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1 Introduction and purpose of the survey

For more than a decade and a half, the municipalities in the Republic of North Macedonia have been 

working on ensuring greater independence and improving the services they provide to the citizens. 

Since July 1, 2005, when a number of competencies and resources were officially transferred in 

accordance with the Law on Local Self-Government, the municipalities have been assigned a key role 

in bringing the government closer to the citizens, understanding and solving local problems. Through 

the decentralization of the power, citizens were given the opportunity to get systematically and 

institutionally involved in the decision-making processes at the local level that affect the quality of life 

in their communities. On the other hand, emphasis was placed on greater publicity, transparency and 

accountability in the work of the local self-government. However, many municipalities are still 

struggling to provide adequate services to their citizens. 

In order to overcome the differences in the delivery of the local services to the citizens, UNDP is 

implementing the “Post COVID: Municipalities as Drivers of Sustainable Development” Project, which 

aims to ensure that regional and local development are inclusive, evidence-based and gender-

sensitive, and fully meet the development needs of the least developed municipalities whose 

communities are most affected by the COVID-19 pandemic. The project is funded by the Bureau for 

Regional Development and UNDP and is implemented by UNDP in partnership with the Bureau for 

Regional Development and the Ministry of Local Self-Government. 

In order to understand citizens’ perceptions and measure the progress in addressing community 

needs, one of the results of the project is to gather comprehensive information on citizens’ 

satisfaction with local government services. To this end, UNDP hired Indago to design and conduct a 

comprehensive survey of citizens’ satisfaction with local services on a representative sample of 

respondents. 

The main goal of the project is to conduct a public opinion survey of citizens’ satisfaction with local 

services for 2021, which will serve to design basic indicators of citizens’ perceptions of the quality of 

local service delivery based on the results of the public opinion surveys conducted in the period 2017-

2020. The findings of the survey will serve as a basis for the decision-making for all national 

institutions, international organizations and other entities active in the field of local government and 

for identification and selection of potential activities to be implemented in this area according to the 

2021-2023 Action Plan for the implementation of the 2021-2026 Program for Sustainable Local 

Development and Decentralization. 

The report that follows is composed of key findings, a brief description of the methodology used, a 

detailed analysis of each question, as well as a comparison (where possible) with the findings of 

previous surveys conducted in the period 2017-2020.  
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2 Methodology 

The methodology used by Indago for the implementation of this quantitative survey, i.e., public 

opinion survey, was direct, face-to-face interviews at the home of the respondent, using the CAPI 

(Computer Assisted Personal Interview) data collection technique. Face-to-face interview is the most 

common method of collecting data from the target groups of respondents, especially in public opinion 

surveys. The main advantage of this method, especially when it comes to a representative sample, is 

that the results are objective and can easily be used to define general conclusions and findings. Face-

to-face interviews are used when the survey topic requires a deeper and more detailed analysis and 

when the representativeness of the sample is equally important.  

In line with the project objectives, in cooperation with UNDP, Indago finalized the structured 

questionnaire. It consisted of about 122 questions divided into the following thematic areas: 

1) General satisfaction with the quality of life in the municipality 

2) Satisfaction with services provided by the municipality 

3) Satisfaction with the level of democracy, transparency and accountability in the work of the 

municipalities 

4) Minorities, vulnerable categories of citizens and youth 

5) Corruption 

6) Mechanisms for citizen participation in decision-making in the municipality 

7) Information about municipal operation and services 

8) E-services in the municipality 

9) Non-governmental organizations – citizens’ associations 

10) Respondent’s demographic data. 

The target group of the survey was the general population in the Republic of North Macedonia aged 

18 and over. The survey was conducted on a sample of 1,100 respondents that is nationally 

representative by statistical regions, place of residence (urban/rural), age, gender and ethnicity. 

The data collection was conducted in Macedonian and Albanian, in the period from 14 to 27 

September 2021.   
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3 Key findings 

The following is an overview of the key findings within the thematic parts of the conducted survey. 

General satisfaction with the quality of life in the municipality 

• In general, the majority of citizens are satisfied with the quality of life in their municipality; 

the municipality as a place to live; with the quality of life in the municipality; with the 

municipality as a place to raise children and a place for retirees (the elderly); as well as with 

the community safety in the municipality. In relation to these five (5) out of a total of six (6) 

observed aspects of the quality of life in the municipality, the percentage of citizens who are 

satisfied and completely satisfied is higher than those who are dissatisfied. The largest 

percentage (52%) are satisfied with the municipality as a place to live in general and as a 

place for retirees (the elderly). An exception is noted in terms of the satisfaction with the 

municipality as a place to live for fellow citizens from vulnerable groups. Regarding this 

aspect, a slightly higher percentage of respondents are dissatisfied (completely dissatisfied 

and dissatisfied) (37%) than those who are satisfied (33%).  

• The comparative analysis of the average scores for each aspect that refers to the quality of 

life in the municipality with those for the period 2017 – 2020 does not show significant 

differences in the level of satisfaction of the citizens. The trend of the highest and the lowest 

level of satisfaction continues to be in relation to the municipalities as a place to live for 

retirees (the elderly), i.e., the municipality as a place to live for fellow citizens from 

vulnerable groups. The level of satisfaction with the other aspects assessed in this section is 

at a similar level as in previous years, with the exception of the satisfaction with the 

community safety in the municipalities, which has decreased from 3.4 in 2019 to 3.2 in 2021. 

• Over half of the respondents (57%) stated that they differentiated between the services 

offered by the central and local government and knew whom to address, while the rest 

either rarely knew whom to address (25%), or could not differentiate that at all (19%). 

Compared to the data from the previous rounds of this survey, the latest results show the 

same percentage (56%) as in 2019, and a higher percentage compared to 2018 (53%) and 

2020 (50%) of those who know whom to address because they differentiate between 

services offered by the central government and services offered by the local government. 

The percentage of citizens who stated that they differentiated between services of the 

central and local government was the highest in 2017 (68%), and the lowest in 2014 (44%). 

• The analysis of the average scores by year for each separate aspect related to the work of 

the municipalities, indicates a lower level of agreement of the citizens (2.7) with the 

statement “The mayor and the council take citizens’ views and opinions into consideration” 

compared to previous three years (2.9 in 2020, 2.8 in 2019 and 2018). The lower satisfaction 

of the citizens with the extent to which the elected local representatives take into 

consideration citizens’ views and opinions in making decisions of local importance, indicates 

the need for further improvement of the process of citizen involvement. As for the other 

assessed aspects, a slight reduction in the average score is also noticed in relation to the 
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statement “My municipality’s representatives demonstrate responsible treatment of persons 

with special needs” from 2.9 in 2020 to 2.8 in 2021. The average level of agreement with the 

other aspects, i.e., statements is at the same level as the previous year. 

Satisfaction with services provided by the municipality 

• When asked how satisfied they are in general with services provided by their municipalities, 

38% of the respondents answered that they were satisfied or completely satisfied, while 33% 

were dissatisfied. About 28% were neutral, i.e., they were neither satisfied nor dissatisfied. 

The comparative analysis with the previous rounds of this survey indicates a trend of 

increase of the general dissatisfaction of citizens with services provided by municipalities. 

The latest results also show the highest level of general dissatisfaction among 33% of citizens 

(in 2017 this percentage was 29%, in 2018 – 28%, in 2019 – 24%, in 2020 – 28%). The 

decrease in the level of general satisfaction of citizens with services provided by 

municipalities can be seen through the reduced average score, which this year is at the 

lowest level so far and is 2.97. 

• In relation to the total average score (2.97) of the general satisfaction of citizens with local 

services in 2021, the services in the field of education, culture, sport and recreation (3.24), 

communal services (3.04) and fire protection (3.40) are assessed with slightly higher average 

scores, while services from other areas are assessed with a lower average level of 

satisfaction, namely: urban development and planning (2.71), local economic development 

(2.51), social welfare (2.65), environmental protection (2.60), health system and healthcare 

at the local level (2.89) and democracy, transparency and accountability in the work of the 

municipality (2.66).   

• Compared to the results of the survey conducted in 2019, when the same questionnaire was 

used as in 2021, the comparative analysis of the average satisfaction scores indicates a 

decrease in the overall general satisfaction of the citizens with the services provided by the 

municipalities – from 3.21 to 2.97. In terms of the health system and healthcare, citizens 

expressed a lower level of satisfaction (reduced average score from 3.01 in 2019 to 2.89 in 

2021). Slightly lower level of satisfaction is also observed in terms of environmental 

protection (decrease from 2.73 in 2019 to 2.71 in 2021). 

Minorities, vulnerable categories of citizens and youth 

• The citizens expressed highest level of dissatisfaction (51%) in relation to the activities 

undertaken by the municipality to improve the quality of life of the youth. Regarding the 

vulnerable categories of citizens and minorities, 38% answered that they were completely 

dissatisfied or dissatisfied with the activities undertaken by the municipality to improve the 

quality of life of vulnerable categories of citizens, i.e., minorities (26%). 

Corruption 

• The percentage of respondents who share the opinion that corruption is very (31%) and 

somewhat prevalent (32%) in the municipalities in the realization of their competencies is 

the highest in 2021 compared to previous years. At the same time, the percentage of those 

who think that it is not at all prevalent (5%) is at the lowest level of all years. 
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• According to the respondents, directors of public enterprises and institutions at local level 

(22%), mayors (20%) and inspectors (20%) are functions that are most susceptible to misuse. 

Compared to previous years, there is an increase of those who share this opinion, especially 

in terms of directors and mayors, but also in terms of the municipal administration. 

• Although the majority of the respondents (82%) have not been asked for a bribe of any kind, 

the latest survey shows an increase in the percentage of those who confirmed that in the 

past 12 months either they or a member of their immediate family has been asked for 

money, goods or services to receive or expedite the provision of a service in the municipality 

– from 5% in 2017, 6% in 2018 and 2019 to 10% in 2021. 

• At the same time, the percentage of those who believe that, compared to 12 months ago, 

today in the municipality there is somewhat more or significantly more (23%) corruption 

continues to increase. This percentage was significantly lower in previous years (10% in 2017 

and 2018, and 17% in 2019). The latest data reveal a continuation of the downward trend of 

those who share the opinion that in the municipalities today there is significantly less or 

somewhat less corruption (from 24% in 2017, 21% - 2018, 17% - 2019 to 13% in 2021).  

Mechanisms for citizen participation in decision-making in the municipality 

• Over half (59%) of the respondents think that the way the municipality is organized does not 

enable at all or enables to very small extent the involvement of citizens in the decision-

making process at the local level. The percentage of those who are more positive and think 

that people like them are enabled to participate in the local decision-making is significantly 

lower (8%). An even higher percentage (62%) do not think that the way the local-self-

government is organized enables people like them to influence the decision at the local level, 

while only 7% think that their suggestions are taken into account. 

• Direct citizen participation through municipal activities or through submission of 

proposals/initiatives continues to be low. Namely, the majority of the citizens (84%) have 

neither participated in activities related to policies or decisions making at the local level, nor 

have submitted any proposal/initiative for addressing a problem (issue) within the scope of 

competencies of the municipality in the last 12 months, while only about 8% have 

participated in some activity or submitted a proposal/initiative to the municipality. 

• More than a quarter (27%) of the respondents have no special reason for not participating in 

activities related to policies or decisions making at the local level, or for not submitting a 

proposal/initiative for addressing a problem (issue) within the scope of competencies of the 

municipality. On the other hand, 21% are skeptical and think that they cannot change 

anything, 15% answered that the municipality would not be interested, while 14% said that 

they lacked time for this type of civic participation. 

• Slightly higher percentage (47%) of the surveyed citizens agree that women participate in 

the decision-making process by the local government equally as men, as opposed to those 

who do not share this opinion (43%). The latest results are more negative compared to the 

results of 2018 and 2020, and more positive than the results obtained in 2017 and 2019. 

When it comes to youth participation in the decision-making process by the local 

government, the percentage of those who agree with that is significantly lower (32%) than 

the percentage of those who do not share this opinion (58%). 

Information about municipal operation and services 

• An equal percentage of respondents (34%) think that they are informed and that they are 

not informed about the municipality’s operation and services, while 29% stated that they 
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were neither informed, nor uninformed. Regarding those who stated that they were 

informed, there are almost no changes compared to previous years. 

• Local media continue to be the largest source of information on the municipality’s operation 

and services for a larger percentage of the respondents – 48%. Other sources of information 

include the municipal website (29%), public debates and gatherings (11%), but also friends, 

colleagues, family and relatives (10%). There is a low percentage of respondents getting 

informed from the municipal bulletin, the bulletin boards in the local communities and in the 

municipalities or the municipal newspaper. 

E-services in the municipality 

• The results of the survey show a relatively low level of awareness and knowledge of citizens 

about e-services, as well as other innovative services in the municipalities. The largest 

percentage of respondents (51%) do not know whether their municipality provides e-

services, 16% answered in the affirmative, while 36% answered in the negative. Compared to 

the results of previous surveys, there is a lower level of awareness of citizens about 

municipal e-services compared to 2020, but a slightly higher level compared to 2018 and 

2019. 

• Respondents who answered in the affirmative that their municipality provided e-services 

listed the following services: public enterprises/communal services/Report a problem (19%), 

municipal website/information on activities (19%), building permit (17%). Smaller 

percentages of respondents mentioned services such as excerpts, Cadastre and surveying, 

use of various forms, taxes and fees, property tax, etc. 

• The majority (60%) of the respondents who confirmed that their municipality provided e-

services do not use them while 39% answered that they did. 

• Over two thirds of the citizens (69%) do not know which e-services they would like their 

municipality to provide at the moment. Of those who had an idea for this type of services, 

the largest percentage (6%) answered that they would like them to be all services provided 

by the municipality, various excerpts (4%) and e-services in the field of the operation of 

public enterprises or communal services (4%). 

Non-governmental organizations – citizens’ associations 

• According to the results of the latest survey, the familiarity (self-assessed) of the citizens 

with the non-governmental organizations in their municipalities continues to be at a 

relatively low level as in previous years – almost a quarter (24%) of the respondents stated 

that they were familiar with them, and more than half (52%) stated that they were not.  

• In terms of their motivation to get involved in activities of citizens’ association, this year, as it 

was the case in 2020, most of them stated that they were motivated (50%) and a 

significantly lower percentage (29%) stated that they were not. Following the trend of 

decrease of the motivation of the citizens to get involved in activities of citizens’ associations 

observed in the period 2017-2019, starting from 2020, there is a trend of increase of the 

motivation, which is confirmed by this year’s survey where almost 50% of the respondents 

said that they were motivated. 

• In terms of whether there is cooperation between the municipality and the non-
governmental sector, the percentage of those who share that opinion is decreasing – from 
37% in 2020 to 27% in 2021. The percentage of those who are not aware (43%) of this type 
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of cooperation is significant, which may indicate the need for provision of greater 
information by both NGOs and municipalities.  

• The largest percentage (33%) share the view (mostly or completely agree) that the 

cooperation between citizens’ associations/NGOs and the municipality would improve the 

services offered by the municipality. A quarter think that some services would improve if the 

municipality handed them over entirely to NGOs; 23% share the opinion that citizens’ 

associations/NGOs in the municipality encourage citizens to propose solutions to local issues 

and to be involved in the work of the local government; while 19% agree that citizens‘ 

associations/NGOs in municipalities take actions according to citizens’ priorities.  

• A larger percentage (29%) of citizens do not think that some services would improve if the 

municipality handed them over entirely to NGOs, compared to those who think that (25%). 

• It is the same in terms of whether some services would improve if the municipality handed 

them over entirely to companies - 30% share this view, but 24% do not see the cooperation 

with the private sector as an opportunity to deliver certain local services.  
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4 Results and analysis by thematic area 

This part of the Report consists of a detailed analysis and graphic presentation of the results for each 

question from the separate thematic areas. As mentioned before, wherever possible, the results of 

this research are compared with the results of previous surveys conducted in the period between 

2014 and 2020. It is important to note that due to the fact that the survey conducted in 2020 did not 

include all aspects of each area covered by the previous and this survey, in certain parts of the 

Report, the comparative analysis was made with the results of 2019 and previous years.  

4.1 General satisfaction with the quality of life in the municipality 

The first part of the survey aimed to identify the level of general satisfaction of the respondents with 

their municipalities, primarily as a place to live, but also the level of satisfaction with the 

management of the municipalities. In this part, the respondents were also asked to give their own 

assessment of their ability to differentiate between services offered by the central government and 

services offered by the local government, i.e., the municipalities.  

In general, the majority of citizens are satisfied with the quality of life in their municipality, namely: 

with the municipality as a place to live; with the quality of life in the municipality; with the 

municipality as a place to raise children; with the municipality as a place for retirees (the elderly); 

and with the community safety in the municipality (Chart 1). In relation to these five (5) out of a total 

of six (6) observed aspects of the quality of life in the municipality, the percentage of citizens who 

are satisfied and completely satisfied is higher than those who are dissatisfied. The largest 

percentage (52%) are satisfied with the municipality as a place to live in general and a place for 

retirees (the elderly).  

An exception is noted in terms of the satisfaction with the municipality as a place to live for fellow 

citizens from vulnerable groups. Regarding this aspect, a slightly higher percentage of respondents 

are dissatisfied (completely dissatisfied and dissatisfied) (37%) than those who are satisfied (33%).  

 
Chart 1 – Level of citizens’ satisfaction with the quality of life in the municipality - %  
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The average scores for each of the assessed aspects (Chart 2) in this survey do not show significant 

differences in the level of citizens’ satisfaction with the assessed aspects related to the quality of life 

in the municipality. The citizens expressed a slightly higher level of satisfaction with the life in the 

municipalities in relation to the municipalities as a place to live for retirees (the elderly) – 3.3. The 

lowest average score refers to the municipality as a place to life for fellow citizens from vulnerable 

groups – 2.9.  

 
Chart 2 – Level of citizens’ satisfaction with the quality of life in the municipality – average scores by year 

The comparative analysis of the average scores for each aspect that refers to the quality of life in the 

municipality with those for the period 2017 – 2020 does not show significant differences in the level 

of satisfaction of the citizens. The trend of the highest and the lowest level of satisfaction continues 

to be in relation to the municipalities as a place to live for retirees (the elderly), i.e., the municipality 

as a place to live for fellow citizens from vulnerable groups. The level of satisfaction with the other 

aspects assessed in this section is at a similar level as in previous years, with the exception of the 

satisfaction with the community safety in the municipalities, which has decreased from 3.4 in 2019 

to 3.2 in 2021. 

The analysis of the latest data by demographic variables of the respondents shows some statistically 

significant differences in the level of citizens’ satisfaction with the municipality as a place to live in 

general. Namely, respondents from urban areas expressed a higher level of satisfaction (57%) than 

those from rural areas (47%), citizens of Macedonian ethnicity (55%) compared to those of Albanian 

(46%) or other ethnicities (50%), those from the Southwest (74%) Planning Region compared to 

other regions, especially with those from the Polog Planning Region (17%), but also public sector 

employees (65%) compared to others.  

When asked “Can you differentiate between services offered by the central government and services 

offered by local government, i.e., municipalities”, over half of the respondents (57%) stated that they 

differentiated and knew whom to address, while the rest either rarely knew whom to address (25%), 

or could not differentiate that at all (19%) (Chart 3). Compared to data from the previous rounds of 

this survey, the latest results show the same percentage (56%) as in 2019, and a higher percentage 
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compared to 2018 (53%) and 2020 (50%) of those who know whom to address because they 

differentiate between services offered by the central government and services offered by the local 

government. The percentage of citizens who stated that they differentiated between services of the 

central and local government was the highest in 2017 (68%), and the lowest in 2014 (44%). 

 
Chart 3 – Can you differentiate between services offered by the central government and services offered by local government, i.e., 

municipalities? – % by year 

Those who cannot differentiate at all between services offered by the central government and 

services offered by local government are more among women (23%) than among man (15%), among 

respondents from rural areas (23%) than among those from urban areas (16%), among citizens of 

Albanian ethnicity (27%) than among those of Macedonian (15%) or other ethnicities (23%) living in 

the country, as well as among the oldest respondents, 65 years of age and older (33%), and those 

living in the Northeast (35%) and the Vardar (34%) Planning Regions. 

The next section analyses citizens’ perceptions of several aspects related to the work of the 

municipalities.  

The data from the last survey show that the largest percentage of respondents (41%) agree or 

completely agree with the statement that their municipality’s representatives undertake measures 

to ensure non-discrimination of non-majority communities (Chart 4). Furthermore, about 37% of 

respondents agree or completely agree that they are satisfied with the manner in which their 

municipality is managed, while about 35% agree or completely agree with the statement that they 

are satisfied with the manner in which public enterprises are managed. A lower level of agreement is 

observed in relation to the statements “Citizens in the municipality are informed of the municipality’s 

activities and plans” (32% agree or completely agree), “The mayor and the council take citizens’ 

views and opinions into consideration” (31% agree or completely agree with this statement) and “My 

municipality’s representatives demonstrate responsible treatment of persons with special needs” 

(30% agree or completely agree with this statement). 
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Chart 4 – Level of citizens’ agreement with certain aspects related to the work of the municipality – % (2021) 

What is important to note is that the percentage of those who disagree (aggregate responses of 

completely disagree and disagree) is higher than those who agree (aggregate responses of agree and 

completely agree) that they are satisfied with the following four (4) assessed aspects in this part of 

the survey: 

- I am satisfied with the manner in which public enterprises are managed (39% disagree, 35% 

agree), 

- The mayor and the council take citizens’ views and opinions into consideration (43% 

disagree, 31% agree), 

- My municipality’s representatives demonstrate responsible treatment of persons with 

special needs (38% disagree compared to 30% who agree), 

- Citizens in the municipality are informed of the municipality’s activities and plans (40% 

disagree, while 32% agree). 

With regard to the statement “My municipality’s representatives undertake measures to ensure non-

discrimination of non-majority communities”, the number of citizens who agree therewith is 

significantly higher (41%) compared to those who disagree (28%).  

When it comes to the satisfaction with the manner in which the municipalities in which they live are 

managed, the respondents who participated in this survey are divided into those who agree (37%) 

and those who disagree with this aspect (37%).   

The total average citizens’ satisfaction with the manner in which the municipality and public 

enterprises work (Chart 5) is at the same level as in the previous years – 2.9, which is the total 

average score for all 6 (six) assessed aspects.  

The analysis of the average scores by year for each separate aspect (Chart 5) indicates a lower level 

of agreement of the citizens (2.7) with the statement “The mayor and the council take citizens’ views 

and opinions into consideration” compared to previous three years (2.9 in 2020, 2.8 in 2019 and 
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2018). The lower satisfaction of the citizens with the extent to which the elected local 

representatives take into consideration citizens’ views and opinions in making decisions of local 

importance, indicates the need for further improvement of the process of citizen involvement. 

However, it should be emphasized that in order for this process to be successful, greater interest of 

the citizens themselves is needed to participate in the decision-making process through various 

available mechanisms. 

As for the other assessed aspects, a slight reduction in the average score is also noticed in relation to 

the statement “My municipality’s representatives demonstrate responsible treatment of persons with 

special needs” from 2.9 in 2020 to 2.8 in 2021. The average level of agreement with the other 

aspects, i.e., statements is at the same level as the previous year. 

 
Chart 5 – Level of citizens’ agreement with certain aspects related to the work of the municipality and the public enterprises – average 

scores by year 

4.2 Satisfaction with services provided by the municipality 

The second thematic area of the survey aimed to provide answers about the level of citizens’ 

satisfaction with services provided by the municipality, using a scale from 1 to 5, where 1 means 

“completely dissatisfied” and 5 means “completely satisfied”, in relation to the general satisfaction 

with the services, as well as with individual services within the scope of the competencies of the 

municipalities, namely in terms of the following areas: 1) Education, culture, sport and recreation, 2) 

Urban development and planning, 3) Local economic development, 4) Communal services, 5) Social 

welfare, 6) Environmental protection, 7) Fire protection, 8) Healthcare, 9) Democracy, transparency 

and accountability. Also, in this section, the citizens were asked to express their level of satisfaction 

with the work of the municipal administration, as well as whether they think that neighborhood 

units should have bigger role in local government. 

4.2.1 General satisfaction with services provided by the municipalities  

When asked how satisfied they are in general with services provided by their municipalities, 38% of 

the respondents answered that they were satisfied or completely satisfied, while 33% were 

dissatisfied. About 28% were neutral, i.e., they were neither satisfied nor dissatisfied. The latest 

results indicate a continuation of the trend of increase of the general dissatisfaction of citizens with 

services provided by the municipalities and at the same time show the highest level of general 
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dissatisfaction among 33% of citizens (in 2017 this percentage was 29%, in 2018 – 28%, in 2019 – 

24%, in 2020 – 28%). 

 
Chart 6 – General satisfaction with services provided by the municipalities – % by year 

The analysis of the demographic characteristics of the respondents indicates certain differences in 

terms of the general satisfaction with services provided by the municipalities. Namely, those living in 

rural areas (37%) are significantly more dissatisfied with the services provided by the municipalities 

than those living in urban areas (29%), as well as the citizens of the Pelagonia Planning Region (49%) 

compared to those of other regions. 

The decrease in the level of citizens’ general satisfaction with services provided by the municipalities 

can also be noticed through the reduced average score, which this year is at the lowest level so far 

and is 2.97.  

 2014 2017 2018 2019 2020 2021 

GENERAL satisfaction with services provided by the 
municipality 

3.34 3.09 3.12 3.21 3.10 2.97 

Table 1 – General satisfaction with services provided by the municipality – average scores by year 

4.2.2 Satisfaction with individual areas and services provided by the municipalities 

As in previous years, the highest and lowest average level of citizens’ satisfaction continues to be in 

relation to the same assessed areas – the highest in relation to fire protection (3.40 in 2021), and the 

lowest in relation to local economic development (2.51 in 2021) (Table 2). Compared to the results 

of the survey conducted in 2019, when the same questionnaire was used as in 20211, the 

 

 

1 As already mentioned, due to the fact that the survey conducted in 2020 additionally focused on issues related to Covid-19 and the 
effects of the pandemic and did not include all aspects of each area covered by previous survey, including the latest survey from 2021, the 
comparative analysis is made with the results of previous years. 
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comparative analysis of the average scores of citizens’ satisfaction indicates a decrease in the overall 

general citizens’ satisfaction with services provided by the municipalities – from 3.21 to 2.97. Also, 

the citizens expressed a lower level of satisfaction in relation to the health system and healthcare 

(reduced average score from 3.01 in 2019 to 2.89 in 2021), while a slightly lower level of satisfaction 

is observed in relation to environmental protection (reduction from 2.68 in 2019 to 2.60 in 2021), 

urban development and planning (reduction from 2.73 in 2019 to 2.71 in 2021) and democracy, 

transparency and accountability (reduction from 2.70 in 2019 to 2.66 in 2021). 

 2014 2017 2018 2019 2020 2021 

General satisfaction with services 
provided by the municipality 

3.34 3.09 3.12 3.21 3.10 2.97  

Education, culture, sport and 
recreation2 

3.58 3.16 3.15 3.20 3.40 
3.24 (13 aspects) / 

3.20 (9 aspects) 

Urban development and planning 3.26 2.67 2.78 2.73 2.93 2.71 

Local economic development 2.90 2.44 2.43 2.46 2.60 2.51 

Communal services 3.30 2.89 2.94 2.99 3.02 3.04 

Social welfare 2.99 2.33 2.32 2.58 2.82 2.65 

Environmental protection 3.22 2.52 2.48 2.68 2.70 2.60 

Fire protection 3.80 3.50 3.50 3.36 / 3.40 

Health system and healthcare at the 
local level 

3.25 3.08 3.08 3.01 3.10 2.89 

Democracy, transparency and 
accountability 

3.04 2.54 2.61 2.70 2.70 2.66 

Table 2 – Satisfaction with individual areas and services provided by the municipalities – average scores by areas by year 

On the other hand, a slightly higher score is observed in relation to the services in the area of local 

economic development (increase from 2.46 in 2019 to 2.51 in 2021), communal services (increase 

from 2.99 in 2019 to 3.04 in 2021), social welfare (increase from 2.58 in 2019 to 2.65 in 2021) and 

fire protection (increase from 3.36 in 2019 to 3.40 in 2021). Services in the area of education, 

culture, sport and recreation are assessed with the same average score as in 2019 (3.20 for 9 

aspects). 

4.2.3 Education, culture, sport and recreation 

The first group of local competencies (Chart 7) for which an assessment of citizens’ satisfaction was 

requested is Education, culture, sport and recreation. The total average score for 2021 is 3.24 for all 

13 aspects that were subject to citizens’ satisfaction assessment (the average score for 9 aspects that 

were subject to assessment in previous surveys is 3.20). 

In general, citizens expressed greater satisfaction than dissatisfaction with the services they receive 

from the municipalities in this area.  

With regard to the evaluated aspects in the area of education, the citizens are most satisfied with 

the school proximity (69% stated that they were satisfied or completely satisfied), then they 

 

 

2 For the needs of the survey conducted in 2021, in the part that referred to the area of Education, culture, sport and recreation, 4 new 
aspects were added to the list of 9 aspects that were part of the surveys conducted in the period 2014, and 2017-2019. For that reason, for 
this area of the scope of competencies of the municipality, the data for all 13 aspects are presented, as well as an average assessment for 9 
aspects in order to make a comparison with the data from previous years.  
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expressed general satisfaction with primary education (64% of the respondents answered that they 

were satisfied or completely satisfied). The lowest level of satisfaction refers to the total education 

costs for the child compared to the revenues (only 23% stated that they were satisfied or completely 

satisfied) and food offered to students (only 25% stated they were satisfied or completely satisfied). 

 
Chart 7 –Satisfaction with services provided by the municipalities in the area of education, culture, sport and recreation – % (2021) 

In terms of culture, sport and recreation, citizens are most satisfied with sport and sports facilities 

(43% answered that they were satisfied or completely satisfied), while the lowest level of satisfaction 

refers to the protection of historic and cultural heritage (31% of the respondents answered that they 

were satisfied or completely satisfied with the services provided by the municipality in this section). 

As previously stated, the total average score for all 13 aspects that were subject to citizens’ 

satisfaction assessment (Chart 8) in 2021 is 3.24. School proximity is assessed with the highest 

average score (3.76), and food offered to students and total education costs for the child compared 

to the revenues with the lowest average score (2.77). 
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Chart 8 – Satisfaction with services provided by the municipalities in the field of education, culture, sport and recreation – average scores 

(2021)  

The total average score in the field of education, culture, sport and recreation for 9 aspects for which 

the trend can be followed by year is at the same level as in 2019 – 3.20 (Table 3). The comparative 

analysis with the results of 2019 shows improvement of citizens’ satisfaction with certain aspects 

that were subject to assessment in this part of the survey, and in relation to the general satisfaction 

with secondary education (from 3.29 to 3.55), the teaching staff quality and expertise (from 3.32 to 

3.49) and the general satisfaction with primary education (3.49 to 3.62). However, compared to 

2019, there is a decrease of the level of citizens’ satisfaction with other aspects, especially in relation 

to the food offered to students (from 3.14 to 2.77), the offer of cultural events in the municipality 

(3.06 to 2.89), as well as in relation to the protection of historic and cultural heritage (from 2.92 to 

2.88). 

 2014 2017 2018 2019 2020 2021 

General satisfaction with primary education 3.68 3.50 3.54 3.49 3.40 3.62 

General satisfaction with secondary 

education 
3.65 3.37 3.37 3.29 3.40 3.55 

Teaching staff quality and expertise 3.64 3.35 3.50 3.32 3.40 3.49 

Students’ transportation 3.89 3.86 3.45 3.45 / 3.47 

Food offered to students 3.33 2.73 2.77 3.14 / 2.77 

Libraries and museums 3.47 2.87 2.90 3.01 / 3.03 

Protection of historic and cultural heritage 3.47 2.76 2.74 2.92 / 2.88 

Offer of cultural events in the municipality 3.53 2.86 2.94 3.06 / 2.89 

Sport and sports facilities 3.57 3.14 3.14 3.14 / 3.12 

Total average score 3.58 3.16 3.15 3.20 3.40 3.20 

Table 3 – Satisfaction with services provided by the municipalities in the area of education, culture, sport and recreation – average scores 

for 9 aspects – average scores by year 

4.2.4 Urban development and planning 
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The total average score for this area is 2.71. Regarding all assessed aspects of the services provided 

by the municipalities in the area of urban development and planning, which was the second 

competence for which the citizens’ satisfaction was assessed, there is a higher level of dissatisfaction 

of the respondents than satisfaction (Chart 9). Among those who answered that they were satisfied 

or completely satisfied, the largest percentage (35%) is observed in relation to the urban 

development of the municipality, and the lowest (20%) refers to the adoption of detailed urban 

development plans. On the other hand, the highest level of dissatisfaction is observed in relation to 

urban planning in the urban environment and in rural areas (42% of the respondents in both cases 

stated that they were completely dissatisfied or dissatisfied). 

 
Chart 9 – Satisfaction with services provided by the municipalities in the area of urban development and planning – % (2021) 

The total average score (2.71) for the area of urban development and planning is slightly lower 

compared to 2018 (2.78) and 2019 (2.73) (Table 4), but higher compared to 2017 (2.67). With regard 

to the survey conducted in 2020, some of the aspects were again not included therein and therefore 

it is not possible to make an adequate comparison of the results. While the urban development of 

the municipality is assessed with the highest average score (2.84) of all aspects, the adoption of 

detailed urban development plans is assessed with the lowest average score (2.59). Compared to the 

results from 2019, in this survey there is a slight improvement of the citizens’s satisfaction with the 

urban development of the municipality and the supervision and control of buildings 

construction/reconstruction, while a lower level of citizens’ satisfaction is observed in terms of the 

adoption of detailed urban development plans and the implementation of the Law on Treatment of 

Illegally Constructed Buildings. 

 2014 2017 2018 2019 2020 2021 

Urban development of the municipality 3.37 2.72 2.83 2.77 3.10 2.84 

Supervision and control of buildings 

construction/reconstruction 
3.19 2.59 2.72 2.65 2.90 2.68 

Urban planning in the urban environment 3.35 2.61 2.69 2.71 / 2.70 

Urban planning in rural areas 3.01 2.40 2.64 2.61 / 2.61 

Issuance of documents in the area of urban 

planning and development 
3.28 2.83 2.85 2.80 2.90 2.77 

Adoption of detailed urban development plans 3.19 2.61 2.70 2.70 2.80 2.59 

Implementation of the Law on Treatment of 

Illegally Constructed Buildings 
3.42 2.91 3.01 2.90 / 2.76 

Total average score 3.26 2.67 2.78 2.73 2.93 2.71 

Table 4 – Satisfaction with services provided by the municipalities in the area of urban development and planning – average scores by year 



     

  

  20 

4.2.5 Local economic development 

The third competence for which the level of citizens’ satisfaction was assessed is the local economic 

development. In general, the citizens continue to be the least satisfied with the services provided by 

the municipalities in this area. The total average score is 2.51. 

The percentage of respondents who are dissatisfied (completely dissatisfied or dissatisfied) with 

each of the assessed aspects is significantly higher than the percentage of those who said they were 

satisfied (satisfied or completely satisfied). Of the individual aspects that were subject to assessment 

of the level of satisfaction with the local economic development (Chart 10), the largest percentage 

(22%) of the respondents answered that they were satisfied or completely satisfied with the 

provision of services for support to the development of small and medium-sized enterprises, while 

the lowest percentage (16%) stated that they were satisfied or completely satisfied with the 

participation of citizens and business entities in drafting of the municipal strategic development 

documents, but also with the activities aimed at improving employment (17%) and with the support 

to the industrial development (17%). On the other hand, the largest percentage of respondents 

(60%) were either completely dissatisfied or dissatisfied with the activities aimed at improving 

employment. 

 
Chart 10 – Satisfaction with services provided by the municipalities in the area of local economic development – % (2021) 

Analyzed through average scores (Table 5), in 2021, the area of local economic development is 

assessed slightly better (2.51) compared to previous rounds of the survey conducted in the period 

2017-2019. As in previous years, municipalities’ activities aimed at improving employment continue 

to be the lowest assessed aspect of all other aspects in the area of local economic development, 

while the relatively highest citizens’ satisfaction continues to be with the support to the 

development of small and medium-sized enterprises. 

  2014 2017 2018 2019 2020 2021 

Activities aimed at improving employment 2.71 2.36 2.27 2.35 2.50 2.32 

Promoting and stimulating local economic growth 2.97 2.46 2.38 2.42 2.60 2.51 

Securing services for development of agriculture 3.13 2.51 2.46 2.46 / 2.62 

Support to the development of small and medium-sized 

enterprises 
3.02 2.55 2.59 2.60 2.70 2.66 
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  2014 2017 2018 2019 2020 2021 

Support to the industrial development 2.93 2.45 2.48 2.46 / 2.45 

Participation of citizens and business entities in drafting of the 

municipal strategic development documents 
2.86 2.30 2.36 2.44 / 2.48 

Total average score 2.94 2.44 2.42 2.46 2.60 2.51 

Table 5 – Satisfaction with services provided by the municipalities in the area of local economic development – average scores by year 

4.2.6 Communal services 

Local Government Units have numerous competencies in the area of communal services. As part of 

this survey, citizens’ satisfaction was reassessed in terms of: 1)  water supply, 2) sewage and 

wastewater disposal, 3) solid waste management (collection, transport and disposal), 4) local roads 

and streets and traffic signs, 5) public street lighting, 6) parking facilities, 7) traffic regulation and 

public transport, 8) parks and greenery, 9) markets for consumption goods (green markets), 10) 

graveyard’s maintenance, 11) riverbeds’ maintenance, 12) irrigation and drainage canals 

maintenance, and 13) management of stray animals. The total average score for this area is 3.04. 

The largest percentage of respondents (71%) answered that they were satisfied or completely 

satisfied with the water supply, while the lowest level of satisfaction is observed in relation to the 

management of stray animals (14% answered that they were satisfied or completely satisfied, while 

the majority of 71% said that they were completely dissatisfied or dissatisfied with this service) 

(Chart 11). There is also greater dissatisfaction of the citizens with the parking facilities (35% 

answered that they were completely dissatisfied or dissatisfied).  

 
Chart 11 – Satisfaction with services provided by the municipalities in the area of communal services – % (2021) 

The average scores say the same thing – the highest average score is observed for water supply 

(3.62), and the lowest for management of stray animals (2.01). Compared to the overall average 

scores for this area from previous surveys, the results of the most recent survey show an 

improvement of 3.04 (Table 6). Compared to the results from 2019, a better average score is also 

observed for the following aspects assessed in this area, namely: water supply (from 3.49 to 3.62), 

public street lighting (from 3.32 to 3.48), parks and greenery (from 2.92 to 3.30), markets for 
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consumption goods (from 3.07 to 3.31), and graveyard’s maintenance (from 2.95 to 3.06). The other 

aspects are either at the same/similar level as in 2019 or are assessed lower. 

  2014 2017 2018 2019 2020 2021 

Water supply  3.74 3.43 3.67 3.49 3.60 3.62 

Sewage and wastewater disposal 3.47 3.29 3.39 3.37 3.40 3.35 

Solid waste management 3.59 3.29 3.28 3.33 / 3.23 

Local roads and streets and traffic signs 3.33 2.88 2.89 3.05 / 3.00 

Public street lighting 3.49 3.30 3.30 3.32 / 3.48 

Parking facilities 2.96 2.59 2.66 2.79 / 2.71 

Traffic regulation and public transport 3.38 2.93 2.96 3.09 / 2.99 

Parks and greenery 3.50 2.98 3.04 2.92 / 3.30 

Markets for consumption goods 3.47 3.24 3.24 3.07 / 3.31 

Graveyard’s maintenance 3.25 2.83 2.86 2.95 / 3.06 

Riverbeds’ maintenance 3.25 2.48 2.57 2.79 3.00 2.79 

Irrigation and drainage canals 
maintenance 

3.14 2.40 2.58 2.65 2.90 2.66 

Management of stray animals 2.76 1.87 1.78 2.09 2.20 2.01 

Total average score 3.33 2.89 2.94 2.99 3.02 3.04 

Table 6 – Satisfaction with services provided by the municipalities in the area of communal services – average scores by year 

 

4.2.7 Social welfare 

The fifth area in the questionnaire for which citizens’ satisfaction with the services of the 

municipalities was assessed is social protection, and the following more specific aspects: 1) 

kindergartens and childcare, 2) social welfare and support for the poor, 3) social welfare and support 

for the elderly and the infirm, 4) services for people with special needs (special schools, physical 

accessibility, inclusion in everyday life, etc.), 5) homes for the elderly, 6) homes for orphaned 

children, and 7) institutions for people abusing alcohol and drugs. The total average score for this 

area is 2.65. 

As can be seen from Chart 12, the largest percentage of respondents (58%) answered that they were 

dissatisfied or completely dissatisfied with kindergartens and childcare. On the other hand, 48% of 

respondents answered that they were completely dissatisfied or dissatisfied with the institutions for 

people abusing alcohol and drugs, i.e., 47% with the homes for orphaned children. 
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Chart 12 – Satisfaction with services provided by the municipalities in the area of social welfare – % (2021) 

Table 7 below shows the average scores for the assessed aspects in this area, for both the latest 

survey and the previous rounds. Compared to the surveys conducted in the period 2017-2019, the 

total average score (2.65) this year indicates a slightly better average citizens’ satisfaction with 

services in this area. The comparative analysis of the average scores for each aspect with those from 

2019 shows an improvement of citizens’ satisfaction with five (5) of the seven (7) assessed aspects, 

namely: kindergartens and childcare (from 3.34 to 3.48), social welfare and support for the elderly 

and the infirm (from 2.60 to 2.72), services for people with special needs (from 2.63 to 2.72), homes 

for the elderly (from 2.47 to 2.52) and homes for orphaned children (from 2.12 to 2.19). Citizens 

expressed the same level of satisfaction with social welfare and support for the poor (2.70 in 2019 

and 2.71 in 2021) and a slightly lower level of satisfaction with the institutions for people abusing 

alcohol and drugs (from 2.23 to 2.19). Compared to the average scores from 2017 and 2018, the 

latest results show a higher level of citizens’ satisfaction with all assessed aspects. 

 2014 2017 2018 2019 2020 2021 

Kindergartens and childcare 3.72 3.24 3.15 3.34 3.50 3.48 

Social welfare and support for the poor 3.09 2.35 2.40 2.70 2.90 2.71 

Social welfare and support for the 

elderly and the infirm 
3.08 2.32 2.36 2.60 2.80 2.72 

Services for people with special needs 3.09 2.30 2.38 2.63 2.70 2.70 

Homes for the elderly 2.80 2.15 2.25 2.47 2.60 2.52 

Homes for orphaned children 2.54 1.97 1.82 2.12 2.40 2.19 

Institutions for people abusing alcohol 

and drugs 
2.65 1.96 1.89 2.23 / 2.19 

Total average score 3.00 2.33 2.32 2.58 2.82 2.65 

Table 7 – Satisfaction with services provided by the municipalities in the area of social welfare – average scores by year 

To the question “In your opinion, which would be the most suitable entity to deliver the 

aforementioned services” (Chart 13), as in previous years, the largest percentage of respondents 

(51%) answered that it would be the local government, while the percentage (21%) of those who 

think that it would be the central government as the current entity to deliver the services continues 
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to decline. Significantly smaller percentages of respondents think that it would be a citizens’ 

association (5%), public-private partnership (7%) or the private sector (6%). 

 
Chart 13 – Citizens’ opinion on the most suitable entity to deliver services in the area of social welfare – % by year 

This confirms that citizens continue to share the opinion that services of importance to the local 

population are best provided by local authorities. The results also show that citizens’ awareness of 

other alternative ways of delivering local services, such as public-private partnerships, etc. is still low. 

4.2.8 Environmental protection 

Within the scope of this municipal competence, which was the goal of the survey of citizens’ 

satisfaction, the following aspects were considered: 1) environmental protection and nature 

conservation, 2) protection from and prevention of soil pollution (pesticides, wastewater, etc.), 3) 

protection from and prevention of water pollution, and 4) protection from and prevention of air 

pollution. The total average score is 2.60.  

The largest percentage of respondents (59%) answered that they were completely dissatisfied or 

dissatisfied with the protection from and prevention of air pollution, while the lowest level of 

satisfaction (33%) is expressed in terms of environmental protection and nature conservation (Chart 

14). In all assessed aspects in this area, the percentage of dissatisfied citizens is significantly higher 

than the percentage of satisfied citizens. 

 
Chart 14 – Satisfaction with services provided by the municipalities in the area of environmental protection – % (2021) 

The average scores indicate the same aspects with which the citizens are most, i.e., least satisfied 
within the framework of environmental protection (Table 8). Compared to previous years, there is an 
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improvement in the overall average score for all aspects that were subject to the assessment of 
citizens’ satisfaction in this area compared to 2017 and 2018, but compared to 2019, there is a 
smaller decline from 2.68 to 2.60 as a result of the lower level of citizens’ satisfaction with all 
aspects, except with the environmental protection and nature conservation, which is at the same 
level.  

 2014 2017 2018 2019 2020 2021 

Environmental protection and nature conservation 3.28 2.67 2.68 2.77 2.90 2.78 

Protection from and prevention of soil pollution 3.06 2.49 2.47 2.56 / 2.54 

Protection from and prevention of water pollution 3.30 2.56 2.61 2.83 / 2.68 

Protection from and prevention of air pollution 3.18 2.37 2.14 2.55 2.50 2.38 

Total average score  3.21 2.52 2.48 2.68 2.70 2.60 

Table 8 – Satisfaction with services provided by the municipalities in the area of environmental protection – average scores by year 

4.2.9 Fire protection 

The total average score for fire protection, the seventh municipal competence for which the level of 

citizens’ satisfaction was also examined, is 3.40. As previously mentioned, fire protection is 

characterized by the highest average level of citizens’ satisfaction compared to the other 

competencies.  

More than half of the respondents (56%) are either satisfied or completely satisfied with the services 

provided by the municipalities in the area of fire protection, while about 20% of the respondents 

stated that they were completely dissatisfied or dissatisfied therewith (Chart 15). 

 
Chart 15 – Satisfaction with services provided by the municipalities in the area of fire protection – % by year 

Compared to the data from 2019, there is a slightly higher level of citizens’ satisfaction with this area 

(from 52% to 56% of the citizens who stated that they were either satisfied or completely satisfied). 

4.2.10 Healthcare 

The services provided by the municipalities in the area of healthcare are assessed with a total 

average score of 2.89.  

Almost the same percentage of respondents answered that they were satisfied or completely 

satisfied (37%) with the services in this area, i.e., that they were completely dissatisfied or 

dissatisfied (38%), while 24% are neutral and stated that they were neither satisfied nor dissatisfied 
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(Chart 16). The comparative results by year indicate increased dissatisfaction of citizens with 

healthcare. 

 
Chart 16 – Satisfaction with services provided by the municipalities in the area of healthcare – % by year 

 

4.2.11 Democracy, transparency and accountability 

In terms of democracy, transparency and accountability, the following several aspects were subject 

of assessment of citizens’ satisfaction, namely: 1) access to municipal information (municipal 

bulletin, website, local television/radio...), 2) access to information about municipal services and 

activities, 3) access to information about the work of the municipal council, 4) access to information 

about central government services and activities, 5) citizen participation in strategic decision-making 

on local issues, 6) informing citizens on the execution of the municipal budget, 7) promoting 

cooperation between different ethnic communities, and 8) fighting corruption. The total average 

score in this area is 2.66. 

The aspects for which a larger percentage of the respondents stated that they were satisfied or 

completely satisfied are the following: access to municipal information (municipal bulletin, website, 

local television/radio...) - 39%, access to information about municipal services and activities – 34%, 

and promoting cooperation between different ethnic communities – 31% (Chart 17).  

With the exception of the access to municipal information (municipal bulletin, website, local 

television/radio...), the percentage of dissatisfied citizens is higher than the percentage of satisfied in 

relation to all other aspects assessed in this area. With regard to the other assessed aspects, the 

respondents answered that they were completely dissatisfied or dissatisfied, above all, with fighting 

corruption (59%), informing citizens on the execution of the municipal budget (54%), as well as with 

the citizen participation in strategic decision-making on local issues (47%). Also, more than one third 

(39%) of the surveyed respondents stated that they were completely dissatisfied or dissatisfied with 

the access to information about the work of the municipal council. 
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Chart 17 – Satisfaction with services provided by the municipalities in the area of democracy, transparency and accountability – % (2021) 

The average scores for each of the assessed aspects in this area are shown in Table 9 below, 

including the average scores from previous surveys. The analysis of the data by year indicates a 

decrease in the level of citizens’ satisfaction when it comes to how municipalities fight corruption 

(from 2.39 in 2019 to 2.16 in 2021), but also in terms of citizen participation in strategic decision-

making on local issues (from 2.59 in 2019 to 2.48 in 2021). 

 2014 2017 2018 2019 2020 2021 

Access to municipal information 3.33 2.95 2.94 2.99 3.10 3.03 

Access to information about municipal services 

and activities 
3.18 2.80 2.91 2.92 / 2.89 

Access to information about the work of the 

municipal council 
3.05 2.65 2.79 2.75 / 2.74 

Access to information about central 

government services and activities 
3.21 2.67 2.81 2.84 / 2.77 

Citizen participation in strategic decision-

making on local issues 
2.84 2.33 2.45 2.59 2.60 2.48 

Informing citizens on the execution of the 

municipal budget 
2.75 2.22 2.24 2.40 2.40 2.36 

Promoting cooperation between different 

ethnic communities 
3.20 2.63 2.55 2.74 / 2.85 

Fighting corruption 2.75 2.08 2.23 2.39 / 2.16 

Total average score 3.04 2.54 2.62 2.70 2.70 2.66 
Table 9 – Satisfaction with services provided by the municipality in the area of democracy, transparency and accountability – average 

scores by year 

4.2.12 Satisfaction with the work of the municipal administration 

The penultimate question in the section for citizens’ satisfaction with services provided by the 

municipality referred to the level of citizens’ satisfaction with the work of the municipal 

administration. As part of this question, the respondents were asked how satisfied they were with 

the following four (4) aspects of the work of the local government administration, namely: 1) 
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professionalism, 2) knowledge and competence, 3) politeness and helpfulness, and 4) timely 

provision of services/information. 

According to the results of this survey (Chart 18), a larger percentage of citizens are generally more 

satisfied than dissatisfied with all assessed aspects regarding the work of the municipal 

administration. More specifically, citizens are more satisfied with the politeness and helpfulness 

(43%) and professionalism (40%) of the municipal administration than with their knowledge and 

competence (38%) and timely provision of services/information (37%).  

 
Chart 18 – Citizens’ satisfaction with the work of the municipal administration – % (2021) 

The last question in this section referred to the opinion of the citizens whether the neighborhood 

units should have bigger role in local government. The majority of 74% share this opinion, while 12% 

disagree, and 14% do not have an opinion on this issue (Chart 19). 

 
Chart 19 – Citizens’ opinion on whether the neighborhood units should have bigger role in local government – % (2021) 

4.3 Minorities, vulnerable categories of citizens and youth 

This part of the research was revised in previous years in order to examine citizens’ satisfaction with 

the activities that the municipality undertakes to improve the quality of life of: 1) minorities, 2) 

vulnerable categories of citizens and 3) youth. 

The citizens expressed the highest level of dissatisfaction (51%) with the activities undertaken by the 

municipality to improve the quality of life of youth (Chart 20). With regard to the other two 

questions, 38% of the citizens answered that they were completely dissatisfied or dissatisfied with 

the activities undertaken by the municipality to improve the quality of life of vulnerable categories of 
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citizens, and 26% stated they were completely dissatisfied or dissatisfied with the activities 

undertaken by the municipality to improve the quality of life of minorities. 

 
Chart 20 – Citizens’ satisfaction with the activities undertaken by the municipality to improve the quality of life of: 1) minorities, 2) 

vulnerable categories of citizens and 3) youth – % (2021) 

The analysis of the demographic characteristics of the respondents reveals certain statistically 

significant differences in relation to those who are dissatisfied with these three aspects.  

Namely, with regard to the activities of the municipalities for improving the quality of life of 

minorities, the respondents from the rural areas (33%) are significantly more dissatisfied with this 

aspect compared to those from the urban ones (20%), the respondents of other ethnicities (40%) are 

significantly more dissatisfied compared to Albanians (27%) and Macedonians (23%), the 

respondents from the Polog Planning Region (42%) are significantly more dissatisfied compared to 

the respondents from the other regions, and the respondents with the lowest incomes (up to MKD 

9,000 – 49% and from MKD 9,001 – MKD 15,000 – 42%) are significantly more dissatisfied than the 

respondents with higher incomes.  

In relation to the activities undertaken by the municipalities to improve the quality of life of 

vulnerable categories of citizens, men (41%) are more dissatisfied than women (35%), respondents 

from rural areas (44%) are more dissatisfied than those from urban areas (33%), respondents of 

other ethnicities (47%) are more dissatisfied than those of Macedonian (37%) and Albanian (36%) 

ethnicity, citizens from the Northeast Planning Region (52%) are more dissatisfied than the citizens 

from other planning regions, and the citizens with the lowest incomes of up to MKD 9,000 (69%) are 

more dissatisfied than the citizens who have higher incomes. 

With regard to the activities undertaken by the municipalities to improve the quality of life of youth, 

a higher level of dissatisfaction is observed among respondents from rural areas (57%) compared to 

those from urban areas (47%), but also among correspondents of Macedonian and other ethnicities 

(53% in both cases) compared to those of Albanian ethnicity (45%). In terms of age, there are no 

statistically significant differences between individual age groups in the satisfaction with the 

activities undertaken by the municipalities to improve the quality of life of youth. 

4.4 Corruption 

This part of the research aimed to investigate the citizens’ perception of the prevalence of 

corruption in the implementation of the municipal competencies, their opinion on which functions of 

the municipalities are most susceptible to misuse, the experience with corruption and whether there 
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is improvement compared to the period 12 months ago when it comes to the presence of corruption 

in the municipalities and their work. 

The percentage of respondents who share the opinion that corruption is very (31%) and somewhat 

prevalent (32%) in the implementation of the municipal competencies is the highest in 2021 

compared to previous years (Chart 21). At the same time, the percentage of those who believe that 

corruption is not at all prevalent is at the lowest level of all years. 

 
Chart 21 – Prevalence of corruption in the implementation of the municipal competencies – % by year 

Those who believe that corruption is very prevalent in the work of the municipalities are more 

among the respondents from rural areas (35%) than those from urban areas (29%), among the 

respondents who live in the Polog Planning Region (45%) compared to other regions, as well as 

among respondents with the lowest household income – up to MKD 9,000 (51%), compared to the 

others.  

Directors of public enterprises and institutions at local level (22%), mayors (20%) and inspectors 

(20%) are the functions that are most susceptible to misuse according to citizens’ perception (Chart 

22). Compared to previous years, there is an increase of those who share this opinion, especially in 

terms of directors and mayors, but also in terms of the municipal administration.  

 
Chart 22 – Citizens’ perception of the functions in the municipality that are most susceptible to misuse – % by year 
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Although the majority of the respondents (82%) have not been asked for a bribe of any kind, the 

latest survey shows an increase in the percentage of those (Chart 23) who confirmed that in the past 

12 months either they or a member of their immediate family had been asked for money, goods or 

services to receive or expedite the provision of a service in the municipality – from 5% in 2017, 6% in 

2018 and 2019 to 10% in 2021. 

 
Chart 23 – Experience with corruption – % by year 

At the same time, the percentage of those who believe that, compared to 12 months ago, today in 

the municipality there is somewhat more or significantly more (23%) corruption continues to 

increase (Chart 24). This percentage was significantly lower in previous years (10% in 2017 and 2018, 

and 17% in 2019). The latest data reveal a continuation of the downward trend of those who share 

the opinion that in the municipalities today there is significantly less or somewhat less corruption 

(from 24% in 2017, 21% - 2018, 17% - 2019 to 13% in 2021). However, as in 2018 and 2019, most of 

the respondents (43%) think that there is no change in the presence of corruption in the 

municipalities compared to the period 12 months ago and that it is at the same level. 

 
Chart 24 – Citizens’ perception of the level of corruption in the municipalities compared to the period 12 months ago – % by year 

4.5 Mechanisms for citizen participation in decision-making in the 
municipality 
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This part of the research aimed to provide information on citizens’ assessment of whether the way 

the local self-government is organized enables people to be involved in the decision-making process 

and influence the decisions at the local level. Also, this section was designed to assess the level of 

citizen participation in decision-making at the local level, the type of mechanisms used for the 

participation, as well as the degree of interest of the citizens in the future use of these mechanisms. 

At the end of this section, the respondents gave an opinion on whether women participate in the 

decision-making process by the local government equally as men, and also whether they think that 

youth participate in the decision-making process by the local government. 

Over half (59%) of the respondents think that the way the municipality is organized does not enable 

at all or enables to very small extent the involvement of citizens in the decision-making process by 

the local government (Chart 25). The percentage of those who are more positive and think that 

people like them are enabled to participate in the decision-making process by the local government 

is significantly lower (8%). 

 
Chart 25 – Citizens’ assessment of whether the way the local self-government is organized enables people to be involved in the decision-

making process – % (2021) 

An even larger number (62%) do not think that the way the local self-government is organized 

enables people like them to influence the decisions at the local level, while only 7% think that their 

proposals are taken into account (Chart 26). 

 
Chart 26 – Citizens’ assessment of whether the way the local self-government is organized enables people to influence the decisions at the 

local level – % (2021) 
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Direct citizen participation through activities and mechanisms of the municipality related to policies 

or decisions making of local importance and through submission of proposals/initiatives continues to 

be low. Namely, the majority of the citizens (84%) have neither participated in activities related to 

policies or decisions making at the local level, nor have submitted any proposal/initiative for 

addressing a problem (issue) within the scope of competencies of the municipality (Chart 27). Only 

8% answered in the affirmative that they had participated in activity/-ies or submitted a proposal or 

initiative. 

 
Chart 27 – Citizen participation in activities related to policies or decisions making at the local level or submitted proposals/initiatives – % 

(2021) 

Slightly over half (52%) of the respondents who confirmed that they have participated in activities 

related to policies or decisions making at the local level answered that they had participated in a 

citizens’ gathering, then citizens’ initiatives (42%), public hearing (35%), public opinion surveys (31%), 

mayor’s open days (25%), sessions of the municipal council (19%), referendum (15%) or community 

forums (11%) (Chart 28).   

 
Chart 28 – Activities related to policies or decisions making at the local level in which citizens have been involved – % of n=89 respondents 

(2021) 
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Of those who confirmed that they had submitted a proposal or initiative, the majority (31%) of those 

proposals or initiatives were in the areas related to solving public utilities problems (30%), 

environment (24%) and education (21%) (for the other areas, see Chart 29). 

 
Chart 29 – Citizen proposals/initiatives by area of living – % of n=85 respondents (2021) 

About 22% of those who have submitted a proposal/initiative, confirmed that they were accepted, 

while 19% of the respondents stated that their proposal/initiative was still in the procedure or 

waiting for a decision (Chart 30). However, the majority of the respondents (49%) answered that 

their proposals/initiatives were not accepted. 

 
Chart 30 – Status of citizen proposals/initiatives – % of n=85 respondents (2021) 

More than a quarter (27%) of the respondents have no special reason for not participating in 

activities related to policies or decisions making at the local level, or for not submitting a 

proposal/initiative for addressing a problem (issue) within the scope of competencies of the 

municipality (Chart 31). On the other hand, 21% of the respondents think that they cannot change 

anything, additional 15% answered that the municipality would not be interested, while 14% of the 

respondents said that they lack time for this type of civic participation. 
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Chart 31 – Reasons for not participating in the decision-making process at the local level – % (2021) 

The results of this survey confirm that there is less and less interest among the citizens for 

participation in the decision-making process at the local level through the available mechanisms and 

activities organized by the municipalities. Over half of the respondents (55%) answered that they 

would not participate in events or activities organized by the municipality, where specific issues 

within the scope of competencies of the municipality would be addressed or decided upon, in 

contrast to 35% of the respondents who answered in the affirmative to this question (Chart 32). 

Compared to previous years, from 2017 henceforth, there is a constant downward trend of those 

interested in citizen participation at the local level. 

 
Chart 32 – Citizens’ interest in participating in decision making at the local level – % by year 

Of the respondents who confirmed that they would participate in events and activities organized by 

the municipality (Chart 33), the largest percentage answered that they would participate in a 

citizens’ gathering (61%), public hearing (55%), mayor’s open days (41%) and citizens’ initiatives 

(41%). 
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Chart 33 – Activities in which the citizens would participate at the local level – % (2021) 

A slightly higher percentage (47%) of the surveyed citizens agree that women participate in the 

decision-making process by the local government equally as men (Chart 34), as opposed to those 

who do not share this opinion (43%). Compared to previous years, the latest results are more 

negative compared to the results of 2018 and 2020, and more positive than the results obtained in 

2017 and 2019.  

 
Chart 34 – Citizens’ opinion on whether women participate in the decision-making process by the local government equally as men – % by 

year 

The results of this question, according to the demographic characteristics of the respondents, 

indicate certain significant differences in their opinion. Namely, women (48%) in a higher percentage 

compared to men (40%) disagree with the fact that women participate in the decision-making 

process by the local government equally as men. Differences are also noted in terms of the place of 

residence and the ethnicity of the respondents. Thus, those from rural areas (48%) in a significantly 

larger percentage compared to the respondents from urban areas (39%) do not share this opinion, as 

well as the respondents of Albanian ethnicity (61%) compared to those of Macedonian (36%) or 

other ethnicities (43%). 
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When it comes to youth participation in the decision-making process by the local government, the 

percentage of those who agree with that is significantly lower (32%) than the percentage of those 

who do not share this opinion (58%) (Chart 35). 

 
Chart 35 – Citizens’ opinion on whether youth participate in the decision-making process by the local government – % (2021) 

The analysis of this question in terms of the demographic characteristics indicates that respondents 
from rural areas (61%) disagree with this question in a significantly higher percentage compared to 
the respondents who live in urban areas (55%). Also, younger respondents at the age of 18-24 (64%) 
and 25-34 (63%) disagree in a significantly higher percentage with the opinion that youth participate 
in the decision-making process by the local government compared to older respondents. 

4.6 Information about municipal operation and services 

This section of the questionnaire is intended for obtaining information on the level of awareness of 

the citizens about the municipal operation according to their self-assessment, but also about the 

sources of information about municipal operation and services.  

An equal percentage of respondents (34%) think that they are informed and that they are not 

informed about the municipality’s operation and services (Chart 36), while 29% stated that they 

were neither informed, nor uninformed. Regarding those who stated that they were informed, there 

are almost no changes compared to previous years. 
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Chart 36 – Citizens’ information about municipal operation and services – % by year 

Local media continue to be the largest source of information on the municipality’s operation and 

services for a larger percentage of the respondents – 48% (Chart 37). Other sources of information 

include the municipal website (29%), public debates and gatherings (11%), but also friends, 

colleagues, family and relatives (10%). There is a low percentage of respondents getting informed 

from the municipal bulletin, the bulletin boards in the local communities and in the municipalities or 

the municipal newspaper. 

 
Chart 37 – Sources of information about municipal operation and services – % (2021) 

4.7 E-services in the municipality 

This section of the survey aimed to provide information on the awareness and knowledge of citizens 

about e-services, as well as their preferences when it comes to this type of services.  

The results of the survey show a relatively low level of awareness and knowledge of citizens about e-

services in municipalities. The answers indicate that citizens generally equate e-services with 

information they can find on the internet, etc. 

The largest percentage of respondents (51%) do not know whether their municipality provides e-

services (Chart 38), 36% answered that their municipality did not provide e-services, and only 16% 

answered in the affirmative. Compared to the results of previous surveys, there is a lower level of 

awareness of citizens about municipal e-services compared to 2020, but a slightly higher level 

compared to 2018 and 2019. 
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Chart 38 – Awareness of e-services in the municipality – % by year 

Respondents who answered in the affirmative that their municipality provides e-services listed the 

following services: public enterprises/communal services/Report a problem (19%), municipal 

website/information on activities (19%), building permit (17%) (Chart 39). Smaller percentages of 

respondents mentioned services such as excerpts, Cadastre and surveying, use of various forms, 

taxes and fees, property tax, etc.  

 
Chart 39 – Available e-services in the municipality – % (2021) 

The majority (60%) of the respondents who confirmed that their municipality provides e-services do 

not use them, while 39% answered that they do (Chart 40). 

 
Chart 40 – Use of e-services in the municipality – % (2021) 
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Among the most used e-services are those of public enterprises/communal services/Report a 

problem (34%), municipal website/information on activities (23%), as well as various civil registry 

excerpts (10%) (Chart 41). 

 
Chart 41 – Used e-services in the municipality – % (2021)  

Over two thirds of the citizens (69%) do not know which e-services they would like their municipality 

to provide at the moment. Of those who had an idea for this type of services, the largest percentage 

(6%) answered that they would like them to be all activities/services provided by the municipality, 

various excerpts (4%) and e-services in the field of the operation of public enterprises or communal 

services (4%) (the other answers are given in Chart 42). 

 
Chart 42 – Citizens’ preferences about e-services in the municipality – % (2021) 

4.8 Non-governmental organizations – citizens’ associations 

The focus of this section of the research was obtaining information on the level of familiarity of the 

citizens with non-governmental organizations in their municipalities, the degree of their motivation 

to get involved in activities of these organizations, but also on the familiarity with the cooperation 

between the NGOs and the local government. This section is also used to get a more specific picture 

of citizens’ attitudes towards citizens’ associations. 
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According to the results of the latest survey, the familiarity (self-assessed) of the citizens with the 

non-governmental organizations in their municipalities continues to be at a relatively low level as in 

previous years – almost a quarter (24%) of the respondents stated that they were familiar with 

them, and more than a half (52%) stated that they were not (Chart 43).  

 
Chart 43 – Citizens’ familiarity with non-governmental organizations in their municipalities – % by year 

In terms of their motivation to get involved in activities of citizens’ association, this year, as it was 

the case in 2020, most of the respondents stated that they were motivated (50%) and a significantly 

lower percentage (29%) stated that they were not (Chart 44). Following the trend of decrease of the 

motivation of the citizens to get involved in activities of citizens’ associations observed in the period 

2017-2019, starting from 2020, there is a trend of increase of the motivation, which is confirmed by 

this year’s survey where almost 50% of the respondents said that they were motivated. 

 
Chart 44 – Citizens’ motivation to get involved in activities of non-governmental organizations in their municipalities – % by year 

The analysis of the degree of motivation of the citizens according to their demographic 
characteristics reveals certain significant differences. While the gender and place of residence do not 
affect the degree of motivation of the citizens to get involved in activities of non-governmental 
organizations, their ethnicity still proves to have an influence. Namely, Albanian respondents (30%) 
are more motivated than their Macedonian neighbors (17%) and those of other ethnicities (11%) to 
get involved in activities of citizens’ associations. The youngest respondents at the age of 18-24 
(31%) and those with higher education (26%) are more motivated than older people and those with 
a lower level of education, which clearly indicates that the interest in this type of engagement 
decreases with age, but increases with higher levels of education. 
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In terms of whether there is cooperation between the municipality and the non-governmental 
sector, the percentage of those who share that opinion is decreasing (Chart 45) – from 37% in 2020 
to 27% in 2021. The percentage of those who are not aware (43%) of this type of cooperation is 
significant, which may indicate the need for greater information by both NGOs and municipalities.  

 
Chart 45 – Is there cooperation between non-governmental organizations and the municipalities? – % by year 

In the last section of the survey, the extent to which the respondents agree with five (5) statements, 
i.e., related to the work of citizens’ associations, was required to be stated. 

The largest percentage (33%) share the view (mostly or completely agree) that the cooperation 
between citizens’ associations/NGOs and the municipality would improve the services offered by the 
municipality (Chart 46). This is the only statement with which most of the respondents agree rather 
than disagree (21%). With regard to the other four (4) statements or views, the results are opposite 
– most of the respondents disagree with them rather than agree with them, which is a possible 
indication of a lower level of information and knowledge of the citizens about the opportunities 
offered by the cooperation of non-governmental organizations and the private sector with the 
municipalities in terms of improving local services.  

Namely, a quarter think that some services would improve if the municipality handed them over 
entirely to NGOs, while 29% do not share this opinion. Almost a quarter (23%) share the opinion that 
citizens’ associations/NGOs in the municipality encourage citizens to propose solutions to local 
issues and to be involved in the work of the local government, but 26% do not agree with this view. 
With regard to whether citizens’ associations/NGOs in municipalities take actions according to 
citizens’ priorities, while 19% agree, significantly more (29%) do not share this view. At the same 
time, the majority (29%) of the citizens do not think that some services would improve if the 
municipality handed them over entirely to NGOs, compared to those who think the opposite (25%). 
It is the same in terms of whether some services would improve if the municipality handed them 
over entirely to companies - 24% of the respondents share this view, but 30% do not think that 
handing over some services to be delivered by companies will improve their quality.  
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Chart 46 – Degree of citizens’ agreement with statements related to cooperation between non-governmental organizations and the 

private sector with municipalities – % (2021) 
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5 Demographics 

The demographic data on the respondents who were surveyed as part of this survey, namely by: 

gender, age, ethnicity, place of residence, region, education, employment status and monthly 

household income are given in Table 10 below. 

Demographic 
variables 

Categories of demographic variables 
No. % 

1100 100.0% 

Gender 
Male 547 49.7% 

Female 553 50.3% 

Place of residence 
Urban 612 55.6% 

Rural 488 44.4% 

Ethnicity 

Macedonian 705 64.1% 

Albanian 275 25.0% 

Other 120 10.9% 

Age category 

18-24 143 13.0% 

25-34 220 20.0% 

35-44 198 18.0% 

45-54 198 18.0% 

55-64 165 15.0% 

65 + 176 16.0% 

Statistical Region 

Vardar 83 7.5% 

East 98 8.9% 

Southwest 119 10.8% 

Southeast 92 8.4% 

Pelagonia 125 11.4% 

Polog 168 15.3% 

Northeast 92 8.4% 

Skopje 323 29.4% 

Education 

Incomplete primary education 38 3.5% 

Primary education 165 15.0% 

Secondary education 582 52.9% 

Post-secondary non-university education 59 5.4% 

Higher education (university) 239 21.7% 

Postgraduate studies (masters or PhD) 17 1.5% 

Refuses to answer 0 0.0% 

Employment status 

Employed in the public sector 207 18.8% 

Employed in the private sector 391 35.5% 

Employed in NGO sector 7 0.6% 

Farmer 20 1.8% 

Housewife 77 7.0% 

Retired 178 16.2% 

Pupil, student 66 6.0% 

Unemployed 150 13.6% 

Other 0 0.0% 
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Demographic 
variables 

Categories of demographic variables 
No. % 

1100 100.0% 

Refuses to answer 4 0.4% 

Family’s total net 
monthly income 

Up to MKD 9,000 35 3.2% 

From MKD 9,001 to MKD 15,000 57 5.2% 

From MKD 15,001 to MKD 21,000 155 14.1% 

From MKD 21,001 to MKD 27,000 114 10.4% 

From MKD 27,001 to MKD 35,000 124 11.3% 

From MKD 35,001 to MKD 41,000 125 11.4% 

Over MKD 41,000 195 17.7% 

Refuses to answer 295 26.8% 

Table 10 - Demographics



 

 

 




