1.
INTRODUCTION
1.1
Contextual background

In November 2005 the City of Cape Town’s Department of Water and Sanitation Services formulated a new vision and envisaged themselves as becoming leaders in the provision of equitable, sustainable, people-centred, affordable and credible water services to all.  Since then significant progress has been made on the road towards attaining this future state.  This has been achieved by implementing various management plans and programs of which the 2006/2007 Water Services Development Plan (WSDP) is arguable the most significant.  The Department of Water and Sanitation Services, however, continues to face a number of critical challenges such as (WSDP Executive Summary, 2007):
· Meeting basis services expansion to meet the influx of people into the city.
· Grey water runoff quality in informal settlements.
· Timeous provision of infrastructure to meet development growth needs.
· Maintenance of infrastructure to ensure continued operation.
· Affordability of the service.
· Increased performance and efficiency.
The Department also set themselves inter alia the following new goals in 2005 (Water Services vision, 2005):

· To ensure access to a basic water supply to all informal settlements by 2008.
· To ensure access to basic sanitation services to at least 70% of all informal settlements by 2010.
· To ensure the availability and reliability of water resources at all times.
· To ensure the supply of safe drinking water that meets quality standards at all times.
· To ensure that an 80% satisfaction level of all customers in the provision of basic water services is reached annually.
· To establish a fair tariff that ensures all residents have access to basic water and sanitation, including indigent households.
One of the essential steps for the city is to reduce water demand through the implementation of Water Conservation and Water Demand Management (WC/WDM) initiatives in order to ensure a sustainable supply of water for the future and to ensure financial efficiency in the supply of water services.

The 2001 Census recorded the size of the metropolitan population at 2,9 million people living in 759 765 households.  The city’s 20007/08 Integrated Development Plan (IDP) put the 2005 number of households at 847 000, with a population estimate of 3,2 million.  There are currently a total of approximately 656 800 formally registered customers in the city with full level of service.  This is supplemented by a further 104 216 informal dwellings serviced by the city in 2006 (Department of Strategic Development Information and GIS, 2007).
1.2 Satisfaction surveys
Since 2002 the Department of Water Services have been commissioning research to determine the needs and perceptions of their customers.

The findings from the research are being used (www.capetown.gov.za/water/survey): 
· As input to the ISO 9001 certification auditing.

· To ensure that an acceptable level of service satisfaction is achieved and maintained.

· To identify areas needing improvement.

· To uncover needs not currently addressed, especially in informal areas and the commercial arena.

· To ensure that the Water Service Customer Charter remains relevant.

· To measure the level of satisfaction with the Department of Water Services.

The research findings furthermore enable the Department to determine their level of goal attainment.

1.3
Brief

Lethulwazi Manpower and Consulting Services was commissioned to conduct the City of Cape Town’s Department of Water and Sanitation Services’ fifth customer perception survey in July 2007.

To be able to track any and all progress on the implementation of the department’s programs to address needs previously uncovered, the questionnaire and sampling approach therefore had to be kept consistent from previous years.

The fieldwork had to take place in July 2007 and was to be followed by an analysis of the results and information workshops.  The completion date of the project: was set as 31 August 2007.   Due to the delay in starting the fieldwork the project’s time frames had to be amended.  The completion date was moved forward to 22 November 2007 while the information workshops were scheduled for 27 and 28 November 2007.  The delay in starting the project can inter alia be attributed to delays in signing off on the standardised questionnaires and delays in providing suburb and property information necessary for the sample selection process.
1.4
Objectives

The objectives of this research were to:

· Determine the perception of water and sanitation services received.
· Evaluate the quality of service when reporting problems or making enquiries.
· Determine the level of awareness of promotional water conservation initiatives.

· Identify issues relating to payment and billing for services.
· Confirm the demographics of the market.
2.
RESEARCH DESIGN AND METHODOLOGY

2.1
Research problem
The main research problem of this survey is the question: “Are the City of Cape Town’s Department of Water and Sanitation Services’ customers satisfied with the level of service that they are receiving?”

2.2
Research type

The research problem of this research is of a non-theoretical type.  The survey was simply designed to gather information about customer perceptions and satisfaction.  The research is therefore of an applied nature.

This survey utilised goal-orientated research that relies on systematic and multidisciplinary approaches in which intelligent systems harness individual units of information and integrate them into a larger context (Van Dyck, 2005).

2.3
Research method
Methodology is an operational framework within which facts are placed so that their meaning may be seen more clearly (Leedy, 1993).  The scientific method is further a systematic and organised series of steps that ensures maximum consistency and objectivity in researching a problem (Schaefer and Lamm, 1992).
This survey was preceded by a pilot study in which 18 data collectors participated.  Data was collected by utilising structured interviews conducted for a total sample size of 525 consumers that was distributed as follows:

· 400 Formal residential households.
· 100 Informal residential households.
· 25 Businesses.
A disadvantage of employing interviews to gather data is that the responses given may not be accurate and may not reflect real behaviour (Haralambos and Holborn, 1990).  Respondents may also provide wrong information and may forget or lack the information required.  These disadvantages of the selected data gathering method may well influence the findings of this research.

The interview schedules (questionnaires) for the structured interviews were supplied by the Department of Water and Sanitation Services.  These schedules and the sampling approach had to be kept consistent from previous years in order to track progress on the implementation of programs and to address needs previously uncovered.
Pilot study

The aim of the pilot study was threefold, namely:

· To identify ambiguous and unclear questions that might be confusing.

· To ensure that the questionnaires were measuring what it was supposed to measure.

· To determine whether the data capturing computer programme written by the consultants were fully functional and operating according to its design.

The pilot study resulted in some questions being amended and the data capturing computer programme being fine tuned.  The amended questionnaires were signed off by the Department who also took responsibility for the reproduction of these questionnaires.

2.5
Sampling

The Department of Water and Sanitation Services provided suburb and property information in which it distinguished between formal residential areas, informal residential areas and businesses.  Stratified random sampling was thus utilised by drawing simple random samples from each set of mutually exclusive data.

The sample size was predetermined by the Department as five hundred and twenty five (525).  The sample was divided according to the type of households in terms of the following ratio:

· 400 Formal residential households.
· 100 Informal residential households.
· 25 Businesses.
2.5.1
Formal residential households
The formal residential households were divided according to the level of income of the various households.  A distinction was thus made between high, middle and low income households.  Four hundred (400) households were randomly selected from a list of five hundred and eighty one (581) areas provided by the Department of Water and Sanitation Services as follows:

· High level of residential income
=
90 Households

· Middle level of residential income
=
170 Households

· Low level of residential income
=
140 Households

Within the selected areas one street was randomly selected as a starting point for the data collectors who determined on which side of the street and in which direction they wanted to start.  Every nth household encountered was interviewed in terms of a predetermined selection ratio.  In each household the head of the household who had to be 16 years and older was interviewed.  Substitution for no-one at home or unwilling to participate in the survey occurred in the form of the next-door neighbour on the same side of the street. 

Table 2.1 on the next page provides a presentation of the sample distribution for formal residential households.

TABLE 2.1: SAMPLE DISTRIBUTION OF FORMAL RESIDENTIAL HOUSEHOLDS
	Level of income
	Number of areas

(% of total)
	Selection ratio (1:10)
	Number of areas selected
	Number of households per area

(Total number of households per level of income)

	High
	127 (22%)
	1:100
	10
	9    (90)

	Middle
	242 (42%)
	1:200
	10
	17  (170)

	Low
	212 (36%)
	1:200
	10
	14  (140)

	Total
	581 (100%)
	
	30
	 40  (400)


The selected areas for the various levels of formal residential income are presented in the following tables:

· High level of residential income
:
Table 2.2

· Middle level of residential income
:
Table 2.3

· Low level of residential income
:
Table 2.4

TABLE 2.2: SELECTED HIGH LEVEL OF FORMAL RESIDENTIAL INCOME

        AREAS

	 Name of area
	Number of households per area

	Bergvliet
	9

	Bishops Court
	9

	Blouberg Rise
	9

	Eversdal - Durbanville
	9

	Gardens
	9

	Milnerton
	9

	Northgate
	9

	Proteavalley
	9

	Stellenridge
	9

	Wellway Park
	9

	 Total
	90


TABLE 2.3: SELECTED MIDDLE LEVEL OF FORMAL RESIDENTIAL INCOME

        AREAS

	 Name of area
	Number of households per area

	Gatesville
	17

	Haasendal
	17

	Hagley
	17

	Kraaifontein
	17

	Paarden Eiland
	17

	Tygerdal
	17

	Tygervalley
	17

	Vredekloof
	17

	Woodbridge Island
	17

	Zonnebloem
	17

	 Total
	170


TABLE 2.4: SELECTED LOW LEVEL OF FORMAL RESIDENTAIL INCOME

        AREAS

	 Name of area
	Number of households per area

	Avondale
	14

	Belhair
	14

	Bishop Lavis
	14

	Delft
	14

	Elsies River
	14

	Kraaifontein Industria
	14

	Salt River
	14

	Summer Greens - Brackenfell
	14

	Valleisicht
	14

	Wallacedene
	14

	Total
	140


2.5.2
Informal residential households
A list of two hundred and six (206) informal residential areas has been supplied by the Department of Water and Sanitation Services.  Ten (10) areas were randomly selected from this list with the hundred (100) households equally divided amongst them.

Within the selected areas a starting point was randomly selected for the data collectors who determined in which direction they wanted to start.  Every nth household encountered was interviewed in terms of a predetermined selection ratio.  In each household the head of the household who had to be 16 years and older was interviewed.  Substitution for no-one at home or unwilling to participate in the survey occurred in the form of the next-door neighbour. 

Table 2.5 on the next page provides a presentation of the sample distribution for informal residential households while Table 2.6 depicts the selected areas.

TABLE 2.5: SAMPLE DISTRIBUTION OF INFORMAL RESIDENTIAL

        HOUSEHOLDS

	Number of areas
	Selection ratio (1:10)
	Number of areas selected
	Number of households per area

(Total number of households)

	206
	1:20
	10
	10    (100)


TABLE 2.6: SELECTED INFORMAL RESIDENTAIL AREAS
	 Name of area
	Number of households per area

	Graveyard Pond
	10

	Kanana - Gugulethu
	10

	Kat se Kamp - Lwandle
	10

	Klipfontein Glebe
	10

	Kosovo - Philippi / Weltevreden Valley
	10

	LB Section
	10

	MM2 Section
	10

	Morning Star - Table View
	10

	Spandau
	10

	Zone 2 - Langa
	10

	Total
	100


2.5.3
Businesses
The businesses were divided according to their level of income.  A distinction was thus made between high, middle and low income businesses.  A further distinction was made in terms of land use and thus business or commercial use and industrial use.  Twenty five (25) businesses were selected from a list of seven thousand eight hundred and twenty (7820) businesses provided by the Department of Water and Sanitation Services as follows:

· High level of business income
=
 4 Businesses

· Middle level of business income
=
12 Businesses

· Low level of business income

=
9 Businesses

Table 2.7 on the next page provides a presentation of the sample distribution for businesses.

The sample was divided proportionately amongst business or commercial users and industrial users.  The businesses were selected on an equal interval basis in terms of a predetermined selection ratio from the provided list.  Substitution for respondents unwilling to participate in the survey occurred in the form of the following business on the provided list.
TABLE 2.7: SAMPLE DISTRIBUTION OF BUSINESSES

	Level of income
	Number of businesses (% of total)
	Selection ratio (1:10)
	Total number of businesses per level of income

	High
	1307 (17%)
	1:100
	4

	Middle
	3867 (49%)
	1:300
	12

	Low
	2647 (34%)
	1:200
	9

	Total
	7820 (100%)
	
	25


The selected businesses for the various levels of income are presented in the following tables:

· High level of business income
:
Table 2.8

· Middle level of business income
:
Table 2.9

· Low level of business income

:
Table 2.10

TABLE 2.8: SELECTED HIGH LEVEL OF INCOME BUSINESSES
	Type of land use
	Name of area
	Selected street
	Selected street number

	General Business
	Milnerton
	Koeberg
	442a

	General Business
	Milnerton
	Millvale
	4

	General Business B1
	Gardens
	Dorman
	45a

	General Business B2
	Camps Bay / Bakoven
	Link
	1a

	Total
	
	4


TABLE 2.9: SELECTED MIDDLE LEVEL OF INCOME BUSINESSES

	Type of land use
	Name of area
	Selected street
	Selected street number

	Central Business
	Townsend Estate
	Voortrekker
	52

	General Business
	Strand Halt
	Main
	42

	General Business B1
	Kenilworth
	Rosmead
	70

	General Business B1
	Observatory
	Lower Main
	75

	General Business B1
	Wynberg
	Batts
	30

	General Commercial C5
	Cape Town City Centre
	Bloem
	40

	General Industrial
	Epping Industria 2
	Nourse
	27

	General Industrial
	Montague Gardens
	Marconi
	5b

	Local Business Area
	Bo Oakdale
	Willie Van Schoor
	309

	Office Park
	Parow North
	Mc Intyre
	59

	Office Park
	Rosenpark
	Twist
	3l

	Special Business
	Crawford
	Camberwell
	57

	Total
	
	12


TABLE 2.10: SELECTED LOW LEVEL OF INCOME BUSINESSES

	Type of land use
	Name of area
	Selected street
	Selected street number

	Central Business
	Goodwood Estate
	Mc Donald
	3

	General Business
	Summer Greens
	Victoria
	1

	General Business B1
	Brooklyn
	Section
	2

	General Commercial C2
	Salt River
	Kremer
	11

	Light Industrial
	Bellville South
	Goeie Hoop
	28

	Local Business
	De Kuilen
	Blom
	95

	Local Business
	St Michaels
	Sending
	13

	Minor Business
	Elsies River
	39th
	493

	Special Business
	Manenberg
	Elsjieskraal
	51b

	Total
	
	9


2.6
Validity and reliability

The scientific method requires that research be both valid and reliable (Schaefer and Lamm, 1992).  A 10% validation was therefore carried out on the questionnaires received by contacting randomly selected respondents in the various areas as follows:

· Formal residential areas
=
40 Respondents

· Informal residential areas
=
10 Respondents

· Business areas

=
3 Respondents
In considering the reliability of the data a distinction was made between the broad time and space context as determined by the current socio-political and economic factors as well as the more narrow research setting in which the structured interviews occurred (Mouton and Marais, 1990).  To control the effects of the former context and thus to ensure some degree of consistency the interviews were conducted over a relative short period of time.

2.7
Research instrument

The research instrument, namely interview schedules (questionnaires) were provided by the Department of Water and Sanitation Services for the three identified target markets, namely formal residential areas, informal residential areas and business areas.  The three questionnaires are in essence similar although there are slight differences in emphasis.  These questionnaires had to be kept consistent from previous years so as to track progress on the implementation of programs.
The questionnaires were subjected to a pilot study to ensure that it was measuring what it was supposed to measure as well as to identify ambiguous and unclear questions that might be confusing.  The results of this study caused some of the original questions to be amended.

The questionnaire for the formal residential areas consists of seventeen (17) main questions with various sub-questions as well as a section that deals with the biographical details of the respondent.  The questions posed covered the following topics (in no particular order):  

· Customer satisfaction with rendered services.

· Water leakages.

· Perceptions pertaining to the importance of the various services.

· Water conservation.

· The effect of the national Water Week initiative.

· Uses of water.

· Accounts and financial aspects.

· Public participation and involvement.

The questionnaire for the informal residential areas consists of twenty-one (21) main questions with various sub-questions as well as a section that deals with the biographical details of the respondent.  The questions posed covered the following topics (in no particular order):

· Customer satisfaction with rendered services.

· Perceptions pertaining to the importance of the various services.

· Water conservation.

· The effect of the national Water Week initiative.

· Uses of water.

· Sanitation levels.

· Public participation and involvement.

The questionnaire for the business areas consists of thirteen (13) questions with various sub-questions as well as a section that deals with the biographical details of the respondent.  The questions posed covered the following topics (in no particular order):  

· Customer satisfaction with rendered services.

· Water leakages.

· Perceptions pertaining to the importance of the various services.

· Water conservation.

· Uses of water.

· Public participation and involvement.

2.8
Data collection
The data collection only started on 1 October 2007 due to delays in signing off the amended questionnaires and to get them printed as well as delays in obtaining identity badges for the data collectors from the Department of Water and Sanitation Services.

Twenty-four (24) data collectors were utilised to obtain the data for this survey.  These collectors were mainly students from the Universities of the Western Cape (UWC) and Stellenbosch (US) while a number of social workers also assisted with the data collection process.  The main selection criterion for the data collectors was that they had to have some form of experience pertaining to research.  The UWC students were primarily utilised for the informal residential areas due to their fluency in isiXhosa and English while the US students were primarily utilised for the formal residential areas due to their fluency in English and Afrikaans.  For the business areas data collectors were utilised who had knowledge of the particular areas in which they had to operate.  

The data collectors were equipped with identity badges and t-shirts so as to identify them as officials administering an officially commissioned survey.  They underwent training in which they were familiarised with the various questionnaires and alerted to possible pitfalls. 

The Department of Water and Sanitation Services utilised the data collection process as an opportunity to market their services.  The data collectors were thus also issued with information flyers and complementary bath plugs.  To entice respondents to participate in the survey a DVD player was on offer in a lucky draw.

The face-to-face interviews were of a structured type as it was a questionnaire administered by the data collectors who did not deviated from the questions.  The collectors were non-directive during the interviews and thus avoided expressions of approval or disapproval and refrained from offering opinions.  The interviews were conducted in the preferred language of the respondents, namely in English, isiXhosa or Afrikaans.
It would have been ideal to implement CAPI (Computer-Assisted Personal Interviews) to improve turn-around time.  The data collectors, however, opted to rather utilise pen and paper due to the security risks involved in utilising CAPI.  The interviews therefore lasted for approximately thirty (30) minutes each.

The data collectors experienced problems in terms of the following:

· Denied access to properties despite of identifying t-shirts and badges.

· The length of the questionnaires and thus the time it took to administer the structured interviews.

· Some respondents were reluctant to participate as they did not receive water accounts and were afraid of being prosecuted.

· Security and safety as one collector was manhandled and assaulted.

· Respondents found it difficult to distinguish between the various departments of the City of Cape Town’s municipality and saw Water and Sanitation Services as belonging to the same department as Electricity.

· A significant number of respondents were disinterested in participating in the survey as they felt that their opinions would not make a difference.

· Some collectors lost interest and motivation in the collection process due to time delays, the length of the questionnaires and the public’s reaction to the questionnaire.

2.9
Data capturing

A computer software programme, the Water Services Customer Survey Tool (WSCST), was developed to assist with the data capturing process.  This programme ensured consistency in the capturing process and safeguarded the integrity of the data.  Field validations were built into the program to ensure that errors made by the data collectors were minimised and not transferred to the raw data to be used for statistical analysis.   The ultimate purpose of the WSCST was to ensure that the data collected adhered to the properties of effective data, namely data which is reliable, consistent, accurate, without errors and timeous. The WSCST ensured that data captured was done in an efficient as possible process with the minimising of errors as main purpose.

The data capturing process was modelled using data collected during the pilot study. Outcomes and findings from this process were used to further refine the WSCST until the desired result was obtained of effective data.

Each question was coded and analysed according to the codes allocated to relevant options selected (e.g. very satisfied = 5, somewhat satisfied = 4, dissatisfied = 3, very dissatisfied = 2 and not sure = 1). This facilitated a simpler more efficient analysis of data.  The data was thus transformed to information that could be analysed further.
