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Objective

* Gather feedback on experiences with key service sectors.
e Assess satisfaction and identify improvement areas.

* Enhance accountability and service quality.

* Provide insights for citizen-centric reforms.



Demographics of the Survey Respondents
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[If you have availed services from the Union Land Office, Assistant Commissioner's (Land) Office, Sub-Registry
Office, and Settlement Office, then briefly describe your experience.]

Categories
Bribery
Unwillingness to Work
Il Corruption
Il Time Consuming
I Bad Service Delivery

18.59%

Harrasment
I Unsatisfactory
Il Bad Service Quality
Brokers

43.42%
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[If you have availed services from the Union Land Office, Assistant Commissioner's (Land) Office, Sub-Registry
Office, and Settlement Office, then office-wise-briefly describe your suggestions for improving the quality of the
service]

Categories
2.16% Automated Service Delivery
I Stop Corruption
Stop Bribery
Quality of Service Delivery
Accountability
Timely Service Delivery
Honest Employee
Exemplary Punishment
Effective Monitoring and Evaluation
Rule of Law
Eliminate Broker
I Stop Harassment
Transparency
Skilled Manpower

17.68%

15.04% 12.05%
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[If you have availed services from Bangladesh Police, then briefly describe your experience]

43.68%

7.93%

14.85%

1.77%

1.26%

Categories

Bribery

People Friendly Police

Fair Passport Verification
Accountability

Remove Police Verification from Govt. Job
Proper GD Filing

Corruption

Eradicate Police Factionalism
Power Misuse

Fair Police Clearance
Irresponsible
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[If you have availed services from Bangladesh Police, then describe your suggestions for improving the quality
of the service]

Categories

Exemplary Punishment

Remove Corrupt Individuals

Ethical Training to Foster Good Behavior
Bl Digitize Police System for Transparency
30.39% Accountability

Bl Remove Police Verification for Govt Job
8.65% Non Partisan

B Periodic Transfer

34.22%

10.55%
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[If you have availed the services of Income Tax Office, then briefly describe your experience]

- Categories
0.76% 0.65% )
3.41% 1.76% Bribery

Good Service
Systemic Corruption
Harassment

Bad Service
Digitalization of Service Delivery
Average Service
Time Consuming
Complicated

Need Improvement
Tax Evasion
Extortion

Broker
Misbehaviour
Transparency
Accountability

1.23%

0.82%

15.92%

28.50%

13.40%
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PP
[If you have availed the services of Income Tax Office, then describe your suggestions for improving the quality

>.52% Categories

Digitalization of Service Delivery
Bribery Free

Enhance Quality of Service Delivery
Eradicate Corruption

5.05% 3.47% Accountability

Strict Monitoring and Evaluation
Systematic Reform

Transparency

Strict Enforcement of Law

Stop Harassment

15.46%

5.99% 5.99%

36.59%

10.73%
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[If you have availed services from the City Corporation/Municipality, then briefly describe your experience]
Categories
Bad Service Delivery

2.56% _ B Bribery

1.67% 1.61% Harassment
Corruption

I Good Service
Unskilled Officials
Fairly Well Service
Brokers

Rude Behavior
Unprofessional
Political Influence

27.75%

4.20%

9.25%

32.04%

12.89%
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[If you have availed services from the City Corporation/Municipality, then describe your suggestions for
Improving the quality of the service]

1.34% Categories

Skilled Workforce

Digitalizations

1.34% Transparency and Accountability
Reform

Bribery

Improvement of Service Delivery
Monitoring

Corruption

Professionalism

Exemplary Punishment

Political Influence

Harassment

9.14%

18.52%

13.50%

11
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[If you have received the service from the concerned office of electricity/gas/water, then briefly describe your
experience]

L.28% Categories

Slow Pace of Work

Interrupted Water Supply

High Bill

Rude Behaviour

Bribery

Unsatisfied With Prepaid Meter

Bad Service from Rural Electrification Board
Negative Experience

Good Service

18.58%

41.98%

12
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[If you have received the service from the concerned office of electricity/gas/water, then describe your
suggestions for improving the quality of the service]

Categories

Improve Service Quality
Eradicate Corruption

Honest Employee Needed
Reduce Bill

People Friendly Service Delivery
Digitalization of Service Delivery
Reduce Charge of Prepaid Meter
Ensuring Accountability

M&E

Stop Bribery

Examplerey Punishment

20.44%
14.51%

13
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[If you have availed health services from a government institution, then briefly describe your experience]

0.83%
o
4.13% 2.85%

9.37%

Categories

Poor Service

Unavailability of Medicine

Better Service in Private Hospitals
Poor Infrastructure

Rough Behavior of Staffs
Unhygienic Environment
Influence of Brokers

Lack of Manpower

Negligience

Satisfactory

45.80%

11.94% 11.16%

14
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[If you have availed health services from a government institution, then describe your suggestions for improving
the quality of the service]

1.71% Categories

Promote Good Behavior
Enhance Doctor Availability
Bl Accountability
Uphold Hygiene Standards
Infrastructure Development
B Resolve Broker Issues
B Prohibit Private Practice by Government Doctors
B Expand Bed Capacity at the Upazila Level
Strict Monitoring and Evaluation

10.16%
16.57%

5.81%

10.33%

26.73%

10.33%
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People’s Perception Survey on Key
Aspects of Public Service Delivery

Insights from National Survey

Key Takeaways (n = 5233)

e Union Land Office, Assistant Commissioner’s (Land) Office, Sub-
Registry Office, and Settlement Office

1. People have highlighted several unpleasant experiences like bribery
(43.42%), unwillingness to work (18.59%), corruptions
(10.13%) and other averse behavior. (Slide 4)

2. People suggested various essential measures such as automated service
delivery (17.68%), corruption reduction (16.58%) and bribery
elimination (15.04%) for improving service quality. (Slide 5)

e Bangladesh Police

1. More than 50% people have shared their negative experience like
bribery (43.68%), corruptions (4.15%) and the remaining peo-
ple have provided some positive review like people friendly police
(14.85%), fair passport verification (11.16%), proper GD fill-
ing (4.39%). (Slide 6)

2. People have emphasized several key takeaways from their experience,
such as stricter punishment (34.22%), eliminating individual
corruption (30.34%), ethical training to foster good behavior
(10.55%), and other initiatives to improve service quality. (Slide 7)

e Income Tax Office

1. People have focused on the dis-satisfactory service of income tax of-
fice for example bribery (28.50%), systemic corruption (13.40%),
harassment (9.58%) and others negative behavior. (Slide 8)

2. People highlighted key points for improvement, including digitalization
of service (36.59%), removing bribery (15.46%), corruption re-
duction (10.55%), and implementing other measures to enhance ser-
vice quality. (Slide 9)




e City Corporation/Municipality

1. People have encountered various unpleasant behaviors, including
poor service quality (32.04%), bribery (27.75%), harassment
(12.89%), and other issues. (Slide 10)

2. People identified key areas for improvement, including developing a
skilled workforce (18.52%), digitalization (18.52%), promot-
ing transparency and accountability (13.50%), and adopting ad-
ditional measures to improve service quality. (Slide 11)

e Concerned office of electricity/gas/water

1. People have highlighted the dis-satisfactory services provided by the rele-
vant offices for electricity, gas, and water, citing issues such as slow pace
of work (41.98%), interrupted water supply (18.58%), rude be-
haviour (7.71%), and other negative behaviours. (Slide 12)

2. People emphasized several areas for improvement, such as eradicate
corruption (18.40%), people friendly service (8.91%), digital-
ization of service (9.73%), and introducing additional measures to
improve service quality. (Slide 13)

e Health services from a government institution

1. Nearly 100% of people shared their negative experiences, including
issues such as poor service (45.80%), unavailability of medicine
(11.94%), and poor infrastructure (9.37%). (Slide 14)

2. People recommended several crucial measures to improve service quality,
including promoting good behaviour (26.73%), accountability
(15.37%), upholding hygiene standards (10.33%) and introducing
additional measures. (Slide 15)
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