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Executive Summary 
Introduction 

Delivering essential services efficiently to meet the needs of households and 

businesses is a major challenge throughout the developing world, induding Bangladesh. 
Access to a minimum package of essential services such as health, education, power, water 
supply, and sanitation, is critical for reducing poverty and improving welfare. Cross-country 
evidence suggests that investments in improving the delivery of services (whetherinhsaucrurr 
related, soaal or regulatory) can have h h  payoffs in terms of raising productivity and 
accelerating the pace of economic growth. These services are particularly beneficial to the poor 
who, for example, are often unable to access dean drinking water and are subjected to 
unsanitary surroundings, with adverse consequences for their health and employment 
oppormnities. 

Although Bangladesh is predominantly mal, a deiining trend for its economy and 

society is its rapidly growing urban population. During 1961-1991, while the country's 
population doubled &om 55 million to I11 million, the urban population grew almost 9 times, 
from 2.6 million to 22 million. Currently, the urban population makes up approximately 20 
percent of the country's population of 130 million. Urbanization is increasing by 5 to 6 percent 
annually, and it is expected that more than 50 percent of the population in Bangladesh d live 
in urban areas by the year 2025. The growing urban population has increased the burden on 
service delivery in aties, whose resource and management capacities are atready over-extended. 
A key challenge for government, therefore, is how to cope with growing urbanization and 
develop service delivery systems that meet public policy goals and provide value for money to 
the atizens. 

T h i s  report's principal objective is to provide policy makers with information on the 
state of service delivery in urban Bangladesh from the point of view of the recipients, on the 
basis of a household survey, and establish a basehe against which future progress can be 
measured. The report is anchored on the premise that user feedback provides a valuable tool 
for improving transparency and public accountability. When users of services provide a 
quantitattve and qualitative assessment of s m c e  delivery, based on first-hand interactions with 
the agenaes providing these services, it is possible to rank the agenaes by the quality of theu 
performance. This 'scm card can then be used to evaluate progress for a variety of problems 
with the planning, management and accountability of service delivery. 



T h e  constitution makes the Government of Bangladesh responsible for creating an 
environment for its citizens that allows them to improve their quality of life through, among 
other things, access to health, education and other essential services. To  fulfill this goal, the 
government uses a variety of institutional mechanisms. A majority of services are provided by 
the central government either directly or through city corporations and centrally controlled 
autonomous. agencies. There is alsogrowing reliance on the private sector, both for profit and 
non-profit, for the delivery of urban services. Thus, for example, the delivery of legal, judicial 
and police services is the responsibility of the central government; education services are 
provided by a combination of the cential government and the for-profit and non-profit private 
sector; and electricity and gas supplies are the responsibility of autonomous corporations. 

T o  assess user's satisfaction with the services provided, this survey collected primary 

data from a representative sample of 2,400 households: Dhaka (900), Chittagong (600), Khulna 
(500) and Rajshahi (400). Two special characteristics of the population that the survey focused 
on, and which appear extremely important for the quality of service delivery, are the 
respondent's income levels and place of residence. The survey covered 11 services (education, 
health, power, gas, water, sewerage and sanitation, garbage, transport, police, judiciary,-and land 
administration). The list of services to be surveyed was developed through a consultative 
process between PROSHIIU, the Public Affairs Centre (Bangalore), Survey & Research 
Systems (SRS), the World Bank and through a workshop facilitated by PROSHIIU that 
included representatives from several NGOs based in the four cities. The results of the 
quantitative survey were supplemented by a series of qualitative focus group discussions, a 
process led by PROSHIIU. 

Satisfaction with Service ~e1ive.Y 

T h e  results of the s w e y  confirm earlier assessments that satisfaction with the quality 
of services provided is low. Less than 20 percent of the households surveyed, in each of the 
four cities, are satisfied with eight of the eleven surveyed services Fable 1.1). The percentage 
of households satisfied with the other three services is only slightly higher. Police, land 
registration, transport, electricity, judiciary, health care, garbage disposal and sewerage and 
sanitation perform poorly. At one end of the spectrum, less than 2 percent of the households 
indicated that they were satisfied with the services provided by the police. Conversely, at the 
other end, 75 percent of the households in Dhaka expressed satisfaction with gas supply. 
Satisfaction among "poor" households1 is not dissimilar to those of otherhouseholds, but 
generally tends to be lower. A class of citizens that is particularly neglected are the bosti (slum) 
dwellers who are either deprived of key services or end up paying more for these services than 
do their more affluent, non-bosti counterparts. 

T h e  survey results and focus group discussions reveal that government efforts to 
improve service delivery have not yet produced the desired results. Interaction between service 
providers and recipients is not always direct and the latter are often required to go through 
intermediaries to facilitate access. These intermediaries are usually very influential and are able 
to accelerate access to services by circumventing the system, in return for a fee. They facilitate 
"illegal" connections to essential services like electricity and water and, in the process, are able 

1 Defined j,n this survey as those households making less than Tk.2,000 per month 



to enrich themselves by diverting resources away from the state. Once they have access, 
consumers encounter numerous problems such as regular power outages, low water pressure, 
and inkequent garbage collection. However, only a small propomon of households bother to 
lodge formal complaints. Grievance redressing mechanisms do not work well and consumers 
generally feel that there will be little or no follow-up to their complaint, unless an influential 
intermediary is used or a bribe is paid. In particular, survey results show that 

less that 28 percent of the households are satisfied with the education system; in addition 
to the "official fee", respondents reported paying between 62 and 110 percent of this 
amount as "under the table" payments for admission, tuition, books, and other 
expendimes; 

less than 18 percent of the households are satisfied with the quality of health care. 
Admission to a public health facility is not a routine affair, and patients have to use a 
variety of means to gain admission. These include paying a fee to the doctor at his private 
chamber, paying money directly to a hospital employee, or using a personal connection 
with hospital administration staff. Medical supplies and medicines are pilfered from the 
hospitals and sold on the open market - pharmacies are full of medicines that have "not 
for sale" labels on them; 

less than 12 percent of the households are satisfied with the electricity service. Getting an 
elecmciq connection takes time and can cost two to three times the "official fee". Once a 
connection is received, the supply remains unpredictable, and resolving problems usually 
necessitates under-the-table payments. Poor households living in bostis illegally gain 
access by purchasing electricity from martam (muscle-men) to whom they pay, onaverage, 
Tk.50 per month per light bulb for a few hours use per day. Official charges, at existing 
rates, wvodd not exceed Tk.13-15 per month. The mmtuans stay in business by bribing 
electricity officials and the police, and government is deprived of much-needed revenues; 

piped gas is provided only in Dhaka and Chittagong. Obtaining a gas connecti6n can take, 
on average, one to six months and cost Isvice the "official" fee. Once a connection is 
received, however, the supply of gas is reported to be good, and satisfactionlev~s are 
higher than for other s e ~ c e s ;  

less than 11 percent of households are satisfied with the quality of drinking water, although 
satisfaction levels are higher in Dhaka at 27 percent More than 50 percent of the 
respondents indicated that there were long delays in getdng a water connection, and bribes 
are frequently demanded. The average amount of bribe paid to get a connection is equal to 
the "official" fee in Dhaka and Chittagong, but is lower in Khulna and Rajshahi. The 
majority of "poor" households depend upon private sources for the supply of ddnking 
water, and slum dwellers indicated during focus group discussions that they pay as much 
as T k 2  per bucket of water. Affluent houses in Dhaka have access to piped-water at the 
offiad rate of Tk4.30 per 1,000 liters; 

less than 17 percent of the households are satisfied with the quality of sanitation services, 
although a commendably high proportion of households report access to water-sealed 
toilets. Blockage of sewerage is a recutring problem, and there are delays in garbage 
collection, including garbage bins not being accessible and irregular pick-ups; 



less' than 20 percent of the households are satisfied with transport services, and complaints 
about traffic congestion and pollution are pervasive. Annual fitness certificates for vehides 
can be bought by paying approximately 50 percent of the "official" fee. Vehicle owners 
report being harassed by the police even if they do have fitness certificates, as a result of 
which car owners have stopped getting their vehides inspected and rely instead on bribing 
the police; 

less than 2 percent of the households are satisfied with the services of the police. 
Respondents indicated that fear and distrust of the police were the top two reasons for not 
reporting a clime to the police. Households also indicated that even when a crime is 
reported, the police are largely ineffective in resolving their problems; 

judicial services also get low scores from the respondents, with less than 8 percent of the 
households expressing satisfaction with the judiciary. Many households reported that they 
prefer shalish (arbitration) and other private means to resolve conflicts and get restitution; 
and 

less than 10 percent of the households are satisfied with the present system of land 
registration. Among the households that that had recently been involved in a land 
transaction, more than 70 percent reported having to pay a bribe to get the transaction 
registered and for mutation. A large proportion of those paying bribes also made 
payments to the land administration official to reduce the transaction price recorded on the 
deed, since this price determines the legal registration fee. Paying the bribe resulted in the 
recorded price being reduced by up to 25 percent; 

W h i l e  these "scores" might appear to be low, and the problems associated with 
improving service del ivq might seem daunting, countries as diverse as Uganda and India, with 
similarly low scores, have initiated encouraging action programs aimed at improving the quality 
of services provided to households. For example, in Uganda, a public expenditure tracking 
survey revealed that only 20 percent of non-wage education expenditures were reaching the 
schools in 1995. As a result, the central government launched an information campaign and 
began posting public spending information at the schools and in the districts. A repeat survey 
in 1999-2000 shows that school's now receive 90 percent of non-wage education spending. 
Similarly in Bangalore, India, surveys conducted between 1994 and 1999 show noticeable 
improvements in user satisfaction with services like water and sewerage, hospitals, power, 
transport, and telecommunications as a result of the various programs under implementation. 

Improving Urban S e ~ c e  Delivery 

Urging the authorities to improve service delivery, the recently published report of 
the Public Administration Reforms Commission (PARC) notes that, "the poor quality of some 
public services, namely education, health, utilities, water, and power, reflect the absence of 
accountability, poor value for money and lack of effective redress of grievances for the 
peoplez." The PARC report notes that service failures adversely affect the productivity of 
economic activity and typically affect the poor disproportionately, as a result of which many 
poor households have to resort to alternatives that imply lower quality and higher costs. 

2 *or$ Dffhc P"b&cAdmini~flmfion Reform Commirro#, Bangladesh, pg. 113, June, 2000. 
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Although developing economies are resource constrained, service failures are the result 
not merely of these resource constraints but also the institutional arrangements for delivering 
services. Service failures are also a reflection of the perverse incentives facing service providers 
and the political ,leadership. This report covers several sectors, each of which require a 
different policy response and differing levels of engagement by government and the other 
actors responsible for service delivery. The recommendations summarized here, therefore, 
only focus on a few cross-cutting issues that emerge from the survey and the focus group 
discussions. In particular, this report suggests that improving the efficiency and responsiveness 
of urban service delivery in Bangladesh will depend upon redefining the role of state and 
increasing partnerships with the private sector; changing the saucture of incentives for selvice 
providers; bringing government doser to the people by decentralizing deasion making and 
reevaluating the relationship between the center, local governments, profit and non-profit 
service providers and consumers; increasing the involvement of users and other stakeholders in 
planning, providing and monitoring service delivery by institutionalizing user surveys and 
instituting a system of accountability that makes service providers answerable to service 
consumers. 

R o l e  of the State. In many countries the prevailing view has been that government 

should be the dominant, if not the sole, provider of services. Government agencies have tried 
to do too much with too few resources and limited institutional capacity, as a result of which 
essential services are either not delivered or are delivered inadequately. This has started to 
change and the last two decades have witnessed a growing trend among governments in 
developing counmes prioridzing their core activities and developing partnerships with the 
private sector and the NGOs. Rather than providing services directly, governments are 
contracting out the provision of services to the for-profit and non-profit private sectors and 
focusing more on their role as hnanaer and regulator. Such private partiapation has generally 
resulted in improved access, and better services as has happened in the telecommunications 
sector in Peru and Senegal and in the water sector in the Philippines and Cote d'Ivoire. In 
Bangladesh, this shift is most pronounced in the social sectors where NGOs have emerged as 
important providers of health and education services. Grameen Phone is another good 
example of how private sector involvement has improved telecommunications access, even in 
under-served d areas. However, the state remains a large player in areas that are better 
served by the private sector such as textiles, jute, cement and fertilizer, with the state 
enterprises involved making huge annual losses that are sustained through budgetaq subsidies 
and loans From nationalized commercial bank@. Unless Bangladesh significantly downsizes its 
state-owned sector, and increases its partnership with the private sector (both profit and non- 
profit) the fiscal drain on public resources will continue, burdening policymakers and making it 
extremely difficult to improve the delivery of "public" services, such as law and order and 
justice. 

Changing Incentives. Experience from other countries shows that one of the most 

effective mechanisms to improve service delivery is to overhaul the system of incentives for 
good performance - the rewards and penalties confronting individuds and organizations 
charged with the responsibility of delivering service related outcomes. Service delivering 
entities in Bangladesh generally lack dear service-related goals and targets, their management is 
not held accountable for results, they face significant political interference in their day-to-day 

fFor details see BanxLu*rh: P a m t a k z I P ~ o m r a n ~  andS/ralen: Kg I I ~ L I  ondPoLy ImpLc(~tions, Policy Note, World Ba* 
January 2002. 



operations, and budgetary allocations are seldom performance-based. In addition, the wages 
and salaries of public servants have eroded significantly in real terms during the last two 
decades and promotion are not performance-based but depend instead upon seniority". These 
are part of a system-wide problem and are not necessarily limited to problems within an 
individual organization or a particular sector. 

&though the political environment has generally deterred Government from 
overhauling the incentive system, Bangladesh is beginning to put in place some of the 
structures and processes for incentive-based improvements. In the education sector, for 
example, government provides for 80 percent of the teacher's salaries in registered non- 
governmental schools, at the primary and secondary level. It therefork has strong leverage over 
their performance, which it can use. The Primary and Mass Education Division (PMED) has 
set up a primary school grading system which includes a performance monitoring report for 
government and non-government schools. The grade a school receives makes it eligible for 
rewards or sanctions. If, for instance, a school receives a " D ,  PMED can exclude it from 
receiving wheat under the Food for Education program. In the energy sector, the Dhaka 
Electricity Supply Authority is endeavoring to link the issue of increasing collections and 
decreasing system losses with security of employment and is in discussions with its unions. The 
Power Development Board's recent initiative to cut off 168 lines belonging to large defaulters, 
mostly government entities, is to be applauded. The results of this survey show that consumers 
support such initiauves and would be willing to pay more for services, provided they can be 
assured of better service and service providers are held accountable for results. 

Decentralizing Systems. Experience from other countries suggests that 

decentralization can facilitate local involvement and participation, and build ownership. Local 
governments are often better positioned to interact with communities and allocate re'sources 
that are more responsive to needs at the local level. Local monitoring of projects and 
programs 'can also be more effective and less expensive, given the proximity of location. 
Decentralization is increasingly seen in Bangladesh as an important means to improve public 
service delivery and the government has taken steps to put in place a democratically elected 
local government system. To be effective, local government must be delegated genuine 
decision making powers and must be given adequate resources to fulfd their mandates. As 
Bangladesh considers various options for decentralization, it will be important to ensure that 
the links between the central government, local government, autonomous agencies, private 
sector and public are designed in a manner that ensures that the service providers are 
accountable to those who pay for and benefit from the services. The rapid expansion in 
literacy is creating a more aware population, making it increasingly possible for local 
communities to enforce accountability. 

lnstitutionali~in~ User Surveys. Users can play an important role in improving 

service delivery, but their efforts will only be effective if they are equipped with proper 
information. They need to know what services are being provided, what they cost, how they 
are financed, and who the intended beneficiaries are. Pubhc availabiity of such informanon is 
key to improved accountability. The systematic collection, analysis and reporting of 
information of the type collected by this survey can be an important tool to monltor service 
delivery and improve performance. The surveys conducted by the Ministry of Health and 
Family Welfare and by PMED are good examples of the type of information that can be 

4A detailed discussion of the stmcmre of incentives that public setvants face is contained in T&g hwathan: 
&/omring Goumance in Bongkzde~h - A n  Inrfitufiono/&M'tw, March 2002. 



provided to community representatives, which they can then use in their dialogue with service 
providers. 

Publicly posted prices can help customers hold officials accountable for quoting and 

charging the correct amount. This is beginning to happen, and tariff rates for the supply of 
electricity, gas, and water are generally published widely. However, while the tariff for supply is 
published, the price for connection is not. A potential user learns about the connection price 
when he/she talks with the clerical staff of the utility concerned. In the absence of published 
rates, the officials have considerable leeway to quote a price and demand a bribe. The 
discretionary authority enjoyed by officials, together with limited exit options for consumers, 
modest "official" fees, and the high value associated with accessing many essential services 
results in strong incentives to pay the higher underground price and not report the estra 
payment extorted by officials for connection and use. Connection prices therefore need to be 
published and easily understood. 

T h e  publication of prices needs to be accompanied by the publication of client 

charters that reflect user's priorities and clearly spell out minimum standards for service that 
users can expect. Such client charters are being used effectively in the United Kingdom, 
Belgium, Portugal and Malaysia. These should be prominently posted at every office 
responsible for deliveing a setvice and enforced vigorously. Currently, none of the utilities 
guarantee a minimum quality or level of setvice. NGOs and community-based organizations 
can play an important role .in raising awareness among users of what reasonable costs and 
standards of service they should expect, as well as the role they can play. Grievance redress 
mechanisms must be made more credible in order to encourage users to file complaints. 
Grievances should be registered, monitored and followed-up and users provided with 
prominently displayed "Complaints Boxes" to report inaction. 

Strengthening Accountability and Oversight. While users need transparent and 

reliable commitments by service delivering agenaes to perform according to publicized 
standards, they also need a way to hold the agenaes accountable to those standards, for 
instance through a credible grievance redressing mechanism. They have to perceive that it is 
"worth" taking time to fle complaints. Another way is by including users on monitoring 
bodies where they play an active role, for instance, in analyzing operational performance 
evaluations, making policy recommendations, and overseeing implementation. A few hospitals 
in the country are presently experimenting with improving governance at the facility level 
through the use of autonomous boards that include community and government 
representatives. These boards have full authority to hire and tire, approve budgets and set fees. 
Although they are public hospitals, increases in their effiaency have already allowed them to 
reduce their reliance on government funding. The proposed energy sector and water sector 
regulatory commissions could be another good way to oversee the establishment of mansparent 
rules and regulations governing the industty, developing performance indicators and putting in 
place monitoring systems. Among their many tasks, such regulatory agenaes would be 
expected to protect consumers' interests by ensuring that system expansion and operation is at 
least cost, quality of supply is maintained and tariffs are reasonable. Government will need to 
ensure that standards are worked out in consultation with all stakeholders. 

I n  addition to regulatory agencies, other oversight institutions, such as the various 
Parliamentary Standing Committees, also have an important role to play and can hold public 



hearings periodically in order to receive user feed-back. However, most Standing Committees 
presently lack the necessary information and the technical expertise needed to hold relevant 
government agencies accountable for efficient service delivery. Strengthening the Standing 
Committees is therefore another important priority. These committees should require timely 
external audits of the departments responsible for service delivery and hold the executive 
accountable for responding to audit objections. It would also be desirable to open up 
committee meetings to the media, and broadly enlist media support in publishing success 
stories as well as raising consumer awareness. 

N e x t  Steps. In recent years the demand for better governance and improved 

service delivery has been growing within the country. This is being driven by the rapid 
expansion in primary education, the growing influence of non-governmental organizations and 
independent research institutes, the emergence of a new breed of outward looking 
entrepreneurs who are demanding a more supportive business environment, and an 
increasingly independent press. In addition to establishing a benchmark, the results of this 
survey, and the subsequent advocacy and dissemination that is intended, are expected to 
further strengthen the voice of the users of these services. Additional user feed-back will also 
become available as a result of the work that is being done by organizations like the Peoples 
Participatory Research Center, Democracy Watch and Transparency International 
(Bangladesh), and as client surveys become a routine part of how government agencies conduct 
business. This is already beginning to happen in the social sectors. This quantitative and 
qualitative information will provide the new government with useful information documenting 
how users value the services they receive. This information, together with the various sector 
specific reports that have recently been prepared, offer a valuable menu of reform options 
which the authorities can draw upon as they embark upon a program to revitalize the 
Bangladeshi economy. 



0 b jectives and Methodology 
Introduction 

&though Bangladesh is predominantly rural, a defining 

trend for its economy and society is its rapidly growing urban 
population. During 1961-1991, while the country's population 
doubled from 55 million to 111 million, the urban population grew 
almost 9 times from 2.6 million to 22 million. Currently the urban 
population makes up approximately 20 percent of the country's : Figure 1.1: Monthly Income per Households: 
population of 130 million. Urbanization is increasing by 5 to 6 ' Dhaka 
percent annually, and it is expected that more than 50 percent of $ 45 

the population in Bangladesh will live in urban areas by the year 2 40 
20251. Four cities, Dhaka, Chittagong, Khulna and Rajshahi 
account for around 47 percent of the total urban populationz. The 
growing urban population has increased the burden on service 
delivery in cities, whose resource and management capacities are 
already overrun. A key challenge for the government, therefore, is 
how to cope wvith growing urbanization and develop service 
delivery systems that meet public policy goals and provide value for 
money to the households. 

The constitution makes the Government of Bangladesh 
responsible for creating an environment that allows its people to 
improve their quality of life through, among other things, access to Source: Citizen Report C u d  Sun-9 - -ODi), SRS 

health, education and other essential senices. To fultill this goal 
the government uses a variety of institutional mechanisms. A 
majority of public services are provided by the central government 

' InsfiiuIionr?I'~r?/iion ofCUPjor odmrntyfor /he r~donpoor, Coalition for the Urban 
Poor, Dhaka, 2001. 

Towor& on Udon Sfmfegfor Bon~b&~h, Wold Bank, 1999. 



Box 1.1 8 .. 
Agencies Responsible for Service Delivery <: 

. ,  
8 

L~duc~don: \hnistrv of Educnuon, PhfED, NGO and cornmunir). jihdals, prir:ttr jchc,ols '.! 
IIospir3ls: ll~nisrry o i  Hcllrh, prix.:lrc ieccor 
Sewerage: DWASA, CWASA, city corporations 
Garbage: city corporations 
Drinking Water: DWASA, CWASA, city corporations and DPHE 
Electricity Supply: DESA, DESCO, and BPDB 
Gas Supply: Titas (in Dhaka and Chittagong only) 
Bus Transportation: BRTC and private companies 
Car licensing: BRTA 
Police: Minism of Home Affairs 

either directly or through city corporations and centrally controlled 
autonomous agencies. Although it is still a marginal player, there 
is growing reliance on the private sector, both for profit and non- 
profit, for the delivery of urban services. Thus, For example, the 
delivery of legal, judicial and police services is the responsibility of 
the central government; education services are provided by a 
combination of the central government and the for-profit and non- 
profit private sector; electricity and gas supply is the responsibility 

Figure Monthly pi Ho,,SehO1ds: 5 of autonomous corporations; and garbage collection is the 
:i 

Chittagong responsibity of city corporations (Box 1.1) . 

1 Objectives and Approach 

The principal objective of this report is to assess the state 
of service delivery in urban Bangladesh from the point of view of 
the recipient, on the basis of a household survey, and provide a 
benchmark against which future progress can be tracked. While 
numerous reports on power, water, gas, transport and other utilities 
have been published in recent years, including by multilateral and 
bilateral agencies, none of these reports systematically capture the 
views of the users of these services. This report is hence 

Up to '&ZOO1 to nL6001 to lk.12001 Above 
n2000 60W 12W0 deliberatively descriptive, seeking to fill this gap by documenting 

how the users of these services value what they get, view the 
S o w :  Cidzen Repori Card Sunrey - 2000, SRS conditions govern in^ access to these services, and experience the - - 

teractions with the entities providing such services. The report 
anchored on evidence that user Feedback can provide a valuable 

tool for improving transparency and public accountability. When 
users of services provide a quantitative and qualitative assessment 
of service delivery, based on first-hand interactions with the 
agencies providing these services, it is possible to rank the agencies 
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i .. . ., . . Objectives and Methodology 
on the quality of performance. This 'score card can then be used to 
evaluate progress related to planning, management and 
accountability of senrice delivery and can be used to augment 
existing oversight mechanisms. The score cards can be used to ' 

analyze efficiency (relating inputs to outputs) and effectiveness 
(relating outputs to policy goals and outc0,mes). They can be used 
for planning improvements and expansion of service delivery, Figure l.3: hionrhly Inmmc per Households 

including assisting managers in making staffmg and production 
decisions. They can set baselines to measure progress in sen-ice 
delivery improvements and insplre better performance among 
agencies. They can be used to sdmulate collective action by 
households, and provide organisational leaders with an opportunity 
to design reforms and bring about strategic changes. 

This concept of report cards, pioneered by the Public 
Affairs Centre (PAC) - a non-profit organisation based in 
Bangalore, India - is now widely recognised as a powerful 'voice' 
mechanism to inform public officials of various issues in public Upro Tk?ol ni.6W1 nil2031 .Abort 

service delivery and act as a pressure force for demanding 'l 'li.9~~) ro 6030 to ~ Z O W  to KCCO TI;KYYX) 

improvements (Box 1.2). Since the first survey in Bangalore, report 
Source: Cidzen Report Card Survey --)33, 

cards have been prepared for seven cities in India including 
Ahmedabad, Chennai, Kolkata, Delhi, Mumbai and Pune. A 
national exercise is also presently underway, covering 23,000 rural 
households and also 9,600 urban households. International 
experience with report cards has demonstrated the potential this 
tool can have for demanding more public accountability and 
providing a credible database to fadlitate proactive civil society 
responses. The "Swabhirnana Initiative" in Bangalore, launched by 
the Commissioner of the Bangalore City Corporation is a unique 3 F'pLUeL4:Mon*1ncomeperHous*01ds 

example of a state-cidzen fomm to improve the quality of civic life. ii 
The People's Voice Program in Ukraine uses survey-based 2 70 

. ., 60 
information to put pressure from below on local leaders to 
improve service delivery. Client sweys  are also being used in 
Armenia, L a ~ a ,  Nicaragua and Uganda. 

Several similar initiatives are presently undenvay in 
Bangladesh. Action Aid is developing in-house capacity to prepare 
report cards at the city and division levels. Democracy Watch is 
looking at service delivery issues in Chittagong City Corporation 
and, together with Transparency Intemational-Bangladesh (T-B), 
is preparing a manual in Bangla for division level score cards. 
Peoples Participatory Research Center (PPRC) is also working on ~ o u r c e :  Cidren Report &d hn-q - 
preparing two reports on (i) best practices at the local government 
level, based on a nation wide s w e y  and (ii) a report card on Dhaka c.-.:-~--:-.m - 
city. This report is meant to contribute to these endeavors by 
presenting findings that are based on rigorous survey methodology 
and design and a process that has involved a wide array of actors 
including public officials, donors, and NGOs. 

To assess households satisfaction levels with the services 
provided, this survey collected primary data from a representative 
sample of 2,400 households in four cities: Dhaka (900), Chittagong 



unsatisfactory? What does it cost the user to get thhservices (including hidden costs) or to solve the 
problems associated with getting the services? 

The findings of the study elicited wide interest. A leading daily, The Times ofIndia, started a weekly 
feature with a graphic depiction of one finding at a time, continuing the feature for two months, and 
keeping the concept of Report Cards alive in the public domain. Though the responses from most agency 
heads and senior government officials were initially lukewarm, the Bangalore Development Authority 
(BDA), which was rated the worst across all qualitative and quantitative dimensions of service delivery, 
responded with a request for follow up actions. This resulted in a unique collaboration wherein a public 
swice  apency requested an external research croup to provide assistance in getting feedback on various - .  - & - - 
dunens~ons of semce dehvew. The second study sought to address some peranent quesuons such as are fi . - 
the customers of BDA sausfied wth the quahty of service dehvery? Is the-phenomenon of corruptton as . . 
nmp.tnt as ~lI~.gcd? \%:at 3rc the percvpuble :ircns of \vcnknc~ss in thc h~nc~iuning uf rl~c BD.4' \Y'ould rhc 5 
pubhc be a . h g  ro pruciparc u~ rhv procuss of irnprovin!: rhc BDh's acr~~ccs?  Foll.,u.ing the brudv, a 5 
scrlcs of udlrung pr0p3n>s \VCTO orgmiscd ~ O T  rhc r u f f  or' ULJ.\ .ind 3 pr.)grltn of A C L I ~ ~ ~  d ~ \ ~ e I u ~ ~ c d  t o  !. 
Improve rht. qu.tliiy of scn.icos piovidcd. h rcpcat sun,r\. co~:duircd in I999 :houcd rhnt .~l~hough ? 
s3usfaction lcvcls remain low and a lor rcm3ins ru bc donr, thc pcrccnt of huusrholdi rspresslng 
s;~tiafaction a.irh BDr\ lins incrcarcd from 1 pcrc~.nr ra 16 percent. 2 

. . . .  ........... ................ . . ., . 
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(600), I(hu1na (500) and Rajshahi (400)3. T h e  cities covered by the 
report represent various demographic, economic and sodal 
characteristics. T h e  populations range from the largest 
metropolitan area in Bangladesh, Dhaka, with 630,000 households 
t o  a relatively small city, Rajshahi, with 51,000 households4. 
Infrastructure for economic and social development also varies 
considerably among the cities and some are unique to a city. 
Dhaka, as the national capital, dominates the sodal  and cultural 
scene, while the other cities have their own distinct social and 
cultural environment. Chittagong is the country's principal seaport 
and has been quite advanced in education and cultural activities as 
well as in trade and economic activities f rom pre-independence 
days. Economic activities and opportunities in Dhaka and 
Chittagong are much more diverse and extensive than the other 
two cities. I<hulna is also rich in economic activities and has a sea 
outlet that serves as the second sea port  for the country. T h e  city 
of  Rajshahi, although lagging substantially behind the other three 
cities in economic activities, has its own cultural and sodal heritage. 

3 For details on survey design, sampling and implementation see Annex 1 and a 
background paper entitled CiIi~en~ Repofl Cmd Sum9 - 2000, Survey & Research 
Systems, April 2001. 
4 The number of households refer to those residing within each city and not the 
greater metropolitan area. Thus, according to the 1991 Census, while the greater 
metropolitan area of Dhaka city has 1.2 million households, Dhaka dty has 
630,000 households. 



Given the different economic and social contest in the cities, 
inhabitants' expectations for service delivery differ widely. 

Two special characteristics of the population that the 
survey focused on, and which appear extremely important for the 
quality of service delivery, are the respondent's income levels and 
place of residence. Data was collected by income level and are 
summadzed by city in Figures 1.1 through 1.4. The greatest 
proportion of respondents, behveen 40 (Dhaka) and 63 (Rajshahi) 
percent of the households in each city, reported a monthly income 
ranging behveen Tk.2,000-6,000 (USS35-105). Less than 8 percent 
of the households reported making over Tk.20,000 (USS350) per 
month. For the purposes of this report, "poor" households are 
those reporting monthly incomes of less than Tk.2,000. These 
range from 2 percent of the households in Chittagong to 23 
percent of households in Khulna. 

In addition, "bosd" or slum dwellers encounter special 
problems in accessing services and so the report also highlights, 
where appropriate, particular issues confronting bosti-dwellers. 
Bostis have a very high concentradon of poor people and can vary 
tremendously in size from as few as twenty households to as many 
as a few thousand households. Approsimately 17 percent of the 
households in Dhaka and chittag;ng live & bostis, while the 
proportion is slightly lower for Khulna and Rajshahi. 

The field work for the survey was conducted by Sumey 
and Research Svstems (SRS) over November and December. 2000 , , 
and data entry, processing and tabulation continued through blarch 
2001. The survey was followed up by a series of focus group 
discussions in each of the four cities which were conducted 
between March and April 20015. The survey covered 11 senices in 
the four major metropolitan areas in Bangladesh - Dhaka, 
Chittagong, Khulna and Rajshahi. The list of services to be 
covered by the survey was developed through a consultative 
process between PROSHIKA, the Public Affairs Centre 
pangalore), SRS, and the World Bank and through a workshop 
facilitated by PROSHIKA that included representatives from 
several NGOs based in the four cities. 

Summary Results 

As summarized in Table 1.1, survey results reveal generally 
low levels of satisfaction with the quality of senices provided to 
the urban households of Bangladesh. The results of the survey are 
consistent with other studies and confum the anecdotal evidence 
that is periodically reported in the media. Less than 20 percent of 
the households, in each of the four cities, indicated that they were 

Table 1.1 
tisfaction with Semites 
% of AU Households) 

Table 1.2 
atisfation with Services 

j Details of the focus group discussions are contained in a background document 
entitled A R.por/ on Qur?dfotiivc Inustigation on G o m o n r r  Sron Cards, Insdmte for 
Development Policy Analysis and Advocacy, PROSHIKA, April 2001. 



Chart 1: Intermediaries in Service Delivery 

F i r e  1.5: Percent of Households with Income 
up to Tk 6,000 

Dhaka Chittzgong Khulna Rajshahi 

B bosti i i non-bosti 

Source: Citizen Report Card Survey - 2000, SRS 

satisfied with eight of the eleven services that have been surveyed. 
Police, land registration, transport, electricity, judiciary, health care, 
garbage disposal and sewerage and sanitation all perform poorly on 

3 the survey. Drinking water can be added to this list with the 
1 exception of Dhaka city, where 27 percent of the households are 
# sausfied ulth the quantity and quality of water supplied'. Only 5 
" 
if percent of the households in Chittagong and 12 percent of the 
?' 
3 households in Rajshahi are satisfied with the quality of education. 

Only 1-2 percent of the households in each of the four cities are 
satisfied with the services received from the police. At other end of 

., the spectrum, about 75 percent of the respondents in Dhaka 
$1 11 expressed satisfaction with gas supply. Satisfaction among poor 

households is generally lower, as is evident from Table 1.2. Police, 
4 judiciary, land registration and electricity all get low scores from 1 poor households Perhaps the most notable difference, in 
g comparison to Table 1.1, is that many more "poor" households are 
$dissatisfied with the supply of drinking water than other 

households. 
i 
& a Although the results of this survey show that only a small 

proportion of households are satisfied with the services provided, it 
- &.. :* 

should be pointed out that the results are not dissimilar to the 
surveys conducted in several cities in India. For example, in surveys 

6 Six satisfaction-related response options were provided to the households 
ranging from strongly satisfied to strongly dissatisfied. These were aggregated into 
three groups: (i) "satisfaction", which represents the share of respondents who felt 
strongly satisfied and moderately satisfied with any particular service; (ii) 
"dissatisfaction", which represents the share of respondents who felt strongly 
dissatisfied and moderately dissatisfied with any particular seruice; and (iii) 
"ambivalent" - respondents who selected two middle responses, i.e. marginally 
satisfied and marginally dissatisfied. For the most part, results falling under Group 
(i), i.e. "satisfaction" have been used throughout the main text of this report, 
although "dissatisfaction" results are presented in the annex. 



conducted by the Public Affairs Centre, less than 17 percent of the 
households were satisfied with the services surveyed in 
Ahmedabad; less than 25 percent were satisfied in Bangalore and 
less than 26 percent in Pune. Calcutta and Madras, however, had a 
greater percentage of satisfied  household^.^ Low "scores" have not 
deterred the authorities from taking action to improve senice 
delivery and, for example, repeat surveys in Bangalore have shown 
a noticeable increase in user satisfaction with a variety of services 
including hospitals, water, sewerage, transport and 
telecommunications. 

Two features stand out from the Bangladesh survey results 
and the focus group discussions and while these features are not 
uncommon in developing economies, the estent to which these 
exist makes Bangladesh different from other countries. First, the 
interaction benveen the service providers and the recipients is not 
always direct. While recipients of services do deal directly with the 
service providers, more often than not they are required to go 
through intermediaries to facilitate access. As illustrated by Chart 
1, these intermediaries can be mafans (muscle-men); middle-men, 
who are usually employees of the service providing agency, but 
operating in their personal capacity; political leaders; influential 
persons; and friends and neighbors. Tke role of the nmstans is 
particularly dominant in the bostis, where they arrange illegal water 
and electricity connections in collusion with the office staff From 
the various organizations, arrange for bills to be "&xed" in 
connivance with meter readers, collect user charges sometimes with 
the assistance of the local police and share the proceeds with the 
various parties involved, at huge cost to the public sector and the 
tax payer. 

Second, although consumers encounter various problems, 
only a small proportion of households bother lodging formal 
complaints with the service provider. An important reason for this 
is the high level of disillusionment with the service provider and, as 
the survey reveals, the knowledge that there will be little or no 
follow-up to the complaint, unless an influential intermediary is 
used or a bribe paid. This, in turn, has resulted in high levels of 
inertia among the users who, in the absence of exit options, are 
compelled to participate in a poorly performing system. The 
service providers, on their part, have little incentive to improve 
service delivery, espeaally to the poorer communities. They do not 
feel accountable to the users and the system is unable to enforce 
accountability. For service delivery to become efficient and 
responsive to user needs, the structure of incentives will have to 

7 Samuel Paul and Sita Sekhar, '2 %or/ W o n  P~~bLcSmi . e~ :A  Con~pornIi~c 
Anobi, @ivr Cifie, in In&o,'"Regional Development Dialogue vol. I:, No. 2, 
Autumn. 
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change as well as the ability of the authorities to hold 
service providers accountable for the quality of service they 
provides. 

Organization of Report 

The following sections of the report present detailed results of 
the sunrey and focus group discussions for each of the eleven 
services covered by the survey. To  facilitate presentation, the 
services are clubbed into three categories, i.e. Social Services, which 
include education and health (Chapter 2); Infrastructure Services, 
which include electricity, gas, water, garbage disposal, sanitation 
and transport (Chapter 3); and Regulatory Services, which include 
the police, judiciary, and land administration (Chapter 4). The 
concluding chapter (Chapter 5) highlights key findings and, by 
recognizing that each service will necessitate a unique policy 
response and require different levels of engagement by 
government, focuses on a few cross-cutting themes emerging from 
the survey. 

8 For a more detailed discussion o f  why the existing system makes collective 
action by the users of services, especially the poor, difficult, see Taming Loiathan: 
Refomin8 Gooemonce in Ban81aduh -An In~titutiono/Fbiew, World Bank, March 2001. 



Social Services 
Education 

Background 

T h e  government's stated education policy in Bangladesh 
is to ensure that all children receive basic primary and lower 
secondary education, of reasonable quality. The right to universal, 
equitable, and free access to education and the right to admission 
to any educational institution regardless of religion, race, caste, sex, 
or place of birth are enshrined in Bangladesh's  constitution^. 

Bangladesh has made good progress in increasing the 
quantity of education, i.e. the availability of and access to the 
education system. Between 1990 and 2000, the number of primary 
level educational institutions increased from 47,000 to 77,000, 
mostly outside the public sector and primary school enrollment 
increased from 12 million to 17.5 million. The gross primary 
enrollment rate-in -2000 was 96 percent Between 1985 and 2000, 
enrollment in secondary education doubled &om 18 percent to 35 
percent. By 1999, enrollment of girls had reached virtual parity 
with boys at the primary level and above 50 percent in secondq 
levels. 

Figure 2.1: Access to Education 
Services (Oh of households) 

Dhaka 

Somc h r ~  Table 1.1 
Education is provided by governmental, non- .--. ~. ....-*..,. : .*,.- . , .. . . ~ ~ 3~ ~-,, -.. -... : . ..;:. -. ;; n!%7 

governmental. relimous. comrnunitv. and private schools. At the 
L - . - -  , - 

primary level, 70 percent of students are enrolled nationally in 
government schools. Government-provided secondary (and 

Consdmfion of the People's Republic of Bangladesh, Part 11, para. 15.17, and 
28. 



Box 2.1: Who is Responsible for What in Education? 

Oversight role of the Standing Committee 

Govemment Pnmary 

Government H~gh Schools 

Government Madrasha 

Government College 
Non-Government External Audlt 

Organizations (NGOs) +-------- 
NGO Schools 

Pnvate Schools 

Note: MOEIPMED provldes funds, teachers m n g  and te~tbooks to the lnshhlhons that 11 operates NGOs and Pnvate orgam7aaons do Knv~se for 
the msamuons they mn 

--• The NGO Affms Bureau only performs external aults if there a an allegauon made agalnst an NGO School - 
Madrasah-Dakhil) schools account for about 5 percent of students 
enrolled in secondary school. Funding and oversight relationships 
between schools and national level bodies are summarized in Box 
2.1. 

Although Bangladesh has come a long way in solving the 
problem of access to schools, student learning achievements 
remain low. Within schools, students get low effective learning 
time, which is a hnction of the time spent by the students in 
learning activities and the effectiveness of teaching methods. 
Teacher absenteeism, poor motivation and lack of supervision and 
support contribute to poor learning outcomes. Limited effort is 
made to assess student learning achievements. As a result, a large 
proportion of students leave primary school without achieving 



basic literacy and numerical skills. Thus, the main challenge for 
Bangladesh now is to improve the quality of educationz. 

Against this background, the survey asked the respondents 
to provide information about their experience with the education 
system. The results reveal the extent of overall satisfaction with the 
education system, the means households use to get their children 
admitted into school, their satisfaction lwels with various aspects 
of the school experience, the problems they encounter and how 
these are resolved. It also reveals interesting information about the 
costs to households of education both in terms of o f f i d  fees and 
"extra" payments that households are compelled to make. 

rn F i e  22: Overall Satisfadon wirh 
3 Education System (%of Households) 

Access and Satisfaction g 
In general, respondents confirmed that access was not a 

serious problem and education services are generally available to 
them (results ranged from 86 percent of households in Rajshahi to 
100 percent in Chittagong and Khulna) (Figure 2.1). The type of 
school that households send their children to generally depends 
upon income level Fable 2.1). The largest proportion of children 
in 'poor" households who go to school in urban areas attend 
government schools3. Private schools are the next most popular, 
and a greater proportion of "poor" children go to private schools 
than to NGO schools, reflecting the fact that not many NGO 
schools operate in urban areas. In Rajshahi, however, an equal 
propomon go to private and NGO schools (6 percent). A higher 
proportion of "non-poor" households in Dhaka and Chittagong 
send their children to private schools than in Khulna and Rajshahi 
(61 percent of households send their children to private schools in 
Dhaka and 48 percent in Chittagong). Very few poor households 
reported sending their children to government high schools, and a 
low percentage of other households do. School attendance, as 
reported by households, is high for all four aties, ranging between 
94 and 97 percent. Low-income households, headed by less 
educated persons and females, however, tend to have lower 
attendance rates and higher &op out rates. Many different 
reasons were ated for both boys and girls never enrolling or 
attending school, including inability to pay fees, sickness, distance 
to school and the need for the child to work to help the family 
finandally. 

Although access is high, overall satisfaction with the 
education system is low: for all respondents satisfaction levels do 
not exceed 28 percent. Satisfaction rates are as low as 5 percent in 
Chittagong (Figure 2.2), perhaps reflecting the fact that its residents 

Source: h n e r  Table 27 

2 For huther derails see "Bongk&sh Ehmtioion StrrorRminJ' Wodd Bank, University 
Press Limited, 2000. 
3 As mentioned in Chapter 1, for the purposes of the swey ,  poor households are 
those with monthly incomes of less than Tk.5000. 



have higher expectations but also that the city has experienced a 
disproportionate decline in the quality of its educational 

Fi y e  2.3: Satisfaction with Govt. P institutions. Respondents reported the highest satisfaction with 
Primary School (%of Households) NGO schools in Dhaka and Chittagong, while a greater percentage 

of households in Khulna and Rajshahi preferred Government 
schools (Table 2.2.) 

p 
Satisfaction with Government primary schools varies 

widely among cities although the pattern, in each city, mirrors that 
for the overall education system. Thus, overall satisfaction with 
Government prima~y schools is highest in Khulna at 57 percent of 
households and is lowest in Chittagong at 3 percent of households 
(Figure 2.3) 

!I 
fi The wide differences in satisfaction rates among cities may " 

reflect different experiences children are having, e.g. with schodl 
source:~nnex Table 24 # f acrlrties, . . .  teachers and school management. The differences may i{ 

%,~., ~.-..A-..., ,,.:wq%7:v,r b ~ ~ m r f i w m f i ~ ~ z . : ~ : ~ ~ ~ m ~ m ~ w ~ ~ ~ s ~ & i  - ,  also be accounted for by different expectations among the cities. 
For instance, private schools may be setting a high standard in one 
city and that builds expectations that are then used to judge 

. government schools. Many inputs at the school contribute to the 
Figure 21: Problems with School overall education experience, such as the quality of the building, 

recreational facilities, the classroom, laboratory materials and 
Khvlna library, toilet facilities, drinking water and the behavior of the 

ltzjshahi teacher and quality of teaching, and quality of management of the . . -- . . . . 

r . h t q m s  - 51 f, school. These inputs cnn v a q  by city in government prim3ry --- m u ~ ~  ---I9 . . :  ., . , .. ~ : .  . 
G: schools and can ;iccount for the differences in sausfncuon scores 

..: .. . . . .-. ..-.- -..-... 
V' by city. For Ilhaka and Khulna, for instance, more than 50 

percent of households expressed satisfaction with the quality of 

= ~ d ~ i ~ ~ i ~ ~  problems = S C ~ O O I  expeience inputs. In Chittagong, while most inputs received approval from 

NO=: M U I ~ ~ P I ~  answers possible more than 50 percent of the respondents, only 18 percent said they 
were satisfied with laboratory materials and the library and 32 

*-:=:.. . . ~  .,-....7..-?" 
wa.>.&zdd ma,A percent were satisfied with recreational facilities. 

Problems and Problem Resolution 

As illustrated in Figure 2.4, a significant proportion of 
households experience a number of problems, both getting their 
children admitted to school and the experience their children have 
while in school. The residents of Chittagong experience the most 
problems, with 51 percent reporting problems with their overall 
experience with the school and 8 percent reporting admission- 
related problems. In terms of admissions, the problem cited most 
often by respondents was the'limited number of seats. Failure to 
pass admission tests and demands for donations by school 
authorities were also cited (Table 2.3). Households reported using 
the services of a private tutor, a teacher at the school, or other 
means as strategies for getting their children admitted to schools. 
In Rajshahi, for example, participants in focus group discussions 
reported that they sent their children to- tutors from the target 
school as an effective way to obtaining admission in that school. In 
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Khulna, 37 percent of the respondents reported having to resort to 
"political influence" to get their children admissions. It is 
encouraging to note that respondents reported that bribes were not 
demanded by school officials in Dhaka and Rajshahi, although they 
did report receiving request for "donations." ~ ~ r r ~ o b ~ c m i b ~ a ~ ~ ~ o l ~ ~ ~  

(-/.~flk"dddS) 

The problems do not end once children get admitted into 
school. Households in all cities reported various problems in 
school, of which the most frequently mentioned involve availability 
of textbooks, teachers forcing parents to hire them as tutors and 
teacher quality (Figure 2.5). For instance, for government primary 
schools, more than half of all respondents who esperienced 
problems in all cities, found it difficult to obtain free test books : ~ t ~ ~ r ~ ~ ~  

from the school (as many as 80 percent of Chittagong dwellers n ~ d m ' ~ ~ p m a ~ l p ~ m l ~ ~ m c d r r k + ~ -  

faced this problem). Discussants participating in focus group m ~ & . . ~ d r , ~ ~ ~ ~ d t ~  

discussions reported that textbook charges per student ranged N ~ E  h w - v z x +  

from Tk. 10 in Chittagong to Tk. 40-50 in Khulna e v q  year. 

Furthermore, respondents indicated that students do not 
get good grades unless teachers are engaged as tutors. In Khulna, 
bosti dwellers complained during focus group discussions that 
teachers' attitudes are a problem and teachers take advantage of 
their position for personal gain. Students are compelled to hire 
teachers as tutors outside of dass hours, and are given low exam 
scores if they do not. Respondents also indicated that students 
perform poorly due to poor quality of teaching. In a focus group 
held among bosti-dwellers in Chittagong, people said that teachers 
do not attend school regularly and that these "irregular" teachers 
are not serious about their duty to teach the children. 

There is a low incidence of resolution to many of these 
problems - at the upper end, about 49 percent of households in 
Chittagone indicated that they were able to get their problems 

Table 2.4 
Complaints Filed versus Problems Resoh.ed 

(D/o of Househofds) 

- - - 
resolved, although this did not necessarily improve their overall 
satisfaction with the education system. Households use a variety of 
means to resolve problems: they use influence, they pay bribes and, 
most frequently, they file formal complaints with the authorities. 
However, hling a complaint does not guarantee a solution - less 
than half the respondents said they got resolution that way. Since 
filing a complaint is perceived as being a waste of time, only a 
minority of people with problems do so - at most 21 percent of 
households in Rajshahi Fable 2.4). 

The "High" Cost of Education 

To better understand the price of education, households 
were asked how much money they spent on their children over the 
last academic year in official payments, and extra payments, at the 
various types of schools. The survey induded additional questions 
on education costs, including "costs"re1ated to admissions and 
getting good grades. 

"ii Figure 2.6: Annual Educational 
34 Ex~enditures bv Income G r o u ~  

7,Z.w 
#% 
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Figvcc 2.1: Extra Payment as % of Official Fee 

Dh& Fujrhhi K h h  chin?gong 
n Poor hovreholds 1 I All householdr 
No. of cases for pwr HH in Chirapng 
tw low 

Source: Annex Table 2.3 
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The survey reveals that education is a high priority for 
families in Bangladesh and they pay substantial amounts for the 
schooling of their offspring. Households spent, on average, 
between Tk.6,457 (Rajshahi) and Tk.11,405 (Chittagong) for the 
education of their children during the last academic year, with 
expenses ranging from Tk.2,656 to Tk.24,911 by income level 
(Figure 2.6). It1 comparison, government expenditure per primary 
student in 1999/00 was Tk.1,378 per annum. Respondents 
reported that this total expenditure included "official fees", and 
"under the table" payments for admission, tuition, books, uniforms 
and other expenditures. The extra .expenditure incurred by 
households, over and above the "official fee," are high and 
amounted behveen 62 percent and 110 percent of the official fee, 
for all households. While poor households, on average, spend less 
than other households in absolute terms, their burden of extra 
payments, as a percentage of "official" fees, is proportionately 
greater. (Figure 2.7). Households reported that extra payments 
were generally required for every type of school, whether 
government or private, except for NGO schools. 

According to government policy, there is no official fee 
charged in primary schools registered with the government and 
every child is entitled to receive free textbooks, except for students 
attending non-formal schools run by non-government 
organizations. However, From the survey it appears that, for a!l 
school types, official fees are demanded, it is difficult to obtain text 
books Free of charge and students do not get good grades unless 
their teacher is engaged as a tutor. The focus group discussion 
among bosti dwellers in Khulna illustrates many of these hidden 
costs @ox 2.2). In similar focus groups in Chittagong, bosti 
dwellers said that they have to pay a monthly fee of Tk. 20 to the 
school to help with the school's electric and telephone bills. 
However, they said they never questioned these fees because they 
feared retribution directed at the students by the teachers or school 
authorities. 

The survey results and focus group discussions illustrate a 
general lack of accountability of schools and teachers to parents 
and students. In Bangladesh, Parent-Teacher Associations, which 
have been useful in improving communication and accountabilities 
in other countries, exist in some places but are not active. School 
Management Committees, which were meant to involve the 
communities in the governance of schools, convene occasional 
meetings that are inconclusive, do not have committed 
membership and are generally ineffective" There are few other 
mechanisms for parents to learn about or influence the efficiency 
or effectiveness of their children's schools. The Chittagong focus 
group pointed out that not only do parents have few mechanisms 
to monitor the performance of the schools to which they pay 
substantial fees, but they fear using them. Nor has government 

4 Jalaluddin and Mushtaque, 1997. 



been able to set up effective monitoring mechanisms that can be 
used to evaluate efficiency and effectiveness at the school level. 
Each Assistant Upazila Education Officer (AUEO) is given Tk.200 
per month to cover the expenses of supervising 20-30 schools and 
is required to visit at least ten. However, there are reports that this 
is not being done regularly. School-level audits are not conducted 
by either MOE, C&hG or other oversight bodies, although some 
NGOs have started doing this. 

Health Care 

Background 

T h e  provision of basic necessities, including medical 

care, is an obligation of the government of Bangladesh under the 
constitutions. The most recent statement of the country's health 
sector policies and priorities is summarized in Healthfor aN 5 the 

year20006, which is being operationalized through the ongoing five 
year Health and Population Sector Program (HPSP). HPSP is a 
fully integrated sector-wide program that addresses issues of basic 
health care, drug administration, health information and 
monitoring, training, research and development, management, 
facilities and infrastructure, participation of community and local 
self-government bodies, and inter-sectoral collaboration. 

In pursuit of the goal of health for all, Bangladesh has 
made impressive progress in health service delivery and health 
sector outcomes during the 1990s. According to the mid term 
review of the Fifth Five Year Plan, health facilities have been 
expanded and modernized and the number of public hospital beds 
has increased by more than 1600 between 1997 and 1999. Over 
1,200 surgeons and 4,000 nurses have been appointed in BCS 
Health Service and Medical Colleges and hospitals. Health 
indicators have improved; life expectancy has increased from 58 to 
61 years and the infant mortality rate per thousand live births has 
declined from 78 in 1997 to 65 in 1999. 

Health services are provided by both the public and the 
private sector (Box 2.3). There were nearly an equal number of 
public and private hospitals in Bangladesh by 1999 (528 public and 
568 private), although public hospitals have a much higher 
concentration of beds (29,824) compared to private hospitals 
(11,371)'. The private sector hospitals generally serve dents who 
can afford to pay, whiie the vast majority of the poor depend upon 
the public sector for health care. Despite recent gains in health 

Figure 2.8: Access to Health Serrice 
of Hausehaldr) 

5 Constitution of the People's Republic of Bangladesh, as modified up to 30th of 
April 1996. 
6 Mid T m  Ilrvw of the F$h Fivr Ytrm Plan, 1997-2002, Minisuy of Planning, 
December 2000, Dhaka. 
7 Minisq of Planning, 2WO 



Box 2.3: Managing the Hospitals 

Note MOHFW provldes funds to the msbbbons that it operates NGOs and Pnvate organizaaons do hkewse for the 
lnsutuaons they run. 

--+ The NGO Affus Bureau only performs external audits if there is an allegauon made agalnst an NGO Hosp~tal 

Private Organizations 

Figvre 2.9: Use of Health Faeilitiea 
1% ofHouscholdn> 

indicators, there are indications that users' expectations about 
health service delivery are not being met. 

In studies conducted by the Ministry of Health and Family 
Welfare8 and by Transparency International - Bangladesh" poor 
quality of care, including lack of proper treatment, poor doctor and 
nurse behavior, lack of availability of doctors and nurses, and 
excessive costs including unofficial payments demanded by staff 
are some of the main problems cited with the pubhc health care 
system. Users of medical services place primary importance on 

D h h  Chitragong Khulnz Pu)=hlhi 
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increasing the availability of medicines and qualified staff so that 
waiting times can be reduced.10 

Against this background, the survey focused only on curative 
health care services at public hospitals, both in-patient and 
outpatient. Households were asked where they seek health care 
services, what kind of treatment and services they receive from the 
providers, their satisfaction with those services, what problems 
they encounter and how they resolve these problems. 

Wgum 2.10: Hospid Mminioa:Tao >lonRccmt 
:2 iz visits rho( H O U ~ ~ O ~ ~ S )  

Access and Satisfaction 

More than 80 percent of the households indicated that 
they had adequate access to curative health facilities, with the 
exception of Dhaka where the proportion was lower at 54 percent 
(Figure 2.8). A person with a health problem is more likely to visit a 
private doctor or a private hospital in Dhaka and Khulna and a 
government facility in Rajshahi. In Chittagong, an equal proportion 
reported visiting private doctors or govemment hospitals (Figure 
2.9). In all the cities surveyed, the choice of health facility is 
influenced by a variety of factors, but residents generally go to 
government hospitals because they are less expensive. Private 11 l ' r i u r ~  i I Gox.emmmr 

i' hospitals and doctors are considered to offer better treatment and i: xotc >~ul+k W- p ~ ~ d k  
R 

are more accessible. The exception is Dhaka, where good ,.: s-, C~ n- w - m, SRS 
treatment at hospitals is cited by almost as large a ~:~T~z:~~:~;~~~~~~::~:~~:x,~. :.,x::~z:-c -:. 

proportion of households as low expenses, and is nearly as popular 
a reason for seeking treatment at govemment hospitals as it is for 
private hospitals and doctors (Annex Table 2.8). 

Notwithstanding the stated preference for private hospitals 
in Dhaka and Khulna, when asked about the hvo most recent 
episodes of hospital admission for a member of the household, a 
majoritg of respondents in all four cities indicated that they had 
admitted the patient to a government hospital (Figure 2.10). The 
type of institution used is linked with income levels. The vast 
majority of poor households went to government hospitals 
(ranging from 73 percent in Dhaka to 100 percent in Rajshahi) for 
their two most recent visits, whereas households with monthly 
incomes from Tk.12,000-20,000 went to private hospitals or used 
private doctors (From 45 percent in Dhaka to GO percent in 
Khulna). Chittagong is a significant exception where the more 
affluent households indicated using public hospitals. Education 
levels are also associated with the type of institution used and the 
lower the education level, the more likely the household is to use a 
government hospital (ranging from 61 percent in Khulna to 100 
percent in Dhaka). 

Getting admitted to a hospital is not a routine affair and k:-z 
users of medical facilities have to use a variety of ways, regular and 

Figure 2.11: Sarisfaction a+& OI.cnll Hdth  
Sewices (?A of Households) 
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extra-regular, to gain admission. While the "normal" route requires 
no up-front payment, other routes include paying a fee to the 
doctor at his private chamber, paying money directly to a hospital 
employee and/or using a personal connection with hospital 
administration staff. Between 18 percent of the households in 
Rajshahi and 49 percent in Iaulna reported using extra regular 
methods to gain admission. For example, to get admitted into a 
government hospital in Dhaka, up to 18 percent of households pay 
a fee to the doctor, 8 percent pay money to hospital employees, 
while 4 percent use their connections with administrative staff. 
Similar behavior is observed in Chittagong and Iaulna, although 
Rajshaki appears to be an exception in that no households reported 
making payments to doctors or hospital employees (Table 2.5). 
These results are similar to those recorded for in-patient 
admissions in the 1997 Transparency International survey. Focus 
group discussants from bostis in Iaulna reported that poor 
patients have to wait for several hours in a queue at Khulna 
Medical College Hospital even after buving- tickets for treatment, " , - 
even though there are many beds (250) available in the hospital. 
Influential people, on the other hand, buy the ticket and go straight 
to the doctor concerned for treatment without waiting in any 
queue. The average duration of stay in a hospital ranges from 4 
days in Rajshahi to 9 days in Chittagong. 

Overall satisfaction with the health service system is very 
low, with the highest satisfaction in IGulna (Figure 2.11). Across 
the cities a larger percentage of poor households are satisfied with 
health care than other households. Focus group discussions 
pointed out, however, that bosti dwellers feel that they are deprived 
of proper health facilities, and they do not get good care from 
doctors and nurses or the necessary medicines. As one discussant 
noted "even the ward boys harass the common people." 
Satisfaction levels with all types of in-patient and put-patient 
services (including behavior of doctor, care provided by nurses, 
waiting period for diagnosis and quality of treatment) is low in 
public hospitals (Tables 2.6 & 2.7) and in no instance exceed 50 
percent of the households surveyed. Equally low levels of 
satisfaction were recorded with the facilities including toilets, 
drinking water, and the cleanliness of rooms. 

Problems and Problem Resolution 

The incidence of problems with public health facilities vary 
by city. Nine percent of households surveyed in Dhaka indicated 
that they had encountered a problem with the hospital, compared 
to 43 percent in Chittagong. Poor households did not report a 
disproportionate number of problems (Figure 2.12). The main 
types of problems households complained about included the 
behavior of medical staff, long waiting times, and inadequate 
diagnostic facilities (Table 2.8). Between 9 (Chittagong) and 69 
(Rajsbahi) percent of the respondents complained about the 
inconsiderate behavior of doctors. Long waiting times affect 



between 25 (Khulna) and 65 (Chittagong) percent of households, 
while up to 10 percent of the respondents (Dhaka) felt that their 
condition had been misdiagnosed. 

Focus group discussants noted the 'lack of sincerity" on 
the part of doctors, which caused them to be negligent and often 
prescribe the wrong treatment. Concern was expressed with 
doctors prescribing medicines that were not available in the 
hospital but could only be obtained from the doctor's office and 
with pathological tests that could only be performed by the 
doctor's preferred pathological laboratories. Participants believed 
that the doctors get a share of the profit from the laboratories to 
which they refer patients. The discussions highlighted the general 
sense that the quality of service received depends largely on 
influence and money. For instance, bosti dwellers in Khulna 
explained that poor people generally do not get proper health care 
service in government hospitals since the number of doctors are 
few compared with the large number of patients. The excessive 
patient load often results in doctors writing prescriptions without 
examining the patient, relying instead only on the patient's 
description of the disease. Bosd dwellers in Dhaka complained 
about long delays saying that it could sometimes take a month for a 
patient to get to see a doctor at the hospital. They also complained 
about the unavailability of drugs in hospitals, noting that the 
medicines that should be available to them free of charge are often 
on sale outside the hospital and accused hospital staff of stealing 
stocks and selling them to pharmacies for re-sale. Bosti dwellers in 
Chittagong said that upwards of one-third of the drugs that 
patients need are not available in hospital, but are sold outside. 
Once again, these findings are consistent with the 1997 
Transparency International sunrey, where 26 percent of households 
who had medical problems indicated that they had to purchase 
medicines from designated stores outside the hospital. Bosti 
dwellers indicated that the same medicine, puruc~fumo/ (pain killer), 
is generally prescribed for all ailments. They observed that 9o.r 
(female care-takers), door-keepers, security guards and other low 
level workers frequently remove saline, injections, and other 
medicines from the hospital and sell them to outside pharmacies 
,and medicine-shops. As a result, pharmacies are Eull of medicines 
that have "not for sale" labels on them. 

Although many households experience problems with the 
health care system, relatively few households - ranging from G 
percent in Dhaka to 31 percent in Rajshahi - bother hting a 
complaint. Rajshahi residents are more vocal about the problems 
they encounter, with a majority indicating that they filed a 
complaint three or more times. An important reason for 
households not filing complaints is that there is no action taken 
when a complaint is filed. More than 75 percent of the households 
filing complaints in Rajshahi indicated that no action was taken to 
resolve their &st or second compIaint. 
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The "High" Cost of Hospi ta l  Services 

Actual hospital costs are much higher than the official fees, 
since users are required to make extra payments to access services. 
As focus group participants in bostis noted, although most hospital 
services are suuoosed to be free, in realitv, no service is available 
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without "speed" money. 

The magnitude of the bribes can be relatively large. In 
Chittagong, for instance, households spend, on average, 56 times 
the amount of the official fee on bribes to resolve a problem (the 
average official fee is unrealistically low at Tk.9 and average 
reported bribe is Tk.500). In Khulna, the bribe is 5 times the 
official fee (average official fee is Tk.29 and the average bribe is 
Tk.145). Households are required to pay bribes at different stages 
of the health care process. They first pay to get admitted, then to 
see a doctor and then for medicines and other essential medical 
supplies. Households also reported instances of sick patients, 
unable to use the stairs, making payments to use the lift. 

Improving Educat ion a n d  Heal th  Services 

Results from the survey support previous studies that 
show that despite improving education and health indicators, 
satisfaction levels remain low. Households have to pay substantial 
hidden costs to access health and education services. While 
offering a comprehensive strategy for improving social service 
delivery is beyond the scope of this exercise, this section offers 
suggestions in a few areas that appear to be important based on 
survey results and where some initiatives are already underway". 

Improving Incentive Systems. Experience rrom other 
countries shows that one of the most effective mechanisms to 
improve service delivery is to provide incentives for improved 
outcomes. Performance measures should take into consideration 
the existing levels of resources in the community, and incentives 
should be provided to institutions that provide the best service. 

In the education sector, for example, the government 
fmances all expenses in government schools and at least 80 percent 
of teacher salaries in registered non-government schools, at the 
primary and secondary levels. It therefore has strong leverage over 
their performance, which it can use. Bangladesh is beginning to 
put in place some of the structures and processes for incentive- 
based improvements. PMED has set up a primary school grading 
system which includes a performance monitoring report for 
government and non-government schools. The grade a school 
receives makes it eligible for rewards or sanctions. If, for instance, 
a school receives a "D", PMED can exclude it from receiving 

" Foc more comprehensive discussion of the Education sector reform agenda see 
Bongfadsh: Educ(~tion Sector Rww, World Bank, University Press Limited, 2000. 



wheat as part of the Food for Education program. However, the 
effectiveness of the system can he improved. While it is the 
responsibility of the AUEOs to collect information by grade level, 
this is not always done effectively. There are instances of AUEOs 
not visiting schools and having teachers fill out the inspection 
forms. Second, the school grades and performance monitoring 
reports are seldom used to reward, penalize or improve the school, 
add the school's grades are not withi; the community: 
So despite its financial leverage, government does not generally link 
payment to performance. 

Positive incentives could also be used to improve 
management and limit corruption. Government should collect, on 
a regular basis, disaggregated data on the imposition of all fees 
collected from households bv the school authorities. Efforts 
should also be made to track other hidden costs, such as requests 
for donations or the proportion of students required to attend 
additional fee-based tuition delivered by teachers from the school. 
A good example of this in the health sector is the Baseline Service 
Delivery Surveys conducted by the Health and Population Sector 
Program (Box 2.5). Incentives could be withdrawn from 
"mismanaged" schools and public health facilities where the 
tracked numbers are at odds with previously agreed targets. 
Incentives should be available only to those schools and hospitals 
that show improvements in management as measured through a 
variety of indicators including the number of hours teachers spend 
teaching, the student/teacher ratio, and the timely and free 
provision of testbooks and medidnes to those eligible. 

Correcting Information Asymmetries and 
Strengthening Voice. The information collected by government 
should be in the public domain and published regularly. Both the 
education and health sectors are beginning to do this. The Ministry 
of Health and Family Welfare has begun the process of 
incorporating citizen voice into its annual planning and monitoring 
process through the Service Delivery Surveys (Bos 2.5). This tool 
can be used at the local as well as national level, and baseline 
indicators and progress monitoring reports can be disseminated to 
a wide audience. The nationally representative sample is useful for 
setting city-wide benchmarks for comparing hospital performance 
within and across cities. This information can be u s e u  for both 
government and non-governmental organizations as well as the 
ward commissioners who can use the results to monitor and 
improve service delivery. 

Since households are paying for a substantial proportion of 
educational expenses, they need to understand the school's overall 
budget and be given greater influence over spending decisions. 
This could be done either through the existing School Management 
Committees or Parent Teacher Assoaations. Parents also need to 
he better informed about the factors that affect education quality 
so that they can press school administrators and national 
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authorities to provide needed inputs. Increased parental 
involvement could also help to reduce the mismatch between the 
content and orientation of the education system and the demands 
of Bangladesh's evolving labor market. Findings from projects such 
as "Education Watch", targeted at parents with children of school 
going age can help. This project, spearheaded by the Campaign for 
Popular Education, a coalition of 400 NGOs, published a study of 
internal efficiencies of the primary education system, and is 
planning on publishing another volume on the variables affecting 
acquisition of basic competencies by students. Simtlarly, PMED 
has recently published and disseminated the results of a child 
education and literacy sunrey while the Ministry of Education has 
embarked upon a project to strengthen education management 
information systems. These are all positive developments in the 
right direction. Armed with pertinent information on the way 
schools run and how those relate to student achievement, informed 
community members can play an important role in monitoring 
social sector outcomes. 

The recent establishment of Hospital Advisory 
Committees, comprising representatives of NGOs and elected 
officials, is also a welcome development. Their terms of reference 
are expected to expand gradually, from reviewing plans to also 
approving the use of all fees collected at the hospital. The Ministry 
of Health and Family Welfare has agreed to develop and publicize a 
patient's charter of rights. The charter outlines the essential service 
package (ESP) that patients can expect at every level of the health 
service system. The charter should be posted at every point of 
health service delivery system, such as in hospital admission rooms, 
and in in-patient hospital rooms. The charter should include a list 
of official fees for popular services and also a list of medicines that 
are available at the clinic. Community groups should be involved 
in reviewing the charter before it is finalized through public 
hearings that can be held by the hospital advisory committees, and 
through their elected representatives (e.g. ward commissioners and 
the Parliamentary Standing Committee on Health). 

Strengthening Accountability and Oversight. In 
the education sector, parents currently have very little influence on 
service delivery, despite the fact that they are paying for it. Their 
only recourse to improve their children's education is to go for 
private tutoring. Various studies, including this survey, show that a 
significant portion of private expenditure on education goes 
towards out-of-school tuition to prepare for the final exams and 
households cite this as a major problem. This distortion could be 
corrected by redirecting the expenses to improving the quality of 
education, by improving instruction materials, training of teachers 
and reforming the exam system. In the health sector, while about 
two-thirds of aIl expenditures are financed from private sources, 
there is no regulation of private facilities. Patients have no control 
or influence over professional standards and behavior. 
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In terms of forms of local oversight and problem 
resolution, there are no legal requirements for open public hearings 
on school planning or hospital management. Neither is there a 
functionine formal mechanism for erievance redressd. In the " " 
education sector, beyond the monitoring activities of AUEOs, 
school level audits should be conducted, and be made available to 
SMC's, ITAS, the media and the public. Criteria to mgger an audit 
and its objective should include reports of low satisfaction, 
problems, low problem resolution and hidden costs. There are 
indications that the Parliamentary Standing Committee on 
Education is becoming more active. 

A few hospitals are experimenting with improxmg 
governance at the facility level, through the use of autonomous 
boards that indude community and government representatives. 
These boards have full authority to hire and h e ,  approve budget 
and set fees. Although they are public hospitals, increases in their 
efficiency have allowed them to reduce their reliance on 
government funding: behveen 25 and 50 percent of theit funding 
comes from government sources. In exercising their hiring and 
firing authority, the autonomous boards should use the city level 
SDS information to set performance benchmarks for doctors, 
nurses, and hospital administrators. They should also ensure that 
accessible and responsive grievance redcessal mechanisms are in 
place for patients and should periodically review the performance 
of such mechanisms. SDS could be tailored to include questions 
on grievance redressal and benchmarks established for increasing 
use of and problem resolution through grievance mechanisms. 

The Parliamentary Standing Committee on Health is 
already collaborating actively with government and civil society in 
improving governance and service delivery. Committee members 
are working with MOHFW to adapt the above mentioned 
experiment with autonomous boards to other hospitals. In 
addition, it is working with MOHFW and NGOs to improve 
integration of health and family planning s e ~ c e s .  MOHfTV itself 
should improve oversight through a variety of means. Given the 
issues around the ethical behavior of doctors and nurses revealed 
by the survey, MOHFW should better monitor accreditation and 
renewal of accreditation of professionals, for example by analyzing 
grievances filed against frequently offending doctors. 
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Infrastructure Services 

Accessing infrasuucture services such as elechicity, " 
Figure 3.1: Access to Electriaty Senice 

(%of Households) 
gas, water and sanitation is crucial for households and of central E 
importance in all kinds of economic activities. Good g 

infrastructure can lower production costs, increase productivity, [ Rajshahi 

accelerate economic growth and help reduce poverty. 1 mh 
However. creatine an institutional environment that encourages .. " " g 
the suppliers of infrastructure services to be more responsive to Chinagong e 
the needs of the users is clearly a challenge. r 

I Dhaka - , .  . 

Electricity 
Background 

The Ministry of Energy and Mineral Resources vision 
Statement (2000) indicates that it's objective is to provide $ Figure 3.2: Households with Eleeuidty 
"access to affordable and reliable elecmaty to the majority of Connection (% of Households) 

the people of Bangladesh by 2020." Making reliable and quality 
electricity available to all the people of the country, at affordable 8 Rajshahi prices, can improve the standard of living and enhance 
economic development. Given the low base the country is 
starting from, this is an ambitious vision, and relying on the 
public sector to meet this objective is unlikely to be successfuL 
Official esdmates show that access to and consumption of 
elecmcity by m a 1  and urban Bangladeshis is one of lowest in 
the world: less than 20 percent of the population has access 
(4.3 million consuming entities), of which 80 percent live in 
urban areas (3.4 million). The industry faces severe challenges, 
both technical and managerial. Installed capacity today stands 
at only 3750 MW; generation capacity would have to increase 
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pigure 3.3: ~~~~~~d~~~~ &,owledge of fivefold to 15,000 MW and system losses reduced substantially 
Illegal Connection (%of Households) from the currently very high 35-40 percent levels if 

government's vision is to be realized. 

source: Annex Table 3.3 
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Figure 3.4: Satisfaction with Electricity 
Service (AU Households) 

Khulna 

Dhaka 
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Source: Annex Table 3.7 
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Electricity services to consumers are provided by 
distribution agencies: Dhaka Electric Supply Authority (DESA) 
and Dhaka Electric Supply Company (DESCO) in Dhaka and 
Bangladesh Power Development Board (BPDB) in the other 
cities. DESA distributes electricity to the Dhaka metropolitan 
area, officially serving approximately 490,000 customers, 
DESCO covers the Mirpur area of the Dhaka metropolis and 
has 93,000 customers, while BPDB serves customers in 
Chittagong, laulna, and Rajsbahi. Improving dismbution 
performance is high on the government's energy policy agenda 
as it has been acknowledged that distribution is the "weakest 
link in the industry"1, due to high system loss, both technical 
and non-technical. Increasing revenue collection is another area 
of emphasis. 

The survey asked respondents about their access to 
electricity and the quality of service provided to them. It 
enquired about the types and frequency of problems 
encountered in getting electric connections and receiving 
follow-up service, including the official and hidden costs 
encountered by them. In adhtion to overall satisfaction with 
the quality of service, it also queried them about corrupt 
practices, such as illegal connections, reducing the electricity bill 
illegally, paying bribes to get problems fxed, and other x~ays 
households get their problems solved. 

Access and Satisfaction 

Survey results show that electricity is accessible to the 
vast majority of the residents in the four cities surveyed (Figure 
3.1). In excess of eight out of ten households in the four dues 
reported that they had electricity supplied to theit homes. 
Between 40 and 80 percent of "poor" respondents, i.e. those 
with income levels of less than Tk.2,000 per month, similarly 
reported having an electricity connection at home (Figure 3.2). 
However, few respondents were willing to admit that their 
electricity connections were illegal. For example, only 5 percent 
of the respondents in Rajshahi, 6 percent in Dhaka and 9 
percent in IGulna said that they knew of people in their 
neighborhood with illegal connections (Figure 3.3). A much 
higher proportion of households in Chittagong (21 percent) 
indicated that they were aware of illegal electricity connections. 
Most respondents reported that illegal connections were 
obtained in collusion with the lineman. 

1 Ministry of Energy and ~ i n e r h  Resources, Vision Statement. 
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Focus group discussions undertaken to supplement 
survey data revealed, however, that most bosti dwellers 
acknowledged that their elecmdty connections were illegal and 
they had detailed knowledge of how illegal connections are 
made. Focus group discussions in bostis in Dhaka and Khulna 
revealed that bosti dwellers were generally aware that %olding 
numbers' are required to get a legal elecmdty connection, 
which includes the installation of a meter. Since most bostis do 
not have holding numbers, bosti dwellers buy connections from 
people with legal access to elecmdty in their houses and pay 
charges For connection and use at "market" rates. In some cases 
the bosti dwellers are allowed use of electricity only for a limited 
period during the day. Both bosti dwellers in Khulna and a 
representative of DESA reported that "influential" people are 
able to obtain illegal connections using threats or political 
influence. They also confirmed that it is common for people to 
steal power for business and personal use by directly tapping 
electric poles, sometimes without the knowledge of the 
elecmdty office. Bosti dwellers in Chittagong, for example, 
reported that they got connections illegally by tapping into the 
exisdng legal connection of the neighborhood mosque. (Box 
3.1). 

Despite good access to elecmdty in urban areas, 
satisfaction levels are low. Satisfied respondents ranged From 12 
percent in Khulna to 2 percent in Chittagong and Rajshahi 
(Figure 3.4). Poorer households reported similar low levels of 
satisfaction. Fable 3.1). 

Problems and Problem Resolution 

In the four urban areas covered by the survey, the vast 
majority of users report that they have problems with both 
getting an elecmcity connection and using electricity in their 
homes once they get the connection. Between 12 percent of the 
households in Dhaka and 39 percent in Rajshahi reported 
having problems getting an elecmdty connection (Figure 3.5). 
These numbers, in all probability, understate the magnitude of 
the problem since many respondents do not own the property 
they were occupying and were therefore not responsible for 
getting the connection in the first place. In every dty, a greater 
proportion of female headed households reported facing 
problems in getting connections than did their male 
counterparts (Figure 3.6). 

electricity connection from an 
adjacent mosque. This illegal 
connection has been intermediated 
by local linesmen working in BPDB. 
The lineman collects Tk.100 pes 
household per month for elecmaty 
consumption. The money collected 
from the bosti dwellers does not 
accrue to BPDB instead, the 
amount is shared benveen the 
lineman and other low level 
employees of BPDB. BPDB's 
adminishation has been advised that 
payments made by bosti dwellers are 

Figure 3.5: Problems Incidence in 
Electricity Connection 

Sourcu:  Anncx Table 3.2 
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Of those who reported problems, an overwhelming 
Figure 3.6: Problems in Getting Electricity majority (ranging from 56 percent in Dhaka to 91 percent in 
Connection b y  Gender (% of Households) Chittagong) reported paying extra money to the officials 

concerned to resolve their problem (Table 3.2). Bosti dwellers 
Khulna in I<hulna indicated, during focus group discussions, that while 

Rajshhi the cost of a legal electric connection was about Tk.1,200 (for 
the meter, cut-outs, etc.) the electricity office generally took an 

Chittagong additional Tk.3,000 as a bribe for providing the connection. In 
D h a h  addition, the linemen who make the actual connection had to be 

given between Tk.300-400 as extra payment. Respondents also 
0 10 20 30 40 50 60 

noted that there were long delays in getting a meter installed 
3 2  )II Male :Female and additional money had to be paid for meter and parts. 

Load shedding was reported as a serious problem by 
electricity users in all cities and by at least 60 percent of the 
households. Most indicated that this was a daily occurrence and 
frequently happened several times a day. Problems do not end 
with load shedding. Voltage fluctuation, low voltage, power 
breakdown and over billing were common in all the cities 
Fable 3.3). Moreover, problems do not happen just once - 
they happen often. Nearly half of households in all cities say 
they experience problems at least once a month, if not several 
times a day. 

According to DESA, there is a formal grievance 
mechanism available at the Executive Engineer's office that 
consumers can use to report problems they encounter. The user 
can either complain verbally or submit their complaint in 
writing to the appropriate executive engineer, who then 
responds by sending a person to examine the connkction or 
meter in the home. Despite the existence of this mechanism, 
and low satisfaction levels and frequency of problems, relatively 
few households report their grievances to the authorities, except 
in Rajshahi. For example, while only 14 percent of the people 
experiencing problems report these in Dhaka, almost 49 percent 
do in Rajshahi Those who do report are often compelled to 
report more than once - in 3 cities (Dhaka, Chittagong, and 
Rajshahi) more than 30percent households reported having to 
complain to the authorities more than three times for the 
same problem. 

As expected, bosti dwellers fde complaints with the 
authorities much less frequently than do non-bosd dwellers. For 
instance, although 84 percent of electricity users living in bostis 
in Dhaka experience problems with &e service, they do not fde 
complaints with the authorities at ad (Figure 3.7). Given that 
most bosti dwellers are aware that they have illegal connections, 
and do not have holding numbers, they feel that they do not 
have a basis to complain. They are also concerned that they 
may be vulnerable to eviction or harassment if they complain to 
authorities. Bosti dwellers in Rajshahi indicated that when they 



do complain, they complain to meter readers. However, 
that doesn't necessarily solve their problem. 

As shown in Table 3.4, Khulna which faces fewer 
complaints (45 percent of households) and appears to have 
a more effective problem-resolution mechanism in place. 
Approximately, two-thirds of the respondents reported 
success in gening their problems solved - more than half 
by following normal complaint channels. The second most 
frequent way to solve problems is to pay a bribe (as many 
as 14 percent of households with problems in Khulna paid 
bribes). About 78 percent of Dhaka residents and 71 
percent of Chittagong residents, where problem levels tend 
to be higher, failed to get their problems resolved. 

: Figure 3.7: Hotseholds F i i  Gmpkinu for 
ii' Problems Other rhm Load-shedding 
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The survey asked respondents a series of questions 
about the costs, direct and indirect, official and "hidden", about 
getting an electricity connection, using the service, and solving 
problems. Their responses indicate that households, on 
average, spend between Tk2,666 (Khulna) and Tk.6,704 
(Chittagong) to get an electricity connection. In every city, 
households paid more than just the "official fee" and, as 
mentioned above, more than 50 percent of the households 
identified this as a problem. This extra payment was in most 
cases quite large, amounting up to about 83 percent of the 
official fee in Dhaka and Chittagong respectively (Figure 3.8). 

While the popular perception is that there is public 
resistance to increasing elecmcity tariffs, results of the survey 
and related focus group discussions show that people have a 
hgh willingness to pay for this "essential" service. Ironically, 
the poor bear a larger burden of costs for connection and usage 
and, as shown in Table 3.5, the proportion that the poor are 
paying for connections is hgh relative to their disposable 

T ~ ~ I C  3.1 
Problem Resolution (% of Households) 

1 

r31+ 
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income. Assuming that all poor households have monthly 
incomes at the top end of their income scale, i.e. Tk.2,000 per 
month, the cost of electricity connection is in excess of 150 
percent of one month's income in all cities. Also, the ratio of 
the cost of getting connected to monthly household income is 
hgher for the poor than for other income groups - for instance, 
households in the next highest income bracket, Tk.2,001-6,000 
per month, pay on average Tk.3,984 for connection in Dhaka. 
If all these households make Tk.6,000/month, then their 
payment is 66 percent of one month's income, less than half the 
relative cost for poorer households. Focus group discussions in 
Rajshahi revealed that bosti dwellers pay Tlr.500-700 more than 
the official connection fee that BPDB charges. Moreover, 
approximately 20 percent of households with electricity 
connections said that in addition to the connection fee, they 
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paid extra for the meter and the parts, whose 

Figure 3.8: Extra Payment as a % of supposed to be included in the official connection fee. 
Official Fee 

In addition to the connection cost, focus group 

Rajshak 
discussions also revealed that poor bosti dwellers paid higher 
amounts for electricity consumption. For example, bosti 

uulna dwellers in Dhaka revealed that they had access to illegally- 

Chinagong 
procured electricity only from the evening to 5 a.m., and had to 
pay the going "market" price of Tk.50 per month for each 

~ h a l i a  electric bulb. On the other hand, if they could get a legal 
connection, the service would be available to them 24 hours a 

0 20 40 60 80 tW.; 8 day and their cost would not exceed Tk.13-15 per month at 
Source: Annex Table 3.8 existing rates. Bosti dwellers reported that they were compelled 

~ # , j j q ~ 8 ~ > ~ ~ ; ~ . r ~ ~ b  to pay similarly high monthly rates for fans (Tk.50) and for TVs 

Billing and Collection 

(%of Households) 

Figure 3.9: Knowledge of Reducing Bill in 
Collusion with Meter Reader h 
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Most respondents indicated that they pay their electric 
bill on time since non-payment results in disconnection. 
Rajshahi residents reported highest regularity of bill payment; 
interestingly, Rajshahi also had the highest incidence of 
disconnection on account of delinquent payments Fable 3.6). 
A considerable number of respondents (ranging from 20 
percent in Dhaka to 41 percent in Chittagon& indicated that 
they knew that it was possible to reduce the electricity bill 
through an arrangement with the meter reader (Figure 3.9). 
Focus groups revealed that when a user feels that his electric bill 
is very high, he/she bribes the meter reader to tamper with the 
meter and reduce the charges on the bill. For example, if the 
electric bill amounts to Tk10,OOO the meter reader is given 
Tk.1,000 to reduce the bill to Tk.500. When the electric meters 
are supplied to the consumers, they are duly sealed and are 
considered to be tamper-proof. However, meter readers break 
the original seal and install a similar seal which they can tamper 
with whenever necessary. Commercial users, such as mill and 
factory owners also collude with the meter reader to have their 
bills reduced. Focus groups also revealed that meter readers 
generally do not follow official procedure and do not 
themselves go from house to house reading the meters. 
Instead, they employ younger men for each billing area to do 
this work on their behalf, who are then paid Tk.1,000 for 
completing one book of electric bills. In Rajshahi, people 
reported that meter readers prepare "ghost bills", i.e. bills 
without reading the meter. However, when asked, few 
respondents reported taking personal advantage of the meter 
readers dishonesty - at the upper end, 8 percent of the 
respondents in Chittagong admitted to such collusion. 

The results of the s w e y  are consistent with several 
studies which show that nationally only about 55 percent of the 
electricity generated is paid for. Government has acknowledged 
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in its vision statement that, in addition to large investment 
requirements, there are serious governance issues that aftlict the 
power sector that need to be addressed. The large system 
losses, estimated at between 35 and 40 percent, are in most part 
due to non technical reasons - mainly theft and pilferage - and 
are much hlgher than in other counmes of the world. From the 
survey it appears that most consumers who are receiving 
electricity are paying for it, although not necessarily the full 
amount due and usually not to the government agency involved. 

Gas 

Background 

Natural gas is an important indigenous source of non- 
renewable energy in Bangladesh. Proven gas reserves were 
estimated at about 11.3 aillion cubic feet in 1994 implying a 
resemes-to-production ratio of about 35 years, which could 
increase as more reserves are discovered. Gas is used for power 
generation, fertilizer production and industry. Household 
consumption accounts for less than 10 percent of natural gas 
use. Total domestic gas consumption has risen sharply since 
1985, with annual growth averaging about 9 percent and is 
projected to grow by 6 percent annually for the next decade. 
Approximately 75 percent of total domestic demand is 
generated by two sectors -power and fertilizer. Gas exploration 
and drilling activities have expanded in recent years due to 
foreign direct investment by international oil companies, with 
production increasing by about 250 million cubic feet per day 
(MviCFD) since 1998. According to Ministry of Planning 
estimates, gas transmission lines increased by 10 percent 
between 1996/7-1998/9, while dishibution pipelines increased 
by 31 percent over the same period. New Gas connections 
have exceeded plans in 1997/8 and 1998/92. Gas production 
and transmission capacity is suffiaent to meet domestic 
demand till 2002/03, after which increased capacity will need to 
be created. 

Petrobangla, a statutory body of Government operating 
under the Minisay of Energy and Mineral Resources, is the lead 
agency responsible for Bangladesh's gas sector. For the 
exploration and production of natural gas, it acts in partnership 
with and is the sole purchaser of the output of foreign oil 
companies, with whom it has entered into production sharing 
contracts. Four franchised operating companies Fitas Gas, 
Bakhrabad Gas, Wes Gas, and Jalalabad Gas) are responsible 
for mnsmitdng and dismbuting gas in geographical zones 
defined by government. In addition, the Gas Transmission 

I Table 3.7 
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Getting Gas Connection (%) 

Figure 3.11: Satisfaction with Gas Service 1% 
of Households) 
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Company (GTCL), incorporated in 1993, which is expected to 
be eventually responsible for the national trunk system, 
presently operates about 20 percent of the trunk network. 

There is general agreement that natural gas has been 
priced considerably below its economic value for many years 
and subsidized gas sales have resulted in a significant transfer of 
resources. In fiscal year 2000, Petrobangla's average gas tariff 
for all users (at $1.33/mct) was 48 percent below the average 
economic price ($2.56/mcf), based on the price negotiated 
under power purchase agreements with independent power 
producers ($2.40/mct). Even after the recent 15 percent gas 
tariff adjustment, average tariffs are 44 percent below the 
economic price. Most of the benefits of domestic gas have 
been passed on to the power sector where the gas tariff is 51 
percent below its economic price and the fertilizer sector where 
the subsidy is 57 percent.. Other beneficiaries are domestic 
households where the subsidy amounts to 47 percent. The total 
subsidy on gas distribution in fiscal year 2000 is estimated at 
Tk.18.7 billion ($370 million)'. 

The objective of the survey undertaken was to examine 
the operations of a small sub-set of gas sector operations, i.e. 
the supply of gas to households, their satisfaction with service 
delivery, problems that users encounter, and the official and 
extra payments associated with the service. 

Access and Satisfaction 

A surprisingly high proportion of sampled respondents 
in Dhaka (74 percent) and Chittagong (60 percent) indicated 
that they were able to access piped gas services Fable 3.7). The 
Titas Gas Transmission and Distribution Company is 
responsible for piped gas connections and service in these two 
cities, while independent contractors provide the line to the 
households. Gas supply through pipeline is not available in 
laulna and Rajshahi where most households use other types of 
fuel (such as kerosene and fuel-wood). A small fraction of 
households use LPG in cylinders (15 percent in Khulna and 10 
percent in Rajshahi) for cooking and these are purchased on the 
market through authorized dealers (Table 3.7). 

Since the survey asked respondents about their 
satisfaction with gas connections and pipeline gas supply, no 
data is reported for IUlulna and Rajshahi on satisfaction, 
problems or costs. Satisfaction with the pipeline gas service, is 
higher than the other physical services included in the survey, 
such as electricity and water, but varies significantly between 
Dhaka and Chittagong - while 75 percent of the households are 

3 BangIr?dP~h : Parartafal Pefomr?nce and Sfrafeegy : Kgl IISU~S and Po& Iqbdcahons, 
World Bank, March 2001 (draft) and Ministry of Planning, 2000. 



satisfied with the service in Dhaka, only 29 percent are satisfied 
in Chittagong. (Figure 3.1 1) 

Problems and Problem Resolution 
Table 3.10 

Problems wid Gas Suppb Conneetion 
Of the households with ~ i ~ e l i n e  pas connections. a (%of ~ouscho~ds )  . A - 

high proportion reported problems in getting connected - 48 
percent in Dhaka and 67 percent in Chittagong (Table 3.9). 
Over 40 percent of Chittagong residents, who appear to have 
more problems with gas connections than do Dhaka residents, 
identified three main problems: the excessive time taken to get 
connected; having to make repeated visits to the gas office; and 
the demands to pay extra money to gas office oftidals. In 
Dhaka, households have the same problems, but less Gequently 
(Table 3.10). 1 Source Anna Table 3 I? 

Once the problem of getting connected is overcome, 
most households find that the supply of gas is good. Most 
households with gas connections indicated that gas is supplied 
consistently and only 14 percent of users in Dhaka and 13 
percent of users in Chittagong reported encountering 
breakdown (Figure 3.12). However, the supply of gas can 
sometimes be unreliable, as noted by 78 and 79 percent of 
respondents in Dhaka and Chittagong respectively (Figure 
3.12). Non availability of cylinder and disconnection despite 
payment occur in a small minority of cases. 

Thirteen percent of Dhaka residents and 15 percent of 
Chittagong residents encounter gas-related problems at least 
once a month. However, when a household does have a 
problem, it is unlikely to report it to the authorities. Over 76 
percent of Dhaka residents and 68 percent of Chittagong 
residents indicated that they do not contact the authorities when 
they have problems since the problems do not get resolved. Of 
those who lodged a complaint, an ovmvhelming majority of the 
households both in Dhaka (59 percent) and Chittagong (38 
percent) indicated that no solution to their problem was found 
(Table 3.11). ~ouseholds tiling complaints indicated that they 
have to complain repeatedly: 9 percent of the respondents in 
both aties reported complaining more than three times. 

Billing and Costs 

Table 3.11 
Complliou wirh Gas Supply r/. of 

Hourcholds) 

I Table3.Y 
Time Takcn to Get Gas Ccnneetion 

As with the other services, a majority of households 
with gas connection indicated that they pay their gas bills 
regularly - 91 percent in Dhaka A d  82 percent in Chittagong. 
Only 4 percent of households in Dhaka with gas connections 
reported that they had been disconnected for non-payment of 
the gas bill compared with 2 percent in Chittagong. 



Figure 3.12: Types of Problems 
with Gas Supply 

Dhaka Chittagong 

IlBreakdown I I Inadequate supply (pipe) 

Source: Annex Table 3.14 

Despite being a more efficient service provider, the gas 
sector is not without hidden costs, both in terms of time and 
money. The time it takes to get connected varies between 
Dhaka and Chittagong; although 74 percent of the households 
in Dhaka and 61 percent of the households in Chittagong 
indicated that they did not know how long it took to get a gas 
connection because they were either renters or did not 
remember, for those who did know, 12 percent in Dhaka said 
that it took less than one month while 14 percent said it took 
more than month. Eight percent of Chittagong residents 
indicated that it took them less than one month, while 32 
percent said it took more than 1 month (Table 3.12). 

A greater percentage of Chittagong residents have to 
make extra payments to get connected. Twenty eight percent of 
Chittagong residents reported making higher payments with 
total payments amounting to, on average, Tk.13,922 compared 
to the official fee of Tk.6,1934. In Dhaka, 10 percent of the 
respondents reported making extra payments, with the average 
payment amounting to Tk.8,024 compared to the official fee of 
Tk.4,935. Thus, in Chittagong, total payments amounted to 125 
percent of the official fee whiie in Dhaka the extra payments 
amounted to 63 percent. 

4 The official fee indudes the application fee to Titas Gas plus the fee to the 
contractor for installing the supply line to the house. The official application 
fee charged by Tititas Gasis  Tk.2,950, while the contractors charge market 
rates. 



Drinking Water 

Background 

T h e  suppty of drinking water is an essential semice 

with important implications for public health, particularly due 
to the high prevalence of water bome diseases in 
Bangladesh. 

According to the 1977 Pourashava Ordinance, it is 
obligatory for city corporations to ensure availability of safe 
drinking water to households, since the provision and regulation 
of water supply and prevention of infections and epidemics are 
among the compulsory functions performed by the 
pourashava5. In Dhaka and Chittagong, autonomous, city-level 
bodies have been set up and enuusted with the responsibility of 
ensuring the provision of safe drinking water on demand to 
every household within the jurisdiction of the aty corporation. 
In Dhaka, drinking water is provided by the Dhaka Water 
Supply and Sewerage Authority (DWASA) and in Chittagong by 
the Chittagong Water Supply and Sewerage Authority 
(CWASA). In Khulna and Rajshahi, the Depamnent of Public 
Health and Engineering (DPHE) is responsible for constructing 
and installing water supply systems, while operations and 
maintenance are the responsibility of the respective aty 
corporations (Box 3.2). 

These muniapal level government bodies (aty 
corporations and WASA's) are responsible for connecting the 
ho;seholds to the water sipply system; licensing tube wells and 
providing public taps; delivering safe drinking water through 
these connections, and maintenance. Water supply is provided 
either through pipeline directly to the households or through 
licensed tube-wells or public taps outside the households. Tube 
well arrangements are either private and inside the premises of 
the household or shared and outside the premises in a common 
area. Traditionally, consuuction of new physical infrasuuchlre 
has been favored by municipal authorities over attention to 
operations and maintenance. The result, as illustrated by this 
survey, is leakage, wastage, illegal connections and low level of 
service to users. The sector's main constraints indude 
inadequate resources to finance investments in the sector, lack 
of commeraal orientation in the sector leading to poor cost 
recovery, lack of autonomy of the local authorities in deasion 
making and limitations in the financial management and 
technical skills of sector staff. Billing and collection have also 
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Box 3.2: Who is Responsible for Providing Drinking Water? 

Private Audit 

and maintenance 

Capital Development 

(Khulna and Rajshahi) 

been identified as a key constraint to increasing capacity and 
qualityb. 

The fast growing populations of the four cities have 
stretched the capacity of the WASAs and the city corporations 
to the limit - most of the existing water supply services are 
unable to meet demand and inadequate supply of safe drinking 
water have been cited as a major problem (Figure 3.13). For 
example, in Dhaka, while water production averaged 768 
million liters per day in 1999, gross requirements were 
estimated at 2,482 liters'. Due to constrained access, not all 
households use drinking water from government sources of 
supply, but use privately owned tube wells, hand pumps, wells, 
ponds and rivers. 

6 Tomdun Udan Strategyj5rB~nghdcsh, World Bank, September 30 1999. 
7 Ibid, World Bank 1999. 
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The survey asked households about the availability of HOIP~~.,~) 

water supply, their main source of drinking water and whether 
they were satisfied with the water senrice provided, irrespective 
of source. The survey also queried respondents about the 
problems encountered, how these problems were resolved and 
the overall cost to the households of ensuring safe drinking 
water supply, including any hidden expenses. 

Access and Satisfaction 

The degree to which households use government 
supplied water, including pipe connections to homes and public Source: hnnes'rable 3.18 
taps and tube-wells, varies aemendously among the four cities, 
ranging from 8 percent in Khulna to 84 percent in Dhaka 
Fable 3.14). Dhaka and Chittagong residents depend much 
more on ~ubl ic  water sources than do the other cities. In 
Khulna and Rajshahi, hand pumps owned by the household or 
shared among several households are the most popular source 
of drinking water. While 78 percent of households in Dhaka 
use a pipe connection, less than half the households in 
Chittagong and Rajshahi do. The situation is very different in 
Khulna, where only 3 percent of the households use water from 
pipeline connection (Figure 3.14). The increase in salinity in the 
water in Khulna in recent years has caused households to avoid 
public sources and rely increasingly (92 percent) on hand 
pumps, either shared or personally owned (Figure 3.15). 

As Table 3.14 reveals, the majority of "poor" 
households depend upon private sources for the supply of 
drinking water. The greatest reliance on private sources is in 
Khulna where as much as 91 percent of poor households 
reported using private sources, compared to 65 percent in 
Rajshahi, 52 percent in Dhaka and 48 percent in Chittagong. 
Focus group discussions among bosti dwellers revealed that in 
many instances there is no government water supply available to 
bosti residents. Consequently, various different private 
arrangements are made for water, including f f e a ~ g  their own 
water supply systems (Box 3.3). In some cases, bosti 
households pay for water on a monthly or daily basis to the few 
households that own private tube-wells. Some NGOs are also 
known to get connections from DLVASA and to provide water 
to people living on government land in bostis. Focus groups in 
Chittagong also said that the aty corporation itself pays a fee to 
procure water from CWASA for dismbution to bosti dwellers 
free of charge by extending a pipeline from the mainline on the 
street. 

Satisfaction levels with drinking water supply also vary 
significantly among cities. The highest satisfaction levels were 
recorded in Dhaka, where 27 percent of the households 
indicated that they were satisfied with the drinking water 
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service. Only 8 percent of the respondents expressed 
satisfaction in I<hulna and 11 Dercent in Raishahi (Fiwre 3.16). 

\ .. 
Problems and Problem Resolution 

Respondents in all  cities reported experiencing 
problems in getting a pipe connection, from 10 percent in 
Dhaka to 59 percent in Khulna (Figure 3.17). These numbers 
understate the magnitude of the problem, since many 
respondents occupy houses for which they were not originally 
responsible for getting the water Connection. In all cities 
households complained of lengthy delays in getting a 
connection: it was a problem cited by nearly half of all 
households Fable 3.15). Focus group participants from Dhaka 
said that it could take up to 6 months to get connected, even 
after paying the connection fee. Repeated visits to the water 
supply/municipal office (reported by as many as 80 percent of 
respondents in Rajshahi) and paying much higher than the 
official rate (reported by 74 percent of the households in 

Figure 3.17: Problems in Getting a. Chittagong) were other major problems cited. Focus group 

Water Connection (% of Households participants from Chittagong and Dhaka bostis explained that 
the best way to get a connection was through a third person, 

60 preferably a mastan who could manage the whole process. A D- 
WASA official explained that the lengthy wait for connection in 

50 some cases motivated people to install hand pumps on the D- 
WASA pipeline without permission. The more well-to-do 

40 residents also install illegal suction pumps on the line in order to 
increase their water pressure, creating problems for other 

30 households. 

20 
Of the households that have a pipeline connection, 

10 nearly half encounter problems, ranging from 41 percent in 
Dhaka to 73 percent in IGulna (Figure 3.18). The main 

o problem that households have with the pipeline service is 
Some:Citizens RepoltCald S m e y -  inadequate supply; more than half of all households have this 
2000,SRS 

r ~ e ~ ~ ~ : ! z ~ ~ ~ r m ~ L ~  problem in Dhaka and Chittagong Fable 3.16). Focus group 
participants confirmed survey results; a typical example was 
cited by a man in the Goran area of Dhaka who, despite his 
pipeline connection, compl&ed that water was available only at 
midnight. 

Focus group participants in Dhaka, Chittagong and 
Rajshahi also said that whatever water they received was full of 
dirt and unsuitable for drinking. Arsenic-contaminated water is 
also a cause of concern, although this issue was not covered by 
the survey. The greatest concern with the quality of drinking 
water supply was expressed by Dhaka residents Fable 3.16). 
One major factor in the contamination of the public drinking 
water are the illegal hand-pumps that people install on the line 
without permission. Drinking water is also contaminated by 
underground reservoirs that are built by users for storing water. 
More affluent consumers have therefore resorted to buying 
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bottled water for drinking purposes. An affluent respondent in 
Dhaka reported that he paid Tk.50 for a container that yielded 
84 glasses of drinking water. He estimated that his monthly 
requirement was about 400 glasses, which cost him about 
Tk.250 every month. 

Water related problems occur frequently and a high 
proportion of respondents incurred problems more than 6 
times during the last year in Dhaka, Chimagong and Khulna. In 6 Table 3.17 - - - 
Rajshahi problems appear to be less frequent, with most saying Methods Used to Supplrmenr Shoruge of W s t u  

they occur less thnn 6 times a year. Focus group cLscussions 
with bosti-dwellers in Dhaka, Chittagong, Khulna and Rajshahi 
also confmcd that bosus often suffer from interruptions in 
supply and madequate supply. Supply w3s the problem bosti 
dwcuers mentioned most often. For instance, bosti dwellers in n D ~ C  a,-w. R ~+,.h.fi  ::~~hu'= 

Chittagong sad that supply is available only twice a day and Note bfufultiplc ~~~ ~mbfule 
Source: h a  Tblc 3 11 sometimes not available for 2 to 3 davs at a time. To solve the 

pipeline supply problem, the majority of the households are 
compelled to make adjustments to their requirements and 
manage with whatever supply they have. Some try to 
compensate for the shortfall in supply by other means, such as 
getting water from a roadside public source, arranging water 
delivery from a tanker, or installing a motor on the pipeline to 
suck additional water (Table 3.17). Slum dwellers pointed out 
that they had to pay as much as Tk2 per bucket of water, 
several times the price paid by those who had legal connections 
(for example, the official price charged to consumers in Dhaka 
city is Tk. 4.33 per 1,000 liters). In Khulna, since the vast .. 
majority of households do not depend on pipe connection or 2 figure 3.18: Households ~ 6 t h  Problems 
public tap, inadequate pipeline supply does not have much 
impacts 

Despite numerous problems with the supply of water 
through the pipeline, less than a third of the households in 
Dhaka and Chittagong contact the agenq about their problems. 
Households in Khulna and Rajshahi are more likely to hle 
complaints - 64 percent and 73 percent respectively (Table 
3.18). Although a small of people in Dhaka 
complain, they have to complain more oken - more than half of 
those who file complaints had to contact the agency more than 
three times. In the other cities, people were more likely to 
contact the authorities less than 3 times. 

The use of a tanker to meet short supply is common when there is a 
breakdown or dudng heavy use periods, e s p e d y  in the summer. Although 
this supplemenary water source is supposed to be provided free of cost by 
the muniapal office/WhSA during water shortages, respondens reported 
that the water supply linemen charge approximately ni.100 and at times up to 
ni3W p a  tanker during real &is. This payment reduces the waidng time for 
delivery. 



Females are generally responsible for ensuring the 
water needs for the household. Focus group participants from 
a bosti in Rajshahi explained that households do not complain 
to authorities because male members generally do not perceive 
the problems since it is the female members who are engaged in 
fetching water (reported by 70 percent of the respondents) to 
supplement shortages and deal with water-related problems. 
Women participants observed that although the likelihood of 
getting a solution to their problems is small, it is more likely that 
complaining will work if the male members do it. Although 
individual trips for fetching water are not very l0ng9, the total 
time spent on fetching water per week can be high, requiring 
multiple visits. 

Despite the high incidence of problems, many 
households are unable to get their problems resolved through 
normal complaints channel. Chittagong and Rajshahi residents 
are the most successful at this, with 41 percent of the 

: respondents filing complaints having their problems resolved. Figure 3.19: Knowledge of Reducing Bill ' )j 
with Meter Reader (%of Households) ~4 

Households therefore have to use other means to resolve their 
problems including paying a bribe, hiring outside help or using ' political influence. Focus group participants from a slum in 
%ulna, for instance, said that there is water supply in only one 

: I  
@ bosti, thanks to the personal and political influence of one 

1 commissioner of the City Corporation A D-WASA official 
said that there are three main ways to solve problems with D- 

l WASA: going to the office and repeatedly complaining to the 
clerk; making an extra payment, and calling the official and 

!! requesting a personal favor. 
/ i P ti 
p Hidden Costs 
Li 
:1 
1.; .,, Respondents revealed that they had to pay bribes to get 

.". , "2' a pipeline connection; in Dhaka and Chittagong the bribe was 
almost equal to the official fee whereas in Rajshahi and I(hulna 
the extra payments equaled approximately 30 percent of the 
official fee (Table 3.19). Focus group discussions indicate that - .  
a primary reason for paying bribes is to speed up installation - in 
Dhaka participants said that even though they had paid in 
advance for the connection it took 6 months to get it. However 
if they paid a bribe, installation was completed quickly. Similar 
patterns of bribery are also prevalent in other water supply 
related .transactions, such as for hand-pumps and tube-wells. 
When maintenance is required, users have to pay directly for 
repair. Focus group discussions with bosti dwellers in Rajshahi 
revealed that the repair of tube-wells cost between Tk.300-400 

9 Walldng and waiting times to collect water are not excessive for each nip. 
The average walking time is under 5 minutes, except in Dhaka and Rajshahi. 
where nearly one-third take between 6 and 15 minutes. Waidng times are 
usually under 5 minutes, except in Dhaka where it is usually more than 15 
minutes. 



as "carpenter's (mistn) charge." They also indicated that they .- 
sometimes pay money to the personal assistant of the \Vard , Figure 3.20: Access to Sanitation Seniae 
Commissioner for repairs to their tube-wells as well. c: (YO of Households) <> 

;: 

Billing 

Respondents indicated that they were diligent about 
paying their water bills on time (ranging from 84 percent in 
Chittagong to 100 percent in Khulna). A D-YVASA offidal 
contirmed that if D-WASA delivers the correct bill on time, 
then approximately 80 percent of the customers pay it on time 
without questions. However, respondents noted that' it is 
possible for influential people to avoid paying &is. In Rajshahi, 
focus groups admitted that they knew of people who used 
loopholes, including collusion with meter readers in the city 
corporation's system to avoid paying their bill regularly. The D- 
WASA official noted that the 20 percent who do not pay are 
those who are rich or powerful. 

2 
'j Chittagong 
6 

I 
Dhaka 

A 
4 0 5 4 l 6 0 7 0 8 0 9 0  

Source: Annex Table 1.1 

Over billing is generally not reported as a problem by a g HouseMds i: 

large proportion of households, except in Rajshahi, where it is $3 i! Toil- an issue. As in the case of electricity bills, focus group 
participants reported that offiaals did not read the meters and, 120 
instead, prepared the bills "according to their own imagination." 
However, people paid the bill anyway and said they had given 
up complaining about over billing because it is not corrected. 

g 6J 
The extent to which residents reported knowing how 

to reduce the water bill in collusion with the meter reader varied "0 a 
from a high of 30 percent in Chittagong to a low of 3 percent in S 
Rajshahi (Figure 3.19). But only a small proportion of 
households admitted to reducing t!iejtibills in this manner - 0 

CMtagorg w 
Dhaka (3 percent), Chittagong (1 percen?) and none in Khulna 
and Rajshahi. Swrcr AnnexTable 328 I ~Poorii&nPoor 
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Sanitation' services 

Background 

Sourcc h t x  Table 3.27 

G o o d  sanitation semices are essential for the 
prevention of communicable diseases and for keeping the 
environment dean. Effective sanitation systems are vital to 
prevent the large-scale spread of diseases, such as diarrhoea, 
jaundice, typhoid and malaria, in urban areas. 



For the purposes of this review, sanitation services 
include sewerage and garbage disposal. Both sewerage and 
garbage disposal services are the responsibility of the city 
corporations in Iaulna and Rajshahi. In Dhaka and 
Chittagong, while storm-water drainage is the responsibility of 
the WASAs, garbage collection and disposal are the 
responsibility of the city corporations. The sanitation systems 
in the cities are made up of waterborne systems (Dhaka only), 
sanitary latrines, direct disposal in open fields and pit latrines 
and septic tanks. Garbage disposal methods include garbage 
bins placed and serviced by municipal authorities, pick up 
services by private companies and NGOs, direct disposal in 
open places and in drains, and other methods. 

It is generally recognized that both sewerage and 
garbage disposal services face major deficiencies on both the 
supply and demand side. In terms of supply, the sewerage 
system faces problems with sewerage overflow, especially 
during the rainy season, and lack of connections. Overflows are 
the result of inadequate repair and maintenance, and lead to 

Fiewe 3 2  Garbaee Disposal in Area 

mb culag9ng Warn Kh*. 

Source: h n c x  Table 329 

unsanitary conditions, aggravated by non functioning sullage 
drainage systems'o. 

The survey asked households about their use of toilet 
facilities, whether they had problems with the sewerage system, 
the frequency of such problems, and whether or not the 
household reported the problem to the authorities. The survey 
also inquired about the ways households dispose garbage, the 
quality of that service in terms .of convenience and frequency, 
the cost of garbage disposal, and problems and problem 
resolution mechanisms. 

Access and Satisfaction 

Toilets and Sewerage System". Between 54 and 85 
percent of the respondents indicated that sanitation services 
were accessible to them (Figure 3.20). Toilets and latrines are 
available to a majority of urban households, ranging from 89 
percent in Rajshahi to 99 percent in Chittagong and Iaulna 
(Table 3.20). Water sealed toilets are predominantly used in all 
four cities, and the percentage of households using water sealed 
toilets is high, ranging from 64 percent in Rajshahi to 90 
percent in Khulna (Figure 3.21). Not surprisingly, the poor are 
less likely to use water sealed toilets, compared to non-poor 
households. For instance, 28 percent of bosu households have 
water sealed toilets compared to 87 percent of non-bosti 
households in Dhaka. Iaulna is the only city where location of 
residence and income level does not seem to have significant 

'0 Tomdon Urban Sfrafegy forBr?n~Iade~h, World Bank, 1999. 
" Only Dhaka has a sewerage systems. For those other cities, this implies 
connection to a septic tank. 
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influence over whether or not households use water sealed 
toilets. Surprisingly, 95 percent of bosti households and 89 r j  

percent of "poor" households have access to water sealed 8 Figure 3.24: Satislacdon nirh Garbage 
"j toilets. Although households in Khulna and Rajshahi use water $ 

Disposal ( O h  of Households) 

sealed toilets, these are not connected to the sewerage system. 1 16 ~ ~ 7 1 5  

Seventy one percent of the households in Dhaka indicated that 8 14 
L9 

their toilets were connected to the sewerage system compared # 12 

to 47 percent in Chittagong. Connection rates are lower for 3 10 

hosti dwellers at 47 percent in Dhaka and 15 percent in 
Chittagong (Figure 3.22). S 

Although the use of toilets, in general, and water sealed 
toilets, in particular, is high in all cities, households are not 
satisfied with toilet facilities, with satisfaction expressed by 11 B Dh& Chinagong fiulna Rzjrhahi 
percent of the respondents in Khulna to 17 percent in Dhaka. 
Use of water sealed toilets does not seem to be associated with Source: .Annex Table 335 11 -qI HH 

satisfaction. While a lower propomon of bostis in Dhaka have IIPoorHH 

water sealed toilets, satisfaction is high relative to the other 
cities (45 percent). On the other hand, while Khulna shows 
similar satisfaction rates for bostis (40 percent), many more 
households have water sealed toilets. 

Fi'igure 325. Household Faced 

Garbage Disposal. With respect to garbage disposal Sewerage problem (% of 

facilities, behveen 47 (Dhaka) and 63 (Khulna) percent of the Households) 

households reported that there were garbage disposal bins 
available for their use (Figure 3.23). Garbage bins are relatively 
dose, i.e. within 100 yards, for at least 34 percent of households 
in Dhaka, 36 percent in Khulna, 42 percent in Rajshahi, and 76 
percent of households in Chittagong. Collection from the 
garbage bins is relatively frequent (once a day or more) in 
Dhaka, but is less frequent in other cities. Most households in 
Chittagong, Khulna and Rajshahi reported that garbage was 
picked up every other day or more than once a week. Other 
garbage disposal methods include using a paid pick up semice 
(Dhaka and Chittagong), throwing garbage in an open place (all 
cides), throwing garbage in drains (all cities), or other methods 
(Table 3.21). The poor have fewer options than do other 
households, and mainly dispose of garbage by throwing it in 
drains or in open places, which is very unsanitary and is F i e  3.26: Households R e p o d  Sm- 

reflective of how under served their areas are by the municipal Pmbl- ro Avlhoriy (% of Hourcboldr) 

authorities. Satisfaction rates with garbage disposal among 
households range between 10 percent in Chittagong and 
Rajshahi to 15 percent in Dhaka. The lowest satisfaction among 
poor households is in Rajshahi, i.e. 5 percent of households 
(Figure 3.24). 

Problems and Problem Resolution 

Sewerage Services. The residents of Khulna, who 
have the greatest propomon of water sealed toilets compared 
to other cities, have the greatest proportion of problems as well. urcc: h n c x  Tblc 333 

Whereas 12 percent of households in Chittagong and 17 __: %....*. .=_ ..l .r--.-.-_T _:,. _ 
;xi.L.i.-..<~-;.-a 
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percent in Dhaka and Rajshahi have ever faced probl 
sewerage, 41 percent of households in I<hulna have faced 
problems (Figure 3.25). Blockage of sewerage is the problem 
most often experienced by households who have problems (46 
percent of households in Dhaka and Chittagong, 79 percent in 
IGulna and 61 percent in Rajshahi). In addition to blockages, 
Dhaka (38 percent) and IGulna (3 percent) residents reported 
problems relating to leakage and overflow of the sewerage 
system. Six percent of Chittagong residents also had problems 
with the theft of manhole covers. 

Sewerage problems occur several times a week in 
Dhaka (for 46 percent of households), IGulna (60 percent) and 
Rajshahi (45 percent). Problems were reported much less 
frequently in Chittagong, where only 6 perceat of the 
respondents said problems occur once a month or more. The 

Source: Annex Table 332 use of grievance redressal mechanisms varies significantly m ~ ~ ~ ~ m ~ ~ ~ ? : ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ : ~ * # ~ # : ~ t x ~ & : ~ ~ : ~ , ~ , ~ ~ ~ # ~  
among cities: while 73 percent of households in Chittagong 
report problems with sewerage services to the authorities, only 
17 percent do in Dhaka (Figure 3.26). Chittagong residents are 

Figure 3.28: Hooeeholds Reported Garbage also more frequent complainers; 44 percent report complaints 
30 more than three times whereas in Dhaka, of those who do file 

complaints, only 23 percent complain more than three times. 
25 Complaining does not necessarily solve the problem, especially 
20 for bosti households. At least 40 percent of households do not 

get their problems solved, either for sewerage or garbage. 
15 

10 Garbage Disposal. Households vary widely in their 

5 experience of problems. In Dhaka, 12 percent of households 
reported facing a problem with garbage disposal compared to 

o 26 percent in IGulna Figure 3.27). Garbage collection 

problems occur at least once every two weeks for most cities. 
In Khulna, however, problems are more frequent, and occur 
several times a week (53 percent). The types of major problems 
vary by city and involve garbage bins being too far away, bins 
not being available and irregular collection. Another problem 

Figure 339: Satisfaction with mentioned in focus group discussions was unplanned land fds: 
discussants noted that the municipal agency pays land owners to 
dump garbage on their land without necessary precautions. In 
this way, "the general public is polluting the environment on a 
grand scale with the help of government." Participants in 
several focus group discussions also mentioned that despite the 
rule that garbage bins are to be emptied at night, when few 
people are on the streets, most municipal garbage collection is 
done during the day, which disrupts regular business on the 
street and congests traffic. Poor households encounter similar 
problems which include garbage bins being far away and 
irregular collection. The use of grievance redressing 
mechanisms varies significantly among cities: 24 percent of 
households in Dhaka indicated that they report problems with 
garbage disposal to the authorities compared to only 4 percent 
in Khulna (Figure 3.28). Unexpectedly, a slightly greater 



proportion of poor households indicated reporting problems 
compared to all households. In most cities, residents contact 
the relevant agency at least hvice: behveen 92 percent in Dhaka 
and 74 percent in Chittagong. 

Transport 

Background 

Extreme traffic congestion characterizes most urban 
road space in Bangladesh. As a result of weak capacity in 
transport planning and traffic engineering, insufficient training 
and low quality equipment, traffic management is virtually non- 
existent'z. Mass transit facilities are poorly organized and mass 
transit is dominated by slower forms of vehicles such as cycle- 
rickshaws and baby-taxis. Buses are in short supply and there is 
no metro or rail system to handle day-to-day commuter traffic. 

The survey examined several aspects of transportation 
where public agencies are involved: bus senrice, road 
conditions and car licensing. These s e ~ c e s  are the 
responsibility of a variety of national and municipal agencies. 
The Bangladesh Road Transport Corporation (BRTC), an 
independent government agency, is- charged with the 
responsibility of running publicly owned buses and it has, in 
recent years, adopted a policy of leasing out public buses to 
private operators. Public buses make up a minority of all buses 
accounting, for instance, in Dhaka for about 15 percent of all 
buses. Private buses are owned either by single operators or by 
private companies that operate large fleets. In terms of 
regulation, the Bangladesh Road Transport Association (BRTA) 
ensures that all vehicles on the roads conform to established 
technical standards. The safety and environmental quality of 
private vehicles is also regulated by BRTA through the issuance 
of a fitness certificate. This is meant to prevent unsafe vehicles 
from operating on roads and to prevent accidents. Stickers are 
issued to private vehicles upon registration and they are 
required to go through an annual inspection. The traffic police, 
a unit of the national police under the Minisay of Home 
Affairs, enforces traffic laws and manages traffic flow in the 
cities. The municipal government is responsible for the 
construction and maintenance of roads in urban areas, 
provision and maintenance of street lighting, and maintenance 
of public streets. 

The survey asked respondents about the type of 
transport facilities available from both private and public 

Figure 3.M: Access to T-port 
(Oh of H~u~eholds)  
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i! 60 70 80 $0 103 
C 

Source: Annex Table 13 5 
84 

12 Towmdon Urban Strrltegvf.rBon~b&~h, \Vorld Bank, 1999. 



sources. Since bus service is a main component of the mass 
transport system, the survey focuses on bus transportation, 
asking households about the quality of public and private bus 
services ~rovided. satisfaction levels. ~roblems encountered and 

. &  

grievance redress mechanisms. The survey also asked about 
satisfaction with road conditions, and with the overall transport 
system. Finally, it inquired about the process of getting a 
fitness certificate for a car and the costs involved. 

Access and Satisfaction 

; Rajshahi residents report the best access to transport 
services (Figure 3.30). As summarized in Table 3.22, the cycle- 
rickshaw is by far the most dominant mode of transportation, 
with between 99 and 100 percent of the respondents in all cities 

! 1 stating that they had access to rickshaw services. "Baby-taxis" 
(auto-taxis), which are powered by two-stroke or three-stroke 

! engines, are the next most widely available mode of transport 
with access ranging from 69 percent in IGulna to 99 percent in 
Chittagong. Private buses are more available than public buses 
in every city. The availabiity of both public and private buses is 
lowest in IGulna and only 2 percent of the households 
acknowledged ready access to public bus service.13 In addition, 
a significant proportion of respondents across the four cities 
indicated access to cars, jeeps, vans and tempos; availability of 
rail service ranged from'4 percent in ~ h a k a  to 50 in 
Rajshahi. 

Cost and accessibility are the principal considerations 
among households in every city for using private and public 
buses. Respondents in Dhaka, Chittagong and Rajshahi noted 
that the main reason for choosing public buses is their low cost 
(cited by between 32 percent of the respondents in Dhaka and 
62 percent in Rajshahi - Table 3.23). The main reason for 
choosing private buses, on the other hand, is that they are easily 
accessible and the bus service is more frequent. As many as 77 
percent of travelers in Chittagong use private buses because 
they are easily accessible. Higher frequency is the second most 
often cited reason for using private buses Fable 3.24). Poor 
households generally rank accessibility and frequency at or near 
the top of the reasons they take private buses as well. 
Convenience, fewer crowds, and comfort are some of the other 
reasons cited for using private bus transport. 

Overall there is a low level of satisfaction with the 
public transport system, with 19 percent of the respondents in 
Khulna indicating that they were satisfied with the bus services 
compared to only 3 percent in Chittagong (Figure 3.31). Poor 
households show similar patterns of satisfaction. The survey 

13 For this reason, the number of cases is too low to be statisticdy reliable and 
thus answers on service quality of public buses ate not included here. 
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spondents to rate bus services across four dimensions, 

i.e. frequency, quality of fleet, fare, and behavior of 
driver/conductor. In general, private buses services 
score higher than do those in the public sector, particularly with 
regard to the frequency of service and the conduct of drivers Talc 325 

seholds Faced Problems vith Public Bus 
and conductors. However, Dhaka appears to be an exception, 
where the overall satisfaction with public bus service is higher 
than with the private sector. One reason for this could be the 
fact that a large proportion of buses, although owned by BRTC, 
have been leased out and are being operated by private sector 
operators. Poor households are generally less satisfied than the 
general public as across all four dimensions of service quality. 
The exception is Rajshahi, where they appear to be more 
satisfied with every dimension, and in Chittagong where they 
are more satisfied with the fares offered by public buses 
compared with private buses. 

Travelers were also asked their opinion about the 
conditions of the roads. Satisfaction levels with the quality of 
roads ranged from 5 percent in Chittagong to 34 percent in 
Khulna. Poorer households generally exhibited similar levels of 
satisfaction as the general public (Figure 3.32). 

Problems and Problem Resolution 

Between 14 percent (Dhaka) and 51 percent (Rajshahi) 
of the respondents indicated that they had encountered 
problems with public transportation Fable 3.25). The major 
problems cited were inadequate frequency of service and the F i e  3.31: Satisfadon aith Bus %vice 
high fares charged. In addition, focus group discussants 
expressed serious concerns about the lack of traffic 
management, the frequent traffic jams and the resulting 
environmental pollution. Participants were concerned that 
traffic jams compromise the frequency and efficiency of public 
transportation. They said that several factors conuibuted to 
the congestion, including illegal shops built beside the road, 
illegal storage of bricks, sand and other consttuction material 
on the roadside, excessive number of trucks, and the frequent 
loading and unloading of goods on the main road. Another 
reason cited for the congestion was the unplanned evcavation 
of the roads by different agencies and the delays in filling up 
the holes once the excavation-related task had been completed. 
Pollution Oom mechanized vehicles is also a major concern as C h h  Chimgong mulna R3jshahi 

focus group discussants in every aty complained about the $ 1  &I Mi  
"lack smoke" emitted by ttucks, auto taxis and buses. Source: .hner Tablc 3.42 

' 1  Poor HH 
Discussants felt that officials of BRTA were not doing their 
job and were giving fitness certificates to unfit vehicles in return 
for a bribe. 

The frequency of transport related problems appears to 
be highest in Chittagong, where approximately 50 percent of 
the respondents indicated that they encountered problems 



several times a week. The vast majority of travelers who face a 
problem with public transport do not contact the agency 
responsible and report the problem (from 68 percent in 
Rajshahi to 92 percent in Dhaka and Chittagong). Even when 
they do report problems, not more than a quarter of all 
reported problems were solved. 

Hidden Costs in the Transport Sector 
c 

Figure 3.32: Satisfaction with Road 
Conditions ! The survey asked respondents to identifj any hidden 

costs - either in terms of bribes paid to resolve problems, to 
obtain fitness certificates, and to avoid police harassment on 

! grounds of vehicle fitness. No respondent indicated that they .> 
f had paid a bribe to have a transport-related problem resolved. 

However, paying a bribe to BRTA officials to obtain an annual 

1, fitness certificate was widely reported, particularly in Dhaka. 
: Respondents indicated that, in certain instances, the bribe 

amounted to about 50 percent of the official fee. Focus group 
participants supplemented this information by indicating that 

f even when the fitness certificate was valid, the police routinely 

rb!s2 -0% Hmk%. R;ds 
stop vehicles and demand an extra payment. Since they can be 

1. 
,,AnHH /: harassed by the police even if they have a valid car fitness 

Some:AnnexTaL?e3.41 % certificate issued by BRTA, and since BRTA officials take a 
iwc.-~----3-~s~r:r,m4ja1Li~:CxU%1-L1I-I-:~~-(ifb'~~~~a~~ET~~. .__ bribe to issue such certificates, many car owners have stopped 

getting their vehicles inspected and drive without the 
certificates. According to some estimates, only 50 percent of 
the vehicles on the road are now inspected annually and a large 
proportion of the vehicles plying the roads are unfit. Bribes to 
the police protect the owners of these vehicles from citations 
for violating the law. Several old and unfit vehicles have 
recently been taken off the streets of Dhaka, in a drive to 
improve the traffic situation. 

Traffic jams were mentioned in focus group discussions 
as a constant feature especially in Dhaka and as a sporadic but 
serious problem in Chittagong and Iaulna. Participants cite a 
variety of causes, including insufficient road infrastructure 
(narrow roads, lack of by-passes and under-passes), poor traffic 
management (e.g. police block traffic on side roads to keep VIP 
roads clear, city corporation authorizing digging up roads during 
busy daytime hours rather than at night, etc.), and poor driver 
or pedestrian behavior. The police even cause the traffic jams 
by stopping vehicles to demand bribes, or have other 
intermediaries do this work for them. For instance, police take 
advantage of the lack of loading docks by allowing Uucks, in 
contradiction of the law, to unload and load in the main arteries 
of cities in return for a fee, exacerbating the traffic jams. 
Participants also noted that the traffic police extract tolls from 
the drivers of all kinds of vehicles, including rickshaw drivers, 
without any reason. Government has recently issued 
instructions to prevent trucks from entering Dhaka city 
between 8 a.m. to 7 p.m. on weekdays. 



Improving Infrastructure Service Delivery 

As the survey results presented above illustrate, 
consumers experience with the delivery of infrastructure 
services is generally poor, no matter where they live in the four 
metropolitan areas covered by the survey: both bosti and non- 
bosti dwellers face similar problems with accessing and using 
services and find that it is difficult to resolve the problems they 
encounter. Their options for exit - i.e. for alternatives to the 
current suppliers - are exaemely limited due to the nature of the 
service (large economies of scale, high legal barriers to enuy, 
and low differentiability of service). However, the commonality 
of problems facing all users, across different income levels, 
means that there is a large constituency for reform whose 
collective voice can be harnessed to bring about sustainable 
improvements in service delivery. 

It is not the intent of this section to provide detailed 
recommendations for reforming each of the infrastructure 
sectors discussed above. However, by improving incentives and 
addressing several governance related issues, including 
improving the flow of information, strengthening voice and 
strengthening oversight and accountability, good progress can 
be made in improving service delivery. 

Improving Incentives. The state of poor service 
delivery is symptomatic of the general lack of adequate, long- 
term planning that has not taken into consideration rapid urban 
population gro~vth. There a e n t l y  are few incentives for 
municipalities and other service providers to improve the 
supply of services and to manage demand for services. For 
instance, participants at a focus group discussion from a 
Rajshahi bosti observed that rather than providing incentives 
for households to switch to sanitary type latrines, the city 
corporation files cases against users of kucha (temporaq) 
latrines. Assisting households to build sanitary latrines would 
be a more effiaent way to get the desired result. 

Government's energy sector policy recognizes that 
employees play an important part in the governance of the 
sector. According to the policy, "illegal and uiminal activities 
of sections of employees remain the single most important 
problem leading to large scale power theft in PDB and DESA 
areas and thus endangering the finanaal and commeraal 
viabilitv of the entire indusav"." DESA has linked the issue of 
increasing collection and decreasing system losses with security 
of employment in its negotiations with the alliance of its five 

14 Priuoit Scar Powr Ge~wr?iion Po@ Of Bonglahrh, Miniscry of Energy and 
Mineral Resources, 1996. 

Table 3JI 
Willingness to Psy for Bencr Gas Scnice 
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Nore: In Khulna and Itairhahi if p i p d  is 
ardablc, rerpondmn u c  nilling to p y  more 
for benn rmice. 

Source: . h c s T a b l e  3.17 

Table 328 
Willingnas to Pay for Bcncr Water Suvia 

C/. of  Households) 



and t&lffs ha& slnce been rev~sed kl 
on that basis twice a year for the last 
two years. By law, DESA and 
BPDB publish changes in tariffs in 
the newspapers. Government's 
power sector policy states that the 
"introduction of consumer voice and 
organizational accountability in the 
form of citizenlclient charter" is one 
measure that is being actively 
considered. DESA plans to 

unions. The agencies may also wish to create incentives for the 
employees to discourage demands for extra legal payments. For 
example, achievement of certain indicators of service quality 
(access, cost, satisfaction, problem incidence and redress) could 
be set in consultation with the unions and users, and rewards 
shared with the employees when targets are achieved. The 
National Energy Policy also suggests introducing a 
comprehensive program aimed at training employees, linked 
with career planning and adequate funding for human resource 
development in the sector. 

Distribution companies also need realistic operational 
performance evaluation systems that examine non-technical 
system losses and take into account the users' experience and 
address their real concerns. In this context, there is need to re- 
examine the rules regarding holding numbers. Access needs to 
be expanded to those without holding numbers as this can 
vastly increase revenues. The agencies' partners in this process 
could be the intermediaries, who have already effectively 
"privatized" the distribution market to bosti dwellers without 
holding numbers. They have, thereby, expanded access, even to 
the most disadvantaged m o u ~ s .  Thev could become effective 

" " L  

introduce such a customer charter partners in Government's vision of providing access to quality 
that will spell out the users' rights to electricity service to the majority of Bangladeshis by 2020. 
request connection on certain, days 
and receive a connrcrion \\ithn 3 In the transport sector, jun.e). results tn&catc rhnt 
ccrrsin penod o i  h c .  Spccitic cotnmuturs would \v~llingly makc greater use of bus servicus IF procedures for conncctlun 311d I ~ L  

oblg3tions of LIES.\, ns u,cU 3s the they could access thcie at nffordnblc rntes 2nd if the frrqucncv 

user. will bc ex1,l3incd 2nd thc of senrlce could t)c increased. In ordcr to ease traffic ~ ~~ 

. cllarrcr wmll br. publici~rd thruugh congesuon it  \\ill be ncccssnry LO substantially incrense the size 
rliio, telcrisrun 2nd the nt\val~.lpcrs. of dic flcct, l~cense 3 larscr numbcr of prirrnte bus operators to 

onerate routcs and derermhre bus hres. Derermlnred fnrcs " " 
could create incentives for service providers to differentiate 
services taking into consideration tradeoffs between cost, 
accessibility and frequency. Providers could charge fares based 
on levels of accessibility and frequency. 1nc.entives could be 
offered to re-invest increased profits in expanding fleet size, e.g. 
tax incentives for investing in vehicles that are environmentally 
friendly, such as those running a n  compressed natural gas. 
Given its recent success, BRTC might consider further sub- 
contracting its bus fleet to the private sector and introducing 
greater competition in the transport sector. 

Given the high prices that slum dwellers are presently 
paying for water and electricity, there is little wonder that 
willingness to pay for better service is high. The results of this 
survey show that the majority of respondents are willing to pay 
more for better service, especially for water and electricity. 
Willingness to pay is generally hlgher for poorer residents and 
declines with rising incomes, confirming that the affluent enjoy 
better access. This is also consistent with the high rates the poor 
are already paying (Table 3.26 - 3.28). However, it has become 



customary for public enterprises throughout the developing 
world to increase tariffs and to pass along the cost of their 
inefficiency to the consumer. Any price increase must be 
accompanied by commensurate improvements in service 
standards. 

Improving Information Flows and 
Strengthening Voice. Publicly posted prices can help 
customers hold officials accountable for quoting and charging 
the correct amount. This is increasingly beginning to happen, 
and tariff rates for the supply of electricity, gas and water are 
generally publicized widely (Box 3.4). As required by law, 
Dhaka WASA, Chittagong WhSA and the city corporations 
publish water usage tariffs in newspapers 30 days in advance of 
any increase in t&ffs. Therefore, literate Bangladeshis are 
informed of usage rates. However, while the tariff for supply is 
published, the price for connection is not. h potential user 
learns about the connection price when he/she talks with the 
clerical staff of the udlity concerned. The lack of published rates 
on connection charges allows officials leeway to quote a price 
and to demand a bribe. The discretionary authority that 
officials enjoy, together with limited exit options on the part of 
consumers, modest "official" fees, and the high value 
households associate with accessing infrastructural services like 
electricity and water results in strong incentives to pay higher 
underground prices and not report the extra payments extorted 
by officials for connection and use. Connection prices 
therefore also need to be publicized and easily understood. 

The publication of prices needs to be accompanied by 
the publication of citizen/client charters that reflect users 
priorities and dearly spell out minimum standards for senice 
that users can expect (see Box 2.7). These can be prominently 
posted at every office responsible for delivering a service and 
enforced vigorously. Currently, none of the utilities guarantee a 
minimum quality or level of s e ~ c e .  For example, performance 
indicators in use by WASA and city corporation management 
and by external monitors and auditors of the system do not 
currently include any measures of user satisfaction or of the 
users actual experience with getting a connection or water 
delivery. NGOs and community based organizations can play 
an important role in raising the awareness of users of what 
reasonable costs and standards of service they should expect, as 
well as the role they can play. Grievance redressal mechanisms 
must be made more credible in order to encourage users to fde 
complaints. Grievances need to be registered, monitored and 
followed-up and users provided with prominently displayed 
"Complaints Boxes" to report inaction. 

Box 3.5 
Strengthening Oversight over 
Water and Sanitation Services 

At the national level, 
consideration is being given to the 
establishment of a regulatoq- 
commission on sanitation. One of the 
commission's responsibilities would be 
to ensure d~at municipalities are 
f d l i h g  their obhgations under the 
city corporation ordinance in the area 

o f  sanitation and that the ~Minisq- of 
Local Go~ernment PIOLG) is 
providing ~unicipalities ~ i t h  adequate 
support , . The commission would 

:make : sure , that municipalities are -. 

adequately monitoring both the public 
and private provision of sanitation 
services inj their cities using survey- 

-based indicators as presented in this 
report. hlonitoring indicators and 
targets shodd be designed in a 
panicipatoxy way. Users should be 
represented on the commission's 

:board, and should be part of the 
process of developing 
system. Ivfonitoring,reports s 
k d e  pubfidy av&ble, for in 

;through Public hearings 
::Municipal buncil and W f i .  
::pedonnance, of the grievance r 
system, should also kmonitore 

;by -- : - @ ~ r e a < ~ ~  'its iredib 
.:piLple mayiuse I ,  id. : . ' 

Users need to better understand, in quantitative terms, 
the high cost that collusion and bribery are imposing upon the 
system, with adverse consequences on access and quality of 



service. Periodic seminars open to the users and public service 
announcements can be effective tools in educating the public 
about theit respective responsibilities. Publicly available data 
and development of analytical capacity can help better inform . . 
discussions that are already occurring on several of these issues. 
Similarly, the community needs to understand the health and 
environmental hazards of depositing waste on illegal sites 
throughout urban areas or on "official sites" which the 
municipality has not designed properly. It needs to understand 
the long term implications if 40-50 percent of the waste in the 
country remains uncollected, as it is today. Representatives of 
citizen bodies, civil society organizations and NGOs need to 
become better informed about the technical and governance 
issues constraining access to these essential services, thus 
becoming "consumer advocates" for their constituency. An 
important step would be for municipal council standing 
committees on health, sanitation, drainage and water to hold 
open hearings with consumer groups and NGOs. 

Strengthening Accountability and Oversight. 
While users need transparent and reliable commitments by 
service delivering agencies to perform according to publicized 
standards, they also need a way to hold the agencies accountable 
to those standards, for instance through a credible grievance 
redressal mechanism. They have to perceive that it is "worth" 
taking time to fde complaints. Another way is by including 
consumers on monitoring bodies where they play an active role, 
for instance, in analyzing operational performance evaluations, 
making policy recommendations, and overseeing 
implementation. 

The proposed energy sector and water regulatory 
commissions could be a good way to oversee the establishment 
of transparent rules and regulations governing the industry, 
developing performance indicators and putting in place 
monitoring systems. Performance indicators can be based on 
the minimum standards mentioned above to set baselines and 
targets (e.g. regarding user satisfaction, problem incidence and 
resolution, etc.). The indicators can be designed and monitored 
as part of the regulatory commission's terms of reference. 
Among its many tasks, such regulatory agencies would be 
expected to protect consumers' interests by ensuring that 
system expansion and operation are at least cost, quality of 
supply is maintained and tariffs are reasonable. Government 
will need . to ensure that standards are worked out in 
consultation with all stakeholders. 

In addition to regulatory agencies, other oversight 
institutions, such as the various Parliamentary Standing 
Committees, also have an important role to play and can hold 
public hearings periodically in order to receive user feed-back. 
However, most Standing Committees lack the necessary 



information and the technical expertise needed to hold relevant 
government agencies accountable for efficient service delivery. 
Strengthening the Standing Committees is therefore another 
important priority. Muniapal council standing committees on 
health, sanitation, drainage and water need to improve their 
understanding of the constraints to ensure all citizens have 
access to safe drinking water, which include not only technical 
infrastructure issues, but also management and governance 
issues. Standing committees must require timely external audits 
of the departments responsible for service delivery and hold the 
executive accountable for responding to audit objections. 



Regulatory Services 

Police and Judiciary 

Background 

T h e  police and judiciary are two of the most vital 

institutions of governance, as they are responsible for maintenance 
of law and order and the dispensation of justice. The services they 
provide are key to upholding the fundamental rights 
constitutionally guaranteed to all citizens of Bangladesh, such asthe 
right to security and safety, safeguards to anest and detention, and 
protection in respect of trial and punishment'. The Ministry of 
Home Affairs is responsible for the national police service, which 
has offices at district and thana levels. The judiaary and the court 
system comes under the jurisdiction of the bIjnistq of Law, Justice 
and Parliamentary Affairs. 

The credibility of both the police and the judiciary has 
been the subject of several critical reports in Bangladesh. Several 
surveys, such as those conducted by TI-B and BUP, show that, 
rather than protecting, the police are considered ineffectual, and 
somehes  dangerous to people's safety and public order. Rural 
and urban households overwhelmingly say that the police are 
corrupt and partial? For instance, a survey by Transparency 

' Constitution of the People's Republic of Bangladesh, Pan 11, arddes 31,33 and 
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International Bangladesh PI-B) found that the overwhelming 
majority of respondents (96 percent) said that no help from the 
police could be obtained without money or influence.3 In the 

Figure4.2:Access toJudicia'Services survey by Bangladesh Unnayan Parishad (BUP), police are ranked 
of Households) f! the most corrupt institution (83 percent of respondents said the 

police are a "highly graft-ridden agency"). Urban residents feel 
i? that the prevailing law and order situation in the country is not 

good and existing laws are not being enforced, preventing criminals 
from receiving proper punishment @UP 1997). A Survey 
conducted by the Bangladesh Rehabilitation Center for Trauma 
Victims (BRCT) revealed that 89 percent of the respondents 
reported being tortured by the police while in custody. The survey 
also revealed that law enforcement agencies were responsible for 

Source Table 1.1 killing 71 people in 64 separate occurrences4. The US State 
Department's Human Rights report for 2000 found law 

E:c:;;:4.;;$, ~~;;&~~ngp~~~Lm~;:~:,7J~~~J~~a~~~~:~~~~~:;:,:&~ enforcement agencies "routinely use torture, beating and other 
forms of abuse while interrogating suspects. Police frequently beat 
demonstrators. The government rarely convicts and punishes 
those responsible for torture and unlawful deaths." The report 
goes on to say that the police service is often used by the 
government for political purposes and the Special Powers Act 
(SPA) and Section 54 of the Code of Criminal Procedure allow 
arbitrary arrest and preventive detention. The Human Rights 
report also points out the lack of independence of and corruption 
within the judiciq noting that "much of the judiciary is subject to 
executive influence and suffers from corruptiod." 

This lack of protection from the ostensible "protectors" is 
disturbing, since households say that security is very important to 
them. In a participatory poverty assessment, households in poor 
communities said the risk of physical violence and lack of security 
were key factors in their lack of well-being. This makes them even 
more vulnerable than they already are due to their lack of food, i homes, and jobs. In some communities, poor people noted that 
well being to them meant freedom from police harassment and 

~i~~~~ 4.3: ~ ~ ~ l i ~ ~  crime (% ,,f hooliganism, as well as fair justice6. The police also wield 

1 substantial power over the poor in urban areas. Respondents from 
Dhaka and Chittagong mentioned that the police were very 
influential, but they exerted a negative influence on the lives of the 
poor. 

Against this backdcop, the survey asked households about 
their experiences with the police and judiciary in order to measure 

3Tmnspatency International - Bangladesh, 1997. In this sutvcy, more than three- 
fourths of households also said they were not sure of the expected time for 
settlement of pending legal cases, and 75 percent said that delays in reaching 
settlement were deliberate on the part of lauyers and defendants, revealing the 
"court's high handedness!' 

d 4.St&ofCu1toniaITo~1(~, Death andPrison Conditions. AAkram Chowdhw, 1999. 
Repoztedto Dedtthmugh No acthn 5 U.S. Department of State Country Report on Human Rights Practices for 2000, 

poke s&h Bangladesh, February 27,2001. 
D: Dhaka; C: Chittagong, R: Rajshahi; K: Khulna 6 Conrulfafions rvifh the Poor: Patn'n$afoty P o w @ A ~ s ~ ~ ~ m ~ n t i n  Ban&&~h, Rashed Un 
Source: h e n  Table 4.2 Nabi et al, 1999. 
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levels of satisfaction, reveal problems during the process of 
resolving crimes and in court cases, both as plaintiffs or 
defendants. It sought to determine to what extent households 
who experience crime go to the police, and their satisfaction with 
the police and judiciary. 

Access and Satisfaction 

Respondents noted that the police had a significant 
presence in all cities, with upwards of 50 percent of the households topolice . . 

in all four cities acknowledging that they were accessible (Figure 
4.1). This is not necessarily the case with the judiciary, with as 
little of 4 percent of the respondents in Dhaka saying that they had 
access, compared to 58 percent in Rajshahi (Figure 4.2). Usage also 
varies among cities, with as few as 1 percent of households 
reporting using judiciaty services in Dhaka, and compared with 22 
percent in Rajshahi. 

Physical assault and loss of valuables/property were cited as 
major problems in all four cities, with between 1 and 4 percent of 
the respondents reporting personal involvement in such incidents 
(Table 4.1). Given the low level of satisfaction with the police 
force (Figure 4.4), less than half of the respondents bother 
reporting these incidents to the police (Figure 4.3). Where the 
incidence of crime is lower, as in Rajshahi and Khulna, households 
prefer to use shahh (arbifration) and other private means to resolve 
the conflict or get restitution. In Rajshaly for instance, about 26 
percent of the respondents indicated using shal., whereas in 
Dhaka the number was much lower at 7 percent Participants in 

Figure 4.4: Satisfaction with Police focus group discussions in Khulna observed that if anyone goes to b.x Service (0h of Households) 
the police for help, he/she is victimized. They ex~lained that fi 
although the criminals are known to the policeman, they are not 

!i 
arrested because the police are on their payroll. Discussants gave / - Rajshahi 
other examples of police victimization, including seizing vehicles 
without cause and not releasing them without payment of bribes. ~ h u i o a  0.8 
Consequently, satisfaction with the police ranges from 0.4 percent 
in Chittagong to 2 percent in Dhaka. Satisfaction with judiciary 

Chittagong 0.4 ranges from 0.6 percent in Chittagong to about 8 percent in Dhaka. 
(Figure 4.5). 

Problems with the Police and Judiciary 

The survey revealed numerous problems with police and C Source: Annex Table 1.4 

judicial services, through a variety of questions about the processes 
--.----,-v-.-.,*.* - -.-- -- .-.-* ..~ - .,..,..,..... . =la.; ... . . ..<:, ...-, , ;.=: ... "=-A 

of reporting and resolving crimes, f i g  complaints and getting 
settlements through the courts7. Respondents indicated that fenc 
and disttust of the police were the top two reasons for not 
reporting a cdme to the police. Such fear and disttust is particularly 

T h e  survey also asked questions regarding the speed o f  resolving cases through 
the c o w s  and the costs o f  doing so, but it is dimcult to come to a defitive 
conclusion due to the small sample size (Figure 4.6). 



In order to help move the police from a "force" to a "service," CWCS has been training police on women 
and child rights at the thana level in Dhaka, Boga, Mymensingh, Gaibandha and Jessore districts, since 1998. The 
training uses case analyses and strategies for dealing with such crimes as gang rape, wife battering, children sexual 
abuse, and trafficking. The police work with CWCS to develop cases from real Life examples. CWCS has 
incorporated relevant laws and sections of the code, along with the text of the constitution, in their training 
manual. Not only the police. but also community representatives from thanas are involved in similar work, and . 
~olice and comkunity;epresentatives meet to develop joint solutions. Together they identify their respective 

Figure 4.5: Satisfaction with Judicial 
System ( O h  of Households) 

0 1 2 3 4 5 6 7 8 9  

Source: Annex Table 4.5 I 

high in Chittagong, where lack of m s t  was cited by 87 percent of 
households and fear of police harassment for a bribe was cited by 
40 percent of households (Table 4.2). Households also indicated 
that when they did report a crime, the police were largely 
ineffective in resolving their problem. Between 65 and 80 percent 
of the respondents in Dhaka and Chittagong indicated that the 
police did not act at all in response to their complaints. Of the 
households reporting crime, 42 percent of the residents of I W n a  
said that the police acted effectively, compared with 17 percent in 
Dhaka. 

The "Price" of Justice 

Although respondents felt that corruption was a problem 
in the police and in certain parts of the judiciary, the interviewers 
reported that, not surprisingly, there was a general reluctance 
among the respondents to admit to bribing law-enforcement 
agencies. In Dhaka, 25 percent of the households who registered a 
complaint about the police indicated that they paid a bribe to the 
police at some stage of the process. The reported incidence of 
bribing the police is much higher in Chittagong. The payment of 
bribes takes place both during the process of f h g  the complaint 
and during investigation. The average amount of bribe reportedly 
paid varied among cities from an average bribe of  Tk.582 in Dhaka 
to Tk.2,494 in Chittagong. 
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Public interest liription (PIL) is being used increasingly in Bangladesh 3s one usas to enforce the slates' 
accountabhry. Dunng the i990s, PIL has not oky addressed d&ic civil liberties issues, suchas ill treatment while in 
custody, but has also addressed the rights of communities and individuals to life, equalin. and equal protection under 
the law, and freedom from torture or cruel, inhuman and degrading treatment or punishment. 

PIL has successhlly been used by both individual petitioners and civil society groups, to establish the state's 
responsibiity regarding violations of constitutional rights due to the state's action or inaction. In an explicit judgment 
of the Appellate Division, it was held that rights-based civil society groups/advocacy organizations with a demonsuated 
track record could initiate actions for the redress of the rights of those unable to access the courts for reasons of 
poverty or other disadvantage. The state's responsibility has been extended to the actions of non-state actors. as in the 

) failure- to fulfd the obl&bon of due &eke to prevent rights violations by private acton, such as a case 
1 challenging the v&&ty of a nation-wide s&e by th; ~angladeih Medical ~ssobaiion. PIL has been filed regardine. 

nghrs t o  health servici and police services, incl"ding landrights. At least 9 of 43 PIL cases since 1994 hat; h e n  
drccdy rekted to violadons of rights by polic&. the treatment of prisoners, "safen-custody of women b!. the poke, 
axbuary arrcst, 2nd eviction by +e pojice of p k o ~ l e , ~ < i n  ho@es and places of businas. 
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Improving Police and  Judiciary Services 

The results of the survey and focus group discussions in the 
four cities show that the current situation is one where a public 
good has been co-opted by influential elements to a great extent. 
Focus group discussion partiapants in Khulna confirmed that the 
police only help the rich and influential people, generally in renun 
for some mutually agreed "contribution". An influential 
respondent from the %pper class" in Dhaka indicated that he had 
never been subjected to violence by musclemen (mastans), because 
they knew that the police would take action against them if he were 
to lodge a complaint. Exit, by those who cannot afford to pay, is 
pursued through non-engagement (they don't report crimes and 
avoid the courts). Voice is limited by fear of reprisal. 

Households feel that responsibility for improving the law 
and order situation lies not only with the police and the judiciarg 
but also with government and with the people. T o  fight crime, 
households say that local government and the public have 
collective responsibility which requires, among others, that parents 
take more care bringing up their children, political parties avoid 
confrontation, and there should be more employment 
opportunities and recreational activities (BUP 1997). Based on 
this, interesting experiments in increasing voice are being used in 
direct community-police awareness raising, in an effort to build a 
compact between individuals and institutions at local levels (Box 
4.1). 

Another development is the growing use of Public Interest 
Litigation (F'IL) in fundamental rights related cases involving the 
police and other agencies (Box 4.2). PIL is a tool civil society can 



use to press government to enforce individual rights. It 
complements other social change movements, but cannot replace 
them. PIL is generally not effective where existing political 
polarization inhibits a common understanding of public interest. It 
can also be an expensive and time-consuming way to ensure 
government accountability. It does not guarantee follow up by 

Figure 4.6: Households Involved in a government .actors and nor does the court order ensure 
implementation; petitioners themselves must follow up cases. P L  
can only be used ex-post and does not guarantee changes in 
institutional incentives that cause bad behavior to begin with. 

Responding to the concerns expressed, the government of 
Bangladesh has embarked upon a program of legal and judicial 
reform, with support from the donor community. Increasing the 
efficiency and effectiveness of the judicial system is a key priority 
of the program and this is to be accomplished by streamlining 
court procedures, installing a court management information 
system, upgrading training facilities, promoting legal literacy and 

Source: Citizens Report Card Survey - raising public awareness. It will also be important to review and 
2000, SRS redress the structure of incentives of the judiciary. With monthly 

salaries and allowances ranging between US$100-500, judicial 
salaries are equivalent to salaries of clerical staff in the private 
sector and are a disincentive to good performance. In addition, 
there is need to publish standards of judicial performance, enforce 
these standards, and introduce penalties for non-compliance. 
Given the extremely low public confidence in the judiciary, it is 
also essential to undertake an integrity campaign and modernize the 

Figure 4.7: Reasons Cited for Delays in judicial code of conduct. 

50 
Survey results contirm the concern that many people have 

with the deteriorating law and order situation and the widespread 
dissatisfaction with the police service. Insecurity of property rights, 

40 
w fear for personal safety and the practice of police extortion are 
9 undermining confidence and deterring investment and economic 
$ 30 growth. Poor career prospects and below subsistence salary levels 
! induce many police officials to become corrupt and this is 

Srn o aggravated by dishonesty at senior levels. As in the judiciary, there 
S is need to carehlly examine the pay, allowances, and benefits of the 

10 police force and improve incentives for good performance. This 
must be accompanied by a policy of taking rapid and exemplary 

0 action against officers found &ty of corruption and other crimes. 
+red P&CeWbartdy 

pal* hapr? 
topping the often politically motivated transfer of senior officials, 

har6le *mwgn -MS. creasine allocations for trainins and the modernization of the . - u " 
%m Cidzens Report Card Survey - 2WO, SRS police force and instituting some civilian oversight of the police 

service can all contribute to increasing public confidence and 
improving the law and order situation in the country. 



Land Administration 
Background 

Accurate and prompt recording of property rights and 
reducing the delays associated with the buying and selling of land 
are essential to reduce transaction costs to facilitate optimal land 
use. The present land records system in Bangladesh, inherited 
from the British with only limited modifications, retains the 
colonial-era goal of enhancing land revenue, through a system of 
periodic land settlements in which land ownership and associated 
tax liability are determined. 

Ownership of land is estblished on the basis of a 
multiplicity of documents, including the settlement record, the 
record of rights and a deed registration process. This has created a 
chaotic situation as these documents are often mutually 
inconsistent, making it difficult to establish land ownership 
conclusively based on these records. The process of updating the 
settlement record, the record of rights or deed registration has 
stalled as land settlements are determined only at wide intervals. 
Since the present registration system only makes provision for the 
registration of deeds and does not address the authentiaty of the 
title, as is the practice followed in several South Asian countries, 
government makes no effort to resolve competing claims when the 
deed is registered. Indeed, rule 42(1) of Registration Rules 1973 
states explicitly that "registering officers should bear in mind that 
they are in no way concerned with the validity of documents 
brought to them for registration ..."8. This has led to the 
proliferation of several false deeds of transfer and results in high 
transaction costs for owners who constantly have to monitor if 
competing claims are being made on their land. The system breeds 
corruption as false deeds of transfer can be registered easily. It also 
results in unnecessary litigation and is an important reason for the 
large back-log of cases pending in the judicial system? These 
disputes often take years to be resolved in court, during which time 
the land remains under uncertain ownership, preventing its use as a 
valuable economic asset. For example, banks are reluctant to take 
land as security when its legal ownership is in doubt. 

The land registration process is the responsibility of the 
Ministry of Law, Justice and Parliamentary AffaLs (MOLJPA), 
which it administers through its dismct, thana, and union level 
offices. The Directorate of Land Records and Surveys (Diiector of 
Land Records) is responsible for establishing and maintaining all 
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property records. The system has different centers of 
responsibility for the production and maintenance of records for 
the same piece of land: the registers are maintained by the Sub- 
Registrar, who is an official of the MOLJPA, the records of rights 
are maintained by the Assistant Commissioner for Land; and the 
publication of results of settlement are maintained by the 

i 
Direcrorare of Land 1Iccords. 

l'able 4.3 
Average Value of Purchase, Sale and 

Transfer of Land and Propetty 

Figure 4.10: Households with Land 
Mutation (% of Households) 

Land administration is an important service in fast growing 
metropolitan areas like Dhaka and Chittagong, where transfers of 
land and property take place at a quick pace and records are needed 
to be updated in a timely manner. In the four cities covered by the 
survey, there are basically two types of land, privately owned and 
stated owned w a s  land). IUlas land includes new land (chars), 
which is created through accretion and the soil erosion process, 
and land acquired through land ceilings. Parts of khas land are 
earmarked for redistribution, with priority to small holders and 
landless, according to law, although in reality, musclemen (mastans) 
and influential people gain control in many cases. 

The survey asked households whether they were involved 
in any property related transaction; the costs, including official fees 
and extra payments, incurred in these transactions; and their overall 
satisfaction with the land registration system. 

Access and Satisfaction 

Between 3 (Dhaka) and 8 (Rajshahi) percent of households 
had either bought, sold or transferred property or land during the 
last 3 years in the four cities covered by the survey (Figure 4.9). In 
addition, the percentage of respondents reporting mutation of 
property bought during the past one year ranged from 2.5 percent 
in Chittagong to 15 percent in IUlulna (Figure 4.10). However, 
satisfaction-with the land administration services is very low. The 
highest percentage of households expressing satisfaction with the 
land registration system was recorded in Khulna (about 10 percent) 
while less than 1 percent of respondents in Chittagong were 
satisfied (Figure 4.11). 

Costs of Reeisterine Land " - 
Source: Annex Tablc 4.9 

~ ~ ~ ~ m x m  If households had bought, sold or transfemed land during 
the previous three years, they were asked the value of the property 
and costs incurred in affecting the transaction, in addition to the 
official registration fees. The average value of transaction reported 
by the respondents, for each city, is summarized in Table 4.3. In 
excess of 70 percent of the households involved in property-related 
transactions reported that they had paid an extra amount, in 
addition to the official fee, to have the transaction registered. The 
average extra payment reported per land registration transaction 
was relatively high, ranging from 7 ~ 4 , 5 4 5  in Chittagong to 
Tk.7,806 in Dhaka (Figure 4.12). A majority of households in every 
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city also reported making extra payments for mutation, in addition 
to the official mutation fee; these ranged from 62 percent of the 
respondents in Chittagong to 88 percent in Rajshahi (Figure 4.13). 
The average extra payments per mutation were highest in Dhaka at 
Tk.3,926 and lowest in Rajshahi at Tk.1,200. Toor"  households in . 

Dhaka reported having to pay Tk.5,000 to have their properties $ Figure 4 . a  Satkfaaion nitb Land 
+; mutated. t.- M Registration System (% of Households) 
ci 12 
m ,. 

Of those who made extra payments, behveen 32 and 36 
percent of the respondents in Dhaka, Khulna and Rajshahi I0 

indicated that they made the payment to induce land administration 8 5 
officials to reduce the transaction price recorded in the deed, since 2 
this price determines the legal registration fee which is generally 
paid by the buyer. About 23 percent of Chittagong dwellers 8 4.0 
acknowledged paying extra to reduce the recorded price. In terms # 4 
of the extent of the reduction, households in most aties indicated b 

,* 
that the recorded plick was reduced by up to 25 percent. However, 2 

in Dhaka, 61 percent of households recorded an even hgher f.l 0 
reduction, ranging between 26 and 50 percent (Table 4.4). A $ Chinagong Dhalia RajshJli N d n a  
majority of households, whether they had engaged in a land [z 
transaction over the last 3 years or not, felt that reducing the !j Source: Annex Table 4.11 
official registration fees would induce buyers to record the actual 
value of the land - ranging from 38 percent in Rajshahi to 73 
percent in Dhaka (annex Table 4.10). 

Improving Land Administration 

An essential prerequisite for the efficient operation of land 
markets is a system of land records which clearly identifies owners, 
the extent of their ownership and whether there are othen with 8 F i r e  4.U: Average Amount of Em 
competing claims on the land. It is generally acknowledged that 4 Payment for ~ v l d  Regisation (F*) 
the current system of land records in Bangladesh does not facilitate $ 
this. The multiplicity of documents, requiring the attention of fj 
different agencies, creates the opportunity for delay'", Gaud and K h h a  

corruption. As the survey indicates, extra are made for $ 
all kinds of land-related transactions, usually to reduce the recorded 8 b i s h &  

price, but also to speed up transactions.  dou us strategies for land 
administration reform in Bangladesh have been proposed and are $ Clurragons k w A  
being facilitated by project supported by Asian Development Bank. 
The initiatives include both administrative and legislative changes, ~ h &  

and entail ma kin^ oublic information that can assist in better 
0 1 

monitoring the relevant government bodies, improving the public's o mm6~08000  

ability to articulate their demands for better service, setting and SOUKC: ,her T Z ~ I ~  4.7 md 4.9 

publicizing standards for performance, creating accountability 

' 0  Internal administrative delays monr! the vadous officw of the MOLIPA are - 
pcmaave. Delays in rending noticcr of sales from the thana level registration 
official to the rhma level Arrirtanr Commisrtoner of Land can rake 4-5 months. 
The AC rarely inidares the mutation process on the receipt of such notices - the 
initiative has to be t&en by the buyer. Therefore, registration of the deed may not 
result in records of  right^ being corrected to reflect new ownership and 
boundaries. There is a huge backlog in completing mutation of Land records. 



mechanisms that work, and improving incentives for government 
bodies to meet the standards. 

Reducing the number of documents, for instance into a 
single document representing proof of ownership, and the number 
of offices involved in registration and mutation is one option to 
decrease the number of steps involved and the number of points 
where extra payments can be extracted. However, this should be 
accompanied by complementary strategies, described below. 

Improving Incentives. Reductions in the demand for 
extra payments and reduced delays can only occur by changing the 
behavior of officials, which will only happen if there is an incentive 
for them to change. A combination of rewards (both recognition 
and monetary) and punishment (prosecuting corrupt officials, firing 
inefficient officials) have been found to be effective in several parts 
of the world and such an approach can be piloted in one or more 
locations. Incentives for users to refrain from offering bribes to 
reduce the recorded price on the deed should also be explored to 
break the existing cycle. One way of doing this could be for the 
authorities to publtsh regismtion fees by location that will be 
charged per unit of land, irrespective of the registered purchase 
price. Another option could be to reduce the price of registration, 
which can presently amount to as much as 5 percent of the asset 
value. 

Improving Information Flows and Strengthening 
Voice. Land records are not part of the public record and there is 

Figure 4.U: Households Paying Extra no requirement to exhibit them in a public place. Moreover, there 
for Mutation (% of Households) is no ~ubl ic  notice reauirement for transfer of owners hi^. The 
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helped to correct mistakes and expedite the updating of records, 
Rajshahi for instance, in Madhya Pradesh, India, where Gram Pancbqets, who 

. have Dowers to decide undisputed mutation cases, openly exhibit . .  . 
basic land records so that people can correct mistakes in them. The 
relevant authority (e.g. MOLJPA) can regularly publish information 
on registration fees and the registration process and make sure that 
this information is widely disseminated. User surveys could be 
instituted regularly to collect information on user satisfaction, 
problems encountered, and the costs (official and hidden) of the 
land registration process. Community groups and NGOs should 
be encouraged to use this information for advocacy purposes. 
Awareness campaigns by citizen groups and NGOs can emphasize 
the costsof corruption and can demonstrate how extra payments, 
if cycled back through the official system rather than into official's 
pockets, can result in improved service standards. 

Improving Accountability and Oversight. The 
Ministry of Law should establish and publish service standards and 
set monitorable targets to assess its performance. These standards 



can include measures of user satisfaction, such as the h e  taken to 
register a property, reduction in the number of complaints, a 
mechanism to track illegal payments, etc. Standards can be 
determined in collaboration with the relevant Parliamentary 
Standing Committee and citizen groups, and can be published as a 
Users Charters for Land Registration and publicized in all relevant 
offices. External audits by the C&AG should incorporate 
questions related to these standards; this data can also inform 
legislation needed to simplify the land records system and the 
adjudication of disputes and to institute a tide based, rather than 
deed based, registration system. 



Improving Service D elivery 
T h i s  report has summarized the results of a diagnostic survey that assesses user 

satisfaction with a range of services provided to urban households in Bangladesh. It 
complements the various reports on power, water, gas, transport and other utilities that have 
been prepared in recent years by, for the &st time, systematically capturing the views of the 
users of these services. By presenting a series of quantitative scores, supplemented by the 
results of qualitative focus group discussions, the ratings provide a usefd benchmark against 
which future progress in improving public service delivery can be tracked. Less than 20 
percent of the households surveyed expressed satisfaction -ivith eight of the eleven services 
examined, and the percentage of satisfied households for the other three services are not much 
higher. In addition to comparing satisfaction with service providers across various sectors, the 
survey identifies specific areas in which users experience the greatest number of problems, the 
effiaency and effectiveness of the grievance redress mechanism and estimates of '%idden" 
costs incurred by households. Emphasizing the desirability of improving public service 
delivery, the recently published report of the Public Administration Reform Commission 
(PARC) notes that the agencies responsible for delivering services tend to be "rigid, 
unresponsive, ineffiaent and ineffective, pre-occupied with process rather than results, driven 
by outdated rules and regulations. They are regarded as insensitive to the changing demands of 
the people. Also, in general, public servants have not acted as 'servants' of the people, but 
rather as their 'masters'; they are sometimes politically influenced and almost immune Gom the 
requirement of accountability and transparency.' 

Bangladesh is not alone in it's desire to improve service delivery and, as experience Gom 
other parts of the world demonsmtes, this is a process that will take time and require sustained 
effort. It will also require action on several fronts. Redehning the role of government and 
making greater use of the private sector and NGOs to deliver services in which they have a 
comparative advantage, changing the structure of incentives and subjecting service providers to 
move competition, decentralizing services and bringing the government closer to the people by 
involving users more in the decision making and oversight process, and institutionalizing user- 
surveys of the type presented in this report must all be part of the strategy for improving 
service delivery. In addition, each of the services covered by the survey d require sector- 
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specific actions, with varying levels of public sector involvement and differentiated roles for 
different levels of government, autonomous agencies, private sector providers and consumers. 

Redefining the Role of Government. The provision of essential services in 
Bangladesh, as in many developing economies, has largely been a task that government has 
traditionally reserved for itself. This has stemmed from a belief among many senior policy 
makers that government should be the dominant, if not the sole provider of services. This 
belief, together with the shortage of resources and the scarcity of managerial, technical and 
hancial skills has stretched government's ljmited capacity as a result of which essential services 
are either not delivered or delivered inadequately. More recently, however, there has been a 
gradual but discernable shift in government's posltion with increasing weight given to 
government's role as a coordinator and regulator of services. This is particularly evident in the 
social sectors, where NGOs have started playing an increasingly important role. In the health 
sector, for example, NGOs have been commissioned by government to provide essential 
primary health care services and NGOs have made notable progress in getting communities to 
adopt ORT for diarrhea, use of contraceptives and encouraging behavioral change to reduce 
the spread of HIV. They have also been active in the areas of nutrition, TB management, and 
leprosy management, mainly under contract with the government. A further shift is now taking 
place in the country from subsidizing NGO inputs to competitive contracting based on 
measurable outputs. An example of this is the competitive tendeiing process launched by the 
Bangladesh Public Health Consortium PPHC) that has selected 28 NGOs to provide essential 
health services to 22 districts, covering 2 million people. These are encouraging developments 
which need to be pursued and replicated in other sectors. Skilful use of the private sector, 
NGOs and community based organizations in areas where they have a comparative advantage 
can sharply reduce the burden on the state and allow it to focus its activities on providing those 
services which the private sector cannot provide, for example improving the law and order 
situation. Contracting out services to the private sector can be especially effective for services 
that are contestable, that is in activities where the market can generate competitive pressures 
for better service delivery, such as in the power and telecommunications sectors (see Box 5.1 
for an example of a water supply concession in Argentina). Experience from around the world 

and its auditors cited poor internal organization and unreliable accounting systems as major drawbacks. The company 
was overstaffed with 8 workers per 1,000 connections compared with 2 in other comparable cities. Salaries were low, 
turnover of skilled personnel high, and there was a general lack of discipline among the staff. 

In the ensuing clamor for reform, the Menem government decided that the benefits to reform far outwei~hed t8 
the costs of not refo&ung. The process they embarked upon resulted in a win-win situauon for all concerneg A 
privatization committee was established, and the head of the labor w o n  was made a member of the committee. A I 
decision was [%ken that watcr s c ~ c e s  would bc conuacted our for a period of 30 years to a compennrely choser~ priv~rc 
company. Worker oppos~tion to reform was reduced by providing them sh~rcs in the pnvarizcd company. F~ve major I 



shows that responsiveness and accountability increase by creating competitive pressures. When 
customers can choose a service provider and have esit options, the quality of service usually 
improves. Grameen Phone in Bangladesh is a good example of how private sector inr,oIrement 
in cellular telecommunications has improved connectivity, even in under-served rural areas. 
Recent experience in the education sector in Bangladesh has also demonstrated that switching 
from public provision to public financing of private or NGO providers can yield important 
benefits to all users. Private sector participation could be particularly beneGaal in the 
distribution of power, where investment needs are substantial and system losses are high. 

Changing the Structure of Incentives. As discussed in detail in the PhRC report 
cited above, there is need to change the structure of incentives facing the individuals and 
organizations who are responsible for delivering services. Many of these agencies lack 
resources, do not have dear performance-related goals, lack operational autonomy, are 
frequently subjected to political interference, and are seldom held accountable for results. 
Poorly paid staff feel no motivation to ay and improve the quality of services they are offering. 
In addition to low wages, there is a general absence of merit-based reuuitment and 
promotion2. Changing the structure of incentives facing public servants can be politically 
challenging, but it can be done and the rewards can be substantial. The scale on which it is 
done will depend upon the level of political commitment of the new government The 
program can be economy-wide as in South Korea (see Box 5.2); at a state or district level, as 
was the case in Ceara, Brazil or Campo Elias, Venezuela; or at the enterprise level, as in the 
creation of the autonomous revenue authorities in Ghana and Uganda. An important element 
in each of these cases was the effort made to ensure that service delivering entities are 
responsive to the needs of the consumers in terms of accessibility, timeliness, quality and price. 
This is consistent with the results of this survey, which Gnds that there is a ~dingness  to pay 
more for essential services, provided the qyality and timeliness of services can be improved and 
the service providers can be held accountable. This is espeaally m e  for essential services like 
water and electricity, which are valued k h l y  by users, and is particularly true for poorer 
consumers, who presently enjoy insuftiaent access and appear to be paying more for certain 
services than more affluent consumers. 

Decentralizing Government. In recent years there has been a growing international 
trend towards decentralization, based upon the belief that the proximity of local governments 
to their constituents enables them to better reflect local priorities in their expenditure 
allocations and improve the coverage and quality of service provision. There are a number of 
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performance agreements in 1983 which rate individual and corporate performance on the basis of results I 
achieved. The-results are compared to an w e e d  set of bencfunarks: which are derived on the basis of - 
international experience and in consultation with independent outsiders to minimize potential conflict of 
interest. Sector specitic quantitative indicators, covering productivity, profitability, physical outputs, 
coverage, information systems, etc. are developed and account for 70 percent of the final score. The 
performance-based ranking of service providers is published in the press and the best managers are given 
monetary compensation and also gain prestige. The annual bonus to staff members and the,career prospects 
of managers are linked to the ranking of their company. As a result of adopting this system, there has been 
a significant improvement in management performance including a sizeable increase in the rate of return on 



ongoing experiments with decentralization worldwide, ranging from fiscal decentralization 
which involves surrendering control over budgets and financial decisions from higher to lower 
levels of government to administrative decontrol which involves transferring state functions, 
whiie retaining control over budgets and policies. While there is widespread support for 
decentralization within civil society, and particularly among the large NGOs, the 
decentralization initiatives that have so far been undertaken in Bangladesh have been tentative, 
marked with a certain degree of political unease3. The recommendations of the Local 
Government Reform Commission, established in 1996, have not been implemented and local 
governments continue to suffer from a variety of constraints including insufficient capacity, 
problems of accountability to constituents, and negligible funds over which they have 
discretion. Recognizing that improving local services requires effective local administration, 
several NGOs and donors have ongoing projects and programs to strengthen local government 
capacity, particularly through a variety of training programs. An important task confronting 
the new government will be to decide how best to proceed with decentralization that results in 
greater local accountability for service delivery. Among other issues, this will necessitate 
clarifymg functional responsibilities between different levels of government; resolving issues of 
local revenue including local taxes, user charges, and intergovernmental transfers; exploring 
finance options for municipal governments; and striking a balance between oversight and 
regulation by the central government and accountability to local constituents. 

Institutionalizing User-Surveys. In recent years, increasing use is being made of 
client-surveys throughout the world to motivate better public service delivery. The surveys are 
being used as a diagnostic tool for service providers to design performance standards and 
benchmarks against which to measure future progress. Survey results are informing policy 
makers about the degree of household satisfaction with the services provided by various public 
service agencies, enabling them to assess the performance of major civic agencies. Data yielded 
by the surveys is being used to measure and compare outcomes across cities and across services 
and stimulate inter-agency competition in improving outcomes. Countries with very different 
institutional settings, such as Botswana, Chile, South Africa and Mexico are putting in place 
mechanisms that allow them to get systematic feedback on a range of policies and issues. In 
Singapore, the Division of Public Feedback regularly gathers citizen's comments on a variety of 
national policies and encourages periodic public hearings between interest groups and senior 
policy makers. The People's Voice Program in Ukraine conducts regular surveys of 
households, enterprises and public officials and this information is disseminated widely through 
the media, public discussions and conferences. Household level data is used to providc feed- 
back to service providers and technical assistance is being provided to municipal agencies to 
improve service delivery. User survey's in Uganda revealed that only 11 percent of ~ a l  
households had even been visited by an agricultural extension worker and the Government is 
using this information to strengthen training programs for extension workers. As discussed in 
Chapter 1, user surveys and follow-up action has resulted in improved satisfaction with a 
number of services in Bangalore, India. 

As mentioned in the report, several NGOs in Bangladesh have already initiated user 
surveys with the objective of giving feedback to service providers and policy makers. In 
addition, service delivery surveys are now being regularly conducted by the Ministry of Health 
and Family Welfare (Box 2.4) and have now become an integral part of the Health and 
Population Sector Program and are being used to monitor program effectiveness. The Ministry 
of Education has similarly embarked upon a program to strengthen education management 
information systems and PMED has recently published the results of a child education and 

3 For a discussion of decenaalization initiatives and issues see T&g Leuiafhr?n: b&min8 Governance in Banghde~h, A" 
Inst ifutional~~ew, World Bank, March 2002. 



literacy survey. These efforts to solicit user feed-back, strengthen monitoring and evaluation, 
and create an institutional environment that learns from the results and feeds this back into the 
planning and implementation process deserves government support at the highest levels. The 
Implementation- Monitoring and Evaluation Department in the biinistry of Planning, whose 
responsibility it is to evaluate the effectiveness of government espenditures, could encourage 
other Government agencies and departments to follow the esample of the bfinismes of Health 
and Education and initiate regular client surveys. 

The information collected needs to be published regularly and be in the public domain. 
Using the newspapers and the electronic media to disseminate this information, including 
information about the amount of public funds allocated to districts and agencies, can help 
increase accountability and help reduce pilferage. Reducing asymmetries in information can do 
much to increase participation and give households, particularly the poor, the means to 
articulate their needs and expectations. 

It is also recommended that service delivering agencies, none of which presently 
guarantee a minimum quality or level of semice, adopt client charters which tell the community 
what service standards to accept. These need to be prominently posted and enforced 
vigorously, as is being done in different parts of the world. Similarly, publicly posted 
schedules of fees can help users hold officials accountable for quoting and charging the correct 
amount. Grievances must be registered, monitored and followed-up and users provided wlth 
prominently displayed "Complaints Boses" to report inaction. 

Strengthening Accountability. \While users need transparent and reliable 
commitments by service delivedng agencies to perform according to publicized standards, they 
also need a way to hold the agencies accountable to those standards. There are many ways to 
enforce such accountability. \=th the increase in public-private partnerships and the private 
provisioning of services, increasing consideration is being given in Bangladesh to the 
establishment of regulatory bodies to guide and oversee the activities of service delivering 
agencies. As is the case in many parts of the world, care needs to be taken to ensure that these 
bodies, who are charged with the responsibility of regulating prices and ensuing reliable sezvice 
delivery, do not become politicized. Regulatory agencies must operate transparently, on the 
basis of simple, wd-defined rules and regulations and hold periodic public hearings. In 
addition to regulatory agencies, legislative oversight of the esecutive can also play an important 
part .in monitoting and improving performance. Survey results from several developing 
economies have demonstrated that performance improves when officials know that their 
activities are being monitored by elected representatives. Although Bangladesh's parliamentaq 
system is young and evolving, it nonetheless has an established system of numerous bipartisan, 
sector-specific Parliamentary Standing Committees wvhich are charged with the responsibility of 
overseeing the activities of the sector concerned. Although most Standing Committees suffer 
from capacity constraints and lack the technical expertise and resources needed to hold relevant 
government agencies accountable for efficient service delivery, they have an important role to 
play and can hold public hearings periodically in order to receive citizen feed-back 



Annex I: Survey Methodology and Process1 

Questionnaire Development 

T . . .  
he meal questionnaire was broadly base& on a model provided by the Public 

Affairs Center (PAC), a questionnaire on "Report Card Survey on Primary Education" 
prepared by Transparency International (Bangladesh), and a concept note on govemance 
scorecards prepared by the World Bank. The &st draft of the questionnaire was written in 
English and prepared by the World Bank team. PROSHIKA organized a one day workshop in 
Dhaka where the coverage of the draft questionnaire was discussed. The workshop was 
attended by experts from major service sectors (i.e., lawyers, teachers, physicians, etc.) and by 
members of advocacy groups and community based organizations. A revised questionnaire, 
incorporating comments provided by the workshop participants was prepared and circulated to 
all members of the project team, including PROSHIKA, Survey and Research Systems (SRS), 
PAC, Economic Relations Division in the Ministry of Finance and the donon financing the 
survey. Once comments from the various entities were incorporated, the questionnaire was 
frozen and translated into Bangla for field tests. The translated questionnaire was pre-tested 
for wording and understanding by potential respondents, i.e. heads of households or their 
representatives in the field. The pre-test was carried out by SRS staff. The results of the pre- 
tests were reviewed and the questionnaire was halized on the basis of this review. The final 
survey questionnaire contained 199 questions broadly classified under 15 subgroups or service 
categories. 

Sample Selection 

I t  was agreed that the household level survey would be conducted in the cities of 
Dhaka, Chittagong, Khulna and Rajshahi, whose combined population accounts for about 47 
percent of Bangladesh's national urban population. The four aties vary considerably in tenns 
of size and population, with the largest being the city of Dhaka, with approximately 630,000 
households (population 3,690,000) and the smallest being the city of Rajshahi with only 51,000 
households (population 294,000), according to the 1991 census of population and housing. 
Chittagong and Khulna have 259,000 households (population 1,431,000) and 130,000 
households (population 663,000) respectively. These numbers are for the a ty  and do not 
reflect the population of the greater menopolitan area. Determination of the sample size for 

1 For greater details see background paper, Citirm'r R p r t  CmdSunyZOOO, Survey and Research Systems, Dhalra, 
April, 2001. 
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the survey involved 
consideration of the 
prevalence and variability of 
the items or attributes for 
which estimates were needed 
and the reliability and 
precision desired. The sample 
size decided upon varied with 
the size of the city, with 900 
households for Dhaka, 600 
for Chittagong, 500 for 
I<hulna and 400 for Rajshahi. 

Sample selection was carried out in two stages - sample mohallas (neighborhoods) were 
selected first and then sample households were selected within sample mohallas. Households 
in the second stage were selected in clusters of 20 households. Each city was frst stratified 
into two or more geographical areas according to certain pre-specified social, economc and 

. urban patterns or characteristics. Thus, Dhaka was divided into four geographic strata, 
Chittagong into three geographic strata and IGulna and Rajshahi into two strata each. 
Administrative units, or thanas, 
were used in creating geographic 
strata. Each geographic area was 
further subdivided into two 
domains - one containing 
economically depressed areas, 
called bostis (slums) and the other 
containing the rest of the areas of 
the strata. Mohallas within wards 
and thanas were used to define 
domains. Unlike geographical 
areas domains could be 
overlapping. Thus each city was 
subdivided in two ways, by 
geographically similar areas and by 
bostis and non-bosti areas within 
each geographic strata. In general, 
bostis have relatively more 
households congested in a small 
area and lack general amenities 
such as water supply, electricity, 
gas, and other public services. 
Residents of these areas are 
relatively poor, frequently undernourished and in most cases under-serviced. A bosti can have 
as low as fifteen-twenty households and as many as 3,000-4,000 households. 

Measures of sue, in terms of number of households for each city and geographic area 
of the city were created from the latest estimates of total number of households by thana. 
Measures of bosti areas were estimated from the 1998 Bosti Census conducted by the 
Bangladesh Bureau of Statistics. Figures for mohallas, wards and thanas from the Bosti Census 
were accumulated to estimate the size of the bosti area domain within each geographical 
stratum. Size of the non-bosti area domain within the geographical stratum was then obtained 
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by subtraction of the bosti area from the total geographical stratum. Geographical strata figures 
were arrived at from the latest estimates of household figures by mohalla, ward and thana. 

Sample allocation by over-all bosti and non-bosti area was made for each city. Bosti 
areas comprised approximately 17 percent of the total households in Dhaka and Chittagong, 
but were slightly lower in Khulna and Rajshahi. It was decided to over-sample bosti areas and 
20 percent of sample households were allocated to the bosti areas. Mohallas were considered 
the primary sampling units (l'SUs) and were listed by wards and thanas. h Probability 
Propomonate to Sue (PPS) selection procedure was used to select mohallas and the minimum 
sue of a mohalla was fixed at 20 households. A mohalla with size less than 20 households 
within a stratum was combined (collapsed) with an adjacent mohalla or mohauas. Once a PSU 
or mohalla was selected, a listing of the households within the PSU was prepared, which was 
used to select sample households. A sample of 20 households was selected randomly, with a 
6xed interval, Gom the prepared list of households. 

Training the Field Investigators 

The survey was conducted by SRS. Bulk of the field investigators had been previously 
engaged by SRS and had prior experience in data collection Gom other surveys. Altogether, 30 
interviewers and 7 supervisors were recruited for working on the survey. The field 
investigators, interviewers and supervisors were provided 4 days training (November 10-13, 
2000) of which the hrst two days were spent in familiadzing the trainees with the sectors 
covered by the questionnaire, relevance of the questions to the sectors, and possible answers to 
the questions. Each query was discussed thoroughly with respect to relevance of the topic, 
objective and how the answers of the respondent should be recorded. The sequence of queries 
and 'skip' directions were explained during the training. Investigators were instructed to 
physically identify a selected mohalla or PSU and record its name and location by ward and 
thana. Use of ward and mohalla maps, preparing mohalla sketches by hand and physically 
identifjmg mohallas were explained in the training course. The training also included 
knowledge of listing of households covering sample mohallas and selechon of sample 
households randomly from prepared list. After two days of office training, the investigators 
were taken to the field along with their supervisors for practical training, in which each 
investigator f l ed  in one or more questionnaires interviewing one or more households. These 
ffied-in questionnaires were inspected by the respective supMiisors and were reviewed and 
discussed the next day during training sessions. Both the investigators and their supervisors 
were made aware of the type and nature of enors committed during the demonstration and 
were instructed on how to avoid recurrence of such errors during the actual enumeration of the 
survey. During a final review of training, the investigators and supervisors were provided with 
their assignment, schedules of field enumeration and their obligations and responsibilities. 

Field Enumeration a n d  Data  Collection 

On completion of training, the investigators and supervisors were provided with the 
necessary materials for data collection. Material distribution took place on November 12,2000. 
Each investigator was given his assignment - the area and the number of dusters and sample 
households to be covered in the area, maps or sketches of maps for wards and mohallas for 
easy identification of sample areas, necessary forms (questionnaires) and an enumeration kit - 
pencils, erasers and cutters. Field supervisors supervised the dismbution of materials. The 
enumerators and supervisors were dispatched to their respective enumeration areas on 
November 13, 2000. Each investigator was assigned 4 sample clusters in adjacent or 
surrounding areas or wards of a city and was required to complete the enumeration process 
over a period of approximately 25 days. Once a sample household was selected, the field 



enumerator interviewed the head of the household or his representative who was able to 
provide the information prescribed in the questionnaire. In case the head of household or his 
representative could not be contacted or refused to answer, the sample household was 
replaced. At least two attempts were to be made to get in touch with the prospective 
interviewee before the sample household was replaced. Specific replacement rules were 
provided to the field interviewers. One field supervisor had the responsibility of overseeing the 
work of four field investigators in adjacent localities within a city. He was required to observe a 
few of the initial interviews of each investigator, help solve problems, and maintain liaison with 
head quarters. The completed questionnaire was jointly inspected by the investigator and his 
s u p e ~ s o r  to see that the questionnaire was properly completed and there was no ambiguity in 
the responses. Inspection of filled-in questionnaires was carried out continuously as a routine 
operation. After this inspection was completed the filled in questionnaires were submitted to 
SRS's head office for data capture. Arrangements were also made to check the field 
enumeration work by headquarter staff while the enumeration work was in progress. Officers 
from SRS head quarters visited the four cities during the enumeration period and observed the 
enumeration work being carried out by the invesagators and supervisors. Two of the surveyed 
cities were also visited by other members of the project team (from the World Bank and PAC). 

Data Processing and Tabulation of the Results 

SRS computer operators carried out data entry during the month of January 2001 and 
manual checking of data entry was done on a sample basis. The manual checking revealed that 
the quality of data entry was commendable and the error rate for the data entered was 
extremely low. Computer ched;ing for errors was also administered before the data was sent 
for processing. Computer checking was carried out to detect errors in coding and inconsistency 
in data, such as outliers and other type of errors. Responses were not edited and no imputation 
for non-response was made. 

Once the data were checked, requisite data files were generated and data tabulated on 
the basis of a tabulation plan. The objective of the tabulation plan was to present the 
information contained in each of the queries in a meaningful and easy to understand way. 
Approximately 168 tables for each city were prepared and shared with the team analyzing the 
survey results. 
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S: Satisfaction 
DS: Dissatisfaction 
na: Not applicable; these dties do not have Cylinder Gas and Sewerage system. 

Note: For all sdtisfaction/dissatisfaction mbIes in the annex, we are reporting percentage of households strongly and moderately 
sa&tied/dissatisfied. hIarginal sa&faction/dissatisfaction are considered ambiviant and are not included in the Annex Tables. 













Table 2.15: Level of satisfaction/dissatisfaction with health service (%of Households) 
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Table 3.6: Households reported problems (other than load-shedding) to authority (% of Households) 
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Tabk 3.8: Payment of bribes for electricity connection 
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Table 3.12: Households faced difficulty with Gas connection and types of problems faced (Yo  of Households) 
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Table 3.16: Payment of bribes for Gas connection 
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Table 3.18: Households with piped water supplv connection and source ofwarer (%of Housclrolds) 
. . I . . ,. . . .  ... ..Sex.' , . . e 1 ,  Income Gioup (Tk) 

Table 3.20: Households pay water bill regularly and knowledge of reducing bill through 

Tablc 3.19: Source of drinking water (% of Houscholds) 
.... : '  ; ,,.> .. .. ,. . 

; . : ' . .Age $a;.: . , I . . . .  .. . . . . . . . . .  . . .  . . . .  ...! ..? I ~ ~ ~ ~ ~ , G ~ ~ ~ ~ ( T ~ ) :  ,I. 

. . . . . . .  . . . . .  . . . . . . ................ % of.Househol+ v.jthpiprd water ,,:~..:; ::, ... -. . -2. . . . .  . . . . .  . 
Dhaka , 1 78 13 90 77 78 7l.1 78 81 31 71 93 9C 95 

Tqnl 
. . . 

. Up t o  

'~.'2000 

. . . . .  . . .  , . . , ::.,.. ... . . 
. .  . . . .  .. . . . . . . .  Governmedt So~rcc; .' ,: . . . . . . . . .  . . . . .  , ;.. 2 , .  . . . 

~ h a k a  ':I 84 40 93 81 84 75 84 87 18 80 94 97 1011 

!2001: 
,.20000 

: .x' .,<: ........ ,. <'.. :.. . .  
. . . . . .  ;. '.:, i 

6U01 - 
12000 

2001 - 
6000 

Bujti, 
.. :. . . 

Fcrnalc 
.,,,. 

: QvL'r. 

20000 

30;,50 
; 

Bcloy30 . 
vrs. . 

Tord 
. v ? . .  

.l'.+;llc 
; 

12001 - 
20000 

50 + 
. 

.,Not?: 
B,,& 

30 .'50 . . . .  
.. '. . 

Below30 
.. 
' rS, " 

Ovw 
20000 

Male 
. . . .  

Bosti 
.: 2 . . . 

50% . . . i .  
'NG- . . . .  :.:; 
.Bosd.  

Mde' 
: 

. 6001.;,: 
,2000, 

f;yps,q; 
, 2000:.. 

-2001 : 
:: 6000 



Table 3.22: Payment of bribes for water connection 
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Table 3.21: Households facing shortage of water supply and methods to supplement shortfall 
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Table 3.25: Level of satisfaction/dissatisfaction with water suppl\r (% of Households) 
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Table 3.31: Households faced problems with sewerage system and types of problems 

Table 3.32: Households faced problems with garbage disposal and types of problems 
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Tnble 3.41: Level of  sausfaction/dissatisfaclion with road conditions ('/, of Households) 
I Sex I Age I Income Group (Tk) 
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Table 3.42: Level of satisfaction/dissatisfaction with present bus senrice (Y/u of Households) 
1 Sex . 1 Age 1 Income Group (Tk) 

Table 3.13: Level of satisfaction/dissatisfacdon with frequency of bus service V'J of Households) 
. . I SCX I &e 1 Income Group (Tk) 

Bosd 

. . 

. . 
... . . 

. 

SatisCaction 
Dhnh 

Bosti Totd  

. . . .  . . . . . . .  . . 
15 28 13 16 13 26 17 7 S 25 11 1 3 

Satisfaction 

Non- 
Bosd 

. . . .  . . .  

Non- 
Bosu 

. . 

To1.d. . 
. 

llalc, Fern& 

Dhalu 7 7 - 7 10 8 3 - 1 

NOXI: 
Dosti 2000 

. . . Bosd . 

.Mdc 

Below 
30 yrj. 

M a l e  

Satisfaction (Public Buses)  : . . . . . . . . . . .  . , ,  . ..: .. . . . . . . 

Dh& . 1 25 38 23 25 23 20 26 26 26 17 ?? 53 29 

F c r n d ~  

6000 

30 - SO 

I2000 20000 

Uclow 
36 ).~i 

Female 
. . ,  ' 20000 

-50 .r 

30 - 50 
. 

Brluw 
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30 - 50 

V p  [u 
2000 

50 r 
. 

, 2001, 
6000 

50 + 

Up to 

U 1 

2000 
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6000 

2001 - 
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6901. - 12001 - 

6001 : 
1200U 

Ovtr 
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Table 3.46: Level of sntisfacdon/dissatisfacdon with behavior of conductur/bus driver (%of Housebolds) 
I I .sex . ' >  1 . ,  ' I Income Group (Tk) 

Totnl 

. . Satisfaction (Public Buses) . . .  ... . 
D h ~ k z  1 14 9 l 3 11 1 1  1 14 I9 3 16 36 ?I 

- 

Bosu Yon- 
Ik,xd 

-30 - 50 
. 

Belpw 
30yrs. 

Xlalc , 

. . s  

Female 
... ' 

50 s Up to 
?OU'O 

2L01 - 
6000 

6001 - 
1?000 

12001 - 
?OOOO 

Over 
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Table 4.2: Procedural actions taken by households involved in/ subjected to acts of violation (% of Households) 
. . . . . . .  ., . .  . . . . .  . . . . . , .. . :  .:,?: .... : :.::!.:&A; , . .. .-. ' c  ,.;<,;; L-s::k::.*; ec.&-,+-.z7y Income Gcoup (Tk) 

. - . . 

. . . . . . . . . .  ,,:;::?.<;,>.$; .?:>...::$':< :.. '.> " .  Repomd 80 F!C=.<~ ;:-,. :. ...:L:.;.-.!~ .,.A2.>., .... .?::.:.': .:;.:...: .......... -.".. .., 

, '~otd . 
. . . . . .  . . . . . .  

3 0  :.SO? 
:;;jy,::>::,' ... ,., 

7W1 - 
6000 

. . .  . Borti 
, . . .  . - 

<'50+,ii 
:.;;:.;.:,: . .Up to 

UKX) 

Over 
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Noti-, . 
..Bosd . 
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, .::Malei? 
,,:: :<.jL.'.: , 
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:...A \,,;i . , 

Belq* . . .  30 
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Table 1.4: Level of sntisfaction/dissatisfacdon with police service (?/o of Households) 
. . .  , . ,  , .  ., - . . .  . . . ., . . . . .  . . .  . ' S e x ' ' : .  1 ' '  . e ..: Income Group (Tk 

. . .  . . . .  : T?d ,  .., . : B"in .. >; ': .. . Ijo" Boid ";:?faIe, . ; :;!em#. , .............. Moy30 32.50 ..+0 t ':Up n, 2001:: 6001;.- 1201l'- :, OYC~ 
. . .  . . . . .  

Satisfaction 
Dhaka 

.> ,.,. 
. . . .  . . . . . . . .  

200'0 "'I. 
. . . . .  . : ' "  

. : . . . . .  . . . . . . .  . . . . . . 
:. : ... .,... .. . . . . . . . . . . .  -. 

., . ,. . 
I;'. ;-.. ::.:?: :.>::..: >..,:. ~:<. :. . . -. - . . 

2 0 2 2 0 0 2 2 0 6 0 0 2 

6000 12000 -20000 20000 
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Table 4.7: %of Households paid Extra expenses for Land registration 
I scx I Age I Inconle Croup (Tk) 

c$M8";! ,. )( ,'/) ,.. 
& @  * :'*"$"$:,::,;.!; 
Rafih&.<:z 

Tod 

72 73 71 .. 69 58 
71 .. 67 69 .. 76 .. 80 
51 .. 52 53 41 56 

Dhlka 1 70 7J 70 7- 7 1 90 

2001 - 
6000 

Table 4.8: % of Households showed lower price on land deed and extent of price 
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Table 4.11: Level of satisfacdon/dissadsfaction with land registlation system (O/O of Households) 
. . .  . . .  - . .  .., . . . . . .  . . .  ......:.. .. . . .  1 : ; , 1 . .  ' 1 , Income Group (n) . . . .  

+.,. . . . .  . . 

SiltiaCactio n . . . .  bhaka.<.' , ... . . . . .  

Total ... . . 
. ... . . . . : . . . . . . . . . . .  . : .  . . . .  .. . . . . . .  , ,  , . ,  ; 2.. .: : . . .  .. ........................ . . . . . . . . . . . . . . .  : . .  

2 0 3 2 4 3 2 2 0 4 1 2 0 
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