the municipaliThe questionnaire consists of fifteen question
(Annex 1) that focus on collecting information fanalysis of the four principles first which
satisfaction with the services that are under tlmésdiction of the municipality 2nd impact of
decentralization on the quality of municipal seedc3rd the participation in the process of creating
policies 4th suggestions for improving the quatifyservices. After the actual statistical analysgithe
responses of the respondents followed the presamtaf guides with focus groups composed of
municipal administration (service providers) andu® groups of service users or citizens. According
to data obtained from the survey concern the mpaiity for education as a whole, as well as public
hygiene and public greenery is a low assessed.t®tlEs fact when selecting members of the focus
group will be taken to be representatives fromdégartment of educational and community services.

The sample of research advance was not electeddawgdo the criteria of representativeness, but on
the contrary, he was a target, situational eledi&inely surveyed all citizens during the interviews

984



Reforming Public Administration

were for a service in your municipality, and apmdvo answer our interviewers. Therefore, some
comments are according to biographical data thégated about participants in the survey.

3. Results of Field Research
3.1. Significance of differences between respondent

In order to verify the objectivity and consistertoythe statements of the respondents did check the
interconnection of key variables (tab.1 and tab.2).

Thus, a significant rank correlation between gdretasatisfaction of the municipality as a whoteda
satisfaction with the quality of municipal servidaesfour key areas, shows that the respondents are
consistent in their assessments of ordered seratgsiblic administration of the municipality of
Tetovo.

Table 1 correlation among key variables

Pirson coefficient| significance
no. | Correlations between variables Rang of correlation R
coefficient {p)

General satisfaction and satisfaction v| 0.51¢ 0,08¢ Significancep
1. urban planning, construction and spatial

arrangement

General satisfaction and satisfaction with,407 0,100 Significange
2. the collection of taxes

General satisfaction and satisfaction wijth,614 0,064 Significange
3. the care of hygiene and public greenery

General satisfaction and satisfaction v| 0,464 0.09C Significancep
4. care, on education and personnel policy

General satisfaction arassessment of tt| 0,392 0,121 Significancep
5. impact of decentralization on the quality |of

services

Information and assessment of the impaed,286 0,490 Significance R
6. of decentralization on the quality of

services

Education of students arevaluation of the| -0,02¢ 0,04: No
7. impact of decentralization and the quality|of significance

services

The age of respondents and assess| He016 0,062 No
8. impact of decentralization the quality of significance

services

The age of respondenand their level o| -0,02¢ 0,492 Significance |
9. knowledge about things in the municipality

Correlation between variables and rank coefficient

Table 2 Inspection byy 2 (chi-square) test of the relevant variables

x? Scale of| Significance

no | The correlation between attributes variabl freedon

Gender distribution and assess the impact| df11 | 3 Not
1. | decentralization on the quality of service 2

Employment status and impact assessment of| th&9 | 6 Not
2. | decentralization on the quality of service 2

The level of education of respondents and theiellev0,49 | 12 Not
3 of awareness 7

The connection of assessing the impact of decézdtmn on the quality of public services in the
municipality is the lower limit of the significanad the correlation (ed. no. 5 of Table 1). However
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this connection is sufficient to indicate that fbrocess of decentralization, if not crucial, howe
contributes to the quality of public servi at the level of municipality.

Unlike previous relationship, more informed respamig giving a higher rating of the positive imp
of decentralization on thquality of public services (ed. No. 6 of Table This higher correlatio
increases on the belief that objective, the prooésecentralization and of itself is a factor toprove
the quality of public services in the municipali

Testing the conration between the estimates of the impact of deakration to the level c
education of respondents shows no significanticelahip (ed. 7 of Table 1). We can interpret th
participants with different levels of education tlsame way you evaluate e impact of
decentralization on the quality of services. lttfier indicates that the estimates can be consic
quite realistic or objective. If we added that itegtthe impact of age (red.br.8 from Table 1), gm
and employment status (ed. 1 ander. No. 2 of Table 2) the assessment of deceratadiz shows
independence these three variables from the asemtsmh the impact of decentralization, tt
confidence in the objectivity of the assessmenthef impact of decentralization on the qualif
services in the munijgality continues to increas

Correlation, between the level of awareness andsagignificant, which leads to the conclusion 1
older respondents are more informed about the wbtlke municipality. Is it just due to age reater
experience accumulated higher levels of awaresbssild be further checke

3.2. Satisfactionwith the Work of the Municipality as a Whole

The overall assessment for the municipality as alevis satisfactory. Under the strict criterion
satisfaction higher than 44% can be considered laghadegree of bvolstvo satisfied. If we add
respondents gave the assessment satisfied thewwme to two thirds higher job satisfaction of 1
municipality. As previously pointed out, this higlore is correlated with satisfaction with spec
services that will be shown below. But a third disdled citizen is a fact negligible, particuladg
you can see the section on handling complaintstamtevel of awarenes

Are you satisfied with the work of the municipality in general

9 13%
2% 7" M Very satisfied

M Satisfied

Not much

— M Not satisfied

Figure 1. Satisfaction with the work of the municipality as awhole

3.3. Satisfaction with the services of Urban PlanningBuilding and Planning

Services in the field of urbarlgmning, construction and spatial arrangement amimiant in terms o
needs and interests of citizens. Satisfaction wh#sse services is slightly lower than the gen
satisfaction (fig.7), which can be interpretedhie bpposite directio— of satisaction services of thi
kind significantly from the general job ssfaction of the municipality.

In addition to statements of the respondents feir trelatively high satisfaction with this kind
public services, in addition to state and the dbje fact of the intense urbanization of 1
municipality that is probably, among other thingenditioned by the efficiency of delivery of tt
kind of public services of the municipal adminisiva.
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Satisfaction for urban planning, construction and spatial arrangement
23% ~13% W Very satisfied
25% M Satisfied

Not much

B Not satisfied

Figure 2. Satisfaction for urban planning, construction and patial arrangement

3.4, Satisfaction with theCollection of Taxes

The collecting taxes and citizens expressed a Hagree of satisfaction (Fig. 8). Since this is
performance of the obligation ccitizens to the municipality and the state, thighhidegree o
satisfaction is above the expected level, probdbby to the perception that increased collectioallc
taxpayers in the past, mainly the ones noticed yhatregularly perform their tax ligations. Also,
this needs to be joined the practice of the metlogyoand the manner of calculation and paymet
tax along with increased technical and human cépacbf the municipality leading to grea
satisfaction of citizens from this kind service.

Satisfaction of taxes and how they are collected

M Very satisfied
M Satisfied

Not much

Figure 3 Satisfaction of taxes and how they are collect

3.5. Satisfaction with the Care oHygieneand Public Greenery

Caring for the urban public hygiene and public gesg in January rounded care of the municipi
for the total urbanmbiance of the city. But while the delivery of sees in urban planning at tl
individual level is within a solid practice, themetperception of the care of the city's public disien
of urban environment is very low (sl.0): less ttmare third of repondents were satisfied from wt
they see as a public hygiene and public greeneryezen only 12% said they are very satisfied
the exercise of this function of the municipalityits public enterprises. Un satisfaction of thesvice
is an inteesting fact given the fact that the municipalityegtst once every week knocking on door
all private courtyards within the municipality andganize more times stopping at special locat
such as schools, apartment buildings and othenetkfcoll«ction point of junk. According to da
obtained from the focus group about the possildsaes for low hygiene pleasure of greenery
two reasons were cited, first as second citizgmsrance of the low level of public awareness ef
general hygieneAlso pointed out that one of the possible caudetissatisfaction come from landf
crisis between the municipality of Tetovo and Gastin what happened in the first half of 20
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Satisfaction with the care of hygiene and public greenery

M Very satisfied

M Satisfied

Not much

Figure 4 Satisfaction with the care of hygiene and publigreenery

3.6. Satisfaction with Care, o0 Education and Personnel Policy

Unlike the previous two areas of public servicesemf the municipality for education as a whahe,
conditions of the work and finally on the policy pérsonnel staffing, and puc hygiene and publi
greenery, is a worrying low assessed (Fig. 10).18V previous areas satisfaction moved wit
about two thirds of respondents satisfied, heiees dther way aroun- more than two thirds ¢
respondents are not satisfied as treor municipality specifically January manages theldfi of
education in its jurisdiction (Primary and Secorydaducation

Satisfaction with care, on education and personnel policy

W Very satisfied M Satisfied Not much ® Not satisfied No answer

1%7%
39% ' " 24%

29%
Figure 5. Satisfaction with care, on education and personnglolicy

This low rating of the quality of this public serei that delivers the municipality, mostly indirgc
through the institutions for primary and secondadycation, deserves special attention in termss:
explanation, more in terms of the implicaticof this situation. From the data obtained by sul
researchers can anything further as an additiorsadtdor the explanation of this condition. Theref
we give a right to the moment when they gatheretitiacial empirical evidence to rely on our gral
knowledge of the situation and relations in thisqpdmenon. In that sense, as a possible explanat
such low grade, this means low quality in this adau can specify the following general conditic
and relations in the sphere of educatiorhe local level:

First, in the field of primary and secondary edigratis not yet completed the full process
decentralization of responsibilities from centraldcal level. Lack of awareness of citizens alibe
responsibilities of state and the municipality liie area leads to the overall situation in the edun:
most people the responsibility locate in the municipality

Second, practice the duties of state towards eiduncéical level, is often performed differently
situations where local and centravernment are the same and different political iatfibn. It may be
an additional aggravating factor, especially in iiaying the conditions to work in primary a
secondary education.

Third, the personnel policies in education, whistprimarily manifsted by the shift of manager
furniture in schools during each shift of politicgarniture in the municipality, which may
considered, justified in terms of achievement ef plolitical priorities, unfortunately it just endsthat
level but it contiues down. Such a practice among many stakeholdegeneral creating u
satisfaction which indirectly affects the overalii score of the services in this ar
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3.7. Overall Assessment of the Quality of Public Services andeéimpact of Decentralizaton on
their Level

The assessment of the impact of decentralizationthen quality of public services is in dire
correlation with the degree of decentralization fihlshed process of decentralization of all le
responsibilities of local government, st likely is a limiting factor for the objective glity of public
services, and thus the subjective perception ligecis or subjects (sl.11). Therefore, the asseds
that only 18% of respondents think it is a biguefice, and over half of responcs believe that thi
influence is only partial, we can consider as vapjective. This in turn leads to the need; thisust
can be used as an argument in the requirementxalf to central government which needs faste
complete the process of deaatization of all authority of the municipalit

How you assess the impact of decentralization on the quality of public
services

HAlot M someimpact No impact ™ No answer

20% 1% _18%

\_52%

Figure 6 How you assess the impact of decentralization dne quality of public service:

The previous evaluation further confirms the assess of students on the need to further impro
the quality & municipal services. Although the rule appliesaretiess of the level is always welco
and may further improve the quality, however thghhevel of 85% (Fig. 12) indicates that efforte
needed in this direction is an indicator of attemtiMostlyif put in context to specific proposals
that direction given by respondents (sl.!

Is there a need to improve the quality of municipal services

HYes ENo

15% __——

— \_85%

Figure 7. Assessment of the need to improve the quality of micipal services

The received proposals for improving services igpomse to an open question dving special
attention (Fig 13). Namely the part of the propssal inconsistency in the answers to previ
guestions, some of suggestions concerning theaahient of the functions of the municipality, rat
than direct public services, such as emment, infrastructure and so on.

M Unemployment

Priority needs to improve services M Local economic development

infrastructure
7%

9 0,
8% _\64 22%
4%

M environment

M youth problems

education
health
22% culture

-\ 18% sports

Figure 8. Priority needs to improve services

5%
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In our view, the inconsistency clarification of #geproposals with previous estimates should be
sought in the context of the second group of pralsothat are general concern of the citizens
(unemployment, infrastructure, local economic depeient). Therefore, the results of this question
should be used more as an indicator for determitiiegoverall priorities of the municipality to deé

the strategy for achieving more authentic to itspomsibilities, not only in the delivery of public
services.

4. Conclusions and Recommendations

1. Although the research was conducted accordirgitt@tional selected units of the sample during
the survey, however, from a practical point of vigwovided a representative sample. Check the
reliability of responses from certain demographi@racteristics of respondents revealed that the
obtained scores isporachuvanite kkomunalni puleligises are in high level objective.

2. The survey showed that among respondents, witgradegree of riability we can expect the entire
population has a high satisfaction with meetingititividual needs of public utilities (urban plangi
and construction, tax collection). On the othercdhamspondents indicated a relatively low quality o
general (public) services such as maintenance bfiqgohygiene and greenery and the care of the
municipality for education and personnel policyqgticed.

3. The previous statement address the need torttskaal measures and systemic capacity building of
the municipality for greater impact on public utiliaccountable for performing its function. In that
respect must be efforts to build capacity to asstutieesponsibility in education and thus directly
contribute to raising the quality of primary and¢d@edary education in the municipality.

4. In the area of transparency of the operatiothefmunicipality and thereby influence in formig
public opinion, concluded Lag information. Otherecks, however, showed more positive attitudes
toward the relationship between decentralizatiod gunality of public services by informing of
respondents. It goes to the need to increase aessenf citizens about the overall work of the
municipality and thereby gain their acceptanceadicpes and practices of raising the quality of lib
services.

5. With previous efforts would have made contribatio capacity building of the municipality in
managing its resources, and thus accelerate theeggoof decentralization as a key factor for the
systemic contribution to raising the quality of palservices.

6. The research was initiated indirectly, and resigots strongly emphasized the dimension
unemployment and local economic development (LE&Xhough not directly delivering the public

services, however administrative and technical stpand building of municipal infrastructure for

local economic development matters both directlg @mdirectly contributed not only to reduce

unemployment, but also to provide resources to ntleetcommon needs of all citizens of the
municipality, and thus the creation of resourcesl dacilities of the municipality for a better

fulfillment of services to citizens.
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