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EXECUTIVE SUMMARY

It cannot be overemphasized that good roads and constant quality electricity power supply are engines to engender a country’s development. The survey exercise critically examines the operations of the SLRA and the NPA/BKPS in terms of service delivery to the public. The views and opinions of the direct beneficiaries of these services were utilized for this work. Resumes of the key findings are adumbrated below.

SLRA

Respondents were asked to assess the construction and maintenance of roads in their districts. In the Kailahun and Kono districts, only 3 percent of the respondents (in each district) were very satisfied. In Bonthe and Moyamba districts, 5% and 6% respectively maintained that they were very satisfied. As per the sum total of respondents in all fourteen districts of the country, 17% were very satisfied; 11% satisfied; 10% somewhat satisfied; 15.3% neither satisfied nor dissatisfied; 11% somewhat dissatisfied; 16% dissatisfied; and 21.3% indicated very dissatisfied. 

Respondents were asked to assess the quality of drainage system along the roads in their districts. Eleven percent (11%) of the respondents were very satisfied; 11% satisfied; 9% somewhat satisfied; 14% neither satisfied nor dissatisfied; 14.3% somewhat dissatisfied; 18.1% dissatisfied; and 23.3% were very dissatisfied.

Respondents’ perception on the quality and quantity of road signs across the country was gauged. Seven percent (7%) of the respondents were very satisfied; 10% satisfied; 12.2% somewhat satisfied; 16% neither satisfied nor dissatisfied; 20% somewhat dissatisfied; 20.3% reported dissatisfied; whilst 15.3% stated very dissatisfied.

The satisfaction of respondents was sought on the areas where speed bumps are erected in the districts. Eight percent (8%) of the grand total of respondents in all districts indicated that they were very satisfied with the areas where speed bumps are constructed along the roads; 9% were satisfied; 11.4 somewhat satisfied; 17% neither satisfied nor dissatisfied; 15% somewhat dissatisfied; 19% dissatisfied; and 21% mentioned very dissatisfied. 

Respondents were asked to rate their satisfaction on the quantity and quality of speed bumps in their districts. Ten percent (10.5%) of the total respondents stated very good; 15.4% said good; 18.1% reported fair; 26% said poor; whilst 31% mentioned very poor.

On the quality and quantity of railings along streets/roads 14.3% of the total respondents said very good; 16% said good; 18.1% indicated fair; 22.5% said poor; and 29.3% stated very poor.

On the response rate of SLRA staff to repair bad roads in the country, 15% of the total respondents said very good; 16% mentioned good; 19% indicated fair; 13% reported poor; and 26.3% said very poor.

Regarding the payment of additional charges to get adequate and quality roads/streets, 11.2% of respondents were very satisfied; 14% were satisfied; 19% said they were neither satisfied nor dissatisfied; 24% mentioned dissatisfied; and 32.2% indicated very dissatisfied. 
NPA/BKPS

Concerning the frequency of electricity power supply, 13.6% of respondents in the three sampled regions (Western Area, Kenema and Bo) said very satisfied; 11% stated satisfied; 9% somewhat satisfied; 10% neither satisfied nor dissatisfied; 9.3% somewhat dissatisfied; 15% dissatisfied; and 32.3% were very dissatisfied. 

On electricity power voltage, 24% of the total respondents said they were very satisfied; 25% stated satisfied; 12.3% were somewhat satisfied; 11.3% reported neither satisfied nor dissatisfied; 6% mentioned somewhat dissatisfied; 5% affirmed dissatisfied; and 7% mentioned very dissatisfied. 

On the assessment of the attitude of power service staff when doing domestic electrical connection or when reading a meter, 42% of the total respondents in all three regions asserted very good; 27% mentioned good; 10.3% said fair; 11% mentioned poor; and 10% stated very poor.

Regarding the distribution of electricity power supply to consumers, 27% said very satisfactory; 27% indicated satisfactory; 15.3% mentioned neither satisfactory nor dissatisfactory; 18% stated unsatisfactory; and 19% noted very unsatisfactory.

On the issue of penalizing consumers for refusing to pay their bills/charges, in the Western Area 7% of respondents stated that they would be very satisfied with that; 8% reported that they would be satisfied; 9% indicated that they would be somewhat satisfied; 9% were neither satisfied nor dissatisfied; 12% were dissatisfied; 25% reported dissatisfied; and 30% mentioned very dissatisfied. In Bo district, 14% of respondents manifested that they would very satisfied; 16% were satisfied; 13% were somewhat satisfied; 15% stated that they were neither satisfied nor dissatisfied; 10% said they were somewhat dissatisfied; 15% stated that they were dissatisfied; while 17% were very dissatisfied. In Kenema district, 28% of the respondents were very satisfied; 23% were satisfied; 17% reported that they were somewhat satisfied; 9% were neither satisfied nor dissatisfied; 6% indicated that they were somewhat dissatisfied; 5% stated that they were dissatisfied; and 12% were very dissatisfied.

On the installation of pre-paid electricity meters in private homes, in the Western Area, 20% of respondents indicated that they were neither satisfied nor dissatisfied. Also, 19% of respondents were dissatisfied as against only 6% who were very satisfied. In Bo district, the dissatisfaction level is even acute. Twenty eight percent (28%) of respondents reported that they were dissatisfied as against 2% that were very satisfied. In sharp contrast, 28% of respondents in Kenema district were very satisfied, as against 10% that were very dissatisfied.

Concerning the dissemination of information to consumers, especially when there would be a long power break, in the Western Area, 28% indicated that they were very dissatisfied, against 12% that were very satisfied. In Bo district, 20% stated that they were very satisfied against 14% that were very dissatisfied. In Kenema district, 23% reported that they were very satisfied as opposed to 6% that manifested that they were very dissatisfied.

On treatment meted out to consumers when doing official business in the administrative office of the power service, in the Western Area, 8% of respondents stated very good; 10% stated good; 19% affirmed that it is usually fair; 21% mentioned that is it poor; and 42% emphasized that it is very poor. In Bo district, 19% of the respondents said very good; 16% said good; 21% stated fair; 24% mentioned poor; and 20% stated very poor. In Kenema district, 29% of respondents said very good; 25% mentioned good; 19% indicated fair; 12% reported poor; and 15% stated very poor.

Regarding the response rate of the power service staff to amend an electrical fault in service areas, in the Western Area, 10% of the respondents stated very good; 12% indicated good; 15% reported fair; 24% mentioned poor; and 39% stated very poor.
In Bo district, 9% of the respondents stated very good; 21% indicated good; 25 stated fair; 22% mentioned poor; and 23% stated very poor. In the Kenema district, 21% of the respondents mentioned very good; 21% mentioned good; 19% stated fair; 23% reported poor; and 16% said very poor.

Action-Oriented Recommendations

Respondents of the survey and the Campaign for Good Governance hereby calls for the implementation of the following recommendations:

SLRA

· Salaries and conditions of service of staff should be radically improved to engender their quality performance

· Adequate and up to date equipment should be provided to staff to do road repairs/construction

· The response rate of staff to repair particularly strategic but very bad roads/bridges should be radically improved. In other words, the institution should be able to timely respond to calls to repair very bad roads and bridges

·  The institution’s usual radio programme should be broadened to ensure that citizens in all districts benefit from it. All citizens should be sensitized about the operations of the SLRA and to enable them make their inputs to facilitate quality service delivery. For example, citizens should be informed of the negative effects of dumping rubbish in the public gutters. Regular television programmes should be undertaken to consolidate the awareness raising/sensitization drive. 

· The Ministry of Lands should put mechanisms in place to ensure that private individuals do not construct buildings too close to the streets/roads. This would make it possible for the SLRA or private contractors to construct good drainage and footpaths along roads/streets as and when necessary.

· Great efforts should be made to ensure that road signs are adequate and of good quality. Some of the road-signs are presently so fade that road users hardly recognize them, let alone to adhere to them. The signs should be conspicuous to all road users to regulate movement of pedestrians and vehicles. Particularly ‘zebra crossing’ signs should be made clearer to road users to minimize accidents along the roads. 
· The drainage system along the roads is mostly of poor quality. The drainage system should be improved. The gutters should be made deeper and wider and with access to clear garbage from them as and when the need arise.
·  Although there are speed bumps along some roads/streets especially in bigger towns in the country, they are nonetheless inadequate. More speed bumps should be erected particularly in places where drivers are notorious for driving at break-neck speed. The speed traps should be clearly marked to allow for easy visibility. 
·  Adequate and durable railings should be constructed along roads/streets. At the time the survey was conducted only few parts of the bigger towns do have road railings. A railing reduces accidents. Those railings that have already been damaged should be speedily repaired or changed. 
· Additional footpaths should be constructed or reconstructed along roads/streets in the country. The footpaths should be of good quality and adequate. This would reduce the chances of people walking on the main roads/streets which frequently causes accidents.
·  The institution’s management should put mechanisms in place to improve their response rate to consumers’ calls to repair very bad roads/streets in their localities.
· Citizens should be willing to pay their taxes and road user charges to enable the institution generate revenue to undertake roburst road construction and reconstruction.
NPA/BKPS

· It is not uncommon for some parts of the towns to go without national electricity power for weeks and sometimes even a month or more. The institution’s management should endeavour to provide electricity power to consumers on regular basis. 

· The voltage of the electricity power is sometimes very low and unstable, especially in hillside areas of Freetown. The voltage should be made stable and of good quality. Unstable voltage could result in electrical problems. Additional electrical transformers should be installed in some parts of the service areas to improve the quality of service. 

· The conditions of service of the staff should be radically improved to stimulate quality service delivery to consumers. 

· The staff that works in private homes should be given periodic training to be able to relate well with consumers. This would reduce the frequent complaints that the workers do not show courtesy when doing work in private homes.  Even those staff working in the administrative office should endeavour to be more receptive to consumers who meet them for official transactions.

· There have been complaints that electricity power is hardly fairly distributed among consumers. Electricity power should be fairly distributed among consumers be they rich or poor, influential or non-influential.

· The government through the Ministry of Energy and Power should source and divert reasonable resources to commence the operations of the Bumbuna hydroelectric power. Generators of any size or quality are expensive to run. Hydro system engenders better quality service and is sustainable.

· Consumers should pay their bills to enable the power service management deliver quality service.  

· Power service providers have the onus to utilize the revenue generated from bills in a manner that could convince consumers that it is being used judiciously to provide quality and regular power supply.

· Stringent measures should be taken against those consumers who are provided with quality and relatively regular power supply and still refuses to pay their bills.

· Pre-paid meters should be installed in private homes, contingent upon the provision of regular and better quality service. 

· If for any reason there would be a long electricity power break, consumers should be informed much earlier of such development. The reason(s) for the break and its duration should be communicated to consumers to enable them understand and adjust accordingly.

· The response rate of the power service staff to consumers’ calls to do major electrical work in their areas is usually on the low side. This procrastination could lead to electrical problems like fire outbreak. The response rate should be urgently improved.

INTRODUCTION

Though a plethora of studies has been carried out on the public sector in general and public services in particular, the majority of them address only economic and managerial perspectives. Seldom does one come across perceptions on the public services bordering on citizens’ perspectives. As users or beneficiaries at the receiving end, their assessments of the quality, efficiency and adequacy of the services and the problems they face in their interactions with the public agencies can provide significant inputs for the improvement of service delivery and management processes. Their assessment could also bolster private sector investment through the establishment of factories/industries, processing and storage facilities for farm produce. The SLRA is the public institution responsible primarily for the construction and maintenance of roads countrywide. Unfortunately, most of the roads, even those leading to district headquarter towns are in very bad shape. Vehicles venturing into some parts of the country where the roads are terrible often wear out fast. This has resulted in commercial drivers refusing to go to certain parts of the country for fear of their vehicles getting damaged. Due to the deplorable road network, commercial drivers charge citizens, mostly indigent ones, exorbitantly to ferry them from one point to the other. Farm produce usually got spoilt in the interiors when vehicles are not usually available to transport them to bigger markets. This unfortunate status quo undermines conscious efforts by stakeholders, especially rural agriculturists to stimulate the economy through farming. There is strong argument that if most of the roads are in good shape, it could correspondingly lead to the development of the Gross National Product (GNP) of the country.

Power supply is vital to the development of a country. Unfortunately, most districts in the country do not benefit from national electricity power supply. Few places – Western Area, Bo and Kenema districts could boast of having public power supply, though irregularly and some times of poor quality. The inadequate power supply in the country is unattractive to foreign and domestic investors. Most citizens believe this is a principal cause of the dwindling private sector investment in the country. In so many ways constant and quality power supply could improve the standard of living of citizens. The two institutions mentioned above are bedeviled with severe funding and managerial problems. Few citizens who could afford are using mini generators to provide electricity power in their homes. Though this is an expensive undertaking, but some citizens do not seem to have a better choice. The constant use of generators is hazardous to citizens’ health due to the poisonous carbon monoxide they emit into the atmosphere. Therefore, in spite of the deprivation citizens suffer in terms of not been provided with regular and quality service, they run the risk of contracting diseases through the inhalation of carbon monoxide.    

 Funding and managerial problems hampers the institutions’ efforts to provide quality service to citizens. This unfortunate situation has made some other citizens resign to fate. Some citizens are confused as to whether it is the responsibility of the government to provide these services for them. Some citizens even think that using such services is a privilege given to them by government and not their rights. 

There is growing awareness among people in government, academic and advocacy groups on the potential of evaluation for improved decision making and positively influencing the policy environment. Public services in Sierra Leone are widely believed to be unsatisfactory and deteriorating. This unfortunate trend apart from having severe consequences on the overall well-being of the economy, affects the quality of life of the ordinary citizen in an adverse way. The unfortunate reality is that the beneficiary has no option to ‘exit’, and so is compelled to continue to tolerate them. The inadequate corrective actions by the government and low levels of collective action by the citizens have stifled the institutions’ responsiveness to the public and their motivation to improve services. 

The days when development was conceived mostly in terms of centrally planned investments with a clearly defined hierarchy of decision-making levels, are long over. Today, development is increasingly seen as a participatory process wherein governments are expected to create market-friendly regulatory environments, develop human resources and focus on capacity building. A major area where this rethinking is taking place is the public service sector where there is a definite shift in focus from investment led growth strategies to an emphasis on the role of policy, information and awareness, improved decision making and active involvement of the civil society. This means that results on the ground and sustainability are now the acid tests of performance. Issues pertaining to accessibility, effectiveness and responsiveness have become critical in this context. More attention is paid to impact assessments of the services and greater stress is laid on feedback and dissemination activities.

Such topic is rooted in quantitative research methods, but is enhanced by qualitative findings obtained from interviews and observations. Mixing quantitative and qualitative research methods is often thought of as mixing oil and water.  Some believe they do not blend.  Others, however, see the value in complimenting attitudes with statistics and augmenting opinions with numbers.  In fact, many of the advantages of the Report Card’s quantitative survey approach are derived from prior use of qualitative methods.  

The technique used to obtain information for this Report Card survey exercise – which is questionnaire administration to individuals is noteworthy.  This technique enhances the overall validity of the study by: 

· helping to reduce bias;

· revealing errors in measurement;

· verifying and cross-checking data; and

·  increasing response rates by producing a better questionnaire.

Having accurate information about what citizens think can enable decision-makers to take informed decisions and policy choices and to implement service improvements that respond to citizens, needs and preferences. 

PROJECT OBJECTIVE

The general objective of this study is to give consumers the opportunity to rate the performance of the above public institutions (SLRA and NPA/BKPS) in terms of service delivery; and proffer action-oriented recommendations to enhance their effectiveness.

METHODS OF DATA COLLECTION

Primary

To generate a more representative data, the survey was conducted in all fourteen districts of the country. The method used to elicit the perception and opinion of citizens was personal interviews. A questionnaire was designed for the project which entailed mostly structured questions. 

At the preliminary stage of the project, senior managers of the SLRA and the NPA were officially informed and requested to grant an interview to the survey team. The information elicited from the managers were utilized to develop the survey questionnaire.

Since the SLRA has the mandate to provide service countrywide, citizens from all fourteen districts were interviewed for this work. For the electricity power supply, residents of the Western Area (areas that benefits from the service), Bo and Kenema districts that have the Bo Kenema Power Service (BKPS) were interviewed for this exercise. 

As a sine qua non, all enumerators for this exercise had resided in their respective districts for a considerable period. One hundred (100) carefully selected prospective researchers were intensively trained on the rubrics in conducting individual interviews to collect information. Enumerators were also trained on the purpose of the project; how to use answer sheet; criteria for selecting participants for interviews; courtesies to observe when administering questionnaire; and the significance of meeting deadlines in a project.

Amongst the one hundred (100) prospective enumerators that went through the training, fifty-six (56) of them were eventually contracted - four per district to undertake the survey. Three thousand (3000) respondents (all Sierra Leoneans) were interviewed countrywide for this exercise. An average of two hundred and fourteen (214) individuals per district was interviewed. Each enumerator interviewed fifteen (15) individuals for the exercise. Enumerators were given the free hand to randomly select respondents within their districts. Efforts were also made to ensure that respondents were not only selected from the district headquarter towns. Enumerators were instructed to ensure that the selection was gender, occupation and age sensitive. 

Following the drafting of the questionnaire, ten specially trained individuals were given the task to pre-test the questionnaires. The purpose of the exercise was to crosscheck for ambiguities, typographical errors, and duplications of questions; and also to determine the timing for the administration of a questionnaire. The enumerators spent a week pre-testing the questionnaires.

Enumerators got instructions to interview only those Sierra Leoneans who were direct consumers of the services in question. This selection was predicated on the assumption that only those end-users know the actual benefits and challenges they encounter in the service delivery chain, and consequently would be better placed to answer the questions. For the roads questionnaire, end-users in all fourteen districts of the country were interviewed. For the electricity power questionnaire, only the end-users in the Western Area, Bo and Kenema districts were interviewed. This was so because at the time the survey was conducted, it was only in these three locations that the government provides the service in the country. Since some parts of the Western Area do not benefit from the NPA service, enumerators were instructed to administer the questionnaires only in those areas that benefits from the service.

Secondary Data

Published reports, audiovisual tapes, textbooks, Internet and the radio were utilized for this work. 

Data for this work is presented qualitatively and quantitatively. 
LIMITATIONS OF THE STUDY

The enumerators despite having resided for an appreciable period in their districts found it difficult to get citizens interested to participate in the project. Citizens as an excuse for not participating in the exercise alleged that these public institutions have not been providing quality service in their districts in spite of the constant complaints and recommendations they have proffered in the past. They strongly commented that they see no need to give their opinion on the performance of these two critical public institutions since they were convinced that their input could not make much, if any difference. Enumerators spent an unreasonably long period explaining to citizens the benefits of participating which made it impossible for them to complete their tasks on time. This in turn put great pressure on the project manager to compile and publish the report.

TIME FRAME

The period the survey was undertaken was from May – December 2006.

RATIONALE OF THIS STUDY

The findings of this study could help public officials address issues in the delivery and maintenance of critical services. The information desired is related mainly to policy formulation, implementation, and evaluation. The data would also provide a useful initial framework for thinking about information needs and the kinds of decisions that can be informed by survey results. 

This exercise is also useful because it consider how opinion surveys can help broaden the scope of citizen participation in the variety of decisions that confront officials in the public arena.

Policy formulation involves deciding what to do. This particular survey work can help public officials determine what people need, want, prefer, or demand from their government or for the money they pay as tax. They can then use this information to make choices, set priorities, change practices, and translate popular demands into public policy. Questions that help to inform policy choices often measure the preferences, popularity, or acceptability of singular or competing ideas, actions, choices, or services.

Citizen feedback can also help public officials decide how best to deliver or provide services. Useful questions in this area may concern the variety of activities and decisions involved in implementing a policy, programme, or service. These can be directed to one or more of the groups with a stake in the issue, such as elected functionaries, management team, employee unions, resident associations and public interest groups.

Citizen surveys can also provide useful feedback for evaluation of public policies and programmes. In the business of service delivery, the consumer’s perception is the pertinent reality. One could safely assume that the agency responsible for a particular service is not doing its job well if citizens express dissatisfaction with various dimensions of output effectiveness, such as the quality, timeliness, level, accuracy, reliability, convenience, utility, and price of the service. Survey questions can ascertain what citizens think about the quality of services, who uses services, how frequently they use them, and where specific improvements need to be made. 

Having accurate information about what citizens think can enable decision-makers to take informed decisions and policy choices and to implement service improvements that respond to citizens’ needs and preferences.

Surveys can help to broaden the scope of citizens’ participation in government decision-making. Practitioners know that the citizens who feel they play a part or have some influence upon a policy or programme are more likely to feel they have a stake in its outcome. Citizen surveys are one means of advancing a process of deliberative democracy, where public officials address citizens’ concerns up-front rather than later, in court. As a method of practicing the politics of inclusion, surveys have the potential to enhance the quality of democratic governance. This potential can be realized when the objectives of the survey are clear, when citizens have enough information to make choices and form opinions, and when the findings are publicized and discussed in fora of community outreach.

PRESENTATION AND ANALYSIS OF SURVEY FINDINGS

SIERRA LEONE ROADS AUTHORITY (SLRA)

 

                        Construction and maintenance of roads/streets 

 Road construction and maintenance are vital to the accentuation of infrastructural development. Rural domestic food production is the main source of food supply and accounts for the largest employment in the informal sector. Good roads link productive sites to ready made markets in urban towns at both regional and national levels. Addressing poverty through food production requires a coordinated short-term and long-term strategy. An intervention during both periods does not exclude the construction of feeder and trunk roads. In this regard, respondents were asked to rate their level of satisfaction of the SLRA’s construction and maintenance of roads in their districts. The table below gives statistical details of respondents’ rating:
 

                        Construction and maintenance of roads (in percentages)

	Construction and Maintenance of Roads
 
	 
	 
	 
	 
	 
	 
	 
	 

	Location
	Very satisfied
	Satisfied
	Somewhat Satisfied
	Neither Satisfied Nor Dissatisfied
	Somewhat Dissatisfied
	Dissatisfied
	Very Dissatisfied
	Grand Total

	Bo
	20
	15
	10
	30
	5
	5
	15
	100

	Bombali
	               15
	 10
	3 
	 9
	20
	30
	13
	100

	Tonkolili
	25
	10
	5
	15
	15
	10
	20
	100

	Bonthe
	5
	10
	5
	15
	10
	20
	35
	100

	Western Area
	35
	15
	10
	20
	11
	3
	6
	100

	Kailahun
	 3
	7
	4
	20
	5
	11
	50
	100

	Kambia
	20
	10
	3
	7
	15
	31
	14
	100

	Kenema
	 30
	19
	23
	 8
	5
	6
	9
	100

	Koinadugu
	12
	8
	10
	15
	20
	15
	20 
	100

	Kono
	3
	5
	8
	21
	12
	20
	31
	100

	Moyamba
	6
	8
	11
	20
	10
	25
	20
	100

	Port Loko
	25
	15
	20
	10
	5
	10
	15
	100

	Pujehun
	10
	8
	12
	10
	10
	20
	30
	100

	Grand Total
	17
	11
	10
	15.3
	11
	16
	21.3
	 


 

As is illustrated in the table above, not many of the respondents were very satisfied with the construction and maintenance of roads in the country. For example, in the Kailahun and Kono districts only 3 percent of the respondents indicated that they were very satisfied with the construction and maintenance of roads in their districts. Even in Bonthe and Moyamba districts where 5% and 6% respectively maintained that they were very satisfied, the situation is still unfortunate. Though the satisfaction rate of respondents in Tonkolili, Western Area, Kenema and Port Loko districts are relatively high, the corresponding low rating of dissatisfied respondents shows that more needs to be done to cushion the situation.

 

 

Assessment of drainage system along the roads/streets 

 Respondents were asked to assess the quality of drainage system along the roads in their districts. The findings are very telling. The table below patently shows that majority of respondents were very dissatisfied. This statement is substantiated with the 23.3% and 18.1 respectively of the total respondents who were dissatisfied and very dissatisfied with the drainage system in the country. Have a critical look at the table below:

 

                 Assessment of drainage system along the roads (in percentages)

	 

State of drainage system along the roads

 
	 
	 
	 
	 
	 
	 
	 
	 

	Location
	Very satisfied
	Satisfied
	Somewhat Satisfied
	Neither Satisfied Nor Dissatisfied
	Somewhat Dissatisfied
	Dissatisfied
	Very Dissatisfied
	Grand Total

	Bo
	30
	20
	10
	15
	5
	11
	9
	100

	Bombali
	10
	5
	5
	10
	20
	23
	27
	100

	Tonkolili
	8
	12
	5
	9
	16
	30
	20
	100

	Bonthe
	10
	7
	13
	30
	10
	15
	15
	100

	Western Area
	31
	19
	15
	10
	10
	5
	10
	100

	Kailahun
	4
	5
	11
	9
	11
	20
	40
	100

	Kambia
	10
	20
	15
	8
	19
	14
	14
	100

	Kenema
	8
	14
	8
	30
	10
	10
	20
	100

	Koinadugu
	3
	4
	5
	8
	20
	20
	40
	100

	Kono
	2
	6
	8
	16
	18
	28
	22
	100

	Moyamba
	1
	2
	8
	11
	18
	20
	40
	100

	Port Loko
	15
	15
	10
	20
	10
	15
	15
	100

	Pujehun
	5
	8
	4
	7
	20
	25
	31
	100

	Grand Total
	11
	11
	9
	14
	14.3
	18.1
	23.3
	 


 

 Quality and quantity of road signs 
 

Quality of road signs refers to both the durable materials used to make them and how easily drivers could recognize them from a reasonable distance. No doubt attaining safe driving environment is a Herculean challenge in Sierra Leone. If citizens’ expectation of safe land traveling is to be achieved, there has to be sufficient road regulations that could guide drivers. Against this backdrop, respondents’ perception on the quality and quantity of road signs across the country was gauged.

 

In this respect, only 7% of all sample respondents indicated that they were very satisfied with the quality of road signs, as compared to 15.3% who were very dissatisfied. Twenty point three percent (20.3%) of respondents said they were dissatisfied as compared to 10% who were satisfied. The statistics shows that much remains to be desired in that direction. The table below categorize the findings:

                                   Quality and quantity of road signs (in percentages)

	 

Quality and quantity of road signs
	 
	 
	 
	 
	 
	 
	 
	 

	Location
	Very satisfied
	Satisfied
	Somewhat Satisfied
	Neither Satisfied Nor Dissatisfied
	Somewhat Dissatisfied
	Dissatisfied
	Very Dissatisfied
	Grand Total

	Bo
	8
	5
	12
	20
	11
	30
	14
	100

	Bombali
	5
	5
	4
	7
	32
	17
	30
	100

	Tonkolili
	3
	9
	11
	16
	25
	28
	8
	100

	Bonthe
	9
	4
	22
	14
	16
	15
	20
	100

	Western Area
	8
	17
	16
	13
	20
	12
	14
	100

	Kailahun
	5
	10
	14
	20
	21
	10
	20
	100

	Kambia
	8
	8
	14
	12
	16
	30
	12
	100

	Kenema
	12
	11
	14
	14
	22
	15
	12
	100

	Koinadugu
	7
	6
	14
	19
	20
	23
	11
	100

	Kono
	5
	17
	13
	11
	21
	22
	11
	100

	Moyamba
	6
	10
	10
	16
	25
	20
	13
	100

	Port Loko
	9
	12
	8
	14
	15
	22
	20
	100

	Pujehun
	5
	17
	7
	27
	10
	20
	14
	100

	Grand Total
	7
	10
	12.2
	16
	20
	20.3
	15.3
	 


  

Perceptions about the areas where speed bumps are erected 

 

The thinking behind the erection of speed bumps is to prevent drivers from using excessive speed especially in populated areas. It is believed that this would minimize accidents along streets/roads. Unregulated over-speeding has the tendency to kill fast. The satisfaction of respondents was sought on the erection of speed bumps in their districts. Only 8% of the total respondents interviewed stated that they were very satisfied with the areas where speed bumps were erected against 21% that were very dissatisfied.
 It should however be noted that respondents in the Kailahun and Koinadugu districts revealed that they do not have speed bumps in their areas.  

The table below further explains:

 

                     Perceptions about the areas where Speed bumps are erected (in Percentages)

	Perceptions about the areas where speed bumps are erected
	 
	 
	 
	 
	 
	 
	 
	 

	Location
	Very satisfied
	Satisfied
	Somewhat Satisfied
	Neither Satisfied Nor Dissatisfied
	Somewhat Dissatisfied
	Dissatisfied
	Very Dissatisfied
	Grand Total

	Bo
	12
	8
	14
	22
	13
	10
	21
	100

	Bombali
	7
	9
	18
	10
	18
	25
	13
	100

	Tonkolili
	8
	13
	18
	20
	8
	22
	11
	100

	Bonthe
	5
	9
	15
	9
	18
	17
	27
	100

	Western Area
	11
	14
	12
	9
	13
	25
	16
	100

	Kailahun
	 
	 
	 
	 
	 
	 
	 
	 

	Kambia
	6
	5
	4
	16
	20
	10
	39
	100

	Kenema
	11
	4
	7
	19
	17
	20
	22
	100

	Koinadugu
	 
	 
	 
	 
	 
	 
	 
	 

	Kono
	7
	5
	9
	29
	15
	15
	20
	100

	Moyamba
	8
	14
	11
	15
	16
	20
	16
	100

	Port Loko
	6
	12
	9
	14
	12
	28
	19
	100

	Pujehun
	5
	7
	9
	22
	16
	14
	27                                                                
	100

	Grand Total
	8
	9
	11.4
	17
	15
	19
	21
	 


 

 

 

 

Quantity and quality of speed bumps along the streets/roads

 

Although not all the locations had speed bumps at the time the survey was conducted those who confirmed the presence of speed bumps in their communities were disaggregated at national level. Those who stated that the quantity and quality of speed bumps are very poor are in the majority (31%), as opposed to 10.5% who said very good. It should be noted that although the majority stated very poor, but significantly 15.4% and 18.1% respectively rated it to be good and fair. The table below explains this further:

 

Quantity and quality of speed bumps along the streets/roads (in percentages)

	 
	 
	 
	 
	 
	 
	 

	 
	Very good
	Good
	Fair 
	Poor 
	Very Poor
	Grand Total

	Bo
	6
	7
	25
	35
	39
	100

	Bombali
	10
	13
	17
	30
	30
	100

	Tonkolili
	8
	12
	22
	27
	31
	100

	Bonthe
	14
	23
	17
	30
	16
	100

	Western Area
	16
	20
	22
	23
	19
	100

	 
	 
	 
	 
	 
	 
	 

	Kambia
	9
	15
	17
	18
	41
	100

	Kenema
	11
	14
	15
	29
	31
	100

	 
	 
	 
	 
	 
	 
	 

	Kono
	10
	23
	9
	25
	33
	100

	Moyamba
	14
	16
	22
	19
	29
	100

	Port Loko
	12
	16
	11
	32
	29
	100

	Pujehun
	6
	11
	23
	19
	41
	100

	Grand Total
	10.5
	15.4
	18.1
	26
	31
	 


 

 

  

Quality and quantity of railings along the streets/roads

 Respondents were asked to rate the quality and quantity of railings along the streets/roads in their district. I totality, the findings are far from positive. 

· Of the total of 214 respondents that assessed the quality and quantity of railings along the roads/streets in the Bo district, 10% said very good; 12% stated good; 25% mentioned fair; 28% affirmed poor; and 25% said very poor. 

· In Bombali district, 3% said very good; 7% stated good; 17% mentioned fair; 38% stated poor and 35% posited that it was very poor.

· In Tonkolili district, 11% said very good; 18% mentioned good; 22% indicated fair; 20% reported poor and 29% said very poor.

· In Bonthe district, 8% reported very good; 18% stated good; 21% indicated fair; 27% said poor; and 26% affirmed very poor.

· In the Western Area, 42% mentioned very good; 22% said good; 11% reported fair; 16% stated poor; and 9% indicated very poor.

· In Kailahun district, 6% said very good; 11% stated good; 16% emphasized fair; 29% reported poor; and 38% indicated very poor.

· In the Kambia district, 16% reported very good; 10% affirmed good; 17% indicated fair; 27% said poor; and 30% stated very poor.

· In the Kenema district, 30% of the respondents said very good; 28% affirmed good; 16% indicated fair; 11% reported poor; and 15% said very poor.

· In the Koinadugu district, 12% reported very good; 21% indicated good; 17% said fair; 20% stated poor and 30% indicated very poor.

· In Kono district, 16% stated very good; 17% said good; 23% reported fair; 12% said poor and 32% said very poor.

· In the Moyamba district, 5% of respondents said very good; 11% reported good; 23% indicated fair; 17% stated poor and 44% stated very poor.

· In Port Loko district, 23% affirmed very good; 21% mentioned good; 16% stated fair; 19% indicated poor and 21% said very poor.

· In Pujehun district, 4% stated very good; 7% said good; 12% reported fair; 29% mentioned poor; and 48% indicated very poor.

 

  

Quality and quantity of footpaths along roads/streets

 Roads/streets are to be used by both pedestrians and vehicles. This study gauged citizens’ satisfaction/dissatisfaction levels of the footpaths along the roads/streets. The question was designed to capture their opinion on both the quality and quantity of the footpaths. The statistics shows that some respondents were satisfied with the quality and quantity of footpaths in their districts while others were not. However, overall, majority of respondents were dissatisfied with the quality and quantity of footpaths in the country. The statistics below further explains:
 

· In Bo district, 12% of the respondents said they were very satisfied; 14% stated satisfied; 11% mentioned somewhat satisfied; 20% affirmed neither satisfied nor dissatisfied; 10% said somewhat dissatisfied; 12% indicated dissatisfied; and 21% reported very dissatisfied. 

· In Bombali district, 5% said very satisfied; 11% stated satisfied; 10% mentioned somewhat satisfied; 15% stated neither satisfied nor dissatisfied; 13% posited somewhat dissatisfied; 16% indicated dissatisfied; and 30% mentioned very dissatisfied.

· In Tonkolili district, 7% said very satisfied; 11% mentioned satisfied; 12% indicated somewhat satisfied; 10% reported neither satisfied not dissatisfied; 18% mentioned somewhat dissatisfied; 12% stated dissatisfied; and 30% affirmed very dissatisfied.

· In Bonthe district, 8% reported very satisfied; 10% stated satisfied; 11% indicated somewhat satisfied; 18% said neither satisfied nor dissatisfied; 12% affirmed somewhat dissatisfied; 11% mentioned dissatisfied; and 30% stated very dissatisfied.

· In the Western Area, 30% mentioned very satisfied; 12% said satisfied; 9% reported somewhat satisfied; 10% stated neither satisfied nor dissatisfied; 9% indicated somewhat dissatisfied; 20% said dissatisfied; and 10% mentioned very dissatisfied.

· In Kailahun district, 6% said very satisfied; 11% stated satisfied; 12% reported somewhat satisfied; 29% reported poor; and 38% indicated very poor.

· In the Kambia district, 16% reported very good; 10% affirmed good; 17% indicated fair; 27% said poor; and 30% stated very poor.

· In the Kenema district, 30% of the respondents said very good; 28% affirmed good; 16% indicated fair; 11% reported poor; and 15% said very poor.

· In the Koinadugu district, 12% reported very good; 21% indicated good; 17% said fair; 20% stated poor and 30% indicated very poor.

· In Kono district, 16% stated very good; 17% said good; 23% reported fair; 12% said poor and 32% said very poor.

· In the Moyamba district, 5% of respondents said very good; 11% reported good; 23% indicated fair; 17% stated poor and 44% stated very poor.

· In Port Loko district, 23% affirmed very good; 21% mentioned good; 16% stated fair; 19% indicated poor and 21% said very poor.

· In Pujehun district, 4% stated very good; 7% said good; 12% reported fair; 29% mentioned poor; and 48% indicated very poor.

 

The chart below further explains the percentages of respondents who rated the quality and quantity of footpaths in their respective districts:
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Response rate of SLRA staff to repair very bad/impassable roads

 

The drive to poverty reduction has multilateral routes that include factors that facilitate increment of rural people’s economic earning power - who are mostly farmers. Such factors include good road network be it feeder or trunk. Even if new roads are not constructed, but if the old ones are periodically repaired, they could indirectly stimulate the growth of the economy. Even though it is the onus of SLRA to timely identify and repair bad roads in the country, this is not always the case. Citizens sometime make a direct request to the institution to repair very bad roads in their areas. The question seeks to ascertain citizens’ assessment of the response rate of the institution to repair deplorable roads in the country. 

 

· In the Bo district, 12% said very good; 15% stated good; 29% mentioned fair; 26% affirmed poor; and 18% said very poor. 

· In Bombali district, 6% said very good; 4% stated good; 21% mentioned fair; 34% stated poor and 35% noted very poor.

· In Tonkolili district, 13% said very good; 24% mentioned good; 17% indicated fair; 22% reported poor and 24% said very poor.

· In Bonthe district, 7% reported very good; 12% stated good; 25% indicated fair; 23% said poor; and 33% affirmed very poor.

· In the Western Area, 40% mentioned very good; 18% said good; 14% reported fair; 18% stated poor; and 10% indicated very poor.

· In Kailahun district, 8% said very good; 13% stated good; 19% reported fair; 32% reported poor; and 28% indicated very poor.

· In the Kambia district, 19% reported very good; 8% affirmed good; 14% indicated fair; 22% said poor; and 37% stated very poor.

· In the Kenema district, 25% of the respondents said very good; 23% affirmed good; 11% indicated fair; 14% reported poor; and 17% said very poor.

· In the Koinadugu district, 10% reported very good; 18% indicated good; 25% said fair; 22% stated poor and 25% indicated very poor.

· In Kono district, 17% stated very good; 22% said good; 19% reported fair; 16% said poor and 26% said very poor.

· In the Moyamba district, 8% of respondents said very good; 15% reported good; 19% indicated fair; 22% stated poor and 36% mentioned very poor.

· In Port Loko district, 20% affirmed very good; 19% mentioned good; 18% stated fair; 21% indicated poor and 22% said very poor.

· In Pujehun district, 9% stated very good; 11% said good; 17% reported fair; 32% mentioned poor; and 31% indicated very poor.

Overall, the statistics shows that citizens are dissatisfied with the response rate of the SLRA to repair very bad roads in the country. This is unfortunate. What is critical is for the institution to improve upon its response rate. Very late response or no response at all would only lead to citizens’ frustration. 

 

 Perception in terms of paying more road charges to get quality roads
 

The general idea is that people would be ready to pay more for services and goods if they are assured of quality service. An alternative conclusion could be that they would refuse to pay more with the slightest sense of distrust from the service providers. This figures in the table below gives a snapshot of people’s reaction in case any additional road user charges is in the pipeline or is about to be thought of as a means of generating revenue to enhance quality service delivery.  
 

        Rating on paying more road charges to get quality roads (in percentages)
	Location
	Very Satisfactory
	Satisfactory
	Neither Satisfactory nor Dissatisfactory 
	Unsatisfactory
	Very Unsatisfactory
	Grand Total

	Bo
	2
	8
	24
	20
	46
	100

	Bombali
	3
	12
	18
	34
	33
	100

	Tonkolili
	4
	5
	14
	31
	46
	100

	Bonthe
	7
	6
	22
	27
	38
	100

	Western Area
	7
	8
	14
	30
	41
	100

	Kailahun
	7
	8
	13
	31
	41
	100

	Kambia
	10
	17
	18
	19
	36
	100

	Kenema
	12
	9
	21
	27
	31
	100

	Koinadugu
	14
	17
	18
	22
	29
	100

	Kono
	22
	31
	19
	14
	14
	100

	Moyamba
	32
	23
	19
	12
	14
	100

	Port Loko
	7
	14
	27
	29
	23
	100

	Pujehun
	19
	24
	16
	14
	27
	100

	Grand Total
	11.2
	14
	19
	24
	32.2
	 


National Power Authority (NPA) and the Bo, Kenema Power Service (BKPS)
 
 

Frequency of electricity power supply

 

Respondents were asked to rate the frequency of power supply in their communities. A tremendous proportion of 50% of respondents in the Western Area were very dissatisfied with the frequency of electricity power supply, as opposed to 3% that were very satisfied. Even in the Bo district, the dissatisfaction rate is relatively high. This is shown by 28% of respondents who said they were very dissatisfied with the frequency of power supply. Contrastingly, 28% of respondents in the Kenema district were very satisfied with the frequency of power supply, as opposed to 19% who were very dissatisfied. The provision of frequent power supply to citizens is essential. The infrequency or absence of electricity power supply entices citizens to purchase generators for use in their homes. Generators emit carbon monoxide which is hazardous to humans. The use of these generators has even led to the premature death of people. In fact, the use of small Tiger generators in private homes is now so common. What is palpable is that citizens do not seem to have a better option notwithstanding the awareness some of them have of the dangers the use of these small generators pose to them. 
 

The charts below lucidly show respondents’ satisfaction/dissatisfaction levels about the frequency of electricity power supply provided to them. 
 

                                     Rating of respondents (in percentages)
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Quality of electricity power voltage

 

The provision of electricity power is one thing, and the quality of the voltage is a different ballgame altogether. Very low or unstable electricity voltage could result in fire disaster and other hazardous happenings in homes and communities. Respondents were requested to rate the quality of voltage of the electricity power. Of the total respondents in the Western Area, Bo and Kenema district, 34% stated that they were very satisfied with the quality of voltage provided, as opposed to 7% who indicated that they were very dissatisfied. This is good news. When the electricity power is of appreciable quality, it reduces the chances of disasters when it is otherwise. The NPA/BKPS management should be commended for the provision of quality power voltage to consumers, and we hope they could do more to improve other areas as well. 
 

 

 

 

 

                               Assessment of respondents (in percentages)
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Attitude of NPA/BKPS staff when doing domestic electrical connection or reading a meter 
 

Respondents in all three sampled regions were asked to give their candid assessment of the attitude of power service staff when doing domestic electrical connection or when reading a meter. The rationale behind this assessment was to investigate complaints and indictment of some consumers that the attitude of some of these power service staff when reading meters or doing electrical connections in their homes is usually acidic. This rating attempts to determine the veracity of the assertion and examine the depth of the problem. 
 

Contrary to rumour, most respondents stated that the attitude of these staff is very good as is manifested by 42% of the sum total of those who indicated very good as opposed to 10% who reported that it is very poor. The statistics below glaringly shows that although some respondents are of the conviction that the attitude of some of these staff is unacceptable, but majority of them do not consider it so. Accolade should be given to the staff for being professional in the execution of their duties, and more should be done to radiate their image even more.  The table below further explains:
 

                             Rating of respondents (in percentages)
	 
	Very Good
	Good 
	Fair
	Poor
	Very Poor
	Total

	Location
	 
	 
	 
	 
	 
	 

	Western Area
	30
	18
	12
	17
	23
	100

	Bo
	45
	30
	11
	12
	2
	100

	Kenema
	51
	32
	8
	4
	5
	100

	Total
	42
	27
	10.3
	11
	10
	 


 

                       Distribution of electricity power to consumers

 

Strong rumour have it that some of the NPA/BKPS staff are in the practice of receiving bribes from wealthy individuals and private institutions in exchange for almost uninterrupted electricity power supply; while correspondingly depriving other citizens who cannot afford to do so or do not wish to do so. If this indictment is anything to go by, gross injustice is being done to certain sectors of the society. Respondents were therefore requested to state their satisfaction/dissatisfaction levels regarding the distribution of electricity power supplied to them. The statistics below is telling. Though the grand total of respondents in all three regions indicated that most consumers were very satisfied - with 27%, as opposed to 19% who manifested that they were very dissatisfied, this does not necessarily mean that all is well in terms of the distribution of electricity power supply in all the sampled places. If you examine the situation region by region, only 12% of respondents in the Western Area were very satisfied as opposed to 29% who were very dissatisfied. The level of respondents’ satisfaction is amazingly high in the Kenema district, which is praiseworthy. The NPA needs to do more to generate citizens’ satisfaction with the distribution of electricity power supply. Though there are essential institutions and residents/areas that priority should be given in terms of distribution, it should however not be done in a manner that would make some consumers feel that they ‘do not matter’ in society. The table below further supports the analysis:                             

 

 

                                           Assessment of respondents (in percentages)        

	Location
	Very Satisfactory
	Satisfactory
	Neither Satisfactory nor Dissatisfactory 
	Unsatisfactory
	Very Unsatisfactory
	Grand Total

	W. Area
	12
	14
	20
	25
	29
	100

	Bo
	31
	21
	10
	19
	19
	100

	Kenema
	38
	27
	16
	10
	9
	100

	Grand Total
	27
	27
	15.3
	18
	19
	 


 

 

 

 

NPA/BKPS management exerting penalties on consumers who refuse to pay their bills
 

There has been an age-old accusation and counter-accusation that citizens are deliberately refusing to pay their electricity bills because they believe the power service institutions do not provide regular and quality service to them. On the contrary, the electricity power institutions are alleging that they could not perform efficiently because consumers are refusing to provide the needed resources to that happen. The enigma here is that, who is the guilty or innocent party here? There has been a suggestion from many quarters that stringent measures should be taken to ensure that consumers pay their bills to engender the effective functioning of the power service institutions. We therefore decided to put this suggestion straight to consumers for them to have their take on it. In the Western Area, 30% of respondents were dissatisfied with the suggestion, as against 7% that were very satisfied with it. In contrast, 28% of respondents in Kenema district were very satisfied with the suggestion as against 12% who were very dissatisfied. In Bo district, the margin between those who were satisfied and dissatisfied with the suggestion was narrow. In essence, the statistics is showing that consumers in Kenema district would favour strong measures against defaulters to bolster the effective operation of the BKPS as against those in the Western Area and Bo district. Details of the statistics are enumerated below:

 

In the Western Area 7% of respondents stated that they would be very satisfied with that; 8% reported satisfied; 9% indicated somewhat satisfied; 9% were neither satisfied nor dissatisfied; 12% were dissatisfied; 25% reported dissatisfied; and 30% mentioned very dissatisfied. 

 

In Bo district, 14% of respondents manifested very satisfied if defaulters are penalized; 16% were satisfied; 13% were somewhat satisfied; 15% stated neither satisfied nor dissatisfied; 10% said somewhat dissatisfied; 15% were dissatisfied; while 17% were very dissatisfied. 

 

In Kenema district, 28% of the respondents were very satisfied; 23% were satisfied; 17% reported somewhat satisfied; 9% were neither satisfied nor dissatisfied; 6% indicated somewhat dissatisfied; 5% were dissatisfied; and 12% were very dissatisfied.

 

To digest the above issue, respondents were similarly asked as to whether they would favour punitive measures in exchange for quality and regular power supply. We decided to go in-depth because we realized that some consumers abhor punitive measures simply because they firmly believe that the recalcitrance on the part of some their colleague consumers to pay is due to their conviction that even if they honour their own part of the bargain by paying there is no guarantee that the service providers would perform better. Respondents’ response to the ‘batter’ system of exchanging quality service for full and timely payment of bills is presented below:
 

In the Western Area, for defaulters to be coerced to pay their bills in exchange for quality and regular power supply, 14% of respondents considered the initiative to be very satisfactory; 11% said satisfactory; 17% stated neither satisfactory nor dissatisfactory; 19% indicated unsatisfactory; and 39% reported very unsatisfactory. 

 

In Bo district, 16% of respondents affirmed very satisfactory; 12% indicated satisfactory; 19% said neither satisfactory nor dissatisfactory; 23% mentioned unsatisfactory; and 30% reported very unsatisfied. 

 

In the Kenema district, 32% of respondents confirmed very satisfactory. Also, 28% stated satisfactory; 21% reported neither satisfactory nor dissatisfactory; 9% indicated unsatisfactory; and 10% stated very unsatisfactory.

 

The installation of pre-paid meters in private homes 

 

Respondents were asked to give their perception about the installation of prepaid meters in their homes. If consumers are going to pay first before receiving service, it means that it would drastically reduce or end the complaints frequently made by the power service managements that they are not providing regular and quality service because consumers are not cooperating in paying their bills. This also means that the power service institutions would be able to generate sufficient revenue to enhance its better performance. Will this be a welcoming development for consumers? The pre-paid meter system in private homes will serve as a litmus test to the service providers to determine their performance after they would have been able to address the funding dilemma. Respondents were asked to state their satisfaction/dissatisfaction levels on the issue. In the Western Area, majority of respondents were lukewarm on the issue, with a phenomenal 20% that indicated that they were neither satisfied nor dissatisfied. Also, a huge proportion of respondents were dissatisfied registering up to 19% as against only 6% who were very satisfied. In Bo district, the dissatisfaction level is even acute. Twenty eight percent (28%) of respondents reported that they were dissatisfied as against 2% that were very satisfied. In sharp contrast, 28% of respondents in Kenema district were very satisfied, as against 10% that were very dissatisfied. Detailed explanation is provided in the chart below:

 

 

                         Rating of respondents (in percentages)
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Dissemination of information to consumers 

 

What sometimes disturbs consumers most is adjusting to impromptu power breaks. When consumers are not informed on time when there would be a long power break, they feel that the service providers unfairly treat them. Informing consumers on time, and even showing them the duration of the break helps them to adjust to it. It can sometimes be costly when power supply break spontaneously, and you are not even sure of when it would return. Some respondents asserted that usually after the breaks it takes a relatively long period before the service providers could communicate to them. At times, the public is not even intimated of the development until the problem is addressed. Respondents were requested to state their level of satisfaction regarding the dissemination of information to them by the service providers especially when there would be a long power break. In the Western Area, a huge 28% indicated that they were very dissatisfied, against 12% that were very satisfied. In Bo and Kenema districts, the satisfaction rate is encouragingly high. In Bo district, 20% stated that they were very satisfied, against 14% that were very dissatisfied. In Kenema district, 23% reported that they were very satisfied as opposed to a minute 6% that manifested that they were very dissatisfied. The statistics below further explains: 

 

In the Western Area, 12% of respondents were very satisfied; 11% satisfied; 7% were somewhat satisfied; 14% were neither satisfied nor dissatisfied; 16% indicated somewhat dissatisfied; 12% reported dissatisfied; and 28% affirmed very dissatisfied.

 

In Bo district, 20% of the respondents were very satisfied; 20% stated satisfied; 14% reported somewhat satisfied; 11% mentioned neither satisfied nor dissatisfied; 12% said somewhat dissatisfied; 9% were dissatisfied; and 14% reported very dissatisfied.

 

In Kenema district, 23% of respondents were very satisfied; 21% stated satisfied; 19% indicated somewhat satisfied; 12% were neither satisfied nor dissatisfied; 8% were somewhat dissatisfied; 11% mentioned dissatisfied; and 6% were very dissatisfied.

 

 

 

Treatment to consumers when doing business at the power service administrative office 
 

One thing that encourages consumers to go to the power service institutions’ administrative unit to do official business is the quality of treatment that they hope to receive when they get there. If for example, the administrative procedures were such that one has to spend an unreasonably long time to do official business, it would discourage them. There have also been unofficial complaints that even some of the workers in these administrative units show lethargy in their work, and sometimes treat consumers with scorn. If these indictments were anything to go by, it would dampen consumers’ enthusiasm to go to the office to pay their bills or do other kinds of official business. It would even serve as an excuse for some consumers not honouring their obligations. Respondents were asked to rate their satisfaction/dissatisfaction levels regarding the treatment they usually obtain from the service providers in the administrative offices. The statistics are encouraging and discouraging depending on the locations. In the Western Area, 42% of respondents rated the treatment to be very poor, as against 8% that stated very good. In Kenema district, a large proportion of 29% reported that the treatment is usually very good as against 15% that said very poor. The statistics below further elucidates:
 

In the Western Area, 8% of respondents stated very good; 10% stated good; 19% affirmed fair; 21% mentioned poor; and 42% reported very poor.
 

In Bo district, 19% of the respondents said very good; 16% said good; 21% stated fair; 24% mentioned poor; and 20% stated very poor.
 

In Kenema district, 29% of respondents said very good; 25% mentioned good; 19% indicated fair; 12% reported poor; and 15% stated very poor.

 

When respondents were further specifically asked to rate their satisfaction concerning the time it takes to get a meter after official registration and payment, 12% of respondents in the Western Area said very unsatisfactory. In addition, 9% said satisfactory; 19% stated neither satisfactory nor dissatisfactory; 30% mentioned unsatisfactory; and 30% stated very unsatisfactory. 

 

In Bo district, 15% of respondents interviewed mentioned very satisfactory; 19% stated satisfactory; 22% affirmed neither satisfactory nor dissatisfactory; 15% mentioned unsatisfactory; and 31% reported very unsatisfactory. 

 

In the Kenema district, 27% of respondents mentioned very satisfactory; 25% indicated satisfactory; 17% mentioned neither satisfactory nor dissatisfactory; 20% indicated unsatisfactory; and 11% stated very unsatisfactory.

 

 

The response rate of the power service staff to amend major electrical fault in service areas 
 

The thinking behind this issue is to prove or disprove a seemingly popular assertion that NPA/BKPS workers make very little or no attempt at all to rectify major electrical fault in service areas even when notified. Respondents were given the chance to rate the response rate of the service providers to address crucial electrical faults in service areas. To compare across regions, the satisfaction rate is lower in the Western Area and Bo than in Kenema. A very high proportion of 39% of respondents in the Western Area rated the response rate as very poor, in contrast to 16% of those in Kenema who said it was very poor. Further statistical presentation on this issue is given below:

 

In the Western Area, 10% of the respondents said very good; 12% indicated good; 15% reported fair; 24% mentioned poor; and 39% stated very poor.

 

In Bo district, 9% of the respondents stated very good; 21% indicated good; 25 stated fair; 22% mentioned poor; and 23% stated very poor.

 

In the Kenema district, 21% of the respondents asserted very good; 21% mentioned good; 19% stated fair; 23% reported poor; and 16% said very poor.

 

 

 

CONCLUSIONS

 

It cannot be underrated that good roads and power supply are extremely critical to any country’s development. The aforementioned two public institutions provide services that directly affect the lives of citizens and the economy. Good roads and constant quality power supply are also indicators to measure a country’s growth. From the data elicited from the field and analytically presented, the following conclusions are drawn:

 

SLRA

SLRA’s construction and maintenance of roads/streets in the country is generally poor.

The drainage system along roads/streets in country is equally generally of very low quality and inadequate. Regarding road signs, not much has been done at the time the survey was conducted to improve upon their quality and quantity.

On the selection of areas to erect speed bumps, great progress has been made in that direction. The quality and quantity of speed bumps on the average is reasonable. The quantity and quality of street/road railings and footpaths is poor.

The response of the SLRA staff to repair very bad roads/streets is generally unsatisfactory. Citizens are averse to the suggestion to pay more road user charges and taxes to enhance the efficient service delivery of the institution. 

 

NPA/BKPS

Electricity power voltage is generically very good.

The mannerism of the power service staff when doing domestic electrical work is generally good and commendable.

The distribution of electricity power voltage to consumers is relatively satisfactory.

There is a general dissatisfaction to the suggestion of exerting penalties on consumers to pay bills or meet other obligations to the service providers.

There is popular revulsion to the idea of installing pre-paid meters in private homes.

In terms of dissemination of information to the public when there would be a relatively long power break, the service providers have been doing a good job. Generally, information is communicated to consumers and on time.

Consumers generally receive poor treatment when they usually go to the power service administrative office to do official business.

The response rate of staff to repair major electrical fault in service areas is generally poor.

 

The presentation and analysis of findings above shows that though these two public institutions have made some progress in the delivery of service to the public, much remains to be desired. One of the underpinning reasons for poor performance in some areas is inadequate funding. Even the senior managers (of both institutions) that were interviewed at the embryonic stage of this exercise confessed it. This study was not meant to praise-sing or demonizes the operations of these two critical service delivery sectors, but to provide honest citizens assessment of them to enable the relevant stakeholders understand progress that has been made so far in their operations and the attending shortcomings. This survey is hoped to engender policy change that could dramatically improve the efficient performance of these two public institutions.

 

ANNEX

SURVEY QUESTIONNAIRE

AN ASSESSMENT OF THE SIERRA LEONE ROADS AUTHORITY

INTRODUCTION

Good morning/afternoon or evening. I am……………………………from the Campaign for Good Governance. We are currently trying to understand problems experienced with the Sierra Leone Roads Authority (SLRA) which provide service to you. Could I please interview you in connection with the above subject?

Name of Enumerator………………………………………………………………….

Location where interview is conducted (region, district, town and section/area)………

Timing for the administration of questionnaire (time started………time finished………)

Date……………

DEMOGRAPHIC SECTION:

1. Age:

(a) 17-25        (b) 26-35               (c) 36-45               (d) 46-55            (e)  56 and above

2. Occupation: if employed, please specify your job (…………..) please also indicate if the respondent is unemployed.

3. Educational background:

      (a) Non-literate (b) Primary  (c)  Junior Secondary (d)  Senior Secondary  (e) Tertiary

      4.  Sex:  (a)  Male   (b)  Female

SURVEY QUESTION SECTION:

Rate the following on the scale provided below by circling the appropriate number.

1) Regarding the construction and maintenance of roads/streets in my district, I would say I am:

1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

2) If I am to assess the drainage system along the roads/streets in my district, I am: 

1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

3) Concerning the quality and quantity of road signs, I am:

1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

4) To give my perception about the areas where speed bumps are erected, I am:

1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

5) To rate the quantity and quality of speed bumps along the streets/roads, I would say they are:

1  = very good       2 = good       3 = fair        4  =  poor       5  =  very poor

6) Concerning the quality and quantity of railings along the streets/roads they are:

1  = very good       2 = good       3 = fair        4  =  poor       5  =  very poor

7) Regarding the quality and quantity of footpaths along roads/streets, I am:

 1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

8) To assess the response rate of SLRA staff to repair very bad/impassable roads/streets, I would say it is: 

1  = very good       2 = good       3 = fair        4  =  poor       5  =  very poor

9) In terms of paying more road charges to get quality roads/streets, I would say the initiative is: 

1 = very satisfactory 2 = satisfactory 3 = neither satisfactory nor dissatisfactory 4 = unsatisfactory 5 = very unsatisfactory

10) Please give two recommendations to improve upon the performance of the SLRA 

SURVEY QUESTIONNAIRE

AN ASSESSMENT OF THE NATIONAL POWER AUTHORITY/BO KENEMA POWER SERVICE

INTRODUCTION

Good morning/afternoon or evening. I am……………………………from the Campaign for Good Governance. We are currently trying to understand problems experienced with the National Power Authority (NPA)/Bo Kenema Power Service (BKPS) which provide service to you. Could I please interview you in connection with the above subject?

Name of Enumerator………………………………………………………………….Location where interview is conducted (region, district, town and section/area)………

Timing for the administration of questionnaire (time started………time finished………)

Date……………

DEMOGRAPHIC SECTION:

4. Age:

(a) 17-25        (b) 26-35               (c) 36-45               (d) 46-55            (e)  56 and above

5. Occupation: if employed, please specify your job (…………..) please also indicate if the respondent is unemployed.

6. Educational background:

      (a) Non-literate (b) Primary  (c)  Junior Secondary (d)  Senior Secondary  (e) Tertiary

      4.  Sex:  (a)  Male   (b)  Female

SURVEY QUESTION SECTION:

Rate the following on the scale provided below by circling the appropriate number.

1) Concerning the frequency of electricity power supply, I would say I am:

1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

2) To have my take on the quality of electricity power voltage, I am:

1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

3) The attitude of NPA/BKPS staff when doing domestic electrical connection or reading a meter is:

1  = very good       2 = good       3 = fair        4  =  poor       5  =  very poor

4) Regarding the distribution of electricity power to consumers, I would say it is:

1 = very satisfactory 2 = satisfactory 3 = neither satisfactory nor dissatisfactory 4 = unsatisfactory 5 = very unsatisfactory

5) On the issue of NPA/BKPS management exerting penalties on consumers who refuse to pay their bills, I am: 

1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

6) On the Installation of pre-paid meters in private homes, I am:

 1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

7) Concerning dissemination of information to consumers especially when there would be a long power break, I would say I am:

1 = Very satisfied 2 = satisfied 3 = somewhat satisfied 4 = neither satisfied nor dissatisfied 5 = somewhat dissatisfied 6 = dissatisfied 7 = very dissatisfied. 

8) Treatment to consumers who go to the power service administrative office to do official business is usually:

1  = very good       2 = good       3 = fair        4  =  poor       5  =  very poor

9) The response rate of the power service staff to amend major electrical fault in service areas is  normally:

1  = very good       2 = good       3 = fair        4  =  poor       5  =  very poor

10) Please give two recommendations to improve upon the performance of the NPA/BKPS 
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