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	In the rapidly urbanizing India, almost one –fourth of the population is living in the cities. Participation of the citizen in the decision making process is extremely important and necessary. The paper is based on using citizens’ report card to assess performance of the water and environmental sanitation services in Bhopal municipal corporation and six small towns of Madhya Pradesh state in India. 

The report card reveals that 17% of the respondents in Bhopal are not able to access the municipal water and are dependent on the privately organized ground water extraction through bore-wells. About 20 % of the respondents, mostly poor and normally living in the slum are stated to be defecating in the open areas in Bhopal. Of the respondents in the city reported having household toilets, 31% of the respondents have their toilets connected to septic tanks that are in turn connected to open drains carrying other domestic grey water. A small Nagar Panchayat Ajaygarh, has only 45% of the families having household toilets, since there are no other option like a sanitary complex or public toilet, the remaining population defecates in open places.

Personality centric politics and lack of administrative desire are responsible for not utilizing the link between effective and accountable service delivery with higher willingness of the citizens’ to pay taxes. Municipalities must engage in proactive planning engaging the citizens. This may not be possible without adequate funds, necessary policy reforms, stringent implementation guidelines and watchdog structures created by the provincial Governments and municipal authorities. Some of the recommendations are:

Realisation of users’ fee is possible at decentralized level by strengthening ward level committees to manage water and sanitation.

Investment is required at building systematic assessment and support to municipality in participatory planning in each town involving concerned stakeholders.

The report starkly points to the unwillingness of the rich and influential to pay any increased user fees. A reversal is essential and is possible only with user fees linked with consumption to bring in equity and efficiency in service delivery system.

Also, there is a need to strengthen the institutional mechanism for feedback from the citizens. 




Introduction

Rapid urbanization has negative correlation with the quality of life of the residents of the urban areas. The basic services like water and sanitation do not reach equitably to the citizens due to various supply side reasons- ineffective planning, inadequate investments in developing infrastructure, unplanned operation and maintenance systems, weak policy measures on cost recovery etc. Indirect democracy poses a challenge in a large country like India, with population base of more than a billion citizens to effectively participate in decision-making process and demand their basic rights. Therefore, there has been conscious effort in India in the mid-nineties to promote direct democracy by enacting the 73rd and 74th amendments in the Indian constitution to strengthen rural and urban local bodies respectively. The 74th Constitutional amendment envisages that the elected representatives of different wards and towns will constitute urban local body (ULB) and this legal entity will be responsible for economic development and social justice of their area. Towns are classified as Municipal Corporation (Nagar Nigam) having population and Municipality (Nagar Palika) having population… and Municipal Panchayat (Nagar Panchayats) having population. The 12th Schedule list of the 74th Amendment includes eighteen functions for the ULBs including water, household and environmental sanitation.

In the rapidly urbanizing India, almost one –fourth of the population is living in the cities. The bigger size ULBs commonly known as municipal corporations and municipalities, though designated as ‘local’ may hardly be described as local in terms of small population size. In Madhya Pradesh, one of the states in India, where more than 14 towns having population more than 300 thousand are called municipal corporations and large number of these municipal corporations are having population more than one million.

Participation of the citizen in the decision making process is extremely important and necessary; however, it is difficult to build mechanisms for systematic interactions of the citizens with the elected representatives and municipal functionaries. The ward offices do not have adequate space and infrastructure. The ward representatives do not visit offices on specific date and time and provisions of establishing ward committee for structured interactions have not been formed in any of the cities. Moreover, available resources for each of the ward and approved plans are not known or easily available to the citizens. The growing distance of the citizens with the elected representatives and municipal authorities is negatively affecting the quality of basic services like water supply and environmental sanitation. It is putting question mark on the governance- accountability of the local municipal bodies.  

Relevance of citizen’s report card

There has been renewed awakening on reforming the Municipal governance and making it more transparent and participatory. Central government has initiated two large flagship programs for integrated development infrastructure building in small and medium towns named UIDSSMT (urban infrastructure development scheme for small and medium towns) and JNNURM (Jawaharlal Nehru Urban Renewal Mission) respectively. Both of the programs are focusing on reforms in municipal governance with citizen’s participation and transparency.  The premise that citizens are at the center of all governance initiative and any successful reform process can be carried out best, if mechanisms and tools for diagnostic and critical feedback from the citizens are in place. Thus, it is particularly pertinent, now, to evolve and invest in various kinds of feed back mechanisms, tools and methodologies. Citizen’s report card is one such tool to understand and analyze the service from the perspective of the citizens. A citizens’ report card is a potent research tool to collects the feedback and assesses the status/quality of the service in the context of its availability, utility and user’s satisfaction. It is a unique way of collaborating with the community for identifying the critical elements of a service and designing interventions that are essential to bring about maximum change. It essentially means that various components of a service are identified and feedback is sought on these subcomponents. The feedback on different components helps to identify the critical problem areas for facilitating a planning process that is based on the feedback of the citizens. 

Report card methodology is an evolved version of the questionnaire based or traditional survey based methodologies. The report card attempts to balance objectivity and action. The sample selection is randomized and statistically valid sample size is considered. Moreover, the questions are designed in such a manner that users’ response may be clearly reported. The survey agency selects investigators who are not workers in that area or those who may bring their personal bias. However, the report card survey is taken up by an action-oriented agency to follow up the findings with the concerned departments. The report card provides evidence based arguments on the performance where citizens and officials dialogue in a structured workshop to identify areas of improvement as a joint responsibility of the citizens and the department/s. The action agency conducts report card a year later to identify areas of improvement. This provides an opportunity to compare current results with the previous results to understand as which departments or in which specific areas performance has improved. Report card is an action-oriented tool based on scientific research methodology as an empowering tool rather than information extraction tool.  

This method has been attempted at several places and by several organizations. For instance, state government in Delhi has brought out a citizen report card on various urban services, and is taking corrective actions, based on the feedback of the citizens. This article is based on the empirical evidences generated using the  citizen report card methodology to assess the performance of select basic urban services, based on the citizen feedback from six towns in the state of Madhya Pradesh.

Methodological dimensions for the paper 
Urbanization and development in India has not been uniform in different parts of the country and in different states. Many of the developed states in India have relatively large number of big and medium sized towns on the one hand, majority of the underdeveloped states like Madhya Pradesh, Uttar Pradesh, Bihar, Rajasthan etc. have several small towns on the other. The smallest urban center, being an urban local body with population between 5000 to 20,000 and having more than three-fourth work force outside agriculture, are the continuum between the city and the village. There are distinctly different developmental needs, developmental challenges and civic problems in small and medium sized towns compared to the big towns. Therefore, in preparation of citizens’ report card, feedback of citizens from six towns of different type and different municipal structure is collected. 

Collecting the feedback from theses diverse towns was particularly pertinent for a state like Madhya Pradesh having large number of very small and medium sized towns. The towns were carefully chosen in a manner that different geographical and cultural regions be well represented. Therefore, the sample adequately represents different sizes of towns, governed by different municipal structures and located in different socio-cultural and geographical regions. Importantly, each service was broken down into several sub-components. Feedback was invited for these sub components to accurately point towards the drivers of dissatisfaction for a particular service. Subcomponents of the water and environmental sanitation related services are as follows:

Water

· Access to water in  poverty pockets

· Functioning of community stand posts

· Water pressure in household connections

· Water supply timing in piped water supply

· Water quality

Solid waste management

· Frequency of sanitary workers for providing service

· Garbage heaps in neighborhoods

· Strewn garbage in the neighborhoods

· Frequency of service by municipal garbage vans

· Availability of drains to the citizens

· Frequency of cleaning of drains

Sanitation

· Availability of sewer lines

· Performance of septic tanks 

· Access to household toilets
· Access to community toilets

· Water logging in neighborhood

· Septic tank and sewer overflows

Table 1-sample size and relevant details of the town

	Name of the town
	Nature of municipality/regional specificity
	Population/ No. of wards
	Sample size

(households)
	No. of wards/wards covered in the sample

	Bhopal
	Municipal corporation/state capital
	14,2718
	650 
	66/10

	Sehore
	Municipal council/Malwa region
	100,000
	350 
	35/10

	Sidhi
	Municipal council/Bagelkhand region
	45,664
	350
	25/10

	Tikamgrah
	Municipal council/Bundelkhand region
	68,572
	350 
	27/10

	Seoni
	Municipal council/Mahakaushal region
	89,799
	350
	24/10

	Ajaygarh
	Municipal council/ Bundelkhand region
	15,000
	350
	15/10


Standard questionnaire schedules were administered to respondents, however transect walk and observations on water and sanitation sites were recorded to develop a nuanced understanding of the citizens’ responses. 

Analysis and findings
The study findings point out that there is a significant discrimination in service provision to the residents. This is especially true in bigger corporation towns like Bhopal where the gap in access and quality of service between the influential and non-influential areas is manifolds. Almost all the services are subsidizing the rich at the cost of the poor. The research also pointed out that there is a lot of dependence on private organizations/providers of the services. In fact, there is hardly any service that may be solely credited to Municipal Corporation/bodies. One of the contentious issues underlying in all planning exercises was the emergence of water and sanitation as the most significant priority in all the towns among all sections of the society. The detailed analysis is given in the following sections.

Status of water and sanitation as emerging in the report card

Water supply in Bhopal Municipal Corporation
The report card reveals that, 17% of the respondents in Bhopal are not able to access the municipal water and are dependent on the privately organized ground water extraction through bore-wells. Most of such respondents live in newly developing areas of Bhopal. However, 87% respondents are provided with the municipal water supply. Deficiencies in water supply are met by private means. Nearly 25% of the respondents, who have municipal water supply, supplement their municipal water supply through individual private boreholes. About 12% of respondents have community private boreholes, having 8 to 10 or more users families per water bore. Therefore, nearly half of the population of Bhopal city makes means with other sources than municipal supply to meet their complete water requirement. Nearly 100 % respondent store water either in water tanks or in utensils and 50% of the respondents supplement their water supply by extracting unregulated ground water at the time of their requirement and convenience to combat the unpredictability and insufficiency in supply.

The report card pointed out that there is definite and distinct difference in delivery of most of the urban services in old settlements (pre-independence) and newly emerging areas. However, water services are relatively evenly spread as compared to  many other urban service particularly, in comparison to Solid Waste Management The newly developing outskirts have been left out of the municipal water supply, though many of these colonies have come up in the last 8 to 10 year. It reflects that there is much less discrimination amongst geographical areas, caste, or economic class in making the water access possible. The poor access in outskirts may be credited to municipal service inefficiency and delays in sanction of projects due to procedural complications rather than geographical discrimination. 

The poorer level of satisfaction may be interpreted more with respect to qualitative dimensions of the services like timing of water supply, pressure of water supply or quality of water supplied. Though credited with a large user base, a relatively low percentage of users (38 %) are satisfied with the water service of the municipality. However, the gap widens when we examine the satisfaction levels among different economic classes. While approximately 60% of the respondents from the higher income group are satisfied, only 20% respondents from the lower income group quoted satisfaction. 40% of the middle-income group respondents are satisfied from the Municipal water supply. The gap in satisfaction levels are evenly spread, unlike in sanitation, where the number of satisfied respondents in both middle and lower income group is as low as 10%.

Pressure in the water supply is the most critical driver of dissatisfaction in the water supply. Nearly 44% of the respondents expressed dissatisfaction from the pressure at which water is supplied and point out that the low pressure as the most important culprit for low satisfaction levels. There are large inter wards and intra-ward variations. High lying pockets/areas reported worst water pressure. The respondents perceive that the pressure valve which are used commonly for increasing or decreasing pressure are only used in reducing the pressure at the high end and no efforts are made to increase the pressure at the tail end.
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Response on satisfaction with water supply in Bhopal ( in percentage )

Against the 34% of respondents dissatisfied with timing of water supply and 25% respondents unhappy with quality of the water supplied, a  sizably large percentage (44%) is dissatisfied with the pressure of water supply, which itself limits the access. There is a low expectation of the respondents on the quality of water supplied by the municipality. Widely used modern aqua purifiers in the middle and high-income group families meet the deficiency of poor water quality. The lower income group respondents feel water availability is a larger issue than the quality of water. Therefore, the average responses reflect that the quality does not appear to be serious cause of discontent in water supply. 

 Therefore, though 92% of respondents of the New Bhopal are satisfied with quality of the water supplied to them, only 60% of the old Bhopal residents are satisfied with the same. Wide difference exists in pressure of water supply between different wards. Old Bhopal area, with old and dilapidated network of water lines, is apparently the reason for leakages in pipelines and consequently for poor satisfaction with the pressure and quality of water supply. It is important to remind here that pressure in water supply program is a deficiency, which cannot be easily improved at the individual level.

Water users of Public stand posts in Bhopal

Only 15% of the respondents found that the public stand posts are in working condition. The numbers are too insufficient to serve the habitation; therefore, the time spent in queue / water collection varies between 2 to 3 hours. Inadequate stand post numbers and low pressure is used as an instrument to regulate the water use by poor residents of the slums. Inadequate numbers coupled with poor pressure, the impatience runs high in slums. Users resort to removing the taps and breaking the pipelines to increase the output of the water.. 

Substantially, a large number of respondents stated that public stand post is frequently broken, mostly broken or constantly leaking (32%, 28% and 24% respectively). Nearly 80% of the time, user community undertakes the repair. Obviously, repair is undertaken only when users face problems with water supply. Therefore, all the measures taken by municipality to regulate the water consumption lead to users themselves indulging into damaging pipeline or tap which results in heavy water loss. 

Fortunately and quite contrary to the popular portrayal by the political parties and elected representatives, 75% of the stand post users are willing to pay for better access of water.  Ironically, as against 75% of the community stand post users, if they get regular and adequate water supply, are willing to make payment for water against only 29% of respondent with private municipal connections are willing to pay. The amount quoted by the stand post users is meager which is in the range of Rs 15 to 25 (less than half a dollar) per month.  Looking at the current uniform water tariff of Rs. 60( about one and a half dollar) for all users of private connection holders, willingness to pay of the poor families  is significantly higher for substantially lower water consumption by any slum dweller compared to any middle class or rich family

Water supply in small towns

There is a sharp contrast in water supply in small towns of Madhya Pradesh in our sample study in comparison to a large city like Bhopal; both in terms of sources of water and satisfaction levels. There are large town-wise variations also. Availability of the water in the smaller towns has been influenced by the local conditions and predominantly determined by differences in management of water in each of the town.

Individual wells, individual bores, and community wells may contribute  5%, 10%,and 10% of the of the water supply respectively and these are the major sources of water in Nagar Panchayat of Ajaygarh, which structurally may be defined as overgrown village. Ajaygarh Nagar Panchayat evidently has poor water infrastructure in spite of having 77 wells currently in possession of municipality and 117 individual wells. There is only 13% coverage by municipal piped water connection. Hand pumps are the most opted choice for water supply across all the towns. Nearly 43% of all the respondents of the six surveyed towns get water from the hand pumps. Historically, wells have been primary sources of water that are now replaced by hand pumps in most of the small towns. Though piped water supply is available in nearly all the sample towns, the extent of dependence on piped water supply is minimal and varied remarkably between different towns.

As we move towards bigger towns governed by Nagar Palika, the availability of Municipal piped water supply increases substantially. While the small Nagar Panchayat of Ajaygarh has only 13% municipal tap connection holders, Sehore and Tikamgarh, both governed by Municipal councils have nearly 35% coverage of Municipal taps. However, the access goes higher in case of better performing towns like Seoni (nagarpalika) with 58% of the respondents having municipal taps. Mostly the extent of the piped water access depended on a combination of factors, the most outstanding being aggressive municipal leadership to mobilize grants for augmenting piped water supply systems.

Response on satisfaction with water supply in small towns ( in percentage )
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Availability of municipal tap connection is not a determinant of satisfaction among the respondents. It is the efficiency (regularity, pressure and quality) of municipal piped water supply and management (regular repairs) of hand pumps that are determinants of extent of satisfaction. In Sidhi town, the  water supply is still primarily managed by the state Government through the PHED (Department of Public Health and Engineering), which is not under the control of the municipality, reported higher level of satisfaction as compared to all other towns. Ajaygarh with extremely low coverage with the piped water supply and drying of hand pumps due to consecutive years of draught rated the satisfaction on water availability as low. Also 30% of the respondents of Ajaygarh shared their water sources with at least 15 or more households.  Low rating on satisfaction parameters in Sehore town is due to ground water deficiency resulting in inefficient municipal piped water supply. Almost 40% of the Sehore respondents had municipal piped water connection but 80% of them depended on other sources of water to meet their daily requirement. Almost all the respondents from Sehore purchased water from private providers in summer and 60% of them pay steep prices of Rs.200 or more per month.

Sanitation and Solid Waste Management in Bhopal city and sample small towns

Solid waste management, drainage and other sanitation related services show the poorest satisfaction amongst all the eight urban services surveyed for the citizens report card in Bhopal, interestingly these services are highest in demand. The other six services surveyed for the report card are road, subsidies ration, education, health, drainage and street lighting. Bhopal, the capital city of Madhya Pradesh, is projected as global environment city in its city development plan prepared for JNNURM. Therefore, it is important to understand the status on sanitation and solid waste management. The total garbage generated in the city everyday is about 700  metric ton and of which only 60% is regularly collected and only 15% is scientifically disposed, (as per the official statistics given in the city development plan). At the backdrop of city’s commitment to global environmental standards and the status given in the City Development Plan (CDP) prepared in 2002, the citizen’s report card tried to capture the status and satisfaction on various components of Sanitation and Solid Waste Management.

Percentage of respondents denied access of sanitation services in sample towns
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About 20 % (Bhopal) of the respondents, mostly poor and normally living in the slum are stated to be defecating in the open areas. Of the respondents reported having household toilets, 31% of the respondents have their toilets connected to septic tanks that are in turn connected to open drains carrying other domestic grey water. A large percentage of septic tank users (27%) stated regular overflow of the septic tanks. As per the official statistics, only 30% of the Bhopal is covered with sewer lines, of which 26% reported   frequently chocked sewerage and 19% reported overflowing Sewer lines in the neighborhood. The situation is nearly alarming and very far from any global environmental status. Nearly half of the respondents stated that the crucial drains are missing on the internal roads and one fifth on the respondents claimed nuisance from the constantly overflowing sewerage on the main roads. 

The status in smaller towns is the worst. A small Nagar Panchayat Ajaygarh, has only 45% of the families having household toilets, since there are no other option like a sanitary complex or public toilet, the remaining population defecates in open places. The situation is only slightly better in relatively bigger Municipal council towns as Seoni , Tikamgarh , Siddhi and Sehore  municipal towns, with population in the range of 40,000 to 100,000,  have household toilet coverage at 70%, 60%, 65% and 80% respectively. Ironically, no method has been observed in toilet coverage of towns. Generally, the toilet coverage is related to the size of the town. The bigger the size, the greater is the population pressure, leaving lesser available spaces for open defecation, therefore, higher compulsion on the households to construct toilets. Caste factors also play a significant role in the access to toilets. While 85% respondents belonging to general caste have toilets in their homes, the figure for the marginalized or scheduled castes is only 40%. Easy accessibility to water also seem to have bearing on toilet use, however it does not seem to be a necessary condition rather a sufficient condition. In Ajaygarh town, 20% of the households with Municipal tap connections defecate in open however, the figure goes higher for household with dug wells, but rises further for those that collect water from hand pumps. On the part of municipality, there does not seem to be any systematic intervention to promote toilet construction. None of the small town, considered in the study, has optimally explored the potential of community-pay& use toilets.

Worse is connectivity of toilets with the sewerage. There are no sewer lines,- only drains carrying septic tank overflow. Most towns have open and kutcha (mud paved) drains. In the range of 30 to 40 percent of the surveyed respondents in these small towns have reported completely missing domestic drains while 20% to 30 % have kutcha drains, and an equal percent has concrete though open drains. Most of these internal drains carry septic tank overflow along with other wastewater. Unfortunately, a large number of these drains are either finally spilling in an open space or merging with the closest water body without any treatment of water. Thus, the satisfaction in the sewerage is visibly low in these towns as 38% of the respondents’ stated poor satisfaction from sewerage and 27% reported extremely poor satisfaction from sewerage. The reasons reported either missing or inadequate drains, extremely inadequate frequency of cleaning of the drains (42% and 27% rated the satisfaction as  poor and very  poor respectively).Twin pit toilets usually adopted in rural areas is not appropriately promoted and optimally explored in theses areas as many of the households have adequate space in their houses. Only 10% of the respondents with toilets are using twin-pit toilet design, which is cost effective and a safe technological option.

Frequent water logging (one to three month) is reported by 12%, 60%, 9%, 62% and 35% in Ajaygarh, Sehore, Seoni, Siddhi and Tikamgarh respectively, which adds to the poor sanitary conditions in the town and low satisfaction levels. Despite, 60% of Bhopal and 10-15% respondents of smaller towns are willing to pay user charges for improved sanitation and sewerage.

The situation of garbage disposal and management is no better. In a municipal corporation town like Bhopal, 70 % of the respondents claimed that garbage is usually visible around the locality. Around the same number of respondents stated occurrence of garbage heaps at fixed points in neighborhoods. Non-availability of the dustbins (66%) and irregularity of sanitary workers (66%) is also reported by the respondents in the citizen’s report card survey. The occurrence of garbage heaps was much higher for New Bhopal (87%) than in Old Bhopal (71%) similarly even the other sanitary services are marginally but definitely better in Old Bhopal. However, more than the apparent variation between old and New Bhopal, there is marked and skewed variation in different areas. The range is as high as 2% to 80% in the levels of satisfaction. The influential areas reported reasonable satisfaction level in the range of 80% to 40 % of the respondents while most of the other (lower middle class and poor) areas reported between 2% to 18% of the respondents. Many of the residents (16%) stated that they have private providers or resident associations led ‘garbage disposal system. Poor garbage collection from the public dustbins is the most critical element of the current service. The dissatisfaction arises due to less number of garbage collecting points compared to requirements and insufficient frequency of municipal garbage collecting vans. Lack of dustbins and irregular collection finally result into frequent garbage heaps and strewn garbage.

Key Learnings

The Planning Commission of India has sought to address the issue of uneven and inadequate development by decentralizing the planning process and making it more people-centric and inclusive through community participation. The obvious intent behind the shift in strategy has been to move beyond a bureaucratic understanding of developmental needs and designing large-scale development programmes and schemes, which can address changing people’s aspirations. The present need therefore is to evolve mechanisms where citizen’s aspirations (representing different caste, class and gender) are articulated, heard and responded. There is a need to mobilize resources by designing programmes in a participatory mode in our towns and cities where the Government, private organizations and municipality/citizens have close partnership. It appears that weak political will exist for decentralization. Personality centric politics and lack of administrative desire are responsible for not utilizing the link between effective and accountable service delivery with higher willingness of the citizens’ to pay taxes. The second important trend found in urban development reflects that the unplanned and unregulated development works are jeopardizing even the provision of basic civic amenities like water, drainage systems and garbage management. Municipalities must engage in proactive planning and lying down of basic infrastructure before commencing building permission or land use conversion in newly developing areas in cities and towns. This may not be possible without adequate funds, necessary policy reforms, stringent implementation guidelines and watchdog structures created by the provincial Governments and municipal authorities. 

Civil society interventions in the last two decades too have focused largely in the rural areas. Municipal governance largely escaped the attention of citizens and civic institutions. If any interventions have been made, these are focused in large town than in small towns. A strong civil society presence, which exists in small towns, working in the rural areas, is highly desirable to focus on urban governance issues.


Discretion, discrimination and favorable discounting to the rich and influential 
Though credited with a large user base, a relatively low percentage of users (38 %) are satisfied with the water service of the municipality.  Interestingly, for water, the gap between satisfied and not satisfied users is almost negligible. Meaning thereby that there are more or less large number satisfied and dissatisfied users.  In a large city like Bhopal with extensive coverage of piped water supply in most of the non-slum areas, the discretion is maintained in timing and pressure of water supply. Water is projected largely as a social good but is being cleverly manipulated as an economic good available at a highly subsidized price. Water is taxed on a flat rate basis, favoring the rich and influential as their consumption requirements are manifolds, compared to the poor. The respondents, across all sections, could not recall properly the amount paid and when did them last pay their water tax. 

Social factors affecting water supply and sanitation in small towns

Another significant aspect revealed, during the survey and discussions with the citizens, that the underlying social inequities in the town have its influence on the water supply. The more poverty-stricken wards clearly have poorer water supply infrastructure. They do not demand for improved water supply forcefully in comparison to the citizens in other influential wards. In general, water is available within 50 meters of the residence, however 10-20% of the respondents, usually in the low-income group and marginalized castes travel more than 100 meters. Upper caste and richer classes, easily access the social good like water, which is available at no virtual cost. Only 22% of scheduled castes and scheduled tribes population have access to piped water connection as against 45% of the general castes in Ajaygarh town and 60% of these marginalized castes depend on shared water sources.

Neglect of traditional structures and knee jerk approach to planning
Most of the organically grown cities have traditional systems, especially with respect to water supply and drains. Last three decades of development has been either a response to a problem or a response to grants or schemes on specific subject. For instance all the surveyed towns, but for Sehore have well developed ponds. All of them have several traditional water systems like wells, water tanks, Bawdis (kind of large mouthed well) or Jhirias (small water holes where water is available at negligible depth). However, rarely any of these structures are in use these days. Wells are in the state of neglect and are replaced by innumerable hand pumps. Similarly, most of the ponds are drying, partly due to neglect and partly due to encroachment on its catchments areas. Most of the drains that developed traditionally are still the best, with respect to slope, width and depth. For instance in Ajaygarh, the drains, though few, were large, because they had to evacuate the vast amounts of fallen leaves, mud and top soil brought from the hills by the flowing rainwater. However, over the past few decades, residents and the local development authorities, with houses, roads and buildings being constructed over them, have progressively encroached upon these drains. Even today, the remains of these large drains continue to exist beneath many of the town’s roads. The haphazard and often illogical nature of these developments has seen a set of new problems emerging at all levels. Take the example of drainage in the town. With money easily available, concrete roads have been laid across the town, many of them at a higher level than the adjoining houses and drains. As a result, drainage of rainwater has become a major problem, with the water more often flowing into the homes of the people instead of through the drains.
Recommendations and ways forward

Typically unregulated urbanization and financially poor and unaccountable municipal bodies are, largely, personality and personal motivation driven, affecting the performances of the municipality. It is amply clear that there is vast difference in the status of service delivery depending on leadership. Also the status and challenges vary with the size of the towns. The continuous urbanization and expansion of the bigger towns is difficult to cope up with and affects the service delivery, while the smaller towns are still struggling with basic infrastructure issues. 

74th amendment of the Indian Constitution, which laid out principles for strong local bodies in cities, also emphasized the need of community participation in Mohalla samities (neighborhood committees). The scope of these neighborhood committees can be systematically explored in the solid waste management. There are 60% of the respondents in Bhopal showed willingness for suitable user fees for effective management of the waste. Realisation of users’ fee is possible at decentralized level by strengthening ward level committees to manage water and sanitation.

Introducing systematic analysis and method for tailor-made planning interventions in handling water supply and sanitation in urban India

A multiplier effect is visible among the different components of water supply and sanitation in urban India. For instances, the dissatisfaction with non-availability of dustbin or dissatisfaction with inadequacy of garbage collection is lower than the dissatisfaction expressed with overall management of the solid waste. Therefore, it is evident that the dissatisfaction between two elements multiplies. However, there are certain critical elements too. For instance in the solid waste management, there are evidently inadequate number of garbage collection points and poor frequency of garbage collection for Bhopal. While in small towns, it is absolutely thoughtless and unscientific management of the waste, with no initiative on segregation of the waste, poor use of sanitary landfill sites. Therefore, there is a difference in the nature and complexity of the water supply, sanitation and solid waste management problems in small towns, medium towns and large towns. The waste generated in smaller towns is less in volume and it is largely organic. While the large towns have huge quantities of waste, the waste is complex and need greater efforts for segregation, citizen’s education and suitable systems for collection and disposal. The water supply in these towns is also obviously different. The small towns have dependence on wells and hand pumps. On the contrary, it is usually piped water supply in big corporations like Bhopal. We have also seen that each town has different status with respect to access, class differentiation and quality of the services. Therefore, different strategies might be suitable for each town. This does not definitely mean only discretionary interventions based on the aggressiveness of the local municipal leadership. Rather investment is required at building systematic assessment and support to municipality in building their strength and overcoming their weakness based on a perspective plan prepared by each town involving concerned stakeholders.

Levying of Adequate and appropriate user fees   

There is little correlation between the consumption and user charges. In fact, taxation is the weakest area of municipalities, especially in the more underdeveloped states of Northern India. Therefore, there are large spaces for discretion in access and quality of services. The report card has pointed that the discrimination in access is favoring the rich and influential. Ironically, in the last two years of the municipal functioning in Bhopal, there has been vehement opposition by municipal general body on any increase in water taxes. This is despite the fact that large percentage of poor are ready to pay for more effective water distribution. Similarly, most of the middle class is already paying for sanitary services and has shown willingness to pay appropriate user fees for improvement in the services. The report starkly points to the unwillingness of the rich and influential to pay any increased user fees. A reversal is essential and is possible only with user fees linked with consumption to bring in equity and efficiency in service delivery system.

Policy interventions –promoting differential treatment to small towns governed by the Nagar Panchayats

Most of the Nagar Panchayats of underdeveloped states of India, with population ranging “between” 10,000 to 40,000 are at criss-cross between rural and urban structures. The problems are so typical to these towns that a standardized treatment from the central or federal Governments is not suitable for them. For instance, Ajaygarh, matches many of the rural areas as it has only 45% coverage in terms of household toilets. However, policy level interventions treat small towns like other bigger towns. Total Sanitation Campaign, a central government’s program, for promoting household sanitation and toilet use, provides subsidies in the rural areas for toilet construction. However, the program completely overlooks the small Nagar Panchayats, with similar conditions, having even worst level of poverty. Therefore, structural redesigning of some of the policies and programs are required to accommodate water and sanitation issues of different type of towns and urban poor.

Decentralization of municipal structures, especially in large towns

The big sizes of the cities and ward are working contrary to the spirit of decentralization. It was evident in the survey that people vote on the party (political) line in the municipal election and mostly have poor relationship with their elected representatives, in case of large towns. Nearly 70% of the respondents in the Bhopal report card survey claimed at not knowing their local body representative. Of those who claimed to know their corporator, 70% of them resided in Old Bhopal. It is the social fabric built through living of several generations that has promoted the relationship between corporator and residents.  However, the relationship with the corporator was found to be particularly poor among the middle-income group of relatively bigger towns, and especially in areas that have developed recently (in last one or two decades). An astounding 93% of the middle-income group residents of New Bhopal do not know their ward corporators. The report card survey also points that Old Bhopal even though having poor infrastructure, fares better with respect to the services or even, maintenance of infrastructure, especially the relatively better off areas. Therefore, it is evident that distance and acquaintance influences the quality of service delivery. However, a  corporator in a town like Bhopal, represents a population of 20,000 to 70,000. This is an unmanageable size for any local body representative to promote a model of direct democracy and in absence of sector specific committees at the ward level, it is quite difficult for a citizen to relate. 

Therefore, it is recommended that  higher citizens’ participation in regular functioning and day-to-day management of basic civic amenities need to be evolved through sectoral committees like water and sanitation committee as well as recognizing resident welfare associations as a forum for interactions with the middle and lower middle class citizens . Also, there is a need to strengthen institutional mechanism for feedback from the citizens must be strengthened.
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