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|. Foreword

While the entire world is grapmg with the COVIR9 pandemicWater, Sanitation andHygiene (WASH)ave
gained immense importance in the prevention of the disease. It is however unfortunate, that provision of
water supply, proper sanitation and Solid Wastahdgement{(SWM) whichare not just key determinants of
health but also the most basic services provided to the pusie brought to importance only at the time of a
crisis.

And this is not just about the pandemic. A high number of infections and deaths are regularly repated du
water contamination, poor sanitation and mismanaged waste. For exartpewater quality tests of the
Municipal Corporation of Greater Mumbai (MCGM) showed 1% unfit water samples iF2PQ98 but there
were 1,03,509 reported cases of diarrhoea, 2ikes of cholera, and 4,280 cases of typhoid in the same
period.

These services are therefore the most basic requirements of good health and of a good quaRtpjicas

in the current report, thus attempted to analyse the status of water, sanitatimad SWM in Mumbai,
0SYOKYFN] SR 6AGK SEA&aGAYy3 LRfAOe GFENBSGA |yR 02)Y
understand ground realities of service provision.

In Mumbai, the city with the highest number of CO\NIMDcases, a major concern is theduiity in provision

of thesebasicservicesMore than densityit is the lack of adequate services such as water, sanitation and
SWNM that leads to poor living conditions, and aggravétiesspread of diseases like CO\ID

In the case oWvater supplyfor example, althouglthe MCGM launched a 24x7 water supply project in 2014,

the average timing of water supply in the city in 2018 was only 6 h&unsher, out of the 273 zones, 180

zones (66%) received only upto 4 hours of water supfp. 4 wards (K/BK/W, P/N and R/S) in complaints
NBflGiSR (2 WaK2NIF3IS 27F ¢ (S KNadaveragelvatetimigs ofdessnhdn 56 S NX
hours per day. Of this K/E, P/N and R/S hd98&o, 54% and 398 of their population living in slums,
respectively,which bear a larger brunt of poor accessibility due to shared connections and lack of proper
storage facilities25 zones across the city receivedi®sur water supply, these were mostly industrial areas,
hospitals, education institutes, etc. which can #eras an example of providing adequate water to other
zones as well.

In sanitation servicesas well, esults of an MCGMoilet surveyin 2015 highlight the grave inequity in
facilities provided in public and community toilets. 28% of toilets were condetdethe piped sewerage
system, worst being in M/E (3%), S (4%) and H/W (7%) wards, which have high proportion of slum pepulation
30%, 72% and®o respectively. In 78% of toilets, there was no proper informmatb water connection
available.58% of the oilet blocks surveyed had no electricity safety concern rendering the public toilet
unusable at night. Again, the inequity was highest among wards with a high proportion of slum population
F/IN, H/W and P/N where 99%, 88% and 80% toilets had no eigctri

In addition to water and sanitation, lack of propg¥WMalso contributes to poor hygiene and increases the
incidences of diseases. While thEBM prescribes anbllCGM claimd.00% dooito-door collection of waste,
OAGAT SyaqQ O2YLX | ¥ yhé thtal A7KL1266SWHI (CorPldidsiid DU, 36% were related to
garbage not being collected1% of the total SWM complaints in 2019 were from 9 wards (F/N, P/N, P/S, R/N,
R/S, M/W, N, L, and S) which havewrspopulation of more than 50%. In all of thesards the number of

RFea GF18y (2 a2t Jfarbiyeyyadf I AYEASABTNEBROZARE SDGA2Y
Wollection point not attended JNB LISNI & Q 06 | @etobde Iebiclgnzpil RIF RRNBSRQ 6 @SN
was more than the presibed timeini KS / A G AT Sy Qa onk éaly. NWaBdNGr ex&nipl6, hioh had

pmr AfdzY LRLMzA FGA2YY (221 GKS KAIKSad (arbdde venite2 y 3 |
y20i I NNAODSRQ 6yp RIFI@aoo

From the above examples, it is evidehat the adverse impact of this inequity in basic senpeavisionis

heavily borne by the lower economic sections of the city, residing in inadequate housing, such aindioens.
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case of COVHIO for example, precautions to maintain hygiene do noldhvalidwhen adequate water and
sanitation facilities ar@ot available to all.

While numerous efforts are beingiade by various governments to manage the pandemic situation in the
city, this firefighting could have been prevented if the need fonitable provision of basic servicas well as
diseases and deaths of so many individuals over the years due to poor living conditions was valued.

However, # is not lost, even if it takes a crisis such as this to léafmt is important nowis to notrepeat
past mistakes. Policy and its implementation need to focus on three main aspects, when it comes to water,
sanitation andSWM equity, sustainability and public involvement.

Equityin adequacy and accessibilitgn be ensured by delinking basic\dees from the type of housing, and

in the long term ensuring adequate housing for all, which is currently a major determinant of quality of basic
services. Along with improved infrastructure for equity in basic service provistainability aspects ned

to be considered for conservation and reuskescarce resources:inally, these two aspects can be enabled
only if people are actively involvedn decisionmaking and implementation of these services through a
mechanism of localised communityanagemenbf resources.

NITAI MEHTA
Founder Trustee, Praja Foundation
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Section |: Water Supply

A. Key Highlights

Amount of Water Supply:

U As on 201819, amount of water at source (source yield) for Mumbai was 4,173 Million Litres per Day
(MLD) while theoverall water supplied to the city was 3,850 MLD with a 7.74% conveydoss

U The Bureau of Indian Standards (BIS) prescribes an average of 135 litres per capita per day (Ipcd) of
water required for residential purposésvhereasthe average amount of water supplieih Mumbai
was calculated tdbe 188lpcd.

U Although the averag amount calculated asl88Ipcd is higher than the prescribed 135Ipcd, not all
households receive this amount. A disparity in per capita water supply is evident from an MCGM report
GAGE SR We261 NRa 9ljdzadGlrof S | YR Hn Evariogslrdp@tddhi¢hdzLILIY &
mentions thatnon-slum areas in Mumbai receive much more water (150Ipcd) while slum areas receive
only 45Ipcd

U 29% of 15,507 water related complaints wereshbrtage of waterin 2019.

Water Supply Timing$:

U The MCGM launched a A water supply project in 2014, but tlaerage timing of water supply in the
city in 2018 was onl%.9 hours.

U However, out of the 23 zones, 18 zones(66%) receive only upto 4 hours of water supply.

U Top 4 wards (K/E, K/W, P/N and R/S) in complairg$ § SR (G2 WaK2NIl3IS 2F 41 G
also wards, whichad average water timings of less than 5 houper day.Of this K/E, P/N and R/S have
49%, 54% and 88 of their population living in slumahichbear a larger brunt of poor accessibilityedu
to shared connections and lack of proper storage facilities.

Water Quality:
Ua/DaQa ¢ G§SNJ |jdzl £ A (@& haiveddh dnfiteampleSR20289. . L{ y2NXa a
i However,13% of 15,507 water complaints in 2019 were related to contamination
U Further, in 208-19, the number ofreported diarrhoea cases were 1,03,5081 cases of cholera, and
4,280 cases of typhoid.

Water Metering:

Ual/DaQa ¢ 0dSNJ YSi S NW%ayMissidiZdr Rél&enafioh and tmbap Transformation
(AMRUT)and the National Water Migsn® have100% meteringas a goal.

U However, in Mumbai thésland city has unmetered connectiomsy R LJ- € & | € dzY LJ & dzYy
Fa | O02YLRYSyid 2F GKS LINBLISNI & GFE 6KAES YSGSNBF
g1 G§SNR toOWakkR@hyrges Rules, 2015.

U In the water costing for metered connectigrssum householdpay Rs 3.59/1000It. only marginallless
(Rs. 0.73/1000ltthan non-slum householdsvhich pay Rs.4.32/1000ItThis highlights that noslum
areas benefit morérom the water subsidy than slum residents.

! https://law.resource.org/pub/in/bis/S03/is.1172.1993.html

2 According to data on number of metered connections, 83% are residential, if this figueeassumed for the entire
city the per capita consumption is calculated by subtractiog-revenue water from the sarce yield (taken as 30%
FOO2NRAY3I G2 | NBLRNI 2y WwWoO02y2YA0a 2F adzyol A 2 G4SN { dz
current Member of Mumbai Vikas Samiti), and dividing 83% of the remainder by the population.

3 The full report is noawvailable in the public domain, but is cited by various published articles:
https://www.hindustantimes.com/mumbainews/mumbaicivicbody-s-water-plan-paymore-if-you-exceedusage
cap/story TUFJgogRGXdLhzcLqudUuM.html

4 https://portal.mcgm.gov.in/irj/portal/anonymous/glhedocs

5 http://amrut.gov.in/content/innerpage/themission.php

8 http://nwm.gov.in/?q=goai4
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i 100% metering facesnplementation issuesgspecially in slum areas. For examplaye8d, which has
the highest proportion of slum population in Mumbai (72%¥s0 had the highest number of complaints
in leakayes near meters and second highest complaints inneaeipt of water bills. Similarly, F/N ward
(58% slum population) had the highest complaints in unauthorised use of water.

B. Accessibility Adequacyand Affordability of Water Supplyin Mumbai

Mumbai dty is largely dependent upon fresh water supply from seven water resertaicswithin the city

limits (Vihar and Tulsi) and five outside the city limits (Tansa, Modak Sagar Upper Vaitarna, Bhatasa and
Middle Vaitarna) at an average distance @&8kms. Raw water available from these sources is conveyed
through 2235 mm to 5500 mm diameter pipe lines and tunnels to water treatment facilities at Bhandup
Complex (2810 MLD) and Panjrapor (1365 MLD). The treated water is stored in the Master Balancing
Reservois (MBR) located at Bhandup Complex (within Mumbai) and Yewai (Outside Mumbai) and is further
distributed to 27 service reservoirs located throughout Mumbai City with a water supply network of about
450kms’

Tablel: Water Supplyand Conveyance ossesn Mumbai from 201516 to 201819

Years | 201516 | 201617 | 201718 | 201819
Overall
Overall Water Yield from source (MLD) 3,900 4,200 4,173 4,173
Overall Water SupplyMLD) 3,750 3,750 3,850 3,850
Conveyancé.ossegMLD) 150 450 323 323
Conveyancé.osses in % 3.85% 10.71% 7.74% 7.74%

Inference:

9 Overall source yield of water has increased by 7% from 2616 201819 whereas the overall water
supply to the city has increased by 2.6% in the same period.

1 This is becauseonveyancdosses increased from 20186 to 201819 although it has reduced after
201617.

1 Conveyancéosses as on 20189 were 7.74% of the total water yield at 323 MLD which considering
the average per capita requirement of 135Ipas per BIS normgpuld otherwisesewve 23,92,593
LISNE2YaQ 6 SN NBljdZANBYSyiaod

”MCGM Environment Status Report 261%.

8 MCGM Environment ftus Reports 20186 to 201819. Conveyancelosses are the amount of water lost in
transmitting water from the source to the city distribution network. It is calculated as the difference between the Overall
Water Yield from source and the Overall watepgly to the city.
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Table2: Sources of Drinking Water in Mumbai (Census 2011)

.ORG

MAKING DEMOCRACY WORK

Within premises Near premises Away WeiisH o el
Source households
Number % Number % Number % Number %

Tap water
from treated | 20,71,006| 98.3% | 3,96,043 | 83.1% | 48,338 | 58.5% | 25.15387 | 94.4%
source
Tap water
I:gg;e“ d” 27575 | 13% | 29260 | 6.1% 8,118 9.8% | 64953 | 2.4%
source
Coveredwell | 1408 | 0.1% | 1,145 0.2% 1,500 18% | 4,053 0.2%
\llJvre*”CO"ered 879 0% 1,360 0.3% 1,606 1.9% | 3,845 0.1%
Hand pump 3,964 | 02% | 8,810 1.8% | 3,260 3.9% | 16034 | 0.6%
Ivl;lﬁ/eBorehole 1527 | 01% | 2953 0.6% 1,301 1.6% | 5,781 0.2%
Spring 0 0% 1772 0.4% 34 0% 1,806 0.1%
River/Canal 0 0% 4,083 0.9% 95 0.1% | 4,178 0.2%
IZEE/ Pond/ 0 0% 8,631 1.8% | 5,386 6.5% | 14,017 | 0.5%
Others
gﬁ;‘t‘;““”'ty 0 0% 22388 | 4.7% | 13,039 | 15.8% | 35427 | 1.3%
tankers)

Total 2106359 100% | 4,76.445 | 100% | 82,677 | 100% | 2665481 | 100%
Inference:

T ' f0K2dzaK

0 KS O Syl dedMart MisSichas Satld/tafgy/afip@diwater connections for
all households by 2024 this is applicable only to rural areas in line with the targets adopted by the
central government undeSustainable Development Gaa(SDGs)96.8% of drinking water was
sourced from tap water fnm the piped system and 79% were within the premises.

1 However,the SDGs refer to achieving universal and equitable access to safe and affordable drinking
water for all measured by proportion of population using safely managed drinking water services.
Further, unde WHO norm$ for improved water sourcevender provided water including water
tankers/carts, unprotected wells, and surface water sources are considergdprovedsources of
water.a dzY o I A Qa
2.4%households, whiclise untreated tap water

1 79% of the total water sources were within the premises of the household whereas 18% are near the
premises (within 100mt) and 3% are away from the household (more than 10@Gnh&9,122
househotls source their water from outside of their dwelling.

9 https://www.who.int/water sanitation health/monitoring/jmp2012/key terms/en/
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Table3: Water Supply Ward Wise Average Timings per Day (2018)
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Average Number of hours of
Ward Number of Supply Zones Water Supply
A* 14 4.13
B* 6 1.50
C 5 1.60
D 18 5.06
B 14 7.27
FIN 5 5.60
FIS 9 3.08
G/N 4 4.25
G/S 9 5.39
H/E 10 3.50
H/W 10 3.38
K/E 15 4.88
K/W 17 3.15
L 8 9.83
M/E 19 7.93
M/W 5 14.42
N 6 14.38
P/N* 27 4.32
P/S 12 4.62
R/C 6 2.08
R/N 9 2.24
RIS 22 4.39
S 19 13.93
T 4 19
Total 273 5.99

Note (*): Award has4 zones for which water supply timing was not availaBlevard has8 zones, E ward has
2 zones, P/Nind R/Svards have 1 zoneeachfor which water supply timing was navailable

Inference:

T Water supply timings are an important indicator of accessibility to water services. This is especially

the case for household connections that do not have storage facilities.
1 B,CandR/Cwards have the least average time for whighter is supplied whild, M/W andNwards

have the highest supplyme.

%https://portal.mcgm.gov.in/irj/portal/anonymous/glhedocs?quest _user=english
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Table 4: Ward wise Number of zones with water supply durati¢R018)
Number
> > > > >
Ward Suop:ply il <:§1 tr?rs <:L:;, tr?rs <:fzt%s <:1128 trcl)rs <214? rt1cr)s S NA
Zones

A 14 8 0 1 0 0 1 0 4
B 6 3 0 0 0 0 0 0 3
C 5 5 0 0 0 0 0 0 0
D 18 7 5 3 1 1 0 1 0
E 14 9 0 0 0 0 0 3 2
FIN 5 0 3 1 0 1 0 0 0
FIS 9 0 9 0 0 0 0 0 0
G/N 4 0 2 2 0 0 0 0 0
GIS 9 1 5 2 0 0 0 1 0
H/E 10 0 10 0 0 0 0 0 0
H/W 10 0 10 0 0 0 0 0 0
K/E 15 0 12 1 0 2 0 0 0
K/wW 17 4 11 2 0 0 0 0 0
L 8 0 0 2 5 1 0 0 0
M/E 19 5 6 3 1 0 0 4 0
M/W 5 0 0 2 0 2 0 1 0
N 6 0 0 3 0 0 0 3 0
P/N 27 6 14 4 1 0 0 1 1
P/S 12 1 9 1 0 0 0 1 0
R/C 6 3 8 0 0 0 0 0 0
R/N 9 3 6 0 0 0 0 0 0
R/S 22 5 10 2 4 0 0 0 1
S 19 1 3 2 3 3 0 7 0
T 4 0 1 0 0 0 0 3 0
Total 273 61 119 31 15 10 1 25 11

Note: NA stands fok! ater Supply Timingthot available

Inference:

1

)l

Status of Civic Issues in Mumbai

Out of the Z3 zones, 80 zones §6%) receive upto 4 hours of wateuply, while25 zones 9%)
receive water supply for 24 hours.

Data on water timings across the city shows that @8 2ones, in 2 zones water is supplied at
timings starting before 6am and upto after 12midnigfir <=2 hours and in 3 zones for>2 to <=4

hours.

MCGM had started its 24 hour water supply project in 2014, for 24x7 water in all wards, in 2018 it
started a pilot in 2 wardgH/W and T but even in these wards it is able to provide water for only for
Wi 2y 3ISNI K2dzNE | YR ta3howsThatNiT ivied 3 & 4 dodedBceive 24xTwiaters |-
whereas in H/W all 10 zones receive only upto 4 hours of wAiEnoss Mumbai out of the 25 zones,

15 zones thatreceived 24hour water supply were in industrial areas, hospitals and education
institutes, etc.

13



Table5: Ward Wise MeteredConnectiondn Mumbai (2019)!
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Ward Total Water Connections Commercial Residential Industrial
A 5,379 3,324 1,942 113
B 1,973 1,627 325 21
C 3,042 2,542 419 81
D 8,817 3,689 4,923 205
E 4917 2,757 1,489 671

F/N 14,529 2,108 12,377 44
FIS 5,218 1,784 3,198 236
G/N 11,347 2,987 8,179 181
GIS 5,821 1,802 3,677 342
H/E 31,431 1,952 29,406 73
H/W 20,160 4,008 16,139 13
K/E 33,654 4,615 28,248 791

K/W 28,001 5,007 22,763 231

L 29,937 2,562 26,864 511
M/E 27,038 963 25,922 153

M/W 23,816 2,087 21,632 97

N 18,969 2,397 16,385 187
P/N 35,126 3,472 31,445 209
P/S 15,675 2,530 12,342 803
R/C 17,995 3,774 14,189 32
R/N 14,101 2,149 11,840 112
R/S 25,249 2,548 22,260 441

S 25,714 2,186 23,191 338

T 12,635 2,546 9,964 125

Total 4,20,544 65,415 3,49,119 6,010
Inference:

T a/ DbaQa

6 GSNI YSGSNRAY3I LRt AOR

2T Hnamegp KAIKEAIKGO

Mission for Rejuvenation and Urban Transformation (AMRUT) launch2d15 that sets universal

metering as one of its goal. However, as outlined in the MCGM policy as well, old connections in the

island city continue to beanmetered.
1 Data of metered connectionshows that 83% of the connections are residential while 168tew
commercial and 1%vasindustrial.

11 https://portal.mcgm.gov.in/irj/portal/anonymous/glhedocs?@st_user=english
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Table6: Affordability of Water Supply(Residential)

Metered Tap Nor
Type of Connection (Other MEIETEE 6D (EtEmse Tankgr (O.t yel Tanker(Slum)
. : (Slum) Tap( Water| Residential)
Residential)
Tax)
Rs Rs % of
Cost criteria 4.32/100012 | 3.59/10001t prc;zirty Rs. 236/1000lf Rs. 210/1000lt
Average expense per mont}
based on per day norm Rs. 17.5 Rs.14.8 NA Rs. $5.8* Rs. 850.5
(135lpcd)
Average expense per madnt
0l &SR 2y adzY( Rs.24.36 Rs. 20.25 NA Rs.1,331.04 | Rs. 1,184%
capita averagel88Ipca
Average expense per montl
OFasSR 2y sladzy( o194y | Rs 485 NA Rs. 1,062 Rs 567*
(45lpcd) ad nonslum
(150Ipcd) per capitaverage

Note: (**) Cost of water for slunmouseholds is calculated based on the following consideratfatb Ipcdis
received fromthe metered connections it costs Rs. 4.85 per momnthile the rest90Ipcd (considering daily
norm requirement of 135Ipcd) is met through tanker water, which waddt Rs. 567. The total monthly cost
for a slum household to use 135Ipcd would therefore be Rs. 571.85.

(*) Cost of water calculated csitlering the entire amounteceived from tanker.

NA: Since the percentage amount is not available and charges varydanogdo property size the cost cannot
be calculated for nommetered connections.

Inference:

1 Currently in Mumbai there are two methods followed for water costiogst for service and cost for
amount of water.

1 The former is applicable to old connectioimsthe island city that are unmetered and pay water
charges as a compent of the property tax according to Section 141 of MCGM Act.

1 Whereas the metered connections and water supply through tankers is based on amount of water
consumed, charges of whiene based upon the Water Charges Rtfldast revised in 2015.

T However,water subsidy clearly benefits th@on-slum householdsas is evident from thdact that
slum householdpay onlyRs. 0.73/1000ltless than nosslum households

9 Further, consideringhe inequity in amount of water received per capita in slum and-slim areas,
slum dwellers often end up spending much more for their water through other means such as water
tankers, whichare much more expensive than the metered connections. For exgnipl slum
household receives an average of 45lpcd as mentioned in the MCGM parards Equitable and
24x7 Water Supply for Greater Mumba®) = (1 KS Y S i S NdBoRth WbRly ops$ Re(i4igfey’ LIS N.
capita But for meeting its water needs, the familyould need to access other sources such as
tankers which would cost an exorbitant Rs. §&f capitafor the remainder 90Ipcd (considering the
per capita requirement of 135Ipcd).

1 Considering an average family size of 48 family average expensger math (based on
a dzY o Islun@ @>5Ipcemetered, 90Ipcetanker) and norslum (150Ipcd) per capita average) would
be Rs. 89 for a neslum household and Rs. 2,619 for a slum household. If the entire 135Ipcd is
provided through metered tap for slums then the tasuld be Rs67.

2This rate is applicable for usage of 150litres per capita per day (Icpd). Thereafter it is progressive as follows: 150
200Ipcd is Rs. 8.64/1000It, 2@%0Ipcd is Rs. 12.96/1000It and above 250Ipcd is Rs. 17.28/1000lt.
Bhttps://portal.mcgm.gov.in/irj/go/km/docs/documents/MCGM%20Department%20List/Hydraftie@ngineer/DOCS/
Water%20Charges%20Rules%20effective%20from%2001.04.2015_English.pdf
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C Qualityof Water Supplyin Mumbai

An important component of water supply is the quality of wateafe water supply is one of the criteria of
SDGs under its water and sanitation GéalThe Bureau of Indian Standar@BIS) sets spéic quality
requirements of portable water and water for domestise, whichis regularly monitored by the MCGM.
According to the Environment Status Report of the MCGM, 200 drinking water samples are collected daily for
testing at the G/North water-testing laboratory. Apart from user point and distribution network, quality
testing is also done at source point, prior and after treatment.

Table7: Ward Wise Drinking Water Quality Testing Resufsm 201516 to 201819

Ward % of wnfit samples
201516 201617 201718 201819
A 7% 9% 5% 1.3%
B 8% 5% 4% 2.1%
C 2% 3% 1% 1.2%
D 6% 3% 2% 1.5%
E 3% 3% 1% 0.8%
FIN 5% 3% 1% 1.2%
FIS 6% 6% 2% 0.8%
G/N 2% 2% 3% 0.9%
G/S 3% 3% 1% 0.6%
H/E 2% 3% 1% 0%
H/W 10% 6% 2% 1.3%
K/E 2% 1% 1% 0.6%
K/W 2% 2% <1% 0.1%
L 4% 4% 2% 1.2%
M/E 5% 3% 2% 1.9%
M/W 5% 5% 2% 2.4%
N 3% 2% 1% 0.7%
P/N 2% 1% <1% 0.2%
PIS 4% 3% 1% 0.8%
R/C 4% 3% 5% 1.8%
R/N 6% 4% 2% 2%
R/S 3% 0% 1% 0.4%
S 3% 2% 1% 0.1%
T 13% 7% 1% 0.4%
Average 4.6% 3.5% 1.9% 1%
Inference:

1 Percentage of unfit testing samples has reduced considerably from 4.6% if18243. % in 201-89.
T MW (2.8, B(2.1%) and R/N(2%) wards had the highe$t of unfit samples 201819.
1 13 out of 24 wards had less than 1% unfit samples in 2@18

14 https://cpcb.nic.infwgstandards/
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D. Sustainability

Sustainability is an important factor in water supply in urban areas. It has been an emerging theme of all
major water policies, and rightly so. A Niti Aayog report @amposite Water Management Indéx

highlighted a serious watet i NS &aa &Adlddz GA2y Ay LYRAFQa OAGASEA | YR

water by 2020. The extent of water crisis has bawore than evident after Chennai faced severe water
scarcity last year. It is therefore of utmost importance to focushensustainability of watergiventhat even
in Mumbai the demand for water is estimated to double in the next 20 years.

The recently launchedational Jal Shakti Missiolf lays specific focus on rejuvenation of water sources and
adoption of sustainablg@racticesfor water conservation through tracking of rainwater harvesting, reuse of
treated wastewater, rejuvenation of water bodies, plantation and awareness programiiesnbai already
has an existindlCGMrainwater harvesting policy’ to make RWH mandatgrto new properties coming for
development from 1st Oct. 2002 having plot area 1000 sq.mt and more. From 8.05.2019 as2084Dke
condition is binding to all developments having plot area 500 Sqg. Mts. & more.

However, inspite of the policy there is ravailable data of the number of rainwater harvesting units in
Mumbai, in the public domain.

E Recommendations

f

Amount and Timing:The required BIS standard of 135Ipcd should be supplied to every connection
with atleast 6hour water supply in all areas.

Quality: MCGM tests for drinking water quality check need to cover all areas in the wards for an
accurate measure of water contamination. If there are more water complaints from a particular area
then corrective measures should be taken accordingly.

Metering/Costing: Water meteringshouldbe adopted for residentiatonnections per household to
accurately track the amount of water used.

Sustainability For ensuring equity and sustainability in the water supply systems, more localised
methods of water esource and supply management through localised and collectively owned

sustainable practices can be promoted. MCGM can look to incentivising and strict monitoring of
implementation of RWH projects. RWH will also enable meeting the future water demanedunckr

the transmission wastage of water

Monitoring: Proper record maintenance of water connections and amount of water supplied, and a
social audit of the supply adequacy and quality should be regularly done to ensure that amount and
timing of water is guitable across the city.

15 hitps://niti.gov.in/sites/default/files/201908/CWMF2.0-latest. pdf

16 hitp://nwm.gov.in/

Yhttps://portal.mcgm.gov.in/irj/go/km/docs/documents/MCGM%20Department%20List/Solid%20Waste%20Managem
ent/Rain%20Water%20Harvesting/Water%20Conservation%20and%20Rainwater¥%20H2n23FHNpdIMCGM

Environment Status Report 2013
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Section Il: Sanitation and Sewerage System

A. Key Highlights

Sewerage and sanitation systems are as important as the water supply systems in urban areas since they act
as complements for enabling sustainable and healthy <ithdl major national policies that focus on water,

also deal with sewerage systems. This is because in the near future, a lot of water demand can be met by
effective treatment of wastewater.

Coverage
U The AMRUT polig§of the central government declaseproviding asewerage connection to every
householdas one of its mission statements
U Mumbai @nsus data however shows thd2% of the total households did not have access to toilet
within the premises majority of which (94.8%) use public/community ébsl, highlighting the
importance of coverage and equity factors of public/community toilets.

Public Toilets:
i Although the Swadt Bharat Mission (SBM) has focussed on construction of totely, 1 in 4 public
toilets were for womenin 2018.
U Based on th census population figures, there is curreritlpublic toilet seat per 696 males and 1,769
femaleswhile the SBM prescribes 1 toilet for 2400 males and 10200 females respectively.

Community Toilets:
U In ommunity toilets that are generally builtok slum pockets thenale to female ratio is equal
i However, thenumbers of toilet seats arstill lesser than the prescribed norms. Based on the census
slum population figures, there is currentlytoilet seat per 42 males and 34 femaleshile the SBM
prescribes 1 toilet for 35 males and 25 females respectively.

Toilet Facilities:

i Results of an MCGM toilet survey highlight the grave inequmtyacilities provided in public and
community toilets.

0 28% of toilets were connected to the piped sewerage systamrst being in M/E (3%), S (4%) and H/W
(7%) wards, which also have high proportion of slum populaB6fo, 72% and 38% respectively.

U In78% of toilets, there was no proper information of water connectiavailable.

U 58% of the toilet blocks surveyed hado electricity a safety concern rendering the public toilet
unusable at night. Again, the inequity was highest among wards with a high proportion of slum
population F/N, H/W and P/N where 99%, 88% and 80% toilets had no electricity.

18 hitp://amrut.gov.in/content/innerpage/themission.php
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Sewage Teatment:

U Mumbai currently generate®,279MLD of sewagé ¥ 6 KA OK HInpH Dma [ HSewage (O NB I
Treatment Plants (STPa} Malad, Versova, Bhandup, Colaba, Bandra, Worli, Charkop and Ghatkopar.

U However,as of 20194 of 8 STPs conduct only pralnhary treatment, 3 conduct primary and secondary
treatment while one has primary, secondary and tertiary treatn@nt.

U HighestBiochemical Oxygen DemanB@D in 201819 was at Colaba and Malad STPs at 90rmy/It.
much higher than the prescribed limit of 2@/lt. by the Central Pollution Control Board (CPCB) and
10mg/It. by the Maharashtra Pollution @wol Board (MPCB).

U As a resultmajor sea outlets and beaches in Mumbai are pollutéttom untreated sewerage and/or
surface pollution including solid wast&he average maximum BOD recorded in all the major beach
outlets was 20mg/lt.in 2016 much higher than the prescribed norm for beaches by the CPCB of
<3mg/lt.

U Similarly the maximum BOD dfithi river was 80mg/It. (compared to the norm of <3mg/It.) showing
that it is highly polluted from untreated sewerage and waste disposal.

19 Maharashtra Pollution Control Board 2618 Annual Report
20 As per an RTI sponse.

21 Maharashtra Pollution Control Board 2618 Annual Report
22 https://cpcb.nic.in/nwmpdata/
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B. Coverage

Table8: Type oftoilet and sewerage facilitiesn Mumbai (Census 2011)
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. Mumbai AIlos)
Type of Facilities L Stburban Total %
District .
District

Flush/Po | Piped sewer system 3,61,541 8,66,917 12,28,458| 80%

ur Flush | Septic tank 38,060 1,64,599 2,02,659 | 13.2%

Latrine Other systems 6,813 18,899 25,712 1.7%
Number of -} o, I SETE | 8904 20,298 20,202 | 1.9%
households Latrine ventilated improved pit
with latrines Without slab/ open pit 168 1,651 1,819 0.1%
facility in Night soil disposed into open drain 9,819 27,064 36,883 2.4%
the Night soil removed by
premises Service | human 309 828 1,137 0.1%

Latrine nght sol serviced by 1,504 8,367 9,961 0.6%

animal
Total 4,27,208 11,08,623 | 15,35,831| 100%

Number of PublicLatrines 2,01,190 8,70,222 | 10,71,412| 94.8%
households Open 9,340 48,898 58,238 | 5.2%
with no
latrines
facility in Total 2,10,530 9,19,120 11,29,650 | 100%
premises
Inference:

1 42% of the total households did not have access to toilet within the premises, majority of which
(94.8%) use public/community toilets, highlighting the importance of coverage and equity factors of
public/community toilets.

1 58,238 householdsin Mumbai reported to practice open defecationwhile 36,833 households
reported disposal of night soil into an open drain.

1 Of the 58% households with toil@&0% are connected to the piped sewer system whil@%3are
connected to the septic tdn

1 95% of household toilets have flush services, 2% have pit latrines, 2% night soil disposed in open drain
and 1% service latrines.

1 The census data alsoghilights that the type of toilets buiind policy choices that support particular
type of toiletshave a direct impact on human right issuésr example, th&8vachh Bharat Mission
Urban Guidelines, 20%¥prescribe for 4 types of toilet consictions (twopit latrines, septic tanks,
bio digester anaerobic and aerobic tank$whichthe first two haveto be cleaned manually if there
iS no proper equipment to pump out the sewage. The Guidelines have no mention of any such
equipment The above data shows thatpart from the 1137 households that reported manual
scavenging of night soil, septic tardsd gt latrines of 2,33,680 households alikely to be manual
cleaned if proper equipment is not available/used.

23 http://swachhbharaturban.gwe.in/writereaddata/SBM_GUIDELINE. pdf
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Swachh Sarvekshan under the SBMveys urban centres across India on sanitation and waste management.
It uses various parameters for rankingties ¢ service level progress of sanitation armwlid waste
management$WM as submitted by the local governments, direct observation, citizen feedback and various
certifications such as ODF for sanitation and star ratings for SWM.

adzyol A Qa wasa®dmoNg 10U]cities (with more than 1 lakh population) fallen from 19 in 2018. The
fall can be attributed to the change in methodology, which added weightage for certifications such as Star
Rating (for SWM) and ODF (for sanitation).

In the ranking fo sanitation (open defecation free¥that has threeparameters ODF, ODF+ and ODF++.
Whichinclude various requirements for toilets, toiletdiéities and sewerage systems; Mumbai had an ODF
status as of Swachh Sarvekshan 2019.

An ODF city/ward idefined ag® W city / ward can be notified/declared as ODF city/ ODF ward if, at any point
2F GKS RIEeéz y20 | aAray3at S LISNGeRths dafigitiont BedegsRry dREBIFABO I (i A
that are mandated to be achieved before declaring a city &F @re:
1 All households that have space to construct toilet, have constructed one.
1 All occupants of those households that do not have space to construct toilet have access to a
community toilet within a distance of 500 meters.
1 All commercial areas have plibtoilets within a distance of Rilometre.
1 City has a mechanism in place through which fines are imposed fine on people found defecating in
the open.
' VRSNI GKS W{ gl OKK / SNI A T A OFvarber, Geehtdr Munibai hadeéhB&EIGHE (1 A 2 v
100% Open Defecation Free (ODF) as €3&8018.

Further under the Swéath Bharat MissionJrban Guidelines 2017 for community and public toilets the
prescribed norms for number of toilet seats is as follows:

Type of Toilet Facility Male Toilet Seat Non | Female Toilet Seat Norn Other facilities

Water tap with
drainage arrangement
Separate seat for Tran
Public Toilets 1 seat for 108400 males 1 seat for 10€200 genders

females _
Special arrangements
for physically
challenged
Community Toilets 1 seat fo 35 males 1 seat for 25 females Ade(;l:gtlﬁigsthmg

However,there are some serious agsptions made regarding the mafemale parity undethe SBM.The
Guidelines state tha# A G Y I & 0 S | -thidslpYtBeRunibér laréd maleg aéhd otleirR FSY I £ Sa Q
provide for toilet seat guidelines accordingly. However if we look at the Mumbai censusdidao female

ratio is almost hat54% males and 46% females.

The MCGM maintains two types of toilets; Public (Pay & Use) toilets and Comrtaildty. Community
toilets are built by the MCGM/State Agenicyslum areasnd generallyhanded over to a community/slum
under a CBO (Community Based Organisation).

24 https://www.pcmcindia.gov.in/marathi/swm2019/ODFPIlus.pdf
25 hitps://smartnet.niua.org/sites/default/files/resources/ODF%20Declaration%20booklet. pdf
26 http://sbmodf.in/?metric=ALL&state=maharashtra&city=greater¥R0nbai
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Table9: Number of Public Toilet Seaia Mumbai upto 2018

Disparity (between

Ward Population Ladies Gents Specially Abled| Male and Female
toilets)
A 1,85,014 102 449 17 7%
B 1,27,290 92 377 18 76%
C 1,66,161 55 356 9 85%
D 3,46,866 79 327 17 76%
E 3,93,286 105 435 45 76%
FIN 5,29,034 130 388 12 66%
FIS 3,60,972 155 517 1 70%
G/N 5,99,039 675 1,507 21 55%
G/S 3,77,749 106 406 4 74%
H/E 5,57,239 95 277 0 66%
H/W 3,07,581 70 243 7 71%
K/E 8,23,885 98 258 1 62%
K/W 7,48,688 162 467 3 65%
L 9,02,225 104 292 10 64%
M/E 8,07,720 267 631 5 58%
M/W 4,11,893 135 327 12 59%
N 6,22,853 98 331 0 70%
P/N 9,41,366 101 328 32 69%
P/S 4,63,507 54 184 9 71%
R/C 5,62,162 96 255 6 62%
R/N 4,31,368 170 340 8 50%
R/S 6,91,229 95 315 0 70%
S 7,43,783 103 325 1 68%
T 3,41,463 90 311 4 71%
City Zone total 30,85,411 1,499 4,762 144 69%
Western Suburbs 55,27,025 941 2,667 66 65%
Eastern Suburbs 38,29,937 797 2,217 32 64%
Total 1,24,42,373 3,237 9,646 242 66%

Note: In response to an RTI for 2019 public toilets data, 2018 data was given since 2019 data has not been
compiled.

Inference:
1 The disparitypbetween number of toilet seats for males and number of toilets for females is shocking
in Mumbat only one in four toilets were for females.
T C ward has the largest disparity with 85%, while R/N ward has the lowest displbiD%o.
1 H/E, R/IS and N wards also has no provision for differently abled people to use toilets. This means that
three entire wards in Mumbadlo nothave sanitation facilities for differently abled people.
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Table10: Number of Coimunity Toilet$’ Seats in Mumbai by Gender upto 2019

Toilet Seats
Type of Toilets Toilet Blocks
Male Female Specially Abled Total
Community Toilets 68,796 68,599 2,192 1,39,587 9,861

Inference:
Compared to public toilets, the gender parity of comniyribilets is much better with the number of toilet
seats almost equal. However, only 1.5% of the total toilet seats were dedicated for specially abled.

27 Community Toilets include toilets built by MHADA and MCGM.
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Tablell: Survey® Results ofFacilitiesin Toilets in Mumbai(in %9

Type of Sewerage Water connection EIectrlc_lty
connection
. Aqua MCG| Stand
Ward ;IO L Sewa S_ep Op_en prci1vy Not | M post s
ocks tic | draina . : Wate | /bor
ge /pit | Give| conn | conn NA | No | Yes
line U | RINEL latrin n | ectio | ectio P €
k lah well
e n n
A 93 73 2 20 0 4 54 0 10 4 32 29 71
B 40 90 10 0 0 0 90 0 8 3 0 0 100
C 35 80 3 17 0 0 80 0 0 14 6 9 91
D 91 80 3 15 0 1 38 0 0 4 57 | 46 54
E 78 24 | 72 4 0 0 76 0 8 0 17 29 71
F/N 201 55 | 44 0 0 0 1 0 31 0 68 99 1
F/S 135 100 | O 0 0 0 0 0 65 1 34 | 62 38
G/N 239 51 | 47 2 0 0 46 0 2 3 49 | 48 52
G/S 110 80 20 0 0 0 34 0 0 0 66 55 45
H/E 357 55 | 45 0 0 0 16 0 0 1 82 77 23
H/W 173 7 93 0 0 0 19 1 1 0 79 88 12
K/E 791 16 79 3 1 1 6 0 0 2 91 61 39
K/W 215 14 | 70 0 9 7 24 0 0 1 75 64 36
L 777 41 57 0 0 2 19 1 1 0 79 64 36
M/E 429 3 96 0 1 0 13 0 6 19 62 | 47 53
M/W 217 17 83 0 0 0 17 0 0 3 79 | 42 58
N 524 55 | 45 0 0 0 23 0 2 4 71 54 46
P/N 1,268 | 18 81 1 0 0 7 0 1 1 91 80 20
P/S 335 34 | 66 0 0 0 7 0 0 4 89 61 39
R/C 254 13 87 0 0 1 13 0 2 4 81 85 15
R/N 399 9 91 0 0 0 17 0 0 3 80 57 43
R/S 395 30 70 0 0 0 15 1 2 1 81 | 44 56
S 1043 4 96 0 0 0 7 0 1 4 88 25 75
T 216 42 57 0 1 0 29 0 4 15 52 57 43
Total | 8,415 | 28 70 1 0 1 16 0 3 3 78 58 42
Inference:
1 Only B% of toilets wereconnected to the piped sewerage sgst, worst being irM/E (3%), S (4%)

and H/W (7%) wardsSeptic tank toilet was the preferred type of toilet (70%) whighikelyto be
cleaned manually if there is no proper equipment to pump out the sewage.

In 78% ofoilets, there was no propemformation of water connectionavailable and in16%,water

was provided by the MCGM, 3% through tanker and 3% through wells. Lack of water in toilets reflects
poor hygiene, cleanliness and inability to provide a basic sanitation service to the pubtier is
especially important in cases when the toilet facilities are also used as a source -pbriable

water.

58% of the toilet blocks surveyed had no electriditys is a safety concern rendering the public toilet
unusable anight.

28 Survey of Municipal Corporation of Greater Mumbail@idolocks surveyed by M/s Cybertech system & Software LTD,
2015. Includes public and community toilelgtps://portal.mcgm.gov.in/irj/portal/anonymous/gimsdpSummary of this
data was also received in a 2019 RTI reply
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C Treatment

There arevarious national level policies related to seweragjbe Atal Mission for Rejuvenation and Urban
Transformation(AMRUT policy”® of the central government declares providing a sewerage connection to
every household as one of its mission statements. Silpjlahe National Water Missiod®aims at
incentivising recycling of water including wastewater and development of afreeally sanitation system.
TheJal Shakti Abhiyah of the ministry has increase in reuse of sewage water as one of its targets.

fwef 221 4G adzYol A Q& LIS NIFréntidthery 658 Shvadge Tiekthent PRRs/(§T8H s O
Mumbai, whichtreat 2,052 MLD out of the total 2,279 MLD of sewage generated in-20#8However,it is

important to note thatmost STPs in Mumbai arenly undertaking primary treatmen€ This is evident from

the table below where only few STPs on an average let out permissible trevattdwater

Untreated sewerage poses the risk of contaminating water sources and is a major cause of river and marine
pollution. Sewerage from units not connected to the piped sewer system, leakages in sewage pipes, and poor
treatment of sewerage all pose serious risk not just for the environment alone, but also for human health.
Water and vector borne diseases are moiely to have a serious impact on human lives due to water
contamination, mismanaged and untreated sewage.

According tonorms of the Pollution Contrdoardsthe three major indicators used for measuring quality of
wastewaterare as follows:

1. Biochemi@l Oxygen Demand (BODiRefers to theamount of dissolveadxygen inthe water required to
decompose the organic matter. The higher the organic matter (sewage and pollutatite)virater, the more

is the BODthe more the BOD, the lesser is the availabkggen for aquatic lifeCPCB norms for BOD from
STP outlet are0Omg/lt. MPCB has adopted a stricter norm of 10mg/It. The CPCB norm followed for BOD of
waterbodies is 3mg/lt.

2. Total Suspended Solids (TSRefers to the dry weight of undissolved sofidrticles in water.The
prescribed limitfor STRoutlet is 50mdlt. by CPCB and 20mg/hiiy MPCB.

3. Faecal Coliform (FC) Faecal Coliform is bacteria found in the faeces of warm blooded animals and
humans, commonly found in human excreta and a majouseaof waterborne diseases¢ KS / t / . Q2
prescribed limit for faecal coliform in all waterbodieEOMPNY100ml and for drinkingwater, detectable

faecal coliform has to be nil.

2 http://amrut.gov.in/content/innerpage/the-mission.php

30 http://nwm.gov.in/

31 http://geourbanmissions.gov.in/

32 http://www.mpcb.gov.in/aboutus/annuatreport

33RTI reply shows that as of 2Q#9of 8 STPs have preliminary treatment, 3 have primary and secondary treatment
while one has primary, secondary and tertiary treatment.

34 Most ProbableNumber MPN) is a method to estimate conceation of microorganismsn liquid.
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{ $¢ 1 3 S WabdtdWatevQBiafitifront 2015¢6ito 201819

Criteria 201516 201617 201718 201819
Colab Inlet NA 59.14 124
olaba Outlet 123.4 42 89.6
. Inlet 114 NA 114 118
Worli
Outlet 87 13916 87.14 71.5
Inlet NA 110 NA 110
Bandra
Outlet 35 70 42 [
BOD(Prescribed Versova Inlet 52 70 60 110
limit is 20mg/lt by Outlet 36 7 32 45
CPCB and 10 mg/It Bhand Inlet NA NA NA NA
by MPCE TP [T outlet 36 8 [Las 15
Inlet NA 90 NA NA
Ghatkopar
Outlet 50 44.25 40 40
Inlet 88 120 250 250
Malad
Outlet 73 60 90 90
Inlet 135 80 80
Charkop
Outlet 85 78 78
Inlet 46 82
Colaba
Outlet
. Inlet
Worli
Outlet
Bandra Inlet
Outlet
TSgPrescribed limit|  yersova Inlet
is 50mg/It by CPCB Outlet
and 20mg/It by Bhand Inlet
andu
MPCB) P Outlet
Inlet
Ghatkopar
P Outlet
Inlet 120 40 35 35
Malad
Outlet 75 15 18 18
Inlet 135 110 115 115
Charkop
Outlet 78 76 16 16

Note: Light green refers to MPCB criteria met, Dark green is CPCB criteria met, Red is where average outlet
quality is worse than inlet.

Inference:
1 None of the STPs in Mumbaasachieved the prescribed levels of biocheatioxygen demand in the
last 4 yearsOnly in 201617 the average BOD of Versova and Bhandup plants were lower than the
prescribed limit of MPCB (10mgjltwhile in 201718 and 201819 Bhandup STP and Bandra STP in
2018mcp YSG GKS /t/ .mpAt. KAIKSNI fAYAGD 2F wn

35 http://www.mpch.gov.in/aboutus/annuatreport
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1 Highest BOD in 201B9 was at Colaba and Malad STPs at 90mgdiich higher than the prescribed
limit, reflecting thateven after primarftreatment the wateris highly polluted.If water is to be reused
in the long run for sustainability of the wer-seweragesystem,it will be important to improve the
treatment facilities.

1 As for total suspended solids, the STPs have fared better, highlighting that primary treatment is able
to tackle suspended solids in the sewerage.

Table13: Quality of Water Bodies in Mumbai in accordance with CPCB norms (2016)

Faecal Coli form
Station name Type of S (MPN/100ml)
Water Body <3 mgl/l <2500MPN/100ml
Min | Max Min [ max
Source
Bhatsa U/S Of Liberty Oil Mills, Satnel, Shahapu Minor Rver 54 4 7 430
Thane
Bhatsa D/S Of Liberty QOil Mills, Satnel, Shahapur Minor Rver 26 4 11 920
Thane
Bhatsa D/S Of Pise Dam Near Pise Village (Ulha] Minor Rver 2.6 4.8 2 46
Tansa Near Road Bridge, Village Dakewali, Wad Minor River 58 6 45 49
Thane
Vaitarna Near Road Bridge, Gandhare Village, Minor Rver 26 4 4 34
Wada, Thane
Outlet
Sea Water At Nariman Point, Colaba, Mumbai Marine 8.2 20 220 920
Sea Water At Malabar Hill, Walkeshwar, Mumbai Marine 8 20 110 1600
Sea Water At Hajili, Worli, Mumbai Marine 7.2 20 130 1600
Sea Water At Shivaji Park, Dadar, Mumbai Marine 7.8 20 280 1600
Sea Wgter At Juhu Beach, Juhugaon, Santacruz Marine 8.2 29 220 1600
Mumbai
Mithi Minor Rver 16 80 220 1600
Mahim Creek At Mahim Bay Qeek 7.4 19 94 920
Inference:
1 ¢KS 10620S GlofS AYyRAOFGSEA GKIFG adzYolAQa &1 G4SN
polluted.

1 Major seaoutlets and beacheén Mumbai are however polluted from untreatesbwerageor surface
pollution including solid waste. Thainimum BOD recorded in all the major beach outlets is much
higher than the prescribed norm for beaches of less than 3mg/It. Although faecal coliform is within
prescribed limits it is still high at most beaches (maximum LMF2E 100m)

1 Mithi river pollution from untreated sewerage and waste disposal is evident from the high BOD
(maximum 80mg/li)

To improve sewage facilities, MCGM has planned a total capacity of 2,544 MLD with BOD norms of 20mg/It.,
TSS at <50mg/lt. and FC<4i000mpn/100ml.

36 https://cpcb.nic.in/nwmpdata/
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D. Recommendaitns

1

Policy ChangesPolicies related to sanitation need to have a holistic approach and take into
consideration the entire sanitation cycle including management of sewage systems and treatment of
sewage. Bias (male to female public toilet norm) and ldodlarity (no proper norms mentioned for
toilet facilities) in the SBM Guidelines, needs to be rectified. Sanitation policies need to incentivise
use of sustainable toilet blocks and those that connect to the piped sewerage system.

Coverage and Mechanisan: To eliminate humasiaeces contact and prevent diseases caused due
to poor sanitation, all toilet blocks must be connected to the sewerage system and use of septic
tanks/pit latrines should be reduced. Use of human labour in cleaning of sewerage baust
eliminated by complete mechanisation of the process of cleaning sewerage pipes/tanks, etc.

Equity: Male-female disparity in toilet seats needs to be corrected for public toilets, and toilet
facilities for transgenders and for thepecially abledheedsto be provided. Unisex toilets (such as
ecotoilets) can also be promoted, which can be used by all genders.

Facilities:Water and electricity in public and community toilets is essential for ensuring cleanliness,
hygiene, safety, and prevention of das®es it must be ensured that these facilities are available and
functioning in all toilets.

Treatment: Treatment of sewerage generated needs to be 100% and tertiary treatment needs to be
done in all the STPs to reduce marine pollution and prevent watéractor borne diseases.

Reuse of Waste WateMCGM can use the treated wastewater for various purposes such as cleaning
of roads, watering gardens, traffic islands, road dividers etc. in the city. The corporation can also earn
revenue by sale of treatedaste water Nagpur for example treats 90% of its sewerage and sells part
of it to National Thermal Power Corporation and Maharashtra State Power Generation Company.
Recycling of sewage should also be incentivised where possible (example: housingssdarege
commercial establishments, industrial establishments) so that treatment of sewage can be done
locally and can reduce the water demand of that unit.
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Section lll: Solid Waste Management

A. Key Highlights

Segregation:
U The Muwicipal Solid Waste (Management and Handling) Rules, (MSW rulesY gatéde for 100%
segregationof waste at source. Mumbasegregates 83% of its wastethis is however not only
segregation at source, as mandated by the rules.

Door-to-Daoor Collection

U SBM® prescribes forl00%door-to-door collectionasa primary indicatorMCGM claims 100%oor-to-
door collectionof waste as on 20189.3°

U However, of the total 17,116 SWM complaints in 2088% were related to garbage not being
collected.

i What is ale an important factor ifrequency of collectionin order to ensure pubic hygiene and
cleanliness. While the MCGM citizen charter prescribesyto solve issues of collection of garbage,
tookmMmT RIF&a 2y |y F@SNI3IAS (2 AyAQES nd2 YRUIIAA yFiRaNI 24FO
FGGSYRSRQ INY RI+NDRIASA FBKAOE S y2i I NNABSRQ®D

Scientific Disposal of Waste:

i MSW rules provide fat00% waste to be scientifically disposed

U Approximately 2,500MTD to 3,100MTD of waste was dumped in Dean201819, which has been
functional for the past 88 years, way beyond the prescribed active landfill lifespan of 10 to 28%ears.

i 4,500MTD of waste was processed in the newly established (4 years) Kanjur Municipal Solid Waste
(MSW) Processing Faciltjth bioreactor and windrow compaosting technologi&siven the new Kanjur
facility, waste scientifically disposed increased from 30% in 2Q65t0 63% in 20149. It is still
however significantly lower than the prescribed norm of 100%.

Waste Recovery:

i The MSW rules and SBM indicators, both stress on waste recovery, through various practices such as
waste to energy and waste to compost.
According to the MSW rules, atlea®1% of the waste generated by local bodies needs to be recovered.

i Mumbai as of 208-19 recovered only 35% of its waste

U Mumbai generated an average 8f450 Metric Tonnes per Day (MTD) of waste as of 2®],&f which
73% was food biodegradabl@aste, whichcan be easily recovered through composting.

U Various initiatives were started lMCGM to increase waste recoveAdvanced Locality Management
(ALMY*and policy of bulk generatorféboth aimed to promote segregation and localised composting.

37 http://bbmp.gov.in/documents/10180/1920333/SWNRules2016.pdf/27c6b5e4b2654aeebff6-451f28202cc8

38 http://swachhbhargurban.gov.in/

39 MCGMEnvironment Status Report 2018

40 http://cpheeo.gov.in/upload/uploadfiles/files/chap17(1).pdf

4 Formed in formal housing societies/groufisincentivise sgregation and
compostinghttps://portal.mcgm.gov.in/irj/go/km/docs/documents/Circulars/ALM%20manual. pdf

42 Units generating more than 100kg per day Wil callel bulk generators and wilompulsorily set up biodegradable
waste composting unit@ndbiodegradablevaste will not becollected from bulk generators.
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However, currently there are @ALMs in Mumbai, but only 454 are segregating waste @iy 39are
composting waste™ By the end of 20189, 49% bulk generate were composting their wastg.

U Further, in spite ofSwaclh Mumbai Prabodhan Abhiyan for providing effective SWM services in
adzYol AQa afdzrasxs GKSasS | NBI a fsolid wdste. HatzéxanthM1%FoNR Y |
the total SWM complaints in 2019 were from 9 war@/N, P/N, P/S, R/N, R/S, M/W, N, L, and!8th
have a slum population of more than 50%.

B. Coverage

Management of municipal solid waste is one of the primary dutiearban local governments and a large
proportion of their budgetary expenditures. It is also a major challenge in terms of complete collection
coverage, segregation at source and scientific disposal and reuse.

Rules related to Solid Waste Managememe detailed in the Municipal Solid Waste(Managementand
Handling) Rules (MSW rulgs2016% These rules and th&#1SWrules, 2000 that precedethem focus on
segregation and scientific management of different kinds of waste. The latest rules include priorigioa%
source segregation, user fees for bulk generators, composting and waste to energy plants.

The MCGM has in consonance with these rules, prescribed itsSWilMl byelaw$® detailing on the SWM
management process, fines for violation etc. In 2018 MCGM ao passed an order stating thatl bulk
generators i.e. units generating more than 100kg per day will compulsorily set up biodegradable waste
composting unitsand such waste witiot be collected from bulk generatofs.

At the central governmenlevel, SBM® alsohassolid waste management as its major component focussing
on the following coverage and reuse indicatoi®0% door to door collection, increase in waste to energy
and waste to compost practices by ULBs.

As a part ofSwachh SarvekshaStar Rating for Garbage Free citféstarted in 2017, aimed at certifying
cities based upon 12 major parameters of waste management. Urban Local Bodies havaléulaedf their
star rating based upon the parameters, of which 3, 5 and 7 star ratirggdependently evaluated by the
central government.

Mumbai had a two star garbage free rating in 2019, and had applied for five star rating for 2020. However, in
the third party survey of the central government for star rating, it failed to qualifyafoy stars. Reports
suggest it failed in one of the parameters of 100% sweeping of public areas, due to which it lost all its stars
and was given a rating of zetd.

“https://portal.mcgm.gov.in/irj/go/km/docs/documents/Circulars/Dry%20Waste%20Collection%20route%20for%20AL
M.pdf

44 MCGM Environment Status Report, 2618

45 http://bbmp.gov.in/documents/10180/1920333/SWMNRules2016.pdf/27c6b5e42654aeebff6-451f28202cc8
“®https://portal.mcgm.gov.in/irj/go/km/docs/documents/MCGM%20Department%20List/Solid%20Waste%20Managem
ent/Docs/Bye%20laws/02%20Greater%20Mumbai%20Cleanliness%20Byela¥e%200 Godf

4"MCGM Environment Status Report, 201%8

48 http://swachhbharaturban.gov.in/

49 https://w ww.pcmcindia.gov.in/marathi/swm2019/FineBARBAGE %20FREE%20CITIES%20Flyer.pdf

50 hitps://www.hindustantimes.com/mumbanews/bmeccriesfoul-over-zero-starsin-swachhsurvekshadeague2020
s-garbagefree-city-rating/story-wYIh7PN8sNnRdwQTITKc8J.html
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Tablel4: Waste generation and waste composition in Mumbai from Z16 to 201819°*

Year | 201516 201617 201718 | 201819
Waste Generation
Waste Generated(MTD) 8,600 9,400 7,350 7,450
% change year on year NA 9.30% -21.81% 1.36%
Domestic Waste Composition

FoodWaste 73% 73% 73% 73%
Wood,doth 3% 3% 4% 4%
Sand Sone andFne Earth 17% 17% 17% 17%
Plastic 3% 3% 3% 3%
Paper and other Recyclable 4% 4% 3% 3%
Metals

Note: In 201718 and 201819, the figures indicate the average waste generated in MTD

Inference:

1 Waste generated has reduced from 8,8d@lion Tonnesper Day MTD) in 201516 to 7,450MTDin
201819, whichis indicative of better waste management at source.

1 The composition of waste in Mumbai has been almost constant in the last four years, with 73%
biodegradablefood waste. This ordains more focus orckiing food waste through composting at
source to reduce the pressure on landfills, and adopt a decentralised waste economy by incentivising
by-products from waste processing.

51 MCGMEnvironment Status Report 20118
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Tablel5: Status of Key Solid WastManagement{SWM)Indicators from 201516 to 2018192

Key SWM indicators 201516 201617 201718 201819
Collection dooito-door (%) 80% 95% 99% 100%
Segregatior{%) 27% 53% 65% 83%
Number of bulk generato?$ NA NA 3,364 3,380
Number _of bulk generater NA NA 1,064 1,671
composting at source
Extent of Municipal Solid Waste 0 0 0 0
Recovered (80% targét) 3% 35% 35% 35%
Extent of Scientific Disposal of Was o o 0 0
at Landfill sité&> (100% target) 30% 32% 32% 63%
Number of transportation vehicles 3,465 3,985 5,369 4379
Inference:

1 Although the MCGM claims 100%, ddgordoor collection in 20189 this is a highly unlikely number

= =

given that waste is not regularly collected from slum areas in the city and waste collection gr@ints

not properly managed.This is gident from the MCGM complaintsof the total 17,15 SWM
complaintsin 2019 36% were relatedo garbage not being collected.

83% of the waste is being segregated as of 204.8This is not however waste segregated at source,
as prescribed in the MSW rules.€Timcrease in segregation from 27% in 2{55to 83% in 20189

can be partly attributed to the establishment of 45 dry waste segregatentres in Mumbaivhere

waste is separated into plastic, paper, glass and metal; and sent accordingly for reci&8ingg
pickers have been organised for this and 188.5MTD of waste was handled iPf2019.

49% of the bulk generators identified by MCGM are composting waste at source

Inspite of policies like Advanced Locality Managen{@hiM)and guidelines for bulk gemators, the

total extent of waste recovered is still low at 35%. The MCGM has proposed various initiatives to
improve recovery, including a 600MT waste to energy plant at Deonar that will generate 4 Mega Watt
(MW) of electricity. MCGM Budget 2020 also proposed to incentivise segregation of waste
followed by composting of wet waste and management of dry waste through tie ups to recyclers,
rebate up to 10% on Property Tax for housing societies upon compliance. Decentralised Community
level composting andbiomethanation facility of 10 to 20 MTD capacity is also planned at the ward
level.

63% of the wastevasscientifically managed as on 2018.

52 MCGMEnvironment Status Report 2018

531n 2018, the MCGM passed an order stating that all bulk generators i.e. units generating more than 100kgaber day
waste will compulsorily set up biodegradable waste composting units and such wasteowlitle collected from bulk
generators.

>4 Wasterecovered refers to amount of waste that is recovered to be used again for a productive purpose. Compost and
waste to energy are examples of waste recovery.

% Scientific disposal at landfill refers to elimination of the risk of waste seeping undergrouefieive collection of
leachate. Scientific landfilling also means reducing and channelizing the production of methane without causing air
pollution.
Séhttps://portal.mcgm.gov.in/irj/go/km/docs/documents/MCGM%20Department%20List/Solid%20Waste%20Managem

ent/Docs/DWSC%2%20List%200f%20Centres%20PDF.pdf
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Name of

Years of

Amount of waste disposedMTD}®

Dumping | operati Area Type of Waste Current
ground on (Ha) Processing 201516 | 201617 | 201718 | 201819 | Status
. 2,200 2,500 | Operati
Deonar 88 120 Dumping 2,100 3,200 2 500 3.100 onal
Bioreactor
technology (3000
3500MTD) and
windrow .
. : Operati
Kanjurmarg 4 65.96 composting 3,000 3,000 3,600 4,500 onal
technology
(1000MTD) at
Kanjur MSW
Processing Site
: 4,300 2,800 1,700
Mulund 47 24 Dumping 4500 3,200 1.800 Closed | Closed
Inference:

1 The predominant method of waste disposal followedillately was dumping and levelling of waste.
With the starting of Kanjurmarg bioreactoné composting technology in 2015, the amount of waste

processed has improved. In 2018, 6346 of the waste wascientificallytreated.

T Since Mulund2018)and Gorai(2009) dumping grounds have been closed and Deonar is long due

closure, it is relevant to focus on decentralised waste management practices that will reduce the

waste going to thelumping ground It will also be more sustainable since dumping grounds prduc

leachate that causes soil and marine pollution. The dumping grounds in Mumbai where burning is

carried out to reduce the volume of waste is also a major cause of air pollution in those areas.

5"MCGM Environment Status Reports 2€lifsto 201819

58 Approximate values given in the MCGM Environment Status Report
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C Community Basedhitiatives

The MCGMhas adopted two major policies for community involvement in waste management. Advanced
Locality Management refers to a system whereby residents in a particular area or locality form an association
to act as a mediator between the MCGM and residents. Th@nfunctions of the ALM were to inculcate
segregation habits in residents, and to device ways of composting biodegradable waste within the ALM area,
and only dry waste would be separately collected by the MCGMe ALMs were largely formed in formal
housing societies/groups of buildings and was not implemented in slum areas. Currently thé&Bia&eMs

in Mumbai, however only 454 are segregating waste and 39 are composting waste.

Table17: Details of Ward Wise Advanced Localfanagement in Mumbai (20199

No. o of No. of | No. OT ALMS lgl;)r.:/}‘rgl_ol\l/lti Waste Generated In Tonnes per D
Ward | of o Flats / | carrying out . Total Wet Dry
ALMS Buildings Shops | Segregation Vermlcultu_re/ Waste Waste Waste
Composting
A 6 292 5,396 6 1 16 13 2
B 2 7 72 1 1 0 0 0
C 18 101 1,052 18 0 3 1 2
D 16 552 6,965 13 0 17 5 12
E 12 71 2,350 0 0 0 0 0
FIN 22 1,126 16,355 21 0 45 45 3
FIS 15 91 4,097 15 0 0 0 0
G/N 19 438 18,975 19 0 11 10 1
G/S 10 110 3,716 7 2 10 9 1
H/E 7 49 450 6 1 1 1 0
H/W | 155 3,164 15,861 114 7 377 321 57
K/E 43 103 5,648 35 3 9 6 2
K/W 33 975 21,363 33 0 40 38 2
L 4 64 3,219 4 0 3 11 1
M/E 10 197 2,612 10 5 4 1 3
M/W 54 621 5,802 18 0 12 8 3
N 51 1,572 17,550 51 0 48 34 15
P/N 26 596 5,381 14 0 6 6 1
P/S 39 562 21,578 3 0 42 30 13
R/C 9 443 10,240 3 2 32 30 2
R/N 16 1,534 28,744 16 16 15 9 6
R/S 26 347 9,594 26 0 7 60 0
S 19 44 3,022 19 0 24 18 6
T 2 8 2,746 2 1 1 1 0
Total | 614 | 13,067 |2,12,788 454 39 723 657 131
Inference:

1 There are614 ALMs in Mumbai, with R/N, P/S, K/W, G/N anavAfdshaving the highest number of
household/commercial units as part of the ALWhile B, H/E, & andW/E have the least.

%9 https://portal.mcgm.gov.in/iri/go/km/docs/documents/Circulars/ALM%20manual. pdf
80https://portal.mcgm.gov.in/iri/go/km/docs/documents/Circulars/Dry%20Waste%20Collection%20route%20for%20AL

M.pdf
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1 Overall74% of the ALMs have achieved waste segregafibMsthat have notachieved sgregation
are inB, D, E, F/IN, G/S, H/E, H/W, K/E, M/W, P/N, P/S and Rs.wa

1 Only 6% ALMs are composting their wet wagtighest being in R/N where all of its 16 ALMs are
composting. Others includgéin H/W, 5 in M/E, 3 in K/E, 2 each in G/S andaR{C1 each in A, B, H/E
and T wards. The poor rate of composting by ALMs reflects a failure of the ALM scheme and
highlights the importance of incentivising composting in these areas by the MCGM. If all the ALMs
compost theirwaste,almost 657 tonnes of wae per day can be reduced from being transported and
sent to the dumping grounds.

The MCGMimilarly started the Dattakasti Yojandor slums in 2001 so that community based organisations
are involved to ensure collection of waste from slum househttdgollection points. Thescheme was
changed to Sachh Mumbai Prabodhan AbhiyaiSMPA)Under the scheme, a unit is made of 150 families of
750people For implementation of thischememonthly allowance is provided on per unit bagiscordingly,

for oneunit an allowance of Rs. 540@Jer month and for the organization an addition allowance of Rs.-600/
per unit has preided for carrying out activite like awareness, public participation and a conducive
environment for the scheme. In thscheme, eligile organisition is awarded area of minimum 5 units and
maximum 18 unitsThe contract for this works awarded and renewed annualtyThere is no data for the
reports available on the MCGM website, although the circular of the scheme mandates this.

D. Recommendations

The process of centralised waste management currently followed, therefore needs to be altered to enable a
decentralised management of waste ensure maximum recovery and sustainable management.

1 Collection and SegregationMCGM needs to iremtivise residents to participate in the waste
management process to enable collective management of waste. The first step is ensurirtg-door
door collection and 100% segregation of waste at source. Indore for example used a mix of awareness
campaigns andines to ensure segregation of wastiis was however possible due to household
collection and household wise monitoring of whether waste was being properly segregated.

T Composting: While the MCGM has planned new initiatives for decentralisation of waste
biodegradable waste processing units should be developed in each constituency. For decentralised
composting, Indore adopted mobile compost machines, for composting waste from markets. Vellore
in Karnataka and Alappuzha in Kerala have adopted succes&fu womposting centres for
composting of biodegradable waste in every constituency. The model of ward in F/South Mumbai has
also aimed to make the constituency dustbin free through eimedoor collection and segregation
and composting of biodegradable sta within the ward, through community involvement. The
MCGM policy of bulk generators is a positive step in this regard, however, subsidies for compost units
and developing a market network for sale of compost will be essential for its success.

1 Recyclin: As for norbiodegradable waste, a local governmaenanaged network of buyers for such
materials like paper, glass, plastic, etc needs to be developed. In Mangalore for instance dry waste
collection centres have been set up where such waste is sold twfaeturers and recyclers. This
provides incentive for people to segregaénd sell such waste. Further, there is needdevising
better recycling methodsKochi for example widelyses plastic for road tarring.

81https://portal.mcgm.gov.in/iri/go/km/docs/documents/HomePage%20Data/Related%20Links/SwachaMumbaiPrabodh
anAbhiyan/Scheme_Circuladf
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Sction 1V: Air Quality

A. Key Highlights

T

c:

On an averagd9% days in 2019 in Mumbai had satisfactory air quality (179 days) 29% days had
moderate air quality (106 days), while there were no days with severe air quality.

The best average monthly AQI in Mumbai was 45 in September®least AQI in 5 years.

The highesaverage monthly AQI in 2019 was 179 in December

Mumbai sees théest air quality in the months of June to Septembevhich can be explained by the
presence of the monsoon season, which drastically helps abate poor aityg&amilarly, the worst AQI

is in winter months of December and January.

In 2019,8 new AQI monitoring stationsvere added (Borivali, Colaba, CST, Kurla, Powai, Sion, Vile Parle,
Worli) apart from the existing one at Bandrthis was a mucimeeded move @ calculate a more
accurate AQI for the city.

However, Wl ANJ LIR2ffdziA2y Q O2YLX F Ayda ,AwfiemdAQ BaR falers ™o
indicating that in specific areas air pollution might still be a problem, which average figures do not
reveal.

B. MeasuringAQI

An Air Quality Index (AQI) is defined as an overall scheme that transforms weighted values of individual air
pollution related parameters (SO2, CO, visibility, etc.) into a single number or set of numbers. The result is a
set of rules (k. set of equations) that translate parameter values into a simple form by means of nhumerical
manipulation:

Pollutants Sub-Index Aggregation
X I
L n= X :
X2 | Iz y
1 =1£(X2) | Aggregate
a@ . +Index, I=F
: In (In,I2,...,In)
Xn
In = fn(Xn)
Step 1 Step 2

b2d8SY ¢KAZ AYF3AS KIa 688y GF1S8y TNRY G(G(KS Wbl A2yl f
Control Board (2014)

Air Quality hdex standards, according to the Central Pollution Control Board (CPCB)

Colour AQI AQI Range Remark
Good 0-50 Minimal Impact

Satisfactory 51-100 May cause minor breathing discomfort in sensitive people

May make breathing difficufor people with lung diseases anc

Moderate 101-200 cause discomfort in children, older adults and heart patient

Poor 201-300 May make brgathmg difficult after prolonged exposure, ang
cause discomfort to people with heart diseases

May cause respatory illnesses in people on prolonged exposu

Very Poor 301-400 Effect may be more pronounced in those with lung and hea

diseases.
May cause respiratory problems even in healthy people, an
Severe >400 seriously impact those with lung/heart diseases. Even incial

breathing during light physical activity can impact health.
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C AQI Status in Mumbai
Table18: Average Monthwise AQlfrom April 2015 to December 20%9

Average AQI
Month 2015 2016 2017 2018 2019
January NA 170 186 176 171
Feoruary NA 98 168 147 150
March NA 103 126 127 119
April 101 74 97 88 90
May 89 70 66 80 85
June 86 59 55 72 68
July 68 68 78 65 53
August 63 56 51 69 56
September 73 55 71 81 45
October 139 91 107 115 85
November 114 113 136 137 132
December 134 164 152 151 179
NA( Data for 2015 was available from the month of April

Inference:
1 ThebestAverage Monthly AQlas 45 in September 20X8the least monthly average AQI in 5 years.
The hidpest Average Monthly AQI in 2019 was 1iT®ecember
T Mumbai ses the best air gality in the months of June Septembey which can be explained by the
presence of the monsoon season, which drastically helps abate poor air qGatityarly, the worst
AQI is in winter months of December and January.

Table19: Station wiseNumber of days with Air Quality levefbr the year 2019

. Vile
Air Quality Level Bandra B(I)Eg\;?“ Colaba| CST| Kurla | Powai | Sion | Parle | Worli | Average
West
Good 0 118 89 49 | 33 104 | 68 77 67 53
Satisfactory 129 42 38 81 78 42 53 28 74 179
Moderate 184 31 29 37 67 55 30 | 34 35 106
Poor 12 2 21 26 22 2 22 17 19 24
Very Poor 0 0 2 2 2 0 2 1 1 0
Severe 0 0 0 0 0 0 0 0 0 0
NA 40 172 186 | 170 | 163 | 162 | 190 | 208 | 169 3
Total 365 365 365 | 365 | 365 | 365 | 365 | 365 | 365 365

NA¢ Data not Availdle

Inference:
1 In 2019, 8 new stations were added apart from the existing one at Battdsawas amuch-needed
move to calculate a more accurate AQI for the clypwever since data of the new stations is
available only from June, it is not possible taka an area wise comparison.
1 On an averagd9%,days in 2019 had satisfactory air quality (179 days) and 29% days had moderate
air quality(106 days), while there were no days with severe air quality.

52 All AQI data has been obtained froimitp:/cpcb.nic.in/, after approval from the Central Pollution Control Board
(CPCB) through an RTI application.
83 All AQI data has been obtainé@m: http://cpcb.nic.in/, after approval from the Central Pollution Control Board
(CPCB) through an RTI application.
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Year Best AQIs Worst AQIs
12-05-17 39 01-01-17 241
190517 35 23-01-17 222
200517 40 24-01-17 500
24-05-17 38 26-01-17 222
08-06-17 41 02-02-17 225
2017 01-08-17 40 19-02-17 285
03-08-17 39 28-02-17 264
14-08-17 41 13-03-17 261
25-08-17 41 20-10-17 249
26-09-17 38 25-12-17 247
29-12-17 233
07-06-18 52 03-01-18 243
12-06-18 51 04-01-18 245
21-06-18 55 10-01-18 272
05-07-18 55 08-02-18 232
19-07-18 57 02-03-18 235
2018 03-08-18 57 03-03-18 223
04-08-18 57 280318 230
05-08-18 56 08-11-18 233
06-08-18 57 10-11-18 233
07-08-18 57 24-12-18 221
09-08-18 57
06-09-18 57
24-07-19 32 03-01-19 265
25-07-19 34 04-01-19 225
04-09-19 35 10-01-19 217
05-09-19 36 20-01-19 250
2019 06-09-19 36 11-02-19 230
27-09-19 34 17-02-19 237
28-09-19 29 12-12-19 222
29-09-19 36 24-12-19 219
30-09-19 29 25-12-19 275
01-10-19 37 26-12-19 282
Inference:

The lowest AQI (best air qualityas reported in September 2019 (7 out of 10 bedays) and has improved
compared to the lowest AQI of the previous two yeaorst AQI days were recorded in December and
January?2019, highest being 282.
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% Change

Pollution Sublssues 2017 2018 2019 from 2017 to
2019
AverageAir Quality Index 107 113 92 -14%
Air Pollution 149 193 169 13%
Pollution due to Chemical Effluents 55 84 92 67%
Factory Noise Pollution 0 0 0 0%
|\N/Itixliiance due to Masala Mills/ Flour 11 9 7 36%
Total complaints 215 286 269 25%

Inference:

f WIANI t2ffdziA2yQ @ORoeYirbdh 2047yidi 2019 AWiil® MB AQL KaR fallerd indicating
that in specific areas air pollution might still be a problem, which average figures do not reveal.

f Complaintsrdl G SR G 2

D. Recommendations

WL t t dziffluentihar nrease®by 7S Kr@MY2010 to 2015

1 Uniform Monitoring: For better AQI monitoring, the CPCB and System of Air Quality, Weather
Forecasting and Research (SAFAR) both agencies that mainiuality of cities separately should
instead, ceordinate and a single AQI with uniform stations, be calculated by measuring major

pollutants.

1 AQI Stations:Further, air quality stations need to be established in every administrative ward to
correcty measure air quality, pollution is otherwise not reflected in the AQI, as seen from the

complaints data.
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Section VCentralised ComplainRegistrationSystem(CCIS)

A. Key Highlights

For governments to function effectively collabomtiand contact with citizens is essential, the most basic of
which is a uniform complaint redressal mechanism where people can register complaints with the local body
regarding civic issues in their locality and the local government is accountable tatsalgame in a timely

and structured manner.

Overall Complaints:

U h@SNI f f ZCCR ih RGLD &eceived 1,28,145 complainthighest complaints were related to
drainage 24,267) followed by buildings20,317)and Solid Waste Management (17,116).

U Although the total number of complaints increased from 2018 to 2019 by Wffiplaints closed also
improved from 83% in 2018 to 96% in 20&8d the average days to resolve a complaint improved from
46 days in 2018 to 30 days in 2019, showing improved performainte CCR.

U 4% of the complaints were not solved at Level 0 and wereageted. L (19%) and T (17%) wards had the
highest complaints that were not solved at Level 0 and escalated to higher levels.

U However,in 2019, unlike previous years, almost all tremplaints that were not solved at the initial
administrative level (Level @ere escalated upto the level of the Municipal Commissiorjeevel 4),
which should have ideally been solved at lower levels of the escalation m@frithese 96% were
pending atLevel 4.

U In 2019councillor code was filled in only 22% of the total complaind®@wn from 24% in 2018.

Ward-wise Complaints
U Highest numbers of complaints wereKiiw (10,399), K/EY,724) and P/N 8,019 wardsin 2019.
0 L (18%) and T (15%) ward hackthighest percent of complaintsnsolved/pending in 2019.
i G/N, L and R/C wards took the most time for solving complaiis46 and 44 days respectively while
F/N (15), F/S (18), H/W (13), K/E (18) and N (17) took the least.

Issuewise Complaints:

U Thecili A T Sy Q dresérikds fadiafnst all major conaits to be solved ione day.However, on an
average, MCGM tookR2 days to solve complaints of drainage, water supply and solid waste
management in 2019.

U It took anaverage of 35 days to clean a septignk in 2019,highest being in R/N, G/S and P/N wards
which reflects the poor quality of service provided by MCGM in terms of sanitation.

U T ward took the maximum days to repair an overflowing drain (58 in 2019).

U R/C ward took 105 days to solve a waten@tage complaint On anaveragejt took 24 days to solve a
complaint of a burst water pipe as well as leakage in water lines reflecting a high amount of water
wasted.

U It took 17 days on an average to lift garbageeflecting a poor SWM in the city, L,Ng/and T wards
being the worst with 44, 41, and 40 days taken to solve the complaint, respectively.

U S, R/C and G/S wards to88, 59 and 59 daysespectively to solva complaint of no attendee at public
toilets.
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B. Issue Wise Details of Comptas Registered and Closed in the CER

The Complaint Management System of MCGM provides for a complaint number (1916), an online portal on
the MCGM website, or written complaint to the complaint officer in the ward, where complaints can be
registered. Thecomplaint is referred to the respective department for taking necessary action and if not
solved within the stipulated time is escalated to the next level of administrafidnis is based on the
‘escalation matrix' which has been adopted by the MCGM toreskithe problem of complaints remaining
stuck at the lower level of the civic administration, with no way to enforce accountability. Through this
system, the higher administration is mandated to take note of and address complaints if they are not solved
within a stipulated time. Once the complaint is solved, the complainant is notified of the same.

Table 22: Issue wise comparison of Total complaints and Complaints cloee2D18 and 2019

Average
Total complamts Closed Complaints days to
received resolve a
Complaint Type complaint
2018 2019 2018 2019 2018 | 2019
Inno. | In(%)| Inno. | In (%)
Roads 13,458 | 15,239 | 10,533| 78% | 14,433 | 95% | 40 31
Buildings 21,014 | 20,317 | 13,468| 64% | 18,105 | 89% | 77 55
Drainage 20,641 | 24,267 | 17,849| 86% | 23818 | 98% | 36 22
Water Supply 12,647 | 15,507 | 11,978| 95% | 15,277 | 99% | 42 24
Solid Waste Management (SWM 14,494 | 17,116 | 12,999| 90% | 16,876 | 99% | 36 19
License 14,203 | 14,473 | 12,803| 90% | 13,961 | 96% | 43 28
Pest control 6,703 7,501 | 6,560 | 98% | 7,451 | 99% | 36 17
Garden 2,936 3,367 | 2,393 | 82% | 3,346 | 99% | 66 23
Colony Officer 1,437 1,196 | 1,147 | 80% | 1,072 | 90% | 56 52
Storm Water Drainage 1,548 2,155 1,165 | 75% | 2,091 97% | 62 34
Shop and Establishment 878 778 825 94% 746 96% | 29 26
Medical Officer Health (MOH) 1,743 1,472 | 1530 | 88% | 1,418 | 96% | 49 39
MCGM Related 877 1103 597 68% | 1,014 | 92% | 56 45
Estate 588 623 317 54% 564 91% | 86 57
Toilet 494 627 433 88% 612 98% | 44 28
Pollution 286 269 162 57% 235 87% | 76 54
School 58 78 29 50% 63 81% | 108 | 68
Nuisance due to vagrants on
municipal rads, footpaths, 2,653 2,057 1,755 | 66% 1,843 90% | 68 52
gardens
Grand Total 1,16,658| 1,28,145| 96,543| 83% | 1,22,925| 96% | 46 30
Inference:

1 Highest complaints were related to drainag® 267), followed by buildings20,317) and Solid Waste
Management(17,116 in 2019.

1 Total number of complaints has increadag 10%from 2018 to 2019 and the number of complaints
closedhasimproved from 83% in 2018 to 96% in 2019.

1 The average days to resolve a complaint has ialgwoved from46 days in 2018 to 30 days in 2019
showing improved performance of the complaint management system.
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Table23: Issue wise Comparison of Total Complaints and Action taken on Complar#818 and 2019

ezt complamts Action Taken Report*
received
Complaint Type
2018 2019 2018 2019
In no. In (%) In no. In (%)

Roads 13,458 15,239 10,586 | 78.66% | 15,228 | 99.93%
Buildings 21,014 20,317 13,526 | 64.37% | 20,260 | 99.72%
Drainage 20,641 24,267 17,869 | 86.57% | 24,263 | 99.98%
Water Supply 12,647 15,507 12,006 | 94.93% | 15,435 | 99.54%
Solid Waste Management (SWM) 14,494 17,116 13,010 | 89.76% | 17,116 | 100%
License 14,203 14,473 12,826 | 90.30% | 14,454 | 99.87%
Pest control 6,703 7,501 6,565 97.94% | 7,500 99.99%
Garden 2,936 3,367 2,403 | 81.85% | 3,367 100%
Colony Officer 1,437 1,196 1,165 | 81.07%| 1,195 | 99.92%
Storm Water Drainage 1,548 2,155 1,166 | 75.32%| 2,153 | 99.91%
Shops and Establishment 878 778 821 93.51% 778 100%
Medical Officer Health (MOH) 1,743 1,472 1,524 | 87.44% | 1,472 100%
MCGM Related 877 1103 602 68.64% | 1,103 100%
Estate 588 623 323 54.93% 616 98.88%
Toilet 494 627 433 87.65% 627 100%
Pollution 286 269 162 56.64% 269 100%
School 58 78 30 51.72% 78 100%
Nuisance due to vagrants on municig , gz 2,057 | 1,759 | 66.30%| 2,054 | 99.85%
roads, footpaths, gardens

Grand Total 1,16,68 | 1,28,145| 96,776 | 82.96% | 1,27,968| 99.86%
FRATFSNE FTNRY W 2YLXIAyda /t2aSRQ

Inference:

There is a significant improvement Action Taken Report (ATR) generatior2019, which was more than

99% for all types of complaints.
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Total Forwardedto | .~ .| Action Taken/ Action Not
Complaint Type con:glaln Action Department P Service Provided Initiated
ved Taken
receive Inno. | In(%)| Inno. | In(%)| Inno. In (%) | Inno. | In (%)

Roads 15,239 | 15,228 665 4% 872 6% 13,112 | 86% 579 4%
Buildings 20,317 | 20,260 235 1% 3,074 | 15% | 14,458 | 71% | 2,493 | 12%
Drainage 24,267 | 24,263 231 1% | 1,393 | 6% | 21,687 | 89% | 952 4%
Water Supply 15,507 | 15,435 | 3194 | 21% | 1,005 7% 11,127 | 72% 109 1%
Solid Waste
Management 17,116 | 17,116 18 0% 867 5% 16,043 | 94% | 188 1%
(SWM)
License 14,473 | 14,454 13 0% | 1,391 | 10% | 12,582 | 87% | 468 3%
Pest control 7,501 7,500 1 0% 482 6% 6,977 93% 40 1%
Garden 3,367 3,367 76 2% 538 16% 2,735 81% 18 1%
Colony Officer 1,196 1,195 61 5% 378 | 32% 635 53% | 121 | 10%
stormWater | 5 155 | 2153 | 22 | 1% | 94 | 4% | 1,981 | 92%| 56 | 3%
Drainage
Shops and 778 778 0 0% | 683 | 88% | 61 8% | 34 | 4%
Establishment
Medical Officer o o 0 o
Health (MOH) 1,472 1,472 51 3% 225 15% 1,133 77% 63 4%
MCGM Related| 1,103 1,103 66 6% 32 3% 925 84% 80 7%
Estate 623 616 39 6% 248 | 40% 276 45% 53 9%
Toilet 627 627 0 0% 36 6% 577 92% 14 2%
Pollution 269 269 138 51% 63 23% 35 13% 33 12%
School 78 78 12 15% 19 24% 32 41% 15 19%
Nuisance due to
vagrants on
:‘;‘;g'g'pa' 2,057 | 2,054 4 0% | 231 | 11% | 1,613 | 79% | 206 | 10%
footpaths,
gardens

Grand Total 1,28145 | 1,27968 | 4,8% 4% 11,631 9% 1,0589 | 83% | 5,522 4%
Inference:

1 Out of the total complaints on which action was taken, in 83% the service was provided, 8% wer

reported to be false complaints arah 4%,action was pending in 2019.
T Actiontaken through service provided was highessatid waste managemer{94%) and pest control
(93%) whereas the least was in shops and establishments (8%) and pollution (13%).

= =
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Table25: Issuewise Status of Complaints Escalated in 2019
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Escalated Complaints
- Total_ Level | Level llI
Complaint Type Compl_alnts (AMC/Chief Level (Add. Level IV
Received Engineer) (DMC) MC) (MC)

Roads 15,239 644 644 644 644
Buildings 20,317 2,215 2,215 2,215 2,162
Drainage 24,267 453 453 453 422
Water Supply 15,507 1 1 1 1
Solid Waste Management (SWM) 17,116 208 208 208 208
License 14,473 496 496 496 496
Pest control 7,501 39 39 39 39
Garden 3,367 20 20 20 20
Colony Officer 1,196 132 132 132 132
Storm Water Drainage 2,155 48 48 48 48
Shop and Establishment 778 31 31 31 31
Medical Officer Health (MOH) 1,472 54 54 54 54
MCGM Related 1103 82 82 82 82
Estate 623 34 34 34 34
Toilet 627 15 15 15 15
Pollution 269 36 36 36 36
School 78 15 15 15 15
Nuisance due to vagrants on municipal road 2.057 215 215 215 215
footpaths, gardens

Total 1,28,145 4,738 4,738 4,738 4,654

In (%) 4% 4% 4% 4%

The table above depicts the number of complaints escalated to different levels under the ‘esdalatioNA E Q =

which has been adopted by the MCGM. The escalation matrix wasapexelto address the problem of
complaints remaining stuck at the lower level of the civic administration, with no way to enforce

accountability. Through this system, the higher administration is mandated to take note of and address

complaints if they areat solved within a stipulated time.

Inference:

1 If a complaint is solved at the level at which it is filed, it is treated as being solved at Level 0. As can be

seen through the data, once complaints are escalated, they reach the highest level i.ef that

Municipal Commissioner.

1 In 2019, 96% complaints were solved at the Level 0. Whereas of the 4% complaints that were

escalated all of them were escalated up to the level of Municipal Commissioner.
1 98%complaints were reslved at Level IV out of 4,738mplaints registered at Level | in 2019
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Table26: Subissue Wise Top Four Civic Complaints by CitiZem® 2017to 2019
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Increase| Increase
from from
Issues/Sukissues 2017 2018 2019 | 2017to | 2018 to
2018 (in | 2019 (in
%) %)
Roads
Bad Patches / Potholes on the Roads 4,164 4918 7,091 18% 44%
Municipal Land Road/ Footpath/SWD 2,721 3,374 3,224 24% -4%
Resurfacing of Road 1,239 1,281 1,332 3% 4%
Total complaints 11,606 | 13,458 | 15,239 16% 13%
Drainage
Drainage Chokes and Blockages 9,256 12,403 | 14,077 34% 13%
Overflowing drains of manholes 4,346 4,290 5,645 -1% 32%
Replacement of Missing / Damaged Manhole 957 2,469 2,856 158% 16%
Total complaints 15,940 | 20,641 | 24,267 29% 18%
Solid Waste Management (SWM)
Garbage not lifted froniHouse/Gully/Municipal
Marketg/Road/Authorised coIIectiorB: point i 3,597 5,157 6,086 43% 18%
Removal of Debris 1,625 2,122 2,371 31% 12%
Lifting of Tree Cutting 794 1,241 1,753 56% 41%
Providing/removing/replacing dustbins 499 552 666 11% 21%
Collection pait not attended properly 565 644 710 14% 10%
Total complaints 10,144 | 14,494 | 17,116 43% 18%
Water Supply
Shortage of Water Supply 2,253 3,476 4,504 54% 30%
Leaks in Water Lines 1,333 4,491 5,294 237% 18%
Unauthorised Tapping of Water Connection 939 1,308 1,158 39% -11%
Contaminated Water Supply 1,207 1,156 1,940 -4% 68%
Total complaints 6,959 12,647 | 15,507 82% 23%

Inference:

1 Water supply related complaints increased by 23% from 2018 t®,28flwhich the highest number
of complants were related toleaks in water lines (894 complaints in 2019). 240 complaints of

contaminated water were received.

1 Highestnumber of complaints among top 4 wasegarding chokes and blockagekst 077 in the
drainage, reflecting poor solid waste management. This ressnaith thel7,116complaints of solid

waste management in 2019.
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Graph1: Comparison of Most Frequent Complaifitby Citizens fron2017 t02019

15,239(12%)
Roads 13,458 (12%)
11,606 (13%)
24,267 (19%)
Drainage 20,641(18%)
15,940 (17%)
Solid Waste 14.490 121;’116 (13%)

Management (SWM) 494 (12%)

10,144(11%)
15,507 (12%)
Water Supply 12,647 (11%)
6,959 (8%)
14,473 (11%)
License 14,203 (12%)
10,372 (11%)
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Note: The percentages mentioned in brackets indicate the share of complaatésirie that issue with
respect to total number of complaints. Foremgg n My = mMu3: 2F (24GFf O2YLIX I Ay G a

Inferences:
 /2YLX FAyGa NBALA@AIES ain2 oW NEReriin 289 istire most flegléntlyH n =
complained &out issue in both 2017 and 2019
1 Over the last three yearspercentage share of complaints related ®rainage, Solid Wgs
Management, and WateBupply have increased

64 The complaints registered data is obtained through RTI from the Central Complaint Registration System (CCRS) of the
MCGM
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Table27: Analysis of Complaints Attended (Closedyir2 YLJr NA &2y GAUK 51 &4 aSydaaz,
Chartef®

Actual time taken to resolve
To be
resolved Increase
Issues/Sukissues as per 70l
" , 2017 2018 2019 | 2018to
Citizens .
Charter AW (I
%)
Drainage
Drainage Chokes and Blockages 1 32 14 17 20%
Owerflowing drains or manholes 1 56 28 25 -11%
Odour (Foul Smell) from Drains 1 71 25 36 45%
Replacement of Missing / Damaged Manhole 1 66 32 34 9%
Raising of Manhole (except in Monsoon) 7 40 27 46 74%
Cleaning of septic tank 7 56 34 35 3%
Repairs to gie sewers/main sewers 7 60 30 36 21%
Water Supply
Contaminated Water Supply 1 37 25 23 -8%
Leaks in Water Lines 7 37 26 24 -9%
Shortage of Water Supply 2 38 25 24 -3%
Burst Water Main 1 37 26 24 -10%
Solid Waste Management (SWM)
Garbage not lifted Co-authorised Point 1 12 26 17 -32%
Collection point not attended properly 1 22 25 20 -20%
Garbage lorry not reported for service/ Lorry not 1 12 23 22 79
covered
Providing/removing/replacing dustbins 8 24 27 19 -28%
Sweeping of road 1 16 24 19 -22%
Removal of Dead Animals 1 19 23 19 -19%
No attendance at public toilets 2 28 25 22 -11%
Average 3 37 22 22 0%

Inference:

1 ¢KS OAGAT SyQa OKIFNISNI LINBaONROoSa F2NJ Ffyzad |t
an average, MCGM took 22 ydato solve complaints of drainage, water supply and solid waste
management in 2019.

1 Ittook 17 days on an average to solve complaints of garbage ligtthdays for collection point not
attended and 22 days for garbage vehicle not arrived, which reflda poor state of solid waste
management service in the city.

1 Similarly overflowing manholes complaint took 25 days to be solved and open manholedtdaks3
thus posing a major health and danger risk to people.

8 Citizen Chartehttp://goo.gl/M8EL9h
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C Ward Wise Details of ComplainRegistered and Closed in the CER
Table28: Ward Wise Comparison of Total Complaints and Complaints Clgs26018 and 2019

Average
Total complalnts Closed Complaints days to
Ward received resolvg a
complaint
2018 2019
2018 2019 Inno. | In (%) Inno. | In (%) 2018 | 2019
A 2,474 2,896 | 2,468 | 100% 2,859 99% | 59 19
B 3,972 3,959 | 2,750 69% 3,688 93% | 64 31
C 3,696 3,596 | 2,627 71% 3,521 98% | 37 36
D 4,815 5159 | 4,731 98% 5,058 98% | 20 25
E 4,337 4,642 | 4,138 95% 4,618 99% | 21 23
FN 4,425 5304 | 4,329 98% 5,290 | 100% | 18 15
FIS 2,369 2,857 | 2,316 98% 2,850 | 100% | 36 18
G/N 6,241 5954 | 2,825 45% 5,421 91% | 33 55
GIS 3,160 4,192 | 2,545 81% 4,183 | 100% | 34 33
H/E 3,518 4,397 | 3,091 88% 4,362 9% | 24 24
H/W 4,763 4,774 | 4,721 99% 4,756 | 100% | 23 13
K/E 8,146 9,724 | 8,017 98% 9,432 97% | 50 18
K/W 9,465 10,399 | 9,071 96% 9,871 95% | 52 28
L 7,242 7,560 | 5,286 73% 6,142 81% | 141 | 46
M/E 4,232 4,334 | 3,926 93% 3,849 89% | 55 28
M/W 4,331 4,387 | 3,996 92% 4,345 99% | 35 37
N 6,570 6,843 | 6,422 98% 6,811 | 100% | 17 17
P/N 6,586 8,019 | 4,406 67% 7,512 94% | 85 41
P/S 4,855 5,133 | 3,700 76% 4,975 97% | 41 36
R/C 5,315 6,398 | 3,247 61% 6,388 | 100% | 59 44
R/N 2,171 2,729 | 1,087 50% 2,619 96% | 67 39
R/S 6,249 6,008 | 6,206 99% 5991 | 100% | 50 21
S 5,115 6,144 | 3,443 67% 6,060 99% | 41 35
T 2,611 2,737 | 1,195 46% 2,324 85% | 21 38
Total 1,16,658| 1,28145 | 96,543| 83% | 1,22,25| 96% | 46 30

Inference:

1 Highesthumbers of complaints werm K/W (10,39), K'E(9,724) andP/N (8,019 wards in 2019.

1 There has been an improvemt in the percentage of complaints closed?20 out of 24 wardsA, K/E,
K/'W and M/E being exceptions.

1 GI/N, L and R/C wards took the most time for solving complabi®is46 and 44 days respectively/N
(15),F/S (18)H/W (13) K/E (18ndN (17)took the least number of days in 2019.

1 All wards except foD, E G/N, M/W and T took lesser days in 2019 to resolve complaints as
compared to 2018.
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Table29: Ward wiseStatus Report of Complaints in 2019

. Complaints
Total ClosedAction Register?ed (Action Inazsr,%cr?:;/éeNeOt Not
Ward : taken) : . ) related
Complaints Pending) Assigned/Being
Attended) to MCGM
No. In (%) No. In (%)

A 2,896 2,859 99% 22 1% 0 15
B 3,959 3,688 93% 114 3% 149 8
C 3,596 3,521 98% 17 0% 52 6
D 5,159 5,058 98% 84 2% 11 6
E 4,642 4,618 99% 10 0% 2 12
F/N 5,304 5,290 100% 9 0% 0 5
F/S 2,857 2,850 100% 1 0% 0 6
G/N 5,954 5,421 91% 317 5% 213 3
G/S 4,192 4,183 100% 3 0% 2 4
H/E 4,397 4,362 99% 20 0% 10 5
H/W 4,774 4,756 100% 14 0% 3 1

K/E 9,724 9,432 97% 122 1% 22 148
K/W 10,399 9,871 95% 477 5% 41 10
L 7,560 6,142 81% 1,375 18% 35 8
M/E 4,334 3,849 89% 426 10% 52 7
M/W 4,387 4,345 99% 31 1% 3 8
N 6,843 6,811 100% 16 0% 7 9
P/N 8,019 7,512 94% 447 6% 35 25
P/S 5,133 4,975 97% 96 2% 57 5
R/C 6,398 6,388 100% 5 0% 1 4
R/N 2,729 2,619 96% 86 3% 17 7
R/S 6,008 5,991 100% 14 0% 1 2
S 6,144 6,060 99% 56 1% 17 11
T 2,737 2,324 85% 397 15% 0 16

Total 1,22,925 4,159 730 331

1,28145
In (%) 96% 3% 1% 0.26%
Inference:

T L (18%) and (15% wardhad the highest percent of complaints unsolved/pending in 2019.

1 K/E and PN wards hachighestcomplaints that did not relate to MCGM, however in total onl26%
complaints were tbse that did not relate tdMCGM, whichshows high awareness among citizens
regarding the responsibilities of the MCGM.
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Table30: Ward Wise Number and Percentage asr@plaints in which Councillor @le filled in 2018 and

20109.
2018 2019
Total Complaints where councillor Total Complaints where councillor
Ward : . : :
Complaints code was filled Complaints code was filled
Number % Number %
A 2,474 467 19% 2,896 455 16%
B 3,972 1,585 40% 3,959 961 24%
C 3,696 919 25% 3,596 990 28%
D 4,815 933 19% 5,159 966 19%
E 4,337 1,111 26% 4,642 1,258 27%
FIN 4,425 1,097 25% 5,304 1,201 23%
FIS 2,369 530 22% 2,857 525 18%
GIN 6,241 2,160 35% 5,954 1,736 29%
GIS 3,160 771 24% 4,192 1,358 32%
H/E 3,518 664 19% 4,397 765 17%
H/W 4,763 863 18% 4,774 994 21%
K/E 8,146 1,818 22% 9,724 1,896 19%
K/W 9,465 2,015 21% 10,399 1,587 15%
L 7,242 1,842 25% 7,560 1,866 25%
M/E 4,232 1,021 24% 4,334 954 22%
M/W 4,331 1,080 25% 4,387 1,002 23%
N 6,570 1,592 24% 6,843 1,619 24%
P/N 6,586 1,583 24% 8,019 1,852 23%
P/S 4,855 1,077 22% 5,133 831 16%
R/IC 5,315 1,638 31% 6,398 1,774 28%
R/N 2,171 577 27% 2,729 682 25%
R/S 6,249 1,122 18% 6,008 1,103 18%
S 5,115 1,182 23% 6,144 1,350 22%
T 2,611 657 25% 2,737 664 24%
Total | 1,16,658 28,304 24% 1,28,145 28,389 22%
Inference:

1 Overall, the % of complaints in which councibode was filed reduced from 24% in 2018 to 22% in
2019. This is alarming since the councillor code is an essential requirement for proper functioning of
the complaint management system since it enables the councillors to be aware of what complaints
are fied in their ward and they can therefore hold the administration accountable to solve them at

the earliest.

1 In4wards, C, E, G/S and H/W #heof complaints in which councillor code was filed increased by 3%,
1%, 8%, 3% respectively, while B ward sawntlst drastic fall (fall of 16%).
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Table31: Ward Wise Comparison of Total Complaints and Action Taken on the Complai2318 and

2019
Tl complalnts Action Taken Report
received
Complaint Type
2018 2019 2018 2019

In no. In (%) In no. In (%)

A 2,474 2,896 2,468 | 99.76% | 2,896 100%
B 3,972 3,959 2,756 | 69.39% | 3,945 | 99.65%
C 3,696 3,596 2,636 | 71.32%| 3,589 | 99.81%
D 4,815 5,159 4,733 | 98.30% | 5,158 | 99.98%
E 4,337 4,642 4,142 | 95.50% | 4,636 | 99.87%
FIN 4,425 5,304 4,326 | 97.76% | 5,299 | 99.91%
FIS 2,369 2,857 2,315 | 97.72% | 2,856 | 99.96%
G/N 6,241 5,954 2,830 | 45.35% | 5,946 | 99.87%
G/S 3,160 4,192 2,549 | 80.66% | 4,189 | 99.93%
H/E 3,518 4,397 3,106 | 88.29% | 4,394 | 99.93%
H/W 4,763 4,774 4,727 | 99.24% | 4,770 | 99.92%
K/E 8,146 9,724 8,022 | 98.48% | 9,702 | 99.77%
K/W 9,465 10,399 9,082 | 95.95% | 10,382 | 99.84%
L 7,242 7,560 5309 | 73.31% | 7,549 | 99.85%
M/E 4,232 4,334 3,932 | 92.91% | 4,320 | 99.68%
M/W 4,331 4,387 4,009 | 9257% | 4,384 | 99.93%
N 6,570 6,843 6,426 | 97.81%| 6,838 | 99.93%
P/N 6,58 8,019 4,437 | 67.37% | 7,998 | 99.74%

P/S 4,855 5,133 3,737 | 76.97% | 5,133 100%
R/C 5,315 6,398 3,259 | 61.32%| 6,394 | 99.94%
R/N 2,171 2,729 1,091 | 50.25% | 2,725 | 99.85%
R/S 6,249 6,008 6,208 | 99.34% | 6,001 | 99.88%
S 5,115 6,144 3,481 | 68.05% | 6,127 | 99.72%

T 2611 2,737 1,195 | 45.77%| 2,737 100%
Total 1,16,658 | 1,28145 | 96,776 | 82.96% | 1,27968 | 99.86%

Inference:

1 In all the wards, action taken reports were made in more than 99% of complaints andPiGahd T

wards it was 100% in 2019.

1 Action Taken Reports of t@tcomplaints have increased from 82.96% in 2018 to 99.86% in 2019.
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Table32: Ward wise comparison of Total complaints and Complaints Escaféied2018 and 2019

ezt complamts Complaints Escalated
Complaint Type received
2018 2019 2018 2019

In no. In (%) In no. In (%)
A 2,474 2,896 11 0% 16 1%
B 3,972 3,959 1,241 31% 242 6%
C 3,696 3,596 1,065 29% 72 2%
D 4,815 5,159 120 2% 94 2%
E 4,337 4,642 173 4% 0 0%
F/IN 4,425 5,304 110 2% 0 0%
FIS 2,369 2,857 58 2% 2 0%
G/N 6,241 5,954 3,410 55% 560 9%
G/S 3,160 4,192 589 19% 0 0%
H/E 3,518 4,397 363 10% 30 1%
H/W 4,763 4,774 47 1% 9 0%
K/E 8,146 9,724 139 2% 110 1%
K/W 9,465 10,399 401 4% 495 5%
L 7,242 7,560 1,823 25% 1,401 19%
M/E 4,232 4,334 308 7% 374 9%
M/W 4,331 4,387 386 9% 25 1%
N 6,570 6,843 142 2% 11 0%
P/N 6,586 8,019 2,127 32% 481 6%
P/S 4,855 5,133 1,138 23% 147 3%
R/C 5,315 6,398 1,869 35% 1 0%
R/N 2,171 2,729 1,088 50% 105 4%
R/S 6,249 6,008 99 2% 12 0%
S 5,115 6,144 1,643 32% 95 2%
T 2,611 2,737 1,422 54% 456 17%
Total 1,16,658 | 1,28145 | 19,772 17% 4,738 4%

Inference:
L (19%) and T (17%) wards had the highest complaints that were not solved at Level 0 and escalated to higher
levels.

% Complaints are first escalated to Level 1 based upon the escalation matrix adopted by M@G@dtess the problem
of complaints remaining stuck at the lower level of the civic administration, with no way to enforcentadility.
Through this, the higher administration can take note of complaints not solved within the stipulated-tmeetails of
complaints escalated and solved from Level 1 to Level 4, refer Annexure 2.
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Road Drainage

Increase Increas

Ward Population from e from

2011 2017 | 2018 | 2019 | 2018to | 2017 | 2018 | 2019 | 2018to

2019 2019

(In %) (In %)
A 1,85,014 294 346 416 20% 373 469 622 33%
B 1,27,290 235 427 317 -26% 379 710 751 6%
C 1,66,161 298 293 316 8% 521 552 630 14%
D 3,46,866 512 536 552 3% 989 1,296 | 1,514 17%
E 3,93,286 265 291 312 7% 439 465 595 28%
F/N 5,29,034 544 623 524 -16% 278 530 674 27%
F/IS 3,60,972 167 241 306 27% 235 360 645 79%
G/N 5,99,039 528 665 616 -7% 640 834 969 16%
G/S 3,77,749 266 321 362 13% 319 547 608 11%
H/E 5,57,239 401 471 612 30% 662 856 985 15%
H/W 3,07,581 404 577 515 -11% 736 1,027 | 1,102 7%
K/E 8,23,885 | 1,018 | 1,253 | 1,671 33% 1,057 | 1,353 | 1,730 28%
KW 7,48,688 | 1,363 | 1,131 | 1,163 3% 1,732 | 2,072 | 2,357 14%
L 9,02,225 607 593 861 45% 1,457 | 1,620 | 1,649 2%
M/E 8,07,720 336 466 462 -1% 484 691 774 12%
M/W 4,11,893 396 442 576 30% 923 1,164 | 1,103 -5%
N 6,22,853 540 795 832 5% 999 1,161 | 1,314 13%
P/N 9,41,366 837 855 974 14% 683 871 1,230 41%
P/S 4,63,507 392 527 820 56% 440 792 910 15%
R/C 5,62,162 556 630 736 17% 742 983 1,309 33%
R/N 4,31,368 225 247 307 24% 242 330 453 37%
R/S 6,91,229 615 614 680 11% 547 627 927 48%
S 7,43,783 446 671 857 28% 631 820 934 14%
T 3,41,463 361 443 452 2% 432 511 482 -6%
Total 1,24,42,373| 11,606 | 13,458 | 15,239 13% 15,940 | 20,641 | 24267 | 18%

Inference:

1 Highest number of road related complaints were in KIEBA1) and K/W (1,863) wards in 2019
whereasP/S (56%) and(@5%) had the highest increase in road complaints from 2018 to 2019.
i Drainage complaints in 2019 were also highest K/W5@,and in K/E (1,30) wards whereas F/S

(79%) and R/S 8%b) had the highest increase in complaints from 2018 to 2019.
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SWM Water Supply

Increase Increase

Ward Population from from
2011 2017 | 2018 | 2019 | 2018to | 2017 | 2018 | 2019 | 2018to

2019 (in 2019 (in
%) %)

A 1,85,014 228 265 361 36% 120 205 338 65%
B 1,27,290 205 312 391 25% 144 151 353 134%
C 1,66,161 498 730 687 -6% 254 342 445 30%
D 3,46,866 524 675 605 -10% 291 352 499 42%
E 3,93,286 474 830 840 1% 234 355 588 66%
F/N 5,29,034 397 531 871 64% 177 407 669 64%
F/IS 3,60,972 213 268 409 53% 95 257 261 2%
G/N 5,99,039 506 542 661 22% 250 497 616 24%
G/S 3,77,749 320 399 401 1% 101 213 242 14%
H/E 5,57,239 307 429 540 26% 188 348 544 56%
H/W 3,07,581 501 661 659 0% 229 479 533 11%
K/IE 8,23,885 588 934 1,019 9% 486 | 1,266 | 1,536 21%
KW 7,48,688 691 960 1,680 75% 563 | 1,157 | 1,321 14%
L 9,02,225 513 596 827 39% 706 947 952 1%
M/E 8,07,720 332 463 597 29% 544 826 653 -21%
M/W 4,11,893 306 459 507 10% 291 482 489 1%
N 6,22,853 551 890 801 -10% 335 601 856 42%
P/N 9,41,366 557 880 1,106 26% 449 890 1,069 20%
P/S 4,63,507 439 845 842 0% 233 393 484 23%
R/C 5,62,162 672 788 997 27% 372 606 646 7%
R/N 4,31,368 142 247 345 40% 133 230 304 32%
R/S 6,91,229 478 721 922 28% 292 774 857 11%
S 7,43,783 482 762 737 -3% 342 590 988 67%
T 3,41,463 220 307 311 1% 130 279 264 -5%
Total 1,24,42,373| 10,144 | 14,494 | 17,116| 18% | 6,959| 12,647 | 15,507 23%
Inference:

1 Highest number of SWM related complaints were in KAA6§0)and P/N (1,16) wards in 2019
whereas K/W (75%) and F/N @63 had the highest increaseSWMcomplaints from 2018 to 2019.

1 Water supply complaints in 2019 were also highest in K/E §1.&3d K/W (1,32) wards whereas B
(134%) and S {86) had the highest increasedomplaints from 2018 to 2019.

1 K/E and K/W havéhe highest number of complaints in &lur major areas of roaddrainage SWM
and water; however, this probably points more tancreased awareness and use of the complaint
mechanism in these wards.
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Table35: Wardwise Top Thee Road Related Civic Complaifitem 2017 to 2019

Roads
Bad Patches / Potholes ol Municipal Land- Road/ Resurfacing of Road
Sl the Roads Footpath/SWD
Ward 2011

2017 | 2018 | 2019 | 2017 | 2018 | 2019 | 2017 | 2018 | 2019
A 1,85,014 100 125 223 90 67 68 39 59 40
B 1,27,290 50 101 87 124 | 208 138 22 59 36
C 1,66,161 70 73 136 117 | 118 101 69 35 28
D 3,46,866 172 168 178 132 | 135 159 76 128 121
E 3,93,286 68 93 146 73 63 53 41 48 39
FIN 5,29,034 139 270 265 58 137 91 56 46 62
F/S 3,60,972 49 85 153 45 58 63 19 16 30
GIN 5,99,039 102 141 256 173 | 252 205 69 63 39
G/S 3,77,749 66 94 143 98 85 93 27 30 37
H/E 5,57,239 153 216 349 92 131 127 45 37 31
H/W 3,07,581 127 235 213 100 | 138 152 55 48 26
K/E 8,23,885 424 641 916 | 265 | 218 262 91 78 173
KW 7,48,688 718 470 461 | 262 | 270 319 108 97 85
L 9,02,225 175 181 404 161 | 157 102 51 45 76
M/E 8,07,720 115 182 188 64 97 110 32 29 31
M/W 4,11,893 183 190 257 53 84 143 27 33 36
N 6,22,853 151 256 323 168 | 215 159 40 75 89
P/N 9,41,366 388 345 509 143 | 186 173 70 75 78
P/S 4,63,507 154 188 505 47 133 109 58 52 84
R/C 5,62,162 169 205 255 110 | 144 173 56 45 42
R/N 4,31,368 81 77 111 48 65 87 29 26 23
R/S 6,91,229 264 191 259 107 | 171 155 71 50 39
S 7,43,783 150 254 529 108 | 144 98 36 69 64
T 3,41,463 96 137 225 83 98 84 52 38 23

Total 1,24,42,373| 4,164 | 4918 | 7,091 | 2,721| 3,374 | 3,224 | 1,239 | 1,281 | 1,332

Inference:
1 Of the total 15,39 road complaints in 2019, 47% were related to potholes while 21% were related to
encroachment on road/footpath, while 9% were related &surfacing of roads.
1 Highest number of pothole complaints were from K/EGPAand S (89) wards.
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Table36: Wardwise Top Three Drainage Related Civic Compldirds 2017 to 2019

Drainage
Stk Drainage Chokeand Overflowing drains of | Replacement of Missing
Ward 2011 Blockages manholes / Damaged Manhole
2017 2018 2019 2017 | 2018 | 2019 | 2017 | 2018 | 2019
A 1,85,014 183 243 308 140 134 188 24 68 91
B 1,27,290 171 372 341 169 203 318 14 60 57
C 1,66,161 313 355 310 150 126 214 27 42 55
D 3,46,866 416 618 667 483 520 651 a7 98 124
E 3,93,286 233 246 285 153 125 222 27 56 57
F/IN 5,29,034 133 284 304 93 127 199 28 86 123
FIS 3,60,972 117 187 269 72 89 260 21 66 76
G/N 5,99,039 315 413 437 208 183 338 63 165 130
G/S 3,77,749 182 300 270 91 145 242 24 62 57

H/E 5,57,239 477 611 674 128 134 162 27 74 105

H/W 3,07,581 487 671 784 157 166 162 49 142 115

K/E 8,23,885 576 762 986 286 244 311 88 253 288

K/W | 7,48,688 1,216 | 1,508 | 1,673 351 305 308 79 173 290

L 9,02,225 751 1,007 940 447 348 404 78 124 177

M/E 8,07,720 285 352 421 108 160 171 28 98 76

M/W 4,11,893 541 743 650 243 227 188 47 97 136

N 6,22,853 647 784 779 224 209 282 36 94 97

P/N 9,41,366 344 418 679 177 203 278 55 156 160

P/S 4,63,507 262 434 607 101 165 129 34 133 121

R/C 5,62,162 544 677 915 109 145 173 40 103 164

R/N 4,31,368 131 223 306 53 34 60 17 35 53

R/S 6,91,229 289 398 584 121 73 136 50 98 136

S 7,43,783 370 454 553 171 143 181 31 137 116

T 3,41,463 273 343 335 111 82 68 23 49 52

Total | 1,24,£2,373| 9,256 | 12,403| 14,077 | 4,346 | 4,290 | 5,645 | 957 | 2,469| 2,856

Inference:
1 58% of total 2867 drainage complaints were related to chokes and blockages while were 23%
related to overflowing drains and2% for replacing manhole of drains.
T InB, CG/S, L, MW, Nand T wardsnumber of chokes and blockage complaints fell from 2018 to
2019 while they increased in all other wards.
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Table37: Wardwise Top Three Solid Waste Management Related Civic Complamts 2017 to 2019

SolidWaste Management (SWM)
Garbage not lifted from
Ward Population MHac:EZSﬁ)ﬂ%/ A'\\/Iu l:ﬁ;crlips)?d Removal of Debris Lifting of Tree Cultting
2011 collection point
2017 | 2018 2019 | 2017 | 2018 | 2019 2017 2018 2019
A 1,85,014 84 101 151 28 42 51 9 28 34
B 1,27,290 | 110 129 164 30 38 39 4 37 11
C 1,66,161 | 299 463 440 72 101 72 6 11 4
D 3,46,866 | 231 277 252 84 138 99 56 48 46
E 3,93,286 155 274 391 101 112 129 13 47 53
FIN 5,29,034 | 140 193 381 78 94 106 15 44 71
FIS 3,60,972 71 83 84 42 50 75 13 35 50
G/N 5,99,039 141 155 181 105 105 137 39 51 68
GI/S 3,77,749 118 85 114 67 101 61 35 35 53
H/E 5,57,239 83 150 152 51 75 88 28 27 55
H/W 3,07,581 180 222 206 98 131 107 68 95 134
K/E 8,23,885 | 184 252 332 90 165 139 33 95 119
K/W 7,48,688 189 295 685 130 172 209 75 78 157
L 9,02,225 | 214 237 262 68 92 132 19 44 63
M/E 8,07,720 | 100 152 208 48 48 99 35 33 47
M/W 4,11,893 94 135 130 47 55 67 41 64 78
N 6,22,853 182 331 250 82 135 132 33 58 109
P/N 9,41,366 | 222 332 362 88 95 133 35 57 102
P/S 4,63,507 134 339 315 57 71 88 42 98 82
R/C 562,162 | 225 271 290 62 65 123 74 80 138
R/IN 4,31,368 43 66 65 24 20 38 17 30 69
R/S 6,91,229 170 240 320 54 72 115 32 40 70
S 7,43,783 157 279 262 96 117 105 32 43 93
T 3,41,463 71 96 89 23 28 27 40 63 47
Total | 1,24,42,373 3,597 | 5,157 | 6,086 | 1,625| 2,122 | 2,371 794 1,241 | 1,753
Inference:

1 Of the total 17,16 SWM complaints, &6 were relatedo garbage not being lifted, highest being in
K/W (85) andC (440) wards. However, the highest increase wa&iW where complaintsrelated to

garbage not being lifted increased b$2%6 from 2018 to 2019.
14% of total SWM complaints were related to lifting of debris and waste from construction activities,

the highestincrease from 2018 to 2019 wasM/E (106%).
Total complaits of lifting of tree cutting increased by21% in the last 3 years, although the MCGM
engages in tree trimmingctivitiesespecially before monsoon, the number of complaints point to the
poor management of cut branchetsées, whichare often left on road and footpaths.
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Table38: Top Four Water Supply Related Wandse Civic Complaintsom 2017 to 2019

Water Supply
. Shortage of Water . : Unguthorised Cortaminated Water
Ward Population Supply Leaks in Water Lines| Tapping of Water Supply
2011 Connection
2017 | 2018 | 2019 | 2017 | 2018 | 2019 | 2017 | 2018 | 2019 | 2017 | 2018 | 2019
A 1,85,014 45 99 113 7 38 89 14 14 8 33 21 78
B 1,27,290 73 77 147 3 15 36 14 20 14 45 25 119
C 1,66,161 111 138 145 23 40 28 6 25 32 90 82 205
D 3,46,866 123 120 176 59 102 114 11 21 10 55 43 124
E 3,93,286 68 117 | 222 31 97 140 | 40 33 47 68 69 97
F/N 5,29,034 65 93 176 30 121 201 27 64 98 16 38 50
FIS 3,60,972 18 115 71 24 57 95 22 19 25 14 24 20
G/N 5,99,039 42 75 92 33 152 193 82 145 | 163 46 50 52
G/S 3,77,749 29 32 53 18 84 83 24 39 18 17 11 28
H/E 5,567,239 38 89 177 34 123 | 182 | 35 27 32 59 41 54
H/W 3,07,581 84 147 206 42 180 104 20 24 31 57 42 126
K/E 8,23,885 | 204 | 362 | 493 99 535 | 655 | 56 78 73 46 64 44
K/W 7,48,688 193 333 444 64 322 380 94 224 | 101 | 121 136 | 217
L 9,02,225 175 150 224 135 447 418 | 187 | 130 88 73 47 64
M/E 8,07,720 217 271 218 85 281 261 55 71 42 68 68 32
M/W 4,11,893 79 130 96 65 177 219 32 67 48 63 29 34
N 6,22,853 59 86 165 | 158 | 309 | 397 | 27 58 59 18 43 47
P/N 9,41,366 153 243 271 58 293 335 60 81 104 94 113 | 215
P/S 4,63,507 83 114 | 153 41 140 | 164 | 30 25 37 34 36 51
R/C 5,62,162 146 163 197 52 236 236 15 11 10 100 68 74
R/N 4,31,368 42 66 95 17 73 100 11 18 18 25 28 40
R/S 6,91,229 131 347 282 59 223 285 25 55 50 32 51 107
S 7,43,783 53 75 252 139 301 431 46 49 40 27 19 49
T 3,41,463 22 34 36 57 145 148 6 10 10 6 8 13
Total | 1,24,42,373| 2,253 | 3,476 | 4,504 | 1,333 | 4,491 | 5,294 | 939 | 1,308 | 1,158 | 1,207 | 1,156 | 1,940
Inference:
1 29% of 15,67 water related complaints were of shortage of water, whered%3wvere of leakage in

T

1

water pipelines, 13% were related to contaminated water and 7% were for unauthorised tapping.
Topfour wards in shortage of water supply complaints in 2044, K/W, P/N and R/S were ailsards,
whichhad average water timings ofde than hours per day. (Refer Taldg

It is surprising that the Top 4 wards with highest water contamination complaints (C, H/WaKdN

P/N) had an average @&.7% of unfit water samples (Refer TaB)én 2019. Further, % of unfit samples
tested byMCGM fell from a city averags 3% in 201617 to 1% in 208-19, however the number of
contamination complaints have simultaneously increased from 1,207 in 2017 to 1,940 in 2019. This
indicatesthat the tests done by MCGM for drinking water quality cheok not sufficient to trace
contaminated water for all areas in the wards and/or the areas where unfit samples were found have
not seen improvement in water quality.

Increase in complaints of unauthorised tapping of water connection from 2017 to 2019 shatvs
although the MCGM is looking to have metered connections it needs to work on its implementation
feasibility, especially in highly dense areas of the city. This also points to the fact that adequacy of
water is a major problem in the city which therpeapita supply does not reflect.
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Replace| Raising
IEIEE O"?rf' Odour m(_ant_ o & .| Repairs .| Leaks
. e owing Missing | Manhol | Cleani . Contami | .
Complaint to be . ( Foul to pipe in
Chokes | drains / e ( ng of nated
attended as per Smell .| sewers/ Wate
.. . and or Damag | except | septic . Water
Citizens' Charter ) from . main r
Blockag| manh . ed in tank Supply .
Drains sewers Lines
es oles Manhol | Monso
e on)
To resolved as pe
Citizens' Charter ! 1 ! ! ! ! ! ! !
Acualtimetaken| ;| 55 | 35 | 34 46 | 35 36 23 | 24
to resolve in 2019
A 18 15 15 22 19 12 13 25 14
B 13 13 9 30 119 41 22 5 4
C 20 16 25 19 30 35 19 6 6
D 20 21 25 37 92 18 41 9 11
E 12 10 12 15 0 19 20 29 31
FIN 10 6 16 20 13 11 10 11 10
FIS 9 8 24 15 6 10 24 11 11
G/N 47 40 74 69 207 65 79 11 8
GIS 27 19 40 37 0 81 64 51 44
H/E 11 19 31 29 5 53 22 17 20
H/W 5 16 11 14 7 12 13 7 8
K/E 12 21 22 22 21 19 23 17 13
K/W 12 36 54 38 54 53 33 21 31
L 23 45 58 37 76 43 57 40 34
M/E 14 16 31 14 19 19 34 33 46
M/W 19 40 43 47 0 38 39 22 23
N 11 18 30 19 25 18 18 18 11
P/N 38 50 56 65 75 73 67 33 31
P/S 16 35 29 39 94 47 32 50 35
R/C 12 31 64 43 17 19 55 91 82
R/N 13 49 35 70 13 91 66 16 8
R/S 13 23 21 20 0 19 22 33 31
S 23 34 39 46 0 41 38 20 14
T 20 58 83 51 10 5 65 9 8
Inference:

1 It took an average of 35 days to clean a septic tank in 2019, highest befityirG/S and P/Mvards
which reflects the poor quality of service provided by MCGM in terms of sanitation.
1 T wardtook the maximumdays to repair an overflowing drain (58 in 2019).
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Garbag Garbage | Provid Rem
. Shorta | Burst e not Colle_ctlo lorry not mg/r_e Swe oval | Non-
Complaint to be lifted - n point | reported | movin . of | attend
attended as per g2 | HEE Co not for g/repl epin Dea | ance at
" . Water r . . . g of .
Citizens' Charter Supply | Main authori | attended | service/ acing road d_ pgbllc
sed properly | Lorry not | dustbi Ani | toilets
Point covered ns mals
To resolved as per
Ctizens' Chartcleor 2 1 ! ! 1 8 1 ! 2
Actaltime takentol ) | 5, | g 20 22 19 | 19 | 19| 22
resolve in 2019
A 17 16 18 10 30 10 35 21 11
B 5 7 8 10 8 6 9 7 15
C 6 7 14 9 8 7 9 11 2
D 12 14 31 37 33 96 17 30 29
E 26 35 15 19 19 27 18 9 6
FIN 7 8 15 10 8 10 10 8 11
FIS 13 11 12 19 9 12 11 13 0
G/N 9 10 41 39 51 68 35 59 21
GIS 58 67 23 36 22 33 26 31 59
H/E 19 21 13 9 17 12 12 14 11
H/W 8 6 5 6 5 6 6 6 5
K/E 14 14 7 6 6 6 7 4 5
K/W 23 28 11 14 10 13 14 10 8
L 37 34 44 36 85 17 37 42 28
M/E 43 54 12 15 8 19 16 11 17
M/W 26 21 21 20 43 20 22 24 15
N 14 9 8 9 9 9 9 8 15
P/N 31 34 23 24 21 22 18 18 32
P/S 34 32 23 23 25 24 28 36 54
R/C 105 67 28 53 38 50 30 29 59
R/N 9 7 21 24 18 27 32 27 42
R/S 26 32 5 7 5 3 4 4 7
S 15 15 21 21 19 16 29 18 69
T 6 5 40 16 20 30 26 41 22
Inference:

I R/C ward took 105 days to solve a water shortage complaint. Gwenagejt took 24 days to solve a

complaint of a burst water pipe as well as leakage in water lines reflecting a high amount of water
being wasted.

1 Ittook 17 days on an average to lift garbageflecting a poor SWM in the city, L, G/N, and T wards
being the worst with 44, 41, and 40 days taken to solve the complaint, respectively.
1 S, R/IC and G/S wards took 69, 59 and 59 days respectively to solve ainbwipho attendee at

public toilets.
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D. Recommendations

1 Councillor CodeThe councillor code is the constituency number of the councillor that is to be fed
into the management system for locating the constituency of every complaint. This enaleles th
councillor to be aware of complaints filed and to hold the administration accountable for timely
solving of complaints. Proper implementation of mandatory entry of councillor code for every
complaint must be done for better accountability in the systdRecently, entering the name of the
administrative ward in the online form has been made compulsory, however instead using the
address entered by the complainant the ward and councillor code shouldifeenatically detected
in the CCB.

1 Citizen FeedbacklThe complaint management system must incorporate a feedback and suggestion
mechanism whereby complainants can express their satisfaction. This will also enable more
accountability within the system so that the concerned officers can better perform thectituns.

1 Type of ComplaintsThe complaint management system includes various types andypels of
complaints under which a complaint can be filétbwever, under medical officer of healfidOH) for
health services only complaints such adi¢enceof food stalls,unauthorised food selling, births and
deathsis included. The CSRshould therefore include the entire gamut of services that the MCGM
undertakes, one example is including sudmds for all kinds of complaints regarding health services
suchh & RAAaALISyalNE GAYAYy3Aa> R200G2NNA aASNWDAOS:T Ay Tl

1 Complaints DashboardAs a step towards Open Government Data, an openly available dashboard
regarding complaints should be set up by the MCGM. This will increasencéwareness, enable
feedback, and allow elected representatives and administration officials to better monitor and
SOl tdza 6S GKS 02N1] NI diheogsRa LISNF2NXIFyOS 2y | NBI

Figurel: IdealWorking ofCentralised Complaint Rgstration Systenfor City Governments
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Section V: Analysis of Municipal BudgeRelatedto Civic Issue¥

A. Key Highlights

The Budget allocations and actual expenditures of the Municipal Corporation reflect the priority areas of the
government and higight whether revenue generated has been effectively spent in development of the city
and its people, especially on the core functions of local governmpmsision of key civic services.

Departmentwise Budgetary Allocation:

i SWM budget was constant an average of 9.6%f total budgetfrom 201718 to 2020621.

U Budget allocation fowater supplyreduced from 10.25% of the total budget in 2018 to 8.67% in
202021.

U Overallsewerage departmensaw a fall in allocation from 5.69% in 2618 to 4.13% in @0-21.

U Of all the departments, water, sewerage and drainage, and solid waste management are the key civic
issues faced by citizens and the primary duties of the local governimetiite past 4years,an average
of 28% of the budget was spewin these.

Department-wise Actual Expenditures:
U In 201819, only58% of the capital budget of water and seweragepartment was actually spent.
U TheSWM department had the worst capital utilisatiom 201819 among other civic departments with
only 23% of the allocatecapital budget spent.
U Revenue expenditures on the other hand were almost spent (92% for SWM department) or spent more
than allocated (120% for water and sewerage).

Budgetary Process:

U Apart from specificities of the budget, it is also important to labkhe budgetary processyhich should
be participatory and inclusive

U The national and state budgets gpeepared and presentedby their respective finance ministers, both
of which fall in the deliberative (elected) wing of governments. At the city ievi@lumbai however, the
budget is prepared and presented by the Municipal Commissioner, a bureaucrat and an unelected
executive appointed by the state government.

i The elected bodies, namely the standing committee and the Corporation then debate on ribaiel
moadifications, following which the budget goes into effect for the financial year. Although the ward
committees have considerable powers for proposing budgetary requirements before the budget is
prepared, it is at the discretion of the administratitmaccept them.

U Further, thechief auditorof MCGM is also an appointee of the state government and its report is not
presented to the entire house but only the standing committee.

67 All figures are in crores unless specified®tNB A aSd | £ f FAIdzNBaA KI @ 0SSy Gl1Sy
speeches from 20145 to 201920, available otMCGM websitewww.mcqu.qov.in
b2GSY Www9o9Q adlryRa F2N wSOSy ddExponBitwi 8 y RAGdzZNB | yR W/ 9Q adly
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B. Overall Budget Analysis
Table4l: Budget Estimates in Revenue Expenditufi@ crores)

Revenue Expenditure
Financial Year Budget Estimates Revised Estimates Difference(in %)

201415 20,120.73 18,966.61 -6%
201516 21,675.41 18,617.32 -14%
201617 24,172.71 18,573.69 -23%
201718 17,011.8 15,866.07 -7%
201819 17,723.25 15,717.83 -11%
201920 19,205.27 19,240.31 0%
202021 18,796.74 - -

Note (-): Data not available in public domain

Inference:
The revised estimates from 2044 to 201819 were lesser than the budget estimates, howewe201920
revised revenue expenditurestimatewas more than the budget estimates.

Table42: Budget Estimates in Capital Expenditufie crores)

Capital Expenditure
Financial Year Budget Estimates Revised Estimates Difference(in %)

201415 11,051.69 7,348.08 -34%
201516 11,836.00 7,630.60 -36%
201617 12,874.78 5399.67 -58%
201718 8,127.08 6,111.07 -25%
201819 9,527.80 7,797.56 -18%
201920 11,480.42 10,785.08 -6%
202021 14,637.76 - -

Note (): Data not availablén public domain

Inference
The revised estimates of capital expenditures from 20540 201920 are consistently lower than the
budget estimates, however the gap has reduced over the years.

Status of Civic Issues in Mumbai 63



.ORG

MAKING DEMOCRACY WORK

C Budget Analysis of Key Civic Departments
Table 43: Budgeary Allocation of Departments Blated to Civic Issueom 2017-18to 202021

Budget 1718 Budget 1819 Budget 1920 Budget 2021
BE % BE % BE % BE %

Department

Solid Waste
Management 2,430 | 9.6®% 2,606 9.56% 2,889 9.41% 3,291 9.8%%
Department

Storm Water
Drains 844 3.36% 929 3.41% 1,303 4.2%% 1,339 4.00%
Department

Water
Operation 2,250 | 8.9%% 2,244 8.2%% 1,875 6.11% 1,713 5.12%6
Department

Water Supply
Project 328 1.30% 453 1.66% 620 2.02%% 1,185 3.55%%
Department

Sewenge
Operation 810 3.22% 798 2.9 621 2.0206 611 1.8
Department

Sewerage
Project 163 0.65% 147 0.5%% 270 0.88% 347 1.0%%
Department

Mumbai
Swerage
Disposal
Project

456 1.820 549 2.01% 489 1.59% 424 1.270

Other

17,857 | 71.03%| 19,526 | 71.65% | 22,619 | 73.71% | 24,525 73.35%
departments

Total 25,139 | 100% | 27,251 100% 30,686 100% 33435 100%

Inference:
1 Budgetary allocation of solid waste management has ine@éé®m 2,430 crores in 201/8to 3,291
croresin 202021, however the percentage share to total butipas remained almost constant at an
average 0D.6%in the last four years.

1 Similarly both the water supply departments put together have seen an in increase in allocation from

2,578 crores in 201718 to 2,898 crores in 202021. However, allocation to th operations
department fell by24%in the last 4 years.

1 The percentage share of allocation to water supply projects has increased, but the overall

expenditure on water supply of the city has fallen from 10.25%01718to 8.67%n 202621.

1 Overall seweage department saw a fall in allocation from 5.69% in 20870 4.13% in 20221, and
was the department with the least percentage share from total budget agnthre major civic
departments.

1 Storm Water Drains department saw an increase in allocation 8dmin 201718 to 1,339 in 2020
21 with a percentage share of 4% in 2620

1 Of all the departments, water, sewerage and drainage, and solid waste management are the key civic

issues faced by citizerend the primary duties of the local government the past 4years,an
average of 28%f the budget was spent on these.
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Table44: Budget Estimates and Actual Expenditure®bads, Traffic Operations & Bridg&epts. fom
201415 to 2020621

_ _ Budget Estimates Actuals Perentage Utilised
FinancialYear
RE| CE | Total | RE| CE | Total RE | CE | Total
201415 652 | 2,831 | 3,483 | 892 | 2,137 | 3,028 | 137%| 75% | 87%
201516 688 | 3,858 | 4,546 | 871 | 1,894 | 2,765 | 127%| 49% | 61%
201617 705 | 4,479 | 5,184 | 858 | 549 | 1,406 | 122%| 12% | 27%
201718* 806 | 2,480 | 3,286 | 813 | 1,350 | 2,163 | 101% | 54% | 66%
201819* 848 | 3,270 | 4,118 | 990 | 1,692 | 2,682 | 117%| 52% | 65%
201920* 881 3,821 | 4,702 | - - - - - -
202021* 699 | 4,700 | 5,399 | - - - - - -

Note (-): Data not available in public domain
* -includes Coastal Road Project

Inference:

Revenue expenditurectuals of the roads, bridges and traffic departments have been higher than the
estimates in the past 5 years (2018 to 201819) whereas the capital expenditure, which is a major portion
of the roads budget, is being utilised only half since the pastyars.( 54% in 20118 and 52% in 20189)

Table45: Budget Estimates and Actual Expenditure of Storm Water Drains Department from -2&1tb
202021

Budget Estimates Actuals Percentage Utilised
Financial Year

RE| CE | Total | RE| CE | Total RE CE | Total
201415 337 | 1,121 | 1,458 | 432 | 657 | 1,089 | 128% | 59% | 75%
201516 329 | 1,098 | 1,426 | 346 | 402 | 748 | 105% | 37% | 52%
201617 410 | 999 | 1,408 | 440 | 469 | 909 | 107%| 47% | 65%
201718 369 | 475 844 | 441 | 599 | 1,040 | 119% | 126%| 123%
201819 363 | 566 | 929 | 489 | 822 | 1,312 | 135% | 145%)| 141%
201920 478 | 825 | 1,303 | - - - - - -
202021 427 912 | 1,339 | - - - - - -

Note (-): Data not available in public domain

Inference:
The utilisation of the SWD department has drastically improved from 20460 201819 and actual spend
was morethan the estimate, which is probably why the estimates for 2009and 20221 have been

accordingly raised.
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Tabled6:. dzZR3ISG 9adGAYlFiSa FyR ! Oldz tf 9ELISYRAGIINE 2F WD
201415 to 202021
Budget Estimates Actuals PercentageJtilised
Fnancial Year
RE CE | Total RE CE | Total RE CE | Total
201415 3,245 | 2,881| 6,127 | 2,059| 1,136| 3,195| 63% | 39% | 52%
201516 3,247 | 2,543| 5,790 | 2,615| 1,239| 3,854| 81% | 49% | 67%
201617 3,328 | 2,559| 5,887 | 4,038| 942 | 4,980| 121% | 37% | 85%
201718 3,215 | 1,611| 4,826 | 4,559| 974 | 5,533| 142% | 60% | 115%
201819 3,513 | 1,787| 5,300 | 4,212| 1,040| 5,251 | 120% | 58% | 99%
201920 3,632 | 2,150| 5,682 - - - - - -
202021 3,490 | 2,601| 6,091 - - - - - -

Note (-): Data not available in public domain

Inference:

While water and sewerage account for around 13% of the budget, actual expenditures portray a grim picture
in 201819 only 58% of theapital budget was spent. Whilthe revenue expenditure was more than the

budgeted in 2018.9 (120%)

Table47: Budget Estimates and Actual Expenditure of Solid Waste Managefiénatm 201415 to 202621

Budget Estimates Actuals Percentage Utilised
Financial Year

RE CE | Total RE CE | Total | RE | CE | Total
201415 2,144 | 486 | 2,630 | 1,686 | 76 | 1,762 | 79% | 16% | 67%
201516 2,227 | 418 | 2,645| 1,806 | 66 | 1,872 | 81% | 16% | 71%
201617 2,458 | 394 | 2,852 | 1,944 | 124 | 2,069 | 79% | 32% | 73%
201718 2,247 | 359 | 2,606 | 2,110 | 142 | 2,253 | 94% | 40% | 86%
201819* 2,456 | 510 | 2,966 | 2,265 | 117 | 2,382 | 92% | 23% | 80%
201920* 2,709 | 562 | 3,270 - - - - - -
202021~ 2,746 | 925 | 3,671 - - - - - -

Note (-): Data not available in public domain
* - Includes Slum Sanitation Programme (SSP)

Inference:

The SWM department had the worst capital utilisation in 2018 among other civic departments with only
23% d the allocated capital budget spent. Overall budget for SWM is however consistently increasing from

201718 to 202021.

%8 Includes transport and Slum Sanitation Programme
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D. Recommendations

1 Focus on Civic Department3here is a need for greater focus on key civic departments to ensure
that amounts allcated are effectively spent in development works, especially the capital budget,
since in these departments capital budget allocations account for new establishment, replacement,
repair and maintenance of basic civic infrastructure.

f Budget Making ProcessWdza G f A1 S GKS WLR ¢ S Nlewlts wihkh® Lok)BalE,S Q |
the elected House, the responsibility to demand accountability of budgetary spending should rest
with the elected (deliberative) body of the MCGM. The audit report of theegament should also be
presented and deliberated by the elected wing of the MCGM.

1 Outcome Based Budgetingihe Budget also needs to set some basic seteioel benchmarks in
GSN¥ya 2F 2dzi02YSa 2F G(KS 0dzZRISG ® Here b doat®dm da 02
based approach, which encourages monitoring and tracking of the result of spending.
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Section M: Human Resourcas MCGM

A. Vacancies in MCGM Human Resources
Table48: Departnment-Wise MCGMHuman Resourceis 2018 and 2019

2018 2019
Department e Vacant e Vacant

Sanctioned | Available %) Sanctioned | Available (%)
Municipal Secretary Department 457 304 33% 447 293 34%
Municipal Auditor's Department 979 564 42% 989 524 47%
Municipal Commissioner office 1,049 659 37% 1,028 651 37%
Auditor's Department 1,800 1,453 19% 1,800 1,472 18%
Security Department 4,242 2,843 33% 4,257 2,659 38%
\é\’:;z:trsntﬂt"y and Sewerage 467 396 15% 464 383 17%
Central Procurement Dep 99 70 29% 96 64 33%
Labour Department 374 196 48% 218 39 82%
Public Relations Department 52 40 23% 44 37 16%
Mumbai Fire Brigade 4,175 3,191 24% 4,185 3,006 28%
Enquiry Department 118 106 10% 118 103 13%
Siiiffﬁéﬁ?d Collector 3,649 1,8% | 49% | 3308 1656 | 50%
Legal Department 355 263 26% 354 256 28%
g‘e’gixvrﬁ:;f Management 35181 | 28,664 | 19% | 35,223 28952 | 18%
Storm Water Drains Department 3,377 2,025 40% 3,377 1,969 42%
'[\)"gsgzm‘;i't& Electrical 1,024 572 44% | 1,005 534 47%
Bi;i'gﬁq@;”nndplammg 495 342 31% 480 353 26%
City Engineer's Department 4,218 2,592 39% 4,234 2,586 39%
Water Engineer's Department 10,834 6,604 39% 10,851 6,803 37%
Water Supply project Departmen 554 243 56% 554 245 56%
Sewenge Propulsion Departmen 7,815 4,324 45% 7,816 4,423 43%
Sewerage Project 454 178 61% 454 191 58%
Civic Training Institute and 72 56 22% 7 55 24%
Research Centre
Roads & Traffic Department 6,350 3,792 40% 6,350 3,740 41%
g'rgj”;gf" Sewerag®isposal 86 50 42% 89 54 39%
License Department 899 757 16% 971 826 15%
Education Department 22,081 12,240 45% 21,995 11,762 47%
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2018 2019

. . Vacant . . Vacant
Sanctioned| Available (%) Sanctioned | Available (%)

Garden & Recreation Degiment 1,639 794 52% 1,626 787 52%
gzgg‘:‘tiisttab"sr‘mem 259 206 | 20% 259 202 2204
Municipal Printing Press 516 270 48% 478 227 53%
Health Department 12,533 8,530 32% 12,276 8,250 33%
KEM and Medical college 6,152 3,985 35% 5,820 3,552 39%
LT Marg and Medical college 4,830 3,214 33% 4,493 2,859 36%
BYL Nair and Tora Medical Colle 4,414 2,680 39% 4,109 2,356 43%
Nair Hospital Dental College 351 255 27% 319 216 32%
Deonar Abattoir 820 319 61% 821 318 61%
Plaming Department 53 26 51% 71 31 56%
Estate Department 1,542 1,148 26% 1,541 1,177 24%
Markets Department 1,111 642 42% 1,109 627 43%
[E)r;;;or?r(]:qr;r:tent and Elimination 91 81 11% o1 83 9%
'[;‘L%r;?tiq“gzta”d Technology 47 41 13% 43 39 9%
Suburban Hospitals 10,202 6,648 35% 9,579 5,412 44%
Disaster Management Cell 281 94 67% 281 71 75%
Bridges Department 141 85 40% 180 94 48%
gguig’fam N Kapoor Medical 512 247 529% 664 250 62%
Z00 213 97 54% 216 94 56%
Coastal Road Project 42 19 55% 64 29 55%
Building hielding 264 182 31% 264 193 27%
Total 1,57,269 | 1,03,941 | 34% 1,55,083 | 1,00,503 | 35%

Inference:

1 For effective functioning of thegovernment,it is essential to have adequate human resources.
Overall 35% of the posts in MCGM were vacant in 2019.

1 In 2019, &bour department had the highest vacancy (82%) whekasroachment and Elimination
Departmentas well asgnformation and Technology Departmemad the lowest vacanc@%o) each.

1 In key departments of civic services, 18% posts were vacant in SWM departm¥#nin water supply
and sewerage department, 42% in storm water department, 47% in education, 41% in roads and 33%

in health department.

1 The Disaster Managemeflell, which manages the complaints of citizéves] a vacancy of 75%.

B. Recommendations

The MCGM should ensure that key departments related to delivery of basic services do not have high
vacancies. Further, sanctioned posts should be revised based on the annual requirements for each
department and should be accordingly filled.
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SectionVIll: Peformanceof Ward Committees
A.Key Highlights

Overall Performance:
U In 2019, ward committeattendance of councillors was 73%, fallen from 79% in 2018
U In 2019,952 questionavere raised as compared to 1,046 in 2018, a 9% fall.
U 32 councillors did not airgyle question in the ward committees while 19 councillors asked more than 10
questions in 2019.

Issuewise Questions:

U 285 questions were raised on issues other than key civic responsibiligesh as on environment,
crime, corporation management relade building, estate etc). These were more than the questions on
SWM (101), water (62) and drainage (46) put together.

U The second most asked questions were relatecbads (203).

U 105 questions were asked on naming and renamiafj roads/monuments/etc, reficting misplaced
priorities of the councillors in deliberation.

Type of Questions and Administrative Response:
U Most of the questions raised T /&2 0 ¢ SNB W Migsshbils thatEoudciNdrs pmeilr Qsing those
devices that also entail discussiathrer than just written answers from the administration.
i However, administrative response to questions has been lackadaisical with total numbpendihg
replies increasing from 261 questions in 2015 to 913 questions in 2019.

B. Performanceof Ward Comnittees

The 74" Constitutional AmendmentAct (CAA)provides for the formation of ward committees in
municipalities with a population of more than three lakhs, with the aim to decentralise governance and
strengthen grassroots democracy

t NJ 2 |-IfdBastudy of 21 citie® shows thatward committees in furtherance of the P4CAA are provided

for in the local government legislation for all 21 cities but are constituted only in 8 of 21 cities namely
Dharamshala, Delhi, Udaipur, Ahmedabad, Mangaluru, Munachi and Bhubaneswar. Of these, ward
committees are active only in 6 cities, namely Dharamshala, Delhi, Ahmedabad, Mumbai, Kochi and
Bhubaneswar. In cities like Delhi, Mumbai, Panaji, Coimbatore, Vijayawada and Raipur, committees are
mandated to be fomed at the zonal level while in the rest ward committees are mandated to be formed at
ward constituency level.

There are 17 Ward Committees in Mumbai at the administrative ward level, consisting of all the councillors
within the administrative jurisdictio of the respective warddVard Committeesire one of the most crucial
mechanisms available to Municipal Councillors for conducting deliberations for delivering effective
A2 0SNYFyOSod LaadzSa 2F LINARYS aA 3y A Biitiddsycd & road® wald G A T
supply, drainage, etdncluding budgetary suggestiortan be taken up and redressed effectively in this
forum.

Questions and issues raised and debated in the ward committee are indicative of how the councillors have
performedin bringing up and solving civic issues. There are various devices used in the ward committee
including shornotice questions, notice of motion, adjournment motion, amendnsgragenda and point of
order. (Refer Annexuré)

69 https://www.praja.org/praja_das/praja_downloads/National%20Consultation%200n%20Urban%20Govefnance
%20Key%20Finding%20From%2021%20States.pdf
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Table49: Total number of Meetings, Attendance and Questions Asked in Ward Committees

Ward Committee
Year Total Meeting Attendance in (%) Total Questions
Mar'l7 to Dec'17 240 82% 856
Jan'18 to Dec'18 279 79% 1,046
Jan'19 to Dec'19 280 73% 952
Inference:

While the number of ward committee meetings in 2019 is almost same as 2018, the total humber of
questions asked has fallen by 9% and attendance has fallen by 6%. The fall can be mainly attributed to 2019
being an election year, both at the centre and stiteel, which points to the fact that deliberation of local
representative®ften, suffers due to it.

Table 50: Number of Questions Asked by Councillors in Ward Committees

No. of Members
Category
Mar'l7 to Dec'17 Jan'18 to Dec'18 Jan'19 to Dec'19
Zero Question 38 31 32
1 to 5 Question asked 134 122 137
6 to 10 Question asked 46 53 39
Above 10 Question asked 10 21 19
Total Members 228* 227 227

Note (): - Shailaja Girkar was elected in March 2017 but passed away in Sept@@bér and Pratibha

DANJFN gl a St SOGSR Ay KSNJ LX I OSod {KFAflF2F DANJI NID:
number of councillors has been shown as 228 and not 227.

Inference:
T Maximum number of councillors askédtween 1 to 5 quesbns in 2019 (13Touncillors).
1 32councillors have noasked a single question in 2QIkhis is lower than the 2017 figure of 38.
1 19councillors aska& more than 10 questions in 20E& compared to 10 councillors in 2017.
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Graph2: Types of Devices Usdxy Councillors ire019

Inference:

Point of Order has been, by far the most frequently used device by Councillors in 2019 (670 times) which
shows that it takes a more serious level device to bring attention of the dsltrdtion to issues. This is also
NBFft SOGSR Ay (GKS FIO0G GKIG WakK2NI Vhispontd® the fdeSthati A 2 v &
councillors prefer using those devices that entail discussion rather than written answers from the
adminidration.

Table51: Types of Devices Used by Councillors from March 2017 to December 2019

Types of devices al NI Wt G| WY WYmy d WY WYmdg 0
Adjournment of meeting 8 20 15
Agenda raised (letter) 257 275 264
Amendment Proposed 0 0 0
Point of order 588 748 670
Short Notice Questions 0 3 3
Notice of Motion 3 0 0
Total 856 1,046 952
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