
The Service Delivered by the Dhaka City Corporation:

A Citizens’ View
A. Introduction

Dhaka is now one of the largest cities in the world. The Dhaka City Corporation (DCC) is the elected local administration that runs the various facilities required for the large metropolis. It provides a range of civic amenities and the citizens’ expectation of the organization is high. 

Dhaka City dwellers have many hopes and expectations from the DCC as the inhabitants of this old city. However, the reality is far from different and there are many questions that need to be answered.

· Has the citizens’ life in Dhaka improved? 

· Is the increase in population consistent with the increase of civic amenities?  

· Are they satisfied with the following services: garbage disposal, mosquito prevention, roads and highway works? 

In order to answer these queries, the Social Survey Unit of Democracywatch conducted an opinion poll in Dhaka with three main objectives.

· To measure the satisfaction level of the citizens on the service provided by the DCC.

· To prepare a list of the various problems and difficulties in acquiring essential services.

· To find out the initiatives the citizens have taken in addition to the DCC services.

The survey was conducted over a period of five days from June 7th 2000.

B. Methodology
The sample for this survey comprised solely of house owners in Dhaka who pay the Holding Tax – an annual tax payable to the DCC dependent on the house and land size. The questionnaire was developed in collaboration with the city inhabitants and with some help from the relevant authority. Demographic information of the respondents was also obtained. Before conducting the main survey, a field test was undertaken to pre-test the questionnaire on a small but representative sample – approximately thirty people. On the basis of these tests some minor modifications were made to the questionnaire. Then 20 wards of Dhaka’s 100 wards were randomly selected. (Wards are small geographical sub-divisions of Dhaka). We randomly chose an area from each of the wards and interviewed the head of the household after every ten houses. In the event of the householder’s refusal to be interviewed our interviewers had to move to the next house after ten. In absence of the head of the household, other responsible members aged 18 and above were interviewed. On average, we managed to gather data from three out of every four households visited. In total 484 people were interviewed with 20 to 22 people being interviewed from each ward. Ten trained and expert interviewers were engaged for the process and each interview took approximately 30 minutes. 

The gathered data was processed, verified, coded and analysed using FoxPro and SPSS/PC+.

C. Findings
1. Service Approval Levels: The respondents were asked about their satisfaction and dissatisfaction levels of the services delivered by the Dhaka City Corporation. The table below (Table 1) shows that about 60 per cent of the respondents were dissatisfied with most of the services. Surprisingly bus shelters, public toilets, pedestrian overpasses and park maintenance scored better than the others but the rate of don’t-knows is very high in these cases suggesting that the respondents are not aware of these facilities.

Table 1

The level of citizens’ satisfaction services delivered by the DCC

	Type of services
	Satisfied 

(%) 
	Neither satisfied nor dissatisfied (%) 
	Dissatisfied 

(%)
	Don’t Know 

(%)

	Garbage disposal
	14
	11
	75
	00

	Mosquito prevention
	06
	10
	84
	00

	Public toilets
	04
	16
	38
	42

	Street lighting
	17
	18
	62
	03

	Road works
	11
	18
	71
	00

	Public Safety
	16
	15
	66
	03

	Bus Shelters
	07
	23
	30
	40

	Park maintenance
	13
	18
	34
	35

	Pedestrian Bridges
	22
	21
	21
	36


2. Service Improvements: We asked the respondents if services have improved during the present Mayor’s tenure. Here, few people thought that services had improved during his tenure. The only service where the figure for improvement is higher than the figure of deterioration is the pedestrian overpass. This is because some bridges have been moved to busier areas. On the question of construction of road, mosquito prevention and public safety more than half of the respondents said that the situation had deteriorated. 

Table 2

The improvement of DCC services in the tenure of the present Mayor

	Type of services
	Improved 

(%) 
	As same as before

 (%) 
	Deteriorated 

(%)
	Don’t Know 

(%)

	Garbage disposal
	18
	34
	47
	01

	Mosquito prevention
	10
	39
	51
	00

	Public toilet
	04
	41
	20
	35

	Street lighting
	13
	45
	39
	03

	Road works
	13
	32
	54
	01

	Public safety
	12
	31
	51
	06

	Bus Shelters
	05
	39
	17
	39

	Park maintenance
	11
	32
	24
	33

	Pedestrian Bridges
	25
	26
	12
	37


3. Problems in receiving services: The reasons behind the deterioration mentioned by the respondents are as follows: 

· Inefficiency of the DCC staff and the mayor (56 per cent) 

· Lack of DCC’s coordination with other services (42 per cent) 

· Political fighting (30 per cent)

 The dissatisfaction of the respondents is very high in every case except bus shelters. 

Table 3

Do the respondents face any problems receiving services

	Type of services
	Yes

(%) 
	No

 (%) 

	Garbage disposal
	82
	18

	Mosquito prevention
	81
	19

	Street lighting
	62
	38

	Road works
	68
	32

	Public Safety
	61
	39

	Bus Shelters
	25
	75


4. Methods of Complaints: Table 4 shows how citizens have complained to the relevant authorities and their satisfaction with the service received.

Table 4

Methods of contacting with the authority to solve problems 

	Way of communication
	How many person

(%)
	Problem solved

(%)
	Satisfied

(%)
	Dissatisfied

(%)

	Personally
	68
	32
	21
	46

	By telephone
	9
	33
	11
	56

	By mail
	5
	40
	00
	100

	Through known person 
	10
	82
	45
	46

	Through an influential person
	6
	50
	17
	50

	By media
	2
	33
	33
	33


Note: Only one way of communication used

This table shows that the best way of solving your problem is through a known person in the organization or through a person of influence. Problems solved by a known person are 82 per cent and by an influential person is 50 per cent. However this accounts for only 16 per cent of the complainants. The majority – more than two-thirds - had to visit the relevant office in person to get some action.

The number of people satisfied with the work received is also higher if you know someone in the organization. More than double (45 per cent) of the people who have had their problems solved are happier than the people who visited the office personally (21 per cent).

Overall 39 per cent of all people with a problem had it resolved although not always to their satisfaction.  
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 About 70 per cent of the respondents who contacted the DCC about problems were dissatisfied with the behavior of corporation staff  (See Chart – 1).
Chart 1
6. Private Initiatives: The respondents were asked whether they had undertaken any private initiatives if the DCC services were considered inadequate. If they had taken an initiative they were asked how much the private enterprise would cost them.

Table 5

Citizens initiative in addition to City Corporation and average expenditure for it 

	Service
	Initiatives 

(%)
	Monthly cost 

(in taka)

	Garbage disposal
	80
	20 

	Street lighting
	7
	10 

	Mosquito prevention
	6
	20 

	Public safety
	42
	25 

	Road works
	11
	10 


It turns out that 80 per cent of our interviewees are subscribers to some form of private garbage removal initiatives. This high number is a reflection of the inadequacy of the DCC to cope with the important problem of rubbish removal in the city.

42 per cent of the respondents informed us that they are paying for some kind of private security in their locality. For this the average payment is 25 taka per month for each household. The local law and order situation has deteriorated in the last few years and this has probably led to an increase in the private security sector. 

7. Privatization of DCC Services: We asked the sample whether the DCC services should be privatized? The table below (Table 6) reveals not surprisingly that most people think that garbage disposal should be privatized. A majority of the respondents welcomed privatization of all the DCC services.  

Table 6

Privatization of City Corporation Services 

	Services
	Privatization

(%)

	
	Yes
	No

	Garbage disposal
	75
	20

	Public toilet
	56
	27

	Street lighting
	57
	33

	Mosquito prevention
	66
	26

	Public Safety
	58
	33

	Road works
	55
	34


We also asked them if they were prepared to pay more for a private service. A significant majority of 75 per cent said they were happy to pay more if the service was privatized (Table 7).

Table 7

Want to pay more for Privatization and DCC

	Response
	Private

(%)
	DCC

(%)

	Yes
	74
	25

	No
	26
	75


D. Conclusion

In this survey an attempt was made to draw a picture of the quality of the Dhaka City Corporation’s public service & the level of the citizens’ satisfaction. This survey was conducted as an initial step for continuous monitoring of the different public institutions of the city. One of the major findings of this survey was to actually make a list of what the DCC is responsible for. Analysis of the information revealed the followings: 

1.
Citizens’ dissatisfaction about the services of the present City Corporation is very high. Most of the respondents informed us that the quality of services has decreased in the key areas of mosquito control, garbage disposal, and public safety.

2. 
The standard of services offered by the DCC under the present Mayor has deteriorated in a majority of the corporation’s services.

3. 
Approximately 40 per cent of the citizens’ problems were solved by the DCC but a majority was dissatisfied with the result. Also a massive 70 per cent of the respondents were unhappy with the behavior of the DCC staff.

4. 
Most of the respondents are ready to welcome and pay more for private initiatives offering better and decent services.   

We hope that this survey informs the DCC of the true situation in Dhaka for its citizens and that they act on this information before life in Dhaka deteriorates further.

Date of Publishing: 29 June 2000 through a dialogue on ‘How we are in the city’ organized by Democracywatch at CIRDAP auditorium, Dhaka
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