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EXECUTIVE SUMMARY

Since 2002 the City of Cape Town’s Department of Water and Sanitation Services have been commissioning research to determine the needs and perceptions of their customers.  Lethulwazi Manpower and Consulting Services was commissioned to conduct the fifth such 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 had to be kept consistent from previous years.  Data for the 2007 survey was collected by utilising structured interviews conducted for a total sample size of 525 consumers that was distributed across formal and informal residents as well as business consumers.  Stratified random sampling was utilised by drawing simple random samples from each set of mutually exclusive data. Data was captured using the Water Services Customer Survey Tool.

An analysis of the data indicated that the customers of the City of Cape Town’s Department of Water and Sanitation Services are in general satisfied with the level and type of service rendered by the said department.  Employees of the Department of Water and Sanitation Services are generally perceived to be courteous but follow-up with respondents is lacking. A system to ensure adequate follow-up could be put in place.

The quality of water is quite high and the vast majority of respondents are very satisfied with the quality of the water. Complaints regarding the water pressure are the highest with respondents in formal residential areas complaining about low pressure while respondents in informal residential areas complain about the high pressure at taps.

In informal areas the numbers of families that share basic sanitation facilities are quite high resulting in unhygienic conditions leading to unpleasant living conditions and health problems.

There is an upward trend amongst businesses to be aware of the conservation of water. The introduction of a rising tariff scale could be utilised to encourage businesses to conserve water.  Across all areas there is a lack of knowledge about water efficient fittings.  Information about water efficient fittings and the benefit thereof could be made available.

More support could be given to the National Water Week initiative as there is a low awareness and participation in it.  Overall the public is aware of the conservation of water and supports this initiative. 

Water Services





City of Cape Town








Customer Perception


Survey





November 2007











[image: image5.jpg]


[image: image2.jpg]


Customer Perception Survey, 2007

