4.
DISCUSSION OF RESULTS

4.1 Formal residential areas

4.1.1 Demographics

The language distribution is roughly comparable to that of the Western Cape as a whole.  Information from the population census of 2001 confirms this finding.  The race distribution does not however, follow the same pattern. This is to be expected as the informal settlements has a strong influence in this regard as a significant number of Xhosa speaking people reside in informal settlements.

The age distribution is very similar for the ages 16 to 24, 25 to 34 and 35 – 49.  The 50 to 64 age category was almost half in size of that of the previously mentioned age categories.  The target population of head of household or economically active people was mostly reached.

There is a slight discrepancy between the actual and proposed distribution of respondents between low, middle and high income areas.  This is most likely the result of human error. The error however is slight and not likely to significantly influence the outcome of the survey.

4.1.2 Customer satisfaction

Customers are overall are more satisfied in 2007 than in any of the previous years.  However there is a decline in satisfaction with the provision of drinking water on tap in 2007.  Customers are of the opinion that the sewer drainage system is better maintained than in the previous years.

Slightly less than half of the respondents have experienced problems with water leakages in the street.  There appears to be an incline in water leakages in the street.  Most occurrences are however in the “every few months” category.  Fewer occurrences of water leaks inside and outside the dwelling are perceived.  Almost the same level of satisfaction with water pipes bursting exists between results from the 2007 survey and the 2006 survey.  There has been a shift in perception though that fewer pipes are perceived to burst monthly.

The vast majority of respondents are satisfied with the taste, smell. colour, texture water pressure and overall quality of the water.  Customer perception of service for the taste and smell of the water is the same as that of 2006 but the colour, texture, pressure and quality is reduced.  The most significant reduction in satisfaction is with the pressure of the water.  Many respondents held the opinion that the pressure was low.

4.1.3 Water usage

The majority of the respondents purchase bottled water with an equal distribution between daily and less than once a month purchases.  Purchases of every 2 – 3 days, once a week, every 2 – 3 weeks and monthly varies.  In 2007 there has been a decrease in the amount of respondents’ never purchasing bottled water.  Most respondents who purchase bottled water do so because they believe that it tastes better, it is the best thirst quencher and that it is purer than tap water.

There has been no marked change in the behaviour of respondents regarding the conservation of water.  Most respondents changed their behaviour because they had the perception that they had to adhere to the water restrictions.  The least amount of respondents did so because of price.  The way in which the behaviour of the respondents changed was to pave certain areas on the property, re-used bath water and by planting indigenous plants.

Most respondents have not heard of water efficient fittings and of those that have heard, only 20% have already installed water efficient fittings and 83% plan to do so in the near future.

The most respondents make use of municipal water to water their garden. There has been a significant decrease in the number of respondents making use of a borehole. Those that have a borehole use it mostly to water the garden. The greater majority of respondents do not re-use their washing water and it runs through the system.

4.1.4 Service evaluation

More than 70% of respondents have never dealt with anyone from the Department of Water and Sanitation Services. Of those that have dealt with the Department of Water and Sanitation Services, the most reported a water leak in the street, a water pipe that has burst and had enquiries about their water/sewer account. The majority of respondents felt that they were treated in a professional and courteous manner. A significant number of respondents however held the opinion that no follow up occurred after contact with the Department of Water and Sanitation Services.  The main means of contact with the Department of Water and Sanitation Services is by calling the Water Services Hotline.

The most important service that the Water Services offer is perceived to be that of the quality of drinking water, the affordability of the water services, a sustainable supply of water and accurate billings. The service that customers are the most satisfied with is that of adequate water pressure during peak supply, that the water quality meets quality guidelines, that individuals should use water wisely and that the Department of Water and Sanitation Services has efficient and effective communication with customers.

A significant proportion of respondents did not think it of importance to regulate water services.  The number of respondents who wanted to participate in the regulation of the water services is just over a quarter of total sample of residential surveys. The largest number of respondents wanted to be involved in the regulation of water services wanted to do by receiving information. The area of activity respondents felt most comfortable with was that of forming an oversight committee and also by getting involved in a conservation committee.

Customers held the opinion that it is their duty to report water leaks, that waste water often pollutes rivers and that they should pay for the services they use.

4.1.5 Water restrictions

Water restrictions are only introduced when really necessary is the opinion held by most respondents.  The lifting of water restrictions was the statement most respondents were uncertain about.  The biggest difference from opinions held in the past occurred when the statements referred to the lifting of water restrictions and the hours during which watering is permitted.  This is to be expected as currently there are no water restrictions in place.

More than half of the respondents have not heard of the City’s National Water Week.  This is a significant improvement from 2006, though.  Newspapers and radio were the main means of communication regarding the National Water Week.  Only a small percentage of respondents took part in the National Water Week.

4.1.6 Accounts

More than 80% of respondents regularly receive a water account.  The general perception regarding the water accounts were that the accounts are very easy to understand, almost always accurate and that respondents never calculate the amounts as verification. Only about a quarter of respondents monitor their water usage.

. 

4.2 Informal residential areas
4.2.1 Demographics

The vast majority of respondents living in informal residential areas are Xhosa speaking.  Most respondents are in the economically active categories of 25 to 49 years of age. This supports the requirement that respondents be the decision makers regarding household expenses,

Almost three quarters of the respondents were women.  This could have an influence on the results of the survey.  Only 4% of respondents were not African and as to be expected, this survey does not reflect the demographic dispersion in the Western Cape.  The vast majority of respondents are in informal dwellings.

4.2.2 Physical observations

For 79% of respondents the nearest tap is between 1 and 24 steps from their dwelling. This is a marked increase from previous years.  The majority of taps appear to be in working order as most respondents recorded that taps can be turned off and does not leak.  This is very much the same as results from 2006.

4.2.3 Customer satisfaction

Most respondents are dissatisfied with the overall performance of the department water of the City of Cape Town.  There is a significant increase in the dissatisfaction of respondents in informal residential areas from previous years.

Apart from the fixing of a leaking tap all problems listed is the responsibility of the Department of Water and Sanitation Services to repair.  This is the only anomaly in the trend for respondents to request assistance from the Department of Water and Sanitation Services in repairs for a water leak in the street, a broken toilet and a blocked sewer in the street.

Respondents mostly dealt with the Department of Water and Sanitation Services regarding the reporting of a blocked sewer, a burst pipe and a water leak in the street. Most respondents however have not ever dealt with the Department of Water and Sanitation Services.  The service experienced when reporting a blocked sewer, a burst pipe and a water leak in the street was perceived to be somewhat lacking in that respondents felt that although they were treated in a courteous manner, their problem was not resolved in a reasonable, no or little follow-up took place and they were not efficiently directed top the correct person to see to their needs.  Most respondents went to see someone at the Department of Water and Sanitation Services regarding their request for assistance.

The taste, smell, colour and texture of the water was satisfactory to the respondents.  The water pressure was the only item with which a number of respondents was dissatisfied. Complaints were mostly that water spurts out of the tap at very high pressures making the filling of a container difficult.

4.2.4 Customer perceptions

Respondents perceived themselves to be mainly a resident or as part of the people. A minority perceived themselves as citizens and as part of the community.

Respondents held the opinion that they should pay for services they use.  Also a perception exists that waste water pollutes rivers and that it is their duty to report water leaks in the street.  In 2007 fewer respondents agreed that people are conscious of conserving water.  Fewer respondents also agree that water is less expensive in Cape Town than elsewhere than in the previous years. 

4.2.5 Water restrictions

A significant number of respondents feel that most people adhere to water restrictions and that water restrictions are introduced only when it has become really necessary.

However, only 30% of respondents have heard of the National Water Week.  This is a significant increase from the 2006 survey.  Those respondents that have heard of the National Water Week have heard if from the radio, television and newspapers.  Half of the respondents had to change their behaviour in order to conserve water.  This is a significant increase from 2006.  The main reason to change behaviour relating to the conservation of water is that people had to adhere to the water restrictions.  The manner in which the respondents changed their behaviour to conserve water is by removing some lawn or grass.

4.2.6 Water usage

Most households in the informal residential area make use of 1 to 2 buckets of water per day.  This is significantly less than in the 2006 survey.   Only for a single respondent does a record for having a borehole exists.

The sample of respondents was divided into two parts in their response to the importance of the regulation of water services.  The majority of respondents sees themselves getting involved with the regulation of water services by raising their concerns with a councillor, only 37% of respondents however believe it is important to report problems to the Department of Water and Sanitation Services .

4.2.7 Basic sanitation

Consultation with the local community regarding the provision of basic water and sanitation is in the region of 60% of all respondents.  Of the 40% most received information by means of a public meeting and a councillor visit.  

Respondents feel that a flush toilet, hygienic toilet facilities, health and hygiene education, 20 litres free water daily and a stand pipe nearby are all part of their rights as resident of Cape Town.  They do not believe a chemical toilet, a ventilated pit latrine and a bucket type toilet is part of their rights.  In comparison with previous results, the same facilities have significant increases in the number of respondents who said that they believe the facilities to be part of their rights as resident of Cape Town.  Three quarters of the respondents answered that they do not pay for the water they use.

What are not provided according to respondents are toilet facilities that are safe and hygienic and chemical toilets.  A stand pipe and health and hygiene education is the two items which most respondents believe are provided to them.  Respondents list only chemical toilets as items to which they do not have continuous access and which is not in working order.  A quarter of respondents believe that something prevented them from accessing free basic water and sanitation.

Respondents list the Department of Water and Sanitation Services  as the provider and maintainer of basic sanitation. They also list the Department of Water and Sanitation Services  as the builder of the facilities.  They do not know however who is responsible for providing the funds to maintain a chemical toilet, a ventilated pit latrine and a flush toilet,

Most toilet facilities are shared by 7 families, followed by 6 and 2 families.  In comparison to previous years, fewer respondents share facilities.  Respondents believe that a flush toilet is the most expensive to maintain and that a ventilated pit latrine is the least expensive to maintain.  Hygiene problems arasing from unhygienic sanitation is mainly that of unpleasant smells and health problems.

A majority of respondents are willing to pay money for access to a higher level of sanitation.  Respondents listed an amount less than R20.00 per month as the category with the highest frequency followed by the R41.00 to R50.00 category.

4.3
Business

4.3.1
Demographics
Only 12% of respondents have a borehole on their property.  Water from the borehole is mainly used to water the garden and as drinking water.  Most businesses use water for general purposes.

4.3.2
Customer satisfaction

In 2007 the most respondents of all the years are satisfied with the overall performance of the provision of water and sanitation services, drinking water on tap and the maintenance of sewer drainage systems.  

Most respondents perceive the incidence of water leakages and pipes bursting at a more regular interval than in the past.  As assistance businesses will make use of a plumber to repair a leaking tap in the building and a broken toilet system as well as a leaking sewer on the business site.

Respondents are satisfied with the taste, smell, colour, texture, water pressure and quality of the water on tap. In the year 2007 the Department of Water and Sanitation Services  has managed to satisfy most business customers overall.

4.3.3 Service evaluation

The items most reported is that of a water leak, a burst pipe, the water restrictions and the water account.  The first time a respondent reported on a problem the person was redirected to another person who could see to his needs.  The preferred means of contact is with the Water Services Hotline.

Respondents believe that it is important to encourage businesses to use water wisely as well as the extension of services to potential customers as quickly as possible.

4.3.4 Perceptions

A significant number of respondents reported that it is their duty to report water leaks in the street, that waste water often pollutes rivers and that services made use of should be paid for. This latter finding is in agreement with what was determined from previous years.

Almost all respondents thought that the regulation of water services is important.  A very small number of respondents were interested in participating in the regulation of water services.  Some respondents thought themselves too busy and other held the opinion that it is not their responsibility.

4.3.5 Water restrictions


A rising tariff scale could encourage businesses to use water more efficiently. That opinion was held by a significant number of respondents.  The greater majority of businesses do not recycle their water, with only two businesses reporting recycling between 2% and 90% of their water.

The views held by businesses regarding water restrictions are that most businesses adhere to water restrictions, that water restrictions are only introduced when really necessary and that the stringent water restrictions of the past should have remained in place longer.  Analysis of information from previous years agrees with the finding that water restrictions are only introduced when really necessary.

A majority of businesses have changed their behaviour to conserve water and the reason for it not being that of information provided or price or adherence to restrictions.  Since 2004 there has been a steady increase in the number of respondents changing their behaviour to conserve water.

Most respondents have not heard of water efficient fittings and do not plan to install water efficient fittings.  Municipal water is the main source of water for use in the garden.  The availability of treated water for non-drinking purposes was deemed equally to be very likely made use of and not likely at to be made use of.
5.
CONCLUSIONS AND RECOMMENDATIONS
The below stated general conclusions have been drawn from this research.

· Respondents living in formal residential areas are increasingly more satisfied than in the past.

· Respondents living in informal residential areas are dissatisfied and this perception is increasing with time. However the numbers of somewhat satisfied respondents are also increasing in time.

· Overall respondents are satisfied with the taste, colour, smell, texture, pressure and quality of water at their disposal.  However a number of formal residential respondents complained about the low water pressure and a number of informal residential respondents complained about very high water pressure.

· In the business sector, there is an upward trend in the change in behaviour to conserve water. There is no change from 2006 in the formal residential areas.

· Across all the types of surveys, there is a lack of knowledge about water efficient fittings.

· A small number of respondents from all the different areas have boreholes which are mainly used as supplementary source to water the garden.

· In direct contact with the Department of Water and Sanitation Services employees, most respondents found them courteous but a significant number of respondents did not receive any follow-up from contact with the Department of Water and Sanitation Services. 

· The National Water Week initiative is relatively unknown with low participation form respondents.

· In the informal residential areas there is a need for basic sanitation hygiene services which are safe and hygienic. Most households share toilet facilities with 7 other households. 

· A significant number of respondents from informal residential areas complain about unpleasant smells and health problems related to unhygienic sanitation services.

· A rising tariff scale could encourage businesses to conserve water.

 The aforementioned conclusions allow the authors to make the below-stated recommendations.  These recommendations are not presented in any particular order of importance or impact.

· Maintain or improve the high standard of the quality of water.

· Maintain or improve the high standard of the maintenance of the sewer drainage system.

· Ensure adequate follow-up to the public from contact with the Department of Water and Sanitation Services.

· Attempt to reduce the number of families required to share basic sanitation facilities in informal residential areas.

· Make information available to the public regarding water efficient fittings and the benefit thereof.

· Give greater impetus to the National Water week initiative.

· Simplify and focus the research instrument.

· Reconsider the method of delivery of the research instrument.

· Increase the sample size across all sectors.

· Build adequate validation of information into the survey.
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