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 Reference to the Description of the Action 

Component A. Legislative and Institutional Framework 

Activity 
A.2 Improvement of the performance evaluation system and the consistency of 
the control system by the Ministry of Interior over internal security forces. 

Output A.2.5 “A comprehensive recommendations report for an improved performance 
evaluation system of ISFs 

Description 

To equip the Ministry of Interior (MoI) with a set of recommendations (targets 
and indicators) for improved oversight of Internal Security Forces (ISFs) on what 
concerns “citizen focus” and human rights (complaints against ISFs due to use of 
their powers) as integral parts of the performance evaluation system (of agents 
and organizations). 
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İZDES The project of MoI to Monitoring and Evaluation System for the 

services of MoI 
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1. EXECUTIVE SUMMARY 

In the scope of the work “A comprehensive recommendations report for an improved 
performance evaluation system of ISFs" to the MoI of Turkey” within the scope of Activity A.2, the 
performance evaluation system of Internal Security Forces (ISFs) of three selected EU Countries 
respectively France, Belgium and Greece (Coast Guard Only) were studied by international short-term 
experts comparatively with Turkey. 

After the completion of this comparative work and, the following are recommended: to define 
and adopt principles for improved civilian oversight/citizen focus performance evaluation of ISF in 
Turkey; to define targets and implement the use of indicators for monitoring of the development of 
civilian oversight/citizen focus performance evaluation of ISF by MoI in Turkey. 

Based on these above-mentioned reports and related workshop, which was held on 23-24 
October 2020 in Ankara, the following 3 key principles are identified: 

- Integrate the expectations of the public within the ISFs, 
- Generate a citizen-focus spirit within the organization, 
- Introduce some degrees of accountability of ISFs to external oversight bodies. 

Objectives and SMART indicators (specific, measurable, achievable, relevant, time-bound) 
method guided the work:  Specific (what I want to accomplish), Measurable (How will I know when it 
is accomplished?), Achievable (How realistic is the goal, based on other constraints?), Relevant (Does 
this seem worthwhile?) and Time-bound (When?) 

Finally, these following recommendations are identified to improve the performance evaluation 
system for ISFs in Turkey: 

• Use independent and consistent surveys to be aware of citizens' and service users’ 
expectations and satisfaction. The indicators are: 

o Integrating PERDIS survey conducted by the MoI into the organisational performance 
management system of the ISFs. 

o Creation of local satisfaction surveys, and sharing results with the public, 
• Promote and establish a permanent partnership between the neighborhood citizens and the 

police chiefs. The indicators are; 
o Integrating citizen-oriented indicators of PERDIS into the individual performance 

management system of the ISFs (number of meetings with mukhtars, the citizens, NGO 
etc), 

o  Amplifying IZDES project and making it more systematic; 
• Develop regular contact between the public and first-line officers by developing the trust desk 

project which has ‘implemented in the police/gendarmerie stations and reanimate 
community policing activities which exists since 2003.  Indicators are;  

o Training all front-line agents on communication and public relations, within 2 years, 
o Preparing a booklet for front-line agents to ensure an effective communication and 

provide correct information when they first meet with the citizen.   
• Favour citizens focused performance criteria for the individual evaluation of ISFs agents, 

Indicator are; 
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o Guidelines to evaluate police officers with a service-minded attitude (availability; the 
quality of work; the search for solutions within the framework of police powers etc) 
are created, 

o Training of supervisors on the citizen focus performance evaluation are in place, 
• Make citizens focused performance evaluation both at the organizational and individual 

level a permanent process. Indicator are;  
o  Training and instructing middle managers and frontline supervisors to evaluate first-

line police officers are in place, 
o “the increase in the citizen satisfaction level” as a measurable objective/target and 

follow this level by means of surveys is added, 
o Plans, reports and statistics are shared with public, 

• Increase impartiality and promote transparency regarding the disciplinary cases and 
administrative investigations. Indicator are; 

o New mechanisms to ease the complaint process (with online mechanisms) are in 
place; 

o Number of complaints and number of investigations are recorded and published,  
• Increase impartiality and promote transparency regarding the disciplinary cases and 

administrative investigation. Indicator are; 
o A charter of ethics for internal inspectorates and ombudsman is created.  

• Promote transparency 
Indicator is:  
o An annual report on the number of citizens deceased during police operations, and of 

complaints and the result of investigations is published for the police and for the 
gendarmerie.  

 
Report prepared under the CO-III project:  

 
o Sebastian Roché, CTA, and Olgun Altundaş LTE for Component A,  
o Jacques de Maillard, Pr. UVSQ, France, STE in charge of the comparative report, and 

French National Report, 
o Hasan Engin Şener, Associate Pr, University of Yıldırım Beyazıt, Turkey, STE in charge of 

the Turkish National Report,  
o Nail Öztaş, Pr., University of Istanbul Gelişim, STE in charge of the introduction part of 

Turkish National Report on Performance Evaluation,  
o Theo Van Gasse, Police Commissioner, STE on Policing and Performance, 
o Arne Dormaels, Pr., Ghent University, Belgium, STE in charge of the Belgium National 

Report, 
o Isabelle Verwee, Dr., Vrije Universiteit Brussels, STE in charge of the Belgium National 

Report 
o Konstantinos Bouas, STE in charge of the Greece National Report 
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2. INTRODUCTION 

This work in the scope of Activity A.2.5 aims at offering “a comprehensive recommendations 
report for an improved performance evaluation system of ISFs” to the MoI of Turkey. Performance 
evaluation means how MoI can oversee ISFs through performance management for what concerns 
civilian oversight (for example transparency, incorporation of complaints against ISFs due to use of 
their powers) and citizen-focus (ISFs responsiveness to citizens needs and citizens evaluation of the 
ISFs service). 

ISFs performance is apparently simple: it relates to whether something is done or not, and 
“how well” it is done. The incorporation of oversight and citizen focus into the objectives of 
organizations and agents therefore becomes essential. In addition, the ‘how well’ can be interpreted 
(and measured) in several ways. Both conceptualization and measurement of performance of ISFs are 
critical. 

Performance was often understood by ISFs in the past in a limited manner as having “good 
crime numbers” (reducing crime, bringing more offenders to justice, etc.). However, when it comes to 
good practices, performance is now defined more broadly and in reference to civilian oversight and 
citizen focus: doing the right things (“priorities”); doing them well (“quality”); doing the right amount 
(“quantity”). “Civilian oversight” and “citizen focus” of internal security forces have become integral 
part of performance of ISFs in a democratic context, as exemplified by the Code of Ethics of the Council 
of Europe (2001).  

Our work has addressed two classic dimensions of police performance as they are today 
designed by forces in EU countries with good practices, citizen focus and transparency and human 
rights orientations. By civilian oversight, we refer to the norm that the police should be accountable 
to internal but also external bodies. By citizen focus, we refer to a norm according to which the ISFs 
and the civilian authorities which direct them know what the public expects.  

The recommendations based on the comparative analysis and of the related workshops are 
that three core principles for civilian oversight/citizen-focus based performance evaluation need (a) to 
receive a legal framework, and (b) for the purpose of their implementation, be turned into targets and 
measurable indicators.  

The first question addressed in this report is the identification of principles and targets for 
improved civilian oversight oriented and citizen focused performance evaluation. The three main 
principles are: Integrate the expectations of the public within the ISFs; generate a citizen-focus spirit 
within the ISFs; introduce some degrees of accountability of ISFs to external oversight bodies. 

As discussed in the workshops, those principles do not mean that laypersons will be in a 
position to instruct the ISFs about what they should do at the operational level, but they may guide 
the ISFs to do the “right things” with the introduction of organizational innovations in the performance 
evaluation system.  

The second practical question addressed is therefore the following: how do EU police systems 
allow for citizens’ inputs in their performance management and evaluation systems? And what 
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measures can be inspired by good EU practices and be recommended for improved performance 
evaluation of ISFs by the MoI in Turkey. 

 

3. COMPREHENSIVE RECOMMENDATIONS ON THE BASIS OF THE COMPARISON OF THE 
DIFFERENT NATIONAL REPORTS 

As mentioned above, three principles and related targets for improved civilian 
oversight/citizen focus performance evaluation of ISFs in Turkey were identified on the basis of 
national reports: integrate the expectations of the public within the ISFs; generate a citizen-focus spirit 
within the ISFs; introduce some degrees of accountability of ISFs to external oversight bodies. They 
imply different tools and practices.  

3.1. Integrate the Expectations of the Public Within the ISFs 

Systems of performance management are too often based on crude indicators (clearance 
rates, various crime rates, etc.). Understanding fears and security expectations from the public should 
be a central concern for internal security forces. It requires new tools (surveys) and new ways of 
working (internal and external communication).  

- Use surveys 

A national victimization survey is a way of collecting information on crime, fears of crime, trust 
in the police and satisfaction. As in Belgium, local surveys can help to have specific views on the local 
expectations and the conditions of living of the communities.  

- Favour a permanent contact of the local police/gendarmerie chiefs with partners  

As in France and Belgium, the local police chief should be involved in local councils, initiate 
public meetings (at the town and/or neighborhood level) and appoint officers in charge of 
communicating with some local partners (local associations, etc.).  

- Support a regular contact between the public and first-line officers 

A narrow contact between the communities and the first line policemen/women is essential. 
It helps the police to know the needs and the demands of the citizens, and it allows transparency of 
police activities.  

3.2. Generate a Citizen-Focus Spirit Within the Organization 

Systems of measure are too often based only on the internal requirements of the organization. 
The necessity to keep some positive relations with the public is not enough spelled out. Be inspired by 
and demonstrate a service-minded attitude is one of the required skills of any police officer. 
Organizational and individual systems of performance measurement should take into account the 
quality of the relation with the public. 

- Favour citizens focused performance at the lowest level 

Individual performance evaluation should start on the lowest leadership level. Every evaluator 
must be specifically trained to improve his/her capacities on coaching and communication. The 
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evaluation process must be considered as a tool to improve the capacities and attitudes of each police 
officer. Official guidelines should express relational competences (listening, respect, trust, minimal use 
of violence, etc.). Middle managers and supervisors should transmit these priorities in their 
instructions and annual evaluations. 

- Make citizens focused performance evaluation a permanent process 

Collective performance evaluation (or process evaluation) must be a permanent process that 
starts as soon as a project is defined, and performance indicators are determined. It is important that 
the project has the form of a global and integrated action plan, wherein all different partners can/must 
contribute to the ultimate objective, quality of life in the neighborhood. 

3.3. Introduce Some Degrees of Accountability of ISFs to External Oversight Bodies 

To improve the quality of the relation with the public, it is necessary that that internal 
oversight bodies (such as inspectorates) work in a transparent and impartial manner but also that the 
ISFs should be made accountable to external oversight bodies (such as ombudsman).  

- Improve access to oversight bodies 

To ease citizens’ access to oversight bodies is a crucial aspect of a citizen-oriented system. As 
it is the case in France, the creation of an online reporting platform is a major improvement as it eases 
access to oversight bodies (internal and external) for ordinary citizens. 

- Increase impartiality within oversight bodies 

- There is a well-known bias when police officers investigate other police officers: they may 
wish to protect their fellows. Several instruments can be put in place to limit this potential bias. As in 
the French gendarmerie, the adoption of a charter of ethics for each internal inspectorate is a way 
expressing the main principles (impartiality, neutrality, professionalism, etc.). The creation of an 
internal committee within each internal inspectorate including members of civil society would 
reinforce independence.   

- Promote transparency 

The publication of an annual report by the various oversight bodies (police and gendarmerie 
general inspectorates, ombudsman) would give some account of the activity (such as the number of 
investigations opened and closed, the types of alleged offences and breaches noted). 

 

4. THE TURKISH SITUATION 

In this part, we tried to see how the Turkish situation with regards to the three principles is 
mentioned above (integrate the expectations of the public, generate a citizen-focus spirit and 
introduce some degrees of accountability).  

Although there is no consistency between the gendarmerie and the police in terms of 
individual performance management, as far as organizational performance report is concerned, based 
on program budget implementation, they do include the same objectives as “creating a safer living 
environment for all by protecting the public order and making security services more effective”.  
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4.1. Integrate the expectations of the public within the ISFs 

- Use surveys 

A “citizen satisfaction” survey has been conducted through PERDIS (Performans 
Değerlendirme Sistemi-Performance Evaluation System) by the Turkish Ministry of Interior since 2019. 
However, in this survey, the expectations of the citizens are not measured.  What is measured with 
this survey is the satisfaction of citizens with the services provided by the ISFs and citizens' trust level 
on the ISFs but not citizens expectations. With a limited number of questions, the Turkish Statistical 
Institute (TURKSTAT) is also asking questions of trust in law enforcement agencies (LEAs) and 
satisfaction from services provided by law enforcement agencies. The same limitation applies to this 
survey too. Furthermore, the survey is not mentioned neither in the organisational performance 
documents nor in individual performance criteria of the Turkish National Police (TNP) and the 
Gendarmerie. Finally, the results are not yet published, so they are not accessible for the citizens.  

- Favour a permanent contact of the local police/gendarmerie chiefs with partners  

Although there is a constant contact with the public by the police officers and the gendarmerie 
(for example, public meetings which are organized by the chief of ISFs with/or without district 
governors, periodic visits to neighborhoods, villages and tradesmen, etc.) those meetings are not 
mentioned as a target neither in the organisational performance documents nor in individual 
performance criteria of the TNP and the Gendarmerie.  

- Support a regular contact between the public and first-line officers 

Starting from January of 2020, a new project, namely “trust desk”, has launched by the MoI in 
order to orient citizens who come to the police and gendarmerie stations, a police/gendarmerie officer 
(most often women) is designated as the first contact personnel. These front-line officers listen, advise, 
and guide the citizens coming to the police station for complaints or for requesting the services. 
However, this project is a new project and due the lack of personnel, some of the police stations cannot 
provide fulltime personnel in the trust desks.  

Moreover, even though there are assigned first-line police officers to be the points of contact 
of the neighborhood residents and school teachers within the context of Community Policing, the 
number of personnel working as part of the community policing in the provincial police directorates, 
remains very limited.  

4.2. Generate a citizen-focus spirit with the organization 

In strategic plans where organisational performance targets are introduced, one of the official 
aims to “increase the citizen satisfaction level”, however the citizen-oriented performance targets are 
very limited such as “increasing citizen support and preventive policing measures in fighting against 
crimes” (TNP), “public relations and corporate image will be strengthened” (the Gendarmerie), 
“improving speed and quality of citizens’ access to the Coast Guard services” (The Coast Guard). The 
individual performance system does not include citizen-oriented criteria. 
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Moreover, indicators measured by PERDİS are not reflected in the individual and 
organisational performance criteria of the ISFs. Therefore, there is no consistency between PERDİS and 
strategic plans/performance programs and individual performance criteria.  

4.3. Introduce some degrees of accountability of ISFs to external oversight bodies 

A Law enforcement monitoring Commission has been established in 2016 under the 
chairmanship of deputy Ministry of Interior. Keeping the records of all the complaints and disciplinary 
actions against ISFs personnel is one of the main responsibilities of this Commission. The Commission 
is active since September 2019 even though there is a need for further implementations within the 
district governorates in order to receive citizens’ complaints against the ISFs personnel. The 
independence and impartiality of the Commission is provided by means of its organisation. Firstly, in 
this commission, there is no law enforcement personnel. Secondly, there are civilian members such as 
faculty member (a university professor) and freelance lawyers. Thirdly, the investigations of allegations 
of misconducts by the ISFs are conducted by civilian inspectors (independent from the ISFs) who are 
working on behalf of the Minister of the Interior. Finally, citizens’ complaints are received by means of 
governorships or district governorships. Hence, the Commission acts as a separate, impartial and 
independent external oversight body on the law enforcement personnel. 

There also exists a system (Presidential Communications Centre (CIMER)) designed to collect 
Turkish citizens’ complaints, information requests, suggestions and recommendations about the public 
services, organizations and public servants. The applications are recorded by the PERDİS system, but 
not shared with the public. 

The Ombudsman’s Office founded in 2012 is given the responsibility to establish an 
independent and efficient complaint mechanism regarding the delivery of public services and 
investigate, research and make recommendations about the conformity of all kinds of actions, acts, 
attitudes and behaviors of the administration with law and fairness under the respect for human rights. 
Although its recommendations are not compulsory, its decisions are transparent. Annual reports of 
the Ombudsman are published and submitted to the GNAT. 

4.4. A limited number of indicators related to citizens 

In the ISFs, measurable indicators relating to integrating citizens’ need and human rights 
(complaints) in the management of performance (recording and addressing citizen complaints) are not 
available.  

In the performance programs of the ISFs, key performance indicators for “creating a safer living 
environment for all by protecting the public order and making security services more effective” 
objective are not citizen-oriented (decrease in crime rate; amount of payments made as a result of the 
commission to determine the compensation and damages stemming from terrorism (zarar tespit 
komisyonu); length of physical border security and lighting system constructed).  

The TNP uses “citizen support” as a criterion rather than citizen’s satisfaction. Yet, their 
indicators (i.e. the number of citizens reached/communicated within the scope of community 
supported policing, the number of followers on social media platforms) are output oriented, and they 
have nothing to do with the quality of the services provided. 
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There is no citizen input for the measurement of individual performance as well. For example, 
in terms of communication skills of the police officers, “s/he establishes relationships with people in 
the framework of reassurance, kindness and dignity brought by the profession” is available but this 
criterion is evaluated only by his or her supervisor, but not by citizens.  

Officially, only the Coast Guard is using citizen satisfaction level as one of the institutional 
performance indicators: “Determination of the satisfaction levels of citizens in accessing to the Coast 
Guard services.” 

However, a few citizen-oriented indicators are mentioned in strategic plans and performance 
programs. As part of governorship services, under the section of provincial administration and control, 
the following data are measured by MoI’s PERDİS: 

• The number of meetings with mukhtars 
• The number of meetings with the citizens (halk günü toplantıları, people’s day meetings) 
• The number of completed transactions (i.e. the responses to the petitions and 

applications received within the scope of the information law) in accordance with the 
Right to Information Act 

• The number of CİMER applications (complaints).  

5. THE TURKISH SITUATION: A GAP ANALYSIS 

5.1 Integrate targets related to the expectations of the public within the ISFs 
- Use surveys, and focus groups, at local and national level, The MoI’s survey, which is recorded 

by the PERDIS system, is not mentioned in the organisational or individual performance management 
system of the ISFs neither as a target nor as an indicator. PERDIS can be integrated for performance 
management. 

- The survey of the MoI does not measure the expectations of citizens, but rather the overall 
satisfaction level of citizens with the services provided by the ISFs. PERDIS can be enhanced. 

- The results of the survey are not publicly shared. PERDIS results can be published. 
- Favour a permanent contact of the local police/gendarmerie chiefs with partners: the 

meeting with citizens, NGO, other related local administration could be increased within the concept 
of Community policing.  

- Some of the permanent contacts of the ISFs with partners (such as mukhtars, public days) are 
recorded by the PERDIS system but not mentioned in the organisational and individual performance 
management system of the ISFs. PERDIS can be enhanced for their inclusion. 

- Some of the permanent contacts of the ISFs with partners (such as NGOs, schools etc.) are 
not recorded. PERDIS can be enhanced for their inclusion 

- İZDES (is a monitoring system carried out by high-level supervisors of central MoI 
organizations in the field in coordination with the Deputy Minister to assess and monitor the structure, 
services provided and the legality of activities of provincial MoI departments.) project was put into 
practice as a result of the importance given to the citizen-oriented public service. Within this context 
interviews are conducted with public personnel, citizens and representatives of civil society. With this 
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project, citizen-oriented best practices are also determined and reported. However, since the project 
results are not shared with the public, it is not possible to determine how effective and standardized 
mechanism is this. IZDES results can be published 

- Support a regular contact between the public and first-line officers. The first line officer in 
the police station or a unit of provincial department should be trained on good communication and 
these police officers should be correctly informed/regularly guided in regard the public security need 
and expectations.  

- Community policing activities which is an effective tool for a regular contact between the 
public and the first-line officers are not recorded. Community policing activities should aim selected 
target and all activities within the community policing should be recorded  

- Projects like “open door” in the district governorships and “trust desk” in the police stations 
have started but not generalized as a rule. The principles of the first contact with the citizen coming to 
the police station for any reason, and first necessary information to be given to the citizen should be 
standardized for all and shared as a guidebook. 

5.2.  Generate a citizen-focus spirit within the organization and establish relative targets 
- The individual performance system does not include citizen-oriented criteria. They can be 

integrated for performance management 
- Although the organisational performance documents (strategic plan and performance 

reports) include a few citizen-oriented criteria, they are either crude statistics or output oriented. 
Documents can be enhanced for their inclusion. 

- Although organisational performance documents mentions “the increase in the citizen 
satisfaction level” as a goal, those documents do not include this goal as a performance 
objective/target to measure. Documents can be enhanced for their inclusion. 

- Indicators measured by PERDİS are not reflected in the individual and organisational 
performance criteria of the ISFs. Use PEDIS for performance management. 

- TNP’s strategic plan and crime statistics of the TNP are not shared publicly. Strategy for 
security can be published 

- Performance audit carried out by the Court of Audit is limited to performance information 
audit. Remit of court of account can be broadened. 

5.3.  Introduce some degrees of accountability of ISFs to external oversight bodies 
- Although new mechanism like “Law Enforcement Monitoring Commission” has been 

introduced and made operational, its effectiveness is not known as there is no activity report yet. 
Ensure production of activity report of LEMC. 

- Current system is only recording the complaints (negative feedback) against the ISFs such as 
CİMER, Ombudsman, inspectors’ reports etc. MoI to gather complaints. 

- Some of the reports are either not prepared or not shared publicly such as inspectors’ reports, 
CİMER’s applications etc. Enhanced transparency of reports. 
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5.4. Ensure the consistency on Performance evaluation system between police and 
gendarmerie. 
- After the reform on gendarmerie in July 2016, the performance evaluation system of 

gendarmerie has not been reformed yet. The gendarmerie still uses the old secret registry system for 
officers which is not open to the evaluated officers. The registration system used by the gendarmerie 
is made of management skills and compliance with the military hierarchical system. The national police 
have been using a performance appraisal system since 2009 which is more transparent compared to 
gendarmerie.  

 

6. RECOMMENDATIONS ON MEASURABLE TARGETS AND RELATED INDICATORS FOR MOI 
TO OVERSEE ISFS 

The objectives, targets and indicators that can be proposed with regards to the principles 
identified, are below listed. 

6.1. Integrate the expectations of the public within the ISFS 

 (a) Use surveys, 
 Not only to measure trust and satisfaction degree from the services provided by ISFs, but 
also to collect and analyse citizen’s expectations. The survey performed in the scope of PERDIS and the 
interviews made with citizens in the scope of IZDES do not properly/consistently reflected citizen 
expectations. If there exists a national survey, local surveys with a rigorous methodology should be 
encouraged.  

Indicators:  
- Integrating the survey conducted by the MoI and measured by the PERDIS into the 

organisational or individual performance management system of the ISFs. 
- Creating local surveys (following the rules above).  
- Enhancing the content of the questions to better measure the expectations of citizens. 

• Police Misconduct (Citizen’s perception on police misconduct / Survey) 
• Trust and Confidence (Trust and confidence in the police / Survey) 
• Fear of Crime (Feeling of safety in the neighborhood/town/city / Survey) 
• Satisfaction of Citizens with the Service Delivery (Overall satisfaction of citizens with the 

service delivery / Survey Overall satisfaction of “victims of crime” with the service 
delivery / Survey) 

- Sharing the results of the surveys publicly. 

Responsible departments: 

- Strategy Development Directorate of the MoI: At least one national level survey should be 
conducted annually, which measures the expectations of citizens as well as the police trust and 
satisfaction from security services. Apart from national level surveys, it is also recommended to 
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conduct surveys at the provincial level or on the selected specific security issues related to the citizen 
expectations. Surveys should be conducted by professional research companies. 

- Department of Internal Security Strategies of the MoI: Survey results should be analyzed by 
the Department of Internal Security Strategies of the MoI, in cooperation with the law enforcement 
experts. 

(b) Promote and establish a permanent partnership between the neighborhood citizens and 
the police/gendarmerie chiefs. 

 There are some existing indicators (meetings with mukhtars, with citizens). This should be 
amplified by valuing in the assessment by the governors of these qualitative dimensions.  

Indicators 
- Integrating citizen-oriented indicators measured by PERDIS into the organisational or 

individual performance management system of the ISFs. 
• The number of meetings with mukhtars 
• The number of meetings with the citizens (halk günü toplantıları, people’s day meetings) 
• The number of completed transactions (i.e. the responses to the petitions and 

applications received within the scope of the information law) in accordance with the 
Right to Information Act 

- Amplifying IZDES project (by making its methodology more systematic: same kind of 
questions, same kind of people interviewed, etc.).  

- Amplifying the existing indicators (meetings with mukhtars, with citizens) to integrate the 
quality of the local relations with partners (local meeting with NGOs, etc.).  

• Establishment of Local Prevention and Security Board,  
• Attendance at public meetings 

 
Responsible departments:  

- Strategy Development Directorate of the MoI: Within the scope of PERDİS project, new 
indicators aiming to get citizen expectations and measuring citizens’ satisfaction should be 
added. 

- Strategy Development Directorate and General Directorate of Personnel: The Interview 
questions regarding the quality of services, satisfaction from provided services and 
expectations of citizens should be developed in a professional manner during the visits to the 
central and provincial units within the scope of IZDES. Experts should be hired in preparing the 
questions and evaluating the results. 

- Provincial governorships and district governorships: interviews with mukhtars, civil society 
organizations and citizens should be reported and archived. Meetings and discussions should 
prioritize citizen participation on specific issues. These meetings should be announced to the 
citizens and relevant civil society organizations in advance. The decisions taken should be open 
to citizens. 
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(c) Support a regular contact between the public and first-line officers by developing the trust 
desk project implemented in the police/gendarmerie stations and reanimating “Community Policing” 
activities which have existed since 2003. 

These first-line police officers should be infused with citizen-focus spirit.  
Indicators:  
- Training all front-line agents on communication and public relations, within 2 years,  
-A guide booklet for front-line agents to ensure an effective communication and provide 

correct information when they first meet with the citizen.  
Responsible departments: 

-Police Academy, Gendarmerie and Coast Guard Academy: A training on communication and 
public relation should be planned by Police Academy, Gendarmerie and Coast Guard Academy 
in coordination with Public Order Department of Police and Gendarmerie. 
- Public Order Departments of ISFs: A practice guide booklet should be prepared for front-line 
officers to ensure an effective communication and provide correct information when they first 
meet with citizens. 

6.2.  Generate a citizen-focus spirit with the organisation 
(a) Favour citizens focused performance criteria for the individual evaluation and at the 

lowest level. 
The necessity to keep some positive relations with the public (listening, respect, trust, minimal 

use of violence, etc.) is not enough spelled out in the Turkish system. The source of inspiration could 
here be the Belgian police. Be inspired by and demonstrate a service-minded attitude is one of the 
required skills: availability; the quality of work; the search for solutions within the framework of police 
powers; the optimal use of adequate resources; ensuring the integrated operation of police forces. 

Indicators  

- Guidelines to evaluate police officers with a service-minded attitude (availability; the quality 
of work; the search for solutions within the framework of police powers; the optimal use of adequate 
resources; ensuring the integrated operation of police forces) are created; 

- Training of supervisors on the citizen focus performance evaluation.  

Responsible departments  
- ISFs' personnel departments and Performance commissions: principles and guidelines for 
performance evaluators that highlight and emphasize citizen-cantered service are prepared.  
- Police Academy, Coast Guard and Gendarmerie Academy: the first performance evaluation 
officers on performance interviews, communication and negotiation skills training are in place. 

(b) Make citizens focused performance evaluation a permanent process 

- In Turkey, indicators measured by PERDİS are reflected in the individual and organisational 
performance criteria of the ISFs.  

- The capacity of the middle managers and frontline supervisors to connect the organisational 
priorities and the individual practices is tested.  
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Indicators  

- Training and instructing middle managers and frontline supervisors to evaluate first-line 
police officers is in place, 

- Hours of citizen-oriented in-services training programs / hours of in-service training program  
- Including service-minded indicators are in the evaluation grids, 
- “the increase in the citizen satisfaction level” as a measurable objective/target and follow 

this level by means of surveys is added, 
- plans, reports and statistics are shared with public, 
- Carrying out an internal performance audit by including citizens as auditors. 

Responsible departments  
- Internal Security Forces, Personnel Departments: in cooperation with Police Academy and 

coast guard and Gendarmerie academy: training of trainers for the frontline supervisors on 
communication and negotiations skill is in place.  

- Strategy development department of ISFs: the citizen-oriented indicators into the 5 years 
strategic planning are included. 

6.3.  Introduce some degrees of accountability of ISFs to external oversight bodies 

 (a) Improve access to oversight bodies (need for access) 

Complaints collection, financial audits, compliance audits, internal control are among the most 
frequently and traditionally used procedures. Inspection and control boards conduct regular and needs 
based assessments and inspections on organizational units, staff and activities.  

Indicators  
- New mechanisms to favour the deposit of complaints (with online mechanisms) are 

introduced such as: 

- Number of complaints, 

- Number of investigations,  
Responsible Departments  

- Law Enforcement Monitoring Commission: the mechanism to collect citizen complaints 
against the ISFs should be improved within the district governorate and Governorship. 

- Law Enforcement Monitoring Commission (in cooperation with Civilian Inspection 
Directorate of the MoI): improve the coordination between all the inspection 
directorates (MoI, Police, Gendarmerie and Coast Guard).  

- Law Enforcement Monitoring Commission: Provide training for the civilian inspector 
how the handle and investigate citizen complaints. 

 
(b) Increase impartiality and promote transparency regarding the disciplinary cases and 

administrative investigation 
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There is a well-known bias when police officers investigate other police officers: they may wish 
to protect their fellows. Despite the role of civilian inspectors, a reinforcement of the impartiality of 
these bodies. Several instruments can be put in place to limit this potential bias. A charter of ethics 
can be established: it is non-compulsory but states a certain number of core values within the 
institution. In France, the Charter of ethics adopted by the General Inspectorate of the National 
gendarmerie is one of the examples of this kind of initiative.  

Indicators  

- A charter of ethics for internal inspectorates and ombudsman is created.  
Responsible Departments  
- Inspection directorates of ISFs in cooperation with Police Academy and Coast Guard-

Gendarmerie Academy: Adopt and create a charter of ethics based on the former "instructions about 
the Discipline of the Police, its Role in Ceremonies and Communities, and the Organization and Duties 
of Police Stations". 

(c) Promote transparency 
It should be noted that since 2017, the French General Inspectorate of the National Police has 

published its annual report, which renders possible to make available to the public certain information 
relating to its internal modus operandi: the number of investigations opened and closed, the types of 
alleged offences and breaches noted.  

Indicators  
- An annual report on the number of complaints and the result of investigations is published 

for the police and for the gendarmerie.  
-An annual report on the number of citizens deceased during police operations, and of 

complaints and the result of investigations is published for the police and for the gendarmerie.  
 
Responsible departments 
- Law enforcement monitoring commission: The commission should publish an annual report 

including statistics about citizens’ complaints and investigation carried out by these mentioned 
complaints. 

ISFs' Inspection Directorates (Police, Gendarmerie and Coast Guards): the yearly activities 
which have been performed in the form of administrative investigations or audits in the provincial and 
central units of ISFs by ISFs' inspection Directorates, should be published. 

6.4. Ensure the consistency on Performance evaluation system between police and gendarmerie. 
The gendarmerie uses its own system traditional for officers’ evaluation, whereas the national 

police have been using a new performance appraisal system since 2009.  
The two individual performance systems of the gendarmerie and of the police should be 

harmonized and integrated a citizen focus. 

 

Indicator  
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-A secondary regulation on performance evaluation system for gendarmerie/police who are 
taking into account citizen focused approach is enacted. 

Responsible departments 
- Legal Advisory Department of Gendarmerie 
-Directorate of Strategy Development of the MoI.  

 

 


