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Summary: Local self-government in Bosnia and Herzegovina (BiH) is the 
most important level of government. At this level, there are citizens, entrepre-
neurs, businessmen, public institutions and other service users which the State 
government entrusted to local self-government. At this state level, stakeholders 
of local self-government get their rights and there is communication between 
clients and service providers. Epistemologically speaking, communication as a 
complex process in the government body can be divided in two ways. The fi rst 
is that communication can be verbal and non-verbal. The other is that commu-
nication can be direct and indirect. The most common type of communication in 
the local self-government is direct communication in form of speech or in written 
form- the act of local self-government body. This paper aims to explain direct 
communication between employees-representatives of self-government and service 
users as well as to explain the infl uence this communication has on creating the 
image of local self-government. 
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INTRODUCTION

Local level is the place man as an individual or as representative of an 
organization meets the authority for the fi rst time. Every parent is obliged to 
enter in a register of births information about child and there begins his fi rst 
encounter with the state. All the following necessary actions provided by the 
state institutions take place in municipalities as institutions of the local self-
government. The process of coming to municipality, encounter with interior of 
institution, entering the building, non-verbal contact with the offi cial as well as 
verbal transmission of information is called communication. The communication 
process is very complex and complicated, which we can witness when it comes 
to disagreement with the person we are talking to, even though it is implied 
that we all know to communicate. The work of local self-government is a com-
plex process of providing service to stakeholders which have a great range of 
needs. They fulfi l these needs directly or indirectly in the local self-government 
body through different forms of communication. Apart from communication 
with external service users there is a complex internal communication within 
the local self-government organization. Internal and external communication, 
communication with inanimate objects and working environment of local self-
government units and employees in municipality infl uence the opinion about the 
local self-government. The formed opinion of service user infl uence marketing 
activities linked to municipality or its employees. These activities can be both 
good and bad for the local community or can have negative effects which infl u-
ence the image of municipality and its organization. The aim of this paper is to 
show how the way of communication between employees of local government 
and internal communication infl uence the image of local self-government. This 
image is very important factor when it comes to attracting clients concerning 
the fact that different types of jobs can be done in private or other institution 
which are competitors to local self-government. (Notary, geodesist)

1. THE TERM ‘COMMUNICATION’

Communication is a process of exchanging the information based on the 
previously adopted system and it is a process of sending information to 
yourself or to other entity in verbal and non-verbal way. Communication 
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as a term can be defi ed in many ways. ‘Communication is the way of 
organization, choice and progress of certain information.’ (Tomic 2000.) 
The information should be reliable, verifi ed, controlled and dynamic, so 
the fl ow of information consists of sending the information, receiving 
the information, right decoding with the response. In the communication 
process there is one side which sends the information and the other side, 
the receiver of the message. In the local self-government, communication 
presents process based on which leaders of local self-government bodies 
fulfi l managerial functions of planning, organization, control and coordina-
tion. This communication system is system of vertical communication. It 
implies that communication goes from the leader of local self-government 
bodies to employees directly or with help of their direct coworkers such 
as mayor’s assistant or leader’s organizational self-government units. 
However, the most common type of communication on relation service 
provider-service user. This type of communication represents external type 
of interpersonal communication. This type is very important for function 
of coordination system that has a direct impact on the effective way of 
providing service. However, when it comes to local self-government bo-
dies in BiH, this communication does not meet standards even though it 
is regulated legally. 
There are different defi nitions and understandings of communication. Even 
though it is studied in the fi eld of communication theory, authors of other 
disciplines gave their defi nitions of communication. Umberto Eco under-
stood communication as competence which has to be learned, practiced, 
and perfected. He also thought that communication has human, qualitative 
and esthetic elements that imply that communication can be seen as art. In 
his opinion, the competence to communicate is the activity of spirit which 
changes over the time and based on experience. It is present in all fi elds 
of economy, public life and art.
 Psychologically speaking, communication between people does not depend 
on technology but on their psychological motives and situation in which 
they fi nd themselves. To improve communication, one has to understand 
why and how people communicate. ‘Communication is basic element of 
human existence which keeps us in continuous contact and dialogue with 
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people from our environment and with ourselves’. (Kos 2002). The defi -
nition puts emphasis on communication with environment, not only verbal 
and non-verbal communication in local self-government bodies. One part 
of paper will in detail examine scheme and directions of communication 
in local self-government.

1.1. Types of Communication

Through communication we confi rm our existence. Majority of our fails 
and successes depend on communication with us. The way we communicate 
with ourselves and others determine the quality of living. The way we think 
infl uence the way we feel and the way we feel infl uence the way we see 
ourselves and the environment. ‘Most of us behave spontaneously without 
noticing the way we receive message and respond to it. Sometimes, we 
are happy and content, or we do not care or we are hurt, attacked, angry 
and sad’. (Kos 2002) Communication is divided into
Komunikaciju u osnovi dijelimo na:
a) verbal
b) non-verbal.

1.1.1. Verbal Communication

One of the basic pre-conditions which allow social interaction is possi-
bility to communicate. Verbal communication implies real words used 
in conversation. It is believed that the main function of language is tal-
king about ideas, events and things that are not directly present. Verbal 
communication is communication with the environment where people use 
words to talk about facts and certain information. Verbal and non-verbal 
communication often cannot be separated and people usually use com-
bination of these types while communicating. Verbal communication is 
in form of speech or written communication in which people use words. 
The ability to speak well is gifted by nature, but it is needed to improve 
culture of expression and your personal style. It is very important to know 
methods of oral report in business communication because it represents 
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the base for qualitative transfer of information as well as for progress of 
business co-operation. 
In BiH, there is a saying ‘it is not important what is said but who says it’. 
It shows the dominant role of the person who speaks especially when it 
comes to business. Information is more important and has a different di-
mension if it is given by the leader of local self-government. Often, leaders 
of local self-government are not competent to make a public statement, 
but for media it is important to get the information from the mayor. His 
verbal communication as base for business communication is one of the 
main tasks of every leader of self-government who in many cases has the 
role of manager.

1.1.2. Non-verbal Communication 

Non-verbal communication is overall human behavior except spoken 
words. This communication happens also during verbal communication. 
Both, verbal and non-verbal communication is based on signs. These signs 
make a meaning for message receiver. It is clear that characteristics of 
receiver as well as social context determine meaning that receiver gives 
to some sign. However, when it comes to non-verbal behavior, signs re-
present social norms that are understood. For behavior to be interpreted 
as communicative, three factors have to be present: sender, message and 
receiver or said in other words, encoder, code and decoder. It means that 
in interaction between two people, one person (encoder) sends message 
(code) which is to be understood by both participants, and the other person 
(decoder_ explains the message.
Non-verbal communication has been present for thousand of years but 
people started to study it in 1960s and it was recognized publicly in 1978 
when Alan Piza published book ‘Body Language’. When it comes to study 
of body language at universities in the period before 20th century, the most 
important work was Darwin’s study of how people and animals express 
their emotions. The work was published in 1872. Among famous scientist 
in this fi eld there are Albert Marebijan and anthropologist Rej Berdvistel 
who are pioneers in study of non-verbal communication. They gave fi rst 
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results of study and explained verbal communication face to face and 
non-verbal communication. ‘Albert Marebijan explained body language. 
Relaxed attitude is signaled by asymmetrical position of arms and legs, 
leaning on one side, shakily hands and leaning the whole body backward. 
This position of body is used when person sees other person as equal or 
person thinks he is superior to another person. Not so relaxed attitude is 
used when person does not like others who are present at the same place’. 
( Veinrajt 2001)
When mood expression becomes conscious it can be controlled. The diffe-
rence between verbal and non-verbal communication is made because it is 
thought that each of them has different functions. Verbal communication, 
in form of language is better for transfer of logical or abstract ideas. Non-
verbal communication has three functions:
 regulation of mechanisms of social interaction,
 expressing attitude,
 expression of emotional state.
‘Majority of the basic communication signals is the same in the whole 
world. When happy, people smile, when sad or angry people frown. 
Nodding your head is universally used in the meaning of ‘yes’ (affi rmati-
ve). Shaking one’s head with meaning of ‘no’ (negative) is also universal 
and as it looks it is learned in the early childhood. When a baby does not 
want to eat because it is not hungry any more it shakes its head left-right 
in order to stop all following tries of parent to feed the baby. In that way, 
child learns quickly that shaking one’s head is used to show disagreement 
or negative attitude. (Piz and Piz 2005.)
The universal gesture in all cultures is shrugging your shoulders to show 
that you do not know or understand something. This multiple gesture has 
three main parts:   
- expounded palms showing that person does not hide anything in hands
- raised shoulders protecting the throat from attack
- raised eyebrows showing universal greeting that signals oppressed state.
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2. THE IMAGE OF LOCAL SELF-GOVERNMENT

The image of local self-government presents set of impressions that the 
public acquired and the consequence of something experienced rather than 
real quality of the municipality. The fi rst written works concerning the image 
of the city based on geographical analysis and real visual characteristics 
of the city were written in 1959 in the United Satates (USA). (Franjic 
and Paliaga 2009) Here, city is seen as the unit of local self-government, 
because local self-government is carried out in municipalities and cities in 
BiH. The image represents a simplifi ed, clarifi ed and judged picture created 
by human’s observation, thinking and experience. The image of local self-
government is a picture created based on human’s feeling acquired based 
on real effects of local self-government, its individual effects in the sphere 
of service provision and the way of communication with stake holders. 
Creation of image is connected to personal attitudes of citizens and visitors, 
as well as other stakeholders according to characteristics, visual elements, 
recognition and municipal activities in all fi eld including economy, culture 
as well as politics. In addition, the image is connected to all other aspects 
of human relations in the municipality in the everyday exchange of goods, 
experience, feelings and opinions in general. The image is also created 
by employees of government organs, their physical appearance, and way 
of dressing, communication with clients and mutual communication. The 
defi nition of image of local self-government cannot be written and com-
pletely accepted as that or mathematically speaking that the defi nition is 
an axiom. However, the image of local self-government can be defi ned as 
the overall picture created based on municipality organization, interior and 
exterior of object, communication with employees of municipality, quality 
and quantity of the service provided to clients.

3. LOCAL SELF-GOVERNMENT IN BOSNIA AND HERZEGOVINA

Local self-government represents special management system of local 
community constituted in one part of the country with the right and ability 
of local government to make decision about public business concerning 
interests of local population. Self-government in local communities is the 
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right of citizens guaranteed by the Constitution, and the state is obliged to 
provide all conditions for functioning of local community. The main task 
of local self-government is to satisfy interests of local population. In some 
way, local self-government represents higher level of democracy when it 
comes to management of public authority. Also, co-operation between local 
civil community and political institutions represents important pre-condition 
for democratic development of local community. (Google 2015.) In the 
Constitution of BiH, institute of local self-government is not mentioned. 
The exception is Brcko District which is unit of local self-government 
under the Constitution of BiH, paragraph 6\4. So, local self-government, apart 
from Brcko Distric, is included in the Constitution of the Federation of BiH 
and the Constitution of the Republic of Serbian. Law on Principles of Local 
Self-Government in the Federation of BiH guarantees every citizen right to 
participate directly in process of making decisions in local communities and 
the law explains in detail the model of their participation. According to the 
law, local self-government is organized in municipalities and cities as units of 
local self-government and is performed by organs of self-government units 
and citizens, in accordance to the Constitution, law and the statute of the local 
self-government. The law also contains special provision about ‘local self-
governments’ which are seen as units of local self-government and they are 
realized in local communities as a compulsory form of self-government. This 
means that the Law requires the establishment of local communities as units 
for communication and co-operation between citizens and local authorities. 
The Law on Local Self-Government of the Republic of Serbian requires from 
municipalities and cities to adopt mechanisms which will enable citizens to 
participate in process of decision making, explaining that everything that is not 
in contradiction with the law can be used as mechanism for including citizens 
in decision making process. It can be done by referendums, civil initiatives, 
local communities, citizens’ panels and organizing the day of mayor. With these 
separated entity laws, process of partiality in the system of local self-go-
vernment does not end, because each canton in the Federation of BiH has 
its own law on local self-government (10 cantonal laws in total) as well 
as municipal’s statutes. In the Republic of Serbian there are no cantons, so 
there are no regional laws on local self-government. Instead, municipality 
is the highest unit of local self-government. (Google 2015.).
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3.1. Business Communication in the Local Self-Government Organs

Business communication between employees in the local self-government 
organs is something that clients notice fi rst. Local self-government units 
are the fi rst direct units of government which provide service to citizens, 
entrepreneurs, businessmen and other clients. Using the model of develo-
ped European local self-governments in the centers for providing service, 
employees in the room have their desks and chairs which are divided by 
the box. Those boxes are usually desks with glass as an addition and they 
separate employees and clients. These work places are known as ‘counters’. 
Working atmosphere in the service center is something that clients notice 
fi rst when they enter the building of municipality. Attitude of employees 
toward clients, their non-verbal communication, facilities that units of local 
self-government offer, all this create the image of municipality. If this is not 
organized properly, all investments for improving image in the center are 
useless. Verbal communication can improve or make worse the image of 
local self-government. It improves the image if it is harmonized with nice 
behavior and appearance as form of non-verbal communication. The image 
can be ruined if these two types of communication are not harmonized, or 
if some employees are not competent to respond to these communications 
or they are not educated enough for this type of direct contact between 
employees and clients. When creating the image in business communication 
in the self-government, the following types of communication are to be con-
sidered: communication of client and offi ce of local self-government unit, 
employee-client communication and employee-manager communication.

Diagram 1. Types of communication infl uencing the image of local self-government
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3.1.1. Communication client- offi ce of the local self-government unit 

Offi ce or center for providing service to citizens is the fi rst place of 
communication. Client’s fi rst contact with the center begins with entering 
the building, then examining the offi ce, noticing interesting details. Then 
there is non-verbal as well as verbal communication with greetings and 
sending the message to the employee as decoder explaining what type of 
service client needs. The concept of communication of human being with 
inanimate things has not been mentioned in the scientifi c literature until 
now, but the truth is that man communicates with nature and environment. 
Centers for providing service, using non-verbal communication, not-written 
or written show the clients in which room they should enter, whether they 
have to push or pull back the door, who they should inform about what 
they need and all this infl uence his psychological state and how he feels 
in that space. The man-as a service user can be impressed by the interior, 
placement of “counters”, he simply can have a good feeling that infl uences 
his impression and creates the picture about the municipality as institution. 
If the access to center is not accessible, if there is no information whether to 
push or pull the door, or the door is hard to open, the fi rst impression will 
be bad and the image of municipality will be ruined. Apart from these there 
are additional factors that create a negative picture of municipality and they 
are: lack of order in the room, inappropriate size of the room, condensed 
placement of employees, stuffi ness due to smoking, lack of light, old offi ce 
furniture, not whitewashed walls, coldness and moisture in the room. All 
this as part of non-verbal communication provoke animosity, creates feeling 
of discomfort and one wants to leave the room as soon as possible. All 
these messages, good or bad, are not send by the living coder (person), but 
from non-living coder of space. Service user decodes message correctly, 
no matter whether it is good or bad, he forms his opinion and he is ready 
to share it with others. Clients are the promoters of municipality and its 
image, so it is very important to equip and put the room in order to make 
working conditions better. Better working conditions create better working 
atmosphere, make clients more content and they want to come again and 
share their experience with others. In that way, municipality is promoted.
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3.1.2. Communication with Clients

Communication between clients and employees plays an important role 
in creating the image of local self-government. Apart from local self-
government users from territory of municipality, service users are also 
citizens, entrepreneurs, businessmen from other municipalities in BiH 
and other countries from the former state. Apart from these service users, 
municipalities in BiH have a great number of internally displaced persons 
in BiH and other countries from the former state, as well as great number 
of municipality citizens employed in the EU countries, who often need 
service from the local self-government units. Those service users are good 
or bad promoters of the municipality based on the impression they get 
while asking for their rights during the fi rst encounter with the employees 
of municipality. This type of communication is called communication with 
clients, ant this term will be used in the paper for easier understanding and 
to avoid repetition of terms service user and employee.
The reference book of the government of the Republic of Montenegro 
‘Communication skills with clients’ from 2006, defi ned divisions of 
communication that can be on several grounds:
a) By way, communication can be:

- direct in the presence of clients
- indirect-with representative

b) By organization, communication can be:
- direct-personal contact
- over the phone
- by post, e-mail,PTT, etc.

c) By place, communication can be:
- in the offi ce of local self-government organs
- at the headquarter of the party
- at the neutral place
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d) By content, communication can be:
- directed toward solving personal issues of clients
- directed toward solving general tasks or projects

No matter which type of communication is in question, for all it is im-
portant participation of client and employee of the local self-government. 
For communication to be successful it has to have the following structure:
- introductory phase
- information phase
- presentation phase
- target phase (Cetkovic and Stevanovic 2006)
Apart from this division, it is important to mention that division by place 
of communication infl uence the image especially when it comes to offi ce 
or center for providing service. Client-employee communication directly- 
personal contact in center for providing service has two important aspects 
important for the image of municipality and they are:
a) Visiting the place because ‘One look is worth more than a thousand 

words’
b) The fi rst direct contact with offi cials through two types of communica-

tion, verbal and non-verbal.
Visit to the center for providing service leaves an impression that client 
consciously or unconsciously keeps in the memory. Dragging the image of 
place memorized by clients and using it for marketing purposes, usually 
happens when two sides communicate with each other and provide each 
other information about local self-government and service they got. Unfor-
tunately, bad impressions are presented faster than the good ones. However, 
bad impressions are becoming rare because local government does its best 
to improve the state of center, quality of service using new informational 
technology and software solutions. When it comes to human resource in 
the local self-government, efforts are made to follow the development of 
new technologies and knowledge so there is education of employees but 
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it is not done it the adequate manner. Here, education is based on one day 
seminar where one does not get knowledge nor competence for doing par-
ticular job, but just gets information about development of new technology, 
certain changes and implementation of legal provisions. Employees, very 
often have great number of different information about the same topic. The 
information is given by higher level of government, ministries, consultant 
houses and non-governmental sector that education projects gets from 
international governmental and non-governmental sector. Different infor-
mation about the same business creates confusion which has an impact on 
clients directly. Direct contact between clients and employees represents 
a stamp of local self-government image. Educated and communicative 
employees who share their honest, not sarcastic smiles, control client’s 
emotions by non-verbal communication. If we add courteous manner of 
verbal communication with aim to help clients to solve the problem if it 
is legally possible, the picture of local self-government is created and me-
morized by client. The picture created in this way is called the image. The 
image (engl.image:picture, character) is the totality of external impression 
that someone want to leave either by appearance, clothes or behavior. The 
image of the local self-government is a perception that people have about 
external, visible characteristics of local self-government, appearance and 
behavior of employees and managers, interior and exterior of local self-
government building. People show their personality through the clothes 
they wear, car they drive, place they work, and magazines they read. In 
the same way, municipality shows personality through equipment, service 
provided to stakeholders, attitude toward employees, presentation of in-
stitution and business it does, service it provides on its internet page and 
other electronic and written media, overall visual look and signs on the 
building, as well as vehicles of municipality. The most famous defi nition 
says that the image of organization is ‘the result of mutual infl uence of 
all experiences, impressions, beliefs, feelings and man’s knowledge about 
organization’. ( Google 2015). This defi nition can be applied to the mu-
nicipality: ‘The image of municipality is the result of mutual infl uence of 
all experiences, impressions, beliefs, feelings and man’s knowledge about 
that local self-government-municipality’.
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Interpersonal communication between clients and employees can infl uen-
ce creation of bad image of the municipality. Educated, communicative 
and polite employee leaves a good impression on client. In the same way, 
uneducated, grumpy, ill-dressed, not combed employees who do not have 
culture of good verbal communication. An important segment which is 
rarely mentioned in the local self-government organs in BiH, or is used 
without epistemological knowledge is the segment of managing of human 
resources in the municipality. By using these resources based on experience 
from services in trade and catering business, travel agencies and private 
educational institutions as well as experience from developed EU coun-
tries negative impressions about local self-government would be avoided. 
Using human resources, it could be possible to determine the person who 
is competent to work with clients as well as person who should not have 
any contact with clients nor colleagues because they have negative infl u-
ence on interpersonal communication in the local self-government bodies.

3.1.3. The internal communication between the employees in local self-
government bodies

The success of an organization is directly linked with the quality of commu-
nication inside an organization. It is almost as if there is no organization 
that does not emphasize the communication as one of the challenges it 
faces with on a daily basis. But what exactly the term ‘’communication’’ 
means? Does it refer to the ‘cultural communicating’’ among employees 
or the defi nition of communication refers to the terms which are impor-
tant for success of an entire organization? In order for an organization to 
achieve a competitive advantage, together with the qualitative communi-
cation among employees the distinct hierarchical level and the internal 
communication inside the entire organization is highly important. The 
internal communication is a communication between people that are part 
of an organization, between the sectors of one organization or between 
management and membership. Nowadays, in many countries the internal 
communication is considered to be one of the most important techniques 
for running an organization. (Isić 2009)
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Types of internal communication:
1.  Informative - Transmitting information concisely 
2.  Directive – From direct supervision to imposed directions 
3.  Interactive – Headed to the creation of public support and contribution 

to a larger spectrum of knowledge for a precise solution 
4.  Indirect – A management of an organization wants to speed up reforms 

in its own organization by using communicational agencies. 
The internal communication in the local self-government can develop in 
many directions:
•  The horizontal direction – communication on the same level between 

members or collaborators of the same sectors. 
•  Vertical communication – From Up to Down – represents, most frequ-

ently, giving directions and work tasks. 
•  Vertical communication – From Down to Up – represents giving su-

ggestions for improvement of working processes and organization of 
segments of local management bodies on behalf of better functioning 
and effi cient working. 

The internal communication of the local management organization depen-
ds on: size and structure of organization; specialization of working tasks; 
different goals of some sectors of organization; hierarchical relationship 
between employees; individual confl icts; emotions and communicational 
clumsiness, and: unclearly transmitted messages, terminological problems; 
clashes between different ideas; unfocused thinking; too much of informa-
tion (over weighted, overburden); lack of information; not understanding or 
wrongly understanding messages; not knowing your co-operatives; noise, 
distraction; absence; being unfocused; intended misinformation; being 
silent about the problem; withholding misunderstandings. 
In organization, among stated forms and directions of communication 
there is also the interpersonal communication which directly affects the 
image of organization. Interpersonal or personal communication between 
employees, in all directions, implies communicational forms of verbal 
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and non-verbal character where the fl ow of communication depends on 
the relationship between employees and their personal relationship. Very 
frequent confl icts on the employee-employee relation result in creating 
negative image of the local self-government and the reason for that is 
because those relations are being very quickly noticed by the inquiries or 
they receive from one employee his own attitude concerning the confl ict 
with his colleague. Besides the confl icts between employees there is also 
resentment and dissidence on the vertical line, the confl ict on the relation 
between a superior and his collaborator or collaborators. This type of 
communication or better say forced business communication negatively 
affects the reputation of organization and creates bad picture – the image 
of organization. 
The communication between an employee with another employee or 
between a supervisor and his collaborators can be correct and relaxing, 
which creates the sense of easiness in performing tasks for both sides. 
This type of relationship between employees, in all directions, does not 
formalize the communication but rather places it to the communicative 
dance with light steps where all the tasks are done in a wondrously easy 
way so that all sides are satisfi ed with offered services and in a much easier 
way communicate with the people whose service they need. This type of 
communication positively affects the psychology of an inquiry, so it, most 
frequently, identifi es with the positivity of the employed and refl ects that 
positivity on the environment, i.e., its acquaintances and friends that are 
inquiries or potential inquiries of local self-government. Those parties be-
come the promotors of the positivity in the work of local self-government 
and of the good image of municipality.

3.1.4. Communication between the Heads and the employees in local 
self-government bodies

The effective communication, information and decision are a crucial com-
ponent for the relationship between the Head and the employees in some 
organization. An organization cannot function well if the superior does not 
plainly explain what he expects from the worker. The most important thing 
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for the superiors and the Heads in the local self-government is to actually 
know how to communicate well with the workers. Most of the problems 
in leadership come because of the absence of accurate communication. 
Chances for misunderstandings and false representations of things can be 
lowered to a minimum with the right system of communication.
Communication is the basic tool for motivation, which can improve morale 
of the employees on the local self-government. Unsuitable communicati-
on between employees and between them and their superiors in the local 
self-government, i.e., in any organization, is the main cause of the low 
morale in that organization and it directly infl uences the image of the or-
ganization, i.e., local self-government. With the effi cient communication, 
good relationships can be sustained in municipality, and in the same way, 
easily inspire the employees to express their own ideas about the way to 
improve the communication between them because of the effi cient way 
of offering services and creating a better picture about the relationships at 
the superior-employee relation. 
Throughout the communication with the superior Head an oral report can 
be handed about the working process, comment on the specifi c problem 
which happen to be in the process, and then suggesting how to remove 
such problems. In the local self-government there should be quick proce-
dures created in advance, effi cient and direct communication between the 
employees and superiors, in order to avoid dissatisfaction of the inquiries 
because of waiting to be served. Misunderstandings and transmission of 
false information through other people establishes bad relationship between 
the employees in municipality, because the transmitter of the information 
adds some details so the information starts lacking the truth and if it has 
more mediators , by the time it comes to the decoder, it changes its essence 
and end up being misinterpreted and wrongly decoded. 
The communication between the employees and the Heads in the local 
self-government bodies can be verbal or in the written form. In verbal, 
direct communication, listeners, the receivers of the information get the 
information not only through speech but also through body language from 
which it can be noticed in what way the information is being delivered, 
i.e., is the person who delivers the information – good intentional, in good 
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mood, or maybe angry or sarcastic. There is no such a thing in a written 
message, so it is very important that it should be clear, concise and right, 
so the misinterpretation of the message could be avoided. The written 
information is permanent and it can be used in the future, so it gives the 
employees a chance to directly comment through verbal delivering of the 
comments on the written information. 
Very often in communication, even in the communication between the 
employees and the Heads of the local self-government it comes to the 
adjustment of the people that communicate with each other. ‘’The result of 
the adjustment of your language to the person with whom you talk to has 
two layers. Firstly, the person starts feeling relaxed by your side and will 
possibly start believing you. Secondly, you create an atmosphere in which 
there is little possibility for bad communication. This happens because 
you do not leave space for contradictions between what you said or asked 
and the inner experience – model of the world – the person with whom 
you speak to. Besides that, because that person fi nds you to be ‘similar’ 
to himself, and gets to ‘like’ you more easily. ‘’ (Luis and Pjuklin 2005)
Observing the cognition of the cited author, it can be concluded that 
the Heads, i.e., superiors in the local self-government bodies, adjusting 
to the communication with their collaborator on the lower or the same 
level, can contribute to a more qualitative communication and creating 
a good working atmosphere. The way of communication and the adjus-
tment between those working in the local self-government bodies has 
a psychological aspect which leads to the easier communication in the 
boss – worker relation, and very often the workers accept their boss as a 
good one because they like his adjusting way of communication, so the 
worker starts liking his boss. 
A relaxing atmosphere and good communication in the offi cial – boss, 
i.e., boss – offi cial relation, grows into everyday form of collaboration 
between them which in the eyes of the party creates a better picture about 
the local self-government. Offi cials, through such a relaxing communica-
tion, have their stress reduced at work and the arrival at their workplaces 
does not happen to be diffi cult for them. In the situation where there is 
no adjustment and where the superior is ‘boss’ and ‘he knows everything’ 
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and ‘has to be asked for everything’, the offi cials have a psychological 
pressure in every job they are doing, so they are very frequently intense, 
have stressful experiences both in the presence of their superior and in his 
absence in the offi cial – employee communication, and they ungladly come 
to work. Crestfallen and unmoody an offi cial spreads negative energy onto 
the inquiry in their communication, and in that way the image of the local 
self-government caves in. The information about such a state in munici-
pality spreads out very rapidly so the parties visit the municipality only 
if they ‘have to’ and not because of the information which can be useful 
to them in terms of their status and willingness for living there. The same 
happens with the entrepreneurs and businesspersons, so the municipalities 
that have this way of internal and external communication draw back the 
investors and entrepreneurs. The consequence of that is weak economic 
growth, emigration of local people into neighboring municipalities or in 
the regional countries, i.e., the countries of the European Union.

CONCLUSION

Every organization, including local self-government units such as munici-
pality, represents a system in which communication is the core of business 
managing. Since there are several types of communication, but in this paper 
the focus is on communication between the employees of a municipality 
and its clients. The municipality in its business managing represents, 
among other things, the service to its citizens, businessmen, entrepreneurs 
and other stakeholders, and therefore, creates different image for each 
and every one of them. The image can be positive and less positive. The 
image of the municipality depend on various factors such as: the exterior 
look of the municipality building, the interior- work places/ offi ces of the 
employees who directly communicate with the clients, the equipment, etc. 
However, the most important image of the municipality is created by its 
employees. Does it really matter who communicates with the clients? The 
real image of municipality client gets in direct communication with offi ci-
als. Therefore it is important to manage human resources. The employees 
who are not ready to accept changes in communication should not be in a 
workplace where that communication is required. Clients like offi cials who 
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are communicative, cheerful, and humoristic and overall the ones who are 
educated for providing service. These employees create positive image of 
the municipality whereas employees who are unapproachable, sarcastic, 
arrogant, that is those who there for selfi sh reasons are give a negative ima-
ge about the municipality. Good image is hard to get and it is even harder 
to keep it. Keeping positive image can be done through proper managing 
of human resources and by keeping the clients satisfi ed. In order for this 
to be done, employees have to constantly educate themselves in different 
business areas and especially they have to be educated in communication 
skills annually. 
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