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Executive Summary

Context: The use of ICTs in new methods of public service delivery results in governance that is
cheaper, productive and quicker in low and middle income countries. The barriers to the electronic
governance are being possibly eased out by the ubiquitous mobile phone. The sustained use of
mobile phones and its impact on the poor would not have been possible without a better service
quality by the telecom service providers who are able to cater to the poor customers with relatively
insignificant amount of disposable income. It is important to explore whether telecom service
providers' service delivery can be emulated by the public utility service providers who also operate

with and for larger amount of poor population.

Method: A questionnaire survey among bottom of pyramid (BoP) microenterprises (MES) in three
countries, Bangladesh, India and Sri Lanka was conducted. The study defined MEs as those who
employed less than ten hired workers, and BoP or the poor as those who occupy C, D & E levels in
the socio economic category (SEC) classifications. In each country, two cities were selected - the
capital city and another city which is weaker in terms of governance, inferred by the proxy indicators
related to the human development of the province / state (Bangladesh - Dhaka & Gaibandha and
Kurigram cities [Rajshahi Division]; India - New Delhi & Patna [Bihar], Sri Lanka - Colombo &
Kurunegala and Kuliyapitiya [Kurunegala district] and Puttalam and Chilaw [Puttalam district]. The
respondents for the study were selected through probability, multi stage cluster sampling method to
satisfy the representativeness of the study. The data were collected by the Nielsen Private Limited
during March i May 2013. The response rate for Bangladesh, India and Sri Lanka were 80 %, 99%
and 86% respectively with the final sample size, 3180 (Bangladesh - 986, India - 1279 and Sri Lanka
T 915). The sample reflected the national composition of the microenterprises.

Sample: Of the total MEs studied, 53.4% have no worker, 36% have '1-3' workers and 10.4% have '4-
9' workers. 40% of the MEs operate out of owned fixed location, outside the home followed by 25% of
MESs operate in unpaid variable locations. The main source of money to start business comes from
own savings in 55% of cases followed by 16% of borrowing from friends and relatives. Roughly half of
the MEs are in trade (buying and selling goods and wares), followed by 30% of services MEs and
20% in manufacturing. Almost all sample MEs, make or receive payments by cash in their businesses

than any other modes.

Access and Service Delivery in Telecom: Among various ICTs used for business, mobile phones
are predominant (71% of sample) with pre paid connections (96%) and one SIM card (79%). The
phone usage is high in Bangladesh, 89% when compared to Sri Lanka, 79% and India 52%. Almost

all sample MEs prefer to interact with customers and suppliers in-person than mobile phones.

Coverage, referral by friend / family, most friends on same network and cheap prices are the four

major reasons for selecting a particular service provider. The median recharge value per week is one
dollar and recharge is done through a shop / agent / dealer more (54%) followed by the scratch cards
(41%). The nature of mobile phones seems to be still basic or feature phones and usage is limited to
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voices. Mobile based social networking and others like banking, payments, and government services
etc. are not used much. Most important reasons for using mobile phones for business include
‘contacting and coordinating with suppliers', 'to act or contact others in an emergency’, and 'to contact

or coordinate with customers'.

It appears that service delivery by the telecom service providers is good in all three countries. When
asked about major problems faced by MEs, half of the sample responded in negative. Sri Lankan
MEs are more satisfied than others. Lack of coverage and call drops are major problems faced by
sample out of which only 41% complained to the service providers. Large part of non complaining is

due to problem perceived as not worth complaining.

The main point of contact of service providers for MEs seems to be 'through call centers'. Most of the
MEs felt that the call center personnel or officer of telecom service providers treated them politely,
able to interact in local language, able to find relevant information easily and were satisfied with the
time taken by the firms.

Access and Service Delivery in Electricity: In the sample, 67% of MEs use electricity use for
business purposes, higher in Bangladeshi MEs, 91% followed Sri Lanka, 84% and India, 37%. Except
India, the main source of electricity is an electricity company for MEs. 30% of sample MEs have
electricity in others names. On an average, sample MEs spend $14 / month (median, $9 and SD=15)
for electricity, Sri Lankans spending more than others. Payment is done at the electricity office
followed by the landlords. One fourth of MEs do not receive any receipt at all with slightly more than

half of them get a company receipt. Only small amount of MEs, 4% receive SMS receipts.

Despite 87% of sample MEs face blackout problems of which 71% feel that the businesses are
affected severely, only 21% of them complain. Bangladeshis face more face blackouts than others.
About 39% of sample MEs say that they get advance notice about the power blackouts. Half of Sri
Lankan and Bangladesh get the notices, whereas only 5% of Indian MEs get them. Out of 1341 MEs

that did not complain, 57% felt that there is no use.

In the sample, 2006 MEs interacted or talked with the electricity service provider. The overall service
delivery quality in the electricity sector seems to be low as expected, as none of the items related to
service delivery is able to secure agreement from more than 50% of the MEs in the sample. However,
out of those interacted with the service provider, nearly half of MEs felt that information on location of

payments was available and interactions were carried out ME's language, and in polite manner.

Service delivery in business registration and other sectors: Slightly more than one third of
sample MEs have registered with the government authorities. More than half of MEs in Sri Lanka and
Bangladesh have done so when compared to miniscule MEs in India. However close to ninety percent
of MEs pay taxes to the government. Mandatory requirement from the government and perceived
benefits for the business in the long term for the dominant reasons for registration. Reasons seem to
be distributed across the following for non registration - unaware of need to register, unnecessary

workload, payment of taxes if registered, no perceived benefits and higher cost of registration. Two
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third of MEs have gone to the government offices directly for registration. Lack of time and complex
procedures are the major reasons cited for using intermediaries by the MEs.

Though the offices are computerized, according to half of the MEs, other activities like submission
and payment of registration fee follow, predominantly, non electronic means. On an average, MEs
visit two times after the first visit and wait for an average of 60 minutes during every visit. It roughly
takes ten days to get the registration. It looks like the amount of bribe paid to the government official

is almost equal to the required fee paid.

Among the other government offices, health centers, post office, voters' card office and census office
are the most interacted offices by the MEs. Use of ICTs seem to be in the range of 21 - 61% low
across various government offices with differential use of intermediaries, 6-33% as reported by the

MEs. Service delivery is lower than the telecom sector in the listed parameters.

Comparison of service delivery in locations of good and weak governance: A comparison of
weak and good governance places showed that mobile penetration and amount of recharge are
slightly low in the weak- governed places. The difference is high in India when compared to Sri Lanka
and Bangladesh. All listed problems are faced by MEs in weakly governed city are larger when
compared to good location in India, but not much different in Sri Lanka. In Bangladesh, some reverse
trends are observed.

While talking of customer relationship management, across the three countries, the overall trend is
tilted towards better service at the weak locations by the telecom service providers, despite the
relative poor governance of the location. The telecom service providers are able to even out the
influences of the external factors in delivery of the services.

There are no differences in electricity access across locations in Sri Lanka and Bangladesh. In India,
weak governance location offers better access than the good-governed place. BoP MEs in weak
governed locations, despite having better access, on an average incur less monthly electricity
expenses, 6 USD than others. Except India, MEs in other countries are fully dependent on power
supply from the provider. Lack of need is cited as the dominant reason by many followed by a small
number of MEs that did not have adequate documents for non connection. Physical visit to the

electricity company followed by the payment to the landlord are dominant channels of payment.

In terms of power blackouts and voltage fluctuations, MEs in weak-governed locations in India and Sri
Lanka suffer more than the good locations. In Bangladesh, almost all MEs in both the locations face
the blackout problems. In Sri Lanka and India, the differences between good and weak locations are
larger when compared to problems faced in the telecom domain. The nature of impact of power
blackouts are also severely felt by BoP MEs in weak locations than good ones. However only quarter
of them complain to the service provider. Out of the various reasons for not complaining to the service
provider, lack of confidence in the supplier seems to be dominant and is uniform across the locations

in all countries.
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In terms of receiving advance notices about power blackouts, Bangla MEs in good locations are in the
slightly advantageous position. Sri Lankan service providers do not differentiate much as nearly half
of them receive the notices. India is doing badly as less than five percent of them receive notices,
irrespective of the location. Public announcement in both weak and good governance locations i

Bangladesh and weaker location in Sri Lanka is most successful.

Overall the level of customer relationship management in electricity seems to be scoring less when
compared to the telecom sector, as none of the items received 50% positive agreement. In Sri Lanka
and Bangladesh, MEs felt slightly better in weak location than good governance location in most of
the items including, ready availability of information on procedures and documents to get new
connection, how to contact the service provider, easiness in finding payment locations, polite
treatment by the service personnel, encouragement to contact through phone, and interaction in local

language. The numbers for India is too less to analyze.

In other government services, experiences of MEs have been mixed. For instance, business
registration is higher in weaker location in Sri Lanka, unlike Bangladesh. Intermediaries are used by
more MEs in good locations in Bangladesh, but there is difference in Sri Lanka. In many of the
indicators, not much of difference in all the countries, examples being, polite interaction of

government officials and satisfaction with amount of time taken to finish the work.

Recommendations: In almost all the activities related to information availability, location of service
availability, efficiency of services and use of ICTs, telecom sector is scoring better than the electricity
sector. The telecom sector also offers insights on processes in sustaining the service delivery post

customer acquisition.

The recommendations for the electricity sector include: improving customer relationship management
practices; ready availability of information on procedures and documents related to getting new
connection and renewing old connection including estimated time frames; improved customer
interactions at the supplier's own offices or call centers; increased payment channels that are
available to the consumers; enhancing legalized ownership for the poor and formalizing
intermediaries like landlords to enhance the access; tracking of complaints / applications to increase
the accountability in the service delivery; prior information sharing on problems like blackouts for
better management through alternatives by the consumers; encouraging business registration and
sharing the database with local market opportunities; adapting business intelligence to offer dynamic
tariff structure in public services delivery; creating network externalities for the electricity ownership,

especially for the poor through receipts; and exploring third party services to compensate the demand

and supply gap

Fro-poor. Pro-market www.lirneasia.net
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1 Introduction

The report attempts to understand the ways by which public service delivery in low and middle income
countries can be improved through electronic means. It has been repeatedly reasoned that
emergence of information and communication technologies (ICTs) has enabled to leapfrog many
stages in bringing better governance in low and middle income countries (Basu, 2004; Schuppan,
2009). Heeks (2001) argues that use of ICTs in selected areas of government will result in better
governance. In other words, ICTs can be used for automation - replacing manual processing of
information , informatization - use of information for decision making, and transformation - use of ICTs
in new methods of public service delivery to generate efficiency gains in governance that is cheaper,
productive and quicker. He also argues that egovernance brings better developmental outcomes
through e-administration - faster processes within administration by using ICTs, e-society - by linking
business and government, and e-citizens & e-services- by interconnecting citizens and public utility
services. As the governments in developing world are gearing towards electronic mode, multiple

modes of delivery are being contemplated.

The desired outcomes of egovernance are either derailed or slowed down by the exiting barriers both
internal and external. Some of them include, legislative and regulatory barriers, budgetary barriers,
technological change, and the extant digital divide (OECD, 2003). Some of these barriers are seem to
be overcome by the emergence of mobile phones, a low cost communication device. These devices
are being treated as a panacea to deal with the digital divide in many poor countries (Chaudhuri,
2010; Finger, Rossel and Misuraca, 2006; Lirneasia, 2008). The growth of mobile phones are largely
credited to the competitive market forces (Samrajiva, 2010), which are made possible by policy
reforms in the telecommunications arena. Needless to say, mobile phones are increasingly pervading
into lives of citizens in the low and middle income countries (Donner, 2008; Lirneasia, 2008; Tsao,
2013). The mobile phones are being explored for delivering governance related services or public
utility services (Ojo, Janowski and Awotwi, 2013; Singh and Sahu, 2008).

The penetration and continued use of mobile phones are possible only due to the network access
provided the service providers who are mostly private players in the developing world. Telecom
service providers in the developing world are able to cater to the larger amount of poor customers
who have relatively insignificant amount of money to spend on mobile phones (Samrajiva, 2010). The
sustained use of mobile phones and its impact (for instance, World Bank, 2012) on the poor would not
have been possible without a better service quality by the telecom service providers. The telecom
service providers are able to provide better services, even with the larger amount of poor in their
customer base. The present study tests this assumption about the existing better service delivery by
the telecom service providers, especially for the poor people or Bottom of the Pyramid (BoP). This
also leads to the next question for the study, whether telecom service providers' service delivery can

be emulated by the public utility service providers.

Fro-poor. Pro-market www.lirneasia.net
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To attain this goal, an empirical study among BoP microentreprenuers (MESs) in three countries,
Bangladesh, India and Sri Lanka was conducted. The report is based on the findings emerging from
the data. The study explored the nature of service delivery in the telecom sector, in other words,
whether customer relationship management systems are effective in the telecom sector in these
developing countries. In order to understand and compare the differences in service delivery
efficiency data were collected on the electricity sector, business registration department and and other
public utility offices.

The objectives of the report are three fold: how is the service delivery in the telecom sector in low and
middle income countries?; whether similar service delivery is present in the most important public
service sector, electricity and other public utility service offices, including business registration? and
whether lessons from telecom sector can be translated to the public service delivery. The report is
divided into eight sections. The first section introduced the scope and need for the research. The
second section describes the methodology adopted by the study based on which the report is written.
The third section describes the sample at two levels - microentrepreneurs and microenterprises. The
next three sections share the observations on service delivery in the telecom sector, electricity sector,
business registration and other public service offices. Ownership and uses of mobile phones and
electricity, along with details on business registration are also discussed in this section. The seventh
section compares two locations, good and weak governance on telecom, electricity and other
government sectors in the three countries. The final section discusses the findings of the study in the

light of lessons that can be translated from telecom to the public sectors.

2 Methodology

A survey was conducted among the BoP urban microentrepreneurs (MES) in three countries,
Bangladesh, India and Sri Lanka. The study defined microentrepreneurs as those who employed less
than ten hired workers, i.e 0-9. The hired workers are paid employees or full time equivalent,
excluding the owner. This is an adaptation of international definition followed by World Bank and
European Commissionl. BoP or the poor is identified as those who occupy C, D & E levels in the
socio economic category (SEC) classification in Bangladesh and Sri Lanka. It was SEC D & E levels
in India. Please see Annexure 1 for the SEC classification in three countries. In all the three countries,
only cities or urban localities as defined by the respective national governments were selected for the
study. The owners of the microenterprise who are older than 14 were included in the study.

There were small changes made in the study during the middle of fieldwork, as we were not able to
find desired number of MEs in the certain worker categories. In Bangladesh, SEC B1 and B2 were
included to cover the MEs in 1-3 and 4-9 worker categories. In India, SEC B2 was added to achieve

the quotas for 1-3 and 4-9 workers categories in Patna city. Whereas in New Delhi, SEC C was added

! please see for details: http://europa.eu/legislation_summaries/enterprise/business_environment/n26026_en.htm

§?L|RNEas/a 13
a

Fro-poor. Pro-market www.lirneasia.net


http://europa.eu/legislation_summaries/enterprise/business_environment/n26026_en.htm

to cover MEs with 4-9 employees. In Sri Lanka we were not able to find the adequate number of MEs
in the 1-3 and 4-9 workers category and extended the framework to include SEC B1 and B2.

In each country, two cities were selected, the capital city and another city which is weaker in terms of
governance. The governance was inferred by the proxy indicators related to the human development
of the province / state in which the city is located. The study assumed that BoP MEs would
experience differential efficiency levels in customer services in these two locations due to overall
difference in governance levels. The government performance of strong and weak provinces / states
in which cities are located are presented in Annexure 2. In Bangladesh, Dhaka, the national capital
city and Gaibandha and Kurigram cities from the Rajshahi Division were selected. In India, New Delhi,
the National Capital city and Patna, capital city of Bihar State or province were selected on the basis
of data available on cities. In Sri Lanka, Colombo, the national capital city from Western province and
four urban centers, Kurunegala and Kuliyapitiya from Kurunegala district and Puttalam and Chilaw
from the Puttalam district were selected. As the number of MEs were inadequate in the selected

weaker locations in Bangladesh and Sri Lanka, additional urban centers or cities were selected.

The respondents for the study were selected through multistage cluster sampling method. This
method is appropriate when the researcher does not have access to the list of units in the population
to select the sample (Babbie, 2009). In Sri Lanka, the A-Z map book published by The Survey
Department of Sri Lanka was used. The entire province is divided into square blocks. We picked up
the cities and using a random number table, blocks were selected. In each block, respondents were
found first at the northwest corner and then subsequent interviews were conducted in the same block
by continuous walking. In few instances, for the 6-9 workers category, we used snowball sampling to
find the respondents, but within the same block. In India, the city is divided into wards by the Election
Commission of India. The list of wards was taken and sixteen wards were selected through
systematic sampling process. Within each ward, all the streets were listed alphabetically. Every third
street was selected and respondents were found for the study. In Bangladesh, cities were divided into
wards, then mahallas and then streets. Similar method as in India was followed. As some of the
wards were inaccessible due to incessant hartals (public protests) and governmental restrictions,

additional wards were selected using the similar process.

The sample size for each country was as follows: Sri Lanka i 900, India’i 1200 and Bangladesh -
900. In each country, the respective sample was divided equally between the two locations differed by
levels of governance, strong and weak. The numbers were decided after considering the required

number of cases for statistical analysis and amount of funds available for the study.
As the countries did not have specific data on MEs, in other words, there was lack of data on BoP

MEs, closest data extant national statistics on microenterprises was used to determine the quotas of

the MEs in the sample. Also, composition of MEs on parameters like location, gender, industrial
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domain and number of workers were not uniformly available across the countries, in each country
different parameters, determined by the availability, were used in deciding the composition of the
sample. The composition of MEs in the population and the sample is presented in Annexure 3.

A single questionnaire was used across the three countries. A colloquium of fifteen experts from all
the countries were assembled in Colombo city and possible items for the questionnaire were
deliberated. The experts were from the electricity, telecom, egovernance and MEs domains. The
guestionnaire was constructed using the items gathered in the colloquium. The draft was reviewed by
the experts over the email and a skype conference. After modifications, questionnaire was pilot tested
in the three countries with a total of 30 respondents. On the basis of feedback, questionnaire was
modified and finalized. The final questionnaire was translated into four languages, Sinhala, Tamil,
Hindi and Bangla. The translation was cross checked by the native speakers who have English
efficiency almost equal to native speakers.

The questionnaire had six sections with the following headings - microenterprise details, ICT access
and use, CRM in telecom, access and CRM in electricity, CRM in government services, privacy &

trust” and respondent details. The questionnaire is appended as Annexure 4.

The study approached service delivery from the customer relationship management perspective.
Starkey, Williams and Stone (2002) use the definition of Woodcock et al., (2000) to define customer
relationship management, According to them, "customer management is about finding the right
customers, getting to know them and growing their value, and retaining their business". To quote (p.
379):
"It (CRM) is achieved by companies enabling their people, processes, policies, suppliers and
customer-facing technologies to manage all customer interactions proactively during each
stage of customer lifecycle in a way that enhances each customer's experiences of dealing

with the company."

The customer lifecycle involves the following stages: targeting the new customers, managing the
enquiries from potential customers, welcoming new customers, getting to know them, development
them, managing their problems and winning back, if they leave. The study designed the questionnaire

to cover these stages.

The Nielsen Private Limited, an international market research agency was commissioned to conduct
the fieldwork. It organized a three day training program for the interviewers separately in the three
countries. A member from the research team participated in the training program. The training

program involved discussion of the study objectives, understanding of the questionnaire and the

% This report excludes the discussion on privacy and trust, as it falls beyond the scope.
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sampling process. Few mock interviews were also conducted to enhance the familiarity with the

guestionnaire.

The fieldwork was conducted during March i May 2013. After identifying the valid respondents, the
response rate for Bangladesh, India and Sri Lanka were 80 %, 99% and 86% respectively. The final
sample size is 3180 (Bangladesh - 986, India - 1279 and Sri Lanka i 915). The final report presents
the currency values in US dollars. The exchange rates used are, 78 Taka (Bangladesh), 54 Indian

Rupees (India) and 124 Lankan Rupees for one US dollar.

3 Sample description
The samples across three countries show some differences in education, banking access and the
nature of businesses, which might be affecting the way ICTs are used in receiving services from the

providers. The sample description will be done at two levels: individuals and enterprises.

3.1 Entrepreneur characteristics

In the total sample of 3180 MEs, 15 % are women. The share of female owners is high for Sri Lanka
with 26% followed by India, 12 % and Bangladesh 9%. Across the three countries, the trends being
same, 85% of the sample is married and 74% are the only earning member in the family. On an
average, ME owners have five family members (SD=2.5) and are 38 years old (SD =11). India and
Bangladesh seem to have slightly larger family size with 6 (SD=2.7) than Sri Lanka, 4. Sri Lankan ME
owners are slightly older 41.8 years (SD=10.8) when compared to India and Bangladesh, 36 years
(SD=10).

Almost all in the sample have education higher secondary or below, with nearly one fourth are
illiterates. India has higher percent of illiterates with 41, followed by Bangladesh, 17% and Sri Lanka
7. 64% of the MEs can do simple addition, subtraction and multiplication when compared to 8% of
those who cannot recognize or write numbers. MEs with poor mathematical abilities are less in Sri
Lanka with 1% when compared to 10% in Bangladesh and 14% in India. Similarly, Sri Lanka has
more people with better mathematical skills, 81% when compared to Bangladesh, 69% and India
46%. Roughly half of the sample has a bank account in their names. Sri Lanka has highest bank
penetration with 70% followed by India, 45% and Bangladesh 39%. The characteristics of the sample

MESs are summarized in Table 1.
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3.2 Microenterprise characteristics

Of the total MEs studied, 53.4% have no worker, 36% have '1-3' workers and 10.4% have '4-9'
workers® (See Table 2). This composition is resultant of quotas determined by the national trends and
selection of MEs in the BoP space. Within countries, there are differences in compositions. In Sri
Lanka, nearly half of the MEs have workers in the range of 1-3, followed by 35.6% of MEs with no
workers. In India, zero worker MEs are 80%. In Bangladesh, 1-3 workers category MEs are 57% and

no worker MEs are 36%.

Table 1: Characteristics of the sample micro entrepreneurs

SNo Description Total Sri Lanka India Bangladesh
Sample 986) | (1279) (915)
(3180)
1 Percentage of MEs owned by 15 26 12 9
women
2 Percentage of owners who 85 86 85 81
are married
3 Percentage of owners who 74 71 74 77
are only earning members of the
family
4 Mean number of family 5 4.41 6.03 5.51
members in the family (Standard (2.5) (1.63) (2.75) (2.58)
Deviation)
5 Percentage of owners who 21 7 41 17
have no education / llliterates
6 Percentage of owners who 8 1 14 10
cannot recognize or write
numbers
7 Percentage of owners who 65 81 46 69

can do simple addition,

subtraction & multiplication etc

3 Sum of paid full-time, paid part-time and paid occasional workers in the MEs.
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8 Percentage of owners who 51 70 45 39
have bank accounts in their
names.

9 Mean age of owners in years 38 (11) | 42(10.8) 36 (10) 36 (10)
(Standard Deviation)

Table 2 : Number of workers in the sample groups

No. of Total Sample Sri Lanka India Bangladesh

workers (3180) (986) (1279) (915)

0 53.4 35.6 80 36

1-3 36 49 11 57

4-9 10.4 15 8.7 7

Note: Figures in percentages

40% of the MEs operate out of owned fixed location, outside the home followed by 25% of MEs

operate in unpaid variable locations (See Figure 1). There are variations across the countries. 71% of

Bangladeshi MEs operate from rented fixed location, outside home when compared to 41% of Sri

Lankan MEs, whereas in India its only 17%. Almost half of Indian MEs operate in unpaid variable

location when compared to 11% Bangladeshis and 8% Sri Lankans.
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Figure 1: Location of sample micro entrepreneurs
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The main source of money to start business comes from own savings in 55% of cases followed by

16% of borrowing from friends and relatives. In India, own savings started the business in 68% of

MEs compared to 47% in Bangladesh and Sri Lanka. The next biggest sources are 'inherited' in
Bangladesh, 25% and borrowing from friends and relatives in Sri Lanka, 17% (See Figure 2).

Figure 2: Main source of money to start the business

100% ~
90% -
80% -
70% -
60% -
50% -
40% -
30% -
20% -
10% -

0% -

12

17
19

India

Sri Lanka Bangladesh

B Inherited = Borrowing (Friends/ Family m Own Savings m Bank Loans m Others

Roughly half of the MEs are in trade (buying and selling goods and wares), followed by 30% of
services MEs and 20% in manufacturing. Indian MEs are scattered across three domains, whereas
half of Sri Lankan and 68% Bangla MEs are in trade. Only 7% of Bangla MEs are in manufacturing
compared to 13% in Sri Lanka (See Figure 3).
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Figure 3: Industrial domain of the microenterprises
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Just 3% of sample MEs advertise. Sri Lankans are slightly better with 6% when compared to 3% of
Bangladesh and none in India. Overall, less than one tenth of sample MEs have a business bank
account, as in India. Slightly more than half of Bangla and Sri Lankan MEs have a separate bank
account to use just for business purposes. Almost all sample MEs, make or receive payments by cash
in their businesses than any other modes (See Figure 4). Indian MEs deal only in cash. 7% of Lankan
MESs use mobile transfers and 11% Bangla MEs use cheques /checks.

Except 6% of sample MEs, all prefer to interact with customers in-person than mobile phones. 90% of
MEs in India and Sri Lanka prefer personal interaction when compared to 98% in Bangladesh.

There are slight variations when compared to interactions with suppliers, in which 90% of MEs prefer
personal interaction. The trend is similar across countries, with slight difference in Bangladesh, 94%.

A summary of the above is presented in Figure 5.
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Figure 4: Mode of money transaction by the sample MEs
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Notes:

1. In my business, interacting with suppliers in person is preferred than mobile phones.
2. In my business, interacting with customers in person is preferred than mobile phones.

Nearly two thirds of sample MEs have customers who live nearby. For India and Sri Lanka, it is in the
range of 63-66% when compared to 86% of Bangladeshi MEs (See Figure 6). 85% of MEs in the
study utilize the extra income / profit from the business for both home and business use, compared to

7% of exclusive business use. The trend is similar across the three countries.

Figure 5: Mobile use preferences with suppliers & customers
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Notes:
1. In my business, interacting with suppliers in person is preferred than mobile phones.
2. In my business, interacting with customers in person is preferred than mobile phones.
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Figure 6: Nature of customers
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44% of the MEs feel that business growth is same when compared to a year ago and rest divided
equally between growing and declining MEs. Stable MEs are higher in India, 57% when compared to
38% in other countries. Declining MEs are higher in Sri Lanka, 38% when compared to 33% of
Bangladeshi and 17% Indian MEs.

Among various ICTs, mobile phones are used predominantly used by the MEs. 71% of the sample
MEs use mobile phones for business related activities compared to use of landline, 9%, and computer
or laptops, 3%. Accessing Internet either through mobile phones or computers is around 1%. Similar
use of mobile phone is high in Bangladesh, 89% when compared to Sri Lanka, 79% and India 52%.
Landline is still prevalent among 29% Sri Lankan MEs, 5% Bangladeshi MEs and none in India.
Accessing Internet is 2% in Bangladesh and Sri Lanka, with none in India (See Figure 7). This trend is

similar to earlier studies (for instance, llavarasan and Levy, 2010)

Figure 7: Use of various ICTs by micro entrepreneurs
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4 Service delivery in the telecom sector
Service delivery in the telecom sector was understood using set of items in the questionnaire that
captured both access and use of mobile phones along with the nature of interactions mobile

subscribers, MEs in this case; they had with the service providers. As the sample is selected through

a multi stage cluster sampling, generalization of findings to the population seems to be feasible.

71% of the sample MEs use mobile phones for business related activities compared to use of
landline, 9%, and computer or laptops, 3%. Accessing Internet either through mobile phones or

computers is around 1%. Similar use of mobile phone is high in Bangladesh, 89% when compared to

Sri Lanka, 79% and India 52%. This infers that the telecom firms can still have unmet demand from
the MEs, the sample had 29% of MEs not owning any mobile phones. Landline is still prevalent

among 29% Sri Lankan MEs, 5% Bangladeshi MEs and none in India.

Accessing Internet is 2% in Bangladesh and Sri Lanka, with none in India. Out of the those who do
not use the mobile phone for the business, 59% of Bangla MEs feel that phones are too expensive
when compared to 75% of Sri Lankans and 65% of Indians who 'do not see a need to use a mobile
for business' (See Figure 8). Recent research indicates that mobile Internet is increasing among

general population in low income countries.*

Figure 8: Reasons for not using the mobile phones for business
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Grameen Phone (18%), Banglalink (11%), Bharti Airtel (7%), Vodafone (8%), and Dialog (16%) etc
are some of the telecom service providers are used by the MEs. Respondent MEs said that the
following are the four major reasons for selecting a particular service provider (See Figure 9):

coverage (29%), referral by friend / family (20%), most friends on same network (19%) and cheap

4 For instance, http://www.thenews.com.pk/Todays-News-3-217906-Usage-of-mobile-internet-on-the-rise-in-Pakistan.

need
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prices (18%). The top three reasons are same across the three countries, but with slight variations. In
India referrals and coverage come on top with 28% each. In Sri Lanka, coverage tops with 29%
followed by 24% of referrals. Bangladesh offers a different story with 32% come from 'most friends on
same network' followed by 30% coverage and only 11% referrals. Its interesting to note that MEs are
not completely driven by cost factors while subscribing to a provider. Apart from referrals, arising out
of satisfaction over services, coverage - ability to receive or make calls in any given point of time is
cited one of the major reasons across the countries. Extant research (for instance, Wangenhiem and
Bayon, 2007) shows that customer satisfaction affects word of mouth referral making, which in turn

affects new customer acquisition.

Figure 9: Reasons for selecting a particular service provider
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Telecom service providers do not perceive MEs as a special group that need to be developed or
groomed into a big market. At appears that MEs are treated like any other BoP customer who has low
disposable income for telecom spending. 96% of the sample MEs use pre-paid connections. In India,
there is no post paid connected ME. In Bangladesh, its 99%, much higher than Sri Lanka, 89%. As
the sample is predominantly pre-paid, post-paid subscribers are only 98 MEs in number. Out of these
98 MEs, 84 are from Sri Lanka and eleven are from Bangladesh. The rest of the discussion is based
only on Sri Lankan MEs, as the numbers are insignificant for other countries. 44% of MEs feel that
they received a special package from their mobile service providers. Out of this, 43% get cheap rates,
followed by 14% get free talk time or cheaper rates within the group. Among the post paid mobile
users, hard copy bills are more prevalent, 94%, and rest received via SMS. The contents of the hill

are clear to 87% of post paid MEs. Post paid MEs prefer paying through registered office of the
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service provider, 45%, followed by payment through local dealer, 39%. Telecom firms are making
efforts to increase the number of post paid subscribers using different incentives, reducing the entry
barriers. For instance, Airtel, a leading telecom service provider brand has introduced customizable

plan for the new post-paid users.”

While coming to ownership of number of SIMs, more than three fourth of the sample, 79%, have one
SIM and 18% have two SIMs. 30% MEs in Bangladesh have two SIM cards compared to 14% in India
and 10% in Sri Lanka. The median recharge value per week for the sample hovers around one dollar
compared to $ 0.93 of India, $1.98 of Sri Lanka and $1.28 of Bangladesh. The frequency of
recharging is 4 times for 32% of the total sample. Bangladesh MEs recharge, ten times a month

(every three days) when compared to four times of India and five times of Sri Lanka.

It appears that Bangladesh holds more SIM cards, recharges more times and relatively higher
amounts. At the bottom, Indian MEs hold single SIM cards more, spend less money on recharging
and less frequently. As a first option, recharging is done through a shop / agent / dealer more (54%)
followed by the scratch cards (41%), by the MEs (See Figure 10). These two options are used in three
countries as well, with some differences. Reload from a shop / agent / dealer is dominant for India
(50%) and Bangladesh (78%), and scratch card for Sri Lanka (64%).

The telecom service providers have created an enabling infrastructure through which multiple
recharges of low values are available to the BoP. Through third party vendor or small dealers, MEs
are able to reach out the service providers in a nearby location. The service delivery is not just
managing the customer problems, but making the services easy to access as in the case of
recharging. On an average, Sri Lankans and Indians have median monthly expense for the mobile

phones of eight and nine dollars respectively when compared to six dollars of Bangladeshis.

° Aulakh, G. (2013, October 11”‘). Airtel unveils customized plans to increase its post-paid customer base. The Economic
Times. Available at http://articles.economictimes.indiatimes.com/2013-10-11/news/42942349_1_customer-base-bharti-airtel-
plan
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Figure 10: Modes of recharging of mobile phones by the sample
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The nature of mobile phones seems to be still basic or feature phones (See Figure 11). On availability
of touch screen, in India and Bangladesh, it is 12% when compared to 10% of Sri Lankans. Of those
who know the availability of touch screen almost everybody is using that. On mobile Internet, India
and Bangladesh have slender lead with 21% when compared to 17% of Sri Lankans. In terms of use,
Sri Lankans use more than, 43%, Bangladeshis, 35% and Indians, 15%. Mobile based social
networking is not penetrating much in the sample. Only 14% of Sri Lankans have Apps for social
networking in their phones when compared to equally low Bangladeshis, 11% and Indians 8%.
However, among those who are having, 51% of the Sri Lankans use them as 49% of Bangladeshis,
which is much higher than Indians, 10%. Though the findings indicate predominance of basic phones,
it is also likely the micro entrepreneurs are not familiar with the functions. For instance, one more
guestion on availability of SMS, 10% Bangla MEs responded in negative as in smaller amount in
India, 5%, and Sri Lanka, 6%. Though these numbers are small, SMS is ubiquitous with the mobile

phone penetration.
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Figure 11: Features present in mobile phones of the sample
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It appears that mobile phones are yet to be utilized in other domains like banking, payments,
government services etc. The study listed out the following services: banking and financial services
(e.g. checking balance statuses in a bank account, mini-statements and checking of account history,
monitoring term deposits, access to loan statements, ordering checkbooks etc.); making or receiving
a payment (e.g. paying utility bills such as electricity/water bills, telephone bills, paying insurance
premiums, reloading mobile phones etc.) or sending or receiving money to/ from someone;
governmental services (local, state or central) (e.g. Payment of property taxes for residential &
commercial properties, applying for water/electricity/telephone connections, registration for birth and
death certificates, filing of passport forms); health services (e.g. telemedicine consultations, wellness
clinic programs, health check packages, channeling a doctor etc.); competition polls or participation in
other live programs on TV or radio; entertainment related information services (e.g. sports updates,
horoscopes, TV and movie updates, etc) and other general information services (e.g. news, etc.). Out
of the listed services in the Table 3 given below, making or receiving payment tops the list with 6.5%
in the sample. This is largely due to higher use in Sri Lanka, 9% and Bangladesh, 8%. Sri Lanka
seems to be moving ahead when compared to other countries, in entertainment related information
services or participating in competition polls. Bangladeshis are catching up in health related services

and news. India is lagging behind in all areas.
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Table 3: Use of mobile phones

Accessed services by the mobile phones Sample Sri India | Bangladesh
(2254) Lanka | (665) | (814)
(775)
Banking and financial services 2.1 3 1 2
Making or receiving a payment 6.5 9 2 8
Governmental services (local, state or central) 0.6 1 0 1
Health services 3.4 3 1 6
Competition polls or participation in other live 3.1 9 0 0
programs on TV or radio

Entertainment related information services 3.5 7 1 2
Other general information services 5.3 7 1 8

Note: All figures are in percentage and of respondents who said 'Yes' to the questions. The other option was

‘No'.

In the sample, out of the most important reasons for using mobile phones for business (See Figure

12), 'contacting and coordinating with suppliers' leads with 31% followed by 'to act or contact others in

an emergency', 23% and 'to contact or coordinate with customers', 23%. Across the countries

percentage of MEs who cite these reasons are varying, however coordination with suppliers tops the

listin India, 37%, and Sri Lanka, 36%. In Bangladesh,its emergency, 43%.
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Figure 12: Usage of mobile phones by the sample
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As of now, the usage of mobile phones is limited to voices as per this study. Telecom service
providers might be exploring how customers are using the services and how to make them to
experiment new services. But its not evident among the MEs as over the period of time use of mobile
phones is limited to voice based services as reinforced in this study. However, some studies (for
instance, (Kang and Maity, 2012; Silva, Pulasinghe and Panditha, 2012) show that non voice use in

mobile phones among the BoP are on the rise.

It appears that service delivery by the telecom service providers is good in all three countries. When
asked about major problems faced by MEs, half of the sample responded that there were no
problems by citing that the question is not applicable. Sri Lankan MEs are more satisfied, as 62% said
problems are not applicable, 62%, followed by Bangla MEs, 46% and Indians, 45%. Among the rest
(See Figure 13), call drops (26%) and lack of coverage (16%) are two major problems faced by Sri
Lankan MEs. Similar trends are seen in Bangladesh with call drops (36%) and lack of coverage
(28%). Indian MEs face multiple problems: lack of coverage (20%), call drops (17%) billing related
(14%), unsolicited and deceptive activation of VAS service (14%), and unsubscribing from some

services (14%).
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Figure 13: Telecom problems faced by the sample
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Out of the MEs who faced problems as discussed above, only 41% complained to the service

providers. Part of the reason for not complaining can be explained by the following responses (See

Figure 14). Out of the sample 33% felt that the problem was not worth complaining and 37% felt that
complaining is not of any use and 29% do not know how to contact them. There are some differences
across countries. In India, more MEs, 51%, do not know how to contact the service providers. In Sri
Lanka, 49% MEs felt that the complaint is of no use, whereas in 41% MEs in Bangladesh did not think

the problem is not worth complaining.

Figure 14: Reasons for not contacting despite telecom problems

60% -
40% - 29 49
20% - . e
O% T T 15 1
1 2 3
Don't know how to contact them i It's no use & Don't think its worth complainin¢c m Others

Notes: 1 - Bangladesh; 2-India; 3 - Sri Lanka.

When we asked them whether network dis-connectivity / call drops affect their business, 61%
responded in negative. For large number of MEs in India (69%), half of Sri Lankan MEs (53%) and
61% of Bangladesh MEs, network dis-connectivity / call drops is not affecting their business. This is
also partially explains the non-complaining behavior of the MEs. However, telecom service providers
need to focus on those MEs that feel that complaining is of no use or do not know where to contact

the companies. The intensity of network dis-connectivity / call drops was not directly measured by the
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study. However, by looking at the number of MEs who said that these problems are not affecting
them, one can infer the problem is not recurring one. This infers better service delivery of the telecom
providers.

A small amount of MEs in the sample, 83, felt that their major complaints had not been attended by
the service provider. Out of which, 73 did not go to anyone for further action and four went to police
station. Only one went to the regulator. Across the sample, above 95% of the sample did not change
the telecom service provider. Out of the 90 MEs who shifted to new telecom service provider, 39%
cited 'to get better network connectivity' as the reason followed by 25% of 'to get better packages'.
Interestingly, 22% said that there is no particular reason. As the shifting numbers across the telecom
service providers are not large in number, the service providers do not have to worry about wooing

them back.

We also asked the MEs about their last interaction with the service provider for which, not

surprisingly, half of the sample said 'never' and 15% do not remember. Among the rest of MEs, 12%
interacted few months ago, 5% interacted ‘few weeks ago' and 'this week' each. 13% of Sri Lankan
MEs interacted few months ago as 12% of Indian MEs and 10% of Bangladesh MEs. 11% of Indian

MEs interacted this week and few weeks ago, each.

The main point of contact of service providers for MEs seems to be through call centers. Roughly,
three fourth of contacted used the centers followed by one quarter of MEs that walked into the
operator's stores and authorized agents. Contacts via SMS is only 1.5% and there was no email
communication. There are preferential differences across the countries. 92% of Indians preferred call
centers when compared to 69% of Sri Lankans and 56% walk-ins.

Further exploration into service delivery was made using eleven items (See Table 4). Out of the listed
service delivery activities, 90% of the sample MEs felt that the call center personnel or officer of
telecom service providers treated them politely followed by 81% MEs are able to interact in local
language. 82% of MEs agreed that all the relevant information was available easily. Time take taken
to address the query or problem is satisfactory for 75% of MEs and waiting time was satisfactory to
63% of MEs. Only, slightly more than one quarter of MEs in the sample felt that tracking application
through phone was possible either through mobile phone or Internet. Half of MEs felt that automated
responses in IVR call center were clear, information to contact the service provider and on procedures

to file complaints was readily available.

Across the countries, there were some differences. Waiting time to reach concerned officer was
satisfactory only to 36% of MEs in Bangladesh compared to roughly three quarters of MEs in other
countries. Automated responses in Sri Lanka is slightly poor, 16% when compared to 31% of India
and 27% of Bangladesh. 41% of Sri Lankans are able to track the applications through phone or

Internet, but only 19% of Bangladeshis.

We created a service delivery index by adding all the responses (yes=1, no=0) to calculate cumulative

score. The reliability score of service delivery index of eleven items, Cronbach'a alpha, is 0.792.
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which indicates that the index is a reliable measure to the service efficiency. Sri Lanka, 7.8, scored
higher than Bangladesh, 7.1, and India, 6.7. A one-way ANOVA was used to test for differences
among three countries by service delivery index score. The score significantly differed across the
three countries, F (2, 500) = 6.58, p = .001.

The telecom service providers can improve their service delivery in at least two areas - tracking of
customers' complaints, increasing awareness about the availability of information on where to contact
the service provider and where to file complaints. Though the service providers are spreading this
information in television commercials or Internet, the target group of the study, BoP MEs are finding
difficulties in these areas.

5 Service delivery in the Electricity sector

Unlike telecom sector, reform of electricity sector has been slow in the sample countries. The
electricity sector is still predominantly either government owned or controlled. As the government has
the monopoly over the electricity supply, there is no competition for customers either for acquiring or
retaining. This has consequences for the way services are delivered to the people, especially BoP.
The major difference between the sectors is nature of technologies; in telecom sector new entrants
were able to compete through wireless technologies whereas in electricity sector the new entrants are
still dependent on the incumbent's infrastructure. An earlier study of impact of privatization,
competition and regulation in 36 developing countries (Zhang, Parker and Kirkpatrick, 2008) showed
that the competition in electricity generation is more important than privatization or the establishment
of independent regulation in bringing about performance improvements. However there are push
factors from the international monetary institutions to bring changes in the electricity sector. One of
the areas being better service delivery through electronic means. The study did not expect to find
great service delivery or customer relationship management from this sector. But it attempted to

benchmark with the telecom sector which can be used by the policy makers.

In the sample, 67% of MEs have electricity which they use for business purposes. Electricity use is
higher among Bangladeshi MEs, 91% when compared to Sri Lanka, 84%. Its lowest in India, 37%
(See Figure 15). This difference can be explained by the location from which MEs operate. 48% of
Indian MEs operate from a variable location for which they do not pay, compared to 71% of Bangla
MEs which operate from a rented fixed location, outside the homes. 78% of sample MEs felt that
there is no need for electricity, similar to Sri Lanka and Bangladesh. 90% Indian MEs felt no need for
electricity. Out of those MEs who have electricity, 59% have separate electricity connection for the
business.
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Figure 15: Nature of electricity connection of the sample
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Table 4: Service Delivery in Telecom

SNo Management of Customers Sample | Sri Lanka | India | Bangladesh
(739) (229) | (303) (207)
1 | was treated politely by the office / call 90 93 91 86
center personnel
2 All the information relevant to my 82 89 83 74
work/query/problem was available easily
3 The waiting time to reach the concerned 63 74 72 36
officer was satisfactory
4 The time taken to resolve the problem / 75 80 77 65
answer the query was satisfactory
5 | am satisfied by the action taken by the 69 80 61 68
operator
6 Call center agent redirected me to use 25 16 31 27
(IVR, Internet, USSD etc) without answering
=N 33
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the query.

7 | find the automated responses (IVR) in 55 41 55 71

call center helpline are clear

8 The interaction with the office was 81 84 77 84
carried out in my language or language |
chose/preferred

9 Tracking my application or complaint 28 41 25 19

through a phone / the Internet was possible

10 Information on how to contact the 52 69 44 46

service provider is /was readily available

11 Information on procedures to file 57 70 51 51

complaints is/was readily available

Note: All figures in percentages and of respondents who said 'yes' to each question. The other options were 'No'
and 'Do not know / Can't Say / Not applicable)

Roughly half of the MEs are required by the landlord/government/third party to get a separate
connection for business in Sri Lanka and Bangladesh where one third of MEs use separate
connection to keep their business expenses separate from personal use. Out of those MEs with
shared connection, low cost or inexpensiveness is cited by 44% of Indian MEs when compares to
nearly one fourth of Sri Lankan and Bangladeshi MEs which reasoned due to difficulty in getting any

other connection (See Figure 16).

Figure 16: Reasons for not having electricity
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The above data suggest that the ease of accessing electricity through formal mechanisms is not
present for the BoP in the sampled countries. The service providers seem to be not bothered about
acquisition of new customers as the demand is outstripping the supply in most of the developing
countries. Also, the electricity sector seems to be subsidized which in turn would create more burdens
on the state, if new customers are acquired. Nevertheless, this cannot be given as an excuse not to

extend smooth access of basic services like electricity to the BoP.

The main source of electricity is an electricity company for MEs in Sri Lanka and Bangladesh. In India,
the sources seem to be heterogeneous, where 66% forms an electricity company and 22% is from
battery. Diesel generator contributes 8% and solar for remaining 4%. Electricity connection is
registered in businesses' name in only 36% of the sample, which might explain the difficulties in
getting a connection.

43% of Indian MEs have connection in own names when compared to 37% of Sri Lankan and 30% of
Bangladeshi ones. When the study explored the reason for using somebody's name to get
connection, 30% of sample MEs said that the connections was already in somebody's hame and did
not want to change it. In 39% of the cases, the landlord's name could not be changed, even desired.

These reasons are not much different across the three countries (See Figure 17).

The service providers do not know the actual users, as the data indicate. As the connections are in
somebody else& name and the occupants might keep on shifting, the service providers tend to have
incorrect usage data or incapable of understanding the customers' usage patterns. No wonder,
electricity firms continue with the same tariff patterns over a period of time unlike the telecom sector
which announces new tariff packages continuously to acquire new customers.

All Sri Lankan MEs pay after using the electricity and a small percentage of Bangladeshi MEs (3%)
pay before use. Interestingly 13% of the Indian MEs do not pay any bill at all. Larger of these non
paying MEs are located in Patna, a weak governed city. On an average, sample MEs spend $14 /
month (median, $9 and SD=15) for electricity. Sri Lankan MEs spend more money ($23) than Indian
and Bangla MEs ($9).
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Figure 17: Reasons for having electricity connection in others' name
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Payment in person at the electricity company (37%) is most common for the sample MEs followed by
paying to landlord (29%) (See Figurel8). Electronic payment either through mobile phones (4%) or
online to electricity company (0.7%) is low with no one paying through online banking. Payment at the
banks or post offices comes in between these extremes (18%). There are country differences.
Bangladeshi MEs are the only ones who use some electronic means - 1% by online to the company,

and 9% by mobile phones.

Figure 18: Payment of electricity bill
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In the sample, one fourth of MEs do not receive any receipt at all with slightly more than half of them
get a company receipt (See Figure 19). Only small amount of MEs, 4% receive SMS receipts. 17%
get a hand written receipt. These trends are expected when larger number of MEs are not having
connection in their names. However, 80% MEs feel that there is no extra fee charged on their mode of
payment. 70% MEs also receive some form of electricity bill and 27% do not receive anything. Out of
those who receive bills, 74% are satisfied with the information in the bills. 20% of the MEs are not
satisfied. 9% of MEs in Bangladesh get receipts in SMS. Company receipts are predominant in Sri
Lanka, 81% when compared to 45% of India and 35% of Bangladesh. Though ICTs seem to be
making a present in the Bangladesh, Sri Lanka seems to be more successful in bringing more number
of MEs under the formal mechanism with 94% of getting a bill. Nearly half of Indian MEs do not get an

electricity bill when compared to 40% of Bangladeshis.

87% of sample MEs face blackout problems of which 71% feel that the businesses are affected
severely, yet only 21% of them complain. Comparing to blackouts, voltage fluctuations are faced by
48% of MEs of which 61% MEs are affected severely and again only a less amount of people 17%
complain. Meter malfunctioning as a problem is faced by less number of sample MEs, 7%, and 59%
are effected severely by it, but 41% of MEs complain to someone. A small amount of MEs, 9%

receive inaccurate bill out of which 76% are severely affected and 36% of them complain.

Figure 19: Forms of receipt for the electricity usage payment
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The intensity of the problems seems to be high as the more than half of the MEs feel that business is
affected severely, indicating poor service quality (See Figure 20). It& also possible that lack of
electricity or fluctuations affect the lives of MEs more seriously than the telecom services, indicating

the need for better service delivery in the electricity domain.
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Figure 20: Severity of the electricity related problems faced by the sample
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When one looks at the problems faced by the MEs, Bangladeshis seems to be troubled more than
others (See Figure 21). 97% of them face blackouts compared to 84% of Sri Lankans and 72% of the
Indians. Voltage fluctuations are also high there with 67% followed by 50% of Indians and 28% of Sri
Lankans. Inaccurate billing is also relatively high in Bangladesh (18%) than India (6%) and Sri
Lankans (2%).

Figure 21: Electricity related problems
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All countries MEs express more or less that problems related to electricity services are severely
affecting their businesses. Among the MEs that complained (See Figure 22), Sri Lankans MEs are
more 29% when compared to 24% Indians and 14% Bangladeshis for blackouts. For voltage
fluctuations, Sri Lankans are again more with 24% when compared to 18% of Indians and 14 % of
Bangladeshis. Rest of the problems are complained by only small number of MEs in their respective

countries.

Figure 22: Complaints of electricity problems
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Blackouts are managed by multiple ways by the sample MEs (See Figure 23). Candles are
predominant alternative source of power, 33%, followed diesel / oil based generators. 20% of the MEs
do not use any alternative power. There are some differences across countries Indian MEs use
candles (45%) and battery (23%). Bangla MEs use diesel / oil based generators (38%) and candles
(24%). Sri Lankan MEs use candles (37%) and 41% of them do not use any alternative power. Across

countries, MEs spend a dollar per week in alternative power sources.

About 39% of sample MEs say that they get advance notice about the power blackouts. Half of Sri
Lankan and Bangladesh get the notices, whereas only 5% of Indian MEs get it (See Figure 24). Public
announcements are most common way of receiving the notices (59%) followed by neighbors (31%).
SMS is not mentioned by the sample MEs. Bangla MEs depend mostly on public announcements
(98%) as in Sri Lanka (73%). Indian MEs get the notice through neighbors mostly (56%) followed by
public announcements in a small 6% of the cases.
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Figure 23: Alternative sources of electricity
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As the mobile penetration is increasing, service providers can inform the MEs about the power
blackouts or other related details to the MEs directly. The ownership of the connection is not essential
to receive the information. Users can register at the service provider's website which sends the
information.

Out of 1341 MEs that did not complain, 57% felt that there is no use when compared to 21% felt the
problems are not worth complaining. This trend is reflected in three countries as well. The main point
for lodging the complaint was office of the electricity company for 69% of sample MEs. This number is
high for Sri Lanka, 83% and low for India, 56%. In Bangladesh, it is 71%. Only 15% of sample used
the hotline or customer care center. India used this channel relatively more, 23% when compared to
very low 3% in Bangladesh. Sri Lanka is 13% (See Figure 25).

Calling through phone is most used mode of complaining with 58% followed by in person, 27% in the
sample (See Figure 26). For Sri Lanka this is high, 85% followed by 47% of India and 36% of
Bangladesh. Out of 717 sample MEs that complained, 3/4th of Sri Lankan MEs were satisfied with the
action taken while only 1/4th of Indian and Bangladesh MEs were satisfied. Less than 1/5™ of MEs in
Sri Lanka and Bangladesh received a reference ID for their complaints while this is less than 1/10" for
India. In the sample, 2006 MEs interacted or talked with the electricity service provider. 1/3rd of Sri
Lankan and 1/4th of Bangladeshi MEs interacted whereas only 7% of the Indians did.
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Figure 24: Source of information about power blackouts
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Figure 25: Place /person to whom the electricity complaint was made
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The study explored the nature of service delivery in electricity service provision using 15 items (See
Table 5). None of the items related to service delivery is able to secure agreement from more than
50% of the MEs in the sample. Within this, 47% of MEs in Sri Lanka and Bangladesh felt that
information on location of payments was available and interactions were carried out ME's language.
43% felt that interaction by the service provider official were polite. Roughly one of third of this group
of MEs felt that waiting time is appropriate and information on how to contact the service providers
was available. Only 14% of the MEs felt that application or complaint could be tracked through phone
or Internet. Service providers typically preferred in person interaction as seeking interaction through

phone, 17% or self service like IVR, SMS or Internet, 8%, seem to be small.
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Figure 26: Channels of complaining
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Table 5: Service delivery in electricity sector

Management of Customers Sample Sri Bangladesh
(473) Lanka (188)
(285)
Information on procedures and documents (like applications etc.) 34 34 34
to get new connection was readily available
The amount of time | need to wait to get a new connection is 26 26 25
satisfactory
Information on procedures to reconnect was readily available 26 26 26
The amount of time taken to reconnect was satisfactory 23 23 23
Information on how to contact the service provider is /was readily 33 30 36
available
It is easy to find the locations where payment can be made 47 47 47
Information about the procedure for changing ownership of a 17 16 17
connection was readily available
The amount of time | need to spend to change the ownership of 13 14 12
the connection satisfactory
42
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| was treated politely by their office / call canter personnel. 43 35 50
The waiting time to reach a concerned officer was appropriate. 29 23 34
The interaction with the office was carried out in my language. a7 31 63
Tracking my application or complaint through a phone/internet 14 15 12
was possible, if needed.

| find the automated responses in call center helpline are clear. 20 17 23
Service provider wants me to contact through phones only (voice) 17 14 20
Service provider wants me to obtain information through self 8 6 9

service (IVR, SMS, USSD Internet) only.

Note: India had a base of 30 MEs and is not included in the table. All figures in percentages and of respondents

who said 'yes' to each question. The other options were 'No' and 'Do not know / Can't Say / Not applicable)

Across Sri Lanka and Bangladesh, there were differences in few areas. For instance polite interaction
by service providers is high in Bangladesh, 50% when compared to 35% of Sri Lanka. Usage of ME's

language was present more in Bangladesh, 63% when compared to 31% of Sri Lanka as observed by
the MEs. Across the sample, not even one percent MEs said that the electricity person has asked for

bribe.

We created a service delivery index by adding up all the fifteen items (yes=1, no=0) to calculate a
cumulative score. The reliability score of service delivery index using Cronbach'a alpha, is 0.88. This
score indicates that the delineated index is reliable for intended measurement of effective service
delivery. Sri Lanka is 3.6 is lower than Bangladesh, 4.3. Overall low score infers relatively weak
service delivery practices than the telecom sector. An independent two sample T test was conducted
to test for differences between Sri Lanka and Bangladesh. The test, t(471)=-2.094, p=.037, showed
that the service delivery in electricity differs in these countries with Bangladesh (4.3, SD=4.02) doing
better than Sri Lanka (3.6, SD=3.65).

The overall service delivery quality seems to be low as expected. None of the indicators are able to
get at least 50% agreement from the MEs. Rather than pointing out need for privatization or
competition for better service delivery, electricity providers need to put in efforts to improve the
service delivery. Also, ICTs can be used in customer facing activities to improve the overall process.

The suggestions are listed in the last section of the report.
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6 Service Delivery in the Government sector

In addition to electricity, the study also focused on one more important service delivery area -

business registration of the microenterprises. The business registration activity is important many

ways. Business registration enables or reduces cost for firms to access additional credit channels,

marketing, infrastructure, government contracts, provide formal receipts to customers and protection

from corruption etc. Through registration, the government gains control over the microenterprises,

thus monitoring the unregulated / illegal activities (unhygienic food, spurious pharmacy and use of

heavy machinery in residential area etc) and ensuring better public safety. The government can also

help these businesses by providing better access to credit or skill training, if the data are available
through the registration (Bruhn, 2013).

MEs when asked about their business registration details in the three countries, 38% stated that they

have registered their business with government authorities (See

Table 6). The other organizations where MEs registered are local vendors/traders/manufacturers

associations (3%) followed by chambers of commerce (2%) and community service organizations

(1%). A similar trend was observed in Sri Lanka (55%) and Bangladesh (54%). In India, it varies

significantly with just 4% of MEs registering with government authorities (See Figure 27: Registration

Detailg. In India and Bangladesh, it is observed that none of the MEs business registered with the

community service organizations. In India, overall registration seems to be low.

Table 6 : Nature of business registration

S.No Business Registration Sample Sri India Bangladesh
(3180) Lanka | ;579 (915)
(986)
1 Local vendors/traders/manufacturers 3 5 1 2
associations
2 Community Service Organizations 1 2 0 0
3 Chambers Of Commerce 2 4 0 1
4 Government Authorities 38 55 4 54
44
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Figure 27: Registration Details
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Government authorities

Majority of the Sampled MEs (87%) indicated that they pay taxes to the government in all the three

countries ( See Table 7). 96% Sri Lankan MEs pay taxes compared to 85% in Bangladesh and 80%

in India (See Figure 28). Coming to MEs registration for VAT/Sales Tax, Sri Lankan MEs are high with
(80%) followed by Bangladesh (30%) and India (16%).

Table 7: Paying Taxes & Registered for VAT / Sales Tax

S.No | Paying Taxes & Registered for VAT / Sales Tax | Sample | Sri India | Bangladesh
1o91) | -aka | 5g) (490)
(545)
1 Does your business pay taxes to any 87 96 8 85
government authority? 0
2 Is your business registered for VAT or Sales 42 80 1 30
Tax 6
N 45
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Figure 28: Paying Taxes Registered for VAT / Sales Tax
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In the sample, majority of the MEs have recently registered their business with government authorities
(1-5 years). Among the three countries, in Bangladesh, more number of MEs register with 67% when
compared to 54% in India and 40% in Sri Lanka (See Figure 29). Among the businesses that
registered 6-10 years ago, Sri Lanka hosts more 18% followed by Bangladesh (17%) and India (14%).
About (12%) of the Sri Lankan MEs have registered their business 16 + years ago compared to 5%
Bangladeshi and 2% Indian MEs (See Figure 29).

Figure 29: Years of registration with a government authority
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The study tried to explore the reasons why sampled MEs registered their business with Government
authorities. Out of the sample, more than half of the MEs (61%) registered their business since
government made it compulsory followed by perceived benefits that their business would get in the
long-run (18%) and 'no particular reason’ (15%) (See Table 8). More than three fourths (82%) of the
Sri Lankan MEs register with the government authorities due to government compulsions followed by
Indian MEs (62%) and Bangladeshi MEs with only 36%. This implies that Government enforcing laws
in registration is more efficient in Sri Lanka than others. 40% of the Bangla MEs registered their
business with Government authorities since they felt that it would benefit their business in the long run
followed by Sri Lanka (8%) and India (7%) (See Figure 30).

Table 8: Reasons for registering with a government authority

S.No Reasons for registering with a government Sample Sri India | Bangladesh
authority (1091) Lanka (56) (490)
(545)
1 | No particular reason 13 6 18 15
2 | will get some financial from the government 5 1 9 6
3 | The government has made it compulsory 61 82 64 36
4 My friend/family told me to do so 2 3 2 1
5 My business will benefit from it in the long term 18 8 7 40
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Figure 30 : Reasons for registering with a government authority
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Out of the sample 1091, 63% said that they applied directly at the Government office followed by
seeking an intermediary (37%) when asked about the process of registration (See Table 9). Higher
number of Sri Lankan MEs (80%) approach government office directly for registration followed by
Bangladesh (73%) and India (38%). Indian MEs are high in seeking the registration services from an
intermediary (63%) followed by Bangladesh (27%) and Sri Lanka (20%) (See Figure 31 : Details of
Registration Procesg

Table 9: Registration process details

S.No Registration Process Sample | Sri India | Bangladesh
(1091) | -aka | g (490)
(545)
1 | Through an intermediary 37 20 63 27
2 | Applied directly at the government office 63 80 37 73
3 | Through a website accessed at a cyber café 0 0 0 1
4 | Through a website accessed on some other 0 0 0 0
location/computer

N
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Figure 31 : Details of Registration Process
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Out of the sampled MEs 272, 35% preferred to seek services through an intermediary. MEs

approach an intermediary because they found it easier to deal with an intermediary rather than

dealing with government officials for the registration (See Table 10). Out of these, Bangladeshi MEs

lead with 53% followed by India (40%) and Sri Lanka (12%) (SeeFigure 32). It is observed that

Bangladeshi and Indian MEs felt easier to deal with an intermediary rather than approaching

government officials compared to Sri Lankan MEs. The other reasons mentioned by MEs for

approaching an intermediary are lack of time (25%) followed by complexity in procedures (23%) (See

Table 10). Similar trends are seen in the three countries (See Figure 32).

From an overall perspective India and Bangladesh follows a similar trend for sourcing an intermediary

and Sri Lankan MEs differ in this case because they mostly prefer to apply directly at the government

office rather than using an intermediary for registration services.

Table 10: Reasons for using an intermediary for registration

S.No Reasons Sample Sri India | Bangladesh
272) Lanka (35) (130)
(107)
1 | The procedures were complex 23 19 26 25
2 | Government official suggested the intermediary 14 17 23 3
3 | The required documents were not with me 8 19 0 4
4 | The government office was far for me 8 2 6 15
5 | I found it easier than dealing with govt. officials 35 12 40 53
6 | | do not have time 25 13 37 25
7 | | do not know 10 22 3 3
49
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Figure 32: Reasons for using an intermediary for registration
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The study explored the nature of service delivery of government offices in registration process using
different questions. When MEs were asked to share their experiences of service delivery in
Government office during registration process it appeared that majority of the sample MEs in the three
countries agreed that they obtained application in a printed form from office (77%) and filled the
application manually (68%). Indian MEs mostly obtain application in printed form from office (90%),
when compared to Sri Lanka (72%) and Bangladesh (71%) (See Table 11)

More than half of the MEs in three countries prefer to fill the applications manually. Out of the sample
MEs, 76% of the Sri Lankan MEs prefer to fill the application form manually, followed by Bangladesh
(67%). This indicates that MEs are not much inclined to use online sources for registration at
Government offices. Similar trend was found in the other aspects of using online sources during

registration process in Government services.

The MEs preference in using online sources for uploading the supporting document copies in a
website is also very less with all most single digit percentages in the three countries. Indian MEs
percentage is nil indicating that no MEs preferred to upload supporting documents in a website
compared to Sri Lanka (4%) and Bangladesh (8%).

In case of MEs preference for using credit card or e-transfer for payment was also found to be less
among MEs in three countries.14% of Indian MEs use credit card or e-transfer options for payments
followed by Bangladesh with 5% and Sri Lanka with 3%.
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Table 11: ICTs in business registration

SNo | Experiences Sample | Sri Lanka | India | Bangladesh
(815) (438) (21) (356)
1 The office was computerized 56 55 62 51
2 The application form was obtained in a 77 72 90 71
printed form from office
3 The application form was downloaded from | 13 5 24 11
a website
4 The application form was filled manually 68 76 62 67
5 The application form was filed online 13 5 29 6
6 Supporting documents copies were 66 68 52 77

submitted in the office

7 Supporting documents copies were 4 4 0 8
uploaded in a website

8 Payment was done in cash or demand draft | 53 66 38 56

9 Payment was done through credit card ore- | 7 3 14 5
transfer

10 The certificate of registration received was 26 18 19 41

hand written

11 The certificate of registration received is a 46 42 48 48
typed one

12 The certificate was a computer printed one 42 24 48 53

13 The document was signed manually 66 61 71 67

14 The document was signed digitally 16 5 19 24

Note: All figures in percentages and of respondents who said 'yes' to each question. The other options were 'No'
and 'Do not know' / Can't say / Not applicable

The Government can improve their service delivery in registration process in the above areas i like
uploading the supporting document copies in a website, payment through credit card or e-transfer and
ease in downloading and filing application form from a website. Though the Government is providing
options for online payment and uploading & filing the application form for registration, the target
groups of the study, BoP MEs are finding difficulties in these areas.
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The study tried to explore the MEs experiences in accessing a website to get registration done across
three countries and found that none of the MEs in Sri Lanka and India access website for registration
purpose. Even in Bangladesh only five MEs access website to get the registration done.

On an average MEs visit 3 times (SD=2.40) the government office after the first visit across the three
countries. Indian MEs slightly visit more times (3 times, SD=3.51) than Bangladeshi (3 times,
SD=2.33) and Sri Lankan MEs (2 times, SD=1.37) (See Table 12). May be this may be one of the
reason why Indian MEs prefer more to source an intermediary for business registration due to lack of

time as mentioned in the earlier findings.

On an average MEs spend over one hour (SD=61.62 minutes) in the government office every visit
across three countries. Indian MEs spend less time (42 minutes, SD=70.31) compared to Bangladesh
(1 hour, SD=53.54) and Sri Lankan MEs (1 hour 19 minutes, SD=61.03) (See Table 12). The reason
why Sri Lankan MEs spend more time is may be due to non use of intermediaries which also explains
the less time spent by the Indians. During the process of registration on an average MEs meet two
officials (SD=1.22) in the same office across three countries. Similar trend is observed across three
countries, Bangladesh (2 officials, SD=1.21) followed by India (3 officials, SD= 1.48) and Sri Lanka (2
officials, SD=0.99).

On an average MEs need three documents (SD=1.31) for registration across the three countries.
Similar trend is observed across the three countries, Sri Lanka slightly on the lesser side (2
documents SD= 1.05) than Bangladesh (3 documents, SD=1.16) and India (3 documents, SD= 1.73).
MEs in the three countries reported that the entire process of registration would take 11 days
(SD=18.65). In Sri Lanka the whole registration process would take less time (8 days, SD=11.98)
compared to India (12 days, SD=21.31) and Bangladesh (12 days, SD=22.68)

The study tried to explore the fee paid to the government during the process of registration and found
that MEs spend (12 USD, SD= 13) on an average. In India MEs paid more fees to Government (14
USD, SD=17) compared to Bangladesh (13 USD, SD=13) and Sri Lanka (9 USD, SD=10). The study
also tried to gain insights on whether MEs paid any bribe to the government official and found out that
on an average they paid 10 USD (SD=8). Indian MEs are on the higher side (18 USD, SD=12)
compared to Sri Lanka (8 USD, SD= 6) and Bangladesh (5 USD, SD=6) in paying bribes to the

government officials (See Table 12).

From an overall perspective seeing the above results it is observed that in Sri Lanka the process of
registration is much effective in terms of time taken, fee paid, bribes, ease and speed etc. compared

to Bangladesh and India.
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Table 12 : Experience of service delivery during registration

S.No Experiences regarding the registration | Sample Sri India | Bangladesh
Lanka

1 Number of visits made by you to the 2.53 1.83 3.26 2.51

government office after the first visit -Share (2.40) (1.37) | (3.51) (2.33)
your experiences

2 What is the average time spent (in 60.28 78.84 | 4243 5959

minutes) by you at government office every (61.62) (61.03) | (70.31) (53.54)

visit

3 Number of different officials in the same 2.42 2.11 2.55 2.61

office you met for registration (1.22) (0.99) | (1.48) (1.21)

4 Number of documents needed for the 2.55 2.17 2.86 2.62

registration (1.31) (2.05) | (1.73) (1.16)

5 How long (in days) did the whole 10.73 8.22| 1198 12.00

registration process take (18.65) (11.98) | (21.31) (22.68)

6 The fee paid to the government in USD 12 o 14 13

(13) (10) (17) (13)

7 Amount of bribe paid to the government 10.33 8 18 >

official in USD (8) (6) (12) (6)

Out of total 691 MEs, 80% of the MEs agreed that they get the receipts for the fees/charges paid at

the office across the three countries. A similar trend is observed in the three countries out of which Sri
Lanka leads with 87% followed by India (77%) and Bangladesh (75%). 34% of the sample MEs
agreed that government officials visit their business for verification purpose. In Sri Lanka, it is high
with 46% followed by Bangladesh (42%) and India (14%) (See Table 13).The other experiences like

receiving updates via SMS and submitting documents in electronic form during registration process

are almost in single digits with just 2% and 7% across three countries.
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Table 13: Service delivery in business registration

S.No Description Sample | Sri India Bangladesh
©o1) | LKA | (56 (90)
(545)
1 Did you get the receipt for the fees / 80 87 77 75

charges paid at the office charges paid

at the office

2 Did government officials visit my 34 46 14 42
business to check or verify the records

submitted by me

3 | had received regular updates via 2 3 2 2

SMS about my application

4 | needed to submit some 7 9 4 8

documents in electronic form

Note: All figures in percentages and of respondents who said 'yes' to each question. The other options were 'No'
and 'Do not know' / Can't say / Not applicable'

The study tried to comprehend the reasons behind MEs not banking on government authorities for

registration and found that 38% of MEs across three countries lack awareness of the need and how to

register (See Table 14). Similar trend is observed in Bangladesh (47%) and Sri Lanka (46%) whereas

Indian MEs are slightly less with 38%. Further MEsfeltthati t 6 s unnecessary wor kIl oad
need to pay taxes if they register (37%) across the three countries. More than half of the Sri Lankan

MEs (56%) felt registration adds to their workload followed by India (42%) and Bangladesh (32%)

(See Figure 33). Bangladesh MEs are comparatively less in pointing out payment of taxes as a

reason for not registering with government authorities, but similar trend is observed in India (37%) and

Sri Lanka (36%). The other reasons mentioned by MEs for not registering with the government

authorities are high cost of registration (34%) and no benefits of registration (32%) (See Table 14).

The study tried to gain insights on experiences of MEs while interacting with different government
offices in the last two years. It found that 39% of MEs contacted government health centers/hospitals
followed by post office (22%), trade license offices (New & Renewal) 20% and voter card office (17%)
across the three countries (See Table 15). It was observed that low contact of MEs is with sanitation
office (3%), public distribution office (5%), cooking gas cylinders office (5%), driving license office
(5%) and poor identification office (5%) in the three countries.
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Table 14: Reasons for non registration

S.No | What are the main reasons for not registering Sample | Sri India | Bangladesh
: e en (0
with the Govt. Authorities? (%) (2089) Lanka (1223) | (425)
(441)
1 | am not aware of the need to register or how to 44 46 38 47
register
2 It is unnecessary workload for me 43 56 42 32
3 | have to pay taxes of | register 37 36 37 22
4 There are no benefits of registration 32 31 40 24
5 The cost of registration is high for me 34 33 28 40

Figure 33: Reasons for non registration
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Note: Figures are in percentage.

Out of the sample, Bangladesh MEs are high in contacting government health centers/hospitals
(72%), post office (37%) and also trade license office (37%) when compared to India (28%) (9%) (1%)
and Sri Lanka (18%) (21%) (26%) respectively. In case of contacting trade license office Indian MEs
are almost negligible (1%) compared to Bangladesh and Sri Lanka. Earlier results showed that Indian
MEs are low in registering their business with Government authorities as well as approaching more

through an intermediary for registration. Overall results indicate that Bangladesh MEs are high in
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contacting the Government offices in relation to business related matters in the last two years
followed by Bangladesh and India.

Table 15: Contacts with various government offices in the last two years

S.No Experiences of contacting the below Sample | Sri India | Bangladesh
mentioned offices for business in the last 2 (3180) Lanka (1279) (915)
years? (Yes) (%) (986)

1 Birth & Death registration office 15 4 4 38
2 Public distribution system office 5 0 12 4
3 Cooking gas cylinders-new & refill 5 0 14 0
4 Driving license office 5 8 3 5
5 Voterds card office 17 5 9 36
6 Poor identification office (e.g. samurdi in LK) 5 4 6 4
7 Government health centers/hospitals 39 18 28 72
8 Courts office 13 6 2 21
9 Police station office 12 10 2 23
10 Post office 22 21 9 37
11 Sanitation office 3 4 2 2
12 Property tax payment office 9 14 0 13
13 Water tax payment office 6 15 1 3
14 Trade Licenses (new & renewal) 20 26 1 34

Note: Figures are in percentage for response Yes.
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Figure 34: Contacts with various government offices in the last two years
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The study tried to explore the awareness about the electronic medium prevailing in 14 government

offices and found that awareness is high in driving license office (63%), followed by property tax

payment office (61%), votersd card office (57%), wat
(53%). Awareness about electronic medium is very less in cooking gas cylinders i new & refill office

(21%) and public distribution system office (23%) as reported by the sample MEs (See Table 16). Out

of these in India awareness about the electronic medium is high in driving license office (71%),

property tax payment office (75%), votersd card of fi

trade Licenses (57%) compared to Sri Lanka and Bangladesh (See Figure 35: Use of ICTs in
government officesFrom an overall perspective India is ahead in using electronic medium in

Government offices followed by Sri Lanka and Bangladesh.

Table 16: Use of ICTs in government offices

S.No Is there awareness about the electronic Sample | Sri India | Bangladesh
medium in the below mentioned offices? YES Lanka
(%)
1 Birth & Death registration office 51 32 75 46
2 Public distribution system office 23 0 25 43
3 Cooking gas cylinders-new & refill 21 0 63 0

Pro-poor. Pro-market www.lirneasia.net
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4 Driving license office 63 61 71 57
5 Vot erdés card office 57 41 69 61
6 Poor identification office (e.g. samurdi in LK) 30 5 46 38
7 Government health centers/hospitals 46 41 58 38
8 Courts office 39 45 45 26
9 Police station office 33 30 37 31
10 Sanitation office 44 43 65 23
11 Sanitation office 40 44 38 39
12 Property tax payment office 61 48 75 59
13 Water tax payment office 53 55 67 36
14 Trade Licenses (new & renewal) 53 54 57 47
Figure 35: Use of ICTs in government offices
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The study also tried to explore the tendency of MEs paying bribes to the Government officials in 14
different offices and found that payment of bribes are high in police station (33%) followed by courts
office (18%), driving license office (17%) and property tax payment office (12%) and payment of
bribes is found less in Trade licenses (2%) and water payment office (3%) across the three countries
(See Table 17). Out of the three countries Indian MEs are paying bribes to government officials more
in police station (56%) followed by courts office (23%), driving license office (34%) and property tax
payment office (25%) compared to Bangladesh and Sri Lanka (See Figure 36: Paying bribes to
government officialg. From an overall perspective in India MEs' payment of bribes to government

officials is high and comparatively less in Sri Lanka.

Table 17: Paying bribes to government officials

S.No Information on payment of bribes to Sample | Sri India | Bangladesh
government officials Lanka
1 Birth & Death registration office 6 0 15 2
2 Public distribution system office 5 0 11 3
3 Cooking gas cylinders-new & refill 6 0 19 0
4 Driving license office 17 4 34 14
5 Voterds card office 8 2 19 2
6 Poor identification office (e.g. Samurdi in LK) 8 0 24 0
7 Government health centers/hospitals 6 1 14 3
8 Courts office 18 7 23 23
9 Police station office 33 18 |56 25
10 Sanitation office 4 1 8 2
11 Sanitation office 6 5 14 0
12 Property tax payment office 12 4 25 8
13 Water tax payment office 3 1 0 7
14 Trade Licenses (new & renewal) 2 2 0 3
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Figure 36: Paying bribes to government officials
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MEs when asked about the use of intermediaries to access the services in 14 offices stated that they
make use of intermediaries mostly for Driving License (28%), followed by courts office (26%), police
station (22%),Trade licenses (21%) and prefer less to employ intermediaries for post office (5%) and
Public distribution system office (8%) (See Table 18). Out of the three countries Indian MEs are high
in making use of an intermediary for Driving License (55%), Courts office (32%), police station (44%),
Trade licenses (43%) compared to Sri Lanka and Bangladesh with (18%) (11%), (22%) (24%), (5%)
(18%) and (10%) (10%) respectively.

It is observed from an overall perspective that Indian MEs are high and Sri Lankan MEs are low in
using intermediaries. Earlier results also showed that most of Indian MEs prefer to get the registration
done through intermediaries and majority of the Sri Lankan MEs prefer to apply directly rather than

seeking the services of an intermediary.

Out of the sampled MEs (1857), when asked to share their experiences related to interaction with
government office, 47% of the MEs said to have received the receipts and 20% agreed that their
records were verified by government officials visits, 19% submitted some documents in electronic
form, and 16% have participated in a customer care satisfaction survey. Surprisingly just 3% of MEs
said that they received SMS about their application (See Table 19).
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Table 18: Use of intermediaries to access the government services

S.No Use of Intermediary Yes (%) Sample Sri Lanka India | Bangladesh
1 Birth & Death registration office 14 3 36 3
2 Public distribution system office 8 0 21 3
3 Cooking gas cylinders-new & refill 11 0 33 0
4 Driving license office 28 18 55 11
5 Voterods card officé 10 4 21 4
6 Poor identification office (e.g. samurdi in 10 0 35 6

LK)
7 Government health centers/hospitals 11 3 23 6
8 Courts office 26 22 32 24
9 Police station office 22 5 44 18
10 Post office 5 2 11 2
11 Sanitation office 11 5 29 0
12 Property tax payment office 13 6 25 8
13 Water tax payment office 17 1 44 7
14 Trade Licenses (new & renewal) 21 10 43 10
61
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