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 Ülkemizde 7RSODP�.DOLWH�<|QHWLPLQLQ�\HUHO�\|QHWLPOHU��]HULQGH�\DUDWWÕ÷Õ�
JHOLúLPL� QHW� ELU� ELoLPGH� DoÕ÷D� oÕNDUPD\D� RGDNODQDQ� oDOÕúPD� �� RGDNODQÕODQ� EX�
QRNWD\Õ� RUWDN� QRNWD� KDOLQH� JHWLUPH\L� � � DPDoODPDNWDGÕU��%X� DPDo� GR÷UXOWXVXQGD�
Toplam Kalite Yönetimi modelini uygulayan ve uygulamayan belediyelerin 
VXQGXNODUÕ� KL]PHW� NDOLWHVLQL� �� 7RSODP� .DOLWH� <|QHWLPL� PRGHOLQLQ� X\JXODQPDVÕ�
ED÷ODPÕQGD� GH÷HUOHQGLUHQ� YH� EX� NRQX\X� %XUVD� LOLQGHNL� LNL� EHOHGL\H� �%XUVD�
2VPDQJD]L� YH� %XUVD� øQHJ|O� %HOHGL\HOHUL� E�Q\HVLQGH� NÕ\aslayarak inceleyen  
oDOÕúPD ��WHRULN�YH�X\JXODPDOÕ�E|O�POHUGHQ�ROXúPDNWDGÕU� 
 dDOÕúPDQÕQ�WHRULN�NÕVPÕQÕQ�KD]ÕUODQPDVÕ�VÕUDVÕQGD���³�<HUHO�<|QHWLPOHUGH�
7RSODP�.DOLWH�<|QHWLPL�´�NRQXVXQGD��ONHPL]�\|QHWLP�ELOLP�OLWHUDW�U�QGH�ERúOXN�
\DúDQGÕ÷Õ� YH \DNÕQ� ]DPDQODrda ,� EX� ERúOX÷XQ� JLGHULOPHVL� \|Q�QGH� DODQGD�
oDOÕúPDODUÕQ� EDúODGÕ÷Õ� J|]OHPOHQPLúWLU�� dDOÕúPDQÕQ� X\JXODPDOÕ� NÕVPÕQÕQ�
KD]ÕUODQPDVÕ�VÕUDVÕQGD�LVH���7RSODP�.DOLWH�<|QHWLPL�PRGHOLQL�X\JXODPD\DQ�%XUVD�
øQHJ|O� %HOHGL\HVLQGHQ� � GRN�PDQWDV\RQ� � HOGH� HGLOPHVLQGH� J�oO�Nlerle 
NDUúÕODúÕOPÕúWÕU�� 
 dDOÕúPDQÕQ� KD]ÕUODQPD� V�UHFLQLQ� KHU� DúDPDVÕQGD , VDEÕU� YH� DQOD\ÕúOD� ��
ROXúWXUGX÷X� GHPRNUDWLN� RUWDPGD� ELOJL� YH� GHQH\LPOHULQL benimle cömertçe 
SD\ODúDQ� ve her anlamda bana rehber olan� GDQÕúPDQ� KRFDP� 'Ro�� 'U�� %HNLU�
PARLAK’a sonsuz teúHNN�U� HGHULP�� .HQGL� GHUVOHUL� GÕúÕQGDNL� GHUVOHUGH� GH , 
bilgilerimi aktarabilmem için� �� |Q\DUJÕ� WDúÕPDGDQ� �� JHUHNOL� NRúXOODUÕ� KD]ÕUODPa 
VD÷GX\X�YH�LQFHOL÷LQL�J|VWHUHQ�E|O�P�EDúNDQÕPÕ]�3URI��'U��+DVDQ�(57h5.¶H�bu 
DúDPD\D�JHOPHP� LoLQ� EDQD� IÕUVDW� YHUGL÷L� LoLQ� WHúHNN�U� HGHULP��$\UÕFD� LVWDWLVWLNL�
WHNQLNOHUL� |÷UHQLS� X\JXODPDPGD� \DUGÕPFÕ� RODQ PDWHPDWLN� |÷UHWPHQL ablam 
hPP�\H� %(5.h1¶H� WHúHNN�U� HGHULP� Keza oDOÕúPD\Õ� KD]ÕUOD\DELOPHP� LoLQ�
X\JXQ� RUWDP� KD]ÕUOD\DQ� YH�PDGGL� YH�PDQHYL� GHVWH÷LQL� �]HULPGHQ� KLoELU� ]DPDQ�
eksik etmeyen LONRNXO� |÷UHWPHQLP� YH� DQQHP� 6H\WDS� .2d¶D� GD� oRN� WHúHNN�U�
ederim.  
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ÖZET 

 

Sanem BERKÜN 

 

( Yüksek Lisans Tezi ) 

 

 Ülkemizde , yerel yönetimleri güçlendirme ve yerel yönetim 

KL]PHWOHULQLQ� VXQXPXQGD� HWNLQOLN� VD÷ODPD ,� KHGHIOHULQL� JHUoHNOHúWLUPe 

\ROODUÕ� DUDVÕQGD� 7RSODP� .DOLWH� <|QHWLPL modelinin yerel yönetimlerde 

X\JXODQPDVÕ üzerinde odaklanan�oDOÕúPD���RGDNODQDQ�EX�QRNWD\Õ�RUWDN�QRNWD�
haline getirmeyi amaçODPDNWDGÕU�� dDOÕúPD� � Toplam Kalite Yönetimi 

PRGHOLQLQ� KHGHIOHUH� XODúPDGD� � E�\�N� NDWNÕODU� VD÷OD\DFD÷Õ� G�ú�QFHVLQGHQ�
hareketle ; Toplam Kalite Yönetimi modelini uygulayan Bursa Osmangazi ve 

Toplam Kalite Yönetimi modelini uygulamayan Bursa� øQHJ|O� %HOHGL\HOHri 

yönetim sistemlerini , Toplam Kalite YöneWLPL�ED÷ODPÕQGD ,�\DSÕODQ�DQNHW�YH�
GRN�PDQWDV\RQ� oDOÕúPDODUÕ� ÕúÕ÷ÕQGD� LQFHOH\HUHN , Toplam Kalite Yönetimi 

PRGHOLQLQ� \HUHO� \|QHWLPOHUGH� X\JXODQPDVÕQÕQ� \HUHO� \|QHWLP� KL]PHWOHULQLQ�
VXQXPXQGD� HWNLQOLN� VD÷OD\DFD÷Õ� �� KDONÕQ� \HUHO� \|QHWLPOHUH� RODQ� J�YHQini , 

ilgiVLQL� YH� ED÷OÕOÕ÷ÕQÕ� oR÷DOWDFD÷Õ� YH� GROD\ÕVÕ\OD� GHPRNUDWLNOHúmeyi 

KÕ]ODQGÕUÕFÕ� \|QGH� HWNLGH� EXOXQDFD÷Õ� VRQXFXQX� HOGH� HWPLúWLU� %D]Õ�
belediyelerimizin Toplam Kalite Yönetim tekniklerini , yönetimlerine 

aktararak eOGH� HWWLNOHUL� E�\�N� EDúDUÕODU� �� E�\�N� ELU� E|O�P�� ERú� RODQ�
EDUGD÷ÕPÕ]Õ� oD÷GDú� \|QHWLP� WHNQLNOHULQGHQ� \DUDUODQDUDN� � NROD\OÕNOD�
dolGXUDELOHFH÷LPL]L�NDQÕWODPDNWDGÕU� 
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ABSTRACT 
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(Masters Thesis) 

 

 In our country, the work which is focused on application of Total 

Quality Management model on local governments between the ways of 

strengthening local governments and providing effectiveness in the local 

services is aiming to make this point common point. The  work, with the 

opinion  that Total Quality management model will make great benefits for 

reaching the targets; by examining Bursa Osmangazi Municipality which has 

applied the TotaO�4XDOLW\�0DQDJHPHQW�DQG�%XUVD�øQHJ|O�0XQLFLSDOLW\�ZKLFK�
has not applied the Total Quality Management in the light of the surveys and 

documents related with Total Quality Management, the result that  

application of Total Quality Management in the local governments will 

increase the effectiveness of the services of local governments will increase 

the confidence, interest and loyalty of the public on local governments, and so 

will have an effect in speeding the democratisation, has been obtained. Great 

success that some of our local governments have reached by applying Total 

Quality Techniques on their management ,   proves that we can fill our glass 

easily  most of which is empty by utilising modern management techniques.   
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 Toplam Kalite Yönetimi modeli ;� -DSRQ\D� GD� HOGH� HWWL÷L� EDúDUÕODU�
QHGHQL\OH�ELUoRN��ONH� WDUDIÕQGDQ�EHQLPVHQHQ� ��X\JXODQDQ�YH�JHOLúWLULOPHNWH�RODQ 

ELU�\|QHWLP�ELOLP�\DNODúÕPÕ�ROXS���X\JXODQGÕ÷Õ��ONHOHUGH�JHUHN�|]HO�JHUHNVH�NDPX 

kesiminde önemli YHULPOLOLN� DUWÕúODUÕQD� YH� E�\�N� EDúDUÕODUD� LP]D� DWPÕúWÕU��
Ülkemizde de� JHOLúPLú� �ONHOHUOH� NDUúÕODúWÕUÕOGÕ÷ÕQGD� ROGXNoD� \DYDú� LOHUOHPHNOH�
birlikte ,�|]HOOLNOH���¶OÕ�\ÕOODUGDQ�LWLEDUHQ�7RSODP�.DOLWH�<|QHWLPL�PRGHOLQLQ�|]HO�
NHVLPGH� \D\JÕQODúWÕ÷Õ� �� kamu kesimiQGH� GH� X\JXODQPD\D� EDúODGÕ÷Õ� YH� EX�
X\JXODPDODUÕQ� ROGXNoD� ROXPOX� VRQXoODU� YHUGL÷L gözlemlenmektedir. Özellikle , 

XOXVODUDUDVÕ� SODWIRUPGD� �� |]HO� VHNW|UGHNL� LúOHWPHOHULQ� \DQÕ� VÕUD� NDPX� NHVLPLQGH�
Toplam Kalite Yönetimi modelini uygulayan yerel yönetimlerin , (belediyelerin) 

X\JXODPDODUÕQD� LOLúNLQ� Kalite Ödülleri� DOPDODUÕ� �� �ONHPL]GH� 7RSODP� .DOLWH�
Yönetimine olan PHUDNÕ�� ilgiyi ve HQ�|QHPOLVL�PRWLYDV\RQX�oR÷DOWPÕúWÕU�  
 0HUNH]GHQ�\|QHWLP�D÷ÕUOÕ÷ÕQÕQ�FLGGL�ELU�ELoLPGH�KLVVHGLOGL÷L��ONHPL]�\HUHO�
yönetimlerinde , Toplam Kalite YönetiPL�X\JXODPDODUÕQÕQ�\DUDWWÕ÷Õ�  GH÷LúLPL�YH�
etkileri J|]OHPOHPHN�LoLQ�\DSÕODQ�EX�oDOÕúPD� , Toplam Kalite Yönetiminin yerel 

\|QHWLPOHU� �]HULQGH� \DUDWWÕ÷Õ� JHOLúLPL QHW� ELU� ELoLPGH� DoÕ÷D� oÕNDUPD\D�
RGDNODQDUDN� �� RGDNODQÕODQ� EX� QRNWD\Õ� RUWDN� Qokta haline getirmeyi   

DPDoODPDNWDGÕU� 
  %X�DPDo�GR÷UXOWXVXQGD�7RSODP�.DOLWH�<|QHWLPL�PRGHOLQL�X\JXOD\DQ ve 

uygulamayan EHOHGL\HOHULQ�VXQGXNODUÕ�KL]PHW�NDOLWHVLQL���7RSODP�.DOLWH�<|QHWLPL�
PRGHOLQLQ�X\JXODQPDVÕ�ED÷ODPÕQGD�GH÷HUOHQGLUHQ�YH�EX�NRQX\X�%XUVD�Llindeki iki 

EHOHGL\H� �%XUVD� 2VPDQJD]L� YH� %XUVD� øQHJ|O� %HOHGL\HOHUL� bünyesinde 

NÕ\DVOD\DUDN�LQFHOH\HQ��oDOÕúPD ��WHRULN�YH�X\JXODPDOÕ�E|O�PlerGHQ�ROXúPDNWDGÕU��
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$QD� KLSRWH]L� ³� 6ÕQÕUOÕ� ND\QDNODUD� YH� |QHPOL� SUREOHPOHUH� VDKLS� �ONHPL]� \HUHO�
yönetimlerinde ToplaP� .DOLWH� <|QHWLPLQLQ� � X\JXODQPDVÕ� �� \HUHO� \|QHWLP�
KL]PHWOHULQLQ� VXQXPXQGD� YHULPOLOLN� \DUDWDUDN� \|UH� KDONÕQÕQ� PHPQXQL\HWLQL�
DUWÕUDFD÷ÕQGDQ�\HUHO�\|QHWLPOHUH�GX\XODQ�VD\JÕ\Õ���ED÷OÕOÕ÷Õ���LOJL\L�J�oOHQGLULU�YH�
GHPRNUDWLNOHúPH\L�KÕ]ODQGÕUÕU. Toplam Kalite Yönetimini uygulayan  Osmangazi 

%HOHGL\HVL� KHPúHKULOHULQLQ� �� EHOHGL\H� KL]PHW� VXQXPXQGDQ� � GX\GXNODUÕ�
PHPQXQL\HW� �� 7RSODP� .DOLWH� <|QHWLPLQL� X\JXODPD\DQ� � øQHJ|O� %HOHGL\HVL�
KHPúHKULOHULQLQ� ��EHOHGL\H�KL]PHW�VXQXPXQGDQ� �GX\GXNODUÕ�PHPQXQL\HWWHQ�GDKD�
yüksektir.” olDUDN� EHOLUOHQHQ� EX� oDOÕúPD� � yerel yönetimlerde Toplam Kalite 

<|QHWLPL�PRGHOLQLQ�X\JXODQPDVÕQGD�WHúYLN�HGLFL�ROPD\Õ�KHGHIOHPHNWHGLU�� 
 <HUHO�\|QHWLPOHUGH�7RSODP�.DOLWH�<|QHWLPL�PRGHOL�X\JXODPDODUÕQÕQ�yerel 

yönetimlere etkileri��]HULQH��\DSÕODQ , teorik ve kaUúÕODúWÕUPDOÕ�DQDOL]OHUGHQ�ROXúDQ 

oDOÕúPD� ; ülkemiz yönetim bilim literatürü içerisinde , Yerel Yönetimlerde 

Toplam Kalite Yönetimi NRQXVXQGDNL� ERúOX÷X� GROGXUPD� YH� gözlemlenen 

JHOLúPHOHUH� gerekli spesifik ve� ELOLPVHO� DOW\DSÕ\Õ� ROXúWXUPD� oDEDODUÕQD� NDWNÕGa 

EXOXQPDNWDGÕU��$\UÕFD , belediyeleriQ�VXQGXNODUÕ�KL]PHW�NDOLWHVLQL�� Toplam Kalite 

<|QHWLPL�PRGHOLQLQ�X\JXODQPDVÕ�ED÷ODPÕQGD�GH÷HUOHQGLUHQ�YH�EX�NRQX\X�%XUVD�
ilindeki iki belediye bünyeVLQGH�NÕ\DVOD\DUDN�LQFHOH\HQ ��oDOÕúPD���oldukça özgün 

bir GH÷HUH�VDKiptir. 

 dDOÕúPDQÕQ� WHRULN� NÕVPÕQÕQ ilk bölümünde ; Toplam Kalite Yönetimi , 

Toplam Kalite Yönetiminin Kamu Kesiminde U\JXODQPDVÕ� YH� Yerel 

Yönetimlerde  Toplam Kalite Yönetimi�NRQXODUÕQD�\HU�YHULOPLú , ikinci bölümde 

Türkiye ‘de Yerel Yönetimler , Türk Kamu Yönetiminin ve özellikle Yerel 

<|QHWLPOHULQ� 6RUXQODUÕ� LOH� 7�UNL\H¶GH� .DOLWH� <|QHWLPL� 8\JXODPDODUÕ� NRQXODUÕ�
�]HULQGH� GXUXOPXú� YH� JHUHNOL� WHPHO� NDYUDPVDO� alt\DSÕ� ROXúWXUXOPXúWXU. 
dDOÕúPDQÕQ X\JXODPDOÕ�DUDúWÕUPD�E|O�P�Q��LoHUHQ�VRQ�E|O�P�QGH�LVH���LOJLOL�NRQu 

Bursa’da biri merkez biri ilçe belediyesi olmak üzere iki belediye bünyesinde 

DQNHW� X\JXODPDVÕ� YH� GRN�PDQWDV\RQ� LQFHOHPHVL� úHNOLQGH� \DSÕODQ� DQDOL]� YH�
GH÷HUOHQGLUPHOHU�ÕúÕ÷ÕQGD�LQFHOHQPLúWLU�� 
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A.  dD÷GDú�%LU�<|QHWLP�$QOD\ÕúÕ�2ODUDN�7RSODP�.DOLWH�<|QHWLPL 
 

1.  Yönetim ve  Örgütlenme YDNODúÕPODUÕQGD�Paradigma DH÷LúLPL 
 

øON�LQVDQGDQ�EX�J�QH�DVÕUODU�DúÕOPÕú , EX�X]XQ�]DPDQ�GLOLPLQGH�GH÷LúLPOHU , 
G|Q�ú�POHU , EDúNDODúÕPODU� NDGDU� V�UHNOLOLNOHUGH� \DúDQPÕúWÕU� Bu süreklilik ve 

V�UHNVL]OLNOHUL� WHPHOOHQGLUHQ� LVH� KHU� oD÷GD , NRúXOGD� LQVDQÕQ� NHQGLVLQL��
JHUoHNOHúWLUPH� oDEDVÕ� LoHULVLQGH� ROPDVÕGÕU� 0D÷DUD� GHYULQLQ� LQVDQÕQÕQ� PD÷DUD�
GXYDUÕQD� WÕUQDNODUÕQÕ� NXOODQDUDN� \DSWÕ÷Õ� UHVLPOHULQGH� DPDoODGÕ÷Õ\OD , bilgi 

WRSOXPXQGD�\DúDPODUÕQÕ�V�UG�UHQ�EL]OHULQ�ELOJLVD\DU�HNUDQÕQGD�WXúODUD�GRNXQDUDN�
JHUoHNOHúWLUGLNOHUL� LOH� KHGHIOHGL÷L� KHS� D\QÕGÕU� <DúDPDQÕQ� VDKWHOL÷LQH� NDUúÕ�
\DúDPÕQ� JHUoHNOL÷LQL� KLVVHWWL÷LPL]H� GDLU� JHOHFHN� QHVLOOHUH mükemmel bir iz 

EÕUDNPDN… %ÕUDNÕODFDN� EX� L]LQ� NXVXUVX]� ROPDVÕQÕ� KHGHIOH\HQ� LQVDQ� ; öncelikle 

|UJ�WOHQPLú� YH� EXQXQ� VRQXFXQGD KHU� DODQGD� E�\�N� GH÷LúLPOHU� YH� JHOLúPHOHUH�
LP]D�DWPÕú���DNOÕ\OD�V�UHNOL�ELU�\DUÕú�LoHULVLQH�JLUPLúWLU� 
 .XVXUVX]D� XODúPD\Õ� KHGHIOH\HQ� LQVDQÕQ� G�ú�QFHOHULQL� X]XQ� ]DPDQGÕU�
PHúJXO�HWPLú�YH�HWPHNWH�RODQ�HQ�|QHPOL�NRQX�ú�SKHVL] yönetim* ve örgütlenme 

DQOD\ÕúÕGÕU� +HU�QH�NDGDU�LNL�LQVDQÕQ�ELU�DUD\D�JHOPHVL�LNWLGDU , otorite LOLúNLOHULQLQ�
                                                
*� gUJ�WVHO� DPDoODUÕ� JHUoHNOHúWLUPHN� LoLQ� ELUH\VHO� YH� JUXS� RODUDN� oDOÕúPDN�� 5REHUW� *�� 2:(16� ��
Organizational Behavior in Education  , Fourth Edition ,  Prentice Hall , Englewood Cliffs , New Jersey , 
1991   
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EDúODPDVÕ�LoLQ�yeterli1�LVH�GH�\|QHWLP�ELOLPLQLQ�WHPHOOHULQL�ROXúturan , günümüzde 

NDEXO�J|UHQ�\DNODúÕPODU�VDQD\L�GHYULPL�VRQUDVÕ�JHOLúWLULOPLúWLU�2 %X�\DNODúÕPODUÕQ�
bir bölüP�� EDúDUÕ\D� XODúPDQÕQ� WHPHOLQGH ; sistem , \DSÕ , WHNQLNOHU� JLEL� ³NDWÕ´�
deniOHELOHFHN�GH÷LúNHQOHUL�J|U�UNHQ , GL÷HU�ELU�E|O�P��LVH�EX�QRNWDGD�GDYUDQÕúODUÕ 
, WXWXPODUÕ�, gereksinimleri , ]HYNOHUL�YH�GL÷HU�E�W�Q�|]HOOLNOHUGH�LQVDQ�IDNW|U�Q��� 
\DQL�GDKD�³\XPXúDN´�GH÷HUOHU�E�W�Q�Q�Q�EXOXQGX÷XQX�J|]OHPOHPLúWir.3 
 $QFDN� VHUPD\H� \R÷XQ , E�\�N� oDSOÕ� �UHWLP� ELULPOHULQLQ� \HU� DOGÕ÷Õ� ��
VWDQGDUWODúPÕú��UHWLPLQ�\DSÕOGÕ÷Õ� ���UHWLP�PDOL\HWOHULQLQ�G�ú�U�OPHVLQLQ� UHNDEHWL�
EHOLUOHGL÷L� IRUGLVW� G|QHPLQ� \HULQL� , �U�Q�Q� NDOLWHVL� YH� ]DPDQÕQGD� WHVOLP� JLEL�
|]HOOLNOHULQ� IL\DWWDQ� GDKD� EHOLUOH\LFL� ROGX÷X , VWDQGDUW� �UHWLPLQ� \HULQL� P�úWHUL�
EHNOHQWLOHUL�GR÷UXOWXVXQGD�JHOLúWLULOHQ��UHWLP�V�UHoOHULQLQ�úHNLOOHQGLUGL÷L�� giderek 

küçülen , yeni ve HVQHN� X]PDQODúPD\D� J|UH� \DSÕODQDQ� |UJ�WOHU� DUDVÕQGD� \R÷XQ��
rekabetin \DúDQGÕ÷Õ�SRVW-fordist döneme4�EÕUDNPDVÕ\OD�\HS\HQL�ELU�\DNODúÕP�RODQ�
Toplam Kalite Yönetimi olarak� � DGODQGÕUÕODQ� \DNODúÕP� gHOLúWLULOPLúWLU� Bu 

\DNODúÕP , EDúDUÕ\D� XODúPD� \ROXQGD� NDWÕ� YH� \XPXúDN� RODUDN� QLWHOHQGLULOHQ�
GH÷LúNHQOHULQ�  WHN� EDúODUÕQD� \HWHUOL� ROPDGÕNODUÕQÕ� YH� DQFDN� EXQODUÕQ� NXYYHWOL� YH�
\HWHUOL� VHQWH]OHULQLQ� VRQXFD� J|W�U�F�� ROGX÷XQX� VDYXQPDNWDGÕU� *�oO�� ELU� \DSÕ-
sistem-WHNQLN��oO�V���]HULQH� LQúD�HGLOPLú�ve kökeninde insan olan bir felsefeyle 

úHNLOOHQGLULOPLú� \HS\HQL� ELU� DQOD\Õú� RODQ� 7RSODP� .DOLWH� Yönetimi , GH÷LúHQ�
NRúXOODUD�V�UHNOL�NHQGLQL�\HQLOH\HUHN�DGDSWH��HWPHNWHGLU�5                              
 

2.  Kalite YaklaúÕPÕQGDNL�*HOLúPH�$úDPDODUÕ 
 

 <|QHWLP� ELOLPLQGHNL� JHOLúPH� DúDPDODUÕ ile� NDOLWH� DQOD\ÕúÕQGDNL� JHOLúPH�
DúDPDODUÕ�DUDVÕQGD�ELU�SDUDOHOOLN�YDUGÕU� 

                                                
1� $OL� <DúDU� 6$5,%$<� –� 6�OH\PDQ� 6H\IL� göh1� ��Bir Politik Bilim Perspektifi� �� %LULQFL�%DVÕP� �� (UNDP�
0DWEDDFÕOÕN�$VD�.LWDSHYL���%XUVD���������V����� 
2� øVPDLO�()ø/� �� øúOHWPHOHUGH�<|QHWLP� YH�2UJDQL]DV\RQ ,�%HúLQFL�%DVÕP� ��&H\ODQ�0DWEDDFÕOÕN�9LSDú�$�ù�� ��
Bursa , 1998 , s. 13-14 
3 Ömer PEKER , “Toplam Kalite Yönetimi ve Kamu Hizmetinde Kalite”, dD÷GDú�<HUHO�<|QHWLPOHU�'HUJLVL , 
&LOW�����6D\Õ�������.DVÕP��������V�����  
4�5DQD�$��$6/$12ö/8���Kent,Kimlik ve KüreVHOOHúPH���øNLQFL�%DVÕP���(]JL�.LWDEHYL���%XUVD����������V����-
92 
5 PEKER , “Toplam Kalite Yönetimi ve Kamu Hizmetinde Kalite”, s. 44    
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 TAYLOR’un� JHOLúWLUGL÷L� %LOLPVHO� <|QHWLP� $NÕPÕ , hareket ve zaman 

HW�WOHUL� DUDFÕOÕ÷Õ\OD �� YHULPOLOL÷L� DUWÕUPD\Õ� KedeflePLú6, �UHWLP� VRUXPOXODUÕQÕQ , 

|QFHOL÷L� �U�Q� NDOLWHVLQH� GH÷LO� , �U�Q�Q� QLFHOL÷LQH� YHUPHVL� JHUHNWL÷LQL�
YXUJXODPÕúWÕU� 0HNDQLN� ELU� DQOD\ÕúOD� úHNLOOHQHQ� EX� \DNODúÕPGD� LúoL� YH� XVWDODU , 

\|QHWLP� IRQNVL\RQODUÕQÕQ� GÕúÕQGD� EÕUDNÕODUDN� \DOQÕ]FD� NRO� J�F�� RODUDN 

WDQÕPODQPÕúODUGÕU�7� 0RQWDM� KDWWÕ� VRQXQGD , mamullerin haWDOÕ� YH� VD÷ODP� RODUDN�
D\UÕOPDVÕ� ��EXQGDQ�PXD\HQH�HOHPDQODUÕQÕQ�YH�GDKD�VRQUD��UHWLP�QH]DUHWoLOHULQLQ�
VRUXPOX� WXWXOPDVÕ� YH� VRQ� DúDPDGD� W�P� �U�QOHULQ� WHNUDU� NRQWUROGHQ� JHoLULOPHVL�
HVDVÕ� X\JXODQPÕú , ancak üretim sürecinin VRQXQGD� \DSÕODQ� LúOHPOHU� QHGHQL\OH�
PDOL\HWOHULQ�|QHPOL�RUDQGD�DUWPDVÕQD�\RO�DoÕOPÕúWÕU�8    
 ,��'�Q\D�6DYDúÕQGDQ� � ,,��'�Q\D�6DYDúÕQÕQ� VRQXQD�NDGDU� RODQ�G|QHPGH , 

üretim sürecinin sonundD�\DSÕODQ�NDOLWH�NRQWURO�Q�Q�\RO�DoWÕ÷Õ�PDOL\HW�DUWÕúODUÕQÕQ�
JLGHULOPHVL� YH� NDOLWHQLQ� HNRQRPLN� RODUDN� VD÷ODQPDVÕ� DPDFÕ\OD� matematiksel 

LVWDWLVWLNL� WHNQLNOHU� NXOODQÕODUDN , �UHWLP� V�UHFLQGH� RUWD\D� oÕNDQ� X\JXQVX]OXNODU�
önceden tahmin edilmeye ve böylece süreçler kontrol edilmek suretiyle daha az 

bozuk ürünüQ� RUWD\D� oÕNPDVÕQD� oDOÕúÕOPÕúVD� GD , ,,�� '�Q\D� 6DYDúÕQGDQ� VRQUD�
EDúOD\DQ�YH�����¶OÕ�\ÕOODUGD�GD�GHYDP�HGHQ�G|QHPGH�NL�G�Q\D�HNRQRPLVLQLQ�DU]�
DoÕ÷Õ� YH� DUWDQ� WDOHELQ� \RO� DoWÕ÷Õ� EDVNÕ� QHWLFHVLQGH� \�NVHN� PLNWDUGD� �UHWLP�
KHGHIOHQHUHN� NDOLWH� DUND� SODQD� LWLOPLúWLr. ,,�� '�Q\D� 6DYDúÕ� VRQUDVÕQGD�$%'¶GHQ�
DOÕQDQ�LVWDWLVWLNL�NDOLWH�NRQWURO�DQOD\ÕúÕ�-DSRQODU�WDUDIÕQGDQ�GDKD�GD�JHOLúWLULOPLú , 
DUWÕN�NDOLWHQLQ�VD÷ODQPDVÕQGD�VLVWHP�|÷HVL�YH��UHWLP�V�UHoOHUL�DGÕP�DGÕP��|Q�SODQD�
DOÕQPD\D�EDúODQPÕúWÕU�9 
 Bugün , N�UHVHOOHúPHQLQ� HWNLVL\OH� \|QHWLP� DQOD\ÕúÕ� |QHPOL� |Oo�GH�
GH÷LúPLú ; J�oO��PHUNH]L\HWoL� \DSÕGDQ� GDKD� GHVDQWUDOL]H*  ve esnek yönetime , 

GÕúD�NDSDOÕOÕNWDQ�úHIIDI�\|QHWLPH , KDQWDO�E�URNUDWLN�\DSÕGDQ�HWNLOHúLPOL�YH�LúOHYVHO�
                                                
6 Erol EREN , Yönetim Psikolojisi����ho�QF��%DVÕP���<g1�$-$16���øVWDQEXO����������V���� 
7�1XUHWWLQ�3(ù.ø5&ø2ö/8���Kalite Yönetiminde ISO-�����8\JXODPDODUÕ���030�<D\ÕQÕ���$QNDUD���������� 
s. 3  
8 M. Ulvi SARAN – Ahmet GÖÇERLER , ³.DPX�+L]PHWOHULQGH� YH� øoLúOHUL�%DNDQOÕ÷ÕQGD�7RSODP�.DOLWH�
Yönetimi”, 7�UN�øGDUH�'HUJLVL���6D\Õ�������$UDOÕN��������V�������  
9  SARAN – GÖÇERLER ,a.g.m., s. 231   
*�GHVDQWUDOL]DV\RQ���\HULQGHQOLN�� ��\|QHWLúLPLQ�PHUNH]OH�\HUHO�DUDVÕQGD�ELU�KL\HUDUúL�|QJ|UPHPHVL�DoÕVÕQGDQ�
\HUHO�G�]H\GH�GH�EHQ]HU�ELU�\|QHWLúLP�PRGHOLQH�YH�oRNOX�DNW|U�PRGHOLQH�ND\ÕOPDVÕ�EDNÕPÕQGDQ�|QHPOLGLU��
7DUÕN�ù(1*h/���³<HUHO�<|QHWLP�.XUDPODUÕ�<|QHWLPGHQ�<|QHWLúLPH´����dD÷GDú�<HUHO�<|QHWLPOHU�'HUJLVL , 
6D\Õ�������7HPPX]��������V�����   
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\DSÕ\D , \XUWWDúÕ�GÕúDUÕGD�EÕUDNDQ�karar alma sürHoOHULQGHQ�NDWÕOÕPFÕ�X\JXODPDODUÕQ�
\D\JÕQODúWÕUÕOPDVÕQD� |QHPOL� DQOD\Õú� GH÷LúLPOHUL� \DúDQPÕú10, kalitenin sadece 

NRQWURO� J|UHYOLOHULQLQ� GH÷LO , W�P� oDOÕúDQODUÕQ� VRUXPOXOX÷XQGD� ROGX÷X� �� D\UÕFD�
úLUNHWOHULQ�ELUELUOHUL�LOH��UHWLP�ID]ODOÕ÷Õ\OD�GH÷LO , üretim kalitesi ile rekabet etmesi 

JHUHNWL÷L�J|U�ú��JHUHN�NDPX�JHUHNVH�|]HO�NHVLPGH�WDUWÕúPDVÕ]�KDNLP�ROPXúWXU��11  

%X� ED÷ODPGD� JHOHFHNWH� VDGHFH�Toplam Kalite Yönetimi ile yönetilen örgütlerin 

YDUOÕNODUÕQÕ� V�UG�UHELOHFHNOHUL� LOHUL� V�U�OPHNWH� YH� 7RSODP�.DOLWH�<|QHWLPL� ��¶OÕ�
\ÕOODUÕQ�\|QHWLP�WDU]Õ�RODUDN�DGODQGÕUÕOPDNWDGÕU�12   

 

3.  Kalite  øle  ølgili  BDúOÕFD��Kavramlar 

 

a. Kalite  KDYUDPÕ 
 

Kalite , tatmin  edici � ELU� �UHWLPLQ� HQ� G�ú�N  maliyetle ve tüketicilerin 

LKWL\DoODUÕQÕ hemen JLGHUHELOPH� \HWHQH÷L� RODUDN� WDQÕPODQDELOir. Kalitenin en 

önemli üç yönü kalitenin \DUDWÕOPDVÕ , NRUXQPDVÕ� YH� JHOLúWLULOPHVLGLU� Kalite 

VDGHFH��UHWLPLQ�X\JXQOX÷X�GH÷LO , LúOHWPH�LoL�YH�GÕúÕ�LOLúNL�JUXSODUÕQÕQ�LKWL\DoODUÕQD�
hizmet etmektir.13� .DOLWH� �U�Q� YH\D� KL]PHWH� VRQUDGDQ� HNOHQHQ�ELU� O�NV� GH÷LOdir. 

%X�DQODPGD�NDOLWH�GH÷LO�� kötü kalite bir maliyet unsurudur.14  

 

b.   Kalite Kontrol  

        

.DOLWH�LVWHNOHULQL�VD÷ODPDN�LoLQ�NXOODQÕODQ�X\JXODPD�WHNQLNOHUL�YH�IDDOL\HWOHULQL�
kapsar.15       

 

                                                
10  M. Akif  ÇUKURÇAYIR –� %�� (VUD� � 6ø3$+ø� �� ³<|QHWLúLP�<DNODúÕPÕ� YH�.DPX�+L]PHWLQGH�.DOLWH´� ��
6D\ÕúWD\�'HUJLVL���6D\Õ�����-51 , Temmuz –�$UDOÕN��������s. 35 
11 SARAN-GÖÇERLER , a.g.m. , s. 231-232  
12 Murat ÖNDER , ³7RSODP�.DOLWH�<|QHWLPL� ��.DPX�6HNW|U�QGH�8\JXODQPDVÕ� YH�.DUúÕODúÕODQ� 6RUXQODU´� 
7�UN�øGDUH�'HUJLVL���6D\Õ��������(\O�O��������V������ 
13�øVPDLO�()ø/���Yönetimde Kalite Çemberleri ve Uygulama Örnekleri���%HúLQFL�%DVÕP���$/)$�%DVÕP�<D\ÕP�
'D÷ÕWÕP�6DQD\L�YH�7LFDUHW�/WG��ùWL����øVWDQEXO����������V������-33  
14 Murat ÖNDER , “Örgütsel ve Yönetsel Eklektizm : Toplam Kalite Yönetimi”, $PPH� øGDUHVL�'HUJLVL  , 
&LOW�������6D\Õ�����(\O�O��������V���      
15 SARAN – GÖÇERLER ,a.g.m., s.227  
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c. Kalite  Güvencesi   

 

Ürün veya hizmetin , kalite için belirOHQHQ� LVWHNOHUL�NDUúÕODPDN�PDNVDGÕ\OD , 

\HWHUOL� J�YHQL� VD÷ODPDVÕ� LoLQ� JHUHNHQ� SODQOÕ� YH� VLVWHPDWLN� IDDOL\HWOHULQ�
bütünüdür.16   

 

d.   KDOLWH�6WDQGDUGÕ�–�6ÕIÕU�+ata  

 

.DOLWH�VWDQGDUGÕ , KDWDODUÕQ�DUDúWÕUÕOPDVÕ�YH�QHGHQOHULQLQ�RUWDGDQ�NDOGÕUÕOPDVÕQÕ�
gerektirir. øúOHWPHGH� NDOLWHQLQ� VWDQGDUWODUD� X\JXQOX÷X� � ³VÕIÕU� KDWD´� NDYUDPÕ\OD�
DoÕNODQPDNWDGÕU��6ÕIÕU�KDWD ��KDWD��QHGHQOHULQL�DUDúWÕUÕS , RUWDGDQ�NDOGÕUPD\D�oDOÕúÕU 
, DQFDN� KDWDQÕQ� WDPDPHQ� RUWDdaQ� NDOGÕUÕOPDVÕ� P�PN�Q� GH÷LOGLU� Fakat hata 

nedenlerini bilip ona görH� JHUHNOL� |QOHPOHU� DOÕQDELOLU� 6ÕIÕU� KDWD� NDYUDPÕ�
LúOHWPHQLQ� W�P� V�UHoOHULQGH� GXUPDGDQ� GHYDP� HWWLULOHQ� L\LOHúWLUPH� DU]XVXQX�
DoÕNODU��  
       �6ÕIÕU� KDWDQÕQ� VD÷ODQPDVÕQGD� GLNNDWH� DOÕQDQ� LNL� WHPHO� LONH� YDUGÕU� Bunlardan 

birincisi , ön kontrolle son kontrolün entegrasyonu , LNLQFLVL�VÕIÕU�KDWD�NRQXVXQGD�
NXUXOXúXQ�W�P�QGH�ELU�PRWLYDV\RQ�\DUDWPDNWÕU�17 

 

         e.  Kalite  Yönetimi   

  

         *HQHO�<|QHWLP� IRQNVL\RQXQXQ�NDOLWH� SROLWLNDVÕQÕ� WHVSLW� HGHQ�YH� X\JXOD\DQ�
bölümüdür.18 øúOHWPHGH�NDOLWH\H�\|QHOLN�J|UHYOHULQ�JHUoHNOHúWLULOPHVLQGH�YH�NDOLWH�
VLVWHPLQLQ�DPDFÕQD�X\JXQ�RODUDN�LúOHUOLN�ND]DQPDVÕQGD�HQ�HWNLQ�URO��R\QDU�19 

 

 

 

                                                
16 SARAN – GÖÇERLER ,a.g.m., s.227  
17�øVPDLO�()ø/����Yönetimde Kalite Çemberleri ve Uygulama Örnekleri  ,  s. 36-38 
18 SARAN – GÖÇERLER ,a.g.m., s.227  
19 Sumru TÜMER , ³7RSODP�.DOLWH�<|QHWLPLQGH�.XUXOXú�2UJDQL]DV\RQ�<DSÕVÕ´� Verimlilik Dergisi ( Milli 
3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ���� 7RSODP�.DOLWH�g]HO�6D\Õ����������V���� 
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f. Verimlilik  

 

 �.ODVLN�SHUIRUPDQV�DQOD\ÕúÕQGD�³ELU�VLVWHPGH�\DUDWÕODQ�oÕNWÕODUOD  , EXQODUÕ� 
yaratmak için kXOODQÕODQ� JLUGLOHU� DUDVÕQGDNL� RUDQ´� RODUDN� WDQÕPODQDQ� YHULPOLOLN�
NDYUDPÕQGD� NDOLWH� V|]F�÷�Q�Q yeri yoktur. 2\VD� EXJ�Q� oÕNWÕ� NDOLWHVLQL�
VD÷ODPDGDQ� XODúÕODFDN� YHULPOLOLN� KLoELU� DQODP� WDúÕPDPDNWDGÕU��  “Kalitesiz bir 

üretim , SD]DUVÕ]� ELU� �U�Q� GHPHNWLU´� YH� � ³NDOLWHVL]� �UHWLP , mevcut kaynaklarla 

daha çok üretmek yerine , ek kaynak tüketimine neden olarak YHULPOLOL÷L�
G�ú�UPHNWHGLU�´ øúWH� EX� LNL� ROJX� Lú� G�Q\DVÕQÕ� ³NDOLWHOL� YHULPOLOLN´� ED÷ODQWÕVÕQD�
J|W�UP�úW�U�20      

 

g. Motivasyon  

  

 øúJ|UHQOHUL� LúOHWPH� DPDoODUÕQD� \DNODúWÕUÕFÕ , LQDQGÕUÕFÕ� YH� |]Hndirici 

QLWHOLNWH� \DSÕODQ� W�P� H\OHP� YH� X÷UDúODUD� PRWLYDV\RQ� GHQHELOLU�21 Yöneticinin 

EDúDUÕVÕ , DVWODUÕQÕQ�NXUDPVDO�DPDoODU�GR÷UXOWXVXQGD�oDOÕúPDODUÕQD���ELOJL�� yetenek 

YH� J�oOHULQL� WDP� RODUDN� EX� GR÷UXOWXGD� KDUFDPDODUÕQD� ED÷OÕGÕU�22 Motivasyonun 

yüksek olmaVÕ� � Lú� GR\XPX� � üretken olma �� EDúDUÕ� JLEL� \|QOHUL\OH� ELUH\OHU�
DoÕVÕQGDQ� \DUDUODU� VD÷ODUNHQ� �� NL� EXQODU� D\QÕ� ]DPDQGD� ILUPD� \DUDUÕQDGÕU� �� ��
YHULPOLOLN� DUWÕúÕ �� G�ú�N� SHUVRQHO� GHYLU� KÕ]Õ , nitelikli personeli çekme gibi 

\|QOHUL\OH�GH�ILUPDODUD�E�\�N�NDWNÕODU�VD÷ODU��23   

 

h. Performans   

 

 9HULOHQ� J|UHYLQ� YH\D� \DSÕOPDVÕ� JHUHNHQ� LúLQ� � VDKLS� ROXQDQ� ND\QDNODUÕQ�
PDNXO� VÕQÕUODU� LoLQGH� NXOODQÕOPDVÕ� VXUHWL\OH� �� EDúDUÕOÕ� ELU� úHNLOGH� \HULQH�
                                                
20 Zühal  AKAL , ³7RSODP�.DOLWH�<|QHWLPL� YH�3HUIRUPDQV�'H÷HUOHQGLUPH�6LVWHPOHUL´� Verimlilik Dergisi 
�0LOOL�3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ����7RSODP�.DOLWH�g]HO�6D\Õ�����������V����-85  
21� =H\\DW� 6$%81&82ö/8�– Melek TÜZ , Örgütsel Psikoloji� �� %LULQFL�%DVÕP� �� /LYDQH�0DWEDDVÕ� �� (]JL�
Kitabevi , Bursa , 2001 , s. 118 
22 Salih  GÜNEY , 'DYUDQÕú�%LOLPOHUL�����øNLQFL�%DVÕP�����1REHO�<D\ÕQ�'D÷ÕWÕP����$QNDUD�����������V������ 
23�0HKPHW�&HPLO�g='(1���³0RWLYDV\RQ�%LOPHFHVL�«�%LUH\VHO�*HOLúLP�����øVWHNOHU�����%HNOHQWLOHU������.LúLOLN���
YH��øú´�PERYÖN��3HUVRQHO�<|QHWLP�'HUQH÷L���Dergisi����6D\Õ��������������V����    
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getirilmesidir.24 Kamu yönetiminde ise performans , yönetimin kendine verilen 

görHY� YH� KL]PHWOHUL� DPDoODUÕQD� X\JXQ� ELU� ELoLPGH� EDúDUÕ\OD� \HULQH� JHWLULS�
JHWLUPHGL÷LQLQ�GH÷HUOHQGLULOPHVL�RODUDN�DQODúÕOPDNWDGÕU�25   

 

4.  Toplam  Kalite   Yönetiminin   TDQÕPÕ 
 

 6LVWHPDWLN� YH� NDSVDPOÕ� DQDOL]OHU� \DSDQ� SHN� oRN� G�ú�Q�UH� J|UH� 7RSODP�
Kalite YönetLPL� 6+(:+$57� �� '(0ø1*� �� -85$1� �� ,6+ø.$:$� YH� GL÷HU�
G�ú�Q�UOHULQ�ILNLUOHUL��]HULQH�LQúD�HGLOHQ���ELU�GL]L�YDUVD\ÕPODU�� prensipler , teknik 

YH�DUDoODUD�VDKLS�RODQ�YH�EXQODUÕ�ELU�úHNLOGH�VHQWH]OH\HQ�NDSVDPOÕ�\|QHWLP�VLVWHPL�
YH�\DNODúÕPÕGÕU�26  

 'R÷UX��UHWLPL���LON�GHIDVÕQGD�\DSPD\Õ�YH�EXQX�KHU�GHIDVÕQGD�WHNUDUODPD\Õ�
hedefleyen Toplam Kalite Yönetimi ; organizasyonun bir bütün olarak HWNLQOL÷LQL�
VD÷ODPD\Õ�� RQX�HVQHNOL÷H�XODúWÕUPD\Õ�YH�UHNDEHW�J�F�Q��DUWÕUPD\Õ�DPDoOD\DQ�ELU�
yöntemdir.27    

 Toplam Kalite Yönetimi , tüm proseslerin , ürünlerin ve hizmetlerin tam 

NDWÕOÕP�\ROX\OD�JHOLúWLULOPHVL�� Lo�YH�GÕú�P�úWHUL� WDWPLQLQLQ�DUWÕUÕOPDVÕ�YH�P�úWHUL�
ED÷OÕOÕ÷ÕQÕQ� �VDGÕN� P�úWHUL �� \DUDWÕOPDVÕQÕQ� VD÷ODQPDVÕ� DPDFÕ\OD� |UJ�WWH� DOÕQDQ�
süreçlerin V�UHNOL� L\LOHúWLULOPHVLQH� GD\DQDQ� �� P�úWHUL� EHNOHQWLOHULQL� KHU� úH\LQ�
�]HULQGH� WXWDQ� YH� P�úWHUL� WDUDIÕQGDQ� WDQÕPODQDQ� NDOLWH\L� �� W�P� IDDOL\HWOHULQ�
\�U�W�OPHVL� VÕUDVÕQGD� PDO� YH� KL]PHW� E�Q\HVLQGH� ROXúWXUDQ� günümüzün bir 

yönetim felsefesidir.28 

  %LU�NXUXOXúWD�7RSODP�.DOLWH�<|QHWLPL�VWUDWHMLVL�YH�X\JXODPDODUÕQGDQ�V|]�
edebilmek için , y|QHWLP�DQOD\ÕúÕQGDNL yenilik olarak da adlanGÕUÕODbilecek , dört 

NDYUDP�YH�X\JXODPDQÕQ�\HUOHúPLú�ROPDVÕ�YH�V�UHNOLOLN�ND]DQPDVÕ�JHUHNPHNWHGLU� 

                                                
24 SARAN-GÖÇERLER ,a.g.m., s.228  
25�+���+�VH\LQ��d(9ø.���Türkiye’de KDPX�<|QHWLPL�6RUXQODUÕ  , Seçkin Kitabevi  , Ankara  , 2001 , s.154   
26�6HOLP�&2ù.81���³7RSODP�.DOLWH�<|QHWLPL�YH�<|QHWLP�7HRULVL´��$PPH�øGDUHVL�'HUJLVL���&LOW������6D\Õ�����
$UDOÕN��������V����� 
27 Ömer PEKER ,   “Toplam Kalite Yönetimi ve TS – ISO  9000 StDQGDUWODUÕ´��� ��Verimlilik Dergisi  Özel  
6D\Õ����������������0LOOL�3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ�  , 1993 , s. 49  
28 PEKER  , “Toplam Kalite Yönetimi ve Kamu Hizmetlerinde Kalite”, s.45  
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%XQODU� �� ³0�úWHUL� 2GDNOÕOÕN´� �´6�UHNOL� ø\LOHúWLUPH´� � ³7RSODP�.DWÕOÕPFÕOÕN´� YH�
“Toplumsal Sorumluluk”’tur.29  

 

5. Toplam  Kalite  Yönetiminin  Felsefesi 

 

 Toplam Kalite Yönetimi organizasyonlarda bütün alt sistem ve sistemleri 

GHULQGHQ� HWNLOH\HUHN� YD]JHoLOPH]� �� WHUN� HGLOPH]� �� V�UHNOL� JHOLúWLULOPHVL� YH�
L\LOHúWLULOPHVL� JHUHNHQ� \HQL� ELU� \|QHWVHO� DQOD\ÕúÕQ� WHPHOOHULQL� ROXúWXUPDNWDGÕU��
Daha ileri dönemlerde ise giderek “kalite toplumu”�DQOD\ÕúÕQÕQ��KÕ]OD�E�\�\HFH÷L�
öngörülmektedir. 0RGHUQOHúPH� �� oD÷GDúODúPD� YH� JHOLúPHQLQ� WHPHOi , her an 

NDOLWH\H� HQ� �VW� G�]H\GH� HULúLP� EHFHULVLQLQ� ND]DQGÕUÕOPDVÕGÕU� Bütün bunlarda 

Toplam Kalite Yönetiminin sürekli , sistemli , E�W�QF�O�EHQLPVHQHQ�ELU�DQOD\ÕúOD�
YH� \�NVHN� EDúDUÕP� LVWHNOLOL÷L� LoLQGH� JHUoHNOHúWLULOPHVL\OH� P�PN�QG�U� Toplam 

Kalite Yönetiminin “planla-uygula-kontrol et-|QOHP� DO´� úHNOLQGHNL� , kalite 

oHYULPLQLQ�EDúDUÕVÕ�� RUJDQL]DV\RQXQ�ELU�E�W�Q�RODUDN�G�ú�QFH�DQOD\ÕúÕ�YH�IDDOL\HW�
ELUOLNWHOL÷L�LOH�RODFDNWÕU�30   

    øQVDQ� IDNW|U�Q�Q� |Q� SODQD� oÕNWÕ÷Õ� YH� ELOLPVHOOL÷LQ� NRúXO� ROGX÷X� EX�
VLVWHPGH���WHPHO�|÷HOHULQ�HNVLNVL]�X\JXODQPDVÕ�LOH�EDúDUÕ�JHUoHNOHúHELOLU� Bu temel 

|÷HOHU� �� ³KDWDODUÕ� D\ÕNODPDN´� \HULQH� ³KDWD� \DSPDPDN´� \DNODúÕPÕQÕQ�
benimsenmesi , “kalite , maliyet , terPLQ´� �oO�V�QGH� �VW�QO�N� VD÷OD\DELOPHN�
DPDFÕ\lD� �� úLUNHWL� KHU� \|QGH� |OoPHN� YH� LVWDWLVWLNVHO�PHWRWODUOD� GH÷HUOHQGLUPHN� ��
JUXS�oDOÕúPDODUÕQÕQ�7RSODP�.DOLWHQLQ�D\UÕOPD]�ELU�SDUoDVÕ�ROGX÷XQX�NDEXO�HWPHN�
ve organizasyondaki J|UHYOHUL� EX� oDOÕúPDODUÕ� GHVWHNOH\HFHN� úHNLOGH� GD÷ÕWPDN� � 
LúOHWPH� LoLQGHNL� E�W�Q� SODQODPD� YH� X\JXODPD� oDOÕúPDODUÕQÕ� ³V�UHNOL� JHOLúPH´�
DQOD\ÕúÕQD�X\JXQ�G�]HQOHPHN�úHNOLQGH�VÕUDODQDELOLU�31  

 

 

 

                                                
29� 1XUHWWLQ� 3(ù.ø5&ø2ö/8� , “Toplam Kalite Yönetimi vH� .DWÕOÕPFÕOÕN´�  Verimlilik Dergisi (Milli 
3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ����7RSODP�.DOLWH�g]HO�6D\Õ�����������V����  
30�$NÕQ��0$5ù$3 ��³2UJDQL]DV\RQODUGD��7RSODP�.DOLWH�<|QHWLPLQLQ�%DúDUÕOPDVÕ´�� Verimlilik Dergisi (Milli 
3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ����7RSODP�.DOLWH�g]HO �6D\Õ , 1995 , s.141  
31 TÜMER ,a.g.m., s.44-45  
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6.  Toplam  Kalite  Yönetiminin  Temel   UQVXUODUÕ 
 

a. Kalitenin  Öneminin   KDYUDQPDVÕ�  
 

 *�Q�P�]GH�W�NHWLFLOHULQ�³NDOLWH´�EHNOHQWLOHULQLQ�SHN�oRN�ER\XWX�ROGX÷X� ��
E�W�Q�ER\XWODUÕ�ELU�DUDGD�LoHUHQ��U�QOHULQ�WDVDUÕPÕ��YH�KL]PHWOHULQ�VXQumunun hiç 

NROD\� ROPDGÕ÷Õ32 � YH� YDUOÕNODUÕQÕ� V�UG�UHELOPHN� LoLQ� |UJ�WOHULQ� EXQODUÕ� GLNNDWH�
DOPDVÕ�JHUHNWL÷L�ELOLQPHNWHGLU� Toplam Kalite |UJ�WOHUL� ��X]XQ�G|QHPGH�NDUODUÕQÕ�
GHYDP�HWWLULS�NRUX\DELOPHN�YH�YDUOÕNODUÕQÕ�V�UG�UHELOPHN�LoLQ��UHWWLNOHUL��U�QOHULQ�
vH�YHUPLú�ROGXNODUÕ�KL]PHWOHULQ���P�úWHULOHULQ�LKWL\DoODUÕQÕ�NDUúÕODPDVÕ�DQODPÕQGD�
NDOLWHOL� ROPDVÕQÕ� KHGHIOH\HQ� P�úWHUL� RGDNOÕ� � |UJ�WOHUGLU� Toplam Kalite 

<|QHWLPLQGH� NDOLWHQLQ� VD÷ODQPDVÕ� LoLQ� |Q� J|U�OHQ� EDúOÕFD� NRúXOODU� LVH� ú|\OH�
VÕUDODQDELOLU�33 

• Örgütte çaOÕúDQ�KHUNHVLQ�NHQGLQL���LON�GHIDGD�YH�KHU�]DPDQ�GR÷UX�\DSPD\D�
DGDPDVÕ 

• 6RQUDGDQ�GHQHWLP�LOH�KDWDODUÕQ�D\ÕNODQPDVÕ�\HULQH�NDOLWHQLQ��UHWLP�V�UHFL�
LoLQH�\HUOHúWLULOPHVL� 

• 6DGHFH�IL\DW�WHPHOOL�LúOHPOHUGHQ�YD]JHoLOPHVL� 
• dDOÕúDQODUÕ� ROXS� ELWHQOHUH� GX\DUOÕ� KDOH� JHWLUPHN� LoLQ� NDOLWH� H÷LWLPLQLQ�

verilmesi  

• ³'DKD� oRN� �U�Q´� \HULQH� ³GDKD� oRN� L\L� �U�Q´� úHNOLQGHNL� YHULPOLOLN�
DQOD\ÕúÕQÕQ�\HUOHúWLULOPHVL� 

• hVW�\|QHWLPLQ�NHQGLQL�NDOLWH\H�DGDPDVÕ�YH�EXQX�X\JXODPD\D�G|NPHVL� 
• .DOLWH�SROLWLND�YH�DPDoODUÕQÕQ�D\UÕQWÕOÕ�YH�DoÕN�olarak belirlenmesi  

• .DOLWH�SURJUDPODUÕQÕQ�X\JXODPD\D�NRQXOPDVÕ� 
• 6�UHoOHULQ�L\L�DQODúÕODELOPHVL�LoLQ�LVWDWLVWLNVHO�\|QWHPOHULQ�NXOODQÕOPDVÕ�    
• .DOLWHQLQ� VRQD� HUPH\HQ� ELU� V�UHo� ROPDVÕ� QHGHQL\OH� NDOLWH� SURJUDPÕQÕQ�

V�UHNOL�JHOLúWLULOPHVL                                                                                                               

                                                
32 Nesime ACAR , “Kalite Fonksiyonu Göçerimi – Kalite Evi” ,   Verimlilik Dergisi (Milli Prodüktivite 
0HUNH]L�<D\ÕQÕ����7RSODP�.DOLWH�g]HO�6D\Õ����������V����� 
33 ÖNDER , “Örgütsel ve Yönetsel Eklektizm : Toplam Kalite Yönetimi”, s.59  
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b. øQVDQÕQ���gneminin   KDYUDQPDVÕ�  
 

 dDOÕúDQODUÕQ���NXUXOXúWD�NDOPD�LVWH÷L�GX\PDODUÕ� ��NHQGLOHULQH�YHULOHQ�LúOHUL�
JHUH÷L� JLEL� \HULQH� JHWLUPHOHUL� �� LúOHULQ� GDKD� L\L� \DSÕOPDVÕQD� NDWNÕGD� EXOXQDFDN�
JHOLúWLULFL� YH� \DUDWÕFÕ� G�ú�QFHOHULQL� RUWD\D� NR\PDODUÕ� �� GL÷HU� oDOÕúDQODUOD� YH�
\|QHWLPOH� X\XP�YH� LúELUOL÷L� LoLQGH�ROPDODUÕ� � NXUXOXúXQ��UHWWL÷L�PDO� YH� KL]PHWLQ�
NDOLWHOL�YH�YHULPOL��ROPDVÕQÕQ�ROPD]VD�ROPD]�NRúXOXGXU� %LU�NXUXOXúWDNL�HQ önemli 

ND\QD÷ÕQ� LQVDQ� ND\QD÷Õ� ROGX÷X� KDWÕUODQÕUVD� �� RQODUÕQ� GDYUDQÕúODUÕQÕQ� EX� HWNLVL�
NROD\FD� DQODúÕODELOHFHNWLU�34 %LUH\LQ� \HWHQHNOHUL� LOH� NLúLOL÷L� LúLQ� JHUHNOHUL\OH� QH�
GHQOL� X\XP� LoLQGH� EXOXQXUVD� �UHWLP� R� GHQOL� \�NVHN� �� LúJ|UHQOHULQ� LúLQGHQ�
VD÷OD\DFD÷Õ�GR\XP�R�GHQOL�oRN�RODFDNWÕU�35 .DOLWH�LQVDQ�SHUIRUPDQVÕ�LOH�EHOLUOHQLU�
YH� RQXQOD� \DNÕQGDQ� LOJLOLGLU�� 36  .DOLWH� ELOLQFLQL� GR÷DO� \DúDPÕQÕQ� ELU� JHUH÷L� YH�
GHYDPÕ��RODUDN�J|UHQ ��W�P��UHWLPLQH�\DQVÕWDQ��ELU�VRUXPOXOXN�ELOLQFL�JHOLúWLUHUHN , 

bundan mutlu olan “kalLWH� LQVDQÕQÕQ´� \DUDWÕOPDVÕ37 ancak yönetimin insana 

gereken önemi vermesi ile mümkündür. 7RSODP�.DOLWH�<|QHWLPLQGH���oDOÕúDQODUÕ�
WHúYLN� HGLFL� �� NDWÕOÕP� VD÷OD\ÕFÕ� �� LQLVL\DWLI� NXOODQPD\Õ� �� VRUXPOXOXN� DOPD\Õ� YH�
\HQLOLNOHU� \DUDWPD\Õ� WHúYLN� HGHQ� ELU� øQVDQ� .D\QDNODUÕ� <|QHWLPLQLQ� NXUXOPDVÕ� � 
LVWHQHQ� QLWHOLNOL� LQVDQ� XQVXUXQX� VD÷ODPD� DoÕVÕQGDQ� |QHP� WDúÕPDNWD38 yönetici , 

\|QHWLPLQGHNL� NLúLOHULQ� GDYUDQÕúODUÕQÕQ� SROLWLN� �� VRV\RORMLN� YH� SVLNRORMLN� \|Q�Q��
NDYUDPDNOD�\�N�PO��WXWXOPDNWDGÕU�39     

 

 

 

 

 

                                                
34� 1XUGR÷DQ� $5.,ù� �� ³.DOLWH� dHPEHUOHULQLQ� $PDoODUÕ´� �� Verimlilik Dergisi (Milli Prodüktivite Merkezi 
<D\ÕQÕ����7RSODP�.DOLWH�g]HO�6D\Õ����������V�����-158  
35� &HPDO�0,+d,2ö/8� �� <|QHWLPGH� øQVDQ� øOLúNLOHUL� �� %LULQFL�%DVÕP� �� $�h�� � 6L\DVDO�%ilgiler Fakültesi ve 
%DVÕQ�-<D\ÕQ�<�NVHNRNXOX�%DVÕPHYL����$QNDUD����������V�������� 
36� 5ÕGYDQ� %2=.857� �� ³+L]PHW� (QG�VWULOHULQGH� .DOLWH� 8\JXODPDODUÕ´� �� Verimlilik Dergisi (Milli 
3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ����7RSODP�.DOLWH�g]HO�6D\Õ����������V������  
37 Ülkü $5,2ö/8���³.DOLWH�øQVDQÕ´���Verimlilik Dergisi��0LOOL�3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ����7RSODP�.DOLWH�
g]HO�6D\Õ����������V���� 
38 ÖNDER  , “Örgütsel ve Yönetsel Eklektizm : Toplam Kalite Yönetimi”, s.  61 
39 Erol EREN , øúOHWPH�gUJ�WOHUL�$oÕVÕQGDQ�<|QHWLP�3VLNRlojisi���%LULQFL�%DVÕP���0HW�HU��0DWEDDVÕ���øVWDQEXO���
1979 , s. 304-305     
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c. 0�úWHUL��2GDNOÕ��2lma    

 

 7RSODP� .DOLWH� <|QHWLPLQLQ� HQ� |QHPOL� LONHVL� P�úWHULOHULQ� PHPQXQ� YH�
tatmin edilmesidir.40 Toplam Kalite Yönetimi ,�P�úWHULOHULQ�úX�DQGD�ROGX÷X�NDGDU�
JHOHFHNWHNL�EHNOHQWL�YH�LKWL\DoODUÕQÕ�GD�WHVSLW�HGLS���EXQODUÕ�NDUúÕOD\DUDN�DúPD\Õ�YH�
PXWODN� P�úWHUL� PHPQXQL\HWLQL� KHGHI� DODQ� ELU� \|QHWLP� IHOVHIHVL� YH� Lú� \DSPD�
biçimidir.41 0�úWHUL� LKWL\DoODUÕ� PRGHOLQ� WHPHO� JLUGLVLGLU�42 Toplam Kalite 

<|QHWLPL� VDGHFH� PDO� YH�YH\D� KL]PHWL� VRQ� RODUDN� W�NHWHQL� GH÷LO� �UHWLP�
DúDPDVÕQGDNL�W�P�LOJLOLOHUL�P�úWHUL�RODUDN�GH÷HUOHQGLULU� BX�DQODPGD�P�úWHULOHUL�Lo�
YH�GÕú�P�úWHUL�RODUDN�LNL�JUXED��D\ÕUÕU�43 'Õú�P�úWHUL�WDWPLQL�NXUXOXúWD�oDOÕúDQODUÕQ�
IDDOL\HWOHUL� LOH� \DNÕQGDQ� LOJLOL� ROGX÷XQGDQ� �� Lo� P�úWHULOHULQ� WDWPLQLQGHQ� D\UÕ�
G�ú�Q�OHPH]�44  .XUXOXúWD� ��oHúLWOL�GHSDUWPDQODUGD�oDOÕúDQ�NLúLOHU� � üretim süreci 

LoLQGH� ELUELUOHULQH� NDUúÕOÕNOÕ� RODUDN� WHGDULN� HWWLNOHUL� PDO� YH� KL]PHWOHUH� YH� J|UHY�
LOLúNLOHULQH�J|UH�ELUELUOHULQLQ� Lo�P�úWHULVLGLUOHU�45 'Õú�P�úWHUL���NXUXOXúXQ��UHWWL÷L�
�U�Q� YH� KL]PHWL� VRQ� NXOODQÕFÕ\D� NDGDU� XODúWÕUDQ� ]LQFLU� LoLQGH� \HU� DODQ� Wüm 

P�úWHULOHUGLU�46       

 

d. Organizasyonun YDSÕVÕQGD� ve  Yönetim  $QOD\ÕúÕQGD��'H÷LúLNOLN� 
 

 0�úWHUL� RGDNOÕ� ELU� |UJ�W� N�OW�U�Q�Q� JHOLúWLULOPHVL� �� 7RSODP� .DOLWH�
<|QHWLPLQLQ� LúOHUOLN�ND]DQPDVÕ� LoLQ gereklidir. Bunu önce yönetim benimsemeli 

YH� � oDOÕúDQODUÕQGDQ da  bunu benimsemelerini istemelidir.47 Yönetenlerin , örgüt 

N�OW�U�� YH� YHULPOLOLN� DUDVÕQGDNL� ED÷ODQWÕ\Õ� L\L� NXUDELOPHOHUL� YH� 7RSODP� .DOLWH�
Yönetimi felsefesinin temelinde çok önemli bir yer alan LQVDQ� ND\QDNODUÕQÕQ�

                                                
40 ÖNDER, “Örgütsel ve Yönetsel Eklektizm : Toplam Kalite Yönetimi”, s. 132  
41� øUIDQ�21$<�–�$GDO�.252ö/8� � ³7RSODP�.DOLWH� YH�0�úWHUL� øoLQ�hVW�Q�'H÷HU�<|QHWLPL´ , Verimlilik 
Dergisi��0LOOL�3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ����7RSODP�.DOLWH�g]HO�6D\Õ����������V������      
42�7�UNHU�%$ù���ISO 9000 : 2000 Kalite Yönetimi Sistemi� ��ho�QF��%DVÕP���6LVWHP�<D\ÕQFÕOÕN���øVWDQEXO���
2003 , s.13  
43�&2ù.81�� “Toplam Kalite Yönetimi ve Yönetim Teorisi”, s. 62    
44 PEKER , Toplam Kalite Yönetimi ve Kamu Hizmetlerinde Kalite”, s. 49 
45 SARAN-GÖÇERLER ,a.g.m. , s. 235  
46�$OL�5Õ]D�25d8186�� “Rekabetçi Yönetim ve Tüsiad – Kalder Toplam Kalite Modeli”, Verimlilik Dergisi 
�0LOOL�3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ����7RSODP�.DOLWH�g]HO�6D\Õ����������V�����  
47 TÜMER , a.g.m. , s. 53  
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önemini daha gerçekçi kavrayabilmeleri gerekmektedir.48 Toplam Kalite Sistemi 

bünyesindeki ; Stratejik Yönetim �.XUXOXúWDNL�W�P�oDOÕúDQODUÕQ�RUWDN�GH÷HUOHU�YH�
NDOLWH� KHGHIOHUL� GR÷UXOWXVXQGD� \|QOHQGLULOPHVL� YH� EX� \|QGHNL� oDEDODUÕQ�
E�W�QOHúWLULOPHVLQL�VD÷OD\DQ�PLV\RQ���YL]\RQ�YH�SROLWLNDODUÕ�WDQÕPOayan yönetim) , 

Süreç Yönetimi �.XUXOXúWDNL� W�P� V�UHoOHULQ� YH� EXQODUOD� LOJLOL� LúOHPOHULQ�
PDNVLPXP� YHULPOLOLNOH� �� HQ� X\JXQ� PDOL\HW� G�]H\LQGH� YH� HQ� \�NVHN� P�úWHUL�
WDWPLQLQL� VD÷OD\DFDN� úHNLOGH� LúOHUOL÷LQLQ� VD÷ODQPDVÕ� , Proje Yönetimi 

�.XUXOXúWDNL� ELULPOHU� �� E|O�POHU� YH� LúOHYOHU� DUDVÕQGD� LúELUOL÷L� �� LOHWLúLP� YH� ELOJL�
DNÕúÕQÕQ� J�oOHQGLULOPHVL� �� ED÷ÕPVÕ]� SURMH� JUXSODUÕQÕQ� ROXúWXUXOPDVÕ ve etkin bir 

ELoLPGH�oDOÕúPDVÕQÕ�VD÷OD\DFDN�RUJDQL]DV\RQ�N�OW�U�Q�Q�\HUOHúWLULOPHVL�DPDFÕ\OD�
X\JXQ� SURMHOHULQ� SODQODQPDVÕ� � gereNOL� ND\QDNODUÕQ� WDKVLVL  , projelerin 

X\JXODQPDVÕ� YH� VRQXoODUÕQÕQ� L]OHQPHVL\OH� LOJLOL� J|UHYOHULQ� \HULQH� JHWLULOPHVL) , 

Bireysel Faaliyetlerin Yönetimi (Toplam Kalite Yönetimi süreci içinde tüm 

oDOÕúDQODUÕQ� J|UHYOHULQLQ� EHOLUOHQPHVL� �� Lú� WDOLPDWODUÕQÕQ� YH� Lú� DNÕú� SlanlaUÕQÕQ�
KD]ÕUODQPDVÕ� � J|UHY� �� \HWNL� YH� VRUXPOXOXNODUÕQ� WDQÕPODQPDVÕ� �� EXQODUD� LOLúNLQ�
NRQWURO� IDDOL\HWOHUL� LOH� NDOLWH� L\LOHúWLUPH� PHWRW� YH� SROLWLNDODUÕQÕQ� JHOLúWLULOPHVL��
LúOHYOHU�LúOHUOLNOHUL�DUWÕUÕODFDN�úHNLOGH�V�UHNOL�JHOLúWLULOPHOLGLU��49  ÖUJ�W�JHOLúWLUPH���
W�P�|UJ�W� VLVWHPLQLQ�HWNLQOLN� YH� VD÷OÕ÷ÕQÕ� DUWÕUPDN� LoLP� GDYUDQÕú� ELOLPOHULQH� DLW�
ELOJL� YH� WHNQLNOHUL� NXOODQDQ�ELU� GH÷LúPH� X]PDQÕQÕQ� � \DUGÕPÕ\OD� |UJ�W� �\HOHULQLQ�
DPDo� �� WXWXP� YH� GDYUDQÕúODUÕQÕ� GH÷LúWLUPH\H� GROD\ÕVÕ\OD� N�OW�U� �� \DSÕ� �� V�UHç ve 

WHNQRORML�DUDVÕQGDNL�LOLúNLOHUL�G�]HQOHPH\H�\|QHOLN�SODQOÕ�ELU�GH÷LúLNOL÷L�EDúODWPD�
YH�JHUoHNOHúWLUPH�oDEDVÕ�LoHULVLQH�JLULOPHOLGLU�50   

 

 e.   Yönetime  KDWÕOÕP��YH��Ekip  ÇDOÕúPDVÕ 
 

 7RSODP�.DOLWH�<|QHWLPLQLQ� \DUDWDFD÷Õ� N�OW�UHO� GH÷LúLPLQ� YH� G|Q�ú�P�n 

EDúDUÕODELOPHVL� LoLQ� |UJ�WWH� EXOXQDQ� KHUNHVLQ� \HQL� \|QHWLP� IHOVHIHVLQL�
EHQLPVHPHVL� � YH� WDP�ELU�NDWÕOÕP�J|VWHUPHVL�JHUHNPHNWHGLU� %LU� WDNÕP�\HWNLOHULQ�
                                                
48øVPDLO�7h5.0(1� �� � ³7RSODP�.DOLWH�<|QHWLPLQH�*HoLú�YH�8\JXODPDGD�%DúDUÕ\Õ�(QJHOOH\HQ�)DNW|UOHU´� 
Verimlilik Dergisi��0LOOL�3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ����7RSODP�.DOLWH�g]HO�6D\Õ����������V���51 
49 SARAN-GÖÇERLER  , a.g.m. , s. 242 
50�0���ùHULI���ùø0ù(.���Yönetim ve  Organizasyon���ho�QF��%DVÕP���'DPOD�2IVHW���.RQ\D����������V�����-336  
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DOW� NDGHPHOHUH� GHYUHGLOPHVL� RODQ� WDP� NDWÕOÕP� �� KHGHIOHUL� EHOLUOHPHGH� �� NDUDU�
almada , problem çözmede göQ�OO��RODUDN�LOJLOL�KHUNHVLQ�\HU�DOGÕ÷Õ�ELU�V�UHoWLU�51 

Toplam Kalitenin temel felsefesi JHUH÷L� |QFHOLNOH� �VW� \|QHWLPLQ� HNLS� oDOÕúPDVÕ�
konusunda bir SROLWLND� JHOLúWLUPHVL� YH� EX� GR÷UXOWXGD� IDDOL\HWOHUL� \|QOHQGLUPHVL�
VRQXoODUÕ�GH÷HUOH\HUHN�L]OHPHVL�JHUHNPHNWHdir. <|QHWLPLQ�VRUXPOXOX÷X�LúOHWPHGH�
HNLS� oDOÕúPDVÕQD� X\JXQ� RUWDP� \DUDWPDN� �� HNLS� oDOÕúPDVÕQÕ� \D\JÕQODúWÕUPD\D�
\|QHOLN�ELU�SURJUDPODPD�\DSPDN�YH�X\JXODPDNWÕU� 52 Tüm faaliyetlerinde kaliteyi 

hedef alan 53� HNLS�oDOÕúPDVÕ� LoLQ� �� ELU� DUD\D�JHOHQ�ELOLQoOL� LQVDQOar , birbirlerinin 

\HWNLOHUL\OH� GH÷LO� VRUXPOXOXNODUÕ\OD� LOJLOHQHUHN� YH� ELUELUOHULQL� GHVWHNOH\HUHN�
KHGHIOHULQL�JHUoHNOHúWLUPH�\ROXQGD�LOHUOHUOHU�54   

 

f. 6�UHNOL��ø\LOHúWLUPH����.DL]HQ) 

 

 7RSODP� .DOLWH� <|QHWLPL� V�UHNOL� GDKD� L\LQLQ� DUDQGÕ÷Õ� ELU� V�UHoWLU�� %X�
süreFLQ� |QFHOLNOHUL� NXUXOXúXQ� UHNDEHW� �VW�QO�÷�� ND]DQPDVÕ� �� V�UHNOL� E�\�PHVL� ��
RODQDNODUÕQÕQ� DUWÕUÕOPDVÕ� YH� DUWDQ� RODQDNODUOD� oDOÕúDQODUÕQ� \DúDP� NRúXOODUÕQÕQ�
L\LOHúWLULOPHVLGLU�55 7RSODP�.DOLWH�<|QHWLPL�P�NHPPHO�\DGD�DVJDUL�NRúXO�RODUDN�
EHOLUWLOPLú�ELU�VWDQGDUW kabul etmez.56 6WDQGDUWODUÕQ�GH÷LúHQ�NRúXOODUD�YH�|UJ�W�Q�
SHUIRUPDQVÕQD� X\JXQ� RODUDN� J�QFHOOHúWLULOPHVL� JHUHNWL÷LQL� VDYXQXU� Sürekli 

JHOLúPHGH� �� VÕN� YH� N�o�N� VÕoUDPDODUOD� GLQDPLN� ELU� GH÷LúLP� \DúDQÕU��$úDPDODUÕQ�
GDKD� N�o�N� YH� VÕN� ROPDVÕ� � W�P� |UJ�W�Q� JHOLúPHOHUOH� E�W�QOHúPHVLQH� QHGHQ�
ROPDNWD�YH�EX�ROXúXP�V�UHNOL�EHVOHQPHNWHGLU� %|\OHFH�JHOLúPHOHU�NODVLN�yönetim 

PRGHOOHULQLQ�DNVLQH�WDEDQD�\D\ÕODELOPHNWH���|UJ�W�Q�EDúDUÕ�úDQVÕ�\�NVHOPHNWHGLU�57  

 

 

 

 

                                                
51 ONDER , “Örgütsel ve Yönetsel Eklektizm : Toplam Kalite Yönetimi”, s. 67  
52�()ø/��Yönetimde Kalite Çemberleri ve Uygulama Örnekleri , s. 16  
53 Melek  TÜZ , .UL]�'|QHPLQGH�øúOHWPH�<|QHWLPL���%LULQFL�%DVÕP���(NLQ�.LWDEHYL���%XUVD����������V�������� 
54�$5,2ö/8���D�J�P����V���� 
55 AKAL , a.g.m. , s. 85  
56�3���-DPHV��&255ø*$1� “Is ISO 9000  the  Path  to  TQM” , 4XDOÕW\  Press  ,  May  , 1994  ,  s. 35-36   
57 PEKER , “Toplam Kalite Yönetimi ve Kamu Hizmetlerinde Kalite”, s. 50 
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g. Yönetimin  SRUXPOXOX÷X� 
 

 øúOHWPHOHU� 7RSODP� .DOLWH� X\JXODPDODUÕQÕ� ELU� KHGHI� RODUDN� DOGÕNODUÕQGD� ��
W�P� LúOHWPH� N�OW�U�Q�Q� YH� \|QHWLP� DQOD\ÕúÕQÕQ� GD� GH÷LúHELOHFH÷LQL� NDEXO�
etmelidirler. hVW� \|QHWLFL� �� \|QHWLP� IRQNVL\RQODUÕQÕ� �� UHNDEHWoLOL÷LQ� JHUHNWLUGL÷L�
NXVXUVX]OXN�KHGHILQH�\|QOHQGLUPHOL���LúOHWPHQLQ�W�P�LPNDQODUÕQÕ�hedefe minimum 

PDOL\HWOH� XODúDELOPH� \ROXQGD� VHIHUEHU� HWPHOLGLU� 7�P� EXQODUÕ� JHUoHNOHúWLULUNHQ�
\DOQÕ]�NHQGL�SRWDQVL\HOLQLQ�\DGD�ELUNDo�WHNQRNUDW��\DUGÕPFÕQÕQ�\HWHUVL]�NDODFD÷ÕQÕ�
ELOHUHN� LúOHWPHQLQ� W�P� EH\LQ� J�F�Q�� GH� VHIHUEHU� HGHELOPH\L� EDúDUPDOÕGÕU�58 

$\UÕFD�7RSODP�.DOLWH�<|QHWLPL�DVW�NRQXPGDNL�\|QHWLFLOHULQ�JHUoHNOHúWLUHELOHFH÷L�
�VW�\|QHWLPGHQ�ED÷ÕPVÕ]�H\OHPVHO�ELU�\|QWHP�GH÷LOGLU��7RSODP�.DOLWH�<|QHWLPL�
X\JXODPDN��VW�\|QHWLPLQ�VRUXPOXOX÷XQGD�YH�RQXQ�\|QOHQGLUHELOHFH÷L�\|QHWVHO�ELU�
\DNODúÕPGÕU�59  Toplam KaliWH�<|QHWLPLQLQ�EDúDUÕVÕ����VW�\|QHWLPLQ�OLGHUOL÷LQH�YH�
NDOLWH\H�NHQGLQL�DGDPDVÕQD�ED÷OÕGÕU�60   

    

h. S�UHo��2GDNOÕ��2lma  

 

 7RSODP� .DOLWH� <|QHWLPLQH� J|UH� |UJ�WOHU� ELUELUOHUL\OH� ED÷ODQWÕOÕ� ELU� GL]L�
V�UHoOHUGHQ� ROXúPDNWD� YH� EX� V�UHoOHULQ� JHOLúWLULOPHVL� V�UHNOL� L\LOHúWLUPHQLQ�
WHPHOLQL� ROXúWXUPDNWDGÕU� 6�UHo� \|QHWLPLQLQ� ELUELUOHUL\OH� ED÷ODQWÕOÕ� LNL� DPDFÕ�
YDUGÕU� gQFH� W�P� V�UHoOHU� NRQWURO� DOWÕQD� DOÕQPDOÕ� � sonra da sürekli 

L\LOHúWLULOPHOLGLU� øVWDWLVWLNVHO�V�UHo�NRQWURO��V�UHNOL� L\LOHúWLUPHQLQ�LON�DúaPDVÕ�YH�
|Q� úDUWÕGÕU� øNLQFL� DúDPD� LVH� NRQWURO� DOWÕQD� DOÕQDQ� EX� V�UHoOHULQ� oHúLWOL� DUDo� YH�
WHNQLNOHULQ�NXOODQÕPÕ�LOH�V�UHNOL�L\LOHúWLULOPHVLGLU�61   

 

 

 

                                                
58 Serdar TAN ,  “Toplam Kalite ve Verimsizlik” , Verimlilik Dergisi��0LOOL�3URG�NWLYLWH�0HUNH]L�<D\ÕQÕ����
7RSODP�.DOLWH�g]HO�6D\Õ����������V���� 
59 TÜRKMEN ,a.g.m. , s.149  
60�0HWH�ùø59$1&,� � ³7RSODP�.DOLWH�<|QHWLPLQLQ�7HPHO�g÷HOHUL´��Önce Kalite Dergisi� �� 6D\Õ� ���� ��(NLP�
1992 , s. 12-13     
61�&2ù.81���³7RSODP�.DOLWH�<|QHWLPL�YH�<|QHWLP�7HRULVL´��V����� 
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7.  Toplam  Kalite   Yönetiminin   8\JXODQPDVÕQGD��(Q��dok 

.XOODQÕODQ�����7eknikler 

 

 Toplam Kalite Yönetimi , statik biU� \|QHWLP� DQOD\ÕúÕ� NDUúÕVÕQGD , sürekli 

ELU� GH÷LúLP� YH� JHOLúLPLQ� |UJ�W�� EDúDUÕ\D� g|W�UHFH÷LQL� VDYXQDQ� \DNODúÕPÕQÕ  
JHWLUGL÷L� X\JXODPD� WHNQLNOHULQGH� GH� V�UG�UP�úW�U� Toplam Kalite Yönetimi 

X\JXODPDODUÕQGD�HQ�oRN�NXOODQÕODQ�WHNQLNOHUGHQ�EDúOÕFDODUÕ�úXQODUGÕU.62   

 6�UHNOL�*HOLúWLUPH�7HNQL÷L� \DGD� GL÷HU� DGÕ\OD�Puko Döngüsü kalite de 

V�UHNOL� L\LOHúWLUPH\H�\|QHOLN�RODUDN� ��VRUXQODUÕQ   planla – uygula – kontrol et – 

|QOHP�DO���ELoLPLQGH�V�UHNOL�ELU�]LQFLU�LoLQGH�HOH�DOÕQPDVÕGÕU�   
 )LNLU� hUHWPH� 7HNQL÷L� içerisinde yer alan %H\LQ� )ÕUWÕQDVÕ� belirli bir 

SUREOHP� \DGD� NRQX� KDNNÕQGD� ILNLUOHU� OLVWHVL� ROXúWXUPDN� LoLQ� NXOODQÕODQ� ELU� JUXS�
WHNQL÷L� LNHQ� �� %Hú� 1HGHQ sürekli biçimde neden sorusu sorulmak suretiyle 

SUREOHPOHULQ�WHPHO�QHGHQOHULQL�RUWD\D�oÕNDUPD\Õ�KHGHIOH\HQ�GL÷HU�Eir tekniktir. 

 Karar Verme Teknikleri içerisindeki Çoktan Seçmeli , fikir üretme 

WHNQLNOHUL� LOH� RUWD\D� NR\XODQ� ILNLUOHU� OLVWHVLQGHNL� HQ� |QHPOL� G�ú�QFHOHULQ�
EHOLUOHQPHVLQH�\|QHOLN�ELU�JUXS�WHNQL÷L�LNHQ���1RPLQDO�*UXS�7HNQL÷L , belirlenen 

yeni fikirler listeVLQL�|QFHOLN�VÕUDVÕQD�J|UH�OLVWHOHPH\H�\DUD\DQ� metottur. 

 Problem Analiz Teknikleri içerisindeki $NÕú�'L\DJUDPÕ�bir sürecin ana 

EDVDPDNODUÕQÕ� JUDILN� �]HULQGH� J|VWHULU� 6HEHS� 6RQXo� 'L\DJUDPÕ� \DGD� GL÷HU�
DGÕ\OD� �%DOÕN�.ÕOoÕ÷Õ�'L\DJUDPÕ ise analiz edilen problem ve objektif amaç ile 

EXQODUÕ�HWNLOH\HQ�IDNW|UOHU�DUDVÕQGDNL�LOLúNL\L�JUDILN�KDOLQGH�RUWD\D�NR\DU� 
 

8.  Toplam   Kalite   Yönetiminin   *HWLUGL÷L����<enilikler 

 

 (NRQRPLN� YH� WHNQLN� DODQGD� UHNDEHWLQ� NHVNLQOHúWL÷L� �� ND\QDN� NÕWOÕ÷ÕQÕQ�
|QHPOL�ER\XWODUD�XODúWÕ÷Õ���QLWHOLNOL�LúJ�F��YH�WHoKL]DW�PDOL\HWOHULQLQ�V�UHNOL�RODUDN�
DUWWÕ÷Õ�J�Q�P�]�Lú�G�Q\DVÕQGD�GDKD�YHULPOL�YH�HWNLQ�Lú�\|QWHPOHULQH�\RO�DoDQ�KHU�
\DUDWÕFÕ� H\OHP� YH� \HQLOLN� |UJ�W�Q� YDUOÕ÷ÕQÕ� V�UG�UPH� YH� EDúDUÕOÕ� ROPD� úDQVÕQÕ�

                                                
62 SARAN-GÖÇERLER , a.g.m. s. 243  
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yükseltmede etkin bir rol oynar.63 Dinamik bir sistem olan Toplam Kalite 

<|QHWLPLQLQ�JHWLUGL÷L�EDúOÕFD�\HQLOLNOHU�LVH�\DSÕVDO�YH�LúOHYVHO�ROPDN��]HUH�LNL�DQD�
grupta toplanabilir.64  

 <DSÕVDO�Yenilikler :�gUJ�WVHO�\DSÕ���7RSODP�.DOLWH�<|QHWLPL�LOH� daha düz 

YH�GDKD�HVQHN�KL\HUDUúLN�NDGHPH�VD\ÕVÕ�LVH daha D]�ELU�KDO�DOPÕúWÕU� Üstler astlara , 

DVWODUGD� �VWOHUH� NDUúÕOÕNOÕ� ED÷ÕPOÕOÕN� LoHULVLQGH� WHN� SDWURQ� RODUDN� NDEXO� HWWLNOHUL�
P�úWHUL� PHPQXQL\HWLQL� PDNVLPL]H� HWPHN� LoLQ� oDOÕúÕU� dDOÕúDQODU� J|Q�OO�� RODUDN�
kendi kendilerini yönetip koordine etme NDELOL\HWLQH� VDKLSWLU� YH� WDNÕP� KDOLQGH�
oDOÕúWÕ÷ÕQGDQ���QH�\DSPDODUÕ�JHUHNWL÷LQH�ELUOLNWH�NDUDU�YHULU�YH�X\JXODUODU���   
 øúOHYVHO Yenilikler : 7RSODP�.DOLWH�<|QHWLPLQGH�|UJ�W�Q�DPDFÕ���P�PN�Q�
RODQ� HQ� \�NVHN� NDOLWHGH�P�úWHULQLQ� LKWL\Do� GX\GX÷X�PDO� YH� KL]PHWi üretmektir. 

dDOÕúDQODU���LVH�SDUDVDO�   DPDoODUÕQÕQ�\DQÕQGD�SVLNRORMLN�YH�VRV\DO�DPDoODUÕQÕ�GD�
NDUúÕOD\DELOPH�LPNDQÕ�EXOXUODU� dDOÕúDQODUÕQ�|]HO�VRUXQODUÕ\OD�GD�LOJLOHQHUHN�Lo�YH�
LúWH� KX]XUOX� ROPDODUÕ� LoLQ� JHUHNOL� |QOHPOHU� DOÕQÕU� Toplam Kalite Yönetimi , her 

úH\L� LQVDQÕQ� JHUoHNOHúWLUGL÷LQL� �� WHNQRORMLQLQ� VDGHFH� RQXQ� \DUGÕPFÕVÕ� ROGX÷XQX�
söyler. øúJ�F��NXUXOXúXQ�VHUPD\HVL�YH�H÷LWLP-\HWLúWLUPH�SURJUDPODUÕ�GD����LQVDQD�
\DSÕODQ�ELU�\DWÕUÕP�RODUDN�G�ú�Q�O�U� Toplam Kalite Yönetiminde kaliteden ilgili 

herkes sorumludur. Kalite ölçüsü , standartlar GH÷LO� ��P�úWHULOHULQ� EHOLUOHGL÷L� YH�
WDQÕPODGÕ÷Õ� úHNLOGH� �U�Q� YH� KL]PHW� VXQPDNWÕU� Yöneticilerin görevi , yol 

J|VWHUHUHN� �� H÷LWHUHN� YH� J�G�OH\HUHN� W�P� SHUVRQHOL� NDOLWH\H� WDúÕPDNWÕU� Uzun 

dönemli , stratejik amaçlar için�YH�P�úWHUL� LKWL\DoODUÕQGD�RGDNODúDQ�NDUDUOar tüm 

SHUVRQHOLQ� NDWNÕVÕ\OD� ROXúWXUXOXU� *UXS� oDOÕúPDVÕ� |Q� SODQGD� ROGX÷XQGDQ� �� WDNÕP�
DUNDGDúODUÕ� �� LúELUOL÷L� LoHULVLQGH� oDOÕúÕU�  Toplam Kalite Yönetiminde yenilik ve  

V�UHNOL� L\LOHúWLUPH� ELUOLNWH� J|W�U�O�U� YH� GH÷LúLPH� EDúODPDN� LoLQ� ELU� ]DPDQ� YH�
sorun beklenmez.  

 

 

 

 

                                                
63�0�� ùHULI� � ùø0ù(.� –� 7DKLU� $.*(0ø&ø� –� $GQDQ� d(/ø.� � �� 'DYUDQÕú� %LOLPOHULQH� *LULú� YH� gUJ�WOHUGH�
'DYUDQÕú����øNLQFL�%DVÕP���1REHO��<D\ÕQ��'D÷ÕWÕP���$QNDUD����������V����� 
64 ONDER , “Örgütsel ve Yönetsel Eklektizm : Toplam Kalite Yönetimi”, s. 69-71  
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9.  Toplam   Kalite   Yönetiminin   U\JXODQPDVÕQGD���KDUúÕODúÕODQ����Sorunlar 

 

  'H÷LúLP�\|QHWLPLQLQ�X\JXODQPDVÕQÕQ�|QHPOL�ELU�DUDFÕ�RODQ�7RSODP�.DOLWH�
<|QHWLPLQLQ�X\JXODQPDVÕQGD�YH�EDúDUÕ\D�XODúPDVÕQda bir çok faktör engelleyici 

URO� R\QDPDNWDGÕU� %X� IDNW|UOHU� �� NXUXOXúODUÕQ� NHQGLOHULQH� |]J�� QHGHQOHUGHQ�
kaynaklanabilmekle birlikte , ortak ED]Õ�\DQOÕú�DQODúÕOPDODU�YH�YH\D�|Q\DUJÕODUÕQ�
\DUDWPÕú�ROGX÷X���ELUoRN�JHQHOOHQHELOLU�HQJHOOH\LFL�IDNW|U�GH�PHYFXWWur. 

%LUoRN� NXUXOXúWD� J|]OHPOHQHQ� YH� EDúDUÕQÕQ� |Q�Q�� WÕND\DQ� EX faktörlerin en 

önemlileri  ; 

• dDOÕúDQODUÕQ� YH� \|QHWLPLQ� �� PHYFXW� GXUXPGD� \DSÕODQÕQ� ]DWHQ� NDOLWHOL�
ROGX÷XQD�YH�NDOLWHQLQ�HN�PDOL\HW�JHWLUHFH÷LQH�LQDQPDVÕ 65 

• Kimi yöneticilerin , Toplam Kalite YöneWLPL�VLVWHPLQLQ�ED]Õ�DUDoODUÕQÕ�WHN�
EDúÕQD� DPDo� RODUDN� DOPDODUÕ� �ISO 9000 belgesi almaya yönelik 

oDOÕúPDODUÕQ� VRQXoODQPDVÕ� LOH� 7RSODP� .DOLWH� <|QHWLPLQLQ� JHroHNOHúWL÷L�
NDQÕVÕ …)  

• SRUXQODUÕQ�ND\QD÷ÕQÕ bulup çözmek yerine�VXoOX�DUDQPDVÕ  
• Örgüt kültürü konusuna yeterince önem verilmemesi , eylem söylem 

ELUOL÷L�LoHULVLQGH�ROXQPDPDVÕ� 
• 6�UHo� JHOLúWLUPH\L� WHN� \|QO�� J|UPHN� �<D\JÕQ� RODQ� �� V�UHo� JHOLúWLUPHQLQ�

VDGHFH��UHWLP�V�UHoOHULQLQ�JHOLúWLULOPHVL�RODUDN�NDEXO�HGLOPHVL�YH�\|QHWLP�
V�UHoOHULQLQ�GH�JHOLúWLULOPHVLQLQ�J|]�DUGÕ�HGLOPHVLGLU�� 

• øúELUOL÷L�\HULQH�UHNDEHWL�|]HQGLUPHN� 
• 'DQÕúPDQOD�oDOÕúPD�DQOD\ÕúÕQÕQ�ROPD\ÕúÕ 
• 7RSODP�.DOLWH�<|QHWLPL�NRQXVXQGDNL�VRUXPOXOX÷X�bir birim yöneticisine 

devretme  

• 7RSODP� .DOLWH� <|QHWLPLQLQ� WHNQLN� ELU� oDOÕúPD� RODUDN� DOJÕODQDUDN� ��
yönetim ve�LQVDQ�ER\XWXQXQ�J|]�DUGÕ�\DGD�LKPDO�HGLOPHVL� 

• dDOÕúDQODUÕQ� H÷LWLPLQH� YH� \HWLúWLULOPHVLQH� sürekli , yeterince zaman ve 

ND\QDN�D\UÕOPDPDVÕ�66  

                                                
65 JAMES–$//2:$<���³/D\Õng the Groundwork  for Total Quality”, Quality Progress , Vol : 24 , No : 1 , 
January  1994 , s. 66    
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• Mevcut durum yeterince analiz edilmeden Toplam Kalite Yönetimine 

JHoLOPH\H�oDOÕúÕOPDVÕ���� 
• 6�UHNOL�JHOLúPH\L�\DSD\�YH�oRN�NDUPDúÕN�KDOH�JHWLUPH� 
• 'H÷LúLPH�GLUHQo�J|VWHULOPHVL� 
• 7XWDUVÕ]�GDYUDQPD�  
• %DúDUÕQÕQ�|G�OOHQGLULOPHPHVL 
• 7RSODP�.DOLWH�<|QHWLPLQL�ROGX÷XQGDQ�ID]OD�\�FHOWPHN�YH�KHU�W�UO��VRUXQ�

ve verimsizlik için tek çare olarak görmek 67 

 

B.  Toplam  Kalite   Yönetiminin   Kamu  Kesiminde   U\JXODQPDVÕ 
 

 .DPX� \|QHWLPLQLQ� YH� GDKD� GDU� DQODPGD� NDPX� NXUXP� YH� NXUXOXúODUÕ� LOH�
NDPX� SROLWLNDODUÕQÕQ� QLoLQ� EDúDUÕVÕ]� ROGXNODUÕ� �� úX� DQD� NDGDU� WHRULN� RODUDN� oRN�
üzerine gidilip LQFHOHQPHPLú68� ROGX÷X� LoLQ� �� LúOHWPH� \|QHWLPL� DoÕVÕQGDQ� Iirma 

ED]ÕQGD� ROXPOX� VRQXoODU� YHUHQ� 7RSODP� .DOLWH� <DNODúÕPÕQÕQ� �� NDPX� \|QHWLPL�
DoÕVÕQGDQ�JHoHUOLOL÷LQLQ� WDUWÕúÕOPDVÕ� ��NDPX�\|QHWLPOHULQLQ�\HQLGHQ�G�]HQOHQPHVL�
YH� JHOLúWLULOPHVL� oDOÕúPDODUÕQÕQ� EDúDUÕ\D� XODúDELOPHVL� LoLQ� oRN� JHUHNOL ve 

önemlidir.69  

 

1.  Genel    Olarak    Kamu   Hizmeti 

 

a. Kamu  Hizmetinin   TDQÕPÕ��YH��NLWHOL÷L� 
 

 6L\DVDO�RUJDQODU�WDUDIÕQGDQ�NDPX\D�\DUDUOÕ�RODUDN�NDEXO�HGLOHQ���ELU�NDPX�
NXUXOXúXQXQ� \D�  kendisi  \DGD� \DNÕQ� GHQHWLPL� YH� J|]HWLPL� DOWÕQGD� |]HO� NXUXP�
WDUDIÕQGDQ�  yürütülen kamuya yarDUOÕ� IDDOL\HWOHULQ� W�P�� NDPX� KL]PHWL� RODUDN�
WDQÕPODQÕU� +HU� ELU� NDPX� KL]PHWL� NHQGL� |]HO� NXUDOODUÕQD� WDEL� LVH� GH� �� KHSVLQGH�

                                                                                                                                 
66 TÜRKMEN , a.g.m. , s. 149-155   
67�g1'(5���³7RSODP�.DOLWH�<|QHWLPL���.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V�����-129  
68 H.  Hüseyin  Ç(9ø.����³.DPX�<|QHWLPL�%DúDUÕVÕ]OÕN�7HRULVL�YH�(OHúWLULVL�´ , $PPH�øGDUHVL�'HUJLVL , Cilt :  
�����6D\Õ�������(\O�O���������V������ 
69�7D\IXU��g=ù(1���³7RSODP�<|QHWLP�.DOLWHVL�´��7�UN��øGDUH��'HUJLVL���6D\Õ���������$UDOÕN��������V������ 
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RUWDN� RODQ� ED]Õ� |]HOOLNOHU� YH� KHSVLQH� HJHPHQ� RODQ� ED]Õ� LONHOHU� YDUGÕU�70 Kamu 

KL]PHWOHULQLQ�GHYDPOÕOÕN�J|VWHUPHVL���GH÷LúHQ�NRúXOODUD�X\XP�VD÷ODPDVÕ�YH�NDPX�
hizmetlerinin sunumunda tDUDIVÕ]� YH� HúLW olunPDVÕ� ilkeleri , ortak temel 

ilkelerdir.71
 

 Kamu hizmetleri , nitelikleri itibariyle özel sektörde üretilen mal ve 

KL]PHWOHUGHQ� ROGXNoD� IDUNOÕGÕU�� %X� IDUNODUGDQ� HQ� |QHPOLOHUL� úX� úHNLOGH�
VÕUDlanabilir.72 

• øKWL\DoODUÕQ�JLGHULOPHVLQGH���NDPX�KL]PHWOHULQLQ�JHQLúOLN�YH�\R÷XQOX÷XQX�
VL\DVL�RUJDQODU� �� |]HO� LKWL\DoODUÕ�JLGHUHQ�PDO�YH�KL]PHWOHULQ�PLNWDUÕQÕ� LVH�
talep belirler. 

• .DPXVDO� LKWL\DoODUÕ� JLGHUPHGH� DOÕQDQ� NDUDUODU� NDQXQ� úHNOLQGH� �� |]HO�
LKWL\DoODUÕQ�NDUúÕODQPDVÕQGD�LVH�K�U�YH�VHUEHVW�RODUDN�DOÕQÕU� 

• Kamusal ihtiyaçlar�PHPXUODU�WDUDIÕQGDQ�JLGHULOLU� 
• .DPX�VHNW|U�QGH�NDPX�\DUDUÕ�KDNLP�ROGX÷XQGDQ�NDU�DPDo�GH÷LOGLU� 
• .DPX�KL]PHWLQGHQ�NLúLQLQ�YD]JHoPHVL�\DGD�YD]JHoPHPHVL�G�ú�Q�OPH]� 
• Kamusal mal ve hizmetlerGHQ� ID\GDODQPD� \DSÕODQ� IHGDNDUOÕNOD� VÕQÕUOÕ�

GH÷LOGLU� 
•  .DPXVDO� PDO� YH� KL]PHWOHUGHQ� WRSOXFD� ID\GDODQÕOGÕ÷ÕQGDQ� ELULPOHUH�

bölünmez. 

• Kamusal mal ve hizmetlerin topluma olan genel maliyeti hesaplanabilir 

fakat birim maliyeti hesaplanamaz. Özel ekonomide üretilen mal ve 

KL]PHWOHULQ�IL\DWÕQÕ�LVH�ELULP�IL\DW�EHOLUOHU� 
• .DPXVDO� PDO� YH� KL]PHWOHU� �� YDWDQGDúODUÕQ� W�P�QH� KHS� D\QÕ� ELoLPGH�

sunulur.  

• .DPXVDO�LKWL\DoODUÕn giderilmesinde devlet mali�YH�ELU�NÕVPÕ�]RUXQOX olan 

DUDoODU�NXOODQÕU. g]HO�LKWL\DoODUÕ�JLGHUPHGH�KHUKDngi bir zorunluluk yoktur. 

                                                
70 Metin  GÜNDAY , øGDre  Hukuku ���6HNL]LQFL��%DVÕP���øPDM�<D\ÕQHYL���$QNDUD���������V�����-299   
71 Kemal  GÖZLER , øGDUH��+XNXNX�'HUV�1RWODUÕ���%LULQFL�%DVÕP���(NLQ�.LWDEHYL���%XUVD����������V�����-152  
72�1LKDW�('ø='2ö$1���Kamu Maliyesi 1���$OWÕQFÕ�%DVÕP���(NLQ�.LWDEHYL�<D\ÕQODUÕ���%XUVD����������V���-9  
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• .DPXVDO� KL]PHWOHUL� \�U�WHQ� |UJ�WOHUGHQ� úLND\HWWH� |]HO� ELU� KXNXNL�
mekanizma yada siyasi mekanizma harekete geçirilir. Özel sektörde ise 

talebi kesmek yeterlidir. 

• .DPXVVDO� LKWL\DoODUÕ� JLGHUen kurumlar� NDQXQOD� NXUXOPXú� ROXS� � özel bir 

KXNXNL�UHMLPH�ED÷OÕGÕU� 
• .DPXVVDO� LKWL\DoODUÕ� JLGHUPH\H� HOYHULúOL� PDO� YH� KL]PHWOHULQ� |QHPOL� ELU�

NÕVPÕ� GHYOHW� WDUDIÕQGDQ� NXUXOPXú� WHNHO� QLWHOL÷LQH� VDKLS� NXUXOXúODUFD�
üretilir. g]HO�LKWL\DoODUÕ�JLGHUPH\H�HOYHULúOL�PDOODUÕQ�oR÷XQOX÷X���UHNDEHWH�
GD\DOÕ�oHúLWli firmalarca üretilir. 

 

b. Kamusal  Hizmetlerde   Kalite 

 

 *HOHQHNVHO� \|QHWLP� DQOD\ÕúÕQD� J|UH� úHNLOOHQPLú� EXOXQDQ� NDPX�
\|QHWLPLQGH���PHYFXW�NXUDOODUÕQ�GR÷UX�ELU�úHNLOGH�X\JXODQPDVÕQGDQ�LEDUHW�VD\ÕODQ�
NDPX� KL]PHWL� �� KL]PHW� YHULOHQ� YDWDQGDúODUÕQ� EHNOHQWL� YH� LKWL\DoODUÕQÕ� JHUL� SODQD�
LWPHNWH���KL]PHWOHUGHQ�NDOLWHOL�VRQXo�DOÕQÕS�DOÕQPDGÕ÷ÕQD�YH�JHUHNOL�SHUIRUPDQVÕQ�
J|VWHULOLS� J|VWHULOPHGL÷LQH� \HWHULQFH� |QHP� Yermemekteydi. 'ROD\ÕVÕ\OD� NDU�
DPDFÕ\OD� �UHWLOPLú� EXOXQDQ� ELU� PDO� \DGD� KL]PHWL� VDWÕQ� DODQ� P�úWHUL� �� |GHGL÷L�
EHGHOLQ� NDUúÕOÕ÷ÕQÕ� DOGÕ÷ÕQÕ� G�ú�QPHNWH\NHQ� �� NDPX� KL]PHWLQGHQ� \DUDUODQDQ�
YDWDQGDúODU���JHQHOOLNOH�bir lütuf �\DGD�LKVDQOD�NDUúÕODúWÕNODUÕQÕ�G�ú�QPHNWH\GLOHU� 
%X� GXUXP� WRSOXPVDO� JHOLúPH� G�]H\L� YH� VL\DVDO� N�OW�U� LOH� \DNÕQGDQ� ED÷ODQWÕOÕ�
olmakla birlikte , bü\�N�|Oo�GH�YDWDQGDúODUD�GHYOHW�WDUDIÕQGDQ�VXQXODQ�hizmetlerin 

NDOLWHVLQGH� �� KL]PHWLQ� WHNHO� QLWHOL÷LQGH� ROPDVÕ� QHGHQL\OH� YDWDQGDúODUÕQ�
EHOLUOH\LFLOLN�J�F�Q�Q�oRN�]D\ÕI�ROPDVÕ�HWNLOLGLU��73       

 Ancak d�Q\DGDNL� JOREDOOHúPH� �� VÕQÕUODUÕQ� RUWDGDQ� NDONPDVÕ� ��merkezi ve 

WRWDOLWHU� GHYOHW� \DSÕODUÕQÕQ� o|]�OPH\H� EDúODPDVÕ� �� LQVDQL� GH÷HUOHULQ� |Q� SODQD�
oÕNPDVÕ� YH� GHPRNUDWLNOHúPH� JLEL� GH÷LúLP� U�]JDUODUÕ tüm dünya ülkelerinde 

\DúD\DQ� LQVDQODUÕQ� GHYOHW� \|QHWLFLVLQH� RODQ� EDNÕúODUÕQÕ� �� NDPX� KL]PHWLQH� LOLúNLQ�
beklentilerini �� E�\�N�|Oo�GH�GH÷LúWLUPLú� �� LQVDQL�GH÷HUOHULQ�YH�NLúLOLN�KDNODUÕQÕQ�

                                                
73 SARAN-GÖÇERLER , a.g.m., s. 247-248  
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|QHPL�GDKD�DoÕN�ELU�ELoLPGH�RUWD\D�oÕNPÕúWÕU�74 'HPRNUDWLNOHúPH�V�UG�÷��V�UHFH , 

LQVDQODU�VDGHFH�VRV\DO�GHYOHWOH�NHQGLOHULQH�YHULOHQ�|G�Q�SURJUDPÕQD�VDKLS�ROPDNWD�
GH÷LO� D\QÕ� ]DPDQGD� EXQODUÕQ� KHU� ELUL� LoLQ� DVJDUL� NDEXO� HGLOHELOLU� HúL÷L� G�]HQOL�
RODUDN�DUWÕUPDNWD�GD�ÕVUDU�HWPHNWHGLUOHU�75  

 Öte yandan insanlar , kendilerine sunulan kamu hizmetinin bir lütuf 

ROPD\ÕS� GHYOHWLQ� YDUOÕN� QHGHQLQLQ� JHUH÷L� ROGX÷XQX� �� KL]PHWOHULQ� SODQODQPDVÕ� ��
NDUDUODúWÕUÕOPDVÕ� YH� X\JXODQPDVÕ\OD� LOJLOL� süreçlere demokratik mekanizmalar 

DUDFÕOÕ÷Õ\OD� NDWÕOPDODUÕQÕQ� ELU� YDWDQGDúOÕN� KDNNÕ� YH� |GHYL� ROGX÷XQXQ� ELOLQFLQH�
VDKLS� ROPD\D� EDúOÕ\RUODU�   7RSODP� .DOLWH� DQOD\ÕúÕQÕQ� NDPX� NHVLPLQGH� GH�
X\JXODQPDVÕ\OD� YDWDQGDú� RGDNOÕOÕN� LONHVLQH� X\JXQ� KDUHNHW� HGLOPH\H� EDúODPÕú� ��
YDWDQGDúODUÕQ�EHNOHQWLOHULQH�FHYDS�YHUHQ , RQODUÕQ�LVWHNOHULQL�NDUúÕOD\DELOHQ�kaliteli 

kamu�KL]PHWL��UHWLPL�KHGHI�RODUDN�EHOLUOHQPLúWLU� Bu hedefe uygun olarak nitelikli 

bir kamu� KL]PHWLQLQ� WDúÕPDVÕ� JHUHNHQ� |]ellikler� VDSWDQPÕúWÕU� Bu özelliklerden 

ED]ÕODUÕ�úXQODUGÕU�76 

• ùHIIDIOÕN� �9DWDQGDúODUÕQ� � NDPX� \|QHWLPLQLQ� QDVÕO� \�U�W�OG�÷�� �� NDPX�
J|UHYOLOHULQLQ� \HWNL� YH� VRUXPOXOXNODUÕQÕQ� QHOHU� ROGX÷X� YH� NHQGLOHULQH�
VXQXODQ� KL]PHWOHUOH� LOJLOL� KDWDODUÕQ� QDVÕO� G�]HOWLOHFH÷L� NRQXVXQda bilgi 

VDKLEL�ROPDVÕ� 
• .DWÕOÕP���9DWDQGDúODUÕQ���NDPX�KL]PHWLQGHQ�\DOQÕ]FD�GHYOHWLQ�NHQGLOHULQH�

VXQGX÷X� NDGDUÕ\OD� \HWLQHQ� �� HGLOJHQ� GXUXPGDNL� NLúLOHU� ROPD\ÕS� �� EX��
hizmetlerin niteliklerinin belirlenmesinde ve sunumunda söz sahibi 

ROPDODUÕ�� 
• 0�úWHUL� øKWL\DoODUÕQÕQ� .DUúÕODQPDVÕ� �.DPX� KL]PHWOHULQLQ� P�PN�Q�

ROGX÷XQFD� YDWDQGDúODUÕQ� LVWHN� YH� EHNOHQWLOHULQH� J|UH� EHOLUOHQPHVL� YH�
VXQXOPDVÕ���EX�NRQXGD�JHUHNOL�HVQHNOL÷LQ�VD÷ODQPDVÕ� 

• (úLWOLN� 
• =DPDQÕQGD�VXQXOPD� 
• Yeterlilik ve Etkinlik 

                                                
74 SARAN-GÖÇERLER , a.g.m. , s. 250   
75 Immanuel  WALLERSTEIN , %LOGL÷LPL]�'�Q\DQÕQ� 6RQX , dHY� ��7XQFD\�%ø5.$1 ��%LULQFL�%DVÕP , 

0HWLV�<D\ÕQODUÕ ��øVWDQEXO , 2000, s. 41  
76 SARAN-GÖÇERLER , a.g.m. , s. 247-250   
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• (ULúLOHELOLUOLN� 
• Süreklilik (KesiQWLVL]�YH�G�]HQOL�RODUDN�VXQXOPDVÕ� 
• �'R÷UXOXN�YH�+DVVDVL\HW 
• Güvenilirlik  

• 8\JXQOXN��$PDFD�X\JXQ�ROPDVÕ���� 
 

2. Toplam  Kalite   Yönetiminin  Kamu  Kesiminde   U\JXODQPDVÕQÕ���
Gerektiren   Nedenler 

 

 a.   Kamu  Kesiminin    KDUúÕODúWÕ÷Õ  Sorunlar   ve  Çözüm  AUD\ÕúODUÕ�   
  

(1) .   <DSÕVDO���6orunlar    

 

 �.DPX�\|QHWLPL�\DSÕVDO�RODUDN�V�UHNOL�E�\�PHNWH�YH�NDUPDúÕNODúPDNWDGÕU� 
gUJ�WOHULQ�JHQHO�\DSÕVÕ�YH��|]HOOLNOHULQGHQ�ND\QDNODQDQ�VRUXQODU�YH��ONHQLQ�JHQHO�
kültürü� �� SROLWLNDODUÕ�  ve bu� SROLWLNDODUÕn X\JXODQPDVÕQGDQ�RUWD\D�oÕNDQ�VRUXQODU�
\DSÕVDO� VRUXQODUÕ� ROXúWXUPDNWDGÕU� %X� NRQX� YH� VRUXQODUGDQ� �� �]HULQGH� GXUXOPDVÕ�
JHUHNHQOHU�ú|\OH�VÕUDODQDELOLU� 77 

• Kamu yönetiminde , örgütlenmenin , ihtiyaçlara� YH� VWDQGDUWODUÕQ�
JHUHNWLUGL÷L� HVQHNOLN� YH� QLWHOLNOHUH� X\JXQ� ROPD\ÕS� DúÕUÕ�
PHUNH]L\HWoL�YH�KL\HUDUúLN�ELU�\DSÕ\D�VDKLS�ROPDVÕ� 

• <HWNL� YH� KL\HUDUúL� DODQÕQGD� ciddi sorunlar görülmektedir. Destek 

birimleri icra birimlerinin önüne geçmektedir. 

• .DPX� \|QHWLPLQGH� LOHWLúLPVL]OLN� QHGHQL\OH� \DSÕODQ� WHNUDUODU�
ND\QDNODUÕQ� LVUDIÕ\OD� VRQXoODQPDNWD� YH� VD÷OÕNOÕ� NRRUGLQDV\RQ�
\DSÕODPDPDNWDGÕU� 

• hUHWLPH� KLoELU� NDWNÕVÕ� ROPD\DQ� VRQUDGDQ� GHQHWLPLQ� X\JXODQDUDN�
LúLQ� VDGHFH� NXUDOODUD� YH� \HWNL\H� X\JXQ� RODUDN� \DSÕOÕS�
\DSÕOPDGÕ÷ÕQÕQ� Lú� ELWWLNWHQ� VRQUD� GHQHWOHQPHVL� � YH� NDPX�

                                                
77ÖNDER , ³7RSODP�.DOLWH�<|QHWLPL� ��.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V������- 
119  
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yönetiminde bu denetim faaliyetini icra eden örgütlerin çok fazla 

büyümesi  

•  7HNQRORMLN�DGDSWDV\RQ�VD÷ODPDN�LVWH\HQ�NDPX�|UJ�WOHUL���ELU�NÕVÕP�
SHUVRQHOL� LúWHQ� oÕNDUPDN� ]RUXQGD� NDOÕU� %X� GD� D\QÕ� ]DPDQGD�
LVWLKGDP� VD÷ODPDN� LVWH\HQ� NDPX� \|QHWLPL� DQOD\ÕúÕ\OD� oHOLúLU��
Teknolojik adaptasyon ve istihdam ikilemi de kamu örgütlerinin 

|QHPOL�\DSÕVDO��VRUXQODUÕ�DUDVÕQGDGÕU�� 
• .DPX� \|QHWLPLQLQ� HQ� |QHPOL� VRUXQODUÕQGDQ� ELULVL� GH� \|QHWLPLQ�

\DSÕQÕQ� \HQLOHQPHVL� NRQXVXQGD� LQLVL\DWLI� NXOODQPDVÕ� YH� NDUDU�
vermesi gerekenlerin karar verememesidir. Çünkü yöneticiler 

YHUGLNOHUL� NDUDUODU� VRQXFX� GHQJHOHU� GH÷LúHFH÷LQGHQ� LúLQL� YH�
PHYNLLQL�ND\EHWPH�ULVNL\OH�NDUúÕODúDELOLUOHU�     

   

(2) .   3HUVRQHO��6LVWHPL���øle  ølgili  Sorunlar  

 

• dRN�JHQLú�NDSVDPOÕ�ELU�VÕQÕIODQGÕUPD�EHQLPVHQPLúWLU� 
• hVW� NDGHPHOHUH� NDGDU� \�NVHOPHQLQ� QDVÕO� ROGX÷X� \|Q�QGH� QHW�

kriterlerin ROPDGÕ÷Õ�JLEL�\�NVHOPH�GH�DPDFÕQGDQ�VDSPÕúWÕU� 
• .DGUR� WDQÕPODQPDVÕ� YH� DQDOL]OHULQLQ� HNVLNOL÷L� QHGHQL\OH� \HULQGH�

LVWLKGDP�VD÷ODQDPDPDNWDGÕU� 
• Ücretler çok� G�ú�N� ROXS� �� �FUHW� VLVWHPL� NDUPDúÕN� ELU� \DSÕ� arz 

etmektedir. 

• 3HUIRUPDQV� GH÷HUOHPH� NULWHUOHUL� SHN� JHOLúPHPLú� YH� SHUVRQHOLQ�
GH÷HUOHPHVL�\DOQÕ]FD�\|QHWLFLOHULQ�LQLVL\DWLILQH�NDOPDNWDGÕU� 

• +L]PHW� LoL�H÷LWLP�YH�\HWLúWLUPH�DPDFÕQGDQ�VDSPÕú� ��ELU�FH]D�YH\D�
ödül oODUDN�NXOODQÕOPDNWDGÕU��78  

 

 

 

                                                
78 ÖNDER, ³7RSODP�.DOLWH�<|QHWLPL���.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V������� 
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(3) .   6�UHoOH���øOJLOL��6orunlar  

 

• *|UHY�WDQÕPODUÕ�HNVLN���DPDoWDQ�X]DN�YH\D�KLo�yoktur. 

• %D]Õ�J|UHYOHULQ�\�U�W�OPHVLQGH���KL]PHWWH�ELUOLN�YH�E�W�QO�N�LONHVL�
VRUXQ�ROPDNWDGÕU� 

• %D]Õ�J|UHYOHU�|UJ�WVHO�G�]HQOHPH�ROPDGÕ÷ÕQGDQ�\DSÕODPDPDNWDGÕU� 
• %D]Õ� J|UHYOHU� JHUHNVL]� YH� DPDFÕ� DúDQ� |UJ�WVHO� E�\�NO�÷H�

XODúPÕúWÕU� 
• 0HUNH]L� YH� \HUHO� \|QHWLPOHU� DUDVÕQGDNL� J|UHYOHU� rasyonel bir 

úHNLOGH�GD÷ÕWÕOPDPÕúWÕU� 
• øNLQFLO� |QHPH� VDKLS� ED]Õ� J|UHYOHU� DVÕO� J|UHYOHULQ� \HULQL�

alabilmektedir. 

• Öncelikli olmayan ED]Õ� NRQXODUGD� ND\QDN� VDYXUJDQOÕ÷ÕQD�
gidilmektedir. 

• *|UHY���\HWNL�YH�VRUXPOXOXN�GHQJHVL�L\L�NXUXOPDGÕ÷ÕQGDQ�|UJ�WVHO�
etkililik olumsuz yönde etkilenmektedir. 

• $\QÕ� J|UHY� LoLQ� ELUGHQ� oRN� NXUXOXú� \HWNLOHQGLULOGL÷LQGHQ� J|UHY�
RUWDGD�NDOPDNWD�YH�\HWNL�oDWÕúPDVÕ�GR÷PDNWDGÕU� 

• *|UHYOHULQ� G�]HQOHQPHVLQGH� |UJ�W� LOH� oHYUHVHO� GH÷LúNHQOHU�
DUDVÕQGDNL�LOLúNLOHU�\HWHULQFH�GLNNDWH�DOÕQPDPDNWDGÕU�79   

 

b. Kamu Yönetimi  'H÷HUOHU��6LVWHPLQGHNL��*HQHO��(÷LOLP��YH�'H÷LúPHOHU� 
 

 Günümüzde özel sektöUGH� JHOLúWLULOHQ� \RO� YH� \|QWHPOHULQ kamu 

\|QHWLPLQLQ� DQDKWDU� |]HOOLNOHUL� VDNOÕ� NDOPDN� ND\GÕ\OD� NDPXGD� GD� X\JXODQPDVÕ�
\DNODúÕPÕ�\DQL�Yeni .DPX�<|QHWLPL�<DNODúÕPÕ�\D\JÕQ�RODUDN�NDEXO�J|UPHNWHGLU� 
9DWDQGDúODU� QH� YHUJLOHULQ� DUWÕUÕOPDVÕQÕ� QH� GH� KL]PHWOHULQ� D]DOWÕOPDVÕQÕ�
LVWHPHGL÷LQGHQ� �� KDUFDPD� \DSDQ� GHYOHW� \HULQH� ND]DQDQ� �� JHOLUOHUL� DUWÕUPDN� LoLQ�
YHUJLGHQ�EDúND�ND\QDNlar bulan���LGDUHFLOHUL�JLULúLPFL\H�G|Q�úHUHN�WDVDUUXI�HGHUHN�
                                                
79 ÖNDER, “Toplam Kalite YönetLPL���.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V�������-
121 
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KDUFD\DQ�YH�ND]DQo�LoLQ�\DWÕUÕP�\DSDQ�GHYOHW�LVWHQPHNWHGLU� %X�GR÷Uultuda fayda 

PDOL\HW�NDYUDPÕ�NDPX�\|QHWLPLQH�JLUPH\H�EDúODPÕúWÕU� 80
    

 

3. Toplam  Kalite  Yönetiminin Kamu Kesiminde  U\JXODQPDVÕ 
$PDFÕ\OD���<�U�W�OHQ��dDOÕúPDODU 

 

 7RSODP�.DOLWH�<|QHWLPLQLQ�NDPX�\|QHWLPL�DODQÕQGD�X\JXODQPDVÕQÕQ�oRN�
J�o� RODFD÷Õ� YH� NDPX� NHVLPLQGHNL� |UJ�WOHULQ� VRUXQODUÕQD� oRN� ID]OD� o|]�P�
getirePH\HFH÷L�\ROXQGD�YDU�RODQ��ED]Õ�ROXPVX]�GH÷HUOHQGLUPHOHUH�UD÷PHQ���%DWÕGD�
��|]HOOLNOH�$%'¶GH�EX�\|QGH�X\JXODPDODUÕQ�EDúODGÕ÷Õ�ELOLQPHNWHGLU�� 
   7RSODP� .DOLWH� <|QHWLPLQLQ� NDPX� \|QHWLPL� DODQÕQGD� X\JXODQPDVÕQD�
LOLúNLQ�LON�EDúDUÕOÕ�|UQH÷L���$%'�8OXVDO�*HOLU�6ervisindeki (IRS , Internal Revenue 

6HUYLFH��KL]PHWOHULQ�NDOLWHVLQL�\�NVHOWPH\H�\|QHOLN�oDOÕúPDODU�ROXúWXUPXú���EXQX�
GDKD� VRQUD� VD÷OÕN� �� H÷LWLP� �� \HUHO� KL]PHWOHU� �� SRVWD� YH� LOHWLúLP� KL]PHWOHULQGHNL�
NDOLWH�L\LOHúWLUPH�oDOÕúPDODUÕ�L]OHPLúWLU� 
 $%'�%DúNDQ�<DUGÕPFÕVÕ� $/�*25(�WDUDIÕQGDQ�KD]ÕUODWWÕUÕOPÕú�EXOXQDQ�YH�
E�URNUDVLQLQ�GDKD�L\L���GDKD�HNRQRPLN�ELU�ELoLPGH�oDOÕúWÕUÕOPDVÕ�\ROODUÕQÕ�DUDúWÕUDQ�
Al Gore Raporunda E�URNUDVLQLQ� NDUúÕ� NDUúÕ\D� EXOXQGX÷X� VRUXQODUÕQ� DVÕO�
ND\QD÷ÕQÕQ� NDPX� |UJ�WOHULQLQ� E�\�NO�÷�QGHQ� ook , verimsiz ve etkin olmayan 

oDOÕúPD� \DSÕVÕQGDQ� GR÷GX÷X� \|Q�QGH� |QHPOL� VRQXoODU� HOGH� HGLOPLú� �� NDPX�
KL]PHWOHULQLQ� GDKD� L\L� YH� YDWDQGDúODUÕQ� EHNOHQWLOHULQL� NDUúÕOD\DFDN� úHNLOGH�
J|U�OHELOPHVL� LoLQ� NÕUWDVL\HFLOL÷LQ� D]DOWÕOPDVÕ� �� P�úWHUL\H� |QFHOLN� YHULOPHVL� , 

oDOÕúDQODUÕQ�EDúDUÕOÕ�ROPDODUÕ� LoLQ�NHQGLOHULQH�\HWNL�YH�LQLVL\DWLI�WDQÕQPDVÕ� ��HVDVD�
LOLúNLQ� ROPD\DQ� JHUHNVL]� LúOHPOHULQ� HOLPLQH� HGLOPHVL� JLEL� DFLO� JHUHNOLOLNOHU�
�]HULQGH� GXUXOPXúWXU� 81

 ø\L� SROLWLNDODUÕQ� \�NVHN� NDOLWHOL� ELU� NDPX� VHNW|U�Q��
JHOLúWLULUNHQ���N|W��SROLWLNDODUÕQ�DNVL�\|QGH�HWNL�\DUDWDUDN��G�ú�N�NDOLWHOL�ELU�NDPX�
VHNW|U�Q�Q�ROXúPDVÕQGD�QHGHQ�RODFD÷Õ�\DNODúÕPÕ�EHQLPVHQPLúWLU�82

   

 

                                                
80 ÖNDER , ³7RSODP�.DOLWH�<|QHWLPL���.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V������-
122  
81 SARAN-GÖÇERLER , a.g.m.  , s. 252  
82� 9LWR� 7$1=ø� - Özgür SARAÇ ,  “Devletin Rolü ve Kamu Sektörünün Kalitesi”, 7�UN� øGDUH� 'HUJLVL , 
6D\Õ��������0DUW��������V������ 
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4. 7RSODP��.DOLWH��<|QHWLPLQLQ��.DPX��.HVLPLQGH��8\JXODQPDVÕQGD���
.DUúÕODúÕODQ���6orunlar 

 

 a.  Kamu  Sektörünün YDSÕVÕ� 
  

 (1).    Kamu  Sektörünün  'H÷LúLPH� � .DUúÕ� � 'DKD� � dRN� � 'irenç  

Göstermesi  

 

 Kamu sektörünün kalitesi anayasa , \DVD� YH� GL÷HU� \DVDO� G�]HQOHPHOHUGH�
belirtilen kurallara ilave olarak , bireylerin ve NDPX� NXUXPODUÕQÕQ� JHQHO� YH�
HNRQRPLN� GDYUDQÕúÕQÕ� HWNLOH\Hn ve resmi olmayan kural ve düzenlemelerden de 

etkilenebilmektedir. %X� W�U� NXUDOODU� EDúNDQ� �� EDNDQODU� YH� GL÷HU� �VW� G�]H\�
\|QHWLFLOHULQ�VHoLOPHVLQL�HWNLOHPHNWH���NDPX�NXUXPODUÕQGDNL�DWDPDODUÕ�NDUDNWHUL]H�
HWPHNWH� YH� GHYOHW� YH� |]HO� VHNW|U� DUDVÕQGDNL� LOHWLúLPL etkileyebilmektedir. Bu 

X\JXODPDODUÕQ� JHUHN� WDúÕGÕNODUÕ� JD\Uiresmi nitelik JHUHNVH� GD\DQGÕNODUÕ� N�OW�UHO�
QLWHOLNOHUGHQ� GROD\Õ� GH÷LúWLULOPHOHUL� oRN� ]RU� ROPDNWDGÕU� 83 dDOÕúDQODU� �� NDPX�
VHNW|U�QH� �� VHNW|U�Q� |]HO� VHNW|UH� J|UH� GDKD� LVWLNUDUOÕ� YH�YH\D� VWDWLN� ROGX÷XQX�
varsayarak girmektedirler.84   

 

 (2).   %DúDUÕ��'H÷HUOHPHVL� 
 

 .DPXGD� OL\DNDWWDQ� ]L\DGH� SHUVRQHOLQ� LúH� DOÕQPDVÕ� �� DWDQPDVÕ� �� WHUILVL� YH�
|G�OOHQGLULOPHVL���NÕGHPH�GD\DQPDNWDGÕU� 
 

 (3).   øQLVL\DWLI��.ullanma       

 

 

 

 

                                                
83�7$1=ø-SARAÇ , a.g.m. , s. 198  
84 Colin  MORGAN- Stephen  MURGATROYD ,TQM in the Public  Sector , Open  University Press , 
Buckingham , 1994  , s. 47     
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 (4).   Politik  Davranma   

 

 TopODP�.DOLWH�<|QHWLPLQGH��VW�\|QHWLPLQ�X\JXODPD\D�NDWÕOÕPÕ�YH�GHVWH÷L�
�� YD]JHoLOHPH]� XQVXUODUGDQGÕU�� 1H� YDU� NL� NDPX� VHNW|U�QGH� SROLWLNDFÕODU� ��
geleneksel�RODUDN�NÕVD�YDGHOL�NDUDUODUD��D÷ÕUOÕN�YHUPHNWHGLUOHU��.HQGLOHUL�DoÕVÕQGDQ�
uzun vadeli kararlar vermeleri LoLQ�oRN�D]�WHúYLN�YDUGÕU��6ÕN�VÕN�JHOHQ�VHoLPOHU ve 

\ÕOOÕN�RODUDN�ROXúWXUXODQ�E�WoHOHU�V�UHNOL�RODUDN�SROLWLNDFÕODUÕ�NÕVD�YDGHOL�NDUDUODU�
vermeye sevk etmektedir. 8]XQ� YDGHOL� NDUDUODUÕQ� YHULOPHVLQL� JHUHNWLUHQ�7RSODP�
.DOLWH�<|QHWLPLQLQ�X\JXODQPDVÕ� ��ROD\ODUD�V�UHNOL�NÕVD�YDGHOL�ID\GDODU� LOH�EDNDQ�
SROLWLNDFÕODUÕQ� �VW� G�]H\� E�URNUDWODUÕ� GD� SROLWLN� RODUDN� DWDPDODUÕ� YH� GDKD� J|UHY�
\HULQL�WDQÕPDGDQ�VÕN�VÕN�GH÷LúWLUPHOHUL�LOH�RUWDGD�NDOPDNWDGÕU�85           

 

 (5).   Büyüklük  

  

 (6).   dÕNDU��*UXSODUÕQÕQ��Etkisi 

  

 (7).   Belirsizlik   

 

 Toplam Kalite Yönetimi , stratejik planlama ve karar verme üzerinde 

GXUPDNWD� �� JHOHFHN� KDNNÕQGD� J|UHFH� GR÷UX� WDKPLQOHU� \DSDUDN� \RO� oL]PHN� LoLQ�
LVWLNUDUÕ� JHUHNWLUPHNWHGLU� .DPX� VHNW|U�Q�Q� \DSÕVÕ� LVH� �� EHOLUVL]OLN� GX\JXVXQX�
D\\XND� oÕNDUDQ� V�UHo� YH� NLúLOHUGHQ� ROXúPDNWDGÕU�� <ÕOOÕN� SURJUDPODU� �� VÕQÕUOÕ�
\HWNLOHUOH�Lú�J|UPH���VRQUDGDQ�\DSÕODQ�WHIWLúOHU���VÕN�VÕN�J|UHYGHQ�DOÕQPD�YH�SROLWLN�
DWDPDODU�JLEL�NRQXODU�EDúOÕFD�EHOLUVL]OLN�|÷HOHULGLU�86 

 

 b.  0�úWHUL��2GDNOÕOÕN���øONHVLQH���*HUHNWL÷L  Gibi  Yer  VHULOPH\LúL� 
 

 %LOLQGL÷L�JLEL�7RSODP�.DOLWH�<|QHWLPL�IHOVHIHVLQLQ�|]��P�úWHUL�RGDNOÕOÕN 

ilkesidir. Bir ürünün kalite düzeyinin belirlenmesinde en önemli etken , 

                                                
85 ÖNDER , “TopODP�.DOLWH�<|QHWLPL���.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V������ 
86 ÖNDER , ³7RSODP�.DOLWH�<|QHWLPL���.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V������ 
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P�úWHULQLQ� EHNOHQWL� YH� LKWL\DoODUÕGÕU�� g]HO� NHVLPGH� JHUHN�PDO� �� JHUHNVH� KL]PHW�
üreWHQ�NXUXOXúODUGD�P�úWHUL�EHNOHQWLOHULQH�J|UH��UHWLPH�HOYHULúOL�ELU�\DSÕ�ROPDVÕQD�
UD÷PHQ���'HYOHW�NXUXOXúODUÕQGD�NDPX�KL]PHWL�J|UHQ�YDWDQGDúODUÕQ�ELU�P�úWHUL gibi 

DOJÕODQPDODUÕ� �� KL]PHW� VWDQGDUWODUÕQÕQ� YH� NDOLWH� G�]H\LQLQ� RQODUÕQ� EHNOHQWLOHULQH�
göre belirleQPHVL� P�PN�Q� ROPDPDNWDGÕU� Bu çerçevede , hizmet sunan 

NXUXOXúODUOD� �� KL]PHWWHQ� \DUDUODQDQ� YDWDQGDúODU� DUDVÕQGD� ELUELUOHULQLQ� NRQXPXQX�
DOJÕODPD�DoÕVÕQGDQ�FLGGL�VRUXQODU�YDUGÕU��+L]PHWWHQ�\DUDUODQDQODU���GHYOHWLQ�YDUOÕN�
QHGHQLQLQ� �� YDWDQGDúÕQ� PXWOXOX÷XQX� VD÷ODPDN� ROGX÷XQX� �� NDPX� KL]PHWLQLQ�
ILQDQVPDQÕQÕQ� EL]]DW� NHQGLOHULQFH� GHYOHWH� |GHQHQ� YHUJLOHUGHQ� VD÷ODQGÕ÷ÕQÕ� ��
VXQXODFDN�KL]PHWLQ�QLWHOL÷L�YH�NDOLWHVL\OH�LOJLOL�NHQGL�EHNOHQWLOHULQLQ�HVDV�DOÕQPDVÕ�
JHUHNWL÷L�NRQXVXQGD�\HWHUOL�ELOJL�G�]H\LQGH�ROPDGÕNODUÕ�JLEL���\|QHWLP�VRUXPOXODUÕ�
GD� YDWDQGDúD� VXQGXNODUÕ� KL]PHWLQ� �� WRSOXPD�EL]]DW� \�N�PO�O�NOHULQLQ� ELU� JHUH÷L�
ROGX÷XQXQ� IDUNÕQGD� GH÷LOOHUPLú� JLEL� J|]�NPHNWH� �� J|UHYOHULQL� DGHWD� lütufta 

EXOXQX\RUPXú�JLEL�\HULQH�JHWLUPHNWHGLUOHU��87   

 

    c.    Hizmet –�hU�Q��økilemi  

 

 7RSODP�.DOLWH�<|QHWLPLQLQ�KL]PHW�VHNW|U�QGH�X\JXODQPDVÕ���EX�VHNW|U�Q�
D÷ÕUOÕNOÕ� RODUDN�HVQHN�\R÷XQOXNOX� ROPDVÕ�YH�KL]PHWLQ� �UHWLOGL÷L� DQGD� W�NHWLOPHVL�
nedeni ile çok daha zordur. %X� GD� KL]PHWOHULQ� WHNG�]HOL÷LQL� HQJHOOHPHNWHGLU� 
0�úWHULOHU� VDGHFH� KL]PHWL� GH÷LO� KL]PHWL� YHUHQ� NLúLOHUL� GH� GH÷HUOHQGLUPHNWHGLU� 
%XQD� ED÷OÕ� RODUDN� GD� �� IDDOL\HWOHULQ� |Oo�OPHVL� J�o� ROGX÷XQGDQ� �� KL]PHWOHU� LoLQ�
ROXúWXUXODQ� NDOLWH� |Oo�OHUL� GH� NDUPDúÕNODúPDNWDGÕU� Yüksek kaliteli hizmetin 

belirlenmesi için birçok etkenin birlikte elH�DOÕQPDVÕ�JHUHNPHNWHGLU� 
 Öte yandan hizmet sektöründe Toplam Kalite Yönetiminin temel 

LONHOHULQGHQ�RODQ�IDUNOÕOÕNODUÕQ�D]DOWÕOPDVÕ�GD�oRN�]RUGXU� Çünkü birey olarak her 

ELU�P�úWHUL�NHQGLQH�J|UH� IDUNOÕ� LVWHNOHUGH�EXOXQDFDNWÕU� 6WRNODQPD� LPNDQVÕ]OÕ÷Õ� ��
yapÕOPDGDQ� EHOLUOHQHPHPHVL� �� GDKD� oRN� LQVDQD� GD\DQPDVÕ� �� ]DPDQ� ER\XWXQXQ�
|QHPL� �� HQ� DOW� NDGHPHGH� oDOÕúDQ� YH� HQ� D]� �FUHW� DODQODU� WDUDIÕQGDQ�

                                                
87 SARAN-GÖÇERLER , a.g.m. , s. 258  
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JHUoHNOHúWLULOPHVL� �� \�]� \�]H� LOLúNLOHULQ� D÷ÕUOÕNOÕ� ROPDVÕ� �� PHNDQLN� NRQWURO�Q�
ROPD\ÕúÕ�JLEL�KXVXVODU�GD�KL]PHWOHULQ�NHQdine özgü |]HOOLNOHUL�DUDVÕQGDGÕU�88   

 

d.  Nitelik – Nicelik  økilemi  

 

 .DPX� KL]PHWOHULQGH� WDOHS� ID]ODVÕ� ROGX÷X� JLEL� D\QÕ� ]DPDQGD� EX� WDOHS�
V�UHNOL�DUWÕú�J|VWHUPHNWHGLU� %XUDGD�LNL�W�U�NDUúÕODQPDPÕú�LKWL\Do�V|]�NRQXVXGXU� 
Birincisi , hizmet talep ediliyor IDNDW�E�WoH�\HWHUVL]OL÷L�QHGHQL�LOH�KL]PHWWHQ�ED]Õ�
NLPVHOHU�ID\GDODQDPÕ\RU� øNLQFLVL���ELUH\OHU�KL]PHWL�DOÕ\RU���IDNDW�LVWHGL÷L�NDOLWHGH�
DODPÕ\RU� Burada iki tür çözüm yolu söz konusudur. <D� P�úWHUL� WDWPLQLQLQ�
DUWÕUÕOPDVÕ�LoLQ�NDOLWH\H�|QHP�YHULOHUHN�KL]PHWWHQ�ID\GDODQPD\DQODUÕQ�VD\ÕVÕ�ELUD]�
GDKD�DUWDFDN���\D�GD�KL]PHWL�VD\ÕVDO�RODUDN�DUWÕUDUDN�]DWHQ�ID]ODVÕ\OD�PHYFXW�RODQ�
P�úWHULOHULQ� LKWL\DFÕ� G�ú�N� NDOLWH� LOH� J|U�OHFHNWLU� Bu nitelik nicelik ikileminde 

NDPXQXQ�KHUNHVH�KL]PHW�VXQPD�JHUHNOLOL÷L�D÷ÕU�EDVPDNWDGÕU�89  

 

 e.   Süreçte YR÷XQODúPD� 
 

 *LUGL� YH� V�UHoOHUGH� \R÷XQODúPD� |UJ�W�Q� KL]PHW� DPDFÕQÕ� WHUN� HGHUHN�
E�URNUDWLN� NXUDOODUÕQ� X\JXODQPDVÕQD� YH� PDOL\HWOHULQ� YXUJXODQPDVÕQD� QHGHQ�
RODFDNWÕU� Araç olan süreç , amaç haline gelecek YH� DVÕO� DPDoODU� LKPDO�
edilecektir.90  

 

 f.   Sembolik  AGÕPODU�  
 

 .DPX�|UJ�WOHUL�KDONÕ�E�\�N�EHNOHQWLOHUH�VHYN�HGHQ�ED]Õ�|QHPOL�SURJUDPODU�
DoÕNODUODU�� )DNDW� EXQODUD� \HWHUOL� ND\QDN� D\ÕUPDN� LPNDQVÕ]� ROGX÷X� LoLQ�
JHUoHNOHúWLULOPHOHUL� P�PN�Q� ROPD]� %X� GXUXPGD� �PLWOHUL� NÕUÕODQ� KDON� EX�

                                                
88 ÖNDER , “Toplam Kalite Yönetimi : .DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V������ 
89 ÖNDER , ³7RSODP�.DOLWH�<|QHWLPL���.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V������ 
90 ÖNDER , ³7RSODP�.DOLWH�<|QHWLPL���.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V��134  
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kurumlaUÕ� EDúDUÕVÕ]OÕNOD� VXoODPDNWDGÕU� Toplam Kalite Yönetiminin 

X\JXODQPDVÕQD�GD�E|\OH�EDNPDN�EDúWDQ�EDúDUÕVÕ]OÕ÷D�J|W�UHFHNWLU�91  

 

C.   Kamu  Kesiminde  Yerel  Yönetimlerin  Önemi  ve Yerel  Yönetimlerde  

Toplam  Kalite  Yönetiminin  U\JXODQPDVÕ 
 

 Kamu yönetimLQGH� D÷ÕUOÕN� WDúÕ\DQ� LNL� \|QHWLP� ELoLPL� YDUGÕU� Bunlardan 

ELUL�\HWNLOHULQ�YH�ND\QDNODUÕQ�PHUNH]GH�WRSODQGÕ÷Õ�\|QHWLPLQ�WHPHO�XQVXUODUÕ�RODQ�
planlama , örgütlenme , komuta , eúJ�G�P� �� NRRUGLQDV\RQ� YH� GHQHWLPin 

PHUNH]GHQ�\DSÕOGÕ÷Õ�PHUNH]L\HWoLOLN��PHUNH]GHQ�\|QHWLP��DQOD\ÕúÕ�LOH�GL÷HUL�GH���
V|]�NRQXVX�KXVXVODUÕQ�\HUHO�\|QHWLPOHUFH�\HULQH�JHWLULOGL÷L�DGHP-i merkeziyetçilik  

�\HULQGHQ� \|QHWLP�� DQOD\ÕúÕGÕU�92 +Õ]OD� GH÷LúHQ� � G�Q\DGD� NDPX� |UJ�WOHULQLQ�
NHQGLOHULQL� JHOLúWLUHELOPHOHUL� LoLQ� �� \HULQGHQ� \|QHWLP� JHUHNOL� YH� NDoÕQÕOPD]GÕU�93  

%LUoRN��ONHGH�GH�\DSÕODQ�\HQL� UHIRUPODUGD� �\HUHO�\|QHWLPOHUH�GDKD�oRN�\HWNL�YH�
JHOLU� WUDQVIHUL� \DSÕOGÕ÷Õ� J|]OHQPHNWHGLU�� 7�UNL\H¶GH� GH� D\QÕ� \|QGH� G�ú�QFHOHU�
savunulmakta , K�N�PHW�SURJUDPODUÕQGD�\HUHO�\|QHWLPOHULQ�J�oOHQGLULOPHVL���\HWNL 
YH�J|UHY�\|Q�QGHQ�GDKD�oRN�WDNYL\H�HGLOPHVLQH�GDLU�J|U�úOHU�EXOXQPDNWDGÕU�94  

 *�Q�P�]GH� \HUHO� \|QHWLPOHU� �� \DOQÕ]FD� NDPXVDO� KL]PHWOHULQ� HWNLQ� ELU�
ELoLPGH� �UHWLP� YH� GD÷ÕWÕPÕQÕ� VD÷OD\DQ� NXUXOXúODU� ROPD\ÕS� �� D\QÕ� ]DPDQGD�
demokratik yönetimin vazgeçilmez unsuUODUÕGÕU�� 6|]� NRQXVX� \HUHO� NXUXOXúODU� ��
E�\�NO�÷�� QH� ROXUVD� ROVXQ� WRSOXPVDO� NDWÕOÕP� LoLQ� IÕUVDW� ROXúWXUXUNHQ� �� D\QÕ�
]DPDQGD� \HUHOOHúPH� (subsidiyarite) oDEDODUÕQD� KL]PHW� HWPHNWHGLUOHU� Yerel 

\|QHWLPOHULQ���PHUNH]L�\|QHWLPH�\�N�ROPDVÕQÕ�|QOHPHGH�HWNLQ�ELU�URl üstlenebilen  

VXEVLGL\DULWH� LONHVL� �� \HUHO� |]HUNOL÷LQ� \D\JÕQODúPDVÕQGD� E�\�N� ELU� |QHPH�
sahiptir.95      

 

                                                
91 ÖNDER , ³7RSODP�.DOLWH�<|QHWLPL���.DPX�6HNW|U�QGH�8\JXODQPDVÕ�YH�.DUúÕODúÕODQ�6RUXQODU´��V������ 
92 Hüseyin EREN , “Yönetimde Merkeziyetçilik , Adem-i Merkeziyetçilik ve Özerklik – Denetim”, Türk 
øGDUH�'HUJLVL���6D\Õ��������+D]LUDQ��������V������ 
93 Thomas H. LEE , “Toplam Kalite Yönetimi ve Liderlik”, Verimlilik Dergisi (Milli Prodüktivite Merkezi 
<D\ÕQÕ����7RSODP�.DOLWH�g]HO�6D\Õ����������V����� 
94�1XUL�725723���³*�oO��0DKDOOL�øGDUHOHU�$QOD\ÕúÕQÕQ�*HOLúPHVL´���dD÷GDú�<HUHO�<|QHWLPOHU�'HUJLVL , Cilt : 
����6D\Õ�������0DUW��������V��� 
95�+DNDQ�'(0ø5�–�0HKPHW�.$5$.h7h.���³<HUHO�<|QHWLPOHU�YH�+L]PHWWH�<HUHOOLN���6XEVLGL\DULWH�øONHVL´�
, Bilgi Sosyal Bilimler Dergisi����6D\Õ�������ùXEDW���������V���-64   
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�����<HUHO���<|QHWLPOHULQ���hVWOHQGL÷L���<HQL���øúOHYOHU 

 

 øOLúNLOHULQ�JLWWLNoH�DUWDQ�ELoLPGH�XOXVODUDUDVÕ�QLWHOL÷H�E�U�QPHVL� ��XOXVODU-
�VW�� NXUXPODUÕQ� ROXúWXUXOPDVÕ� YH� GHYOHWOHU� �]HULQGH� HWNLQ� ROPD\D� EDúODPDVÕ� ��
yerel yönetimlerin özellikle belediyelerin merkezi yönetim kontrolü ve 

YHVD\HWLQGH� RODQ� ED]Õ� NRQXODUGD� HWNLQ� RODELOHFHN� \DSÕVDO� ROXúXPODU� LOH�
GRQDWÕOPDODUÕ� ILNULQL� GR÷XUPXúWXU� 7RSOXPVDO� \DSÕODU� DUDVÕQGD� \DúDQDQ� N�OW�UHO�
LOHWLúLP� YH� HWNLOHúLPLQ� \HUHO� \|QHWVHO� LúOH\LúH� \DQVÕPDVÕ� RODUDN� PHUNH]H� DLW�
J|UHYOHULQ� �� \HWNLOHULQ� SD\ODúÕPÕ� NRQXVX� ]LUYH\H� UD÷PHQ� WDEDQÕ� WHUFLK� HWPH� ��
VXEVLGL\DULWH� �� \DNODúÕPÕ� úHNOLQGH� EHOLUJLQ� NÕOÕQPDNWD� YH� \HUHOOL÷L� |QH�
oÕNDUPDNWDGÕU� 
 6XEVLGL\DULWH� NDYUDPÕ� ]LUYH\H� UD÷PHQ� WDEDQÕ� WHUFLK� HWPH� �� LúOHULQ� \HUHO�
KDOND� HQ� \DNÕQ� \HUGH� J|U�OPHVL� RODUDN� DoÕNODQPDNWDGÕU� Subsidiyarite ilkesine 

J|UH� ��KL]PHWOHULQ�HVDV�VDKLEL�DOW�YH�YDWDQGDúD�\DNÕQ�ELULPOHU�ROXS� ���VW�ELULPOHU�
ancak alt birimlerin yerine getiremedikleri büyük boyutlardaki hizmetleri yerine 

getirirler. %|\OHFH� KHU� KL]PHWLQ� PHUNH]GHQ� SODQODQPDVÕ� �� ILQDQVPDQÕ� YH�
yürütülmesinin önüne geçilerek , hizmette etkinlik , verimlilik , ekonomiklik ve 

V�UDW� VD÷ODQPÕú� ROXU� Bu çerçevede subsidiyarite  ilkesi , devlet ve yerel 

LOLúNLOHULQLQ� \HQLGHQ� WDQÕPODQPDVÕQD� \|QHOLN� \DNODúÕPÕQ� ELU� X]DQWÕVÕQÕ� LIDGH�
HWPHNWH� �� \HUHO� �� E|OJHVHO� YH\D� PHUNH]L� G�]H\GHNL� oHúLWOL� ELULPOHULQ� VWUDWHMLN�
duruma uygun olan hizmetleri yerine getirmeleri  amaçlanmDNWDGÕU�� 96� $÷ÕU�
PHUNH]L\HWoLOLN�YH�DNoDO�VRUXQODU���\XUWWDúODUÕQ�\HUHO�\|QHWLPOHUGHQ�EHNOHQWLOHULQLQ�
JLGHUHN�DUWPDVÕ�YH� W�NHWLP�N�OW�U�Q�Q�\D\JÕQODúPDVÕ� �� ]RUXQOX�RODUDN�\DUÕúPDFÕ�
yönetim kültürüne yönelme ; yerel yönetimlerdeNL�GDYUDQÕú�YH�N�OW�U�GH÷LúLPOeri 

YH� VD\GDP� ROPD\DQ� \|QHWLP� DQOD\ÕúÕQGDQ� GROD\Õ� NDPX� NXUXPODUÕQD� J�YHQLQ�

                                                
96� ùHULI� g1(5� �� ³*OREDOOHúPH� 6�UHFLQGH� <HUHOOLN� �� 'HPRNUDWLN� YH� .DWÕOÕPFÕ� <HUHO� <|QHWLPLQ�
.XUXPVDOODúWÕUÕOPDVÕ´� ��'HU� ��%HNLU�3$5/$.-Hüseyin ÖZGÜR , $YUXSD�%LUOL÷L� LOH�%�W�QOHúPH�6�UHFLQGH�
Türkiye’de Yerel Yönetimler� ��%LULQFL�%DVÕP���$/)$�%DVÕP�<D\ÕP�'D÷ÕWÕP�6DQD\L�YH�7LFDUHW� �/WG�� �ùWL�� ��
øVWDQEXO�����������V� 125-126  
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ND\EROPDVÕ97�GHYOHW�YH�\HUHO�LOLúNLOHULQLQ�\HQLGHQ�WDQÕPODQPDVÕQÕ�]RUXQOX�NÕODUDN���
\HUHO�\|QHWLPOHUL�\HQL�J|UHYOHU�YH�LúOHYOHU���VWOHQPHN�GXUXPXQGD�EÕUDNPDNWDGÕU��      
 

2. UluslararasÕ���0etinlerde   Yerel   Yönetimler 

  

 6RQ����\ÕOGD�XOXVODU�DUDVÕ�\DSÕGD�V|]�VDKLEL�RODQ��ONHOHULQ�YH�NXUXPODUÕQ�
belirledikleri \|QHWVHO�PRGHO� YH� \DNODúÕPODU� SHN� oRN� �ONH� LoLQ� \HQL� ELU� V�UHFLQ�
\DúDQPDVÕQD� \RO� DoPÕúWÕU� *OREDOOHúPH� ROJXVX� �� LoHULN� RODUDN� \|QHWVHO� \DSÕODUÕQ�
\HQLGHQ� HOH� DOÕQPDVÕQÕ� JHUHNWLUPLú� �� EX� oHUoHYHGH� XOXVODUDUDVÕ� PHWLQOHUGH� \HUHO�
yönetimler üzerinde hassasiyetle GXUXOPXúWXU�98  

 8OXVODUDUDVÕ� <HUHO� <|QHWLPOHU� %LUOL÷L� WDUDIÕQGDQ� \D\ÕQODQDQ� <HUHO�
Yönetimler Evrensel Bildirgesinde demokratik yerel yönetimin önemine ve yerel 

|]HUNOLN� LONHVLQH� \HU� YHULOPLú� �� GHPRNUDWLN� \HUHO� \|QHWLP� LOH� \HUHO� KDONÕQ�
HNRQRPLN�YH�WRSOXPVDO�LKWL\DoODUÕQÕQ�HQ�HWNLQ�ELoLPGH�NDUúÕODQPDVÕ�YH�KHPúHKUL�
VRUXPOXOX÷X�DQOD\ÕúÕ�RUWD\D�NRQXOPXúWXU�99  

 Avrupa Bakanlar KonferanVÕ¶QÕQ� ����� \ÕOÕQGD� øVYHo¶LQ� EDúNHQWL�
6WRFNKROP¶GH�\DSÕODQ�WRSODQWÕVÕQGD�NDEXO�HGLOGLNWHQ�VRQUD����\H��ONHOHULQ�RQD\ÕQÕ�
DOPÕú�RODQ�$YUXSD�<HUHO�<|QHWLPOHU�g]HUNOLN�ùDUWÕ’nda 100 özerk yönetim ; yerel 

PDNDPODUÕQ�NDQXQODUOD�EHOLUOHQHQ�VÕQÕUODU�oHUoHYHVLQGH���NDPX�LúOHULQLQ�|QHPOL�ELU�
E|O�P�Q��NHQGL�VRUXPOXOXNODUÕ�DOWÕQGD�YH�JHQHO�Q�IXVXQ�oÕNDUODUÕ�GR÷UXOWXVXQGD�
G�]HQOHPH� YH� \|QHWPH� KDNNÕ� YH� LPNDQÕ� RODUDN� WDQÕPODQPDNWD� �� EX� oHUoHYHGH�
VXEVLGL\DULWH� LONHVLQH�\|QHOLN�|QHPOL�ELU�YXUJX�\DSÕOPDNWDGÕU� g]HUNOLN�ùDUWÕQGa 

\HUHO�\|QHWLPOHULQ�\DSÕVDO�ROXúXPX�GHPRNUDWLN�NXUDOODU�oHUoHYHVLQGH�HOH�DOÕQDUDN�
; \XUWWDú�PHFOLVOHUL ve� KDONR\ODPDVÕ�hükümleri ile demokratik -� NDWÕOÕPFÕ� \HUHO�
\|QHWLP�DQOD\ÕúÕQÕQ�JHOLúPHVL�QRNWDVÕQGD�|QHPOL�ELU�DGÕP�DWÕOPÕúWÕU�101 

                                                
97 M. Akif ÇUKURÇAYIR -�+��7X÷ED�(52ö/8���³<HUHO�<|QHWLPOHUGH�<HQLGHQ�<DSÕODQPD\D�)DUNOÕ�%LU�
<DNODúÕP���9HULPOLOLN�YH�%DúDUÕ�.DUQHVL��%DODQFHG�6FRUHFDUG��´��6D\ÕúWD\�'HUJLVL���6D\Õ������1LVDQ-Haziran 
2004 ,s.54 
98 ÖNER , a.e. , s.  121  
99 ÖNER , a.e. , s.  127 
100�(\�S��=(1*ø1��� �³$YUXSD�<HUHO�<|QHWLPOHU�g]HUNOLN�ùDUWÕ�YH�7�UNL\H��<DVDO�$oÕGDQ�.DUúÕODúWÕUPD�´���
7�UN�øGDUH�'HUJLVL���6D\Õ���������+D]LUDQ������� s.  195  
101 ÖNER , a.e. , s.  128  
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 <HUHO� VRUXQODUÕQ� o|]�Pünde yerel� XQVXUODUÕQ� GHPRNUDWLN ve NDWÕOÕPFÕ�
\DNODúÕPD� X\JXQ� RODUDN� PHUNH]L� YH� \HUHO� \|QHWLPOHUOH� LOHWLúLP� �� LúELUOL÷L� � 
HWNLOHúLP� LoLQGH� ROPDVÕQÕ� |QJ|UHQ� XOXVODU-�VW�� JLULúLPOHUGHQ� ELUL� GH� +DELWDW�
WRSODQWÕODUÕGÕU� 
 $YUXSD� .HQWVHO� ùDUWÕ� �� Yerel yönetimlerLQ� |]HUNOL÷LQL� YH� PDOL�
ED÷ÕPVÕ]OÕ÷ÕQÕ� WHPHO� DOPDNWD� �� KDON� NDWÕOÕPÕQÕ� GR÷UXGDQ� NDWÕOÕPÕQ� DUDoODUÕQÕQ�
\DUDWÕOPDVÕQÕ�GHPRNUDVL�YH�LQVDQ�KDNODUÕQÕQ�ELU�J|VWHUJHVL�RODUDN�VXQPDNWD���D\QÕ�
]DPDQGD�\HUHO�NDWÕOÕP�YH�GHPRNUDVL�NRQXVXQGD�<HUHO�<|QHWLPOHU�g]HUNOLN�ùDUWÕ�
HNVHQLQGH�KHPúHKUL�NDWÕOÕPÕ�YH�GHPRNUDVL�\DNODúÕPÕQÕQ�\HUHO�\|QHWLP�WDQÕPÕQGD�
\HU�DOPDVÕ�JHUHNWL÷LQL�YXUJXODPDNWDGÕU�102 

 

3. ødeal  Yerel   Yönetim   Sistemi   øçin   Temel   ølkeler 

 

 Günümüzde tüm dünyada yerel yönetimlerde mükemmeliyete 

XODúÕODELOPHVL� Loin gerekli olan temel ilkeler ve kurumlar üzerinde giderek bir 

DQODúPD\D�YDUÕOGÕ÷ÕQÕ  J|U�\RUX]��øGHDO�ELU�\HUHO�\|QHWLPGH�EXOXQPDVÕ�JHUHNHQ���
HYUHQVHO� ELU� GH÷HU� YH� |QHP� ND]DQDQ� EX� LONHOHU� YH� NXUXPODU� úX� úHNLOGH�
özetlenebilir.103 

  Yerel  Demokrasi : Yerel y|QHWLPOHU� EHOLUOL� ELU� FR÷UDIL� DODQGD� \DúD\DQ�
\HUHO� WRSOXOXN��\HOHULQH� KL]PHW� VXQPDN� DPDFÕ\OD� NXUXOXUODU� Yerel yönetimler , 

YDWDQGDúD�GDKD�\DNÕQ�EXOXQPDODUÕQGDQ�GROD\Õ�WDOHSOHU�NRQXVXQGD�GDKD�ID]la bilgi 

sahibidirler. Halk kendisini direkt ilgilendiren konXODUGD�P�PN�Q� ROGX÷X� NDGDU�
kendisi karar vermelidir. <HUHO�\|QHWLPOHULQ�³'HPRNUDVL�2NXOX´�ROGX÷X�JHUoH÷L�
EXJ�Q�DUWÕN�J|]�DUGÕ�HGLOPHPHOLGLU�104  

 Yerel Özerklik : .XUXPODUÕQ� NHQGL� VRUXPOXOXNODUÕ� DOWÕQGD� YH� �ONH�
\DUDUODUÕ� GR÷UXOWXVXQGD� NHQGL� KL]PHWOHULQL� G�]HQOHPH� KDNODUÕQÕ� LIDGH� HGHQ�

                                                
102 ÖNER , a.e. , s. 129 
103�&RúNXQ�&DQ�$.7$1���³<HUHO�<|QHWLPOHULQ�<HQLGHQ�<DSÕODQPDVÕ�YH�<HUHO�<|QHWLPOHUGH�7RSODP�.DOLWH�
<DNODúÕPÕQÕQ�8\JXODQPDVÕ´�� 7�UN�øGDUH�'HUJLVL���6D\Õ��������+D]LUDQ��������V����-76  
104�5DIHW�d(9ø.%$ù���³<HUHO�<|QHWLPOHU����øúOHYL�YH�7�UNL\H¶GHNL�'XUXP´���7�UN�øGDUH�'HUJLVL���6D\Õ���������
Haziran 1995 , s.81   
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özerklik105� �� \HUHO� \|QHWLPOHULQ� W�]HO� NLúLOLNOHULQLQ� D\UÕOPD]� ELU� SDUoDVÕ� ROXS�
\DOQÕ]FD�ND÷ÕW��]HULQGH�\HU�DODQ���ELoLPVHO�YH�VR\XW�ELU�NDYUDP�GH÷LOGLU� Belli bir 

\HUH� ED÷OÕ� ELU� WRSOXOX÷XQ� �� PDKDOOL� QLWHOLNWH� RODQ� LúOHULQL� NHQGL� RUJDQODUÕ�
DUDFÕOÕ÷Õ\OD�VHUEHVWoH�J|UHELOPHVL�YH�EXQX�VD÷OD\DFDN�ND\QDN�YH�LPNDQODUD�VDKLS�
ROPDVÕGÕU�106 Yerel yönetim birimlerinin� NDPX� DODQÕQGD� WDúÕGÕNODUÕ� |QHP� YH�
D÷ÕUOÕ÷D� SDUDOHO� RODUDN� �� WRSOXPFD� NHQGLOHULQGHQ� EHNOHQHQ� J|UHYOHUL� JHUH÷L� JLEL�
yerine getirebLOPHOHUL� NDUDU� RUJDQODUÕQÕQ� WDP� DQODPÕ\OD� GHPRNUDWLN� ELU� RUWDPGD�
VHoLPOH� Lú� EDúÕQD� JHOPLú� ROPDVÕQD� �� NHQGL� LúOHULQL� VHUEHVWoH� YH� GÕú� NDUÕúPD�
ROPDNVÕ]ÕQ� NHQGL� RUJDQODUÕ\OD� J|UHELOPHOHULQH� YH� EXQX� JHUoHN� DQODPGD�
VD÷OD\DFDN� \HWHUOL� PDOL� ND\QDNODUD� VDKLS� ROPDODUÕQD� ED÷OÕGÕU�107  Özerk yerel 

\|QHWLP� LONHVL� �� EDúWD� DQD\DVD� ROPDN� �]HUH� LOJLOL� \DVDODUGD� J�YHQFH� DOWÕQD�
DOÕQPDOÕGÕU� Yerel özerklik , Avrupa Bakanlar Konseyi’nde imzalanan Avrupa 

<HUHO� <|QHWLPOHU� g]HUNOLN� ùDUWÕ¶QD� X\JXQ� RODUDN� G�]HQOHQPHOLGLU�� <|QHWVHO�
denetim (vesayet) , anayasa ve yasalara uygunluk denetiminin ötesinde 

ROPDPDOÕGÕU�108  

 Yerel Seçimler : <HUHO�<|QHWLPOHUGH�<|QHWLFLOHU�YH�NDUDU�RUJDQODUÕ�\HUHO�
WRSOXOXN��\HOHUL�WDUDIÕQGDQ seçilebilmelidir.109  

 7RSODP� .DWÕOÕP� �� 9DWDQGDúODU� �� WRSOXP� VRUXQODUÕQD� çözüm getirme 

sürecine , pHUIRUPDQV�YH\D�oÕNWÕ�|Oo�P�QH�YH�GHYOHWLQ�\DSÕVDO� UHIRUPODUÕQD�DNWLI�
NDWÕOPDOÕGÕU��%X�ED÷ODPGD�NDPX�KL]PHWLQLQ�SDVLI�W�NHWLFLOHULQL�aktif bir tüketiciye 

YH� VRUXPOX� YDWDQGDúD� G|Q�úW�UPH\H� \|QHOLN� oDED� J|VWHULOPHVL� JHUHNLU� YH� \HUHO�
\|QHWLPOHU� EXUDGD� HWNLQ� URO� VDKLEL� ROPDN� GXUXPXQGDGÕU� %XUDGD� YDWDQGDúÕQ�
NDWÕOÕPÕ�VDGHFH�ELUH\OHULQ�GH÷LO���VLYLO�WRSOXPXQ�YH�D\QÕ�]DPDQGD�|]HO�VHNW|U�Q�GH�
NDWÕOÕPÕQÕ�LoHUPHNWHGLU�110 <HUHO�\|QHWLPOHUGH�NDWÕOÕPÕQ�|QHPL���NHQWLQ�GROD\ÕVÕ\OD�

                                                
105�1XUL�725723���³g]HUN���hUHWNHQ�YH�.DWÕOÕPFÕ�0DKDOOL�øGDUH�$QOD\ÕúÕ´���$PPH�øGDUHVL�'HUJLVL , Cilt : 24 , 
6D\Õ�����$UDOÕN��������V�����  
106�5XúHQ�.(/(ù���Yerinden Yönetim ve Siyaset���&HP�<D\ÕQHYL���$QNDUD����������V���� 
107 M. Ulvi  SARAN ��³g]HUNOLN�YH�0DKDOOL�øGDUHOHU�'�]H\LQGH�'HQHWLP´�� 7�UN�øGDUH�'HUJLVL���6D\Õ���������
Eylül 1995  , s. 32   
108 AKTAN , a.g.m. , s.76 
109 AKTAN , a.g.m. , s.76 
110�+�O\D�62</8���³(WNLQOLN�YH�ø\L�<|QHWLúLP´�� ø\L�<|QHWLúLPLQ�7HPHO�8QVXUODUÕ , T.C. Maliye BakanlÕ÷Õ�
$YUXSD�%LUOL÷L�YH�'Õú�øOLúNLOHU�'DLUH�%DúNDQOÕ÷Õ�<D\ÕQÕ���$QNDUD����������V���-89   
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toplumun bireye üsW�QO�÷�� LONHVLQH� GD\DQDUDN� �� |]HUNOL÷H� |]J�� ELU� GL]L� WHPVLOL�
RUJDQ�\DGD�NXUXPODUÕQ�YDUOÕ÷Õ�LOH�NHQGLQL�J|VWHUPHNWHGLU�111   

 0HUNH]L�<|QHWLP�YH�<HUHO�<|QHWLPOHU�$UDVÕQGDNL�+L]PHW�3D\ODúÕPÕ���
gQFHOLNOH� \HUHO� \|QHWLPOHU� LOH� PHUNH]L� \|QHWLP� DUDVÕPGD� J|UHY� YH� KLzmet 

SD\ODúÕPÕQÕQ�\DSÕOPDVÕ�VD÷ODQPDOÕGÕU��%X�J|UHY�YH�KL]PHW�SD\ODúÕPÕQÕQ�PXWODND�
DoÕN�RODUDN�\DSÕOPDVÕ�JHUHNPHNWHGLU�112   

 øGDUHOHUDUDVÕ�+L]PHW� YH�0DOL� øOLúNLOHU�.RRUGLQDW|UO�÷��.XUXOPDVÕ� ��
0HUNH]L� \|QHWLP� YH� \HUHO� \|QHWLPOHULQ� NHQGL� DUDODUÕQGDNL� KL]PHW� Ye gelir 

E|O�ú�P�� YH� GL÷HU� NRQXODU� LOH� LOJLOL� LKWLODIODUÕQ� RUWDGDQ� NDOGÕUÕOPDVÕ� YH� EX�
NRQXODUGD�X]ODúPD�YH�NRRUGLQDV\RQXQ�VD÷ODQDELOPHVL�LoLQ�øGDUHOHUDUDVÕ�+L]PHW�YH�
0DOL�øOLúNLOHU�.RRUGLQDW|UO�÷��NXUXOPDOÕGÕU� 113

  

 <HUHO� <|QHWLPOHU� 6D\ÕúWD\Õ� �� Yerel yönetimlerin denetimi Yerel 

<|QHWLPOHU�6D\ÕúWD\Õ�WDUDIÕQGDQ�\DSÕOPDOÕGÕU�114    

 Yerel Seçmenlerin TemsilcileriniQ� *|UHYGHQ� dHNLOPHVL� øVWH÷LQGH�
%XOXQDELOPH�+DNODUÕ� ��%HOLUOL� VD\ÕGDNL� \HUHO� VHoPHQLQ� LVWH÷L� LOH�\HUHO�\|QHWLP�
WHPVLOFLOHULQLQ�YH�\�U�WPH�RUJDQODUÕQÕQ�J|UHYGHQ�DOÕQDELOPHVL�P�PN�Q�ROPDOÕGÕU� 
+DON� ��\HUHO�\|QHWLP� WHPVLOFLOHULQL�EDúDUÕVÕ]�EXOPDVÕ�KDOLQGH� �� WHPVLOFLQLQ�J|UHY�
V�UHVL�GROPDGDQ�|QFH�D]OHGHELOPH�KDNNÕQD�VDKLS�ROPDOÕGÕU�115

   

 *|UHY�6�UHVLQLQ�6ÕQÕUÕ���<HUHO�\|QHWLP�WHPVLOFLOHULQLQ�YH�\�U�WPH�RUJDQÕ�
ü\HOHULQLQ�HQ�ID]OD�LNL�G|QHP�J|UHY�\DSDELOPH�LPNDQÕ�ROPDOÕGÕU� 8]XQ�V�UH�D\QÕ�
J|UHYGH�EXOXQPD�\R]ODúPD�H÷LOLPLQL�DUWÕUDELOPHNWHGLU�� 
 Ombudsman : <HUHO� VHoPHQOHU� �� \HUHO� \|QHWLPOHULQ� \DSWÕNODUÕ�
X\JXODPDODU� LOH� LOJLOL�úLND\HWOHULQL�\HUHO�\|QHWLPOHUGH�ROXúWXrulacak Ombudsman 

%�URODUÕQD� ELOGLUHELOPHOLGLUOHU� 2PEXGVPDQ� � �� \HUHO� \|QHWLPOHU� KDNNÕQGDNL�
úLND\HWOHUL� LQFHOHPHOL� �� KDWDOÕ� YH� XVXOV�]� H\OHP� YH� X\JXODPDODUÕ� \DUJÕ\D� LQWLNDO�
etmelidir.116   

                                                
111�5XúHQ�.(/(ù-Fehmi YAVUZ , Yerel Yönetimler���7XUKDQ�.LWDEHYL�<D\ÕQODUÕ���$QNDUD����������V����� 
112 AKTAN , a.g.m. , s.76 
113 AKTAN ,  a.g.m. , s.78  
114 AKTAN , a.g.m. , s.78  
115 AKTAN , a.g.m. , s. 78  
116 AKTAN , a.g.m. , s. 79 
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 ùHIIDIOÕN� �� 6L\DVL� YH� LGDUL� úHIIDIOÕN� �� NDPXR\XQX� L]OHQHQ� SROLWLNDODr , 

NR\XODQ� NXUDOODU� KDNNÕQGD� ELOJLOHQGLUHFHN� �� \|QHWLPOHULQ� EX� SROLWLNDODUD� X\JXQ�
GDYUDQPDODUÕ� LoLQ� RWRPDWLN� ELU� J|]HWLP� PHNDQL]PDVÕ� ROXúWXUDFDN� �� E|\OHFH�
LGDUHOHULQ� KHVDS� YHUHELOLUOL÷LQL� VD÷OD\ÕS� �� \ROVX]OXNODUÕ� D]DOWDFDNWÕU� $\UÕFD�
NDWÕOÕPÕQ�DUWÕUÕOPDVÕ�\ROX\OD� L]OHQHQ�SROLWLNDODUÕQ�NDPXR\X�GHVWH÷L� VD÷ODQDFDNWÕU��
117� <HUHO� \|QHWLPOHULQ� úHIIDIOÕN� �DoÕNOÕN�� LONHVLQH� |QHP� YHUPHOHUL� YH� W�P�
IDDOL\HWOHULQL�EX�oHUoHYHGH�V�UG�UPHOHUL�VD÷ODQPDOÕGÕU� 9DWDQGDúODUÕQ�ELOJL�HGLQPH�
KDNODUÕQD� VD\JÕ� J|VWHULOPHOL� �� YDWDQGDúODUÕQ� \HUHO� \|QHWLPOHULP� NDUDUODUÕQÕ� YH�
X\JXODPDODUÕQÕ� NROD\OÕNOD� |÷UHQHELOPH� LPNDQÕ� VD÷ODQPDOÕGÕU� ùHIIDIOÕNOD� LOJLOL�
EDúOÕFD�úX�LONHOHU�|QHP�WDúÕPDNWDGÕU�118 

• %HOHGL\H�PHFOLVL�WRSODQWÕODUÕ�KDOND�DoÕN�ROPDOÕGÕU� 
• 7RSODQWÕ�WXWDQDNODUÕ�YH�NDUDUODUÕ�\D\ÕQODQPDOÕ�YH�GX\XUXOPDOÕGÕU� 
• 5HVPL�øKDOH�*D]HWHVL�oÕNDUÕOPDOÕ�YH�W�P�LKDOHOHU�EXUDGD�\HU�DOPDOÕGÕU�� 

 <HUHO� <|QHWLPOHU� 'DQÕúPD� .RQVH\L� ��Yerel Yönetimler Meclisi’ne ve 

EHOHGL\H�PHFOLVOHULQH�GDQÕúPDQOÕN�\DSDFDN�EHOLUOL�YDVÕIODUD�VDKLS�NLPVHOHULQ�<HUHO�
Yönetimler DanÕúPD�.RQVH\L�LoLQGH�\HU�DOPDVÕ�VD÷ODQPDOÕGÕU�119  

 Yerel Yönetimlerin Bütçesi : <HUHO� <|QHWLP� E�WoHOHUL� LNL� \ÕOGD� ELU�
NDQXQODúWÕUÕOPDOÕGÕU� %�WoHQLQ� KD]ÕUODQPDVÕQGD� VÕIÕU� WHPHOOL� E�WoH� HVDV�
DOÕQPDOÕGÕU�120 

 Yerel Yönetimlerin Vergileme Yetkisi ve Mali KaynaklaUÕ� �� Yerel 

\|QHWLPOHU� PHUNH]L� \|QHWLP� GÕúÕQGD� YHUJLOHPH� \HWNLVLQH� VDKLS� ROPDOÕGÕUODU� 
0HUNH]L� \|QHWLP� LOH� \HUHO� \|QHWLPOHU� DUDVÕQGD� JHOLU� E|O�ú�P�Q�Q� \DSÕOPDVÕ� YH�
ED]Õ�YHUJLOHULQ�WDUK�YH�WDKVLVLQLQ�\HUHO�\|QHWLPOHUH�GHYUHGLOPHVL�JHUHNOLGLU�121  

 'Õú� 'HQHWLP� : <HUHO� \|QHWLP� KHVDSODUÕQÕQ� �� \ÕOGD� ELU� NH]� ED÷ÕPVÕ]� ELU�
GHQHWLP� ILUPDVÕ� WDUDIÕQGDQ� denetlenmesi gereklidir. Yerel yönetimler üzerinde 

merkezi yönetimin denetimi hukuka uygunluk GHQHWLPL� LOH� VÕQÕUOÕ� ROPDOÕGÕU� 

                                                
117 ÇUKURÇAYIR-6ø3$+ø���D�J�P�����V������ 
118 AKTAN , a.g.m. , s. 79  
119 AKTAN , a.g.m. , s. 79  
120 AKTAN , a.g.m. , s. 79  
121 AKTAN , a.g.m. , s. 79 
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Merkezi yönetim , yerel yönetimlerin hukuka uygun olmayan eylem ve 

X\JXODPDODUÕ�LoLQ�\DUJÕ�RUJDQÕQD�EDúYXUDELOPHOLGLU�122 

 Kriz Yönetimi : Kriz yönetimi , “ kriz ” olarak nitelenen durumu ortadan 

NDOGÕUPDN� LoLQ� \DSÕODQ� SODQOÕ� �� VLVWHPDWLN� YH� UDV\RQHO� ELU� úHNLOGH� X\JXODQDQ�
IDDOL\HWOHU� WRSOXOX÷XGXU�123 YerHO� \|QHWLPOHUGH� GHSUHP� �� VHO� �� \DQJÕQ� �� NLP\DVDO�
ND]DODU�YH�WHKOLNHOHUH�NDUúÕ�|QFHGHQ�|QOHP�DOÕQPDOÕGÕU� Bu amaçla yerel yönetim 

ELULPOHULQGH� NUL]� \|QHWLPL� �� J|UHYH� KHU� DQ� KD]ÕU� RODFDN� úHNLOGH� IDDOL\HW�
göstermelidir.124  

 Toplam Kalite Yönetimi : Yerel yönetimlerin toplam kalite felsefesini 

|÷UHQPHOHUL� YH� EX� oHUoHYHGH� LQVDQ� YH� VLVWHP� NDOLWHVLQL� L\LOHúWLUPHOHUL� JHUHNLU� 
7RSODP�.DOLWH�<|QHWLPL�WHNQLNOHULQLQ�X\JXODQPDVÕ�LoLQ�|QFHOLNOH�EX�NRQXGD�\HUHO�
\|QHWLPOHUGH�|UJ�WOHQPH\H�JLGLOPHVL�|QHP�WDúÕPDNWDGÕU�125 

 0�úWHri Tatmini : <HUHO�P�úWHULOHULQ��YDWDQGDúODUÕQ����\HUHO�\|QHWLPOHULQ�
KL]PHWOHULQGHQ�PHPQXQ�ROXS�ROPDGÕNODUÕ�NRQXVXQGD�NDPXR\X�DUDúWÕUPDODUÕQÕQ�YH�
DQNHWOHULQ�G�]HQOL�DUDOÕNODUOD�\DSÕOPDVÕ�YH�LODQ�HGLOPHVL�|QHP�WDúÕPDNWDGÕU�126   

 

4.  Yerel  Yönetimlerde Toplam  Kalite  Yönetimi 

 

  <HULQGHQ�\|QHWLPL� JHUoHNOHúWLUHQ� \HUHO� \|QHWLPOHU�G�Q\DQÕQ� KHU� \HULQGH�
kamu yönetimi içerisinde önemli ve vazgeçilmez bir yere sahiptir. Devletin 

HNRQRPLGHNL� URO�Q�Q� �� J|UHY� YH� IRQNVL\RQODUÕQÕQ� D]DOWÕOPDVÕQÕ� DPDoOD\DQ�
|]HOOHúWLUPH�WUHQGL���JHQHO�RODUDN�W�P��ONHOHUGH�KDNLP�ROPDVÕQD�UD÷PHQ���G�Q\DGD�
yerel y|QHWLPOHULQ� |QHPLQLQ� D]DOPDGÕ÷ÕQÕ� �� DNVLQH� DUWWÕ÷ÕQÕ� V|\OH\HELOLUL]�� 7�P�
NDPXVDO�PDO�YH�KL]PHWOHULQ�|]HOOHúWLULOPHVL�P�PN�Q�RODPD\DFD÷ÕQD�J�UH�PHUNH]L�
\|QHWLPLQ� �VWOHQGL÷L� ELU� NÕVÕP� J|UHY� YH� IRQNVL\RQODUÕ� \HUHO� \|QHWLPOHUH�
GHYUHWPHVL� �\HUHOOHúWLUPH�� HQ� DNÕOFÕ� o|]�P� RODUDN� J|U�OPHNWHGLU� Ancak , 

\HUHOOHúWLUPH�UHIRUPX�WHN�EDúÕQD hizmetlerin�NDOLWHOL���HWNLQ�YH�YHULPOL�VXQXOPDVÕ�
DQODPÕQD�JHOPH]� Yerel yönetim hizmetlerinde yüksek performans elde edebilmek 

                                                
122 AKTAN , a.g.m. , s. 79  
123 TÜZ , a.e. , s. 70  
124 AKTAN , a.g.m. , s. 80  
125 AKTAN , a.g.m. , s. 79  
126 AKTAN , a.g.m. , s. 79  
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için P�úWHUL� WDWPLQL� �� NDOLWH� ve� � V�UHNOL� JHOLúPH�  üzerinde odaklanan bir yeni 

\|QHWLP� IHOVHIHVLQLQ� \HUHO� \|QHWLPOHU� WDUDIÕQGDQ� EHQLPVHQPHVL� YH� X\JXODQPDVÕ�
gerekir. Bu yeni yönetim felsefesi , Toplam Kalite Yönetimidir.127  

 Toplam Kalite Yönetimi , bir� WHúNLODWWD� GLNH\� KL\HUDUúLN� NDGHPHOHULQ�
P�PN�Q� ROGX÷XQFD� D]DOWÕOPDVÕQÕ� �� KL]PHWOHULQ� GR÷UXGDQ� NHQGL� J|UHY� DODQODUÕQD�
giren konularda kenGL� NHQGLOHULQL� \|QHWPHOHULQL� �� oDOÕúDQODUÕQ� VRUXPOXOXNODUÕ�
oHUoHYHVLQGH� KHVDS� YHUPHNOH� \�N�PO�� WXWXOPDODUÕQÕ� YH� NHQGL� J|UHY� DODQODUÕQGD�
|]HUN� GDYUDQPDODUÕQÕ� |QJ|UHQ� ELU� DQOD\ÕúWÕU� .ÕVDFD� \DOÕQ� \|QHWLP� �� HWNLQ�
organizasyon RODUDN�WDQÕPODQDELOHFHN�RODQ�EX�\DNODúÕP���LúOHULQ�HQ�NÕVD�\ROGDQ���
HQ� YHULPOL� YH� HQ� HWNLQ� ELoLPGH� \HULQH� JHWLULOPHVLQL� VD÷ODU�128 Bu ise yerel 

\|QHWLPOHULQ� LKWL\Do� GX\GX÷X� �� RQODUÕQ� VDKLS� ROPDVÕ� YH� X\JXODPDVÕ� JHUHNHQ� ELU�
\|QHWLP�\DNODúÕPÕGÕU���   
 g]HOOLNOH� �ONHPL]� JLEL� NÕW� ND\QDNODUD� VDKLS� �� büyük kamu yönetimi 

UHIRUPODUÕQD�LKWL\Do�GX\DQ���JHOLúPHNWH�RODQ��ONHOHUGH�WRSODP�NDOLWH�\DNODúÕPÕQÕQ�
daha önemli� ELU� LúOHY� \�NOHQHUHN� �� VRUXQODUÕQ� o|]�P�QGH� NROD\ODúWÕUÕFÕ� RODFD÷Õ�
VDYXQXOPDNWDGÕU�      
 

 

 

  

                                                
127 AKTAN ,  a.g.m. , s.75 
128 SARAN-GÖÇERLER , a.g.m. , s. 281  
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,,���7h5.ø<(¶'(��<(5(/��<g1(7ø0/(5�9(�.$/ø7(��<g1(7ø0ø�
UYGULAMALARI 

 

A. 7�UN��.DPX�<|QHWLPLQL�<HQLGHQ�'�]HQOHPH�øKWL\DFÕ 
 

 7�UNL\H¶GHNL� NDPX� \|QHWLPLQH� \|QHOLN� \HQLGHQ� \DSÕODQPD� oDOÕúPDODUÕ�
\DNODúÕN� LNL� \�]� \ÕOOÕN� ELU� JHoPLúH� VDKLS olup

 1
 ülkemizde yönetimin yeniden 

G�]HQOHQPHVL� oDOÕúPDODUÕ� �� 7DQ]LPDW¶ÕQ� LODQÕ� LOH� LON� NH]� J�QGHPH� JHOPLú� �� GDKD�
sonrada üzerinde en çok GXUXODQ�NRQXODUGDQ�ELUL�KDOLQL�DOPÕúWÕU.2 Ancak , yönetsel 

\DSÕ ,� ����¶OL� \ÕOODUD� JHOPHPL]H� NDUúÕQ� N|NOHUL� 7DQ]LPDW¶D� NDGDU� GD\DQDQ� NLPL�
özeOOLNOHUL� KDOHQ� E�Q\HVLQGH� EDUÕQGÕUPDNWDGÕU� YH� ����¶OL� \ÕOODUGD� ��� PLO\RQ�
Q�IXVOX� ELU� WDUÕP� WRSOXPX� RODQ� 7�UNL\H� LoLQ� NÕVPHQ� JHoHUOL� VD\ÕODELOHFHN�
PHUNH]L\HWoL� \DSÕ� �� VDQD\L� WRSOXPXQGDQ� ELOJL� WRSOXPXQD� JHoLú� DúDPDVÕQGD� YH�
Q�IXVXQXQ����¶WHQ�ID]ODVÕ�NHQWOHUGH�\DúD\DQ�ELU� WRSOXPVDO�\DSÕ\D�DUWÕN�\HWHUVL]�
gelmektedir. 3� 7RSOXPXQ� GH÷LúPHVL� LOH� ELUOLNWH� KHP� WRSOXPXQ� KHP� GH� WRSOXPX�
ROXúWXUDQ� ELUH\OHULQ� LKWL\Do� YH� EHNOHQWLOHULQGH� oHúLWOL� GH÷LúPHOHU� PH\GDQD�
gelmektedir.4 %X� DoÕGDQ� EDNÕOGÕ÷ÕQGD� �� ROGXNoD� NDWÕ� ELU� PHUNH]L� \DSÕODQPD\D�
VDKLS� RODQ� �ONHPL]GH� �� KD\DWD� JHoLULOPHVL� oRN� ]RU� RODQ� NDSVDPOÕ� ELU� UHIRUP�
\DSÕOPDVÕQÕ� EHNOHPHN� \HULQH� NXUXPODUÕQ� NHQGL� LúOH\Lú� YH� \DSÕODUÕQÕ� NDOLWH�
                                                
1� 1DPÕN� .HPDO� g=7h5.� –� %D\UDP� &2ù.81� �� ³.DPX�<|QHWLPLQGH� <HQLGHQ� <DSÕODQPD� Ye 
.DPX�+L]PHWOHULQGH�.DOLWH���(WLNVHO�%LU�%DNÕú´���7�UN� øGDUH�'HUJLVL���6D\Õ���������<ÕO������Mart 
2000 , s. 145   
2�&HQJL]�$.,1� ��³.DPX�<|QHWLPLQL�<HQLGHQ�'�]HQOHPH�øKWL\DFÕ´� ��7�UN� øGDUH�'HUJLVL� ��6D\Õ� ��
419 , Haziran 1998 , s.89  
3 Musa EKEN , “21. YüzyÕOD�*LUHUNHQ�7�UNL\H¶GH�.DPX�%�URNUDVLVL´� �� �Yeni Türkiye Dergisi 
�<|QHWLPGH�<HQLGHQ�<DSÕODQPD�g]HO�6D\ÕVÕ���6D\Õ�������0D\ÕV�– Haziran 1995 , s.266    
4� 0�� .HPDO� g.(� �� ³� 7�UN� .DPX� <|QHWLPLQGH� <HQLGHQ� <DSÕODQPD� *HUHNVLQLPL� ´� �� Mülkiye 
Dergisi , Cilt:26 , SD\Õ���������7HPPX]�–�$÷XVWRV��������V�����  
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\|QHWLPL� LONH� YH� GH÷HUOHUL� GR÷UXOWXVXQGD� L\LOHúWLUPHOHUL� HQ� DNÕOFÕ� \RO� RODUDN�
gözükmektedir.�'L÷HU� WDUDIWDQ� EX� JHUoHNOLN�7�UN� NDPX�VHNW|U�QGH� NDSVDPOÕ� ELU�
\HQLGHQ�\DSÕODQPD�JHUHNOLOL÷LQL�J|]�DUGÕ�HWPH�DQODPÕQD�JHOPHPHOLGLU��%|\OHVLQH�
ELU� JLULúLP� NXUXP� \|QHWLFLOHULQLQ� GH÷LO� �� J�oO�� YH� NDUDUOÕ� ELU� VL\DVL� LGDUHQLQ�
�VWHVLQGHQ� JHOHELOHFH÷L� ELU� J|UHYGLr.5  %X� ED÷ODPGD� �� �ONHPL]� NDPX�
E�URNUDVLVLQLQ�UHIRUP�JHUHNVLQLPL�QHGHQOHUL�ú|\OH�VÕUDODQDELOLU�  
 

���9DWDQGDúODUÕQ�.DPX�<|QHWLPLQH�2ODQ�*�YHQVL]OL÷L 
 

 '�Q\D� 'H÷HUOHU� $UDúWÕUPDVÕ� YHULOHULQH� J|UH� �� 7�UNL\H� G�Q\D� �ONHOHUL�
DUDVÕQGD�J�YHQ�G�]H\LQLQ�HQ�G�ú�N�ROGX÷X��ONHOHU�DUDVÕQGD�\HU�DOÕ\RU�6 Devlet ; 

SDUODPHQWHUOHULQ� �� E�URNUDWODUÕQ� YH� YDWDQGDúODUÕQ� GHVWH÷LQL� WDP� RODUDN�
ND]DQDPDGÕ÷ÕQGDQ� �� LGDUHQLQ� \DSÕ� YH� LúOH\LúLQGHQ� E�W�Q� RODUDN� PHPQXQ� ELU�
oR÷XQOXN�EXOXQPDPDNWD���YH�EX�PHPQXQL\HWVL]OLN�\|QHWLPLQ�LNOLPLQL�ERzarak , iç 

huzur ve istikrar teminini engellemektedir.7 

 

2. Örgütsel  Büyüme ve HDQWDOODúPD 

 

 gUJ�WVHO�%�\�PH���ELU�NDPX�NXUXOXúXQXQ�E�WoH���SHUVRQHO�VD\ÕVÕ���KL]PHWWH�
NXOODQGÕ÷Õ�ELQD���DUDo�YH�JHUHoOHU�EDNÕPÕQGDQ�PLNWDU�RODUDN�JHQLúOHPHVL�GHPHNWLU� 
Kamu kuruPODUÕ�GD�ELUHU�LúOHWPHGLU�YH�EX�LúOHWPHOHULQ�KL]PHW�\�U�WW�NOHUL�DODQGD�
YHULPOL�ELU��UHWLP�\DSDELOPHOHUL�LoLQ���SHUVRQHO���ELQD���DUDo�YH�JHUHo�EDNÕPÕQGDQ�
EHOOL�ELU�E�\�NO�÷��DúPDPDODUÕ�JHUHNLU�8�7�UNL\H� ��PHYFXW�SHUVRQHO� LVWLKGDPÕ�YH�
�UHWWL÷L�KL]PHW�LOH�G�Q\DQÕQ�HQ�ID]OD�SHUVRQHOH�HQ�D]�Lú��UHWHQ��ONHOHUL�DUDVÕQGD�\HU�
DOPDNWDGÕU� g\OH� NL� �� KL]PHW� �UHWPHGL÷L� LoLQ� J|]GHQ� oÕNDUÕODUDN� |]HOOHúWLUPH�
NDSVDPÕQD� DOÕQDQ� NDPX� NXUXOXúODUÕQD� ELOH� SHUVRQHO� DOÕQDELOPHNWHGLU� Kamunun 

                                                
5�6HOLP�&2ù.81���³�.DPX�dDOÕúDQODUÕQÕQ�.DOLWH�<|QHWLPL�<DNODúÕPÕ�´���$PPH�øGDUHVL�'HUJLVL , 
&LOW�������6D\Õ�������+D]LUDQ��������V�����    
6� 1HFDWL� *h/(5� �� ³� øú� '�Q\DVÕQGD� (WLN� 'H÷HUOHU� ´� �� PERYÖN (Personel YönetLP� 'HUQH÷L��
Dergisi���6D\Õ : 9 . 2003 . s. 21  
7�9H\VHO�*$1ø���³�<|QHWLPGH�<DSÕODQPD�YH�dDOÕúPD�øNOLPL�´���Yeni Türkiye Dergisi ,Yönetimde 
<HQLGHQ�<DSÕODQPD�g]HO�6D\ÕVÕ���6D\Õ�������0D\ÕV�– Haziran 1995 , s. 207  
8  ÇUKURÇAYIR –�6ø3$+ø���D�J�P����V���-38  
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mülkiyetinde 235 bin lojman ve 2.340 dROD\ÕQGD�GLQOHQPH� WHVLVL�EXOXQPDNWDGÕU� 
'HYOHWLQ� �������� WHOHIRQX� EXOXQPDNWDGÕU� ����� \ÕOÕQGD� �� GHYOHWLQ� �� \HUHO�
\|QHWLPOHU�YH�.ø7¶OHULQ�VDKLS�ROGX÷X�DUDoODUGD�GLNNDWH�DOÕQGÕ÷ÕQGD�������ELQ�WDúÕWD�
VDKLS� ROGX÷X� YH� EX� WDúÕWODUÕQ� ��� ELQLQLQ� PDNDP� DUDFÕ� RODUDN� NXOODQÕOGÕ÷Õ�
EHOLUWLOPHNWHGLU�� 2\VD� �� VDQD\LOHúPLú� ]HQJLQ� �ONHOHUGHQ� $OPDQ\D� �� -DSRQ\D� ��
øQJLOWHUH� JLEL� �ONHOHUGH� UHVPL� DUDo� VD\ÕVÕ� ��� ELQ� LOH� ��� � ELQ� DUDVÕQGD�
EXOXQPDNWDGÕU�9   

 

3. $úÕUÕ�0HUNH]L\HWoL�YH�6WDW�NRFX�<DSÕ 
 

 Ülkemizde merkeziyetçi bir yönetim yaSÕVÕ� HJHPHQGLU�� *HOLúPLú� ��
GHPRNUDWLN� �ONHOHU� JLGHUHN� \HUHOOL÷H� YH� KL]PHWWH� \HUHOOLN� |QFHOL÷LQH� |QHP�
verirken , bizde yerel yönetimlerin güçlendirilmesi sözde kalmakta 

PHUNH]L\HWoLOLN�oHúLWOL�PRGHO ve�EXOXúODUOD�J�oOHQGLULOPHNWHGLU��10 

 

4. <R÷XQ�%ürokrasi ve KÕUWDVL\HFLOLN 

 

 .D÷ÕW���LP]D�YH�P�K�U�HVDVÕQD�GD\DOÕ�E�URNUDVL���\|QHWLP�ELoLPLQGHQ�oRN�
VRV\DO� ELU� ROJX� KDOLQH� JHOPLúWLU� .H]D� \R÷XQ� YH� JHUHNVL]� bürokraside ülkenin 

VRV\DO�\DSÕVÕQGDQ�ND\QDNODQPDNWDGÕU� Ülkemiz köylü toplumu ve sanayi toplumu 

DUDVÕQGD� ERFDOD\DQ� ELU� NRQXPGDGÕU� %LUH\� NDYUDPÕ� ROXúPD\DQ� �� LOHWLúLPL� DQFDN�
\�]� \�]H� \DSDELOHQ� �� J|UG�÷�QH� YH� WXWWX÷XQD� LQDQDQ� ELU� WRSOXP� �� E�URNUDVLGHQ�
YD]JHoHPH]�YH�LúOHU�oRN�\DYDú�LOHUOHU�11�'ROD\ÕVÕ\OD���\|QHWLPLQ�HQ�|QHPOL�YH�NÕW�
ND\QD÷ÕQÕQ�³]DPDQ´�ROGX÷X�G�ú�Q�O�UVH���UXWLQ�LúOHUGHQ�YDNLW�EXOXS�GD���|UJ�W�Q�
KL]PHWOHULQL� GDKD� L\L� GH÷HUOHQGLUPHN� YH� VD÷OÕNOÕ� NDUDU� DOPDN� RODQDNODUÕ� RUWDGDQ�
NDONPDNWDGÕU�12 

                                                
9� � 0XVWDID� d(7ø1� –� %LURO� (.ø1&ø� �� ³� .DPX� 6HNW|U�QGH� .D\QDNODUÕQ� (WNLQ� .XOODQÕPÕ� YH�
0DOL\HWOHULQ�'�ú�U�OPHVL�´���Önce Kalite Dergisi���6D\Õ������� <ÕO������Temmuz 2004 , s. 55  
10�=HUULQ� �7�� �.$5$0$1���³�<|QHWLP�6WUDWHMLOHULQGHNL�*HOLúPHOHU�´� ��7�UN� øGDUH�'Hrgisi� ��6D\Õ�
:426 , Mart 2000 , s.40    
11�$��5DPD]DQ��$/7,12.���³%LOJL�dD÷ÕQÕQ�*HWLUGLNOHUL�YH�.DPX�<|QHWLPL�$QOD\ÕúÕPÕ]�´���Türk 
øGDUH�'HUJLVL����$UDOÕN��������6D\Õ���������V�����-231    
12 Bilal ERYILMAZ , Kamu Yönetimi���(UNDP�0DWEDDFÕOÕN���øVWDQEXO�����02 ,s.239  
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5. 'ÕúD�.DSDOÕOÕN�YH�*izlilik 

 

 .DSDOÕOÕN� �� NDPX� NXUXP� YH� NXUXOXúODUÕQÕQ� GÕúWDQ� JHOHQ� KHU� W�UO�� HWNL\H�
NDUúÕ� GX\DUVÕ]� NDOPDVÕQÕ� �� NDPX� NXUXP� YH� NXUXOXúODUÕQÕQ� oR÷X� LúOHP� YH�
H\OHPOHULQLQ� GÕúWDQ� J|U�OHPHPHVLQL� YH� DOÕQDQ� NDUDUODUÕQ� JHUHNoHOHULQLQ�
DoÕNODQPDPDVÕQÕ� LIDGH� HGHUNHQ� JL]OLOLN� �� \|QHWLPGHNL� ELOJL� �� EHOJH� YH� GL÷HU�
YHULOHULQ� DoÕNODQPDPDVÕ� DQODPÕQGD� NXOODQÕOÕU�13 Türkiye’de kamu bürokrasisi , 

gizlilik� YH� YDWDQGDúD� NDUúÕ� NDSDOÕOÕN� IHOVHIHVLQH� J|UH� |UJ�WOHQPLúWLU� Kanunlar , 

JL]OLOLN� YH� GHYOHW� VÕUUÕ� NDYUDPODUÕQÕQ� QDVÕO� DQODúÕOPDVÕ� JHUHNWL÷L� NRQXVXQGD�
\|QHWLFLOHUH�JHQLú�ELU�WDNGLU�\HWNLVL�WDQÕPDNWDGÕU� Bu durum , kamu kurumlaUÕQGD�
\ROVX]OXN� YH� LVWLVPDUODUD� RUWDP� KD]ÕUODPDNWD� YH� YDWDQGDúÕ� E�URNUDVL� NDUúÕVÕQGD�
J�oV�]�GXUXPD�G�ú�UPHNWHGLU�14  

 

6. .XUDOFÕOÕN�YH�6RUXPOXOXNWDQ�.açma 

 

 hONHPL]GH�NDPX�\|QHWLPL�VLVWHPL���KDOND�J�YHQ�HVDVÕQD�GD\DOÕ�ROPD\ÕS���
RQXQ�VXo�LúOH\HFH÷L�YH\D�GHYOHWL�DOGDWDFD÷Õ�DQOD\ÕúÕQD�GD\DOÕ�RODUDN�NXUXOPXúWXU� 
'ROD\ÕVÕ\OD� \|QHWLP� \DSÕVÕ� YH� LúOH\Lú� V�UHoOHUL� �� KDONÕQ� \DNÕQGDQ� � NRQWURO�
HGLOPHVLQL� HVDV� DODQ� D\UÕQWÕOÕ� NXUDOODUD� ED÷ODQPÕúWÕU� Kamu görevlileri 

sorumluluktan kurtulmak için halka hizmet etmek yerine bu kurallara uygun 

davranmaya özen göstermektedir. %X�GXUXP���ELU�WDUDIWDQ�LúOHULQ�D÷ÕU�\�U�PHVLQH�
QHGHQ� ROXUNHQ� �� GL÷HU� WDUDIWDQ� NDPX� J|UHYOLOHULQL� ELU� KL]PHWL� \HULQH� JHWLUPHN�
LVWHPHGLNOHUL� ]DPDQ� �� PHY]XDWD� GD\DOÕ� PD]HUHWOHU� �UHWPH\H� \|QHOWPHNWHGLU� 
Bunun sonXFXQGD���\|QHWLP�PHNDQL]PDVÕ�WÕNDQPÕú���LúOHU�GXUPD�QRNWDVÕQD�JHOPLú�
�� KDON� �� LúLQL� J|UG�UHELOPHN� LoLQ� PHPXUD� U�úYHW� YHUPHN� \DGD� DUDFÕ� EXOPDN�
]RUXQGD�NDOPÕúWÕU�15  

 

 

                                                
13�0XVD�(.(1� �� ³�.DPX�<|QHWLPLQGH�*L]OLOLN�*HOHQH÷L� YH�$oÕNOÕN� øKWL\DFÕ� ´� � $PPH� øGDUHVL�
Dergisi���&LOW��������6D\Õ�������+D]LUDQ��������V���� 
14 ÇUKURÇAYIR –�6ø3$+ø���D�J�P����V����� 
15 ÇUKURÇAYIR –�6ø3$+ø���D�J�P����V���� 
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7. Siyasal Kültür ve Siyasal <DSÕGDNL�<R]ODúPD 

 

 7�UNL\H¶QLQ� VL\DVDO�\DSÕVÕ� J|U�QW�� LWLEDUL\OH�\DVDO� RODUDN� oDOÕúDQ�modern 

bir izlenim vermektedir. $QD\DVD���\DVDODU� ��NDPX�E�URNUDVLVL�YH�ED÷OÕ�NXUXPODU�
PHYFXWWXU� YH� G�]HQOL� RODUDN� IDDOL\HWWH� EXOXQPDNWDGÕU� $QFDN� �� \DVDODUÕQ� DNÕO�
\�U�W�OHUHN� ��KHU�YDWDQGDúD�HúLW�RODUDN�X\JXODQPDVÕ�V|]�NRQXVX�GH÷LOdir. Siyasal 

LNWLGDU� LoLQ� OL\DNDW� �� HúLWOLN� �� HWNLQOLN� GH÷LO� siyasal otoriteye sadakat en önemli 

GH÷HUGLU� <RNVD� �� \DVDODUD� X\JXQ� GDYUDQPDN� �� NRQXVXQXQ� YH� PHVOH÷LQLQ� HKOL�
ROPDN� �� JLEL� OL\DNDWD� GD\DOÕ� |Oo�WOHU� |]HOOLNOH� �VW� G�]H\� NDPX� E�URNUDWODUÕQGD�
aranan�|QFHOLNOL�QLWHOLNOHU�GH÷LOGLU� $PLULQ�HPULQH�X\JXQ�GDYUDQÕú�\DVD\D�X\JXQ�
GDYUDQÕúWDQ� GDKD� E�\�N� |QHPH� VDKLS� EX� RUWDPGD� yasa� GH÷LO emir X\JXODPDQÕQ�
WHPHOLQL�ROXúWXUXU� 7�P�NDUDUODUÕQ��VW�Q�HPULQH�EÕUDNÕOGÕ÷Õ�ELU�E�URNUDWLN�\DSÕGD���
HQ��VW�PDNDPÕQ�NDUDUÕQÕQ�KLoELU�ND\GD�YH�VÕQÕUD� WDEL�ROPDNVÕ]ÕQ�DOÕQGÕ÷Õ�YH� W�P�
DVWODU� WDUDIÕQGDQ� X\JXODQPD\D� NRQXOGX÷X� ELU� RUWDP� E�URNUDWÕQ� \DúDQWÕVÕQÕ� KHP�
NROD\ODúWÕUÕFÕ� YH� KHP� GH� \R]ODúWÕUÕFÕ� QLWHOLNWHGLU� %X� GXUXPGD� KL\HUDUúLN�
|UJ�WOHQPH� HWNLQ� ELU� oDOÕúPD� J|U�QW�V�� GH� oL]PLúWir. $QFDN� �� DUWÕN� EX� QLWHOLNOL�
E�URNUDVL� J|UG�÷�� LúOHYOHU� QHGHQL\OH� \DVDODUÕQ� DNÕOFÕ� X\JXODPD� DUDFÕ� ROPD\ÕS� ��
HPLUOHULQ� VDGDNDWOH� LIDVÕ� DUDFÕ� KDOLQH� G|Q�ú�U�16� .H\IL� WXWXP� YH� GDYUDQÕúODU� ��
NHQGLQL� DVWODUÕQ� �]HULQGH� J|UPH� KHYHV� YH� DOÕúNDQOÕ÷Õ� �� NDPX� \|QHWLPL üzerinde 

GHYDPOÕ�ELU�EDVNÕ�XQVXUXGXU�17
      

 

B.  .DPX�6HNW|U�P�]�Q�.DOLWH�6RUXQODUÕ� 
 

 %XJ�Q� �� NDPX� \|QHWLPL� VLVWHPLPL]LQ� NDOLWH\H� LOLúNLQ� VRUXQODUÕ� HOH�
DOÕQGÕ÷ÕQGD� �� EX� VRUXQODUÕQ� HQ� |QHPOLVLQL� KL]PHW� NDOLWHVLQH� LOLúNLQ� RODQODU�

                                                
16�(UVLQ�.$/$<&,2ö/8���³�Sivil Toplum ve Neopatrimonyal Siyaset ” , Der : E. Fuat KEYMAN 
–� $OL� <DúDU� 6$5,%$<� ��Global –Yerel Eksende Türkiye� �� %LULQFL� %DVÕP� ��$/)$�%DVÕP�<D\ÕP�
'D÷ÕWÕP�6DQD\L�YH�7LFDUHW��/WG���ùWL����øVWDQEXO�����������V������     
17�*DOLS�'(0ø5(/���³�0�ONL�øGDUH�$PLUOL÷LQLQ�%XJ�QN��'XUXPX�´����Yeni Türkiye Dergisi 
�<|QHWLPGH�<HQLGHQ�<DSÕODQPD�g]HO�6D\ÕVÕ���6D\Õ�������0D\ÕV�– Haziran 1995 , s. 222   
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ROXúWXUPDNWDGÕU� HL]PHW� DOÕFÕVÕ� NRQXPXQGDNL� GÕú� P�úWHUL� RODQ� \XUWWDú� �� ELUoRN�
NDPX� NXUXOXúXQGDQ� NDOLWHOL� YH� KÕ]OÕ� KL]PHW� DODPDGÕ÷ÕQÕ� GLOH� JHWLUPHNWHGLU� 
g]HOOLNOH� NDPX� \|QHWLPLQGHNL� E�URNUDWLN� \DSÕQÕQ� KDQWDOOÕ÷Õ� QHGHQL\OH� �� oR÷X�
]DPDQ� WHN� ELU� Lú� QLWHOL÷LQGHNL� ELU� IDDOL\HW� oHúLWOL� ELULPOHU� DUDVÕQGD� E|O�QP�ú�
GXUXPGDGÕU� 'ROD\ÕVÕ\OD�EX�W�U�|UQHNOHU���LúOHUL�\DYDúODWDQ���PDOL\HWL�DUWÕUÕS�KL]PHW�
NDOLWHVLQL�G�ú�UHQ�KDQWDO�ELU�E�URNUDVL�\DUDWPDNWDGÕU� $\QÕ� ]DPDQGD�|UJ�WOHQPH�
DoÕVÕQGDQ� NRQX� HOH� DOÕQGÕ÷ÕQGD� �� J|UHY� ELOLQFLQLQ� \HWHULQFH� JHOLúPHPLú� ROPDVÕ�
GDQÕúPD\D� YH� X]PDQOÕ÷D� JHUHNHQ� LOJLQLQ� J|VWHULOPHPHVL� ��PHUNH]L\HWoL� \|QHWLP�
H÷LOLPL���LOHWLúLPGH�DúÕUÕ�E�URNUDWLN�H÷LOLPOHU���GH÷LúLP�YH�JHOLúPHOHUH�]DPDQÕQGD�
X\XP� VD÷OD\DPD\DQ� ELU� \|QHWLP� DQOD\ÕúÕ� �� H÷LWLPVL]� NDODQ� SHUVRQHOLQ� GH÷LúLPH�
NDUúÕ�GLUHQFL�JLEL�VRUXQODU�GD�|UJ�W�oDOÕúDQODUÕ�\DQL�Lo�P�úWHULOHU�DoÕVÕQGDQ�oHúLWOL�
VRUXQODUÕ� ROXúWXUPDNWDGÕU� Keza içsel güdülenmeyi en fazla etkileyen unsur , 

EDúDUÕQÕQ� YXUJXODQPDVÕ� YH� JHOLúWLULOPHVL� �� EDúDUÕVÕ]OÕ÷ÕQ� J|]� DUGÕ� HGLOPHVL�
ROPDVÕQD� NDUúÕQ� �18 657 sayÕOÕ� 'HYOHW� 0HPXUODUÕ� .DQXQX¶QGD� FH]D� PDGGHOHUL�
VD\IDODU�GROXVX�LNHQ�|G�OOHQGLUPH�WHN�PDGGH�KDOLQGH�G�]HQOHQPLúWLU��19   

 +XNXNL�VRUXQODU�GD���NDOLWH�VRUXQX�RODUDN�HOH�DOÕQPDVÕ�JHUHNHQ�ELU�NRQXGXU� 
0RGHUQ�\|QHWLPOHUGH���\|QHWLP�KXNXND�ED÷OÕ�ROXS���KXNXNXQ��VW�QO�÷��YH�KXNXND�
X\JXQOXN� �� \|QHWLPLQ� KHU� DODQÕQGD� YH� G�]H\LQGH� �� E�W�Q� H\OHP� YH� LúOHPOHULQGH�
VD÷ODQPDVÕ�WHPHO�YH�YD]JHoLOPH]�ELU�LONH�RODUDN�NDEXO�HGLOPHNWHGLU� %X�ED÷ODPGD�
GHYOHW� J�F�Q�� �� �ONHGH� KXNXN� GHYOHWLQL� HJHPHQ� NÕOPDNWDQ� YH� HWNLQ� ELU� DGDOHW�
kurumXQXQ� DOW\DSÕVÕQÕ� �UHWPHNWHQ� DOPDNWDGÕU� $QFDN� �ONHPL]� JLEL� JHOLúPHNWH�
RODQ�ELUoRN��ONHGH�RUWDN�VRUXQ���\DVDPD�YH�\DUJÕ�J|]HWLPLQLQ�\HWHUVL]�ROPDVÕGÕU� 
<DVD� NR\XFXODU� ELOJL� VÕNÕQWÕVÕ� oHNPHNWHGLUOHU� <LQH� \DVDODUD� GX\XODQ� VD\JÕ� YH�
RQODUÕ�X\JXODPD\D�\|QHOLN�WXWXPODU�ROGXNoD�JHYúHNWLU� 
 .DOLWH\H�LOLúNLQ�GL÷HU�ELU�VRUXQ�GD�PHúUXL\HW�VRUXQXGXU� Kamu yönetiminin 

YDUOÕ÷ÕQÕ� YH� HWNLQOLNOHULQL� PHúUX� NÕODQ� HQ� |QHPOL� LNL� HWNHQ� �� NDPX� \|QHWLPLQLQ�
YDUOÕ÷ÕQÕ� YH� HWNLQOLNOHULQL� GD\DQGÕUGÕ÷Õ� \DVDODUOD� KDONÕQ� \|QHWLPH� GX\GX÷X�
güvendir. Bu çerçevede kamu yönetimine güveni sarsan nedenler , genel olarak 

\|QHWLPLQ� NDPX� \DUDUÕQD� D\NÕUÕ� WXWXP� �� LúOHP� YH� H\OHPOHULGLU� Ülkemizde ise , 
                                                
18�øEUDKLP�.$95$.2ö/8���Toplam Kalite Yönetimi , Kalder�<D\ÕQODUÕ���øVWDQEXO����������V����� 
19 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , dD÷GDú�<HUHO�<|QHWLPOHU�'HUJLVL , 
&LOW������6D\Õ�������0DUW��������V������ 
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GHPRNUDWLN�UHMLPLQ�PHúUXL\HWLQL�GDKD�oRN�KÕ]OÕ�NDUDU�DODELOPH�YH�NDPX�G�]HQLQL�
VD÷ODPDGDNL� J�oO�NOHU� etkilemektedir. %XQODUD� DGDOHWLQ� LúOHPHPHVL� LOH� VL\DVL� YH�
HNRQRPLN�\ROVX]OXNODUÕQ�|QOHQHPHPHVL�HNOHQHELOLU� 
 .DPX�\|QHWLPL�VLVWHPLPL]GH�YDURODQ�NDOLWH�VRUXQODUÕQÕQ�oHúLWOHQGLULOPHVL�
YH� JHQLúOHWLOPHVL� P�PN�QG�U�20 EFQM’den en fazla ödül alan ülke , Türkiye 

oOPDVÕQD� NDUúÕQ� �� �ONHPL]GH� KDOD� NDOLWH� DGDFÕNODUÕ� YDU� DPD� NDOLWH� NÕWDVÕ� KHQ�]�
yoktur.21         

 

C.  Türkiye’de Yerel Yönetimler���0DKDOOL�øGDUHOHU��  
 

 0DKDOOL�øGDUHOHU���LO���EHOGH�YH�N|\�JLEL�EHOOL�ELU�\HUGH�RWXUDQODUÕQ���\HUHO�YH�
RUWDN� LKWL\DoODUÕQÕ� NDUúÕODPDN� �]HUH� �� PHUNH]L� LGDUHQLQ� GÕúÕQGD� �� GHYOHWWHQ� D\UÕ�
W�]HO�NLúLOLNOHUL�EXOXQDQ���EHOOL�ELU�|]HUNOL÷H�VDKLS�RODQ���RUJDQODUÕ�PDKDOOL�VHoLPOH�
Lú�EDúÕQD�JHOHQ�NDPX�NXUXOXúODUÕGÕU�22 

 hONHPL]GH� �� W�P� KXNXNL� QLWHOLNOHUH� VDKLS� PDKDOOL� LGDUHOHULQ� NXUXOPDVÕ�
CuPKXUL\HW� G|QHPLQGH� JHUoHNOHúPLúWLU�23 Yerinden yönetim sisteminin belli bir 

\|UH� LWLEDUL\OH� X\JXODQPDVÕ� VRQXFX� RUWD\D� oÕNDQ� \HUHO� \|QHWLPOHU� $QD\DVD¶QÕQ�
����� PDGGHVLQH� J|UH� ³«LO� �� EHOHGL\H� YH� N|\� KDONÕQÕQ� PDKDOOL� P�úWHUHN�
LKWL\DoODUÕQÕ�NDUúÕODPDN��]HUH�NXUXOXú�HVDVODUÕ�NDQXQOD�EHOLUWLOHQ�YH�NDUDU�RUJDQODUÕ�
JHQH�NDQXQOD�J|VWHULOHQ���VHoPHQOHU�WDUDIÕQGDQ�ROXúWXUXODQ�NDPX�W�]HONLúLOHUL�«�´�
RODUDN�WDQÕPODQPDNWDGÕUODU��%X�WDQÕPGDQ�GD�DQODúÕOGÕ÷Õ��]HUH�\HUHO�\|QHWLPOHU���LO�
, belediye ve köy idareleri olmak üzere üç türdür. 24 Ancak bunlar içerisinde , ülke 

LoHULVLQGHNL�\HUL�YH�\HULQH�JHWLUGL÷L�IRQNVL\RQ�EDNÕPÕQGDQ�|QHP�WDúÕ\DQ�NXUXOXú���
belediyelerdir. d�QN��LO�|]HO�LGDUHOHUL�YH�PXKWDUOÕNODU���JHQHOGH�PHUNH]L�\|QHWLPLQ�
DGHWD� ELU� KL\HUDUúLN� NDGHPHVL� GXUXPXQGD� LúOHY� J|VWHUPH� |]HOOL÷LQH� E�U�QP�ú�

                                                
20 ÇUKURÇAYIR –�6ø3$+ø���D�J�P����V����-44  
21 Hasan SUBAù,���5|SRrtaj , Önce Kalite Dergisi���6D\Õ�������<ÕO������Ocak 2005 , s. 16   
22 Kemal GÖZLER , øGDUH�+XNXNX���%LULQFL�%DVÕP���(NLQ�.LWDEHYL�<D\ÕQODUÕ���&�,���%XUVD����������
s. 287   
23�+DOLO�1$'$52ö/8���0DKDOOL�øGDUHOHU���%HWD�<D\ÕQÕ���øVWDQEXO����������V������  
24 GÜNDAY , a.e. , s.419  
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GXUXPGD� ROXS� �� JLWWLNoH�PHUNH]L� \|QHWLPOH� |]GHúOHúPLú� ELU� |]HOOLN� LoLQH� JLUPLú�
GXUXPGDGÕU�25    

 

����øO�Özel ødaresi  

              

 0HUNH]L�LGDUHQLQ�WDúUD�|UJ�W��RODQ�LO���D\QÕ�]DPDQGD�ELU�\HUHO�\|QHWLPGLU� 
Yerel yönetim olarak�LO���PHUNH]L�LGDUHGHQ�WDPDPHQ�D\UÕ�ROXS���GHYOHW�W�]HONLúLOL÷L�
GÕúÕQGD�D\UÕ�ELU�W�]HONLúLOL÷H�VDKLSWLU�26 

 øO�|]HO�LGDUHVL���ELU�PDKDOOL�LGDUH�RODUDN����0DUW���������������WDULKOL�øGDUHL�
8PXPL\HL�9LOD\HW�.DQXQX�0XYDNNDWÕ�LOH�RUWD\D�oÕNPÕúWÕU� Kanunu Muvakkat , II. 

0HúUXWL\HW�YH�|]HOOLNOH�&XPKXUL\HW�G|QHPLQGH�SHN�oRN�GH÷LúLNOLNOHUH�X÷UDPDVÕQD�
UD÷PHQ� �� EXJ�Q� KDOD� \�U�UO�NWH� EXOXQPDNWDGÕU� .DQXQX� 0XYDNNDWÕ� J�Q�Q�
NRúXOODUÕQD� X\GXUPDN� DPDFÕ\OD� ���0D\ÕV� ����� WDULK� YH� ����� VD\ÕOÕ� NDQXQ� LOH� ��
ED]Õ�GH÷LúLNOLNOHU�\DSÕOPÕú�YH�EX�DUDGD�.DQXQX�0XYDNNDWÕQ�DGÕ�GD�øO�g]HO�øGDUHVL�
.DQXQX�RODUDN�GH÷LúWLULOPLúWLU�27 

 øO� |]HO� LGDUHOHUL� oRN� |QHPOL� J|UHY� YH� \HWNLOHUH� VDKLS� ROPDNOD� ELUOLNWH� EX�
görev ve yetkilerinin çok büyük bir bölümünü yeterli mali kaynaktan yoksun 

ROGXNODUÕ� LoLQ� PHUNH]L� LGDUH\H� EÕUDNPÕú� GXUXPGDGÕUODU� Bu durum yerel 

GHPRNUDVLQLQ�JHOLúPHVLQL�HQJHOOHPHNWHGLU� .H]D�LO�|]HO�LGDUHVLQLQ�EDúÕQGD�GHYOHW�
PHPXUX�RODQ�ELU�YDOLQLQ�EXOXQPDVÕ�RQXQ�|]HUNOL÷LQL�D]DOWPDNWDGÕU�28     

  

2. Köy�ødaresi   

   

 Köy idareleri , en eski yerel yönetim birimleridir. Küçük bir alanda 

\HUOHúHUHN�WRSOX�ELU�ELoLPGH�\DúD\DQ�N|\O�OHU�WDULKLQ�HQ�HVNL�G|QHPOHULQGHQ�EHUL�
LKWL\DoODUÕQÕ� NDUúÕODPDN� �]HUH� �� GHYOHW� WHúNLODWÕQGDQ� D\UÕ� ELU� WHúNLODW� PH\GDQD�
JHWLUPLúOHUGLU� Bununla birlikte köylerin kamu tüzeONLúLOL÷LQH� VDKLS� ELU� \HUHO�

                                                
25�d(9ø.%$ù���D�J�P����V����� 
26 GÜNDAY , a.e. , s. 419 
27 GÜNDAY , a.e. , s. 420 
28�*g=/(5���øGDUH�+XNXNX�'HUV�1RWODUÕ���V�����– 85  
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\|QHWLP�RODUDN�NXUXOPDODUÕ�&XPKXUL\HWLQ� LON�\ÕOODUÕQD� UDVWODPDNWDGÕU�29 Köyler , 

��������������WDULK�YH�����VD\ÕOÕ�N|\�NDQXQX�LOH�G�]HQOHQPLúWLU�30  

  

3.  Belediye  

               

 %HOHGL\HOHU� �� ELU� EHOGHQLQ� YH� EHOGH� KDONÕQÕQ� \HUHl nitelikteki ortak ve 

PHGHQL�JHUHNVLQLPOHULQL�G�]HQOHPHN�YH�NDUúÕODPDN�DPDFÕ\OD�KL]PHW�J|UHQ�NDPX�
W�]HONLúLOHULGLU� %HOHGL\HOHU� �� LO� |]HO� LGDUHOHULQLQ� WHUVLQH� �� LQVDQODUÕQ� WRSOXFD�
RWXUGXNODUÕ�EHOLUOL�YH�VÕQÕUOÕ�\HUOHULQ�LGDUH�ELULPOHULGLU�31 

   Temeli ��øVWDQEXO¶XQ�%H\R÷OX�YH�*DODWD�\|UHVLQGH�GHQHPH�QLWHOL÷LQGH�ELU�
EHOHGL\H� úXEHVL� NXUXOXúXQD� NDGDU� JLGHQ� EXJ�QN�� EHOHGL\H� VLVWHPLPL]� ��
&XPKXUL\HW�G|QHPLQH�2VPDQOÕ�'HYOHWLQGHQ�DNWDUÕODQ�����EHOHGL\H�LOH�JLUPLú�32 , 

�����\ÕOÕQGD�EX�VD\Õ\Õ�����¶\D�\�NVHOWPLúWLU��33 Belediyeler , 3 Nisan 1930 tarih 

YH������VD\ÕOÕ�%HOHGL\H�.DQXQX�LOH�G�]HQOHQPLú�EXOXQPDNWDGÕU�34                            

 ����� \ÕOÕQGD� EHOHGL\H� VÕQÕUODUÕ� LoLQGH� ELUGHQ� oRN� LOoH� VÕQÕUÕ� EXOXQDQ�
úHKLUOHUGH� E�\�N� úHKLU� EHOHGL\HVL� LVPLQL� WDúÕ\DQ� \HQL� ELU� \HUHl yönetim modeli 

ROXúWXUXOPXúWXU�� ����� VD\ÕOÕ� EX� \DVD� E�\�N� úHKLU� EHOHGL\HOHULQLQ� NXUXOXú� YH�
LúOH\LúLQL�G�]HQOHPHNWHGLU� %XJ�Q����DGHW�E�\�N�úHKLU�EHOHGL\HVL�YDUGÕU�35      

 

D. Türkiye’de BelediyeOHULQ�6RUXQODUÕ� 
 

 hONHPL]GHNL�\HUL�YH�\HULQH�JHWLUGL÷L�IRQNVL\RQ�GLNNDWH��DOÕQGÕ÷ÕQGD���\HUHO�
\|QHWLPOHU� LoHULVLQGH� EHOHGL\HOHULQ� oRN� FLGGL� SUREOHPOHUH� � VDKLS� ROGX÷X�
J|]OHQPHNWH�YH�EHOHGL\HOHULQ�\DúDGÕ÷Õ� VRUXQODUÕ� �G�]HOWLFL�oDOÕúPDODUÕQ�DFLOHQ�YH�
|QFHOLNOH�EDúODWÕOPDVÕ�JHUHNPHNWHGLU��7�UNL\H¶GH�EHOHGL\HOHULQ�\DúDGÕ÷Õ�HQ�|QHPOL�
VRUXQODU�úXQODUGÕU� 
                                                
29 GÜNDAY , a.e. , s. 457  
30�*g=/(5���øGDUH�+XNXNX�'HUV�1RWODUÕ���V����� 
31 GÜNDAY , a.e. , s. 432 - 433  
32�0XVWDID�g.0(1���³<HUHO�<|QHWLPOHUGH�g]HUNOLN�(÷LOLPOHUL���$YUXSD�YH�7�UNL\H´���3$5LAK – 
ÖZGÜR  , a.e. , s. 105   
33�*g=/(5���øGDUH�+XNXNX���&�����V������ 
34 GÜNDAY , a.e. , s. 433  
35�*g=/(5���øGDUH�+XNXNX�'HUV�1RWODUÕ���V����� 
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1. Mali  Kaynak  SÕNÕQWÕVÕ� 
 

 0DOL� ND\QDN� VÕNÕQWÕVÕ� EHOHGL\HOHULQ� HQ� |QHPOL� VRUXQXGXU� Belediyeler 

içinde küçük belediyelerin durumu daha da kötüdür. Küçük belediyelerin ortalama 

JHOLUL� EHOHGL\H� JHOLUOHUL� RUWDODPDVÕQÕQ� ���¶L� GROD\ÕQGDGÕU�� �� 7�UNL\H¶GHNL�
EHOHGL\HOHULQ�����¶WDQ�ID]ODVÕQÕQ�Q�IXVX�����¶GHQ�D]GÕU���36    

 Türkiye’de hem devlet gelLUOHULQGHQ�DOÕQDQ�SD\ODU� �� KHP�GH�EHOHGL\HOHULQ�
|]� JHOLUOHUL� �� X\JXODPDGD� �� EHOHGL\HOHULQ� \DSWÕ÷Õ� J|UHY� YH� KL]PHWOHU� LoLQ� J�Q�Q�
NRúXOODUÕQD�J|UH�\HWHUVL]�NDOPDNWD�YH�EHOHGL\HOHUL�|]HUN�NXUXPODU�RODUDN�GHYOHWH�
NDUúÕ� ED÷ÕPOÕ� GXUXPD� VRNDUDN� LúOHYOHULQL� WDP� YH� \HWHUOL� ELU� úHNLOGH� \HULQH�
getirmelerini engellemektedir.37 

 

2. Nitelikli  Personel  ENVLNOL÷L� 
 

 .DPX�KL]PHWOHULQGH�oDOÕúPD�NRúXOODUÕQGDNL�L\LOHúWLUPHOHU���|UQH÷LQ�NDUL\HU�
JHOLúWLUPH� �� SHUVRQHO� JHOLúLPL� �� \HWHUOL� �FUHW� YH� LQVDQ� ND\QDNODUÕ� \|QHWLPL�
uygulamalaUÕ� HWLNVHO� GDYUDQÕúD� \RO� DoDQ� � ELU� RUWDP� \DUDWPDNWDGÕU� Bu anlamda 

WHPHO�SUHQVLSOHULQ�NXOODQÕOPDVÕ� �� OL\DNDW� LONHVL� ��HOHPDQ�DOÕQÕUNHQ�EX� LONHQLQ�J|]�
|Q�QGH�EXOXQGXUXOPDVÕ�YH�WHUILOHULQ�EX�GR÷UXOWXGD�\DSÕOPDVÕ�NDPX�KL]PHWOHULQLQ�
daha verimli ve etkin gerçeNOHúPHVLQH� QHGHQ� ROPDNWDGÕU�38Ancak ülkemizde 

\|QHWVHO� YH� � VL\DVDO� ND\JÕODUOD� QLWHOLNVL]� HOHPDQÕQ� LúH� DOÕQPDVÕ� JHUHNOL� QLWHOLNWH�
HOHPDQODUÕQ�LVWLKGDP�HGLOPHVLQL�]RUODúWÕUPDNWD�YH�oD÷GDú�\|QHWLP�WHNQLNOHULQGHQ�
\HWHULQFH� \DUDUODQÕOPDVÕQÕ� J�oOHúWLUPHNWHGLU� Ça÷GDú� \|QHWLP� WHNQLNOHULQLQ�
X\JXODQPDPDVÕ� �� X\JXODQDPDPDVÕ� VRQXFX� ]DWHQ� NÕVÕWOÕ� RODQ� ND\QDNODU� \DUDUOÕ�
ELoLPGH�NXOODQÕODPDPDNWDGÕU� 39   

                                                
36 Turgay UZUN-+�VH\LQ� .857� �� ³$YUXSD� %LUOL÷L¶QH� *LULú� 6�UHFLQGH� 7�UNL\H¶GH� <HUHO�
<|QHWLPOHU�YH�6RUXQODUÕ�´����3$5LAK – ÖZGÜR  , a.e. , s. 89     
37�d(9ø.%$ù���D�J�P����V����� 
38 ÖZTÜRK-&2ù.81���D�J�P���V������ 
39 UZUN-KURT , a.e. ,s. 87  
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 %HOHGL\HOHUGH� E�WoH� LPNDQODUÕQÕQ� \HWHUVL]OL÷LQGHQ� SHUVRQHO� VRUXQODUÕ�
\DúDQPDNWDGÕU�� .�o�N� EHOHGL\HOHULQ� �� ��¶LQGH� KLoELU teknik eleman yoktur. 

2UWDODPD�ELU�N�o�N�EHOHGL\HGH�SHUVRQHO� VD\ÕVÕ� ���GROD\ÕQGDGÕU� %XQODUÕQ� H÷LWLP�
G�]H\L� GH� oRN� G�ú�NW�U�� 0DOL� ND\QDN� YH� SHUVRQHO� \HWHUVL]OL÷L� QHGHQL\OH� ��
belediyeler kendilerine yüklenen görevleri ya hiç yapamamakta veya yetersiz 

olaraN�\�U�WPHN�GXUXPXQGD�NDOPDNWDGÕU� 40 

 

3. Demokratik Niteliklerin YHWHUVL]OL÷L� 
 

 +DONÕQ� LVWHN� YH� EHNOHQWLOHULQLQ�NDPXVDO� RWRULWH\H� \DQVÕPDVÕ�\ROXQGD� �� HQ�
NÕVD� YH� JHUoHNoL� LúOHY� J|UHQ�NXUXP� �� \HUHO� \|QHWLPOHUGLU�41�hONHPL]GH� LVH� GL÷HU�
\HUHO�\|QHWLP�NXUXPODUÕ�JLEL�EHOHGL\HOHU�GH�GHPRNUDWLN�QLWHOLNOHUL� LWLEDUL\OH�ED]Õ�
HNVLNOLNOHUH� VDKLSWLU�<HUHO� KDONÕQ� EHOHGL\H� \|QHWLPLQH� NDWÕOÕPÕ� VÕQÕUOÕGÕU�42 

%HOHGL\H�LOH�KDONÕQ�HQ�\DNÕQ�HWNLOHúLPL�\DOQÕ]FD�R\�YHUPH�VÕUDVÕQGD�NHQGLQL�EHOOL�
HWPHNWH� YH� GDKD� VRQUD� EX� LOLúNL� JLGHUHN� \R÷XQOX÷XQX� D]DOWPDNWDGÕU�43 Keza 

�ONHPL]GH�EHOHGL\H�\|QHWLPLQGH�DoÕNOÕN�LONHVLQH�\HWHULQFH�X\XOPDPDNWDGÕU�44 

 

4. ùHNOL�'enetim 

 

 7�UNL\H¶GH�YHVD\HW�GHQHWLPL���\HUHO�\|QHWLP�ELULPOHULQLQ�NDUDUODUÕ���H\OHP�
YH� LúOHPOHUL� �� RUJDQODUÕ� YH� SHUVRQHOL� �]HULQGH� �� RQD\ODPD , erteleme veya 

geciktirme , iptal veya bozma , yerine geçme ve önceden izin alma gibi hemen her 

NRQXGD�\HUHO�\|QHWLP�|]HUNOL÷LQL�]HGHOH\LFL�úHNLOGH�X\JXODQPDNWDGÕU� Türk yerel 

yönetimleri üzerinde uygulanan vesayet denetimi , esas itibariyle , belediyeler 

�]HULQGH� \R÷XQOXN� J|VWHUPHNWHGLU� g]HUN� \HUHO� \|QHWLP� G�ú�QFHVLQH� \HU�
YHULOPHGHQ� \DSÕODQ� GHQHWLP� �� VDGHFH� PHUNH]L� LGDUHQLQ� LVWHNOHUL� �� \DQL� NDQXQ�
K�N�POHULQH� X\JXQOX÷X� VDSWDPD\D� \DUDU� ELU� GHQHWLP� RODJHOPHNWHGLU� $\UÕFD�
                                                
40 UZUN-KURT , a.e. ,s. 89   
41 Metin KAZANCI , “ Yerel Yönetimler Üzerine Birkaç Not ” , $PPH�øGDUHVL�'HUJLVL , Cilt :16 , 
6D\Õ����� , $UDOÕN��������V����-50   
42 UZUN-KURT , a.e. , s. 89  
43�d(9ø.%$ù���D�J�P����V������ 
44 UZUN-KURT , a.e. , s. 89    
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Türkiye’de vesayet denetimi kanunlaUOD� VRQ� GHUHFH� D\UÕQWÕOÕ� ELU� ELoLPGH�
G�]HQOHQPLúWLU� 9HVD\HW�GHQHWLPL���ID]OD�D\UÕQWÕOÕ�ROPDVÕ�VRQXFXQGD�KL\HUDUúLN�ELU�
GHQHWLPH� G|Q�úHUHN� �� ELoLPVHO� ROPDNWDQ� |WH\H� JLGHPHPHNWH� YH� HWNLVL]�
NDOPDNWDGÕU� 6ÕNÕ� ELU� PHUNH]L� GHQHWLP� DOWÕQGD� WXWXODQ� \HUHO� \|QHWLP� birimleri , 

KDONWD�\DSÕFÕ�YH�DWÕOÕPFÕ�ELU�NDWÕOÕP�J�G�V��\DUDWPDGÕ÷Õ�LoLQ�EHNOHQHQ�HWNLQOLNWHQ�
\RNVXQ�NDOPDNWDGÕU�45 

 

E. Belediyelerde Kalite 

 

 <HU\�]�QGH�WRSOXOXNODU�ROXúWXUDUDN�\DúDPODUÕQÕ�V�UG�UHQ�LQVDQODU���WDULKVHO�
V�UHo� LoLQGH� X\JDUODúDUDN� WRSOX� \DúDP� DODQODUÕ� YH� NHQWOHU� NXUPXúODUGÕU� Kentsel 

\DúDPGD� LQVDQODU� �� GR÷XPODUÕQGDQ� |O�POHULQH� NDGDU� �� V�UHNOL� RODUDN� PHUNH]L�
LGDUHQLQ� \DQÕ� VÕUD� \HUHO� \|QHWLP� NXUXP� YH� NXUXOXúODUÕQÕQ� VXQGXNODUÕ� NDPXVDO�
KL]PHWOHUGHQ�GH�\DUDUODQPÕúODUGÕU� Günümüzde bilim ve teknoloji hÕ]OD�JHOLúPLú���
LQVDQODUÕQ� \DúDP� VWDQGDUWODUÕ� YH� H÷LWLP� G�]H\OHUL� KÕ]OD� \�NVHOPLú� YH� NDPX�
KL]PHWOHULQGHQ� EHNOHQHQ� NDOLWH� G�]H\OHUL� GH� DUWPÕúWÕU�� %X� DUWDQ� NDOLWH� LVWHPi 

NDUúÕVÕQGD� �� \HUHO� NDPX� NXUXP� YH� NXUXOXúODUÕ� GD� NHQGLOHULQL� J�Q�Q� NRúXOODUÕQD�
göre yenilHPHN�YH�JHOLúWLUPHN�]RUXQGD�NDOPÕúODUGÕU�46  

 %HOHGL\HOHU�EHOGH���LOoH�YH�LOOHUGH�\DúD\DQ�LQVDQODUÕQ�\DúDPODUÕQÕ�VD÷OÕNOÕ���
G�]HQOL� YH� PXWOX� NÕOPDN� LoLQ� KL]PHWOHU� �UHWLUOHU� %HOHGL\HOHU� LúOHYOHUL� JHUH÷L�
hizmet sektörü � �� E�URNUDWLN� DoÕGDQ� YH� NDPXR\XQX� LOJLOHQGLUGL÷L� LoLQ� kamu 

sektörü � RODUDN� VÕQÕIODQGÕUÕOPDVÕQD� NDUúÕQ� KDONÕQ� R\ODUÕ\OD� KDOND� NDOLWHOL� KL]PHW�
VXQPD���\RO���VX���NDQDOL]DV\RQ���JD]���SDUN���WHPL]OLN���JÕGD���VD÷OÕN�N�OW�UHO�DOW\DSÕ��
Y�E����YHUPHN��]HUH�VHoLOHUHN�ROXúWXUXODQ�GHPRNUDWLN�NXUXOXúODUGÕU�47   

  Toplam Kalite Yönetimi ; günümüzde belediyelerin güçlendirilmesi , daha 

|]HUN� NÕOÕQPDVÕ� �� NÕVDFD� \HUHOOHúPHVL� oDEDODUÕQÕ� KÕ]ODQGÕUÕFÕ� �� HWNLOLOL÷L� DUWÕUÕFÕ� ��
VHoLOPLúOHULQ� WHNUDU� VHoLOPHVLQL� VD÷OD\ÕFÕ� ELU� \|QHWLP� \DNODúÕPÕ� RODUDN�

                                                
45�d(9ø.%$ù���D�J�P����V������ 
46 Hüseyin ERKAL -�<XVXI��.$5$.,/d,.���³�%HOHGL\H�=DEÕWDVÕQÕQ�gUJ�WVHO�<DSÕVÕ���6RUXQODUÕ�
YH�.HQWVHO�<DúDP�.DOLWHVLQH�(WNLOHULQLQ�øUGHOHQPHVL�´���dD÷GDú�<HUHO�<|QHWLPOHU�'HUJLVL , Cilt : 9 
��6D\Õ�������(NLP��������V�������� 
47 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 19 
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görünmektedir. Sö]�NRQXVX�\DNODúÕPGD�DQD�LONH���\HWNLOHULQ�YH�VRUXPOXOXNODUÕQ�YH�
KHVDS� YHUPHOHULQ� �� KL]PHWLQ� �UHWLOGL÷L� \HUH� NDGDU� J|W�U�OPHVLQL� VD÷ODPDNWÕU��
%HOHGL\H� \|QHWLFLOHUL� YH� NDUDU� RUJDQODUÕ� �� KDON� WDUDIÕQGDQ� �� kendilerine kaliteli 

hizmet üretsinler diye seçilirler. 48 

 Yerinde Toplam Kalite Yönetiminin� �� KHP� oDOÕúDQODUD� YHULOHQ� GH÷HU� LOH�
RQODUÕQ� NDWÕOÕPÕ� \DQL� LQVDQ� RGDNOÕ� \|QHWLP� �� KHP� GH� P�úWHUL� YH\D� KDON� WDWPLQL�
KHGHIOHUL� �� EHOHGL\H� \|QHWLPLQLQ� LNWLGDUÕQÕ� V�UG�UPHVLQL� VD÷ODPDGD� YH� WHNUDU�
seçilmesinde etkin rol oynar. Belediye yönetimleri , ürettikleri hizmetin 

NDOLWHVLQLQ� KDONÕQ� LVWHNOHULQH� X\JXQOX÷X� RUDQÕQGD� J|UHYGH� NDODELOLU� YH� WHNUDU�
seçilebilirler. Söz konusu  kalite , �� KDONÕQ� EHOHGL\HOHUGHQ� EHNOHGL÷L� J|U�Q�U�
LVWHNOHULQLQ�\DQÕ�VÕUD�VDNOÕ�LVWHNOHULQL�GH�VDSWD\DELOPH���DQFDN�KDOND�\DNÕQ�ROPDNOD�
VD÷ODQDELOLU� %X�DQODPGD�NDOLWHOL�KL]PHW�VXQPD�EDúDUÕVÕQÕ�J|VWHUHQ�EHOHGL\HOHUGH�
EXOXQDQ�RUWDN�|]HOOLNOHU�ú|\OH�VÕUDODQDELOLU��49

   

 

1. +DONÕ�<DQÕQD�$lma  

 

 %X�|Oo�W���EHOHGL\HOHULQ�YDUOÕN�QHGHQL�RODQ�EHOGH�KDONÕ�LOH�oHúLWOL�Güzeylerde 

JHUHNVLQLPOHULQL� NDUúÕODPDN� LoLQ� NHVLQWLVL]� RODUDN� \DNÕQ� LOLúNLOHU� NXUXOPDVÕQÕ�
içerir. %DúDUÕOÕ�\HUHO�\|QHWLPOHU� ��KDONÕQ�NDWÕOÕPÕQD�|QHP�YHULUOHU� ��KHPúHhrilerin 

VRUXQODUÕQD� YH� WDOHSOHULQH� GX\DUOÕ� �� NDOLWHOL� \DQÕW� YHULFLGLUOHU�50 Belediye 

yönetimOHUL���GHPRNUDVL�RNXOX�ROPD�YH�KDONÕQ�NDWÕOÕPÕQD�IÕUVDW�WDQÕPD�JLEL�\ROODUOD�
GHPRNUDWLNOHúPH\H� oHúLWOL� NDWNÕODU� VD÷ODPDQÕQ� \DQÕ� VÕUD� �� \HUHO� QLWHOLNOL�
KL]PHWOHULQ�YHULPOL���\HULQGH�YH�KÕ]OÕ�VXQXPXQX�GD�JHUoHNOHúWLUPHNWHGLU�51   

 

 

 

 

                                                
48 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 16  
49 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 16  
50 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 20 
51 Sedat AZAKLI –�+�VH\LQ�g=*h5���³�%HOHGL\HOHUGH�%DúNDQ���0HFOLV�YH�(QF�PHQ�øOLúNLOHUL�LOH�
*�o�'D÷ÕOÕPÕ�´����3$5/$.�– ÖZGÜR  , a.e. , s. 161   
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2. 6L\DVDO�øOLúNLOHU 

 

 Bu ölo�W� �� EHOHGL\HOHU� DoÕVÕQGDQ� |]HO� ELU� |QHP� WDúÕU� 6L\DVDO� LOLúNLOHU� ��
VHoLOPLú� RUJDQODUOD� DWDQPÕú� NDGURODU� DUDVÕQGDNL� LOLúNLOHUL� YH� oDOÕúPD� RUWDPÕQÕ�
ELoLPOHQGLULU� �� VL\DVDO� LVWLNUDUÕQ� ROXúPDVÕQÕ� YH� NRUXQPDVÕQÕ� VD÷ODU� %DúDUÕOÕ�
EHOHGL\HOHUGH���SROLWLND�ROXúWXUXFXODU�LOH�KHU�G�]H\GHNL�oDOÕúDQODU�DUDVÕQGD�ROXPOX�
��DoÕN���VD\JÕOÕ�YH�NDUúÕOÕNOÕ�GHVWH÷H�GD\DOÕ�LOLúNLOHU�HJHPHQGLU�52   

 

3. *HOLúPH\L�3ODQODPD\D���$NVL\RQD���<|QHOLN�2lma 

 

 %DúDUÕOÕ� EHOHGL\HOHU� �� J|÷�VOHPHOHUL� JHUHNHQ� VRUXQODUÕ� YH� |QFHOLNOHULQL�
saptarlar YH�DNVL\RQX�JHoPHQLQ�|Q�QH�GLNLOHQ�\DSÕVDO���VL\DVDO���\DVDO�YH�oHYUHVHO�
HQJHOOHUOH�P�FDGHOH�HGHUHN���E|OJHVHO�LúELUOL÷L�YH�VRUXQODUD�o|]�P�DUDUODU�53  

 

4. <DUDWÕFÕOÕN�YH�*LULúLPFLOLN� 
 

 %DúDUÕOÕ� EHOHGL\H�\|QHWLFLOHUL� ��VRUXQODUÕ�o|]PH\H�\|QHOLN�RODUDN�G�ú�QFH 

JHOLúWLUPHN�YH�\HQL�DWÕOÕPODU�\DSPDN�LoLQ�W�P�oDOÕúDQODUD�RUWDP�KD]ÕUODU���ND\QDN�
VÕNÕQWÕVÕ� LOH� NDUúÕODúWÕNODUÕQGD� ELOH� \DUDWÕFÕ� o|]�POHUL� X\JXODPD\D� NR\DUODU�54 

*HOLúPHOHU� �� EL]]DW� LúL� \DSDQODU� WDUDIÕQGDQ� �� Lú� EDúÕQGD� JHUoHNOHúWLULOGL÷LQGHQ�
herkesin yaratÕFÕOÕ÷ÕQÕ�RUWD\D�NR\PDVÕQD�IÕUVDW�YHUPHNWHGLU� øúL�\DSDQODU�WDUDIÕQGDQ�
|QHULOGL÷L� LoLQ� � EHQLPVHQPHVL� YH� VDKLSOHQLOPHVL� oRN� NROD\�ROXU� .XUXOXúXQ� W�P�
IDDOL\HWOHULQGH�ELU�FDQOÕOÕN�J|U�O�U� YH�GLQDPL]P�DUWDU� øúL� \DSDQODUÕQ� WHNQLN�ELOJL�
YH� EHFHULOHUL� JHOLúLU�� øúOHULQL� GDKD� L\L� DQODPDODUÕ� YH� \DSPDODUÕ� VD÷ODQPÕú� ROXU� 
%HOHGL\HOHUGH� JHOLQHQ� QRNWD� KLoELU� ]DPDQ� WDWPLQ� HGLFL� EXOXQPDPDNWDGÕU�� .|W��
\DSÕODQ�KHU�úH\�L\L�\DSÕODELOHFH÷L�JLEL���L\L�\DSÕODQ�KHU�úH\�GH�GDKD�L\L�\DSÕODELOLU�55   

 

                                                
52 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 21 
53 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 20  
54 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 20 
55�*g.dh0(1�$\úH��Y�G����Belediyelerde Toplam KalitH�<|QHWLPL�7HPHO�(÷LWLPOHUL�(O�.LWDEÕ , 
%LULQFL�%DVÕP���Kalder�<D\ÕQODUÕ���øVWDQEXO����������V���� 
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5. dDOÕúDQ�øQVDQD�<önelik Olma 

  

 Bu ölçüt belediye çaOÕúDQÕQD� �� V|]GH� NDOPD\DQ� JHUoHN� ELU� \DNÕQOÕN�
gerektirir. %DúDUÕOÕ�\HUHO�\|QHWLPOHU���oDOÕúDQODUÕQD�\HWNLQ�YH�VD\JÕQ�LQVDQODU�RODUDN�
GDYUDQÕU ��RQODUÕ�HQ�GH÷HUOL�ND\QD÷Õ�RODUDN�J|U�U�56  

 

6. 'H÷HUOHU�YH�$hlak 

 

 %DúDUÕOÕ� EHOHGL\HOHU� �� DoÕN� RODUDN� WDQÕPODQPÕú� ELU� GH÷HUOHU� VLVWHPLQH� YH�
DKODN� DQOD\ÕúÕQD� VDKLSWLUOHU� %X� GH÷HUOHULQ� oDOÕúDQODU� WDUDIÕQGDQ� DQODúÕOPDVÕQÕ� ��
EHQLPVHQPHVLQL�YH�ELU�JXUXU�YH�FRúNX�ND\QD÷Õ�ROPDVÕQÕ�VD÷ODUODU�57   

 

7. *|UHY��$QOD\ÕúÕ��YH��+edefler 

 

 %X� |Oo�W� EHOHGL\HOHULQ� YDUOÕN nedenini ortaya koyar. %DúDUÕOÕ� \HUHO�
\|QHWLPOHU� �� J|UHY� DQOD\ÕúODUÕQÕ� YH� KHGHIOHULQL� � �� GH÷LúHQ� ND\QDNODUÕQD� YH�
KHPúHKULOHULQ�JHUHNVLQLP�YH�WDOHSOHULQH�J|UH�GH÷HUOHQGLULUOHU���J|UHY�DQOD\ÕúODUÕQÕ�
�� \HUHO� \|QHWLP� KHGHIOHULQLQ� YH� \HUHO� WRSOXOX÷XQ� WHPHOL� RODUDN� DOJÕODUODU� �� EX�
oHUoHYHGH���KL]PHWLQ�V�UHNOL���HWNLQ�YH�YHULPOL�ELoLPGH�VXQXOPDVÕQÕ�VD÷ODUODU�58  

 

8. Örgüt YDSÕVÕ� 
 

 %DúDUÕOÕ�EHOHGL\HOHUGH�N|KQH���E�URNUDWLN�\DSÕODUÕQ�ROXPVX]�HWNLOHUL�HQ�D]D�
LQGLULOPLúWLU� Bu tür yönetimler , yetki devrini özendiren , merkezi yönlendirmeyi 

LONHOL�ELU�G�]H\GH�WXWDQ���NXUXPVDO�LúOH\LúL�NDUPDúÕNODúWÕUPDNWDQ�oRN�NROD\ODúWÕUDQ�
��EDVÕN���EDVLW�YH�LúOHYVHO�ELU�\DSÕ\D�VDKLSWLUOHU�59  

                                                
56 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 20 
57 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 20  
58 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 20 – 21  
59 Ömer PEKER , “ Belediye Yönetimlerinde Kalite Üretimi ” , s. 21 
 



 56 

 %X� |Oo�WOHU� GLNNDWH� DOÕQGÕ÷ÕQGD� �� �ONHPL]� EHOHGL\HOHULQLQ� ROGXNoD� E�\�N�
SUREOHPOHUOH� NDUúÕ� NDUúÕ\D� ROGXNODUÕ� VDSWDQPDNWD� YH� EHOHGL\HOHUL� L\LOHúWLULFL� YH�
JHOLúWLULFL�oDOÕúPDODUÕQ��DFLOHQ�EDúODWÕOPDVÕ�JHUHNPHNWHGLU�� 
 ����¶ODUGDQ� VRQUD� |]HO� VHNW|U�Q� \DQÕ� VÕUD� ED]Õ� EHOHGL\HOHUGH� 7RSODP�
.DOLWH� <|QHWLPL� IHOVHIHVL� GR÷UXOWXVXQGD� \|QHWLP� DQOD\ÕúODUÕQGD� GH÷LúLPOHU�
JHUoHNOHúWLUHUHN���VXQGXNODUÕ�KL]PHWOHUGH�NDOLWH�G�]H\LQL�DUWÕUPÕúODU�YH�GROD\ÕVÕ\OD�
YDWDQGDúODUÕQ�PHPQXQL\HWLQL��VW�G�]H\OHUH�\�NVHOWPH\L�EDúDUPÕúODUGÕU������ 
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,,,�����%856$��260$1*$=ø��9(�ø1(*g/��%(/('ø<(/(5ø���<g1(7ø0��
6ø67(0/(5ø�����.$/ø7(��<g1(7ø0ø��3(563(.7ø)ø1'(1�

.$5ù,/$ù7,50$/,��%ø5��$1$/ø= 

 

 SDQD\LOHúPHQLQ� NHQWOHúPHGHQ� KÕ]OÕ� JHUoHNOHúWL÷L� �� úHKLUlerden biri olan 

Bursa , \R÷XQ�J|o�DODQ�, kentsel hizmeW�JHUHNVLQLPLQLQ�KÕ]OD�DUWtÕ÷Õ�YH�EX�DQODPGD�
NHQWVHO� KL]PHWOHULQ� SURIHV\RQHO� ELU� úHNLOGH� VXQXOGX÷X� \|QHWLPOHUH� JHreksinim 

duyan büyük metropollerimizdendir. %XUVD� EHOHGL\HOHULQGHQ� ED]ÕODUÕ� �� JHUHN�
nitelik gerekse niceliksel anlamda halka daha kaliteli hizmHW� VXQPDN� DPDFÕ\OD�
RUJDQL]DV\RQODUÕQÕ� �� oD÷GDú� \|QHWLP� DQOD\ÕúODUÕ� GR÷UXOWXVXQGD� úHNLOOHQGLUHUHN , 

Toplam Kalite Yönetimini belediye yönetimlerine uygulayarak ���|QHPOL�EDúDUÕODU�
JHUoHNOHúWLUPLúOHUGLU�  
 dDOÕúPDQÕQ�EX�E|O�P�QGH , sanayi , sosyal ve kültürel alanlarda ülkemizin 

JHOLúPHVLQH� |QHPOL� NDWNÕODUGD� EXOXQPDVÕ� ED÷ODPÕQGD� ELUELUOHULQH� EHQ]HUOLN�
gösteren Bursa belediyelerinden ; Toplam Kalite Yönetimini uygulayan 

belediyelerimizden biri olan Bursa Osmangazi Belediyesi ile , Toplam Kalite 

Yönetimini uyguODPD\DQ� %XUVD� øQHJ|O� %HOHGL\HVL� KL]PHW� PDVDODUÕ� YH� H÷LWLP�
SURJUDPODUÕ� VXQXODUDN� 7RSODP� .DOLWH� <|QHWLPLQLQ� \Hrel yönetimler üzerindeki 

etkisL�GH÷HUOHQGLULOHFHNWLU��  
 

A. Bursa 2VPDQJD]L�%HOHGL\HVL�.DOLWH�dDOÕúPDODUÕ 
 

 ����������� WDULK� YH� ����� VD\ÕOÕ� NDQXQOD� NXrulan Osmangazi Belediyesi , 

���0DUW������WDULKLQGH�\DSÕODQ�0DKDOOL�øGDUHOHU�6HoLPOHUL�VRQXFX�VHoLOHQ�%DúNDQ�
YH�0HFOLV��\HOHUL�LOH�ILLOHQ�WHúHNN�O�HWPLú�EXOXQPDNWDGÕU��2VPDQJD]L�%HOHGL\HVL , 
LOoH� VÕQÕUODUÕ� GDKLOLQGH� ������ KHNWDUÕ� P�FDYLU� DODQ� ROPDN� �]HUH� Woplam 13.985 
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KHNWDUOÕN� ELU� DODQD� KL]PHW� YHUPHNWHGLU�� 'HYOHW� øVWDWLVWLN� (QVWLW�V�QGHQ� DOÕQDQ�
YHULOHUH� J|UH� 2VPDQJD]L� øOoHVL� ����� Q�IXV� VD\ÕPÕ� NHVLQ� VRQXoODUÕ� LWLEDUL� LOH�
63.210’u köyde �� �������� úHKLUGH� ROPDN� �]HUH� �������� NLúL� Q�IXVD� VDKLSWLU��
0DKDOOH�VD\ÕVÕ���¶GLU��2VPDQJD]L�%HOHGL\HVL ; konut , ticaret ��WUDILN�YH�\HUOHúPH�
DoÕVÕQGDQ� %XUVD�%�\�NúHKLU� %HOHGL\HVL¶QLQ� HQ� E�\�N �� Q�IXVX� HQ� \R÷XQ , buna 

SDUDOHO� RODUDN� GD� SUREOHPOHUL� HQ� ID]OD� RODQ� øOoHVL� YH� %HOHGL\HVL� GXUXPXQGD�
EXOXQPDNWDGÕU�*HQLú� ELU� KL]PHt alaQÕQD� VDKLS� RODQ� EHOHGL\H� , Santral Garaj 

0HUNH]�%LQDVÕ ��6R÷DQOÕ�ùDQWL\H�%LQDODUÕ , Kültür Merkezleri ve birçok karakol ve 

VD÷OÕN�RFD÷Õ�LOH�LOoH\H hizmet vermektedir.1  

 

1.  %XUVD�2VPDQJD]L�%HOHGL\HVL�.DOLWH�dDOÕúPDODUÕ�%DúODQJÕo�YH�.XUXOXP�
Süreci 

 

Osmanga]L� %HOHGL\HVL� .DOLWH� dDOÕúPDODUÕQD , Temmuz 2000 tarihinde 

VLVWHPLQ� NXUXOXPXQGD�GHVWHN� YH� H÷LWLP� YHUPHVL� LoLQ� ELU� GDQÕúPDQOÕN� ILUPDVÕ� LOH 

DQODúPD� \DSDUDN� EDúODPÕúWÕU�� øON� RODUDN ; 1 adet Yönetim Temsilcisi , 1 adet 

Kurum Dokümantasyon Sorumlusu ve her birimde 1 adet olmak üzere Birim 

'RN�PDQWDV\RQ� 6RUXPOXODUÕ , %DúNDQOÕN� 0DNDPÕQÕQ� ROXUODUÕ� LOH�
J|UHYOHQGLULOPLúWLU�2 

6LVWHPLQ� NXUXOXPX� LoLQ� VRQUDNL� DúDPD� RODUDN� ��� (\O�O� ����� WDULKLQGH�
Stratejik Planlama ve Hedeflerle Yönetim ile 27-28 Eylül 2000 tarihlerinde de 

ISO 9000 Kalite Yönetim Sistemi� H÷LWLPOHUL� ��� NLúLOLN� 'DLUH� $PLUOHULQGHQ�
ROXúDQ�ELU�HNLEH�YHULOPLúWLU��(÷LWLPLQ�DPDFÕ�.DOLWH�<|QHWLP�6LVWHPLQLQ�WDQÕWÕPÕ , 
JHUHNOLOL÷L�YH�Lú�KD\DWÕ�LoLQ�JHoHUOLOL÷L / J�QFHOOL÷L�DQODPÕQGD�ELU�ELOLQo�ROXúWXUPDN�
olarak saptaQPÕúWÕU� 
 øON� H÷LWLPLQ� DOÕQPDVÕQÕQ� DUGÕQGDQ� VLVWHPLQ� JHUHNOHUL� RODQ� YH� LúOH\LúH� ELU�
VWDQGDUW� JHWLUPHN� DQODPÕQGD� |QHP� WHúNLO� HGHQ� VLVWHP� GRN�PDQODUÕQÕQ�

                                                
1�0HWLQ�d$ö/$5���³�%XUVD�2VPDQJD]L�%HOHGL\HVLQLQ�7DQÕWÕPÕ�´�Osmangazi Belediyesi Kalite El 
.LWDEÕ , s.1 
2 Bu bölümdeki bilgiler , Bursa Osmangazi Belediyesi KalitH�6RUXPOXVX�7X÷ED�'2ö$1�LOH������
04 . 2005   -����������������WDULKOHUL�DUDVÕQGD�\DSÕODQ�J|U�úPHOHUGHQ�DNWDUÕOPDNWDGÕU�� 
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KD]ÕUODQPDVÕ� ��� J�QGH� ELU� JHUoHNOHúHQ� GDQÕúPDQ� ]L\DUHWL� QH]DUHWLQGH�
JHUoHNOHúWLULOPLúWLU��%X�dokümanlar ; 

• *|UHY�7DQÕPODUÕ 
• 3URVHG�UOHU��øú�$NÕúODUÕ� 
• Talimatlar 

• .DOLWH�3ODQODUÕ 
• Kalite Hedefleri ve 

• 0LV\RQ�9L]\RQ�oDOÕúPDODUÕGÕU� 
 

a.  Görev TDQÕPODUÕ� 
 

 BHOHGL\HGH� \DSÕODQ� LúOHPOHUL� oDOÕúDQ� NLúL� ED]ÕQGD� GH÷LO� J|UHY� ED]ÕQGD�
WDQÕPOD\DQ �� LOJLOL� J|UHYGH� oDOÕúDQ� NLúLQLQ� GH÷LúPHVL� KDOLQGH�GH� J|UHYL� GHYUDODQ�
NLúL\H�J|UHYLQ�JHUHNOHUL�DQODPÕQGD�\RO�J|VWHULFL�ROPDVÕ�DPDoODQDQ�GRN�PDQODUGÕU� 

 

      b.  Prosedürler ( øú�$NÕúODUÕ�� 
  

 BHOHGL\HGH�\DSÕODQ�LúOHPOHUL�LúOHULQ�DNÕú�VÕUDVÕ ��RQD\�VÕUDODPDVÕ�YH�NRQWURO�
QRNWDODUÕ�JLEL�NULWHUOHUH�GD\DQDUDN�WDQÕPOD\DQ�GRN�PDQODUGÕU� 

 

      c.  Talimatlar ve Kalite PODQODUÕ  
 

 7DOLPDWODU� YH� .DOLWH� 3ODQODUÕ� LVH� SURVHG�U� JLEL� DQD� SURVHV� NDSVDPÕQD�
girmeyen �� GDKD� D\UÕQWÕ\D� JLUHQ� NRQX� EDúOÕNODUÕQGD� KD]ÕUODQDQ� YH� DUD� LúOHPOHUL�
WDQÕPOD\DQ�GRN�PDQODUGÕU� 

 

       d.  Kalite Hedefleri 

 

 HHU�\ÕO�EDúÕQGD�ELULPOHUFH�EHOLUOHQHQ ��EDúNDQFD�RQD\ODQDQ�YH�\ÕOGD���GHID�
WRSODQDQ� <|QHWLP� *|]GHQ� *HoLUPH� 7RSODQWÕODUÕQGD� W�P� GDLUH� DPLUOHULQLQ� YH�
\|QHWLPLQ�NDWÕOÕPÕ�LOH�JHOLúLPL�WDNLS�HGLOHQ�GRN�PDQODUGÕU�� 
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      e.  Misyon Vizyon ÇDOÕúPDODUÕ  
 

 0LV\RQ�YL]\RQ� oDOÕúPDODUÕ� LVH� �� ELULPOHULQ� J|UHYOHUL� LOH görevlerin en iyi 

úHNLOGH� \HULQH� JHWLULOPHVL� LOH� LOHULGH� YDUÕODFDN� QRNWD\Õ� LúDUHW� HGHQ� ELU� SROLWLND�
RODUDN�LIDGH�HGLOHELOHFHN�GRN�PDQODUGÕU� 

 7�P� EX� GRN�PDQODUÕQ� KD]ÕUlDQPDVÕ� DúDPDVÕQGD� SHUVRQHOLQ kurulmakta 

olan sistemi sahiplenmesi ve benimsemesi için , tüm personele 1’er günlük 

0�úWHUL�øOLúNLOHUL�YH�+L]PHW�6XQXú ile Kalite Bilinci�H÷LWLPOHUL�YHULOPLúWLU�� 
 Bursa Osmangazi Belediyesi �� ,62� ���������� VWDQGDUGÕQÕQ� JHUHNOerine 

X\JXQ�RODUDN�ELU�.DOLWH�<|QHWLP�6LVWHPL�NXUPXú�YH�X\JXODPD\D�DOPÕúWÕU��%�W�Q�
JHUHNOHUL�GRN�PDQWH�HGLOPLú�VLVWHP�oHúLWOL�\|QWHPOHUOH�V�UHNOL�L\LOHúWLULOPHNWH�YH�
V�UHNOLOLN�VD÷ODQPDNWDGÕU��.DOLWH�6LVWHPLQLQ�D\UÕQWÕODUÕQGD ; 

• Kalite Yönetim Sisteminin geUHNOHULQH� NDUúÕOÕN� 2VPDQJD]L�
%HOHGL\HVL�X\JXODPDODUÕ�WDQÕPODQPÕúWÕU� 

• 3URVHVOHULQ�ELUELUL�LOH�RODQ�HWNLOHúLPL�YH�VRQXoODUÕ , süreç listesi ve 

V�UHo�WDQÕWÕP�IRUPODUÕ�LOH�WDQÕPODQPÕúWÕU��.DOLWH�(O�.LWDEÕQÕQ�(NOHU�
E|O�P�QGH�V�UHo�OLVWHVL�YHULOPLúWLU� 

• ProseslerL� X\JXODPDN� YH� HWNLOL� ELU� úHNLOGH� NRQWURO� HGHELOPHN� LoLQ�
JHUHNOL� RODQ� NULWHUOHU� YH� \|QWHPOHU� EHOLUOHQPLúWLU�� <|QWHP� YH�
NULWHUOHU�³6�UHo�7DQÕWÕP�)RUPODUÕ´�LOH�WDQÕPOÕ�KDOH�JHWLULOPLúWLU� 

• Proseslerin sürdürülebilmesi için gerekli her türlü kaynak ve güncel 

bLOJL�6�UHo�7DQÕWÕP�)RUPODUÕQGD�WDQÕPODQPÕú�YH�VD÷ODQPDNWDGÕU�� 
• Prosesler sürekli ölçülüp analiz edilmekte ve faaliyetlerin sürekli 

L\LOHúWLULOPHVL�VD÷ODQPDNWDGÕU�  
 6LVWHP�NXUXOXP�oDOÕúPDODUÕ���\ÕO�V�UP�ú�ROXS���EX�V�UHoWH�JHUoHNOHúWLULOHQ�

øo�.DOLWH�7HWNLNOHUL� LOH�GH�KHP�VLVWHPLQ� Lo�GHQHWLPL�VD÷ODQPD\D�oDOÕúÕOPÕú� ��KHP�
GH� EX� oDOÕúPD� 76(� WDUDIÕQGDQ� JHUoHNOHúWLULOHFHN� WHWNLNH� KD]ÕUOÕN� RODUDN� NDEXO�
HGLOPLúWLU� TSE'ye belediyece�EHOJH�DOÕPÕ�LoLQ�1LVDQ�����
GH�\DSÕODQ�EDúYXUXQXQ�
DUGÕQGDQ �� 76(� WDUDIÕQGDQ� 0D\ÕV� ����� WDULKLQGH� gQ� øQFHOHPH� 7HWNLNL�
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JHUoHNOHúWLULOPLúWLU��gQ�LQFHOHPH�WHWNLNL�DUGÕQGDQ�7HPPX]������WDULKLQGH�\DSÕODQ�
Belgelendirme Tetkiki neticesinde belediye� $÷XVWRV� ����� WDULK� YH�.*-2013/02 

QXPDUDOÕ�76(�.DOLWH�6LVWHP�EHOJHVLQH�VDKLS�ROPXúWXU�� 
 �� \ÕOOÕN� oDOÕúPD� QHWLFHVLQGH� DOÕQDQ� 76(-(1� ,62� ���������� VWDQGDUGÕQD�

X\JXQOXN� EHOJHVL� DUGÕQGDQ� G�Q\D� oDSÕQGD� J�QFHOOHQHQ� VWDQGDUGÕn belediyeye 

DGDSWH� HGLOPHVL� DQODPÕQGD� (\O�O� ����� WDULKLQGH� EDúODWÕODQ� oDOÕúPDODU� LOH�.DVÕP�
2003 tarihinde TSE-EN ISO 9001:2000 standardÕQD uygunluk belgesi de 

belediyeFH�DOÕQPÕúWÕU� 
 Osmangazi BHOHGL\HVL� �� ����� VD\ÕOÕ� %HOHGL\H� .DQXQX� YH� ����� VD\ÕOÕ�
%�\�NúHKLU�%HOHGL\HVL�.DQXQX¶QGD�EHOLUWLOHQ� 

• 6D÷OÕN�YH�6RV\DO�<DUGÕP�+L]PHWOHUL 
• %D\ÕQGÕUOÕN�YH�øPDU�+L]PHWOHUL 
• (÷LWLP�+L]PHWOHUL 
• 7DUÕP�YH�+D\YDQFÕOÕN�+L]PHWOHUL 
• Esenlik Hizmetleri 

• Mali Hizmetler 

• dHúLWOL�+L]PHWOHU 

IDDOL\HWOHULQL� JHUoHNOHúWLUPHNWHGLU�� .DOLWH� VLVWHPL� EX� KL]PHWOHUH� \|QHOLN� RODUDN�
NXUXOPXúWXU� 

����%XUVD�2VPDQJD]L�%HOHGL\HVL¶QLQ�.DOLWH�dDOÕúPDODUÕQGD�%XJ�Q�VDUGÕ÷Õ�
Nokta 

 

 ùX�DQGD�EHOHdiye�JHQHOLQGH�W�P�ELULPOHUFH�KD]ÕUODQPÕú�YH�UHYL]\RQGD�RODQ 

�� ����*|UHY�7DQÕPÕ , 8 Prosedür �� ��� øú�$NÕúÕ �� ���7DOLPDW� YH� ���.DOLWH�3ODQÕ�
EXOXQPDNWDGÕU� 

 %XJ�Q� KDOHQ� VLVWHPLQ� J�QFHO� WXWXOPDVÕ� LoLQ� W�P� GRN�PDQODU� ELULPOHUFH�
NRQWURO� DOWÕQGD� WXWXOPDNWDGÕU�� +D]ÕUOÕN� DúDPDVÕQGDQ� IDUNOÕ� RODUDN� EXJ�Q�
GRN�PDQODUÕQ� WDNLEL� ,QWHUQHW� WHNQRORMLVL� NXOODQÕODUDN� KD]ÕUODQPÕú� ELU� bilgisayar 
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\D]ÕOÕPÕQFD (Internet� RUWDPÕQGD�� \DSÕODUDN� ND÷ÕW� VDUIL\DWÕ� HQ� D]D� LQGLULOPH\H�
oDOÕúÕOPÕúWÕU� 

 <|QHWLP� *|]GHQ� *HoLUPH� 7RSODQWÕODUÕ� SURVHG�U� LOH� EHOLUOHQPLú�
]DPDQODUGD� JHUoHNOHúWLULOHUHN� KHP� VLVWHPLQ� JHQHO� JHOLúLPL� KHP� GH� ELULPOHULQ�
hedef seyirleri izlenmeye devam edilmektedir. 

 %XQXQ� \DQÕQGD , gQHUL� 6LVWHPOHUL� X\JXODPDVÕQÕQ� DOW\DSÕVÕ� KD]ÕUODQDUDN�
.DVÕP� ����� WDULKLQGHQ�EX� \DQD� X\JXODPD\D� DOÕQPÕúWÕU� Bu sistem ile belediye 

oDOÕúDQODUÕQÕQ� GD� \|QHWLPLQ� NDUDUODUÕQD� NDWNÕ� NR\PDVÕ� EX� VXUHWOH� GH� Lú�
PRWLYDV\RQXQXQ� DUWÕUÕPÕ� KHGHIOHQPHNWHGLU�� Öneri sistemlerinin kurum 

oDOÕúDQODUÕQD� JHUL� G|Q�ú�QGH imkanlar dahilinde ödüllendirme uygulamalDUÕQD�
gidilecek ve�NXUXP�oDOÕúDQODUÕQD�JHUL�G|Q�ú��LVH��FUHWOL�L]LQ�\DGD�VHPLQHU�RODUDN�
\DSÕODFDNWÕU� 

 

3. Bursa Osmangazi Belediyesi  Uygulama Örnekleri  

 

���D���(÷LWLP�dDOÕúPDODUÕ 
 

 
  Bursa Osmangazi Belediyesi  �� LúJ�F�� NDOLWHVLQL� DUWÕUPDN� YH� NDOLWH�
sistemini daha etkin ELU� úHNLOGH� LúOHWPHN� LoLQ� E�W�Q� SHUVRQHOLQL� NXUXP� LoL� YH�
NXUXP� GÕúÕ� ND\QDNODUOD� V�UHNOL� H÷LWLPOHUH� WDEL� WXWDU� Hangi kademede ne gibi 

H÷LWLPOHULQ� YHULOHFH÷L� �� (÷LWLP� SURVHG�U�� JHUH÷L� �� � 3HUVRQHO� YH� (÷LWLP� 'DLUH�
Müdürl�÷�� WDUDIÕQGDQ� LOJLOL� ELULPOHUGHQ� KHU� \ÕO� EDúÕQGD� LVWHQHQ� �� � WDOHS� YH�
öneriler�GR÷UXOWXVXQGD�\ÕOOÕN�RODUDN�KD]ÕUODQDQ�YH�%DúNDQ�WDUDIÕQGDQ�RQD\ODQDQ�
H÷LWLP� SODQÕQGD� EHOLUOHQLU�� 3ODQ� GÕúÕQGD� \ÕO� LoHULVLQGH� ROXúDQ� H÷LWLP� LKWL\DoODUÕ�
sonucu plan güncellenir. $\UÕFD�LúH�\HQL�EDúOD\DQ�PHPXU�YH�LúoLOHULQ�H÷LWLPL�GH�
H÷LWLP�SURVHG�U��NDSVDPÕQGD�HOH�DOÕQÕU� 3ODQ�GÕúÕQGD�\ÕO�LoHULVLQGH�ROXúDQ�H÷LWLP�
LKWL\DoODUÕ� 3HUVRQHO� YH� (÷LWLP� 'DLUH� 0�G�UO�÷�� NRRUGLQDV\RQXQGD�
JHUoHNOHúWLULOLU �� SODQ� J�QFHOOHQLU� YH� H÷LWLP� ND\ÕWODUÕ� DUúLYOHQLU� $OÕQDQ�
H÷LWLPOHUGHQ� VRQUD �� H÷LWLPLQ� NRQX� YH� LoHUL÷LQH� X\JXQ� \|QWHPOHUOH� H÷LWLP�
HWNLQOL÷L� GH÷HUOHQGLULOLU� YH� HWNLQOL÷L� \HWHUVL]� RODQ� H÷LWLPOHU� JHUHNLUVH� \HQLOHQLU� 
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$OÕQDQ� W�P� H÷LWLPOHU�� H÷LWLP� WDNLS� IRUPODUÕ� LOH� ND\ÕW� DOWÕQD� DOÕQÕU� YH� SHUVRQHO�
oDOÕúWÕ÷Õ�V�UHFH�EX�ND\ÕWODU�VDNODQÕU� 

 .DOLWH� oDOÕúPDODUÕQÕQ� ELU� JHUH÷L� RODUDN� H÷LWLP� oDOÕúPDODUÕQD� GD� KÕ]�
verilmesi ile kurum� H÷LWLP� VDORQXQGD �� EHOHGL\H� oDOÕúDQODUÕQD� SHN� oRN� NRQXGD�
H÷LWLPOHU� YHULOPLúWLU�� %X� NDSVDPGD� G�]HQOHQHQ� NLúLVHO� JHOLúLP� YH� Lú� \DúDPÕQÕQ�
L\LOHúWLULOPHVL� NDSVDPOÕ� H÷LWLPOHUGHQ� ED]ÕODUÕQÕQ� EDúOÕNODUÕ ��0�úWHUL� øOLúNLOHUL� YH�
+L]PHW� 6XQXú , Kalite Bilinci �� +DONOD� øOHWLúLP� YH� 'DYUDQÕú� *HOLúWLUPH , Etkin 

øOHWLúLP�YH�%HGHQ�'LOL , Zaman Yönetimi ��3HUIRUPDQV�'H÷HUOHQGLUPH ��dD÷GDú�
Profesyonellik , Problem Çözme Teknikleri ��øú�+D\DWÕQGD�øQVDQ�YH�'DYUDQÕúODUÕ , 
%DúDUÕOÕ� <|QHWLP� 6WUDWHMLOHUL , Liderlik �� øOHWLúLP� %HFHULOHULQLQ� *HOLúWLULOPHVL� YH�
Süreç Yönetimi’dir. 

 

      (1) .  2VPDQJD]L�%HOHGL\HVL�(÷LWLP�)aaliyetleri Prosedürü 

 

(a) Amaç                    

  

 Personelin niteliklerLQL�JHOLúWLUPH�YH�RQODUÕQ�\HQL�NRúXOODUD�KD]ÕUODQPDVÕ�
LOH�LOJLOL�ELU�VLVWHP�ROXúWXUPDNWÕU� 
 

                               (b) Kapsam 

 

  Belediyenin ,� LúOHYOHUL�DUDVÕQGD�\HU� DODQ�\D�GD�DODFDN olan görevlerinin 

gereklerini daha iyi yerine getirebilmesi için , belediye personelinin bilgi ve 

EHFHULOHULQLQ�JHOLúWLULOPHVL�LOH�LOJLOL�oDOÕúPDODUÕ�NDSVDU 
 

                               (c) 7DQÕPODU 

                                                          

Personel : Osmangazi Belediyesi personeli 
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(÷LWLP : Personelin niteOLNOHULQL� JHOLúWLUPHN� YH� SHUVRQHOLQ� \HQL� NRúXOODUD�
KD]ÕUODQPDVÕ 
Birimler : Osmangazi Belediyesi’ndeki tüm birimler 

 

                              (d) Uygulama ve Sorumluluklar 

 

ø���3ODQOÕ�(÷LWLPOHU 

 

 3HUVRQHOLQ�H÷LWLP�LKWL\DoODUÕQÕQ�DUDúWÕUÕOPDVÕQGD�birimlerin ve personelin 

NDWNÕVÕQÕ� VD÷ODPDN� DPDFÕ\OD� KHU� \ÕOÕQ� .DVÕP� D\ÕQGD� 3HUVRQHO� YH� (÷LWLP�
0�G�UO�÷�¶QFH�JHQHOJH�KD]ÕUODQÕU��+D]ÕUODQDQ�EX�JHQHOJH�3HUVRQHO�YH�(÷LWLP�
0�G�U�¶QH�J|QGHULOLU��3HUVRQHO�YH�(÷LWLP�0�G�U��JHQHOJH\L�X\JXQ�EXOPD]VD , 

düzeltilmek� �]HUH� KD]ÕUOD\DQ� PHPXUD� JHUL� J|QGHULU�� 3HUVRQHO� YH� (÷LWLP�
Müdürü genelgeyi uygun bulursa , genelge  birimlere gönderilir. Birimlerden 

JHOHQ� FHYDSODU� GR÷UXOWXVXQGD� 3HUVRQHO� YH� (÷LWLP� 0�G�UO�÷�¶QFH� LKWL\DoODU�
GH÷HUOHQGLULOLU�� %X� GH÷HUOHQGLUPHOHU� GR÷UXOWXVXQGD� 3HUVRQHO� YH� (÷LWLP�
0�G�UO�÷�¶QFH�<ÕOOÕN�(÷LWLP��3ODQÕ�KD]ÕUODQÕU��<ÕOOÕN�(÷LWLP��3ODQÕ�3HUVRQHO�YH�
(÷LWLP�0�G�U�¶QH�J|QGHULOLU��0�G�U�<ÕOOÕN�(÷LWLP��3ODQÕQÕ�X\JXQ�EXOPD]VD , 

SODQÕ� G�]HOWLOPHN� �]HUH� LOJLOL� PHPXUD� JHUL� J|QGHULU�� <ÕOOÕN� (÷LWLP� � 3ODQÕ�
MüdürünFH� X\JXQ� EXOXQXUVD� %DúNDQÕQ� RQD\ÕQD� VXQXOXU�� %DúNDQ ,� SODQÕ�
onaylamazsa �� G�]HOWLOPHN� �]HUH� 3HUVRQHO� YH� (÷LWLP� 0�G�UO�÷�¶QH� JHUL�
J|QGHULU�� %DúNDQ� SODQÕ� RQD\ODUVD� <ÕOOÕN� (÷LWLP� � 3ODQÕ� GR÷UXOWXVXQGD� (÷LWLP�
3URJUDPÕ� KD]ÕUODQÕU�� +D]ÕUODQDQ� EX� H÷LWLP� SURJUDPÕnda �� H÷LWLPLQ� DPDFÕ , 

NDSVDPÕ , konusu ,�H÷LWLPLQ�\DSÕODFD÷Õ�\HU , zaman ,�H÷LWLPH�NDWÕODFDN�SHUVRQHO�
YH�H÷LWLPL�YHUHFHN�NLúL�EHOLUOHQLU��(÷LWLPLQ�WDKPLQL�EHGHOL�oÕNDUWÕOÕS ��úDUWQDPH�
KD]ÕUODQDUDN� (QF�PHQLQ� RQD\ÕQD� VXQXOXU�� gGHPH� LOH� LOJLOL� +HVDS� øúOHUL�
M�G�UO�÷�¶QH� ELOJL� YHULOLU�� +D]ÕUODQDQ� (÷LWLP� 3URJUDPÕ� 3HUVRQHO� YH� (÷LWLP�
0�G�UO�÷�¶QFH� X\JXODPD\D� DOÕQÕU�� 9HULOHQ� H÷LWLP� VRQXQGD� GH÷HUOHQGLUPH�
\DSÕOÕU ��LVWHQLUVH�NDWÕOÕPFÕODUD�EHOJH�YHULOLU ��X\JXODPD�LOH�LOJLOL�WDNLS�\DSÕOÕU��� 
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øø���.XUXP�øoL�3ODQVÕ]�(÷Ltimler 

 

 3URJUDPGD�ROPD\DQ�ELU�H÷LWLP�LKWL\DFÕ�ROGX÷XQGD�EX�GXUXP�LOJLOL�ELULP�
DPLUOHULQFH� YH\D� \|QHWLPFH� (÷LWLP� 7DOHS� )RUPX� LOH� 3HUVRQHO� YH� (÷LWLP�
0�G�UO�÷�¶QH�ELOGLULOLU��3HUVRQHO�YH�(÷LWLP�0�G�UO�÷�¶QFH�DUDúWÕUPD�\DSÕOÕU��
(÷LWLPH�LKWL\Do�\RNVD ; talebi \DSDQ�ELULPH�ELOJL�YHULOLU��(÷LWLPH�LKWL\Do�YDUVD ; 

SURJUDPD�DOÕQPDVÕ�LoLQ�%HOHGL\H�%DúNDQÕ¶QÕQ�RQD\ÕQD�VXQXOXU��%DúNDQ�NRQX\X�
inceler �� X\JXQ� EXOPD]VD� LOJLOL� ELULPH� ELOGLULOPHN� �]HUH� 3HUVRQHO� YH� (÷LWLP�
0�G�UO�÷�¶QH� J|QGHULU�� %DúNDQ� X\JXQ� EXOXUVD �� (÷LWLP� 3ODQÕQGD� JHUHNOL�
UHYL]\RQ�3HUVRQHO�YH�(÷LWLP�0�G�UO�÷�¶QFH�\DSÕOÕU� 

 

øøø���DL÷HU�.XUXPODU�7DUDIÕQGDQ�'�]HQOHQHQ�(÷LWLPOHU 

 

 øOJLOL� NXUXPGDQ� H÷LWLPOH� LOJLOL� GDYHWL\H� JHOLU�� 3HUVRQHO� YH� (÷LWLP�
0�G�UO�÷�¶QFH� %HOHGL\HGH� NRQX\OD� LOJLOL� H÷LWLPH� LKWL\Do� ROXS� ROPDGÕ÷Õ�
LQFHOHQLU�� (÷LWLPH� LKWL\Do� \RNVD �� H÷LWLPH� NDWÕOÕPÕQ� ROPD\DFD÷Õ� LOJLOL� NXUXPD�
ELOGLULOLU��(÷LWLPH�LKWL\Do�YDUVD ��H÷LWLPH�NDWÕODFDNODU�WHVSLW�HGLOLU��(÷LWLPOH�LOJLOL�
PDVUDIODUÕQ�|GHQPHVL�KXVXVXQGD�KD]ÕUODQDQ�\D]Õ ��ELU�NDUDU�DOÕQPDVÕ�DPDFÕ\OD�
Encümene� KDYDOHVL� LoLQ� %DúNDQOÕN�0DNDPÕQD� VXQXOXU�� %DúNDQ� \D]Õ\Õ� KDYDOH�
etmezse �� NXUXPD�ELOJL� YHUPHN� �]HUH�3HUVRQHO�YH�(÷LWLP�0�G�UO�÷�¶QH� JHUL�
J|QGHULU��%DúNDQ�\D]Õ\Õ�KDYDOH�HGHUVH ��NRQX�(QF�PHQGH�J|U�ú�O�U��(QF�PHQ�
PDVUDIODUÕQ� |GHQPHPHVL� KXVXVXQGD� NDUDU� DOÕUVD �� (QF�PHQ� .DUDUÕ , kuruma 

ELOJL� YHULOPHN� �]HUH� 3HUVRQHO� YH� (÷LWLP�0�G�UO�÷�¶QH� J|QGHULlir. Encümen 

PDVUDIODUÕQ� |GHQPHVL� KXVXVXQGD� NDUDU� DOÕUVD �� (QF�PHQ� .DUDUÕ �� LúOHPOHULQ�
EDúODWÕOPDVÕ� LoLQ� 3HUVRQHO� YH� (÷LWLP� 0�G�UO�÷�¶QH� J|QGHUilLU�� (÷LWLPH�
NDWÕODFDNODUa ��LOJLOL�NXUXPD�YH�+HVDS�øúOHUL�0�G�UO�÷�¶QH�NRQX\OD�LOJLOL�ELOJL�
YHULOLU�� (÷LWLPH� NDWÕODFDN� NLúLOHUOH� LOJLOL� JHUHNOL� ROGX÷X� KDOOHUGH� YHNDOHW�
YHULOPHN� VXUHWL\OH� J|UHYOHQGLUPH� \DSÕOÕU�� .RQX\OD� LOJLOL� WDNLS� EDúODWÕOÕU�� øúH�
\HQL� EDúOD\DQODUÕQ� H÷LWLP� IDDOL\HWOHUL� $GD\� 0HPXUODUÕQ� <HWLúWLULOPHOHULQH�
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øOLúNLQ� � <|QHWPHOL÷H� J|UH� \DSÕOÕU�� *|UHYGH� \�NVHOHFHN� SHUVRQHOLQ� H÷LWLP�
IDDOL\HWOHUL� *|UHYGH� <�NVHOPH� <|QHWPHOL÷L¶QH� J|UH� \DSÕOÕU�� 3ODQODQDQ�
H÷LWLPOHU� SODQODQGÕ÷Õ� WDULKWH� JHUoHNOHúPH]VH �� EX� H÷LWLPOHULQ� GXUXPX� LOJLOi 
ELULP� DPLUOHUL\OH� NRQXúXOXU�� (÷LWLP� \D� LOHUL� ELU� WDULKH� HUWHOHQLU� \D� GD� NXUXP�
LoLQGHNL� PHYFXW� RODQDNODUOD� JHUoHNOHúWLULOLU�� (÷LWLPH� NDWÕODQ� SHUVRQHOLQ�
GRV\DODUÕQGDNL�3HUVRQHO�(÷LWLP�7DNLS�)RUPX¶QD�YHULOHQ�H÷LWLPOH�LOJLOL�ELOJLOHU�
LúOHQLU�� (÷LWLP� ND\ÕWODUÕQÕQ� GRV\DODQPDVÕ� YH� VDNODQPDVÕ� � 3HUVRQHO� YH� (÷LWLP�
0�G�UO�÷�¶Q�Q�VRUXPOXOX÷XQGDGÕU� 
 

(e) øOJLOL�'okümanlar  

     

  (÷LWLP� 7DOHS� )RUPX� �3(0�3����)���� �� (÷LWLP� .DWÕOÕP� )RUPX�
(PEM.P.01.F.02)� �� <ÕOOÕN� (÷LWLP� 3ODQÕ� �PEM.P.01.F.03) �� 3HUVRQHO� (÷LWLP�
Takip Formu (PEM.P.01.F.04) �� (÷LWLP� 'H÷HUOHQGLUPH� )RUPX�
(PEM.P.01.F.05) ��(÷LWLP�'H÷HUOHQGLUPH�$QDOL]L�)RUPX��3(0�3����)���� 

 

(f) Referanslar  

 

 $GD\� 0HPXUODUÕQ� <HWLúWLULOPHOHULQH� øOLúNLQ� <|QHWPHOLN , Görevde 

<�NVHOPH� <|QHWPHOL÷L �� ���� 6D\ÕOÕ� 'HYOHW� 0HPXUODUÕ� .DQXQXQXQ� LOJili 

maddeleri  

 

(g) 'D÷ÕWÕP  

 

 Belediyenin  tüm birimlerLQH�GD÷ÕWÕP�\DSÕOÕU� 
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(2) . .DOLWHQLQ�(÷LWLP�dDOÕúPDODUÕQD�*etirileri   

 

 Kalite ; tüm süreçlerde süreler , hedefler ve ölçümler üzerinde , rakamsal 

LVSDWODUOD� oDOÕúDQ� ELU� VLVWHP� JHWLUPHNWHGLU�� (÷LWLP� oDOÕúPDODUÕQGD� 2VPDQJD]L�
%HOHGL\HVL¶QGH� NDOLWH� oDOÕúPDODUÕQÕQ� EDúODGÕ÷Õ� ����� \ÕOÕQD� NDGDU� H÷LWLP�
YHULOHUL�ELOJLOHUL� VD÷OÕNOÕ� LVWDWLVWLNVHO� ELU� RUWDPGD� WXWXOPDPDNWD\GÕ�� .DOLWH�
oDOÕúPDODUÕ ,  beraberinde �SURVHG�UGH�D\UÕQWÕODUÕ ile�\HU�DODQ�ELU�oDOÕúPD�VLVWHPLQL�
gHWLUPLúWLU�� .DOLWH\H� HWNL� HGHQ� HQ� |QHPOL� V�UHoOHUGHQ� ELUL� RODQ� (÷LWLP�
oDOÕúPDODUÕQGD� H÷LWLPLQ� HWNLQOL÷LQL� |OoHQ �� KHGHIOHUOH� oDOÕúDQ� YH� oDOÕúDQ�
PHPQXQL\HWLQL�|QHPVH\HQ�ELU�VLVWHP�JHWLULOPLúWLU� 
 

b.  Hizmet MDVDODUÕ 
 

 .DOLWH�oDOÕúPDVÕQÕQ�ELU�X]DQWÕVÕ�YH� WDPDPOD\ÕFÕVÕ�RODUDN�J|U�OHQ /�G�ú�Q�OHQ�
+L]PHW� 0DVDODUÕ� .DVÕP� ����� WDULKLQGH� J|UHYH� EDúODPÕú� ROXS , o günden bugüne 

YDWDQGDúÕQ� %HOHGL\HGHNL� WHPVLOFLVL� ROPXúWXU�� 0DVDGDQ� PDVD\D� YH� E�URGDQ� E�UR\D�
JH]PH\H� VRQ� YHUHQ� EX� X\JXODPD� LOH� YDWDQGDú� EDúYXUXVXQX� KL]PHW� PDVDODUÕQD�
\DSPD\D�EDúODPÕú ��HYUDNÕQÕQ / LúOHPLQLQ�VRQXFX�LOH�LOJLOL�GH�ELOJLOHQGLULOPLúWLU� 

 

 

         (1).  2VPDQJD]L�%HOHGL\HVL�+L]PHW�0DVDODUÕ�3rosedürü 

 

                                              (a)  Amaç 

 

 �9DWDQGDúÕQ��%HOHGL\H�LOH�LOJLOL�KHU�W�UO��úLND\HW ��|QHUL��YH�WDOHSOHULQL�KÕ]OÕ 
, kolayca , yHWNLOLOHUOH�ELUHELU�J|U�úHUHN�yada telefon , faks , e-PDLO�DUDFÕOÕ÷Õ�LOH�
iletilebilmesi , bu talep���|QHUL�YH�úLND\HWlerin�LúOHP�J|UPHVL ��ND\GD�DOÕQPDVÕ , 
WDNLELQLQ� VD÷ODQPDVÕ ve  talep sahiplerinin bilJLOHQGLULOPHVL� LoLQ� \D]ÕOÕ� ELU�
\|QWHP�ROXúWXUPDNWÕU� 
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(b) Kapsam 

 

 �%HOHGL\H� LOH� LOJLOL� W�P� úLND\HW , öneri ve taleplerle , bunlara muhatap  

RODQ�W�P�EHOHGL\H�ELULP�YH�\DQ�NXUXOXúODUÕQÕ�NDSVDU� 
 

(c) TanÕPODU� 
 

Belediye : Osmangazi Belediyesi. 

ù�g�7����ùLND\HW , öneri , talep. 

%HOHGL\H�+L]PHW�0DVDVÕ� ��%HOHGL\HQLQ� LGDUL�\DSÕODQPDVÕ� LoLQGH� \HU� DODQ� ELU�
birimGLU�� %HOHGL\H� LOH� LOJLOL� úLND\HW� �� |QHUL� YH talepleri takip eder  ve talep 

sahipleriQL� ELOJLOHQGLULU�� ùLND\HW� �� |QHUL� YH� WDOHSOHU ile  ilgili istatistik verileri  

RL\DVHW��PDNDPÕQD�LOHWLU� 
%HOHGL\H� +L]PHW� 1RNWDVÕ� � Belediye Hizmet MDVDVÕ� E�Q\HVLQGH� EXOXQDQ� ��
úLND\HW���|QHUL�YH�WDOHS�VDKLELQLQ�%HOHGL\HGH�LON�NDUúÕODQGÕ÷Õ�YH�ELOJLOHQGLULOGL÷L�
GHSDUWPDQGÕU� 
øUWLEDW� 1RNWDVÕ� ��0�UDFDDWÕ� +L]PHW�0DVDODUÕ� GÕúÕQGD� KHUKDQJL� ELr birim ile 

ELUHELU� J|U�úPH� JHUHNWLUHQ� YDWDQGDúODUÕQ �� LOJLOL� ELULPOHU� LOH� � J|U�úPHOHULQL�
RUJDQL]H�HGHQ�GHSDUWPDQGÕU� 
Alo Belediye :� 9DWDQGDúÕQ�+L]PHW�PDVDODUÕQD� ��� VDDW� XODúPDVÕQÕ� VD÷OD\DQ , 

ücretsiz ��WHOHVHNUHWHUOL�WHOHIRQ�KDWWÕGÕU�� 
 

(d)  Uygulama ve Sorumluluklar  

 

  ùLND\HW� ��|QHUL�YH� talepOHU� LOH� LOJLOL�EDúYXUXODU� �EL]]DW� �%HOHGL\H�+L]PHW�
ELQDVÕQD�JHOHUHN�YH\D��IDNV , Internet , mektup , dilekçe ��$OR�%HOHGL\H�YDVÕWDVÕ�
ile BelediyH� +L]PHW� 0DVDVÕQD� \DSÕOÕU�� ùLND\HW� �� |QHUL� �� WDOHS iletisini alan 
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BeledL\H� +L]PHW� 1RNWDVÕ� *|UHYOLVL� � konunun Belediye   hizmetlerini 

LOJLOHQGLULS� LOJLOHQGLUPHGL÷LQL� � NRQWURO� HGHU�� � .RQX� %HOHGL\H\L�
ilgilendirmiyorsa tDOHS�VDKLELQL�\|QOHQGLULU��ùLND\HW���|QHUL���WDOHS iletisini alan 

%HOHGL\H� +L]PHW� 1RNWDVÕ� *|UHYOLVL , konunun Belediye mücavir alan 

NDSVDPÕQGD� ROXS� ROPDGÕ÷ÕQÕ� NRQWURO� HGHU�� ùLND\HW� �� |QHUL� �� WDOHS iletisi  

%HOHGL\H� KL]PHWOHULQL� LOJLOHQGLUL\RU� � YH� %HOHGL\H� P�FDYLU� DODQÕQGD� � LVH , 

Belediye +L]PHW� 1RNWDVÕ� *|UHYOLVL� � úLND\HW� �� |QHUL� �� WDOHS� EDúYXUXVXQGD�
bulunan vatandDúÕQ� �EDúYXUXVX , Belediyeye belge veya  belgeler   vermesini 

JHUHNWLUL\RUVD� EXQODUÕ� PDWEX� � KDOGH� YDWDQGDúD� Lletir ve belgelerin tam ve 

eksiksiz  geWLULOPHVLQL� � LVWHU�� ùD\HW� úLND\HW� �� |QHUL� �� WDOHS iletisi herhangi bir 

belge gerektirmiyorsa �� YDWDQGDú� � VÕUD� QXPDUDVÕ� YHULOHUHN�+L]PHW�0DVDODUÕQD�
yönlendirilir. Hizmet MaVDODUÕQD�JHOHQ�YDWDQGDúÕQ�úLND\HW���|QHUL���WDOHS iletisi 

herhangi  bir belge veya belgeler gerektiriyorsa �� EXQODU� +L]PHW� 0DVDVÕ�
*|UHYOLVL�WDUDIÕQGDQ�YDWDQGDúWDQ�WDOHS�HGLOLU��%HOJHOHULQ��WDPOÕ÷Õ�YH�HNVLNVL]OL÷L�
%HOHGL\H�+L]PHW�0DVDVÕ�*|UHYOLVL� WDUDIÕQGDQ� �NRQWURO�HGLOLU��ùLND\HW� ��|QHUL� ��
talep� LOH� LOJLOL� EHOJHOHULQ� WDP� YH� HNVLNVL]� � ROGX÷XQX� � YH\D� � úLND\HW� �� |QHUL� ��
taleplerin��KHUKDQJL��ELU�EHOJH�JHUHNWLUPHGL÷LQL��WHVSLW��HGHQ��%HOHGL\H�+L]PHt 

MasDVÕ�J|UHYOLVL��YDWDQGDúÕQ�úLND\HW���|QHUL���WDOHS�LOH�LOJLOL��J|U�úOHULQL�GLQOHU , 
LOJLOL� � QRWODUÕ� %HOHGL\H� +L]PHW� � 0DVDVÕ� %DúYXUX� IRUPXQD� �� Q�VKD� RODUDN�
ND\GHGHU��9DWDQGDúD�JHUL��G|QHELOPHN��LoLQ�JHUHNOL�W�P�ELOJLOHUL�GH��EX�IRUPD�
kaydeden  Belediye +L]PHW� 0DVDVÕ� *|UHYOLVL , Evrak Takip Görevlisine  

úLND\HW���|QHUL���WDOHS HYUDNODUÕ��YH�IRUPODUÕQÕQ����YH����Q�VKDODUÕQÕ�WHVlim eder. 

'LOHNoH� LoHUHQ� � úLND\HW� �� |QHUL� �� WDOHSOHU� (YUDN� .D\ÕW� *|UHYOLVL� � WDUDIÕQGDQ��
HNOHULQLQ� � WDPOÕ÷Õ� NRQWURO� � HGLOHUHN� � ND\GD� DOÕQÕU�� (YUDN� 7DNLS� *örevlisi  

ND\GHWWLUGL÷L� � úLND\HW� �� |QHUL� �� WDOHSleri  Evrak Takip Formuna  kaydeder. 

%HOHGL\H�+L]PHW�0DVDVÕ�%DúYXUX�)RUPXQXQ����YH����Q�VKDODUÕ�LOH�ELUOLNWH�LOJLOL�
ELULPOHUH�VHYN�HGHU��(YUDN�7DNLS�*|UHYOLVL�%HOHGL\H�+L]PHW�0DVDVÕ�%DúYuru 

formunuQ� ��� Q�VKDVÕQÕ� LúOHPGHNL� � úLND\HW� �� |QHUL� �� WDOHS� HYUDNODUÕ� GRV\DVÕQa 

NDOGÕUÕU�� øOJLOL�ELULPH�úLND\HW� ��|QHUL� �� WDOHS�HYUDNODUÕQÕ� �J|W�UHQ� �(YUDN�7DNLS�
Görevlisi �� ELULPGH� HYUDN� DOPD� \HWNLVL� EXOXQDQ� � SHUVRQHOH� LP]D� NDUúÕOÕ÷Õ�
HYUDNODUÕ� WHVOLP�HGHr. Evrak Takip Görevlisi biriPOHUGH� LúOHPL� ELWHQ� úLND\HW� ��
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öneri , talep�HYUDNODUÕQÕQ�WDPOÕ÷ÕQÕ�NRQWURO�HWWLNWHQ�VRQUD�úLND\HW���|QHUL���WDOHS 

HYUDNÕ� � oÕNWÕVÕ� YH�%HOHGL\H�+L]PHW�0DVDODUÕ� � EDúYXUX�)RUPXQXQ����Q�VKDVÕQÕ�
%HOHGL\H� +L]PHW� 0DVDODUÕ� .RRUGLQDW|U�Qe  teslim eder. Belediye Hizmet 

0DVDODUÕ�.RRUGLQDW|U���(YUDN�7DNLS�*|UHYOLVLQLQ�LOHWWL÷L�W�P�úLND\HW���|QHUL���
talep HYUDNODUÕQÕ��LQFHOHU��%HOHGL\H�+L]PHW�0DVDVÕ�%DúYXUX��)RUPODUÕQD��JHUHN�
J|UG�÷��QRW�YH\D�X\DUÕODUÕ�\D]DUDN�úLND\HW���|QHUL���WDOHS evraklarÕQÕ ��HYUDNODUÕ�
G�]HQOH\HQ� � %HOHGL\H� +L]PHW� 0DVDVÕ� *|UHYOLVLQH� 3HUVRQHO� � (YUDN� 7DNLS�
)RUPXQD� ND\GHGHUHN� LP]D� NDUúÕOÕ÷Õ� WHVOLP� HGHU�� %HOHGL\H� +L]PHW� 0DVDVÕ�
Görevlileri , %HOHGL\H�+L]PHW�PDVDVÕ�%DúYXUX�)RUPXQGD�EHOLUWLOHQ�DoÕNODPD�YH 

WDOLPDWODU�GR÷UXOWXVXQGD�úLND\HW���|QHUL���WDOHS�EDúYXUXVX�VDKLELQH�WHOHIRQ , faks 

veya e-mail�DUDFÕOÕ÷Õ� LOH�JHUL�G|Q�S�úLND\HW� ��|QHUL� �� WDOHS ile ilgili son durum 

KDNNÕQGD�ELOJL�YHULU��ùLND\HW���|QHUL���WDOHS ile ilgili ��%HOHGL\HQLQ��]HULQH�G�úHQ�
W�P�VRUXPOXOXNODUÕQÕ� yerine gHWLUGL÷LQH�GDLU��úLND\HW���|QHUL���WDOHS�EDúYXUXVX�
VDKLEL�LOH�PXWDEDNDWD�YDUÕOGÕ÷ÕQGD�HYUDNÕ�G�]HQOH\HQ�+L]PHW��0DVDVÕ�*|UHYOLVL 
��+L]PHW�0DVDVÕ�%DúYXUX�)RUPXQXQ���� Q�VKDVÕQD� � DGÕQÕ� YH� VR\DGÕQÕ� \D]DUDN�
LP]DODU��ùLND\HW� ��|QHUL� �� WDOHS HYUDNODUÕ�YH�%HOHGL\H�+L]PHW�0DVDVÕ�%DúYXUX�
Formu 1.� Q�VKDVÕQÕ� LúOHPL� ELWHQ� úLND\HW� �� |QHUL� �� WDOHSOHU� � GRV\DVÕQD� NDOGÕUÕU��
%HOHGL\H� +L]PHW� 0DVDVÕ� *|UHYOLVL� W�P� LúOHPOHU� VRQXQGD� � LúOHPGH� EHNOH\HQ��
úLND\HW���|QHUL���WDOHSOHU�GRV\DVÕQGD���EXOXQDQ��NRQX�LOH�LOJLOL�%HOHGL\H��+L]PHt  

0DVDVÕ�%DúYXUX�)RUPXQXQ����Q�VKDVÕQÕ�LPKD�HGHU��ùLND\HW���|QHUL� �� WDOHSlerle 

ilgili geriye dönük izlenebilirlik ��UHIHUDQV�QXPDUDVÕ ��NRQXVX�YH�YDWDQGDúÕQ��DG��
YH\D� VR\DGÕ� � LOH� VD÷ODQÕU�� %HOHGL\H� � +L]PHW� PDVDODUÕ� .RRUGLQDW|U�� � W�P�
LúOHPOHUL� � UXWLQ� RODUDN� NRQWURO� � HGHU� YH� DNVDPD� J|UG�÷�� � \HUOHUGH� � JHUHNOL��
tedbiUOHUL� DOÕU� YH� X\JXODWÕU�� ùLND\HW� �� |QHUL� �� WDOHSOHUOH� LOJLOL� � W�P� � ND\ÕWODU�
%HOHGL\H�+L]PHW�0DVDVÕ� YH�YH\D� LOJLOL� ELULP� WDUDIÕQGDQ� � � .DOLWH� .D\ÕWODUÕQÕQ�
.RQWURO��SURVHG�U�QH�J|UH�VDNODQÕU� 
 

(e)  DD÷ÕWÕm 

 

 Belediyenin  t�P�ELULPOHULQH�GD÷ÕWÕP�\DSÕOÕU� 
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(2).  Kalitenin Hizmet 0DVDODUÕ�dDOÕúPDODUÕQD�*etirirleri 

  

 Kalitenin Osmangazi Belediyesi’ne en önemli getirilerinden birisi de 

+L]PHW� 0DVDODUÕGÕU�� 6LVWHP� NXUXOXPX� |QFHVLQGH� ELUNDo� EDúYXUX� PDVDVÕQGDQ�
ROXúDQ�+L]PHW�0DVDODUÕ�NDOLWH�VLVWHPL\OH�ELUOLNWH�JHoLUGL÷L�UHYL]\RQXQ�DUGÕQGDQ�
NRPSOH� ELU� KL]PHW� YH� NDUúÕODPD� ELULPL� KDOLQH� JHOPLúWLU�� %LOJLVD\DU� NXOODQÕPÕ�
konusunda bilgili �� KDONOD� LOLúNLOHUGH� EDúDUÕOÕ� YH� HQ� |QHPOLVL� NDPXQXQ�
KDQWDOOÕ÷ÕQD� DOÕúPDPÕú� \HQL� SHUVoneli ile kurulan hizmet mDVDODUÕ� EHOHGL\Hde 

masadan masaya gezme ��EXJ�Q�JLW�\DUÕQ�JHO�GHYULQH�VRQ�YHUPLúWLU��9DWDQGDú�
EDúYXUXVX�LOH�LOJLOL�\DSPDVÕ�JHUHNHQOHUL�+L]PHW�0DVDODUÕQGDQ�|÷UHQPHNWH , bu 

LúOHP� LoLQ�QXPDUDW|U�X\JXODPDVÕ� LOH� UDKDW�ELU�EHNOHPH�G|QHPi geçirmektedir. 

%DúYXUX� JHUoHNOHúWL÷L� DQGDQ� LWLEDUHQ� LVH� WHN� PXKDWDEÕ� +L]PHW� 0DVDODUÕ�
SHUVRQHOL� ROPDNWDGÕU�� 9DWDQGDúÕQ� EHOHGL\HGHNL� WHPVLOFLVL� NRQXPXQGD� RODQ�
+L]PHW� 0DVDODUÕ� YDWDQGDú� PHPQXQL\HWL� DGÕQD� EHOHGL\HGH� DWÕOPÕú� |QHPOL� ELU�
DGÕPGÕU�� 
 

B. %XUVD�øQHJ|O�Belediyesi 

 

 �6DGÕN]DGH� 6�OH\PDQ�$÷D� EDúNDQOÕ÷ÕQGD� �� ����� \ÕOÕQGD� NXUXODQ� øQHJ|O�
%HOHGL\HVL� ����� \ÕOÕQGD� \�U�UO�÷H� JLUHQ� ����� VD\ÕOÕ� %HOHGL\HOHU� .DQXQX� LOH�
ELUOLNWH� G�]HQOL� YH� VLVWHPOL� EHOHGL\HFLOLN� IDDOL\HWOHULQL� \�U�WPH\H� EDúODPÕúWÕU� 
øQHJ|O� %HOHGL\HVL� �VW�Q� �� LOHUL\H� \|QHOLN� �� EDúDUÕOÕ� oDOÕúPDODUÕ\OD� ]DPDQ�
içerisinde ülkemizin birçok il ve ilçesinden daha iyi \HUH�JHOPLú�ROXS����ONHPL]LQ�
VDQD\L� YH� VRV\DO� DODQÕQGDNL� JHOLúPHOHULQH� GH� ROXPOX� NDWNÕODUGD� EXOXQPXúWXU� 3 

øQHJ|O�%HOHGL\HVL� �������\ÕOÕQGD�����PLO\RQ�GRODU� LKUDFDW�JHUoHNOHúWLUPLúWLU�YH��
EX�UDNDP��ONH�LKUDFDWÕQÕQ����¶LQH�WHNDE�O�HWPHNWHGLU��.H]D�H÷LWLPH�\�]GH�\�]�
GHVWHN� NDPSDQ\DVÕQGD� ��� WULO\RQ� OLUD\OD� 7�UNL\H� ELULQFLVL� RODQ� %XUVD¶QÕQ� ��
NDWNÕVÕQÕQ� WDP� ��� WULO\RQ� OLUDVÕ� øQHJ|O¶GHQ� VD÷ODQPÕúWÕU�� � øQHJöl bünyesinde 

                                                
3 øQHJ|O�'HUJLVL , Bursa Haber Gazetesi 21 Temmuz 2005 eki , s.3 
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8OXGD÷�hQLYHUVLWHVL¶QH�ED÷OÕ�0HVOHN�<�NVHN�2NXOX�EXOXQPDNWD�ROXS���0HVOHN�
<�NVHN�2NXOX�LOoHQLQ�VRV\DO�YH�N�OW�UHO�DQODPGD�JHOLúPHVLQH�|QHPOL�NDWNÕODUGD�
EXOXQPDNWDGÕU��Köyleri ile birlikte 200-���� ����Q�IXVX� EDUÕQGÕUDQ� øQHJ|O� �� ���
ilden daha b�\�N� ROPDVÕQD� NDUúÕQ ,� LOoH� ROGX÷X� LoLQ� JHUHN� SHUVRQHO� JHUHNVH�
\DWÕUÕP�EDNÕPÕQGDQ�JHUHNOL�GHVWH÷L�DODPDPDNWDGÕU�4 øQHJ|O�%HOHGL\HVL�KL]PHWOHUL�
PHUNH]� LGDUH� ELQDVÕ� LOH� GL÷HU� �QLWHOHU� NDQDOÕ\OD� \�U�W�OPHNWHGLU�� øQHJ|O�
%HOHGL\HVLQGH�����PHPXU� ������LúoL�oDOÕúPDNWD�D\UÕFD�����GROD\ÕQGD�GD�geçici 

LúoL� KL]PHW� YHUPHNWHGLU� 5� øQHJ|O� %HOHGL\HVL� E�Q\HVLQGH� �� SHUVRQHOLQ�
ELOLQoOHQGLULOPHVL� DPDFÕ\OD� JHUoHNOHúWLULOHQ� KL]PHW� LoL� H÷LWLP� SURJUDPÕQGD� \HU�
DOPÕú�ROPDNOD�ELUOLNWH  ��7RSODP�.DOLWH�<|QHWLP�PRGHOL�X\JXODQPDPDNWDGÕr.  
 

1. %XUVD�øQHJ|O�%HOHGL\HVL�8\JXODPD�gUQHNOHUL 
  

a. (÷LWLP�dDOÕúPDODUÕ 
 

  øQHJ|O�%HOHGL\HVL¶QGH�SHUVRQHOLQ�HWNLQOL÷LQL�DUWÕUPD�DPDFÕ\OD�����
06. 2004 ile ���� ���� ����� WDULKOHUL� DUDVÕQGD� KL]PHW� LoL� H÷LWLP� VHPLQHUOHUL�
G�]HQOHQPLúWLU�� 7RSODP� ��� VDDW� V�UHQ� YH� ��� daire amiri ile ofis personeli ve 

]DEÕWD�PHPXUODUÕQÕQ� NDWÕOGÕ÷Õ� KL]PHW� LoL� H÷LWLP� VHPLQHUOHUL� �� øQVDQ�.D\QDNODUÕ�
'DQÕúPDQOÕN� 0HUNH]LQGHQ� 8OXGD÷� hQLYHUVLWHVL� <|QHWLP� 2UJDQL]DV\RQ� $QD�
%LOLP� 'DOÕ� |÷UHWLP� �\HOHUL� WDUDIÕQGDQ� YHULOPiúWLU. Seminerde üzerinde durulan 

konular� dD÷GDú� <|QHWLP� 7HNQLNOHUL� EDúOÕ÷Õ� DOWÕQGD� �� Toplam Kalite , Etkin 

Liderlik Teknikleri , Etkin Motivasyon , øOHWLúLP� 7HNQLNOHUL , Zaman 

Yönetimi , 7RSODQWÕ� 7HNQLNOHUL� , Hizmette Toplam Kalite , (NLS� 2GDNOÕ�
dDOÕúPD�ve +DONOD�øOLúNLOHU�olarak topaUODQPÕúWÕU� 
 

                                                
4�$OLQXU�$.7$ù���³5|SRUWDM�´����øQHJ|O�'HUJLVL , Bursa Haber Gazetesi 21 Temmuz 2005 eki , s.8 
5�%X�E|O�PGHNL�ELOJLOHU�øQHJ|O�%HOHGL\HVL�3HUVRQHO�0�G�U��'DYXW�$.3,1$5�LOH��������������– 
�������������WDULKOHUL�DUDVÕQGD�\DSÕODQ�J|U�úPHOHUGHQ�DNWDUÕOPDNWDGÕU� 
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b. +L]PHW�0DVDODUÕ 
 

 øQHJ|O�%HOHGL\HVL� �� �ONHPL]GHNL� GL÷HU� N�o�N� EHOHGL\HOHUOH� NDGHU� ELUOL÷L�
LoHULVLQGH� ROXS� FLGGL� ELU� ND\QDN� VÕNÕQWÕVÕ� YH� EXQD� ED÷OÕ� RODUDN� GD� personel 

HNVLNOL÷L� \DúDPDNWDGÕU.� %XQD� NDUúÕQ� EHOHGL\H� KL]PHW� NDOLWHVLQL� YH� GROD\ÕVÕ\OD 

KDONÕQ�PHPQXQL\HWLQL�DUWÕUPDN�DPDFÕ\OD�E�Q\HVLQGH�KL]PHW�PDVDODUÕ�GHSDUWPDQÕ�
ROXúWXUPXúWXU� 6 
 øQHJ|O�%HOHGL\HVL���+L]PHW�0DVDVÕ�DUDFÕOÕ÷Õ�LOH������������\ÕOÕ�LoHULVLQGH�
KDONÕQ�LKWL\DoODUÕQÕ�JLGHUPHN�DPDFÕ\OD� gelen m�UDFDDWODUÕ inceleyerek ,  gerekli 

tahNLNDWODU� GR÷UXOWXVXQGD , ihtiyaç sahibi ailelere  erzak , yakacak ve burs 

\DUGÕPÕQGD�EXOXQPXúWXU. 2004-�����<ÕOÕQGD �6RV\DO�<DUGÕP�IDDOL\HWOHULQLQ�JÕGD�
\DUGÕPÕ�D\D÷ÕQGD���������DLOH\H�5DPD]DQ�D\Õ�|QFHVL�HU]DN�GD÷ÕWÕPÕ�X\JXODPDVÕ  
\DSÕOPÕúWÕU�Yakacak GD÷ÕWÕPÕQGD� \DUGÕPD�PXKWDo� ���� DLOH� WHVSLW� HGLOPLú�YH� EX�
ailelere toplam da 240 ton kömür yDUGÕPÕ� \DSÕOPÕúWÕU�� (÷LWLPH� GHVWHN� YHUPHN�
DPDFÕ\OD��QLYHUVLWH�|÷UHQLPL�J|UHQ������|÷UHQFL\H�EXUV�YHULOPLúWLU� 
 �+L]PHW� PDVDODUÕ� GHSDUWPDQÕQGD� oDOÕúDQ� WHN� ELU� SHUVRQHO�
buluQPDNWDGÕU�+L]PHW�PDVDODUÕ�VRUXPOXVX ,�NLúLVHO�oDEDODUÕ\OD�JHOHQ�WDOHS��|QHUL�
YH� úLND\HWOHUL� ELOJLVD\DU� RUWDPÕQD� DNWDUPDNWD� YH� E|\OHOLNOH� KDOND� GDKD� KÕ]OÕ� ��
GDKD�HWNLQ�YH�GDKD�VLVWHPOL�KL]PHW�VXQPD�EDúDUÕVÕ�J|VWHUPHNWHGLU�� 
 $\UÕFD� øQHJ|O� %HOHGL\HVL� , KentsHO� øOHWLúLP� YH�7RSOX�'X\XP�6LVWHPL�
DGÕ�DOWÕQGD�EDúODWWÕ÷Õ�\HQL�X\JXODPD�LOH�EHOHGL\H�KL]PHWOHULQL�YH�KHU�W�UO��LODQÕ���
LQIR�PHVDM�RODUDN�YDWDQGDúODUÕQ�FHS�WHOHIRQODUÕQD�LOHWPHNWHGLU�� 
 

 

 

 

 
                                                
6�%X�E|O�PGHNL�ELOJLOHU�øQHJ|O�%HOHGL\HVL�+L]PHW�0DVDODUÕ�6RUXPOXVX��2÷X]�ø/+$1�LOH���������
2005 –��������������WDULKOHUL�DUDVÕQGD�\DSÕODQ�J|U�úPHOHUGHQ�DNWDUÕOPDNWDGÕU� 
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C. %XUVD�2VPDQJD]L�YH�øQHJ|O�%HOHGL\HOHUL�8\JXODPD�gUQHNOHULQLQ�
.DUúÕODúWÕUÕOPDVÕ� 

 

 dDOÕúPDQÕQ�EX�E|O�P�QGH���sanayi , sosyal ve kültürel alanlarda ülkemizin 

JHOLúPHVLQH� |QHPOL� NDWNÕODUGD� EXOXQPDVÕ� ED÷ODPÕQGD� ELUELUOHULQH� EHQ]HUOLN�
J|VWHUPHVLQLQ� \DQÕ VÕUD� LoLQGH� EXOXQGX÷XPX]� EX� VHoLP� sürecinde AK Parti 

temsilcilerince yönetilen Bursa belediyelerinden ; Toplam Kalite Yönetimini 

uygulayan belediyelerimizden biri olan Bursa Osmangazi Belediyesi ile , Toplam 

.DOLWH� <|QHWLPLQL� X\JXODPD\DQ� %XUVD� øQHJ|O� %HOHGL\HVL� KL]PHW� PDVDODUÕ� ve 

H÷LWLP� SURJUDPODUÕ� \|UH� KDONODUÕQÕQ� J|U�úOHULQGHQ� \DUDUODQÕOPDN� VXUHWL\OH�
NDUúÕODúWÕUÕODUDN�  Toplam Kalite Yönetiminin yerel yönetimler üzerindeki etkisi 

GH÷HUOHQGLULOHFHNWLU��� 
 

1. $UDúWÕUPDQÕQ�7DQÕPÕ���$PDFÕ���9DUVD\ÕPODUÕ� 
 

a. $UDúWÕUPDQÕQ�7DQÕPÕ� 
 

 %X�DUDúWÕUPD� ��EHOHGL\HOHULQ�VXQGXNODUÕ�KL]PHW�NDOLWHVLQL� , Toplam Kalite 

<|QHWLPL�PRGHOLQLQ�X\JXODQPDVÕ�ED÷ODPÕQGD�GH÷HUOHQGLUHQ�YH�EX�NRQX\X�%XUVD�
LOLQGHNL�LNL�EHOHGL\H�E�Q\HVLQGH�NÕ\DVOD\DUDN�LQFHOH\HQ�ELU�oDOÕúPDGÕU� 
 $UDúWÕUPD� �� WHRULN� YH� X\JXODPDOÕ� E|O�POHUGHQ� ROXúPDNWDGÕU�� 7HRULN�
bölümlerde , konu , ilgili�OLWHUDW�U�oHUoHYHVLQGH�D\UÕQWÕODUÕ\OD�HOH�DOÕQPÕú�YH�WHPHO�
NDYUDPVDO�DOW\DSÕ�RUWD\D�NR\XOPXúWXU� 
 8\JXODPDOÕ� DUDúWÕUPD� E|O�P�Q�n içerisinde , ilgili konu Bursa’da biri 

merkez biri ilçe belediyesi olmak üzere iki belediye bünyesinde anket* 

X\JXODPDVÕ� YH� doN�PDQWDV\RQ� LQFHOHPHVL� úHNOLQGH� \DSÕODQ� DQDOL]� YH�
GH÷HUOHQGLUPHOHUL� LoHUPHNWHGLU�� $PSLULN� oDOÕúPD� NÕVPÕQGD� �� Eelediyelerin , 

7RSODP�.DOLWH� <|QHWLPL�PRGHOLQL� X\JXODPDODUÕQÕQ� VXQGXNODUÕ� KL]PHW� NDOLWHVLQH 
olan etkilerini� GH÷HUOHQGLUPH\L� KHGHIOH\HQ bu araúWÕUPada ; anket yöntemi 
                                                
*�%HOHGL\HOHULQ�SHUIRUPDQVÕQÕ�GH÷HUOHQGLUPHN�DPDFÕ\OD�GHQHNOHUFH�FHYDSODQDQ�DQNHW�VRUXODUÕ�
|UQH÷L�HNWH�YHULOPLúWLU� 
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NXOODQÕODUDN� �� 7RSODP� .DOLWH� <|QHWLPLQL� X\JXOD\DQ� YH� X\JXODPD\DQ� LNL�
belediyede� HúLW� VD\ÕGD� � YDWDQGDúÕQ� D\QÕ� VRUXODUD� FHYDS� YHUPHVL� VD÷ODQPÕú� YH 

EHOHGL\HOHULQ�YDWDQGDúODU�J|]�QGHNL�SHUIRUPDQVÕQD istatistiksel olarak�XODúÕOPÕúWÕU� 
 

b. $UDúWÕUPDQÕQ�$PDFÕ� 
 

 $UDúWÕUPD� LOH� �� KHU� LNL� EHOHGL\HQLQ� �� KL]PHW� PDVDODUÕ� YH� H÷LWLP�
SURJUDPODUÕQGD� J|VWHUGL÷L� SHUIRUPDQV� �� \|UH� KDONÕQÕQ� GH÷HUOHQGLUPHOHULQGHQ�
\DUDUODQÕODUDN� � LVWDWLVWLNVHO� RODUDN� HOGH� HGLOHFHN� YH� E|\OHFH� \HUHO� \|QHWLPOHU�
üzerinde Toplam KalitH� <|QHWLPLQLQ� QDVÕO� ELU� HWNL\H� VDKLS� ROGX÷X� VDSWDQPD\D�
oDOÕúÕODFDNWÕU� 
 

c. Ana Hipotez 

 

 6ÕQÕUOÕ� ND\QDNODUD� YH� |QHPOL� SUREOHPOHUH� VDKLS� �ONHPL]� \HUHO�
\|QHWLPOHULQGH� 7RSODP� .DOLWH� <|QHWLPLQLQ� � X\JXODQPDVÕ� �� \HUHO� \|QHWLP�
hizmetlerinin sunumunda verimlilik yaraWDUDN� \|UH� KDONÕQÕQ� PHPQXQL\HWLQL�
DUWÕUDFD÷ÕQGDQ�\HUHO�\|QHWLPOHUH�GX\XODQ�VD\JÕ\Õ���ED÷OÕOÕ÷Õ���LOJL\L�J�oOHQGLULU�YH�
GHPRNUDWLNOHúPH\L�KÕ]ODQGÕUÕU� Toplam Kalite Yönetimini uygulayan  Osmangazi 

%HOHGL\HVL� KHPúHKULOHULQLQ� �� EHOHGL\H� KL]PHW� VXQXPXQGDQ� � GX\GXNODUÕ�
PHPQXQL\HW� �� 7RSODP� .DOLWH� <|QHWLPLQL� X\JXODPD\DQ� � øQHJ|O� %HOHGL\HVL�
KHPúHKULOHULQLQ� ��EHOHGL\H�KL]PHW�VXQXPXQGDQ� �GX\GXNODUÕ�PHPQXQL\HWWHQ�GDKD�
yüksektir. 

 

d. 9DUVD\ÕPODU 

 

• +HU�LNL�EHOHGL\HGH�GH�KDONÕQ�\HUHO�\|QHWLPOHU�KDNNÕQGDNL�ELOJLVLQLQ�VÕQÕUOÕ�
olGX÷X�YDUVD\ÕOPDNWDGÕU� 

• HHU�LNL�EHOHGL\HGH�GH�SHUVRQHO�VD\ÕVÕQÕQ�\HWHUVL]�ROGX÷X�YDUVD\ÕOPDNWDGÕU� 
• Her iki belediyede de maddi ND\QDN� \HWHUVL]OL÷LQLQ� HQ� |QHPOL problem 

ROGX÷X�YDUVD\ÕOPDNWDGÕU� 



 76 

• 2VPDQJD]L� %HOHGL\HVLQLQ� WHNQLN� GRQDQÕP� YH� EHQLPVHGL÷L� \|QHWLP�
DQOD\ÕúÕQGDQ��GROD\Õ�GDKD�\�NVHN�SHUIRUPDQV�J|VWHUGL÷L�YDUVD\ÕOPDNWDGÕU� 

• 2VPDQJD]L� %HOHGL\HVLQGH� KDONÕQ belediye hizmetlerinden memnuniyet 

RUDQÕQÕQ� �� øQHJ|O� %HOHGL\HVLQH� RUDQOD� GDKD� \�NVHN� ROGX÷u 

YDUVD\ÕOPDNWDGÕU� 
• øQHJ|O� %HOHGL\HVLQGH� �� �ONHPL]GHNL� N�o�N� EHOHGL\HOHUGH� \DúDQDQ 

VÕNÕQWÕODUÕQ� �� PDGGL� ND\QDN� \HWHUVL]OL÷L� �� NDOLIL\H� HOHPDQ� D]OÕ÷Õ� YH�
WHNQRORMLN�GRQDQÕP�HNVLNOL÷L���J|]OHQHFH÷L�YDUVD\ÕOPDNWDGÕU� 

 

2. $UDúWÕUPDQÕQ�<|QWHPL�YH�8\JXODQPDVÕ� 
 

a. $UDúWÕUPDQÕQ�<|QWHPL� 
 

 %HOHGL\HOHULQ� YDWDQGDúD� VXQGXNODUÕ� KL]PHWLQ� JHUHN� QLWHOLN� JHUHNVH�
niceliksel yönden yeterlLOL÷LQL� GH÷HUOHQGLUHUHN� �� LNL� EHOHGL\HGHQ� � �� KHPúHKULOHUL 
gözünde daha  EDúDUÕOÕ�J|U�OHQL�EXOPD\Õ�KHGHIOH\HQ�EX�DUDúWÕUPDGD�DQNHW�\|QWHPL�
NXOODQÕODUDN� �� KHU� LNL� EHOHGL\HGH� GH� HúLW� VD\ÕGD� � YDWDQGDúÕQ� D\QÕ� Vorulara cevap 

vermesi istenerek�EHOHGL\HOHULQ�YDWDQGDúODU�J|]�QGHNL�SHUIRUPDQVÕQD� LVWDWLVWLNVHO�
RODUDN�XODúÕOPD\D�oDOÕúÕOPÕúWÕU� 
 

b. $UDúWÕUPDQÕQ�8\JXODQPDVÕ 
 

           2VPDQJD]L� YH� øQHJ|O� %HOHGL\HOHUL� |UQHN� HYUHQ� RODUDN� DOÕQPÕú� YH� ���’er 

NLúLOLN� |UQHNOHP� GHQHNOHULQH� UDVWVDO� VHoLP� \|QWHPL\OH� XODúÕOPÕúWÕU� 21’i� NDSDOÕ�
XoOX� RODQ� ��� DQNHW� VRUXVX� GHQHNOHUH� GD÷ÕWÕOÕS� D\QÕ� J�Q� JHUL� ELOGLULP� DOÕQPDVÕ�
VD÷ODQPÕú�YH�LVWDWLVWLNL�GH÷HUOHPH\H�GD\DOÕ�RODUDN�WDEORODU�ROXúWXUXODUDN�VRQXoODU�
\RUXPODQPÕúWÕU� 
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����������������$UDúWÕUPDQÕQ�%XOJXODUÕ 
         

Tablo : 1 Deneklerin Ö÷UHQLP�Durumu  

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

øON|÷UHWLP  84 %42 102 %51 

Lise   19   %9,50   62 %31 

Ön lisans   29     %14,50   13    %6,50 

Lisans    45      %22,50   15     %7,50 

Lisans üstü   23     %11,50      8  %4 

  200     200   

 

            øQHJ|O� %HOHGL\HVLQGH� GDKD� ID]OD� ROPDNOD� ELUOLNWH� �� Ker iki belediyede de 

deneklerden büyük böl�P��LON|÷UHWLP�PH]XQXGXU�  ( Osmangazi Belediyesinde % 

�����øQHJ|O�%HOHGL\HVLQGH�������  $QFDN�LNLQFL�VÕUDGD�2VPDQJD]L�%HOHGL\HVLQGH�
�� ��� LOH� OLVDQV� PH]XQODUÕ� J|]OHQLUNHQ� �� øQHJ|O� %HOHGL\HVLQGH� �� ��� LOH� OLVH�
PH]XQODUÕ� \HU� DOPDNWDGÕU��gQ� OLVDQV� �� OLVDQV�YH� OLVDQV��VW��PH]XQODUÕ� WRSODPÕQÕQ�
|UQHNOHP� LoHULVLQGHNL� RUDQÕ� 2VPDQJD]L� %HOHGL\HVLQGH� � 48,50 ( 97 denek ) , 

øQHJ|O� %HOHGL\HVLQGH� �� ��¶GLU�� � �� ��� GHQHN� �� øQHJ|O� %HOHGL\HVLQGH , yüksek 

|÷UHQLP�J|UP�ú�RODQODUÕP�|UQHNOHPH�RUDQÕ�� Osmangazi Belediyesindeki yüksek 

|÷UHQLP�J|UP�ú�RODQODUÕP�|UQHNOHPH�RUDQÕQÕQ�ROGXNoD�DOWÕQGDGÕU� 
 

 

 

Tablo : 2 Deneklerin <Dú�*UXEX 

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

… 23   73      %36,50 49    %24,50 

23-49 104 %52 88 %44 

49 …   23      %11,50 63 %31,50 

  200   200   

 
 $QNHWH�NDWÕODQ�GHQHNOHU�LoHULVLQGH�oR÷XQOX÷X�� her iki belediyede de , \Dú�
grubu 23-49�\Dú�DUDOÕ÷ÕQGD�RODQODU�ROXúWXUPDNWDGÕU����2VPDQJD]L�%HOHGL\HVLQGH���
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�����øQHJ|O�%HOHGL\HVLQGH��������$QFDN�LNLQFL�VÕUDGD�2VPDQJD]L�%HOHGL\HVLQGe % 

������ LOH� \Dú� JUXEX���� YH� |QFHVL�\DúODUGD� RODQ�JHQo�Q�IXV�gözleniUNHQ� �� øQHJ|O�
Belediyesinde ���������LOH�\Dú�JUXEX����YH��]HULQGH�RODQODU�\HU�DOPDNWDGÕU� 
 

 

 

 

Tablo : 3 Deneklerin Mesle÷i 

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Serbest meslek 18   %9 72 %36 

øúoL 11       %5,50  60 %30 

Memur 90    %45 19   %9,50 

Çiftçi  _    %0 21 %10,50 

dDOÕúPÕ\RUXP 81        %40,50 28 %14 

  200   200   

 
 Osmangazi Belediyesinde deneklerin % 45’i  memur , % 40,50’si 

oDOÕúPÕ\RU , % �¶X� VHUEHVW�PHVOHN� ������¶VL� LúoL� LNHQ�oLIWoL�GHQHN�\RNWXU�� øQHJ|O�
Belediyesinde ise en fazla  % 36 ile serbest meslek grubunda denek mevcut iken , 

�� ��¶OXN� ELU� NÕVPÕ� LúoL� GHQHN� YH� �� ��¶O�N� ELU� NÕVPÕ� oDOÕúPD\DQ� GHQHN�
ROXúWXUPDNWDGÕU� % 10,50 çiftçi denek vDUGÕU��0HPXU�GHQek ise sadece % 9,50’dir.  

 
 
 
 
 
Tablo : 4�%HOHGL\HOHULQ�+L]PHW�6XQXPXQXQ�'H÷HUOHQGLULOPHVL 

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

dRN�EDúDUÕOÕ 27 %13,50 16 %8 

%DúDUÕOÕ 85 %42,50 19 %9,50 

.ÕVPHQ�EDúDUÕOÕ 42   %21 120  %60 

%DúDUÕVÕ] 30   %15 25 %12,50 

dRN�EDúDUÕVÕ] 16 %8 20 %10 

  200     200   
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 Osmangazi Belediyesinde deneklerin 27’si ( % 13, 50’si ) belediyenin 

hizmet sunumunu oRN� EDúDUÕOÕ� RODUDN� GH÷HUOHQGLULUNHQ� �� øQHJ|O� %HOHGL\HVLQGH�
deneklerin sadeFH���¶VÕ������¶L���EHOHGL\H�KL]PHW�VXQXPXQX�oRN�EDúDUÕOÕ olarak 

GH÷HUOHQGLUPLúWLU� Belediye hizmet sunumunu EDúDUÕOÕ�RODUDN�GH÷HUOHQGLUHQ�GHQHN�
VD\ÕVÕ�2VPDQJD]L�%HOHGL\HVLQGH���������������LNHQ���øQHJ|O�%HOHGL\HVLQGH���¶GXU��
��������� ��%X� EXOJXODU� GR÷UXOWXVXQGD� ��2VPDQJD]L�%HOHGL\HVLQGH� YDWDQGDúODUÕQ�
\DUÕVÕQGDQ� ID]ODVÕQÕQ belediye hizmet sunumunu oRN� EDúDUÕOÕ� YH� EDúDUÕOÕ 
GH÷HUOHQGLUGL÷L���EXQD�NDUúÕQ�øQHJ|O�%HOHGL\HVLQGH�EHOHGL\H�KL]PHW�VXQXPXQX�çok 

EDúDUÕOÕ� YH� EDúDUÕOÕ� GH÷HUOHQGLUHQ� YDWDQGDú� VD\ÕVÕQÕQ� �� ��¶QLQ� DOWÕQGD� ROGX÷X�
DQODúÕOPDNWDGÕU� Her iki belediyede de hizmet sunumunu EDúDUÕVÕ]� YH� oRN�
EDúDUÕVÕ]� GH÷HUOHQGLUHQ� GHQHNOHULQ� VD\ÕVÕ� ELUELUOHULQH� \DNÕQOÕN� J|VWHULUNHQ� ��
2VPDQJD]L�%HOHGL\HVLQGH���� �� øQHJ|O�%HOHGL\HVLQGH���� �� �� øQHJ|O�%HOHGL\HVLQGH�
hizmet sunumunu NÕVPHQ�EDúDUÕOÕ�EXODQ�GHQHN�VD\ÕVÕ�����������¶WÕU���2VPDQJD]L�
%HOHGL\HVLQGH�EX�VD\Õ����ROXS�����¶H�WHNDE�O�HWPHNWHGLU��Bu verilerGH�J|]OHQGL÷L�
gibi ,  belediye hizmetlerinin sunumunda Osmangazi Belediyesi� �� øQHJ|O�
Belediyesinden GDKD�EDúDUÕOÕGÕU� 
 

 

 

 

Tablo : 5 Belediye Hizmetlerinin GeQHO�$QODPGD�6XQXPX�YH�øOoHOHU 
Genelinde DD÷ÕOÕPÕ 

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

øOoHQLQ�WDPDPÕ�D\QÕ�NDOLWHGH�
EHOHGL\H�KL]PHWLQGHQ�\DUDUODQÕ\RU� 

118 %59 21   %10,50 

øOoH�KDONÕQÕQ�ELU�E|O�P��NDOLWHOL�
KL]PHW�DOÕUNHQ���GL÷HU�E|O�P��
J|UHFH�GDKD�G�ú�N�NDOLWHGH�KL]PHW�
DOÕ\RU� 

 55     %27,50 89   %44,50 

øOoH�KDONÕQÕQ�oRN�VÕQÕUOÕ�ELU�E|O�P��
belediye hizmetlerinden 
\DUDUODQÕ\RU� 

27    %13,50 90 %45 

  200   200   
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 Osmangazi Belediyesinde deneklerin % 59’u �� \DUÕVÕQGDQ� ID]OD� �� ilçenin 

WDPDPÕQÕQ�D\QÕ�NDOLWHGH�EHOHGL\H�KL]PHWLQGHQ�\DUDUODQGÕ÷ÕQÕ�G�ú�Q�UNHQ���øQHJ|O�
%HOHGL\HVLQGH�EX�G�ú�QFH\L�SD\ODúDQ�GHQHNOHU sadece��������¶OLN�ELU�RUDQGDGÕU��
øOoH�KDONÕQÕQ�ELU�E|O�P�nün kaliteli hizmet alÕUNHQ���GL÷HU�E|O�P�nün görece daha 

G�ú�N� NDOLWHGH� KL]PHW� DOGÕ÷ÕQÕ� EHOLUWHQ� GHQHNOHU� �� 2VPDQJD]L� %HOHGL\HVLQGH� ��
��������øQHJ|O�%HOHGL\HVLQGH�LVH������¶GLU��øOoH�KDONÕQÕQ�oRN�VÕQÕUOÕ�ELU�E|O�P�Q�Q�
EHOHGL\H� KL]PHWOHULQGHQ� \DUDUODQGÕ÷Õ� NDQÕVÕQGD� RODQ� GHQHN� VD\ÕVÕ� øQHJ|O�
%HOHGL\HVLQGH� ���NLúL� � ROXS� ���� ��� �� EX� UDNDP�2VPDQJD]L�%HOHGL\HVLQGH� D\QÕ�
úÕNNÕ�LúDUHWOH\HQ�GHQHN�VD\ÕVÕQÕQ��o�NDWÕQGDQ�ID]ODGÕU�( Osmangazi Belediyesinde 

LOoH� KDONÕQÕQ� oRN� VÕQÕUOÕ� ELU� E|O�P�Q�Q� EHOHGL\H� KL]PHWOHULQGHQ� \DUDUODQGÕ÷ÕQÕ�
G�ú�QHQ�GHQHNOHU����NLúL�ROXS��������¶OLN�ELU�NHVLPL�ROXúWXUPDNWDGÕU��Osmangazi 

%HOHGL\HVLQGH� ��KHPúHKULOHUH�KL]PHWOHULQ�GD÷ÕOÕPÕQGD� øQHJ|O�%HOHGL\HVLQGHQ�oRN�
GDKD��DGLO��GDYUDQÕOGÕ÷Õ��J|]OHQPHNWHGLU� 
 
 
 
 
Tablo : 6 Belediyelerin Talep Öneri ve ùLND\HWOHU KDUúÕVÕQdaki Geri 

Bildirimlerinin De÷HUOHQGLULOPHVL 
  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet. Standart bir sürede geri 
ELOGLULP�DOÕ\RUXP� 

138 %69 22 %11 

(YHW��*HUL�ELOGLULP�DOÕ\RUXP��
$QFDN�VWDQGDUW�ELU�V�UHGH�GH÷LO� 

57     %28,50 83 %41,50 

*HUL�ELOGLULP�DOPÕ\RUXP�  5  %2,50 95 %47,50 

  200   200   

 
 2VPDQJD]L�%HOHGL\HVLQGH�GHQHNOHUGHQ�����NLúL� ������� �� WDOHS� ��|QHUL�YH�
úLND\HWOHUL� NDUúÕVÕQGD� JHUL� ELOGLULP� DOGÕ÷ÕQÕ�EHOLUWLUNHQ� �� øQHJ|O�%HOHGL\HVLQGH�EX�
J|U�úWH� RODQ� ��� NLúL� �� �� ��� �� YDUGÕU�� 2VPDQJD]L� %HOHGL\HVLQGH� DQNHWH� NDWÕODQ�
GHQHNOHUGHQ� VDGHFH� �¶L� WDOHS� �� |QHUL� YH� úLND\HWOHUL� NDUúÕVÕQGD� JHUL� ELOGLULP�
DOPDGÕ÷ÕQÕ�EHOLUWLUNHQ��� øQHJ|O�%HOHGL\HVLQGH�D\QÕ�úÕNNÕ� LúDUHWOH\HQ� �GHQHN�VD\ÕVÕ�
95’tir. ( % 47 ,50 gibi büyük bir kesim ) Demokrasinin temel göstergelerinden 

ELULQLQ� \|QHWLPH� WDOHS� �� |QHUL� YH� úLND\HWOHUOH� NDWÕOPDN� ROGX÷X� KDWÕUODQGÕ÷ÕQGD� ��
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øQHJ|O� %HOHGL\HVLQGH� J|]OHQHQ� EX� GXUXP� �� �ONHPL]GH � YDWDQGDúODUÕQ , 

demokrasilerde � WDOHS� �� |QHUL� YH� úLND\HWOHUOH� JLUGLGH� EXOXQDUDN� � sistemde 

R\QDGÕNODUÕ� DNWLI� URO�Q� JHUH÷L� JLEL� IDUNÕQGD� ROPDGÕNODUÕQÕ� J|]OHU� |Q�QH�
sermektedir.     

 

 

 

Tablo : 7 Belediyelerin Talep Öneri ve ùLND\HWOHU KDUúÕVÕQGDki 

PHUIRUPDQVÕQÕn De÷HUOHQGLULOPHVL 
  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

%DúDUÕOÕ��dRN�YHULPOL 98 %49 43    %21,50 

.ÕVPHQ�EDúDUÕOÕ 49     %24,50 71    %35,50 

9HULPVL]���EDúDUÕVÕ] 53    %26,50 86 %43 

  200   200   

 

 Osmangazi Belediyesinde deneklerin  % ��¶WHQ� ID]ODVÕ�  talep , öneri ve 

úLND\HWOHU� NDUúÕVÕQGD� EHOHGL\HOHULQLQ� SHUIRUPDQVÕQÕ� EDúDUÕOÕ� �� oRN� YHULPOL� YHya 

NÕVPHQ�EDúDUÕOÕ�EXOPDNWDGÕU� 2\VD��øQHJ|O�%HOHGL\HVLQGH�� 43 RUDQÕQGD�GHQHN���
EHOHGL\HOHULQLQ� SHUIRUPDQVÕQÕ� YHULPVL]� YH� EDúDUÕVÕ]� RODUDN� GH÷HUOHQGLUPLúWLU� 
$UDúWÕUPD�EXOJXODUÕQD�J|UH� ��2VPDQJD]L�%HOHGL\HVL� �� øQHJ|O�%HOHGL\HVLQH�RUDQOD�
GDKD�EDúDUÕOÕ�YH�YHULPOLGLU� 
 

 

 

 

Tablo : 8 Belediyelerin ÇD÷GDú�Yönetim Tekniklerini Uygulama Düzeyinin 

De÷HUOHQGLULOPHVL 
  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet 109      %54,50 43    %21,50 

+D\ÕU 28 %14 54 %27 

Bilmiyorum 63      %31,50 103    %51,50 

  200   200   
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 2VPDQJD]L� %HOHGL\HVLQGH� GHQHNOHULQ� \DUÕVÕQGDQ� ID]ODVÕ� oD÷GDú� \|QHWLP�
WHNQLNOHULQLQ� EHOHGL\HOHULQGH� X\JXODQGÕ÷ÕQÕ� G�ú�Q�UNHQ� �� øQHJ|O� %HOHGL\HVLQGH�
GHQHNOHULQ�\DUÕVÕQGDQ�ID]ODVÕ�NRQX�KDNNÕQGD�ELOJLVL]�ROGX÷XQX�EHOLUWPLú������JLEL�
FLGGL� ELU� UDNDPGD� VRUX\D� ROXPVX]� FHYDS� YHUHUHN� oD÷GDú� \|QHWLP� WHNQLNOHULQLQ�
belediyelerinH� DNWDUÕOPDGÕ÷ÕQÕ� EHOLUWPLúWLU� Osmangazi Belediyesinde , 

KHPúHKULOHU� oD÷GDú� \|QHWLP� WHNQLNOHULQLQ� X\JXODQGÕ÷ÕQÕ� � �� øQHJ|O� %HOHGL\HVLQGH 
ise�\|UH�KDONÕQÕQ�E�\�N�ELU�E|O�P��ELOJLVL]�ROGX÷XQX�EHOLUWPLúWLU� 
 

 

 

 

 

Tablo : 9  Belediyelerin Hizmet Sunumunda KXOODQGÕ÷Õ�AUDoODUÕn Teknolojik 

Yönden YeterliOL÷LQLQ�'H÷HUOHQGLULOPHVL 
  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet 115      %57,50 47    %23,50 

+D\ÕU 17    %8,50 104 %52 

.ÕVPHQ 68 %34 49    %24,50 

  200   200   

 
 2VPDQJD]L� %HOHGL\HVLQGH� GHQHNOHULQ� \DUÕVÕQGDQ� ID]ODVÕ ( % 57,50’si ) 

EHOHGL\HQLQ� KL]PHW� VXQXPXQGD� NXOODQGÕ÷Õ� DUDoODUÕQ� WHNnolojik yönden yeterli 

ROGX÷XQX� G�ú�Q�UNHQ� �� �� ��¶� ü de EHOHGL\HQLQ� KL]PHW� VXQXPXQGD� NXOODQGÕ÷Õ�
DUDoODUÕ� NÕVPHQ� \HWHUOL� EXOPDNWDGÕU�� 6DGHFH� �� ����¶VL� �� ��� NLúL� �� EHOHGL\HQLQ�
KL]PHW�VXQXPXQGD�NXOODQGÕ÷Õ�DUDoODUÕ�\HWHUVL]�EXOPDNWDGÕU��øQHJ|O�%HOHGL\HVLQGH�
isH� GHQHNOHULQ� \DUÕVÕQGDQ� ID]ODVÕ� �� �� ��¶VL� �� EHOHGL\HQLQ� KL]PHW� VXQXPXQGD�
NXOODQGÕ÷Õ� DUDoODUÕ� \HWHUVL]� EXOPDNWDGÕU� øQHJ|O� %HOHGL\HVL� WHNQRORMLN� GRQDQÕP�
yönünden Osmangazi Belediyesinin oldukça gerisindedir. 
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Tablo : 10 Belediyelerin Hizmet  Sunumu  øçin  Personel  SD\ÕVÕQÕQ�
YeterliOL÷LQLQ�'H÷HUOHQGLULOPHVL 

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet 40 %20  37    %18,50 

+D\ÕU 82 %41 109    %54,50 

.ÕVPHQ 78 %39  54 %27 

  200   200   

 
 øQHJ|O� %HOHGL\HVLQGH� GDKD fazla ihtiyaç duyulmakla birlikte , her iki 

belediyede de hizmet sunumu için personel VD\ÕVÕ� �� GHQHNOHUFH� � \HWHUVL]�
EXOXQPXúWXU� 
 
 
 
 
 
 
Tablo : 11 Belediyelerin Talep , Öneri  ve  ùLND\HWOHU�.DUúÕVÕQGD�hUHWWL÷L�
Çözümlerin Zamanlama Yönünden YeterliOL÷LQLQ�'H÷HUOHQGLULOPHVL 

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet 84 %42 32 %16 

+D\ÕU 27      %13,50 58 %29 

.ÕVPHQ 89      %44,50 110 %55 

  200   200   

 
 “ TDOHS���|QHUL�YH�úLND\HWOHU�NDUúÕVÕQGD , belediyeniz süratle çözüm buluyor 

mu ? ” sorusuna Osmangazi Belediyesinde evet ( % 42 ) YH�NÕVPHQ ( % 44,50 ) 

FHYDSODUÕQÕ�YHUHQ�GHQHNOHU�����¶LQ��]HULQGHGLU�� øQHJ|O�%HOHGL\HVLQGH�LVH�VRUX\D�
KD\ÕU�FHYDEÕQÕ�YHUHQ�GHQHNOHU�����¶OXN�ELU�\�]GH�ROXúWXUXUNHQ���������RUDQÕQGD�
NÕVPHQ ve saGHFH������RUDQÕQGD�evet�FHYDEÕ�PHYFXWWXU� Osmangazi Belediyesi , 

WDOHS� �� |QHUL� YH� úLND\HWOHU� NDUúÕVÕQGD� ]DPDQÕQGD� o|]�P� �UHWHELOPH� DoÕVÕQGDQ�
øQHJ|O�%HOHGL\HVLQH�J|UH�GDKD�EDúDUÕOÕGÕU� 



 84 

 

 

 

Tablo : 12 Belediyelerin Hizmet Sunumunun Adalet Ölçüsüne Göre 

'H÷HUOendirilmesi  

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet 120 %60 45    %22,50 

+D\ÕU 51     %25,50 82 %41 

.ÕVPHQ 29    %14,50 73    %36,50 

  200   200   

 
 2VPDQJD]L� %HOHGL\HVLQGH� GHQHNOHULQ� �� ��¶Õ� KL]PHW� VXQXPXQGD� DGLO�
GDYUDQÕOGÕ÷ÕQÕ� G�ú�Q�UNHQ� �� øQHJ|O� %HOHGL\HVLQGH� GHQHNOHULQ� �� �����¶VL� D\QÕ�
G�ú�QFH\L� SD\ODúPDNWDGÕU� Osmangazi Belediyesinde hizmet sunumunda adil 

GDYUDQÕOPDGÕ÷ÕQÕ� G�ú�QHQ� GHQHNOHU� �� ��¶OXN� ELU� RUDQ� ROXúWXUXUNHQ� �� øQHJ|O�
EHOHGL\HVLQGH�D\QÕ� J|U�úWH� RODQ�GHQHNOHULQ� RUDQÕ�����¶GLU��  Hizmet sunumunda 

2VPDQJD]L� %HOHGL\HVL� �� øQHJ|O� %HOHGL\HVLQGHQ� oRN� GDKD� DGLl bir tutum 

sergilemektedir. 

 
 
 
 
Tablo : 13 Belediyelerde Personellerin øOHWLúLP�%HFHULVLQLQ�'H÷HUOHQGLULOPHVL 

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet 134  %67 110 %55 

+D\ÕU 8 %4 20 %10 

.ÕVPHQ 58  %29 70 %35 

  200   200   

 
 øQHJ|O�%HOHGL\HVLQGH�PHPQXQL\HW�G�]H\L�2VPDQJD]L�%HOHGL\HVLQH�RUDQOD�
GDKD� G�ú�N� ROPDNOD� ELUOLNWH� �� KHU� LNL� EHOHGL\HGH� GH� GHQHNOHU� �� NÕVPHQ� \D� GD�
tamamen , belediye personelini� J�OHU� \�]O�� �� VDEÕUOÕ� YH� NROD\OÕNOD� LOHWLúLP�
NXUDELOPH� \HWHQH÷L� \�NVHN� RODUDN�  GH÷HUOHQGLUL\RU�� %HOHGL\H� SHUVRQHOLQLQ� EX�
|]HOOLNOHUL� WDúÕPDGÕ÷ÕQÕ� G�ú�QHQ� �� 2VPDQJD]L� %HOHGL\HVLQGH� �� ���� �� �� �� øQHJ|O�
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Belediyesinde ise 20 ( % 10� �� GHQHN� YDUGÕU� Her iki belediyede de personelin 

LOHWLúLP�NXUPD�\HWHQH÷L�\�NVHNWLU� 
 
 
 
 
 
 
Tablo : 14 Belediyelerin ANVDNOÕNODU�.DUúÕVÕQGD ÜUHWWL÷L�Çözümlerin Zaman 

ve 'R÷UXOXN�%DNÕPÕQGDQ�YeterliOL÷LQLQ�'H÷HUOHQGLULOPHVL 
  Osmangazi Belediyesi øQHJ|O�%HOHGiyesi 

  Frekans Yüzde Frekans Yüzde 

Evet 115       %57,50 34 %17 

+D\ÕU 25      %12,50 95    %47,50 

.ÕVPHQ 60 %30 71    %35,50 

  200   200   

 

 “ %HOHGL\HQLQ��J|UHY��YH��\HWNL��DODQÕQD��JLUHQ��DNVDNOÕNODUD��EHOHGL\HQL]LQ�
�UHWWL÷L� o|]�POHUL� ]DPDQ� YH� GR÷UXOXN� EDNÕPÕQGDQ� \HWHUOL� EXOX\RU�PXVXQX]� " ” 

sorusuna Osmangazi Belediyesinde deneklerin % 57,50’si evet , % 30’u NÕVPHQ 

FHYDEÕ�YHULUNHQ���øQHJ|O�%HOHGL\HVLQGH�evet GL\HQ�GHQHNOHULQ�RUDQÕ��������NÕVPHQ 

GL\HQOHULQ�RUDQÕ��������¶GLU��øQHJ|O�%HOHGL\HVLQGH�VRUuya olumsuz cevap verenler 

% 47,50 iken , Osmangazi Belediyesinde KD\ÕU� GL\HQOHU��� �����¶OLN� ELU� GH÷HU�
ROXúWXUPDNWDGÕU� �$NVDNOÕNODU�NDUúÕVÕQGD��]DPDQ�YH�GR÷UXOXN�EDNÕPÕQGDQ��UHWWL÷L�
o|]�POHUOH� ��2VPDQJD]L�%HOHGL\HVL� �� øQHJ|O�%HOHGL\HVLQGHQ çok daha büyük bir 

EDúDUÕ�VD÷ODPÕúWÕU� 
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Tablo : 15�%HOHGL\HOHULQ�%DúDUÕOÕ�2OGX÷X�%HOHGL\H�+L]PHWOHUL� 
  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

6D÷OÕN�YH�6RV\DO�<DUGÕP�
Hizmetleri 

18 %9 33 %16,50 

%D\ÕQGÕUOÕN�YH�øPDU�+L]PHWOHUL 7     %3,50 2 %1 

(÷LWLP�+L]PHWOHUL 61      %30,50 28   %14 

7DUÕP�YH�+D\YDQFÕOÕN�+L]PHWOHUL _ %0 15    %7,50 

Temizlik Hizmetleri 4 %2 31    %15,50 

=DEÕWD�+L]PHWOHUL 5     %2,50 11   %5,50 

øWIDL\H�+L]PHWOHUL 39      %19,50 30 %15 

Cenaze Hizmetleri 4 %2 25    %12,50 

Esenlik Hizmetleri 38  %19 1  %0,50 

Mali Hizmetler 24  %12 24 %12 

  200   200   

 
 Osmangazi Belediyesinde deneklere göre�HQ�EDúDUÕOÕ�EXOXQDQ�KL]PHWOHUden 

üçü�VÕUDVÕ\OD�ú|\OHGLU�� 
• (÷LWLP�+L]PHWOHUL�         
• øWIDL\H�+L]PHWOHUL� 
• Esenlik Hizmetleri  

 
 øQHJ|O�%HOHGL\HVLQGH�GHQHNOHUH�J|UH�HQ�EDúDUÕOÕ�EXOXQDQ�KL]PHWOHUGHQ��o��
VÕUDVÕ\OD�ú|\OHGLU� 

• 6D÷OÕN�YH�6RV\DO�<DUGÕP�+L]PHWOHUL� 
• Temizlik Hizmetleri 

• øWIDL\H�+L]PHWOHUL 
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Tablo : 16�%HOHGL\HOHULQ�%DúDUÕVÕ]�2OGX÷X�%HOHGL\H�+L]PHWOHUL 
  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

6D÷OÕN�YH�6RV\DO�<DUGÕP�
Hizmetleri 

28 %14 4 2% 

%D\ÕQGÕUOÕN�YH�øPDU�+L]PHWOHUL 41      %20,50 58    %29 

(÷LWLP�+L]PHWOHUL 3     %1,50 15      %7,50 

7DUÕP�YH�+D\YDQFÕOÕN�+L]PHWOHUL _ %0 40   %20 

Temizlik Hizmetleri 47      %23,50 8 %4 

=DEÕWD�+L]PHWOHUL 35      %17,50 23    %11,50 

øWIDL\H�+L]PHWOHUL 6 %3 3    %1,50 

Cenaze Hizmetleri 20 %10 _ %0 

Esenlik Hizmetleri 6 %3 18 %9 

Mali Hizmetler 14 %14 31    %15,50 

  200   200  

 
 Osmangazi %HOHGL\HVLQGH� GHQHNOHUH� J|UH� HQ� EDúDUÕVÕ]� EXOXQDQ�
KL]PHWOHUGHQ��o��VÕUDVÕ\OD�ú|\OHGLU�� 

• Temizlik Hizmetleri 

• %D\ÕQGÕUOÕN�YH�øPDU�+L]PHWOHUL� 
• =DEÕWD�+L]PHWOHUL 

 
 øQHJ|O� %HOHGL\HVLQGH� GHQHNOHUH� J|UH� HQ� EDúDUÕVÕ]� EXOXQDQ� KL]PHWOHUGHQ�
�o��VÕUDVÕ\OD�ú|\OHGLU� 

• Ba\ÕQGÕUOÕN�YH�øPDU�+L]PHWOHUL� 
• 7DUÕP�YH�+D\YDQFÕOÕN�+L]PHWOHUL� 
• Mali Hizmetler  
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Tablo . 17�%HOHGL\HOHULQ�%DúDUÕVÕ]OÕN�1HGHQOHUL�� 
  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Finanssal yetersizlik ( Maddi 
kaynak yetersL]OL÷L�� 

47       %23,50 70     %35 

%HOHGL\H�SHUVRQHOLQLQ�VD\ÕFD�
\HWHUVL]�ROPDVÕ 

31      %15,50 36   %18 

1LWHOLNOL�SHUVRQHO�HNVLNOL÷L 13    %6,50 14 %7 

Teknolojik eksiklik 11     %5,50 2 %1 

Mevcut kaynaklardan etkin bir 
ELoLPGH�\DUDUODQÕODPDPDVÕ 

18 %9 9     %4,50 

Halka hizmet sunumunda adil 
GDYUDQÕOPDPDVÕ 

17    %8,50 32   %16 

3ROLWLN�WHUFLKOHUOH�DOÕQDQ�UDV\RQHO�
ROPD\DQ��\DQOÕú��NDUDUODU 

20 %10 13     %6,50 

+DONÕQ�WDOHS���|QHUL�YH�úLND\HWOHULQH�
JHUHNHQ�GX\DUOÕOÕ÷ÕQ�
gösterilmemesi ( halka uzak 
yönetim ) 

8 %4 20   %10 

6�UHFLQ�\DYDú�LúOHPHVL 35     %17,50 4 %2 

  200   200  

 
 Osmangazi Belediyesinin EDúDUÕVÕ]� bulunan KL]PHWOHULQGH� �� EDúDUÕVÕ]OÕN�
nedenlerinden en önemli üçü , deneklere göre VÕUDVÕ\OD�ú|\OHGLU� 

• Finanssal yetersizlik  ( Maddi kaynak yetersL]OL÷L�� 
• 6�UHFLQ�\DYDú�LúOHPHVL� 
• %HOHGL\H�SHUVRQHOLQLQ�VD\ÕFD�\HWHUVL]�ROPDVÕ� 

  

 øQHJ|O� %HOHGL\HVLQLQ� EDúDUÕVÕ]� EXOXQDQ� KL]PHWOHULQGH� �� EDúDUÕVÕ]OÕN�
nedenlerinden en önemli üçü , GHQHNOHUH�J|UH�VÕUDVÕ\OD�ú|\OHGLU� 

• Finanssal yetersizlik ( Maddi kaynak yeteUVL]OL÷L�� 
• %HOHGL\H�SHUVRQHOLQLQ�VD\ÕFD�\HWHUVL]�ROPDVÕ 
• +DOND�KL]PHW�VXQXPXQGD�DGLO�GDYUDQÕOPDPDVÕ 
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Tablo : 18 Belediyelerin Daha BDúDUÕOÕ�YH�Etkin ÇaOÕúPDVÕ�øoLQ�øhtiyaç 

'X\GX÷X�.ULWHUOHU�� 
  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Maddi kaynak 52 %26 72  %36 

3HUVRQHO�VD\ÕVÕQÕQ�DUWÕUÕOPDVÕ 50 %25 20 %10 

Kalifiye eleman 17   %8,50 38 %19 

6L\DVDO�NDUDUOÕOÕN 32 %16 15    %7,50 

7HNQRORMLN�GRQDQÕP 16 %8 33    %16,50 

ùHIIDI�\|QHWLP 33    %16,50 22 %11 

  200   200   

 
 BeledL\HQLQ� GDKD� EDúDUÕOÕ� YH� HWNLQ� oDOÕúPDVÕ� LoLQ� LKWL\Do� GX\GX÷X� HQ�
|QHPOL� |÷H� KHU� LNL� EHOHGL\HGH� GH� PDGGL� ND\QDN� RODUDN� J|U�OP�ú� �� 2VPDQJD]L�
%HOHGL\HVLQGH�GHQHNOHULQ�����¶VÕ� �� øQHJ|O�%HOHGL\HVLQGH ise� GHQHNOHULQ�����¶VÕ�
WDUDIÕQGDQ� D\QÕ� úÕN� LúDUHWOHQPLúWLU��2Vmangazi Belediyesinde , belediyenin daha 

EDúDUÕOÕ� YH� HWNLQ� oDOÕúPDVÕ� LoLQ� LKWL\Do� GX\GX÷X� HQ� |QHPOL� |÷Hyi ; personel 

VD\ÕVÕQÕQ�DUWÕUÕOPDVÕ�olaraN�GH÷HUOHQGLUHQOHULQ�RUDQÕ�% 25� ��úHIIDI�\|QHWLP�RODUDN�
GH÷HUOHQGLUHQOHULQ�RUDQÕ�LVH���������¶GLU��øQHJ|O�%HOHGLyesinde , belediyenin daha 

EDúDUÕOÕ�YH�HWNLQ�oDOÕúPDVÕ�LoLQ�LKWL\Do�GX\GX÷X�HQ�|QHPOL�|÷H\L���NDOLIL\H�HOHPDQ�
RODUDN�J|UHQOHULQ�RUDQÕ������ �� WHNQRORMLN�GRQDQÕP�RODUDN�J|UHQOHULQ�RUDQÕ� LVH���
16,50’dir. Ülkemizdeki küçük belediyelerin öncelikli problemleri olarak 

GH÷HUOHQGLULOHQ ;��PDGGL�ND\QDN�\HWHUVL]OL÷L���NDOLIL\H�HOHPDQ�D]OÕ÷Õ�YH�WHNQRORMLN�
dRQDQÕP� HNVLNOL÷L� �� \DSÕODQ� DUDúWÕUPD� QHWLFHVLQGH� �� øQHJ|O� %HOHGL\HVL içerisinde  

ELU�NH]�GDKD�J|]OHPOHQPLú�YH�GR÷UXODQPÕúWÕU� 
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Tablo : 19 Belediyelerin DüzenOHGL÷L�+DOND�<|QHOLN�(÷LWLP�)DDOL\HWOHUL 
  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet 128 %64 88 %44 

+D\ÕU 15    %7,50 63    %31,50 

Bilmiyorum 57      %28,50 49    %24,50 

  200   200   

 Osmangazi Belediyesinde deneklerin % 64’ü belediyenin halka yönelik 

H÷LWLP� IDDOL\HWOHUL� G�]HQOHGL÷LQL� EHOLUWLUNHQ� �� øQHJ|O�%HOHGL\HVLQGH�GHQHNOHULQ���
44’ü bu soruya evet� \DQÕWÕ� YHUPLúWLU�� øQHJ|O� %HOHGL\HVLQGH� �� EHOHGL\HQLQ� KDOND�
\|QHOLN�H÷LWLP�IDDOL\HWOHUL�G�]HQOHPHGL÷LQL�EHOLUWHQ�GHQHNOHULQ�RUDQÕ���������LNHQ�
, Osmangazi Belediyesinde sadece % 7,50’lik bir oran  KD\ÕU� \DQÕWÕQÕ�
LúDUHWOHPLúWLU��2VPDQJD]L�%HOHGL\HVL�KDOND�\|QHOLN�G�]HQOHGL÷L�H÷LWLP�IDDOL\HWOHUL�
DODQÕQGD�GD�øQHJ|O�%HOHGL\HVLQGHQ�GDKD�\�NVHN�ELU�EDúDUÕ�HOGH�HWPLúWLU� 
 

 

 

 

 

Tablo : 20�%HOHGL\HOHULQ�'�]HQOHGL÷L�+DOND�<|QHOLN�(÷LWLP�)DDOL\HWOHUL 
+DNNÕQGD�+DONÕQ�%LOJLOHQGLULOPH Düzeyi   

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet 165 %82,50 110 %55 

+D\ÕU 35 %17,50 90 %45 

  200  200  

 
 “ BelediyenL]LQ� KDOND� \|QHOLN� G�]HQOHPLú� ROGX÷X� H÷LWLP� IDDOL\HWOHUL��
KDNNÕQGD� ELOJLOHQGLULOL\RU�PXVXQX]� " ” sorusuna Osmangazi Belediyesinde 165 

GHQHN� �� �� ������ �� � �� øQHJ|O� %HOHGL\HVLQGH� ���� GHQHN� ���� ��� �� evet � FHYDEÕQÕ�
YHUPLúWLU. Osmangazi Belediyesi , belediye bün\HVLQGH� G�]HQOHQHQ� H÷LWLP�
IDDOL\HWOHULQGHQ� KDONÕ� ELOJLOHQGLUPH� NRQXVXQGD� øQHJ|O� %HOHGL\HVLQGHQ� GDKD�
EDúDUÕOÕGÕU�� 
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Tablo : 21�%HOHGL\H�%LQDODUÕQÕQ�)L]LNVHO�<|QGHQ�<eterliOL÷LQLQ�
'H÷HUOHQGLULOPHVL 

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Evet 113      %56,50 52 %26 

+D\ÕU 17   %8,50 66 %33 

Bilmiyorum 70 %35 82 %41 

  200   200   

 
 “ %HOHGL\H� ELQDQÕ]� IL]LNVHO� \|QGHQ� LOoHQL]� JHUHNVLQLPOHULQL�
NDUúÕOD\DELOHFHN� \HWHUOLOLNWH� � PL� " ”sorusuna Osmangazi Belediyesinde 

deneklerden 113’�����������¶VL�����øQHJ|O�%HOHGL\HVLQGH ise sadece���¶VL�������¶VÕ�
) evet \DQÕWÕQÕ� YHUPLúWLU� +D\ÕU� úÕNNÕQÕ� LúDUHWOH\HQ� GHQHNOHU� �� 2VPDQJD]L�
%HOHGL\HVLQGH�VDGHFH����LNHQ��������������øQHJ|O�%HOHGL\HVLQGH����¶GÕU������������
Bilmiyorum úÕNNÕQÕ�LúDUHWOH\HQ�GHneklerin örneklem içindeki yüzdesi , Osmangazi 

%HOHGL\HVLQGH� øQHJ|O� %HOHGL\HVLQH� RUDQOD� GDKD� G�ú�N� ROPDNOD� ELUOLNWH� , her iki 

EHOHGL\HGH�GH�\HUHO�\|QHWLPOHULQ��ONHPL]GHNL�J�oV�]O�÷�Q��ELU�NH]�GDKD�RUWD\D�
koyacak büyüklüktedir. Osmangazi Belediyesinde % 35 �� ��� NLúL� �� �� øQHJ|O�
%HOHGL\HVLQGH�����������NLúL���bilmiyorum úÕNNÕQÕ�LúDUHWOHPLúWLU��  
 
 
 
 
 
Tablo : 22�+DONÕQ�%HOHGL\H�%DúNDQÕQÕ�øVPHQ�7DQÕPD�'�]H\L� 

  Osmangazi Belediyesi øQHJ|O�%HOHGL\HVL 
  Frekans Yüzde Frekans Yüzde 

Biliyor 93 %46,50 110 %55 

Bilmiyor 107 %53,50 90 %45 

  200  200   

 

 øQHJ|O� %HOHGL\HVLQGH� GHQHNOHULQ� \DUÕVÕQGDQ� ID]ODVÕ� �� �� ��� �� EHOHGL\H�
EDúNDQODUÕ� � $OLQXU� $.7$ù¶ÕQ� LVPLQL� ELOLUNHQ� �� 2VPDQJD]L� %HOHGL\HVLQGH�
EHOHGL\H� EDúNDQODUÕ� 5HFHS� $/7(3(¶QLQ� LVPLQL� ELOHQ� GHQHNOHULQ� RUDQÕ� øQHJ|O�
BelHGL\HVLQLQ�ROGXNoD�DOWÕQGD�ROXS��������¶GLU� Ancak , her iki belediyede de 

elde edilen sonuçlar ED÷ODPÕQGD� G�ú�Q�OG�÷�QGH� �� KDONÕQ� D]ÕPVDQDPD\DFDN�



 92 

büyüklükte bir bölümünün belediye (ülkemizde en güçlü yerel yönetim biriminin 

EHOHGL\HOHU� ROGX÷X� KDWÕUODQÕUVD� �� \HUHO� \|QHWLPOHULQ� W�P��� KDNNÕQGDNL� ELOJL� YH�
LOJL� G�]H\LQLQ� ROGXNoD� VÕQÕUOÕ� ROGX÷X� VDSWDQPDNWDGÕU�� $UDúWÕUPDGD� øQHJ|O�
%HOHGL\HVLQGH���EHOHGL\H�EDúNDQODUÕQÕQ�LVPLQL�ELOPH\HQ����GHQH÷LQ���¶� ( % 70 ) 

,� EHOHGL\H� EDúNDQODUÕQÕQ� LVPL� E|O�P�QH� øQHJ|O� øOoH� .D\PDNDPÕ�  (UGR÷DQ�
%(.7$ù¶ÕQ� LVPLQL� � \D]PÕúWÕU�� <|UH� KDONÕQÕQ büyük bir bölümünün seçimle 

LúEDúÕQD� JHOPLú� ELU� EHOHGL\H� EDúNDQÕQÕQ� isminin yerine , merkezi yönetimce 

DWDQPÕú� ELU� LGDUL� DPLULQ� LVPLQL� \D]PDVÕ� �� �ONHPL]LQ� PHUNH]L\HWoL� \|QHWLP�
\DSÕVÕQÕQ� J�F�Q�� NRUXGX÷XQX� NDQÕWODU� QLWHOLNWHGLU� Osmangazi Belediyesinde 

EHOHGL\H�EDúNDQODUÕQÕQ�LVPLQL�ELOPH\HQ�����GHQH÷LQ���¶��( % 78,50 ) , belediye 

EDúNDQODUÕQÕQ� LVPL� E|O�P�QH� � %XUVD� %�\�N� ùHKLU� %HOHGL\H� %DúNDQÕ� +LNPHW�
ù$+ø1¶LQ� LVPLQL� \D]PÕúWÕU�� $UDúWÕUPD� QHWLFHVLQGH� VDStanan bu durum , 27 

Haziran 1984 tarihinde kabul edilen  ����� VD\ÕOÕ�%�\�N� ùHKLU� %HOHGL\HOHULQLQ�
<|QHWLPL� +DNNÕQGD� .DQXQ� +�NP�QGH� .DUDUQDPHQLQ� 'H÷LúWLULOHUHN� .DEXO��
+DNNÕQGDNL� .DQXQ¶u� �� DUDGDQ� JHoHQ� X]XQ� ]DPDQD� NDUúÕQ� �� YDWDQGDúODUÕQ 

\HWHULQFH�WDQÕPDGÕ÷ÕQÕ�YH�LoVHOOHúWLUHPHGL÷LQL�göstermektedir.   

 

4. *HQHO�'H÷HUOHQGLUPH ve Öneriler 

 

 <DSÕODQ�DUDúWÕUPD\OD�HOGH�HGLOHQ�LVWDWLVWLNL�EXOJXODU�QHWLFHVLQGH���7RSODP�
.DOLWH�<|QHWLPLQL�X\JXOD\DQ��2VPDQJD]L�%HOHGL\HVL�KHPúHKULOHULQLQ���EHOHGL\H�
hizmet sunumundan  duyduklDUÕ� PHPQXQL\HWLQ� �� 7RSODP� .DOLWH� <|QHWLPLQL�
X\JXODPD\DQ��øQHJ|O�%HOHGL\HVL�KHPúHKULOHULQLQ���EHOHGL\H�KL]PHW�VXQXPXQGDQ��
GX\GXNODUÕ� PHPQXQL\HWWHQ� GDKD� ID]OD� ROGX÷X� VDSWDQPÕúWÕU�� 2VPDQJD]L�
Belediyesi ; gerek� EHQLPVHGL÷L� \|QHWLP� IHOVHIHVL� � gerek hizmet sunumunda 

kullandÕ÷Õ araç ve� VDKLS� ROGX÷X� WHNQRORMLN� GRQDQÕP� �� JHUHN� oDOÕúDQODUÕQÕQ 

performans düzeyi���\DUDWÕFÕOÕ÷Õ���KL]PHW�VXQXPXQGDNL�YHULPOLOL÷L�YH��YDWDQGDúOD�
RODQ�LOHWLúLPLQGH�J|VWHUGL÷L�EDúDUÕ���JHUHNVH�KL]PHW�VXQXPXQGD�J|VWHUGL÷L�DGDOHW�
, sürat ve etkinlik ile   KHPúHKULOHULQLQ memnuniyet� GH÷HUOHPHVLQGH� �� � øQHJ|O�
Belediyesinden oldukça ciddi farklarla |QH�JHoPLúWLU� 
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 Ülkemizdeki küçük belediyelerin öncelikli problemleri olarak 

GH÷HUOHQGLULOHQ����PDGGL�ND\QDN�\HWHUVL]OL÷L���NDOLIL\H�HOHPDQ�D]OÕ÷Õ�YH�WHNnolojik 

GRQDQÕP� HNVLNOL÷L� �� \DSÕODQ� DUDúWÕUPD� QHWLFHVLQGH� �� øQHJ|O� %HOHGL\HVL� LoHULVLQGH��
ELU� NH]� GDKD� J|]OHPOHQPLú� YH� GR÷UXODQPÕúWÕU� AyrÕFD� øQHJ|O� %HOHGL\HVL�
KHPúHKULOHULQLQ� PHPQXQL\HWVL]OLN� QHGHQOHUL� DUDVÕQGD , hizmet sunumunda adil 

GDYUDQÕOPDPDVÕ� ve haONÕQ� WDOHS� �� |QHUL� YH� úLND\HWOHUL� � � NDUúÕVÕQGD gereken 

GX\DUOÕOÕ÷ÕQ�J|VWHULOPHPHVL���KDOND�X]DN  yönetim )�\HU�DOPDNWDGÕU��7DOHS���|QHUL�
YH� úLND\HWOHUL� NDUúÕVÕQGD� JHUL� ELOGLULP� DODPD\DFDNODUÕ� NDQÕVÕQGD� RODQ� \|UH� KDONÕ�
ROGXNoD�ID]ODGÕU������������� 
 Her iki�EHOHGL\HPL]GH�GH�HOGH�HGLOHQ�VRQXoODU�ED÷ODPÕQGD�G�ú�Q�OG�÷�QGH�
�� KDONÕQ� D]ÕPVDQDPD\DFDN� E�\�NO�NWH� ELU� E|O�P�Q�Q� EHOHGL\H� ��ONHPL]GH� HQ�
J�oO��\HUHO�\|QHWLP�ELULPLQLQ�EHOHGL\HOHU�ROGX÷X�KDWÕUODQÕUVD���\HUHO�\|QHWLPOHULQ�
W�P��� KDNNÕQGDNL� ELOJL� YH� LOJL� G�]H\LQLQ� ROGXNoD� VÕQÕUOÕ� ROGX÷X� VDSWDQPDNWDGÕU� 
Her iki belediyede de ; KHPúHKULOHUFH� �� EHOHGL\HQLQ� EDúDUÕVÕ]OÕN� QHGHQOHULQGHQ�
LONLQLQ�ILQDQVVDO�\HWHUVL]OLN�YH�EHOHGL\HQLQ�GDKD�EDúDUÕOÕ�YH�HWNLQ�oDOÕúDELOPHVL�LoLQ�
LKWL\Do� GX\GX÷X� HQ� |QHPOL� |÷HQLQ maddi kaynak� ROGX÷XQXQ� EHOLUWLOGL÷L�
KDWÕUODQDFDN�ROXUVD�\HUHO�\|QHWLPOHULQ�PDGGL�\|QGHQ�GDKD�|]HUN�ROPDODUÕ�RQODUD 
GX\XODQ�VD\JÕ���LOJL�YH�ED÷OÕOÕ÷Õ�DUWÕUDFDNWÕU�� 
 'HPRNUDWLNOHúPH�G�]H\L�J|UHFH�JHOLúPLú�EXOXQDQ��ONHOHUH�SDUDOHO�RODUDN���
yerel yönetimlerin demokrasi oNXOX� RODUDN� GH÷HUOHQGLULOHUHN� �� KDONÕQ� DNWLI�
NDWÕOÕPÕQÕ� VD÷OD\DQ� \DVDO� G�]HQOHPHOHUH� JLGLOPHVLQLQ� \DQÕ� VÕUD� �� JHUHN� |]HO�
VHNW|UGH� YH� JHUHNVH� NDPX� VHNW|U�QGH� E�\�N� EDúDUÕODUÕQ� JHUoHNOHúWLULOPHVLQH�
RUWDP�KD]ÕUOD\DQ�oD÷GDú�\|QHWLP�PRGHOOHULQLQ�\HUHO�\|QHWLPOHULPL]H�X\JXODQPDVÕ�
gerekmektedir. 

 Ülkemiz genelinde Toplam Kalite Yönetimi modelini , yönetimlerine 

DNWDUDUDN���ELUoRN�NDPX�NXUXPX�YH�\HUHO�\|QHWLP�|QHPOL�EDúDUÕODU�göstermekte ve 

GDKD� NDOLWHOL� KL]PHW� VXQPDNWDGÕU�� <DSÕODQ� DUDúWÕUPD\OD� �� %XUVD� 2VPDQJD]L�
BeOHGL\HVL� GH� EX� NXUXPODU� DUDVÕQGD� \HU� DOGÕ÷ÕQÕ� NDQÕWODPÕúWÕU. Elbette Bursa 

2VPDQJD]L� %HOHGL\HVLQGH� GH� �� �ONHPL]� \HUHO� \|QHWLPOHULQGH� J|]OHPOHQHQ� ED]Õ�
VRUXQODU� WDP� DQODPÕ\OD� JLGHULOPLú� GH÷LOGLU�� $QFDN� VRUXQODUÕQ� JLGHULOHELOHFH÷L�
\|Q�QGHNL�XPXWODUÕ�NXYYHWOHQGLULFL�E�\�N�DGÕPODU�DWÕOPD\D�EDúODPÕúWÕU��.DOGÕ�NL�
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Toplam Kalite Yönetim felsefesinde , sürekli JHOLúPH� �]HULQH� \DSÕODQ� YXUJX 

ED÷ODPÕQGD�G�ú�Q�OG�÷�QGH ;�VRUXQODUÕQ�WDPDPÕ\OD�o|]�POHQGL÷LQL�G�ú�QPHN�YH�
VWDWLNOHúPHN�PRGHOLQ� |]�QH� WHUV� G�úW�÷�� LoLQ� RODVÕ� ROPDGÕ÷ÕQGan bu durum son 

GHUHFH�QRUPDO�YH�\DUDWÕFÕOÕ÷Õ�DUWÕUÕFÕ�ELU�IÕUVDW�RODUDN�DOJÕODQPDOÕGÕU. 
 6ÕQÕUOÕ� ND\QDNODUD� YH� |QHPOL� SUREOHPOHUH� VDKLS� �ONHPL]� \HUHO�
\|QHWLPOHULQGH� 7RSODP� .DOLWH� <|QHWLPLQLQ� � X\JXODQPDVÕ� �� \HUHO� \|QHWLP�
hizmetlerinin sunumunda verLPOLOLN� \DUDWDUDN� \|UH� KDONÕQÕQ� PHPQXQL\HWLQL�
DUWÕUDFD÷ÕQGDQ�\HUHO�\|QHWLPOHUH�GX\XODQ�VD\JÕ\Õ���ED÷OÕOÕ÷Õ���LOJL\L�J�oOHQGLULU�YH�
GHPRNUDWLNOHúPH\L� KÕ]ODQGÕUÕU�� %D]Õ� EHOHGL\HOHULPL]LQ� 7RSODP� .DOLWH� <|QHWLP�
tekniklerini , yönetimlerine aktararak elde ettikOHUL� E�\�N� EDúDUÕODU� �� E�\�N� ELU�
E|O�P�� ERú� RODQ� EDUGD÷ÕPÕ]Õ� oD÷GDú� \|QHWLP� WHNQLNOHULQGHQ� \DUDUODQDUDN��
NROD\OÕNOD�GROGXUDELOHFH÷LPL]L�J|VWHUPHNWHGLU� 
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SONUÇ 

  

 Ülkemizde yerel yönetimler ; mali kaynak , nitelikli� YH� VD\ÕFD� \HWHUOL 
personel , teknolojik GRQDQÕP  gibi örgütler için gerekli  PDGGL�YH�EHúHUL girdilerin 

HNVLNOL÷LQLQ� \DQÕ� VÕUD yerel yönetimlerin güçlenmesine imkan veren kültürel 

|÷HOHULQ�\HWHUVL]OL÷LQL�GH�\DúDPDNWDGÕU��$UDúWÕUPD�QHWLFHVLQGH�  Bursa Osmangazi 

YH�øQHJ|O�%HOHdiyeleri içerisinde�EX�HNVLNOLNOHU�ELU�NH]�GDKD�J|]OHPOHQPLúWLU�� 
 S�UHFLQ� \DYDú� LúOHPHVL� �� KL]PHW� VXQXPXQGD� DGLO� GDYUDQÕOPDPDVÕ� ��
\|QHWLPLQ�KDONÕQ�WDOHS���|QHUL�YH�úLND\HWOHULQH�JHUHNHQ�GX\DUOÕOÕ÷Õ�J|VWHUPHPHVL , 
úHIIDI�ROPD\DQ�\|QHWLP�DQOD\ÕúÕ�JLEL�merke]L�\|QHWLP� LoHULVLQGH�X]XQ�]DPDQGÕU�
giderilemeyen olumsuzluklar� �� DUDúWÕUPD� EXOJXODUÕ� VRQXFXQGD yerel yönetimler 

düzeyinde de hissedilmektedir. 

 <DSÕODQ� oDOÕúPD� QHWLFHVLQGH� �� YDWDQGDúODUÕQ� belediye yönetimleri 

KDNNÕQGDNL� ELOJLVLQLQ� ROGXNoD� VÕQÕUOÕ� ROGX÷X� DQODúÕOPÕúWÕU. Her iki belediyede de 

YDWDQGDúODUÕQ� E�\�N� ELU� E|O�P�� EHOHGL\H� EDúNDQODUÕQÕ� LVPHQ� GDKL� ELOPHPHNWH ; 

belediye� EDúNDQÕQÕQ� LVPLQL ELOPH\HQ� YDWDQGDúODUÕQ oR÷XQOX÷X� � Bursa� øQHJ|O�
Belediyesinde� LOoH� ND\PDNDPÕQÕ , Bursa Osmangazi Belediyesinde ise büyük 

úHKLU�EHOHGL\H�EDúNDQÕQÕ , EHOHGL\H�EDúNDQlarÕ�VDQPDNWDGÕU�  
 %XQXQOD�ELUOLNWH�%XUVD�2VPDQJD]L�%HOHGL\HVL���X\JXODGÕ÷Õ�7RSODP�.DOLWH�
<|QHWLPL� PRGHOL� LOH� NÕVD� ]DPDQGD� |QHPOL� EDúDUÕODU� HOGH� HWPLú� YH� EDúDUÕODUÕQÕ�
oR÷DOWPD\D� GHYDP� HWPHNWHGLU�� $UDúWÕUPD� EXOJXODUÕ Toplam Kalite Yönetimi 

ED÷ODPÕQGD�GH÷HUOHQGLULOGL÷LQGH���7RSODP�.DOLWH�<|QHWLPL�PRGHOLQL�X\JXlamayan 

%XUVD� øQHJ|O� %HOHGL\HVLQLQ� KL]PHW� VXQXPXQGD� J|VWHUGL÷L� SHUIRUPDQV� �� %XUVD�
2VPDQJD]L� %HOHGL\HVLQLQ� oRN� GDKD� JHULVLQGH� NDOPDNWDGÕU�� Elbette Bursa 

OsmDQJD]L� %HOHGL\HVLQGH� GH� �� �ONHPL]� \HUHO� \|QHWLPOHULQGH� J|]OHPOHQHQ� ED]Õ�
VRUXQODU� WDP� DQODPÕ\OD� JLGHULOPLú� GH÷LOGLU�� $QFDN� VRUXQODUÕQ� JLGHULOHELOHFH÷L�



 96 

\|Q�QGHNL�XPXWODUÕ�NXYYHWOHQGLULFL�E�\�N�DGÕPODU�DWÕOPD\D�EDúODPÕúWÕU��.DOGÕ�NL�
Toplam Kalite Yönetim felsefesinde , V�UHNOL� JHOLúPH� �]HULQH� \DSÕODQ� YXUJX�
ED÷ODPÕQGD�G�ú�Q�OG�÷�QGH���VRUXQODUÕQ�WDPDPÕ\OD�o|]�POHQGL÷LQL�G�ú�QPHN�YH�
VWDWLNOHúPHN�PRGHOLQ� |]�QH� WHUV� G�úW�÷�� LoLQ� RODVÕ� ROPDGÕ÷ÕQGDQ�EX� GXUXP� VRQ�
GHUHFH�QRUPDO�YH�\DUDWÕFÕOÕ÷Õ�DUWÕUÕFÕ�ELU�IÕUVDW�RODUDN�DOJÕODQPDOÕGÕU� 
 0HUNH]GHQ� � \|QHWLPLQ� KDNLP� �� PDKDOOL� LGDUHOHULQ� JHOLúPLú� �ONHOHUOH�
NDUúÕODúWÕUÕOGÕ÷ÕQGD�ROGXNoD�J�oV�]�YH�FLGGL�SUREOHPOHUH�VDKLS�ROGX÷X��ONHPL]GH���
PHUNH]L�\|QHWLP�YH�\HUHO�\|QHWLPOHU�DUDVÕQGDNL�J|UHY�YH�\HWNL�SD\ODúÕPÕQGD�\HUHO�
olana |QFHOLN� YHULOPHVL� DPDFÕ\OD� \HUHl yönetimlerin güçlendirilmesi ve 

|]HUNOHúWLULOPHVL� oDOÕúPDODUÕ� V�UPHNWHGLU�� %X� DPDoOD� ELU� \DQGDQ� \HUHO� RODQÕQ�
güçlenPHVLQL�P�PN�Q�NÕODQ� YH� KDONÕQ�\HUHO� G�]H\GH� \|QHWLPH�NDWÕOÕPÕQÕ� WHúYLN�
eden yasal düzenlemelere , öte yandan bu yeni yasal düzenlemelere kolayca 

DGDSWDV\RQ� VD÷OD\DFDN� �� KDONÕQ� DUWDQ� LKWL\Do� �� LVWHN� YH� EHNOHQWLOHULQL� QLFHOLN� YH�
QLWHOLNVHO� RODUDN� \�NVHOWHUHN� NDUúÕOD\DFDN� � oD÷GDú� \|QHWLP� WHNQLNOHULQH ihtiyaç 

duyulmaktaGÕU�� $QFDN VRUXQODUÕ� NÕVD� ]DPDQGD� o|]PHN� YH daha büyük EDúDUÕlar 

elde etmek�LoLQ�EX�LKWL\DoODUÕ�V�UDWOH�YH birlikte gidermek gerekmektedir. 
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       ������(YHW�����������+D\ÕU������������.ÕVPHQ���� 
 

12.��+L]PHW�VXQXPXQGD�DGLO�GDYUDQÕOÕ\RU�PX"��������������������� 
       ������(YHW�����������+D\ÕU������������.ÕVPHQ������������ 
 

13.� %HOHGL\H� SHUVRQHOL� J�OHU� \�]O�� YH� VDEÕUOÕ� PÕ� YH� NROD\OÕNOD� LOHWLúLP� NXUDELOL\RU�
mu?? 

��������������(YHW�����������+D\ÕU������������.ÕVPHQ������������� 
 

14. %HOHGL\HQLQ� J|UHY� YH� \HWNL� DODQÕQD� JLUHQ� DNVDNOÕNODUD� EHOHGL\HQL]LQ� �UHWWL÷L�
o|]�POHUL�]DPDQ�YH�GR÷UXOXN�EDNÕPÕQGDQ�\HWHUOL�EXOX\RU�PXVXQuz ? 

��������������(YHW�����������+D\ÕU������������.ÕVPHQ 

 



 109 

15.� 6L]FH� EHOHGL\HQL]� �� DúD÷ÕGD� VÕUDODQDQ� EHOHGL\H� KL]PHWOHULQLQ� KDQJL� �o�Q�Q�
VXQXPXQGD�GL÷HUOHULQH�J|UH��GDKD��EDúDUÕOÕ�"� 
��������������6D÷OÕN�YH�6RV\DO�<DUGÕP�+L]PHWOHUL =DEÕWD�+L]PHWOHUL   

 ��%D\ÕQGÕUOÕN�YH�øPDU�+L]PHWOHUL�������������������øWIDL\H�+L]PHWOHUL 
 ��(÷LWLP�+L]PHWOHUL                                        Cenaze hizmetleri 

 ��7DUÕP�YH�+D\YDQFÕOÕN�+L]PHWOHUL                Esenlik Hizmetleri 

   Temizlik Hizmetleri                                     Mali hizmetleri              

 

16.� 6L]FH� EHOHGL\HQL]� �� DúD÷ÕGD� VÕUDODQDQ� EHOHGL\H� KL]PHWOHULQLQ� KDQJL� �o�Q�Q�
VXQXPXQGD�GL÷HUOHULQH�J|UH��GDKD��EDúDUÕVÕ]�"� 
���������������6D÷OÕN�YH�6RV\DO�<DUGÕP�+L]PHWOHUL =DEÕWD�+L]PHWOHUL   

 ��%D\ÕQGÕUOÕN�YH�øPDU�+L]PHWOHUL�������������������øWIDL\H�+L]PHWOHUL 
 ��(÷LWLP�+L]PHWOHUL����������������������������������������&HQD]H�KL]PHWOHUL 
 ��7DUÕP�YH�+D\YDQFÕOÕN�+L]PHWOHUL����������������(VHQOLN�+L]PHWOHUL 
   Temizlik Hizmetleri                                     Mali hizmetleri              

 

17. %HOHGL\HQLQ� �� EDúDUÕVÕ]� ROGX÷XQX� G�ú�QG�÷�Q�]� KL]PHWOHULQGH� �� EDúDUÕVÕ]OÕN�
nedenlerinden en önemli üçü sizce nedir ? 

 )LQDQVVDO�\HWHUVL]OLN���0DGGL�ND\QDN�\HWHUVL]OL÷L�� 
 Belediye personelinLQ�VD\ÕFD�\HWHUVL]�ROPDVÕ 
 1LWHOLNOL�SHUVRQHO�HNVLNOL÷L 
 Teknolojik yetersizlik 

 0HYFXW�ND\QDNODUGDQ�HWNLQ�ELU�ELoLPGH�\DUDUODQÕODPDPDVÕ 
 +DOND�KL]PHW�VXQXPXQGD�DGLO�GDYUDQÕOPDPDVÕ 
 3ROLWLN�WHUFLKOHUOH�DOÕQDQ�UDV\RQHO�ROPD\DQ��\DQOÕú��NDUDUODU� 
 HalkÕQ� WDOHS� �� |QHUL� YH� úLND\HWOHULQH� JHUHNHQ� GX\DUOÕOÕ÷ÕQ� J|VWHULOPHPHVL�
 (halka uzak yönetim) 

 6�UHFLQ�\DYDú�LúOHPHVL 
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18. %HOHGL\HQLQ�GDKD�EDúDUÕOÕ�YH�HWNLQ�oDOÕúPDVÕ�LoLQ�LKWL\Do�GX\GX÷X�HQ�|QHPOL�|÷H�
sizce nedir ? 

  Maddi kaynak            Siyasal KaUDUOÕOÕN 

 3HUVRQHO�VD\ÕVÕQÕQ�DUWÕUÕOPDVÕ����������������������7HNQRORMLN�GRQDQÕP 

 Kalifiye eleman��������������������������������������������ùHIIDI�\|QHWLP 

 

19. Belediyeniz halka�H÷LWLP�IDDOL\HWOHUL�G�]HQOL\RU�PX" 

����������(YHW��������������+D\ÕU��          Bilmiyorum 

 

20. Belediyenizin halka yönelik G�]HQOHPLú� ROGX÷X� H÷LWLP� IDDOL\HWOHUL� KDNNÕQGD�
bilgilendiriliyor musunuz ? 

   Evet�����������������������+D\ÕU 
 

21. %HOHGL\H� ELQDQÕ]� IL]LNVHO� \|QGHQ� LOoHQL]� JHUHNVLQLPOHULQL� NDUúÕOD\DELOHFHN�
yeterlilikte mi? 

      (YHW�����������������������+D\ÕU 
 

22.�%HOHGL\H�EDúNDQÕQÕ]ÕQ�LVPL�QHGLU�" 

........................................................................................................................................

. 

 

 

 

 

 

$QNHWH�NDWÕOGÕ÷ÕQÕ]�LoLQ�WHúHNN�U�HGHULP� 


