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Satisfaction Level of Utility Services in Dhaka City: 
Water, Sanitation, Electricity and Waste Management

• A citywide survey was conducted among Dhaka dwellers in August 
2011 which focused on different indicators of service delivery like 
availability, accessibility, quality, reliability and satisfaction from the 
end users’ perspectives.

• The survey was designed following the model of ‘Citizen Report Card’ 
(CRC), pioneered by the Public Affairs Centre, Bangalore.

• There were 41 clusters from non-slum areas and 25 clusters from of 
slum areas. 

• The sample size of the survey was 1635 (households) where 62.4% 
(1020) represented non-slum and 37.6% (615) represented slum areas. 



Satisfaction Level of Utility Services in Dhaka City

•The samples have been collected from four different categories of
geographical location and three different categories of socio-
economic status (based on income and amenities). The four
categories of households to be captured were:

•People of Middle and Upper SEC (residing in Dhanmondi, Lalmatia,
Gulshan, Banani and Uttara);

•People of Middle and Lower SEC (residing in Badda, Madartek,
Goran, Hajaribagh, Moghbazar, Mohammadpur, and Mirpur);

•People of Rich and Poor SEC (residing in Old Dhaka);

•People residing in slums.





Access and usage pattern of water supply services



Satisfaction with several indicators of water supply service (%)



Reasons for dissatisfaction with water supply service



Water service delivery: Is the glass half-full or half-
empty?

• The access and usage pattern of water suggest that most of the non-
slum households use tap water for bathing, washing, cleaning (with 
99% coverage rate), whereas a significant portion of slum dwellers 
use tube well for the same purpose. However, one-third of slum 
dwellers do not have access to water either through piped water or 
tube-well;

• The predictability rates of water supply in non slum areas are higher 
than the slum dwellers;

• Most common reason of dissatisfaction involving water services both 
in slum and non-slum areas were dirt, water with bad odor and 
unavailability of water;

• Respondents of non-slum areas were less satisfied (either partially or 
completely) about the behavior of the staff  and quality of 
maintenance and complaint redress system vis-à-vis slum area



Sanitation facilities

• Households in slum area mostly use common 
toilets (82.5%), very few respondents from 
non-slum areas (5%) use common toilet

• In non-slum areas pit-latrine (77.5%) 
dominates



Characteristics of sanitation of those who use common 
toilets



Satisfaction with several indicators of sanitation 
facilities (%)



Sanitation services: More public toilets are 
needed

•It was found that maximum responses for the
satisfaction indicator was partially
dissatisfied, indicating a higher degree of
dissatisfaction level among slum-dwellers
regarding sanitation services.

•This indicates that there is an urgent need to
improve the services of common toilets as well
supplying more public toilet facilities.



Waste Management







Reasons for dissatisfaction over waste management



Waste Management: a wasted opportunity?

• It was found that in non-slum areas, most garbage was regularly 
collected by the city corporation or private agencies. Most 
respondents were satisfied (either partially or completely) about 
the door to door garbage collection;

• However, lower level of satisfaction was found for other indicators: 
clearance of the dump bins, sweeping of roads, clearance of 
garbage from open space and addressing complains;

• Most commonly reported reasons for dissatisfaction of garbage 
service were: garbage not being cleaned properly, irregular road 
sweeping, overflow of garbage in dustbins;

• People in both slum and non-slum areas found the waste 
management service charge as reasonable.  



Characteristics of electricity supply service



Contingent arrangement for power failure



Satisfaction with several indicators of electricity supply 
service (%)



Complaints about electricity services



Power problem: No easy way out?
• The satisfaction pattern varies in almost all indicators of 

electricity services between slum and non-slum areas;

• Majority respondents of non-slum and slum areas were 
dissatisfied (either partially or completely) regarding the 
quality and reliability of power;

• Excess charge, fused line, disconnected line, load shedding 
were the most reported complains in non-slum areas and in 
the slum areas load shedding and loose connections were 
the most cited causes for dissatisfaction;

• But people in both areas complained about higher incidence 
of load shedding and loose connection of electricity.   


