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Managing Changes in Organisations
Md. Sharif Hasan*

Abstract : Change is a certain as well as constant phenomenon at all spheres of
the environment. Organisations operate in the environment and they are subject
to continuous change. Survival of organisations is not possible in this
competitive environment without responding to the need for change. A number of
internal and external forces influence change. But introducing, managing and
sustaining changes in the organisations are not an easy. A large section of
employees tend to resist change. Because it is perceived that people by nature

- like to maintain the status quo. A number of metaphors are used for making
organisational change process a success. In this article, attempts are made to
explain change and change management; how to enact changes; leadership
model for change management; and metaphors for introducing, implementing
and sustaining organisational changes.

1.0 Introduction

Change Management is relatively a new phenomenon in the field of
organisational thought. In order to survive in the highly competitive and
continuously evolving business environment, successful management of
change is crucial to any organisation, irrespective of size, structure and
function (By, 2005). As business environments are becoming increasingly
competitive and complex, organisations must be alert and flexible to
remain competitive. Complacency within an organisation can lead to
inertia that will have a negative impact on the productivity of the
organisation in the long run. Organisations that do not remain competitive
will often begin a gradual downward trend in financial performance and
must be revitalised (through changes) for continued survival (Landrum,
et al., 2000). It is evident in the relevant literature that the only certainty
in this world is the fact that nothing is certain (Plant, 1987). Change is all
around, in every aspect of life. It is unavoidable and increasing at an ever-
rapid rate (Cornell, 1996). The entire environment as well as the
organisations working within it are subject to continuous change. The
plants, animals and organisations have to adapt themselves to the changed
environment. Failure to adapt properly to the changed scenario has been
severely punished with the death or demise of the individual or species
(Martin, 2001). It is argued that contemporary organisations are
immersed in a virtual cyclone of change as they need to adapt to the ever
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increasing demands of both domestic and global markets. It is not
possible for the organisations to avoid or ignore that cyclone of change
(Siegal et al. 1996). According to the laws of the nature, every
organisation will succumb to the entropic process. By introducing change
management, they can arrest the entropic process and thus prolong their
existence in the society. It is argued that change is a normal and
continuous event in the lives of people and organisations. The concept of
'stability' in management seems unattainable. A variety of internal and
external influences cause, -trigger and drive change (Morden 1996).
Change has been termed as an ever-present feature of organisational life,
both at operational and strategic levels. Thus there is no doubt regarding
the importance to any organisation of its capability of identification
where it needs to be in the future, and how to manage the changes
required reaching that target. It is also argued that organisational change
and strategy are inseparable (Burnes, 2004; Rieley and Clarkson, 2001).
It is observed that change is prevalent all around, in every aspect of life.
It is unavoidable and increasing at an ever rapid rate. It has always been
there but has generally been much more gradual. Within five decades, the
rapid pace of change has been seen in various forms (e.g. changes in the
mode of travel from ho:se drawn carriage to space sheep). Such a rapid
pace of change causes conflicts and disruption at organisational and
considerable stress for the people involved at personnel levels
respectively (Cornell, 1996). Management of now-a- days requires high
managerial skill due to the importance of Change Management (Senior,
2002).

2.0 What is Change Managemenf?

Change management has been defined as 'the process of continually
renewing the direction, structure, and capabilities of an organisation to
serve the ever-changing needs of both the external and internal customers
(Moran & Brightman, 2001). It is stated that western economies have
suffered severely by a series of economic shocks (Stewart, 1993) and
crises (Iacocca, 1986) over the last few decades. Therefore, managers and
the field of management have suffered some degree of dislocation
(Huczynski, 1993). Responding to such dislocation, managers have
turned to consultants and business school academics for advice and for
solving those problems which threaten to swamp them. The managers,
consultants and many business school academics share the notion that
business success requires management attention to the "soft", cultural and
humanistic aspects of organisation (Deal and Kennedy, 1982). The
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cultural management of organisations requires a new paradigm of
management to research the management of change and the management
of organisations more generally (Collins 1996). Successful managers in
continuously changing organisations have to provide clear responsibility
and priorities with extensive communication and freedom to improvise
the activities of their respective organisations (Brown & Eisenhardt
1997}

3.0 Transformational Leadership and Organisational Changes

A significant proportion of leadership experts consider transformational
leadership style most conducive to make organisational change a success.
‘The four major components of transformational leadership are idealized
influence, individualised consideration, inspirational motivation and
intellectual stimulation (Hall, et al., 2002). Literature reveals that
Transformational leadership is associated with a more flexible leader-
follower relationship. It is rather based on trust and commitment than
contractual agreements (Jung & Avolio, 1999). It emphasizes
organisational changes through new values and alternative visions for the
future (Gellis, 2001). Moreover, the necessary behaviours and traits of the
transformational leader include empathy, need for power, good rhetorical
skills, intelligence, and consideration for, others. This type of leadership
style inspires or motivates followers, gains commitment followers'
commitment, changes attitudes, beliefs, and/or goals of individuals,
changes organisational norms, makes subordinates feel they are being
treated as individuals, enables them see problems in new ways,
communicates and transmits a vision of'the organisation (Landrum, et al.,
2000). The mentioned behaviours and traits are necessary for initiating
and implementing organisational changes. These are much similar to
those of charismatic leader (Bass, 1985). Therefore, it is argued that a
transformational leader would be a good facilitator of the change
management process by promoting the creation of a culture that
encourages team-decision making and behavioural control. Moreover, by
nurturing followers' personal capacities and abilities, transformational
leaders have strong positive influences on followers' motivation and
ability to achieve or even surpass goals (Barbuto, 2005). Instead of
emphasizing short term rewards i.e. monetary incentives,
transformational leaders place much importance on long term rewards
such as personal deve opment, advancement, promotion which in the
long term will bring about positive changes in the organisations
(Eisenbach, et al., 1999).
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However, it is argued that charismatic/transformational leaders can fail to
implement changes in the organisations. It is believed that charismatic
leadership is necessary but not sufficient for strategic change. Such
leadership must be accompanied by instrumental leadership (leader
behaviours which are instrumental in implementing the change), without
which the leader will fail (Nadler and Tushman, 1989). It is true that
charismatic leaders may have the qualities necessary for turning around
organisations. But it has been shown that charismatic leaders can be
damaging to organisat:ons and followers (Hogan et al., 1990). For
example, it is noted that charismatic leaders can lead followers into
groupthink and cites as an example John F. Kennedy and the Cuban
missile crisis (Jenis, 1989). Charismatic/transformational leaders have
also been accused of being narcissistic (Hogan et al., 1990).

Despite the drawbacks mentioned above, transformational leadership is
still considered the most effective style of leadership in making
organisational change a successdue to its dynamic nature and emphasis
on long term development of the concerned organisation (s).

4.0 Types of Change

It is argued that now-a-days, organisations undergo the following types of
changes:

4.1 Adaptive Change

Adaptive changes are relatively small in scales and can be accommodated
without causing major disruption and danger to the organisation. They
consist of the thousands of small adaptive movements which absorb and
respond to day-to-day events. They balance and integrate operations with
the environment where they take place. Such changes may be small in
terms of scale but their impact will not necessarily be small for employees
or managers. They play a vital role in bringing about and retaining long
term changes in the organisations (Martin, 2001).

4.2 Fracturing Change

Such changes occur within the scale of all organisations. They can cause
serious damage to or even destroy the organisation. In fact, they have the
strength to fracture or break the organisation (Ibid).
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4.3 Planned Change

They occur with the direction of the change agent. Planned changes
include those events that management intends to introduce and can
provide a predetermined response for those. They include organisation's
strategic move to capture a major share of the market (Ibid).

4.4 Unplanned Change

Such changes are spontaneous in nature. They occur without the direction
of the change agent. They represent the unexpected events that arise and
the complete elimination of those events from the organisation's
‘environment is not possible (Ibid).

5.0 Forces of Change

Forces influencing changes in organisations have been categorised into
two groups— internal and external. The internal forces include:

» Need for improving operational cost and efficiency;
* Implementing benchmarking; and
*  Changing cultural attitudes and values (Morden, 1996).

The following factors have also been identified as the internal forces of
change:

» Efficiency (minimising production cost);

=  Fashion (change for the sake of change);

= Control (preferred work practices by the managers); and

* Internal pressure which comes from the stakeholders groups
i.e. employees, shareholders, management, consumers etc
(Martin, 2001).

External forces include:
= Market competition;
= Technological innovation;

= Re-engineering to implement the changes in the perception
of best, most cost- effective, or most appropriate practice;

» Internationalisation, globalisation (changes in the global
economy i.e. decline of manufacturing sector in countries
like the UK, Germany etc.) and cultural differences;
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* Need to manage diversity (in terms of ethnicity, religion and
gender);

* Managing in a responsible and ethical manner;
* For managing strategically;

= Changes in competition;

* Changes in demography;

* Changes in consumers' tastes and social attitudes (specially
fashion industries);

* Changing attitudes regarding environment; changes in
legislation (Morden 1996).

* Besides, the following issues also influence changes in
organisation:

* Rapid prouct obsolescence (change due to technological
development and changing fashion);

* Knowledge Explosion (internet); and
*  Demographical features (Hellriegel, et al 1989).

6.0 Response to Change

It is argued that all the employees do not respond to the change process
in the same manner. The response of the employees to change or the mere
possibility of change may be categorised into four different forms
namely:

6.1 Withdrawal

One option is to behave as though the change were not happening and to
continue in the same way as one has always done. This is possible to a
certain extent. Comple'e withdrawal from change process is not possible.
However, efforts aimed to ignore change in fact necessitate making one's
own changes for avoiding the effects that may be happening all around
(Cornell, 1996). Such a negative response to change may bring about the
existence of organisations where the nature of the business is volatile (e.g.
fashion industries and entertainment).

6.2 Resistance

Direct opposition*to the change may be expressed in the forms of
sabotage of the change by delaying its implementation, refusal to co-
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operate etc. It may also take place in the form of direct action (agitation),
forming pressure groups or lobbying parliament (Ibid). In fact resistance
to change is almost imnossible if it happens in the form of introducing
new technology.

6.3 Acceptance

Such response takes place in the form of bowing to the inevitable in a
passive manner. Employees accept the organisational change positively
but do not perceive the prevailing situation as good as old days.
Therefore, such a feeling does result in co-operation with the introduction
and implementation of the new system (Ibid). Dynamic organisations
‘have no other alternatives than to accept changes for their own
development and sustainability in this competitive global village.

6.4 Embrace

This is an eagerness to be involved in the implementation of the new
system, a welcome for change and a positive looking forward to the
newly created opporturities in a real sense. It guarantees the successful
introduction and smootl: functioning of the new system i.e. organisational
change (Cornell, 1996).

7.0 Why Do People Resist Change?

Literature reveals that human being by nature prefer to maintain the status
quo.It has been argued that the reasons behind people's resistance to
change are: Inertia; Preference for stability; Custom and practice; habit
and conformity; Inflexible attitudes, structures and practices;
Inappropriate organisation culture; Inappropriate leadership or
management; Refusal to admit the need for change; Opposition through
lobbying, removing persons linked with the proposed change; Using
countervailing power; Using ritualised behaviour; Protecting own
interest; Perceiving change as a threat to. interests like economic, job
security, status, prestige; Fearing the unknown; Misunderstanding;
Conflicting perception: regarding changes; and Lack of trust (Morden
1996). Some other reasHns behind resistance to change include installed
base of thinking; unquestioned and unchallenged conventions and
precedents and conventions; and inappropriate identification of
opportunities and threats (Hamel & Prahalad, 1994).
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8.0 - Enacting Organisational Change

Organisational change is a pre-condition to the survival of any
organisation. But it is not easy to enact change in an organisation. It is
argued that understanding of organisation change varies depending on the
logic that is deployed (Ford & Ford 1994). The logic of dialectics
identifies conflict or struggle as the basis for change. The conflict
between the forces supporting or opposing change are two opposing
actions that 'work at each other' until one dominates and the resulting
outcome is a synthesis that is distinct but contains elements of the forces
for and against change. It is assumed that dissatisfaction with the status
quo is necessary before change can occur. In contrast, the logic of
trialectics proposes that change occurs through attraction. Changes do not
result from 'pushes or pressure to move away from the present situation,
but instead result from being 'pulled toward or attracted to different
possibilities'. In fact the change package should be presented in such a
way and contain such elements so that the employees accept this
spontaneously (Eisenbach, et al., 1999).

It is argued that successful managers should possess a number of
characteristics that are conducive to organisational change. If given clear
responsibility, they can ensure more intensive communication with much
liberty in a limited stiacture with their ability to improvise and thus
facilitate learning about future. And finally, the ability to link current
projects to the future with predictable intervals and choreographed
transition procedures (Brown and Eisenhardt, 1997). It is suggested that
performance is further enhanced if the rhythm created by the transition
process becomes synchronized with the rhythm of change in the
environment (Gersick, 1991). Even without dissatisfaction or crisis, it is
critical that the leader be a change champion who can assemble and
motivate a group with enough power to lead the change effort (Kotter,
1995). It is argued that one considerable strategic advantage available to
organisational managers expecting a greater level of success in their
efforts in organisational transitions need reliance on a more well-rounded
and integrated conception of the general nature of system-wide change
within organisations (Siegel, et al., 1995).

It is suggested that changes in organisations should be implemented in the
following manner: takii'g risks; recognising the politics involved; paying
attention to detail; staving close to the heart; creating an impression;
creating awareness of the crisis; building a new identity, particularly in
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the case of mergers; demonstrating the need for change; communicating
in a clear and timely manner; developing a vision, charting the roadmap
and winning everybody's commitment to it; establishing common shared
goals; being visible, credible and responsible as a leader of change; being
clear about sanctions, both collective and individual (EMCC, 2004).

9.0 Role of Change Agents: Internal and External

It is argued that the urgency of the role of the change agent role for paving
the way for organisational development and transformation has been an
important and recurring theme within the change management literature
(Doyle, 2002). But the role of the change agent is rather changing than
" constant. Literature reveals that discontinuous and radical organisational
change is extending the notion of the change agents' role beyond the
singular, full-time, mandated individual (usually a seconded manager or
external consultant) to encompass a more diverse, multi-functional,
mixed status "cast of characters" who are now accommodating change
responsibilities within their existing operational, professional or technical
roles (Buchanan and Storey, 1997). Through the introduction of new
structures, cultures and working practices (eg those engaged in total
quality management and business process re-engineering) managers and
employees are encouraged to "make a difference". Individuals are now
being presented with opportunities to innovate and implement change
processes in their area of responsibility aimed to increase the levels of
productivity, quality and customer service, etc. (Mabey et al., 1998).

There is a difference of opinions among the experts regarding the
effectiveness of changes through internal and external change agents.
Introducing changes through someone inside the organisation and
through external consultants have advantages and disadvantages. A
section of writers including Lippitt have supported changes through
external change agents. Where as the notion of changes through internal
change agents is favoured by Le Compte and others (Scurrah et al., 1971).

It is argued that external change agents are more effective because he/she
frees personnel in the organisation to participate in the training process,
serves as a stimulus for redefining the situation, provides initiatives in
exploring difficult or unknown problem areas, provides continuous
support as the change process starts, helps for diagnosing the problems
continuously, and provides helpful information, procedures and
resources. In brief the arguments for and against organisational changes
through internal and external change agents are as follows:
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It is stated by a number of writers that significant change depends on the
impetus generated by an external agent. Only a skilled external consultant
can provide the perspective, detachment and energy needed to effect a
true alteration of the existing patterns. On the other hand the advocates
for internal change agents argue that the insider (internal change agent)
possesses the intimate knowledge of the client system. The external
consultants do not have such advantage. Moreover, the insider does not
generate suspicion or mistrust like the outsider. The acceptance and
credibility of the internal changg agent is guaranteed by his/her status in
the organisation (Ibid). However; the personal liking and disliking of the
internal change agent may be reflected on the change process because
he/she has some sort of relation (good or bad) with the concerned
personnel, units and machinery of the organisation.

10.0 Use of Metaphors for Organisational Change

The use of metaphors in teaching, coaching and even in the development
of organisation studies as a discipline is now well documented (Morgan,
1980; Putman et al., 1996). There is widespread consensus among these
authors that metaphors are far more than mere rhetorical devices that
embellish speech and writing. Metaphors may reach people in ways
unknown to literal langi:age and their use seems to trigger the behavioural
changes that a consultanit may want in organisations. Further, its use in the
organisational development literature has been particularly well
recognised through the work of Gareth Morgan (Richardson, 2000).
However, despite the considerable popularity, metaphor has also been
criticised for providing only = partial insight and fostering
misrepresentation and misunderstanding (Palmer and Dunford, 1996).
Even Morgan, a longstanding supporter of using metaphor concedes that
whilst very persuasive, metaphor can block our ability to gain an overall
view any organisation or issue (Morgan, 1997). It is also argued that
metaphors are instructive and they conceal as well as reveal (Manning,
1992). Despite these shortcomings, the importance of metaphors in
bringing about organisational changes cannot be denied.

10.1 Lewin's Forcefield Model or Calm Water Metaphor

According to this model, any situation existing is the outcome of balance
between the forces which are acting in the organisation. Some forces
drive the organisation towards change and the others try to resist change
(Martin 2001). Lewin presents a comprehensive description of change
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incorporated into many organisational consultants' and managers'
emergent models of organisations in their attempts to. understand and
direct the process of systemic change. This model elaborates three basic
steps needed for making any change process a success. It has been stated
that successful change can be planned and requires unfreezing the status
quo, changing to a new state, refreezing (strengthening) to make the
change permanent (Robbins & Coulter, 2005). The first step involves
unfreezing the present level of behaviour. For instance, there may be a
series of management training sessions through which the need for
change is unanimously revealed. The second step is called movement and
involves taking action to change the organisation's social system from its
-existing level of behaviour or operation to a new level. Finally, the third
step is called refreezing. This involves establishing a process that ensures
that the new levels of behaviour will remain relatively secure against
reversion to prior modes of operation (Siegel, et al 1996). Moreover, this
model of change involves consolidation of changes in a new stage of
balance. Otherwise, the balance will not be fixed and the organisation
may slip back to its earlier position. It is implied that the newly
introduced and consolidated change will be the new culture of the
organisation (Martin, 2001). A visionary, dynamic, participatory and
innovative leadership along with a corpse of enthusiastic, skilled and
motivated employees are needed for the implementation and
sustainability of the change model.

It is often claimed that the stability and predictability of this metaphor can
not be sustained. Moreover, disruptions in the status quo (equilibrium) are
not temporary and they are not followed by a return to calm waters
(Robbins & Coulter, 2005).

10.2 McKinsey's 'Seven S Framework'

The model was originally developed by '"Mckinsey Consulting Firm' in
1979. The persons in7olved were Richard Pascale, Anthony Athos,
Robert Waterman and‘Tom Peters (Martin 2001). The seven Ss are
Strategy, Structure, Systems, Staff, Style, Skills, and Shared values and
culture. All the seven elements are interrelated as well as inter-dependant.
These factors are the determinants of organisational success. The
organisational structure, irrespective of organic or mechanistic, must fit
the style of management (directive or democratic), the shared values of
organisation members (toward collaboration and innovation) and the staff
(people's ability). The organisation's strategy (market focus) must be
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congruent with the skills of the organisation (unique organisational
abilities) in order to achieve success. The systems introduced by the
organisation (reward, control) must take into consideration the type and
characteristics of the people as well as being compatible with the way
people are grouped together by the structure of the organisation. Any
‘change in any of these seven Ss will have impact and affect on the rest six
Ss (Tosi, et al. 1994). In order to make such a change programme a
success, a responsive, dynamic, visionary leadership and a group of
motivated employees who welceme change is a must.

10.3 White Water Metaphor

The 'White Water Metaphor' Model of Change Management was
developed by P. Vail. It consists of seven interrelated and inter dependant
stages to bring about changes in the organisations. The stages are
recognition to the need of change; establishment of goals for the change;
diagnoses of relevant variables; selection of appropriate change
techniques; planning for. implementation of change; actual
implementation; evalua:ion and follow up. It is consistent with an ever
changing world that is increasingly dominated by information, ideas and
knowledge (Hamel, 2001)." Successful implementation of this model
needs continuous manoeuvring in uninterrupted and uncertain rapids.
Responding quickly to the changing conditions and incredible flexibility
is a must for making this model a success. Overly structured and less
responsive organisations are not likely to survive. In this era of highly
competitive industry, companies need to be prepared for any possibility.
Any organisation, treating change as the occasional disturbance in an
otherwise calm and stable world runs a great risk. Organisation's ability
to respond to the needs for change is one of the decisive factors for its
survival. The business world is undergoing rapid changes now-a-days.
Managers must be ready to manage the changes facing their organisations
or work areas efficiently and effectively (Robbins & Coulter, 2005).

11.0 Conclusion

Managing organisation::;,l changes consist of a set of complex as well as
interrelated activities. Both the change agent and the employees have to
remain vigilant to implement and sustain changes in the organisation. The
change agent has to reconfigure the roles, responsibilities, structures,
outputs, processes, systems, technology or other resources of the
concerned organisation (Buchanan and Badham, 1999). The change
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processes have to combat a number of negative features. It is argued that
the mostly accepted change management models are inadequate to
describe the diversity of approaches actually used by organisations
(Dunphy & Stace, 1993).

It is stated that managers feel frustrated when the organisation do not
respond to elaborately organised plans for changes, where there is a gap
between decision and action (Tichy, 1983). In order to overcome
resistance to change, the manager should come close to the workers.
Liberal exchange of knowledge, building trust and recognition of the
diversity in values, preferences and interests play a vital role to make
change process a success (Saka, 2003). But in practice, most of the
managers ignore the complex and diverse nature of reality (Ackoff,
1993). Moreover, they do not pretend to be objective and try to justify
their conclusions by citing lack of time, information and complex nature
of the situation (Senge et al., 1999). On the other hand, the role of
employees is not beyond question. A significant proportion of the
employees allegedly remain reluctant to change process and perceive it as
the sole responsibility of the manager.

Compared with the pas'. organisations have become much more complex
now-a-days. Effective management of change can arrest the entropic
process (extinction) and thus prolong the existence of organisations in
this era of competition. None of the theories are absolutely right or
wrong. The effectiveness of theories largely depends upon the nature of
the organisations and the capability of the managers to implement change
successfully. The willingness of the employees to accept organisational
change plays a vital role in this regard. The existing and emerging
management techniques and technological innovations have made the
development even existence of organisations much tougher than ever.
Therefore, all the forward looking organisations should strive for
implementing sustainable changes for the sake of survival and excellence
in this global village of tough competition.
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Orthodox & Radical Critique of Performance Appraisal
and Recent Innovations in Performance Management

Mohammad Rezaul Karim*

Abstract : Performance appraisal (PA) is a process of setting some targets for
the individuals which they are required to achieve. Performance of individuals is
evaluated with the process and good performance is acknowledged by rewarding
them which may be financial rise in-pay, popularly known as increment or
upward movement in the hierarchy i.e. promotion. Traditionally PA is a
straightforward process where the manager can only review the performance of
- his subordinates annually. However, in order to meet the increased expectations
of employers, customer demand and better output, PA plays a crucial role for
which it has become a part of a wider HRM strategy called performance
management (PM). Traditional PA has some limitations that can be minimised by
following multi-rater PA system. 360-degree feedback and balanced scorecard
are playing important role as recent innovations in the PM system. These two
tools are being widely used in both public and private organisations of developed
countries like UK, USA, Germany, France; even in the public sectors in
Bangladesh, Non-Government Organisations (NGOs) in particular. This paper
aims at discussing the traditional PA system experienced with several problems
which the new innovations such as 360 degree feedback and balanced scorecard
have attempted to overcome. k

1.0 Introduction

Human resource management practitioners and academics have tried to
establish a relationship between human resource management (HRM)
and organisational performance (Bach, 2005). This seems to be
happening with the increase in competition worldwide. Due to the
globalisation, organisations are under pressure to increase productivity
and curtail costs. This has placed HRM in a strategic position, as to
increase productivity better performance of individuals becomes
essential. In order to measure the performance of individuals,
organisations make use of performance appraisal making it an integral
part of human resource management practices. Traditionally performance
appraisal was a straigh*forward process in which a line manager would
review the performance of his subordinates annually (Bach, 2005). It was
more of an annual ritual and its results were not utilized much over the
course of the year. However, with the increase in employers' expectations
of greater employee performance, performance appraisal plays a crucial
role. A performance appraisal is supposed to provide guidance to

* Assistant Director, Bangladesh Public Administration Training Centre, Savar, Dhaka.
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individuals on how they can best apply their resources to achieve the
organisational goals (Brown and Benson, 2003; Townley, 1993).

An appraisal usually involves setting of targets for the individual which
he is required to achieve and then in the next appraisal feedback is given
on the progress (Brown and Benson, 2003). Performance appraisal was
initially used to describe the process where a line manager would review
on an annual basis on subordinates' performance and then he usually
would discuss the results with the concerned employee (Fletcher, 2001).

It has now become a part of a w1der human resource strategy called
performance management (Fletcher, 2001). Under traditional
performance appraisal system it was mostly the managerial staff,
professional workers and the sales staff that they were being apprised.
Appraisals of board level directors were limited as they were almost half
of the number comparing with other managers (Long, 1986:9, cited by
Bach, 2005). Performance appraisals are used to evaluate individual
performance and acknowledge good performance by rewarding it, though
with the advent of 360 degree the use has widened to identifying
development needs. In the traditional performance appraisal it was mostly
the personality traits of the individual that were rated. It was believed that
some traits and characteristics such as leadership and loyalty contribute
immensely to the performance of an individual therefore making it
essential to measure the same (Bach, 2005). The problem with such an
appraisal lay in the fact that it was difficult to measure such traits, and to
point out the exact trait responsible for better or worse performance.
Assessing of personality trait of an employee is subjective to the opinion
of the appraiser which may be biased by his liking or disliking for the
concerned person which is also called 'rater bias' (Boxall and Purcell,
2003).

2.0 Purposes & Funciions of Performance Appraisal

Traditionally performance appraisal schemes are influenced by the
dominant issues of personnel management. However, these tools have
become 'the best practice' in the public and private sector in order to
enhance managerial authority and increase efficiency (Bach, 2005).
From the traditional viewpoint performance appraisal does the following
things (Randell, 1989).

1) Evaluation: to enable the organisation to share out the money,
promotions a perquisites apparently fairly;
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2) Auditing: to discover the work potential both present and future
or individual or departmental;

3) Successful planning: to construct plans for manpower, dept and
corporate planning;

4) Training: to discover learning needs by exposing inadequacies
and deficiencies that could be remedied;

5) Controlling: to ensure employee reach organisational standard
and objectives; "

6) Development: to develop individual by advice, information and
through shaping heir behaviour by praise or punishment;

7) Motivation: to add employee's job satisfaction thru
understanding their needs;

8) Validation: to check the effectiveness o f personnel procedures
and practices. '

3.0 Discussion

Performance appraisal, as the.process of evaluating performance of
individuals working in the organisation, indicates some strengths and
weaknesses of concerned individual as well as organisational needs
which should immediately be needed to address. For the development of
employee performance and quality service and output, organisations
needs to know the problems of traditional PA system so that organisations
can take initiatives where the orthodox ‘and radical critique can show the
way out.

3.1 Orthodox Critique

The orthodox critique of the traditional appraisal system discusses the
problems with the procedure of appraisal systems. Appraisals are used to
assess the need for trairing, to motivate individuals to perform better and
to distribute performance based rewards.

The problem arises when the appraiser is required to play multiple
conflicting roles that of a monitor, judge and counsellor (Strebler et al.,
2001; Wilson, 2002). These conflicting roles are organisation vs.
organisation, organisation vs. individual and individual vs. individual
(Figure:1)
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Organisation Conflict Individuals
Seeking the development +—> Seeking valid performance
of individuals through feedback so that where
counselling, coaching and ‘they can develop
career planning

I Conflict IConﬂict

Organisation Individuals
Seeking information from Conflict Seeking information
individuals on which to > important rewards and
base to rewards and take ) maintenance of self-image

personnel decisions
Fig.-1: Conflicts in Performance appraisal
Source : Beer (1981) adapted from Porter, Lawler and Hachman (1975)

As a counsellor, the appraiser is required to provide coaching and help
with career planning but the problem with this is the existence of trust
issues at the employee end. Employees are not willing to discuss the
issues that may be hindering their performance with the appraiser as they
fear it affecting their chance of promotion along with rise in pay as
several organisations use appraisal to determine performance related pay
(Bach, 2005). On the other hand appraisers or the managers is reluctant
to give poor grades as they are uncomfortable 'playing God' (McGregor,
1957; Rowe, 1964 cited by Bach, 2005; Brown and Benson, 2003). This
is because the managers feel that assigning of poor grades may have a
demotivating effect on the individual, or because the poor performance
may resulted from the lack of guidance by the manager himself or simply
just to avoid conflict (Longenecker et al. , 1987). In most cases managers
view performance appraisal as just a chore, whereas to employees it
implies getting their efforts rewarded (Boxall and Purcell, 2003).
Therefore, if not carried out properly and fairly it may de-motivate an
employee otherwise is a good performer.

There are several problems related to the appraisal interviews as well.
The 'Halo effect' distortion refers to when one single positive attribute of
the individual which may or may not be relevant to his job influences the
assessment of overall pzrformance, this is because the appraiser tends to
us that positive attribute as the basis while rating and therefore may over
rate an individual then what he actually deserves (Bach, 2005; Fletcher,
2001). 'Horn effect' is when a negative attribute dominates the assessment
of performance for an individual. Another problem is that the managers
usually do not maintain a record of the individuals performance and
behaviours over the year that they are meant to judge. Therefore their
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judgement is usually based on more recent past, this is known as the
'regency bias'. The third problem that arises is when the appraiser 1s
reluctant to be too harsh or overly lenient; this can lead to error of central
tendency. The appraisel interview is not free from gender and ethnicity
influence (Geddes and Konard, 2003; Alimo-Metcalfe, 1998). Cohen and
DiTomasco (1996) remark that women are rated better when they are
being evaluated in 'women's job' and performance appraisal is biased by
values of ethnicity. A study was carried out by Brown and Benson (2003)
on the level of emotional exhaystion among employees in a large
Australian public sector research institution and their associations with
three aspects of performance appraisal system- procedural justice,

~ distributive justice and the supervisors rating of the employee's
performance. Procedural justice is measured by the ability of an
employee to influence the performance appraisal system in terms of target
setting and it also involves provision of unbiased feedback irrespective
whether it's positive or negative. Distributive justice here implies pay and
promotion satisfaction. Supervisor's ratings can also influence the level
of emotional exhaustion as he may allocate the highest rewards to his
favourites. "Emotional exhaustion is the lack of energy and a feeling that
one's emotional resource are used up" (Brown and Benson, 2003). As a
result they reported tha: procedural justice and distributive justice were
negatively related to emotional exhaustion, and that higher ratings were
positively related to emotional exhaustion. This can be explained as
individuals who score better actually work harder which leads to
emotional exhaustion.

3.2 Radical Critique

The radical critique describes the problems of management control and
the contribution of performance appraisal towards ensuring that
employees adhere to management objectives (Townley, 1993).
Performance appraisal is viewed to be a tool used for increasing
management control and also reward and promote managers favourites.
This critique utilises Foucault's discussion of the concept of Bentham's
"Panoptican’, it refers to a model prison where prisoners can always be
observed by prison guards, but the prisoners are unable to see the guards.
(Townley, 1993; Bach, 2005) According to Townley, 1993 appraisal acts
as form of 'Panoptica:' as it leads to a continuous watch over the
performance of the individual, but they are unaware of when they are
being watched and when not. With the changing times the work pressure
is on the rise and organisations have devised several methods to control
the production of employees. According to White et al. (2004) employers
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through HRM practices of job rotations, training and communication are
trying to develop there employees in order to meet the requirements of the
increasing competition. They further suggest that this does not imply that
management control has decreased, in fact in several ways is on the rise,
example the use of information and communication technology in call
centre, where the employer through the computer can record the number
of hours worked by an employee etc. However performance appraisal still
seems to play a dominant role in controlling the employees. As the
pressure on individuals to better-their performance is backed by rewards
such as incentive pays, since the appraisal is done by the manager this
Incentive pay is to great extent on his mercy therefore a visible form of
control. White et al (2004) also discuss the fact that employers prefer to
recruit for top positions internally; this indirectly exerts greater pressure
on individuals to perform better. This, therefore, establishes a link
between promotion and performance appraisal. Another technique that
employers seem to make use of group level pay for performance, which
indirectly ensures greater level of performance by all team members in a
team effort. As an individual who may be under performing will be under
pressure from his peers to work harder.

3.3 Recent Innovations

Recent innovations such as 360 degree feedback and balanced score card
try to correct the limitztions of the traditional system making it a fair
system where not only the employer and the management benefit but also
the employees. These new innovation are used not only to measure the
performance of the individual but to'more effectively identify the need for
training and development. Appraisals are no longer limited to the
managers and their employees. 360 degree feedback is multi-source
feedback it involves receiving information from self appraisal,
subordinate appraisal, peer appraisal and also feedback from internal and
external customers and suppliers may be used (London and Smither,
1995; Payne, 1998; Rowson, 1998).
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Fig.-2: 360-degree Performance Appraisal

Source : Karim (2007) (The figure has been developed with the help of personal tutor Dr.
Steve Vincent, Senior Lecturer of HRM of the University of Leeds, UK)

It also provides for confidentiality of the feedback provided by various
sources to ensure there are no conflicts and thus may also include
negative feedback (Bach, 2005; Luthans and Peterson, 2003). Such an
appraisal can help overcome the limitation of the traditional performance
appraisal system as the results obtained are from the feedback are not of
one but many individuals therefore decreasing the chances of rater bias or
bias based on gender and ethnicity. Also the feedback provides more
information since it is done by more than one person, and therefore is less
likely to be ignored (Bach, 2005). "

It is increasingly becoming popular among companies worldwide. Nearly
all of the Fortune 500 companies now make use of 360 degree feedback
to assess developmental needs as well some to simple appraise and the
number of UK firms using 360 degree feedback is also rising (Mabey,
2001; London and Smither, 1995 ). With the arrival of globalisation the
company structures have undergone changes and several units are located
in a greater geographical spread making the implementation of top-down
appraisal system difficult (Fletcher, 2001). In a study by Mabey, 2001 at
the Open University it was noted that the 360 degree feedback is most
useful to managers however it is value to employees for the purpose self
development activities. Another important finding was that the
"participant managers were of the opinion that the different aspects of
training and development provided on the basis 360 degree feedback was
consistently better than a group of non-participant managers" (Mabey,
2001), as it was able to accurately recognise the need for development
and also enhance motivation. Luthans and Peterson (2003) conducted a
study in small manufacturing unit to understand the effect of 360 degree
feedback in combination with coaching on the managers self awareness.
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First the discrepancy in the self evaluation and other's evaluation was
used to understand the level of self awareness of managers. The
evaluation was then followed by coaching in which one to one session
was held to discuss the feedback and suggestions were made how to make
improvements. This was then followed by 'follow up' session in which the
progress of the managers on the discussed issues was checked. Managers
were assessed on their ability to plan and control as well as their
interpersonal activities; in order to maintain confidentiality an aggregate
average of others rating was jprovided. At the end of the study the
coaching session along with the use 360 degree feedback had led to
improve self awareness and attitude which indirectly lead to improved
enmployee attitude due to better communication and improved behaviour
of managers. As a result there was greater job satisfaction and
organisational commitment which lead to overall improvement in
organisational performance. Performance appraisals are now being
increasingly used across different occupations such as the service sector
as in case of 360 degree feedback it helps provide customer feedback
which is essentially influences the sector. In a study Townley (1999)
discovered that performance appraisal is now being used at universities
also after the initial shyness to do so. This is done in order to ensure
accountability.

The concept of balanced scorecard was first introduced in the 1990s by
Robert Kaplan and David Norton as a measure of performance appraisal.
More recently, it has taken the form of a "Strategic Management System"
whereby its use is directed towards achieving an organisation's strategic
purpose. By combining financial and non-financial measures in a single
report, the Balanced Scorecard aims to provide managers with richer,
more relevant information regarding employee performance than
financial results alone. Kaplan and Norton 1992 described the balanced
scorecard as a fourfold approach towards performance appraisal (Cobble
and Lawrie, 2002). While traditional methods of performance appraisal
would focus largely on financial results, the balanced scorecard would
incorporate three other "perspectives" of business - Learning and
development, Internal business process and the Customer, each chosen as
a representation as the major stakeholders in a business.
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Financial
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(How do we

look to our
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Learning and
Development
(Can we
continue to
improve?)

/ Visiorand
_ intent of the
\_ Organisation

Customer (How
do our customers
see us?)
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Business
Process (Can we
continue to
excel?)

Fig.-3: A Depiction of the “four-fold” Approach used in the Balanced Score Card
(Kaplan and Norton, 1992)

The above figure best depicts Kaplan and Norton's concept of the
balanced scorecard. The four "perspectives" are each measured
individually against specific goals while keeping in mind the core vision
and strategic direction of an organisation (Cobble and Lawrie, 2002).

Both 360 degree feedback and balanced score card aim to provide a more
rounded feedback, Though 360 degree feedback was initially considered
a tool for developmental purposes it is becoming a part of the formal
appraisal system has continued the play of the traditional performance
system of measuring employee performance to reward them accordingly.
Management still is in control as it in the first place decides whether to
use 360 degree feedback or not (Bach, 2000). Balanced scorecard is
another tool used by manager to extend there control by gathering more
information and then accordingly exercising control. The use of 360
degree feedback is also influenced by the cultural dimension of country,
organisation with high power distance cultures are less likely to use it
(Fletcher, 2001). In addition to that the huge amounts of information
provided are difficult to deal with and process. It is also difficult to bridge
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the gap between self evaluation and others rating and can require external
help, which may lead to cost increase (Luthans and Peterson, 2003).

4.0 From Performance Appraisal to Performance Management

There has been a shift from the performance appraisal to performance
management (PM) due to the increased recognition of problems created
in the organisational appraisal schemes (Bach, 2005). Traditionally
performance appraisal is a tool to appraise employees for maintaining the
discipline in the organisation whereas performance management has the
additional different view and purpose. Academics and HRM practitioners
suggest the main value of performance management (Armstrong and
Baron, 2005; Bach, 2005).

1) PM communicates a shared vision of the purpose and values of
the organisatiorn;

2) PM characterises expectations of what must be delivered and the
way of delivery how it should be conveyed;

3) It enables employees to monitor their own performance and
encourage reciprocal needs to be done to improve performance;

4) It ensures the awareness of high performance and way how
employees can achieve it;

5) PM enhances and ensures motivation, involvement and
commitment by providing a means of recognising endeavour and
achievement through feedback process.

Chartered Institute of Personnel and Development (CIPD) conducted a
research where found that organisations have changed their appraisal
system and way of appraising the employees working in the organisation,
even the rate of using fcrmal process of PM has been increasing over the
years (CIPD, 2005). There has been a shift from exclusive emphasis on
reward driven systems, based on individual performance related pay and
qualifying objectives, towards rounded systems of PM emphasising the
development focus (Bach, 2005). However, recent innovations are less
used by the organisation though organisations get more benefit from these
systems (Table-1).
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Table-1: Features of performance management

W

S1No. | PM tools

Widely

e Obijective setting and review

used

Annual appraisal

Personnel Development Plans (PDPs)

Self-appraisal

Performance-related pay (PRP)

Coaching/mentoring

Career management

Competence assessment
=

Twice-yearly appraisal

appraisal)

180 degree feedback (Subordinate

Continuous assessment

Rolling appraisal

360-degree feedback

Peer appraisal

Balancedd scorecard

Less used

4

Source : Bach (2005)

The table describes the top tools are widely used and lower ones is less
used. There are more than fifteen performance management tools used in
organisations. Though some tools have more pragmatic value such as
360-degree feedback, balanced scorecards are less used for evaluating
performance. However, traditional tools like Annual appraisal, Objectives
setting and review of performance appraisals are widely used (Armstrong

and Baron, 1998).

Now organisations are very much aware of limitations of traditional
performance appraisal systems and emphasise on PM as it is more
rounded form, trend is also important indicator to development which has

been summarised below.

e Rating Common
e Top-down

e Directive

¢ Monolithic

¢ Owned by HR

Source : Armstrong and Baron (1998).

From
e System
e Appraisal
e Outputs
e PRP —>

To

Process

Joint review
Outputs/inputs
Development

Less rating
360-degree feedback
Supportive

Flexible

Owned by users
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5.0 Conclusion

It can be inferred that the traditional performance appraisal system
experienced several problems which the new innovations such as 360
degree feedback and balanced score card have attempted to overcome.
With the feedback coming from more than one person it has added to the
level of fairness and increased its validity. It has to certain extent freed the
appraisal system from bias which resulted from the single appraiser. 360
degree feedback does have its own limitation of excess amounts data and
the fact that it has not been of much worth for empowerment of
employees. Upward feedback may have provided employees with the
opportunity to give feedback about there seniors but the existence of
management control can not be denied. Many a times it is still used to
appraise and used not only for determining development needs.

Mapping the performance of employees has always been justifiably
thought to be essential. However, as literature from this text suggests, the
intent and use of the outcome has seen a paradigm shift from that of
highlighting the vices (or otherwise) of employees to moulding an
employee's skill sets towards achieving larger, predetermined
organisational objectives. Methods such as 360 degree feedback promises
to be more comprehensive and extensive while the balanced scorecard
identifies human resource as a key element of the organisational arsenal
of resources and aims to leverage the maximum benefits of its human
resource towards achieving strategic aims and objectives. We thus see
that developments such as those mentioned in this text show promise
towards a more complete form of performance appraisal. However, the
success or failure of such concepts would hinge largely on the execution,
fairness and clarity with which they are carried out.
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Impacts of Riverbank Erosion: A Study on Mizanpur Union
Shyamal Kanti Ghosh*

Abstract: Riverbank erosion is a widespread and recurrent natural
hazard in Bangladesh. Every year millions of people are affected by
sudden shifts in the river courses that imperil standing crops, farmland
and homestead land. It is estimated that about five percent of the total
floodplain area of Bangladesh is directly affected by riverbank erosion. It
is often looked upon as a by-product of flood, without realizing the fact
that its after effects are more severe than that of more commonly known
" disasters such as floods, storms and cyclones. It increases landlessness,
which adversely affects the employment and income generating
opportunities of the rural population. Riverbank erosion has disastrous
socio-economic impact too. The impact of land loss involves primarily the
loss of homestead land, housing structures, crops, cattle, trees and
households, leaving little scope for immediate recovery for marginal
households. Loss of homesteads forces people to move to a new place
without any option and puts them in terrible situations. The degree of
economic loss and vulnerability of the people due to riverbank erosion
has dramatically increased in recent years. - How long will the majority
of the population be left vulnerable to river erosion? With the modern
stock of knowledge and technology such a situation should not be their
fate for an indefinite period. So, it must not be unrealistic and irrational
to try to make a little focus on riverbank erosion that deterring very much
to achieve our national goals. Considering the issue of high importance
the topic of this paper has been selected to - i) highlight the impact and
effects of riverbank erosion along with the responses frequently taken to
mitigate the problem highlighting the study area's sufferings and put
forward some suggestive measures.

1.0 Introduction

Bangladesh is largely a flat country. Except the hilly regions in the north-
east and the south-west, and some areas of high lands in the north and
north-western part, the country consists of low, flat, and fertile land. A
network of river and their tributaries is covering the country flat down to
the Bay of Bengal. The alluvial soil thus, continuously being enriched by
heavy silts deposited by rivers during the rainy season. Bangladesh is
commonly divided into six physiographic regions- as - 1) Alluvial plains:

*  Director (Joint Secretary), Labour, Directorate of Labour, Dhaka
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The piedmont alluvial plain includes the north-western and part of central
districts. The region has limited rainfall and low domes of undulating
terrain. 2) Central valley flat: This composed of most of the central
Bangladesh. This region is intersected by a network of rivers. 3) South-
west moribund region: This region forms into a moribund delta and the
rivers flowing through this regions are either dead or dying. 4) Coastal
areas: These are the islands in the south of the country. A number of major
rivers flow through these areas and land is generally fertile but often
affected by saline water intrusion: 5§) Northern depression zone: This is a
low depressed area, commonly known a 'haor’, through which rivers pass
sluggishly. This region is flanked by hills on the north and the east. 6)
Hilly region: This region consists of the eastern and north-eastern part of
the country.

Riverbank erosion is a widespread and recurrent natural hazard in
Bangladesh. Every year millions of people are affected by sudden shifts
in the river courses that imperil standing crops, farmland and homestead
land. It is estimated that about five percent of the total floodplain area of
Bangladesh is directly affected by riverbank erosion (Mamun and Amin
1999). Although the area affected appears negligible in absolute terms -
by our standards, where a meagre 0.5 hectare is available to each farmer
(Khan and Hossain 1989). The rivers cause erosion in Bangladesh to large
scale and high frequency due to their unstable character. The rivers
assume a braided pattern consisting of several channels separated by
small islands in their course. During the last 200 years or so, the channels
have been swinging between the main valley walls. As a result, during
monsoons, extensive over-bank spills, bank erosion and bank-line shifts
have become typical (Adnan 1991). The gradual migration or shifting of
channels of the major rivers in Bangladesh may be anywhere between 60
meters to 1,600 meters annually. In a typical year about 2,400 km of the
bank-line would experience major erosion. The unpredictable shifting
behavior of the rivers and their encroachments not only affect the rural
flood plain population but also the urban growth centers and
infrastructures.

There is no systematic pattern yet observed for the erosion hazards
because of the involvement of a large number of variables in the process.
Many hydrological studies have recorded both dramatic and gradual
shifts of river channels. Mamun and Amin (1999) shows that the variation
of erosion-prone region : with a long and short-term perspective. Even in
shorter time frame the erosion trend can shift from one direction to
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another. He reports further, citing Elahi (1991), bank erosion is taking
place in about 94 thanas out of 489 thanas of the country. More than 150
thanas spread over 50 districts featured in erosion related newspaper
reports; at present, bank erosion and flood hazards in nearly 100 thanas
have become almost a regular feature, of which 35 get severely affected.

Riverbank erosion may not have been the most serious disaster in our
country, but it is a regular phenomenon and the people are struggling for
years to find a solution for this without much success. Indeed, it is often
looked upon as a byproduct of fléod, without realizing the fact that it's
after effects are more severe than the more commonly known disasters
such as floods, storms and cyclones. It increases landlessness, which
adversely affects the employment and income generating opportunities of
the rural population, especially those without education or skills. On the
other hand, most extensive floods and cyclones cause death, create
miseries, destroy crops and infrastructure, and disrupt communication.
These consequences are of a short range as economic recovery is possible
within a predictable time. But the socio-economic impacts due to
riverbank erosion are mostly permanent. Floods, though directly linked
with riverbank erosion, do not directly cause landlessness and migration
as riverbank erosion does. It:is only riverbank erosion that contributes
directly to landlessness by reducing the physical stock of land, resulting
into impoverishment and marginalization.

Bangladesh is located in the delta of some of the world's largest rivers -
the Ganges, the Brahmaputra, and the Meghna. This river system shapes
the daily life of her people. These rivers also bring the perennial threat of
floods and riverbank erosion; some degree of which is beneficial for
agriculture and fisheries but major floods play havoc with crops, property
and people's lives, undermining national confidence in and progress for
development. The unpredictable occurrences of rapid river encroachment
are devastating for the population, particularly for those who build
settlements in the vulnerable areas. This in particular, affects the marginal
peasants with a meager 0.048 hector of land, who lose their last parcels
of land due to erosion; the rich people can also become paupers
overnight.
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2.0 Objectives : The main objectives of the study are to -

"> identify measure and analyse the socio-economic
impacts/consequences of riverbank erosion in the study area;

» analyse the responses so far made at different levels to address
the problems of riverbank erosion; and

> suggest required policy measures considering both the people's
and national perspectives.

=

3.0 Methodology

Both primary and secondary sources of information have been used in
this paper. For primary data, a detailed questionnaire was developed
which included the fpllowing components - basic demographic
characteristics of the members of the sample households; economic and
social structure of household, landholding, land uses, income and
expenditures; people's perception of flood and riverbank erosion hazards,
perception about understanding of these hazards, and displacement
history, migration aspects etc. Moreover, outside the sample households,
officials working at the local level have been interviewed and some books
and articles on the issue published in the newspapers also been consulted
to develop a conceptual framework.

4.0 Scope and Limitation

The havoc created by natural hazards has become a concern for
academics, policy makers and development planners. The disaster events
like erosion causes enormous resource losses, population displacement
and landlessness is nc new phenomenon for Bangladesh, but until
recently, little attention had been given to it from an effective point of
view, and no long-term measures were undertaken. How long will the
majority of the population be left open to river erosion? With the modern
stock of knowledge and technology such should not be their fate for an
indefinite period. So, it must not be unrealistic and irrational to try to
make a little focus on riverbank erosion that deterring very much to
achieve the national goals.

5.0 The Study Area and Location
5.1 An Overview of Mizanpur

The study area, Mizanpur Union is located on the south bank of the
mighty river Padma at Rajbari Sadar Upazilla which is the biggest union
in the upazila. This union consists of 27 villages now but once it was of



B2 IR, AEIGT T, G 00¢/287 3853 ©q

35 villages. Total population of the union is 31528, out of this, 16429 are
males and the rest 15149 are females as per 1991 census. A new para is
developed in Charsonakandor by the migrants from some eroded villages.

Table-1 : Age-Sex Distribution of the People of the Sample Households

Age Group | 1-10 | 11-16 | 17-30 30 + Total %
Male 41 32 20 38 131 57
Female 29 10 24 34 97 43

The table indicates that the age distribution (male-female ratio) in the
locality is not conforming to the national average age distribution of the
country. The difference between the first age group i.e. 1 - 10 depicts that
there is a strong son-preference in the locality as it exists any other rural
areas in our country; further, there may have been carelessness to the
female childs. Especially, the 11 - 16 age group shows big difference
between male and female which might have been one of the causes of
child-marriage of the girls in the locality.

Table-2 : Educational Status of the People of the Sample Households

Level of Age- Non schooling I-V V-1 IX - above
Education Group

Male 1-10 23 18 0 0
(Under school-age)

11-16 14 < 12 6 0

17-30 9 7 4 0

30+ 29 7 2 0

Total 75 44 12 0

Female 1-10 15 14 0 0
(Under school-age)

11-16 2 « 6 2 0

17-30 13 6 3 2

30+ 32 2 0 0

Total 62 28 k] 2

Source: Authors Survey

The table points out that rate of literacy in the locality is low (%) in
comparison to our national rate (62%). The schooling rate amongst the
girls at the similar age groups is higher than that of the boys possibly
because of the female scholarship schemes; since females of 30+ age
group are totally illiterate when the scholarship scheme was not
introduced.
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5.2 Trend of Erosion Over the Years

Table-3: Characteristics of erosion in the study area

Number of Khana
Name of mouza
1989-90 1993-94 2001-2002

Ambaria 332 317 00
Char-Ambaria 294 00 00
Char Sonakandor 302, 252 128
Kathuria 191 - 130 50
Malikanda 181 80 85
Moukuri 394 403 00

Total 1649 1182 253

Source: Mizanpur Union Parishad

The statistics furnished in the above table show that from 1989-90 to
1993-94 each and every year 7.08 percent of household was eroded;
whereas, during 1993-94 to 2001-2002 the rate of eroded household is
9.82. That is, out of 35 villages, 8 villages have been disappeared from
the map almost within two decades. Mizanpur is one of the union of
Rajbari Sadar upazila

5.3 Rajbari Sadar Upazila

Administration -Rajbari thana was established in 1888 and was turned into an
upazila in 1984. The upazila consists of one municipality, 12 union parishads,
203 villages and 228 mouzas. Population 263555; male 51.46%, female
48.54%; Muslim 88.75%, Hindu 11.15% and others 0.10%.

Religious institutions- Mosque 257, temple 132, church 1, graveyard 16,
cremation site 4, tomb 15.

Literacy and educational institutions - Average literacy 31%; male 32%,
female 30%. Government college 1, private college 3, government
women's college 1, madrasa 15, secondary school 21, lower secondary
school 6, primary school 97, mass education centre 3, homeopathic
college 1, vocational training institute 1. Noted educational institutions:
Rajbari Government High School (1892), Government Girl's High
School (1961), Raja Suryakumar Institute (1888), Yasin High School
(1950).

Main occupations - Agriculture 38.83%, fishing 1.28%, agricultural
labourer 19.49%, wage labourer 3.22%, industry 1.07%, transport 3.42%,
construction 1.5%, commerce 14.04%, service 9.58%, others 7.57%.
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Land use - Cultivable 1.nd 24538 hectare, fallow land 499 hectare; single
crop 5%, double crop 7.:% and triple crop land 22%; land under irrigation
37%.

Value of land Market - value land of first grade is approximately per 0.01
hectare Tk. 5000 per 0.01 hectare.

Main crops - Paddy, jute, sugarcane, onion, linseed, groundnut, catechu.
Extinct and nearly extinct crops - White jute, watermelon, and cotton.
Main fruits Mango, black berry, jackfruit, litchi.

NGOs activities - BRAC, ASA, BRDB, Grameen Bank, JAS, Satatai
Unnati, Sangjog, KKS, VPKA, VFDA.

Health centres - Upazila health complex 1, union health centre 9, family
planning centre 6, sadar hospital 1, child hospital 1, and a homeopathy
hospital. There are a few private clinics also.

6.0 Findings _
Out of 35 villlages, 8 h- ve already been washed out by erosion. Some of
the existing villages may be eliminated at any moment.

Riverbank erosion in Mizanpur is mainly caused by seasonal flooding
though it is being happened a little bit, now and then round the year.

Most of the people of Mizanpur have to take a new profession due to
elimination of their homestead, agricultural land and other properties and
plunged into deep miseries.

Most of the inhabitants of the locality have experienced displacement of
households in their life many a times; and the people on the very near of
the riverbank informed, they are awaiting for another displacement in the
next flooding season. '

Most of the people (70%) of this arex (study area) are living on lease
agreement, 12 people have only a little piece of land amount of which
combindly would have heen 2.96 acre; and some people are there who do
not have any ability to come any lease agreement are living on charity
with constant threat of :iislodgement. A

Most of the people of the locality are unhappy with government and local
responses, they are always at danger and are ready to establish in a safer
place rather relying on temporary lease agreements or on emergency
relief provided by government and non-governmental agencies.



8o [Impacts of Riverbank Erosion: A Study on Mizanpur Union/Shyamal Kanti Ghosh

All the affected people of the study area believe that more embankments,
groynes and dams should be built, and that there be more strengthening
and concreting of existing embankments.

6.1 Loss of Assets

Table —4 : Average Amount of Lost Assets (Immovable Property) per Household

Item Before erosion After erosion
Name Unit Quantity Price/ Total | Quantity Price/ | Total
>-Unit Unit
1 - (Tk (Tk)
Homestead Deci 26 200000 52000 0.015 15000 2250
mal

Agri-land do 1.44 120000 | 172800 0.074 80000 5920
Ponds do 0.16 180000 28800 0.005 150000 | 750
Standing kg 2556.69 11 28120 90 12 1080
Crops

Trees Nos. 9 1600 14400 0.25 500 125
Bamboo Nos. 24 100 2400 4 150 600

Grand Total ; 298520 10725

Source: Field Visit

Chart-1 Average Loss of Asset in Taka per Household
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The sample survey was conducted on 40 households; out of these
households, the table depicts that about all of them have lost almost all of
their immovable properties. Only 12 households have a little belongings
but the rest have nothing to their credit. The table also indicates that the
people of erosion-prone area constantly lose their land, homestead, crops
and other assets and becomes landless, economically weak and the
situation leads to marginalization.
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6.2 Occupational Change

Table —5: Occupational Status of the People of the Sample Households

Occupation | Before Erosion After Erosion

Male

Agricultural Farming 24 6
Sharecropper 9 4
Labour 19 9
Fishing 11 3
Boat man 3 0
Small trader - 6 0
Tailoring ) 0 3
Rickshaw/van puller 0 12
Brickfield worker 0 15
Others 3 20
Female

House wife 56 15
House Maid 7 6
Brickfield labour 0 6
Other Labourer 9 29

Source: Field Visit

Most of the people of this area were engaged in agriculture before
erosion, some in fishing, small trading and boating. But after erosion
most of them have lost almost all of their landed property and ultimately
compelled to change their trade and profession; compelled to move to
suitable places with whatever way of life they could manage. Before
erosion there was no people engaged in rickshaw/van pulling, tailoring,
and in the brickfields. The brickfield, as emerged newly and interestingly
the workers falls within our study, a good number of them are child. The
small traders are now also in troubles, 'they do not minimum access to any
sources of viable means that could help stand on their own feet firmly.
The people covers in the 'others' group do not have any specific way of
life, rather, they have to do whatever the situation allows; though a small
number amongst them have expertise in specific field but they rarely get
the opportunity and ultimately remain unemployed or employed with any
other business they could manage.

6.3 Nutritional Status

Riverbank erosion has negative effects on food and nutrition as appeared
in the study area. We found a significant difference in food intake
between two periods - after erosion and before, which is shown below.



83 Impacts of Riverbank Erosion: A Study on Mizanpur Union/Shyamal Kanti Ghosh

Table - 6 : Nutritional Status of the Sample Households
(Average Food Intake before and after Erosion Person/per day)

Food Item Before Erosion After Erosion Difference
Rice/flour (gm) 649.78 484.85 154.93
Vegetables (gm) 385.66 116.65 269.01
Meet (gm) 17.45 2.29 15.16
Egg (number) 0.19 0.05 0.14
Fish (gm) 146.66 56.60 90.06
Pulses (gm) 19.69 10.89 8.80
Milk (ml) 125.62. 0.56 125.06
Fruit (gm) 25.56 - 0.96 24.60
Edible oil (ml) 21.52 12.45 9.07

Source: Field Visit
Chart-2 Food Intake Before and After Erosion

@ Before
1| m After

& 5 ) f & _\\f &
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The table shows that the incidence of erosion severely affected their daily
food intake, which has great implication on the overall life pattern. The
disaster leads to malnutrition, which in turn leads to susceptibility to
disease, decrease in work capacity etc.

$

7.0 Socio-economic Impacts of Riverbank Erosion

The shifting of major rivers in Bangladesh has long been a dominated
environmental problem affecting a sizeable population. Erosion by river
is mainly hydro geologic and when it is associated with a widespread
flood, the magnitude of destruction is enormous. In Bangladesh, the
rivers, particularly the Jamuna, cause erosion due to their unstable
character.
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Riverbank erosion phenomenon has a direct bearing on differential
population change and on related human occupancy and bank line
settlements of the affected people. A striking aspect of human occupancy
in the erosion-prone areas is the development of rural slums inhabited by
these people, that is, the victims of riverbank erosion. The following
paragraphs portray a few situations that riverbank erosion is creating,
which hamper the development efforts of the country.

7.1 Social Impact

Fa

Riverbank erosion has disastrous socio-economic impact. The impact of
land loss involves primarily the loss of homestead land, housing
structures, crops, cattle, trees and household utensils (Mamun & Amin
1999), leaving little scope for immediate recovery for marginal
households. Loss of homesteads forces people to move to a new place
without any option and puts them in terrible situations. The degree of
economic loss and vulnerability of the people due to riverbank erosion
has dramatically increased in recent years. A study conducted by Islam &
Rahman (1987) found that about one million people are directly affected
each year by riverbank erosion in the Bangladesh. They estimated a total
monetary loss of approximately $500 million a year. In particular the
demographic and socio-economic impacts as a result of riverbank erosion
significantly affect the condition of the household size, educational
attainment, labour force participation and occupational status, land
holding and income at both individual and household levels.

It affects the people irrespective of their farm size. Big and medium
farmers were the most severely affected groups since they own more
land. Small and landless farmers are less affected and on occasions make
net gains of farmlands through household mobility (Hossain 1993).
Riverbank erosion causes setback for village agriculture along with
homestead settlements; it erodes farmland, infrastructure and
communication system. The affected people lose their assets and are
forced to draw on past savings and often fall into further debt. land loss,
economic deprivation, social isolation and administrative or institutional
negligence worsen the continuing poverty of the displaced and prevent
them achieving socio-economic success.

7.2 Economic Impact

Riverbank erosion reduces income, wealth, and assets of households
resulting into a decline in their food security status. The big and medium
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farmers, unlike to the landless groups, have no income originating from
agricultural wages (Hossain 1993). Crop income, the main source of
economic well-beings of big and medium farmers, drops from land
erosion. This drop in income thus adversely affects the food consumption
of even the large house holding farms. On the other hand, hunger and
inadequacy in calorie intake, among the marginal population, relates
more to inability to pay rather than inadequacy of supply. Hence, even
after good harvests, the poor simply do not have adequate purchasing
power with which to meet their needs. The landowners' fall in income
decreases their capacity to hire laborers and the demand for agricultural
laborers decreases drastically. Coupled with the steady increase in
seasonal price of food grain and related commodities, the poor peasants
and wage laborers become increasingly prone to starvation over time.

Riverbank erosion is traced as one of the major causes for national
poverty. Rogge (1991) studied the responses to the annual flood problem
and the perennial loss of land by erosion both at individual and national
level and developed a model to show the factor contributing to
impoverishment and marginalization. Wiest (1991) observes that
riverbank erosion has not received much attention either by social
scientists or by government, despite the fact that it is one of the major
disasters in our country. His findings include that there are historical
conditions that have given rise to the emerging household pattern in rural
Bangladesh, which is nuclear. He noted another major point that the
demise of joint and extended family households is related to the
fracturing of estates and the loss of corporate kin control over landed
resources. He goes, further, a significant number of households
increasingly, especially in vulnerable areas, are found to be headed by
females.

7.2.1 Migration, Occupation and Adjustments

As riverbank erosion erodes the land and habitation pervasively; so
displacement is its immediate impact. Displaces are forced to leave the
affected areas, resulting into involuntary migration. The immediate move
is usually to some nearby areas but migration to some distant places is not
also uncommon. The decision of relocation to a nearby site or migration
to an urban centre depends on factors like individual attitudes, economic
condition, social relationship, education, etc. In the erosion-prone areas,
most of the families have witnessed a displacement in their lifetime. This
involuntary movement can go up to 10 times or even more (Rogge 1991).
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The human response strategies to disasters require focus on the
adjustment network at two major levels: institutional and individual. The
institutional responses to cope with riverbank erosion are usually
confined to large-scale structural engineering works. It is evident that
countryside does not undergo any major institutional structural responses.
As a result, the inhabitants of the floodplain become more dependent on
indigenous strategies for generations. Again, most of the local adjustment
strategies are incidental rather than purposeful. In most cases shifting of
movable housing materials are by using country boat or bullock carts. It
appears that the common adjustment strategies of the displaces are to
accept the loss through abandoning land; reduce the loss by salvage of
houses and selling livestock; and moving family from the hazard affected
area. The options for the land eroded displaces are essentially limited to -
i) remaining in the immediate rural areas as cultivators by buying new
lands; ii) remaining in the immediate rural area as leaseholders or
sharecroppers; iii) remaining in the immediate rural area as day laborers;
iv) remaining in the immediate rural area by becoming dependent upon
kinfolk; v) moving to other rural areas where land is available; vi) moving
to one of the government resettlement areas on emergent coastal islands;
vii) moving to neighborhood towns and taking up employment as day
laborer, hawkers, rickstaw pullers, or becoming beggars; viii) moving to
Dhaka where few viable prospect exist and most have to lead a life in
abject poverty.

Mahbub and Islam (1991) focused on urban adjustment by erosion
induced migrants. His observation reveals that migrants mostly
originated from districts of Faridpur, Barisal, Commilla and from greater
Dhaka district. A closer examination of this distribution further reveals
that most of the migrants have come from a smaller area consisting of few
thanas mostly located around the rivers Ganges-Padma and the Meghna
and their combined estuaries. The displacement caused by riverbank
erosion, mostly involve the displacement of the whole family rather than
individual separation. It has also been observed that permanent relocation
due to riverbank erosion is an involuntary type of migration as the victims
do not have any option or assistance from any source for economic
recovery in the place of origin. This displaces' formal education level is
found to be very low. They were landless at the time of migration. It is
observed that a household on an average experienced riverbank erosion
effects 2.33 times in their life. Some of them experienced displacement 4-
5 time or more. Some socio-economic characteristics of the migrant
household heads and their other members showed that most of these
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migrants turn mainly into laborers or rickshaw pullers. Only five percent
of them are skilled workers or craftsman. A large proportion was found to
be unemployed due to lack of opportunity for work. Most of the families
did not want to back to their place of origin; rather they would like to stay
permanently in the suburbs or closer to it.

Haque and Zaman (19%9) reports that displaces do not usually opt for
changes in resource use or location during their initial experiences. They
suggest that it is mainly because of financial constraints and the hope of
getting back their land soon, which is, often, proves to be delusionary.
Assistance from government for rehabilitation program is found to be
non-existent. Among the limited assistance received by displacees, most
was provided by relatives and friends. The adjustment patterns of
displacees are also conditioned by wider social, economic and political
relationship. The marginal groups of the displaced households, who
cannot expect any material assistance from their equally poor relatives,
have very little choices. Majority of this group remains in the floodplain
as dependents of the village leaders who provide land and necessary
support in exchange of their cheap labor and support to strengthen their
power base.

7.3 Riverbank Erosicn and Boundary Dispute

River erosion also has always been great socio-political implications, as
the incidence frequently touches our international relations along with
territorial disputes within the district boundaries. Bangladesh's territorial
boundaries with India are facing increasing threats of erosion by seven
transboundary rivers due to stoppage of riverbank protection work for
over a year now due to objections from India (The Daily Star,
25.08.2005). Due to rising erosion of river banks inside Bangladesh
territory on various border points, the government made numerous efforts
for revetment work at 15 points on seven cross-border rivers over the last
one year but failed to do so as the Indian authorities opposed that. These
15 points include Gilabri and Poladanga, two bordering areas in
Chapainawabgan;j district that witnessed the most fierce skirmishes
between the border guards of India and Bangladesh Rifles in the recent
past. The two sides traded hundreds of gunshots over a typical common
river erosion dispute.

Bangladesh is now risking losing its bordering lands on the banks of those
seven - Mohananda, Atrai, Nagar, Punarbhava, Korotoa, Muhuri and Feni
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- out of 54 common rivers with India. Experts pointed out that on
numerous occasions both India and Bangladesh had agreed to allow each
other do revetment work, build embankments on their respective sides to
contain erosion of rivers and stable their course. But they also agreed that
none should go for building spurs and groynes in the cross-boundary
rivers that might divert their course adversely affecting other's territory.
Though due to lack of clarity of the critical cross-border river
management issues at local levels and due to differences of opinion over
exact 'zero line' at the porous Indo-I}angladesh border, tension prompts
the border guards to go for unnecessary exchange of fire.

Like the same, though not having exchange of fire, cross-district disputes
in the country due to riverbank erosion are always in existence; as the
people of our study area experienced bitterly many a times. Once they
owned landed property within the boundary of Rajbari district, those land
now disappeared to water and newly emerged chars yet to be identified in
which region those would be fallen -.Rajbari or Pabna?

8.0 Responses to the Problem

The Government of Bangladesh has begun to put more emphasis on ways
and means of reducing human, economic and environmental costs of
riverbank erosion in Bangladesh. Measures to face riverbank erosion can
be structural or non-structural. Usually structural measures are taken in
the form of constructing hard structures such as pavetments, spurs, and
groyn etc. Cost of construction and maintenance of these structures is
huge. Particularly for very dynamic rivers like the Jamuna, Meghna and
Padma the cost of such structures is even more.

In order to reduce Disaster Risk of all kinds of natural Disaster including
River Erosion, the Government of Bangladesh has initiated a Project
named "Reducing Disaster Risks of the Poorest through Sustainable
Livelihood Development". Reducing Disaster Risks of the Poorest
through Sustainable Livelihood Development is a new initiative of the
Government of Bangladesh that demonstrates national political
commitment to support the poorest households at-risk living in the most
disaster prone areas in the country to develop capacity to manage
livelihoods and thereby address disaster risks. The ministry of Food and
Disaster Management (MoFDM) is implementing this project of Tk. 500
million from government's own resources. The project will operate for
five years, commencing: from March 2004 to February 2009. The project
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will be piloted in selected locations in the most vulnerable and natural
disaster flood, cyclone and river-erosion affected areas of Bangladesh.

Responses to this problem at local, regional, and national levels has been
limited to date, although there has developed an increasing awareness of
the severity of the problem in recent years. Most government sponsored
interventions have been structural, i.e. engineering solutions in the form
of embankments, barrages, etc. and very little attention has been paid to
developing more effective non-structural and self-help strategies (Elahi &
Rogge 1990). The human respo’n‘se strategies to disasters require focus on
the adjustment network at two major levels: institutional and individual.
The institutional responses to cope with riverbank erosion are usually
confined to large-scale structural engineering works. It is evident that
countryside does not undergo any major institutional structural responses.
As a result, the inhabitants of the floodplain become more dependent on
indigenous strategies for generations. Three levels of responses are
common: at the individual or household level, at the local village and
local government level, and at the national level.

8.1 Individual Level

Given the scare economic resource base most of the affected people can
draw upon, there are only limited ways in which they can reconstruct
their livelihoods without external help. On being affected they usually
remain as a family unit, and if moving as group, also remain together with
their kindred. New neighborhoods are generally established without too
much difficulty at reseftlement locations on embankments or elsewhere.
The re-establishment oi homesteads is the major priority for the people
affected by revierbank erosion, if only because of the acute necessity for
shelter during the monsoon. The dismantling of houses, or at least the
salvaging of roofs, is one of the few loss-reduction strategies widely
practiced (as it has been found in the study area). For many, however, the
re-establishment of homesteads is delayed while they recover in local
government flood shelters, or become dependent upon accommodation
offered by known or kind people elsewhere. Moreover, as land and
livestock are the sole sources of their livelihood prior to being affected.

8.2 Local Level

Relatives and friends are seen as a major source of help in the event of
displacement by river erosion. Relief agencies are also regarded as
potential sources of help. Aside from friends and relatives, from whom
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assistance was expected and is received, few other anticipated sources of
help appear to materialize in time of need. The greatest expectation for
assistance is from the national government as it having the responsibility
for providing relief. Though local leaders and officials as well as relief
agencies provide only minimal help to the affected people. There always
exists distrust amongst the affected people of the local administration on
the one hand, and a detachment, and perhaps ever indifference among the
local administration to the problems of the affected people, on the other.
The entrenched hierarchical administrative machinery as well as the
urban middle or ever upper-class “origins of most officials, leave little
scope for inputs to decision-making from illiterate local people; nor does
it foster a climate where local officials can develop respect for and
confidence in the ideas and concerns expressed by the affected people.

The type of local level assistance received by the affected people is
limited. Moreover, the limited levels of material assistance can be
explained in terms of overall scarcity of resources in rural Bangladesh.

8.3 National Level

The national governments response has been limited, especially with
regard to the provision of direct material assistance. However, the
predominant response by govemment‘has changed little from that
traditionally adopted, namely, the focus on structural (engineering)
solutions, such as, higher and bigger embankments or cross dams, or the
provision of temporary relief facilities, such as, flood and cyclone
shelters and emergency food rations. The emphasis government
institutions place on structural solutions is shared by most local
inhabitants. A highly visible form of assistance in most affected areas is
food relief. In some areas, such assistance is being sought by the rural
population in general as local food stocks decline. Food relief is,
therefore, becoming a permanent institution in some regions of the
country. Apart from these direct interventions by the government, there
are many possible areas of indirect intervention.

9.0 Recommendation and Conclusion

9.1 Recommendations

v Better preparedness should be ensured which will increase the
scale and effectiveness of loss-reduction measures undertaken by
individuals and communities;
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Effective remedial measures should be adopted that improve the
affected people's socio-economic conditions and allow them to
progress from survival to full recovery;

Proper distribution of accreted land among landless people,
displaced and marginal farmers should be taken as a strategy for
poverty alleviation; and if possible, the rules regarding
alluviation and delluviation should be ammended;

Government flood policy should be changed from flood
prevention to flood adap}étion, that is, there should be options to
encourage the vulnerable group to identify best ways to protect
their property by developing improved measures of flood
management;

There should be schemes that will address alternative spatial
strategies for tne distribution of socio-economic activities and
human settlement through regional settlement and growth centre
planning, together with assessments of implications for regional
and local planning as basis for decision making within
government's legal and administrative framework;

Special credit programme exclusively for the erosion-affected
people should be introduced; -

Extensive training schemes will be formulated immediately for
these hapless people that could help them with suitable
employment opportunities;

More embankments, groynes and dams should be built, and that
there be more strengthening and concreting of existing
embankments; and

A better meaning should be identified of appropriate resettlement
strategies for the affected people who cannot be locally
accommodated.

9.2 Conclusion

The widely known incidence of riverbank erosion disaster, especially its
physical and settlement aspect has not so far received necessary
importance in the planning process. Although a highly desirable National
Physical Plan (NPP) project has been underway since 1978; it appears
that it is also taking a direction in which the climatic and physiographic
factors will not receive the required focus (Mamun & Amin 1999). A lack
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of climatic consideration in physical planning and an absence of specific
public policy on vulnerable settlements that often entail a permanent loss
of land and property and even total dislodgement.

Riverbank erosion is a problem that reaches out to the delicate issues of
the economy, ecology, society, demography, settlement pattern,
transportation and even of politics and culture. Strategies are needed for
retaining the known benefits of annual flooding. The general problem of
impoverishment is not a direct product of floods in the floodplain, but due
to loss of land, income, assets,. and increased debt burden. The
formulation of policies towards income diversification is needed to
~address such problems.
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Delivery of Services in Government Department : A
Study on Health Services in Some Selected Upazilas
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Abstract: This article is an attempt to focus on the extent of "health service
delivery" of Bangladesh with special reference to four Upazila Health
Complex(UHC). The article is an outcome of a case study undertaken under the
third phase project of BPATC. Existing health service delivery system at upazila
level has been highlighted in this study. Meaning of services, attributes of
" services, basic information about sample Upazila, demographic characteristics
of the respondents, information about sample Upazila Health Complexes,
opinion of the respondents (client/patients), member of the Civil Society and
physicians about delivery of services and problems and suggestions identified by
the respondents to improve the delivery system of services have mentioned and
analyzed in this article. To improve the delivery of service, recommendations
have also been made in this article. The mentionable problems identified by the
respondents and stakeholders are: Lack of trained/skilled professional
manpower, lack of required physical health infrastructure, scarcity of medicine,
absence of bill-board mentioning the service available in hospital, lack of
accountability of doctors/nurses & other employees of the hospital, excessive
frequency of middle-men, lack of supefvision by local representatives,
insufficient allocation of money, lack of rapid promotional scope of officers,
discrimination and lack of proper adjustment & coordination regarding training,
career planning and promotion, facility relating services, working environment
among the members of different cadre, ignorance of the people, lack of working
environment of doctors in the Upazila. On the basis of the findings and
suggestions provided by the stakeholders, recommendations have also been
made in this article.

Introduction

In our country, citizens are to communicate often with the officers and
staff working at different levels in various Ministries/Divisions situated in
and outside the Secretariat and also with their Departments, Directorates,
Corporations, Autonomous bodies and other offices situated in different
parts of Bangladesh. Public service is the only logic for existence of these
organizations. But it is an undeniable fact that instead of public service in
many cases people experience undesirable sufferings and harassment. In
many cases there is no arrangement for accountability of these service-

*  Former Director, BPATC, Savar, Dhaka, Bangladesh.
*x  Deputy Director, BPATC, Savar, Dhaka, Bangladesh.
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providing agencies. Lack of accountability in public service is gradually
becoming a common practice beginning from the Secretariat -- the
highest level to Upazila, Union or Ward the lowest level. The number of
manpower and the expenditure of different public service organizations
are enhanced with the simple logic of developing their standards and
widening their extent of work. But in reality, in many cases, the situation
is rather worsening (PARC Report, Vol. 2 p-1). Public agencies have been
generally characterized as being rigid, unresponsive inefficient and
ineffective pre-occupied with process rather than results, driven by
outdated rules and regulations. Fhey are regarded as insensitive to the
changing demands of the people. Also in general, public servants have
not acted as "servant" of the people, but rather as their "masters"; they are
sometimes politically influenced and almost immune from the
requirement of accountability and transparency. The concepts of

"efficiency", "effectiveness", and "dynamism" seem to be quite remote
from their actual practices. Some public officials may be personally
cognizant of the changes that have replaced in modern public
management, but the environment in which they function has not yet
allowed these changes to filter into their administrative behavior and
impact on the conduct of public duties in the service of the people. It is
therefore necessary to analyze the root causes that have led to the present
situation (PARC Report, Vol-1). The general perception is that the
members of the public are harassed and humiliated by public officials at
different levels of administration. The relationship between public
officials and the members of the public has taken the shape of benefactor
and beneficiary, although the public. servants were meant to provide
service to public. People are unaware of how and where to obtain specific
services and often fall prey to middlemen and corrupt practices.
Cumbersome procedures and slow pace of decisions and service delivery
cause suffering to the people and waste public resources and time. It is,
therefore, necessary to introduce a citizen's/client's charter to protect their
rights. A citizen's charter is basically a document where provisions are
made indicating the services available along, with the commitments of
the service delivery organizations to provide such services efficiently and
accountably, which ensure value for money paid for the services. Past
efforts for encouraging public agencies to define the reasons for their very
existence and therefore, their mission and functions, required inputs, and
expected outputs -- did not lead to positive results. The introduction of
citizen's charters will create and nurture the culture of providing services
and improve service delivery to clients. (PARC Report, Vol.-1).
Considering the above statements this article aims to highlight the present
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situation of delivery of services of Upazila health department and to find-
out the ways & means to improve the existing situation in this concern.
For better understanding of the study, the term service has been defined
below: '

Meaning of Service

The term service has different dimensions. Most related meaning to the
study is as follows :

LS

Service can be denoted as "an act of help or assistance", "work done by
one person or group that benefits another" and "a agency or company that
~ performs a public service, subject to government regulations."

In economics and marketing, a service is the non-material equivalent of a
good. Service provision has been defined as an economic activity that
does not result in ownership, and this is what differentiates it from
providing physical goods. It is claimed to be a process that creates
benefits to the clientele by the service providers.

Key Attributes of Service
Service can be described in terms of their main attributes.

Intangibility - They cannot be seen, handled, smelled etc. There is no
need for storage. Because they are difficult to conceptualize, service
marketing requires creative visualizations to effectively make the
intangible more concreie. From the customer's point of view, this makes
it difficult to evaluate or compare services prior to experiencing the
service.

Perishability - Unsold service time is "lost", that is, it cannot be
regained. It is a lost economic opportunity. For example a doctor that is
booked for only two hours a day cannot later work those hours - she has
lost her economic opportunity. Other service examples are airplane seats
(once the plane departs, those empty seats cannot be sold) and other seats
(sales end at a certain point).

Lack of transportability - Service must be consumed at the point of
"production".

Lack of homogeneity - Service are typically modified for each client or
each new situation (customized). Mass production of service is very
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difficult. This can be seen as a problem of inconsistent quality. Both
inputs and outputs to the processes involved providing service are highly
variable, as are the relationships between these processes, making it
difficult to maintain consistent quality.

Human intensity - Services usually involve considerable human activity,
rather than precisely determined process. Human resource management is
important. The human factors is often the key success factor in service
delivery. .

Demand Fluctuations - It is very difficult to estimate demand. Demand
can vary by season, time of day, business cycle, etc.

Service Delivery

The delivery of a service typically involves five factors:
*  The service providers;

*  Equipment used to provide the service (e.g. vehicles, machine,
cash registers);

*  The physical facilities (e.g. building, parking, waiting rooms etc.)

*  The client; _
*  Other customers at the service delivery location.
Objectives of the Study

This study highlights the following objectives: (i) to examine the
organizational structure, manpower situation and service delivery system
of health department of Upazila level, (ii) to identify the existing
provisions and problems/constraints of service delivery of Upazila health
department and (iii) to make some specific recommendations to improve
the existing service delivery system.

Methodology

This is an evaluative as well as case study type of research. This study
was undertaken in selected four Upazila Health Complex-viz. Hathazari
of Chittagong, Savar of Dhaka, Rampal of Bagerhat and Paba of Rajshahi
district of Bangladesh. Thirty Physicians, one hundred client (patient)
who visited the UHC for treatment, forty members of the civil society-
who knew about the status of service delivery of the Upazila Health
Complex (UHC) were the respondents of the study. Random & purposive
sampling was followed to collect data from different levels of
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respondents. Three sets of interview schedule were administered for
collection of primary data. Information not covered in the schedules had
been collected with the help of suitably prepared checklist to reach the
aims of the study. Apart from interview schedules and checklist, the
researchers in respect of service delivery of the sample areas had made
observations. Data were collected from January to February 2005. Details
about the location of sample area and number of respondents may be seen
in table-1.

Table-1 : Location of the Sample Area and Corresponding Respondents

Sample Area Number of Respondents

Division District Upazila Concerned Clientele Members | Total

Physicians/Doctors |  (Patients) of Civil

of UHC /guardian of | Society

Patients

Dhaka Dhaka Savar 9 25 10 44(25.88)
Chittagonj Chittagonj | Hathazari 8 25 10 43(25.29)
Rajshahi Rajshahi | Paba 6 25 10 41(24.12
Khulna Balg-erhat Rampal 1 25 10 42(24.71)
Total 30 100 40 170(100.00)

Basic Information about the Sample Upazilas

It is revealed that Savar thana is the biggest Upazila in terms of
population having 5.80 lakhs population of which 52.51 percent are male
and 47.49 percent are female followed by 51.99% and 48.01% male and
female respectively in Hathazari Upazila comprising about 4.0 lakhs
population. Among the sample Upazila Rampal Upazila of Bagerhat is
the smaller one having 1,73,660 population. The male and female
distribution rate of the four Upazilas is almost uniform in nature. It is
noticed that density of population is highest in Savar (2055). Where as in
Rampal Upazila this figure is the lowest per sq. kilometer (548). The
number of Union, average family size, literacy rate, health and sanitation
facility and per capita income may be shown in Table-2.
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Table-2 : Basic Information about the Sample Upazila

Delivery of Services... A Study on Health Services in Some Selected Upazilas

Md. Didarul Alam/S M Zobayer Enamul Karim

Basic Upazila

Information | Hathazari Paba Rampal Savar
Population: | 3,99,635(100 00) | 2,65,160(100.00) | 1,73,660(100.00) | 5,80,516
a. Male 2,07,772(51.99) | 1,35,231(51.00) 88,275(50.83) | 3,04,812(52.51)
b. Female 1,91,863(47.01) | 1,29,929(49.00) 85,385(49.17) | 2,75,704(47.49)
Density of 1,474 1,145 548 2,055
Population (per

| sq.km.)
Average 6.10 4.90 5.10 5.40
family size >
No. of Union 15 09 10 12
Literacy rate 63% 58% 47.5% 62.5%
Distance from 20 10 22 25
District head
quarter (in km.)
Health Facility:
a. No. of Govt. 01 01 01 01
hospital
b. Union sub- 05 02 01 02
centre
c. Private 02 07 04 28
hospital/clinic
Sanitation &
drinking water:
a. No. of 51,798 34,487 13,714 58,890
household
having 3,952 2,746, 1,091 4,875
drinking 6,343 4,345 3,857 8,545
water facility
b. No. of 22,136 13,998 8,560 20,455
tubewel
c. No. of
Sanitary
latrine
d. Kachalatrine
Yearly 4,930(102.70) 4,780(99.58) 5,640(17.50) 5,058(105.37)
household
income (In Tk.)

(N.B.: Figures in the parenthesis indicate per capita monthly income of the patient)

Data Analysis

Demographic Characteristics

In this section an attempt has been made to highlight the demographic
characteristics- age, education and occupation etc. of the respondents (the
client/patients) and the members of the civil society.

In respect of age distribution it was found that the highest percentage
(35.00%) of the respondents belonged to the age group of 40-49 years
followed by the 30-39 and 50-59 years age group (17.86% & 12.14%).
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The Table-3 shows that 84.29% of the respondents belonged to the active
age group of 15 to 59 years and remaining 15.71% belonged to the age
group of 60 and above years. The table also indicates that most of the
patients (83%) belonged to the age group of 30 to 69 years. Detailed are
shown in Table-3.

Table-3: Age Distribution of the Respondent (Client/patients) and
Member of the Civil Society

Age (in Client (patients) Member of the Civil Total
year) - ».Society

Number Percent Number Percent Number Percent
15-19 06 6.00 2 5.00 08 5.71
20 -29 07 7.00 4 10.00 11 7.86
30-39 13 13.00 12 30.00 25 17.86
40 - 49 32 32.00 17 42.50 49 35.00
50-59 22 22.00 3 7.50 25 17.86
60 - 69 16 16.00 1 2.50 17 12.14
70+ 4 4.00 1 2.00 5 3.57
Total 100 100.00 40 100.00 140 100.00

Levels of education of the respondents (patients and members of the Civil
Society) have been presented in table-4. The table shows that 17.14%
respondents could sign only. It is showed that majority of the client (52%)
respondents belonged to the illiterate to primary level of education
followed by 17% junior high school and 14% secondary level and only
5% of the patients were bachelor degree holder. On the other hand,
27.50% of the members of the civil society have higher secondary school
certificate followed by 17.50% and 15.00% secondary and junior high
and bachelor level of education respectively.

Table-4: Distribution of the Respondents (Patients & Members of
the Civil Society) by Education

Level of Client (patients) Member of the Civil Total
Education Society

Number Percent Number Percent Number Percent
Illiterate 18 18.00 - - 18 12.86
Can sing 21 21.00 3 7.50 24 17.14
only
Primary 13 13.00 5 12.50 18 12.86
Junior 17 17.00 6 15.00 23 16.43
High School
Secondary 14 14.00 ) 17.50 21 15.00
Higher 10 10.00 11 27.50 21 15.00
Secondary
Bachelor 5 5.00 6 15.00 11 7.86
Master 2 2.00 2 5.00 4 2.85
Total 100 100.00 40 100.00 140 100.00
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In respect to occupation of the client (patient) it is observed that 19% and
16% of them had the agriculture day-labour and agriculture farming as
the principal occupation, i.e. 35% patients was directly related to
agriculture followed by small business (24%). On the other hand, it is
noticed that 22.50% of the members of the civil society had the small
business as principal occupation followed by social worker (20.00%).
Third (17.50%), fourth (15.00%) and fifth (12.50%) largest occupation
are teaching, service and agriculture farming respectively (Table-5).

Table-5: Distribution of the liéspondents (Client and Member of the
Civil Society) by Occupation

Occupation Clientele (Patient) Members of the Civil Society
Number Percent Number Percent
Agriculture 19 19.00 1 2.50
day-labour
Agriculture Farming 16 16.00 5 12.50
Rickshaw/Van 7 7.00 - -
Pulling
Fishing 3 ' 3.00 2 5.00
Small Business 24 24.00 9 22.50
Service 6 6.00 6 15.00
Teaching 9 9.00 7 17.50
Social Worker 6 6.00 8 20.00
House Work 7 7.00 1 2.50
Lawyer - - 1 2.50
Disability 3 3.00 - -
Total 100 100.00 40 100.00

Information about Sample Upazila Health Complexes

For this study a checklist was prepared and administered to know about
the existing manpower, physical infrastructure, medicine available and
other logistics of Upazila Health Complexes which are required to render
services for the people. These have been reflected in Table-6,7,8 and 9.
For realizing the actual problems, the concerned Upazila Health and
Family Planning Officers (UH&FPO) and Residential Medical Officer
(RMO) were asked to inform the problems and opinions in these aspects.
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Table-6 : Statement of Manpower (Human Resource) of the Sample

Upazila Health Complex
Level of Sanctioned Post Actual Manpower (upto 31-12-2004)
Manpower
Hathazari | Paba | Rampal | Savar | Total | Hath ri Paba | Rampal | Savar | Total

Class-I 09 09 09 09 36 07 08 06 09 30

(doctor) (16.67

Class-II - - - - - - ‘ - - - -

Class-III 101 77 85 113 376 84 74 67 96 321
(14.63

Class-IV 21 20 21 22 84 '8 17 17 21 73
(13.09

N.B.: Figures in the par

5t nat the,,

As for physical infrastructures of UHCs, 100% respondents informed that
office room & furniture and residential accommodation for staffs were
insufficient (table-7). 50% of the respondents viewed operation theatre
and bed for patients were sufficient.

of the vacant post.

Table-7 : Information about Physical Infrastucture of Sample
Upazila Health Complex

yea -

Item Response
Sufficient Insufficient

General Office Room - 4(100.00)

Operation Theater 2(50.00) 2(50.00)

Bed of Patients f 2(50.00) 2(50.00

Residential accommodation for Officers 1(25.00) 3(75.00)

Residential accommodation for staffs - 4(100.00)
| Office Furniture - 4(100.00)

The UH&FPOs were asked to inform about the availability of medicine
and logistics against requirement. These may be seen in table-8. It is
noticed that as percentage of total annual requirement, only 38.75% of the
medicine was available in each UHC. In respect of the availability
logistics, the response was quite same (38.75%). The authority of UHCs
informed that annual allocation was only 40% out of the total
requirements in respect to medicine and other logistics they required.

Table-8 : Information about the Medicine Receives and other
Logistics Available at he UHCs

Item In percentage
Medicine received as percentage of total annual requirement 38.75
Availability of logistics to serve the general patients 38.75
Annual allocation out of total requirement 40.00

A gloomy picture was revealed about the average value of medicine
distributed among the patients attended at the studied hospitals. It 1s
revealed from the table-9 that average cost incurred per patient attended
at the hospital over the years was only Tk. 7.72. And for the year 2001-
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02, 2002-03 and 2003-04, this figure was Tk. 6.92, 7.90 and 8.35
respectively. An important finding of the study was, the total number of
population in four selected upazila was 14, 18,971 and in 2003-04 total
value of the distributed medicine of four upazila HC was Tk. 19,11,154;
hence it was revealed that average expenditure per person in four upazila
was only tk. 1.35 per annum.

Table-9 : Information about the Number of Patient Received Treatment and
Corresponding Value of Medicine in the four sample UHCs.

No. of patient | Value of | Average cost | Total No. of | Average cost
Year received Medicine incurred  per | population in [ budgeted per
treatment (out patient attended | 4 Upazilas person
door & indoor) | (in_Tk.) (inTk.) (in Tk.)
2003- 2,28,758 19,11,154 8.35 14,18,971 1.35
2004 Savar
2002- 2,43,563 19,23,525 7.90 - -
2003
2001- 2,76,344 19,12,541 6.92 - -
2002 .
Average expenditure = per 7.72 - -
patient

Opinion of the Respondents (Clients/Patients), Members of the Civil
Society and Physicians about the Delivery of Services

The clients (patients) were asked to provide their opinion about the
expected services and satisfaction they received from the hospital. Table-
10 showed that the client received 27.20% services and satisfaction out of
their total expectations. And they received only 10.25% medicine out of
their total requirements. -

Table-10 :Opinion of the Client (Patient) about the Expected Service
and Satisfaction Received from the Hospital

(n=100)
Area Responses in percentage
Rate of the services received out of the expectation 27.20
Medicine received out of the total requirements 10.25

Table-11 shows the service available and the development of quality
service delivery system in Upazila Health Complex. 58% respondents
opined that they did not receive proper treatment while 42% opined that
they received proper treatment. On the other hand 88% respondents
expressed their dissatisfaction on the fact that they did not receive
required medicine, which indicates that supply of necessary medicine in
Upazila Health Complex is not sufficient. Although 57% respondents
have no allegation against Medicare services but 60% respondents have
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allegation about harassment by middlemen. It is observed that only 40%
respondents were deprived of the service due to complex procedures on
the other hand 55% respondents could not avail of the service as to their
expectation. Due to lack of logistic support, anesthesia and medicine day
to day business of 67% respondents was disrupted. In order to activate the
service delivery system to the expectation of the clientele 67%
respondents opined that the public representatives should be involved in
day to day monitoring of the health service.

Table-11 : Opinion of the Respondents (patient/clientele) about the Existing
Service Available & Development of Quality Service Delivery

(n=100)
Opinion Response (in %)
Yes No
Receives proper treatment 38 58
Receives required medicine 12 88
Have allegation about Medicare service 43 57
Services are disposed within stipulated time 63 37
Harasses by middlemen - 60 40
Received necessary medicine as well as treatment 30 70
Service are delayed 50 50
Deprived on account of complex procedures 40 60
Avail the opportunity into hospital, as and when expected 45 55
Disruption of day to day business due to lack of logistic 67 33
support (OT, anesthesia, medicine etc.) ;
Day to day monitoring should be made by public 58 42
representatives

Table-12 shows the opinion of the respondents regarding availability of
medicine along with the satisfaction level of the respondents. The rate of
medicine received by the patients according to the respondents was
24.23% in average while the patients' satisfaction was 34.79%. On the
other hand, the satisfaction level of the doctors regarding their own
performance is 48%. It is evident that satisfaction level of the entire
respondents group is comparatively low.

Table-12: Opinion about the Availability of Medicine & the Rate of Satisfaction
of the Respondents (Physicians & Members of Civil Society)

Responses (in %)
Opinion Physicians Members of the Average
(doctor) (n=30) | Civil Society (n=40)
Patients receive necessary 32.50 15.95 24.23
medicine
Patients are satisfied with the 51.25 18.32 34.79
service
Physicians are satisfied with 48.00 48.00
their service performance
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Table-13 shows the opinion of the respondents about the promotion of
service delivery on different aspects. The respondents were the
physicians and members of the Civil Society. 90% of the physicians and
92.5% of the members of the Civil Society opined in favour of the
proposal to display the bill-board in the health complex showing the
various services offered by the concerned health complex. It indicates
that no such bill-board is displayed in the health complex. It is observed
that 60% of the physicians and 87.50% of the members of Civil Society
feel that there should be a mechanism to inform the clientele about the
process and methods of service delivery although 40% of the physicians
do not feel the necessity to inform about the process. It is observed that
the bulk of the clientele of the Upazila Health Complex, mostly illiterate
and rural people are not aware of the system and methods of the service
delivery system. 93% of the physicians and 95% of the members of Civil
Society opined that there should be a system to accept the allegation
although no complaint book was found in the respective health complex.
76.5% of the physicians and 67% of the members of the Civil Society
think that the patients are given proper treatment as per the ability of the
hospital. In general the facilities in these health complexes were found to
be insufficient.

In the health service delivery system the middlemen harass the recipient
of the service. 66.67% of the physicians and 62.50% of the members of
the Civil Society recognize the negative role played by the middlemen.
When the clientele were asked as to whether they get the necessary
medicine along with proper treatment 53.33% and 57.50% of the
physicians and members of Civil Society respectively gave their negative
opinion. The physicians as well as the members of Civil Society did not
agree that service were delayed. They even did not agree that patients
were deprived of the service delivery due to complex process. But the
opinion seems to be value oriented. 51.25% of doctors consider that
patients are 100% satisfied with the service delivery while 70% of the
members of Civil Society did not endorse the view. Again 51.33%
physicians are satisfied with the service they provide to the clientele. The
opinion of the members of Civil Society was not available in this respect.
86.67% doctors consider patients could avail of the opportunity to admit
themselves in the hospital as and when necessary while 60% of the
members of the Civil Society endorsed the view of the doctors. Fact
remains that the facility to give treatment to the critical patients were
limited in the Upazila Hospital. 63.33% of the physicians and 82.50% of
the members of the Civil Society consider that the day to day business of



CTE-2IPT TR, ARG e, G 200¢/L8TH 3833 e

the hospitals are disrupted in the absence of necessary logistic support but
83.33% doctors did not agree that it was due to dearth of trained or skilled
professionals. 80% of the doctors did not want supervision of public
representatives while 82.50% of the members of the Civil Society wanted
supervision of the health service delivery system by the public
representatives. Maximum doctors and members of the Civil Society
consider that the existing administrative system of the hospital negatively
affect the service delivery system. It is evident from the above analysis
that the opinions are not value-free although the physicians as well as the
members of the Civil Society agreé on the fact that the resources are
limited, process is complex and satisfaction level of the clientele is low.

Table-13:0pinion of the Respondents (concerned Physicians and
Members of the Civil Society) about the Existing
System/Pattern for Promoting Service Delivery

Responses (in %)
Opini Physicians (doctor) Member of the
pinion n=30 Civil Society n=40
Yes No Yes No
Existence of Bill-Board indicating the 90.00 10.00 92.50 07.50

availability of offering various services
should be displayed in the public/open places
Mechanism to inform about the process of 60.00 40.00 87.50 12.50
rending service to the patient-so that they «

may follow the specific process & methods to
avail services from hospital

The authority should honour and accept the 93.33 06.67 95.00 05.00
allegation of the clientele about services

offers

Patients are given proper treatment as per 76.67 23.33 67.50 32.50
ability of hospital ol

Clientele are being harassed by middlemen 66.67 33.33 62.50 37.50
Clientele are receiving necessary medicine as 46.67 53.33 42.50 57.50
well as proper treatment

Service are delayed 13.33 86.67 35.00 65.00
Patients are being deprived due to complexity 16.67 83.33 27.50 72.50
of the process for service

Patients are 100% satisfied with the service 51.25 48.75 30.00 70.00
received

The physicians are 100% satisfied with the 51.33 48.67 - -
services they rendered

Patients avail the opportunity of admitting 86.67 13.33 60.00 40.00
themselves in the hospital, as and when

expected

The day to day business of hospital are 63.33 36.67 82.50 17.50

disrupted on account of required logistic
support (OT, medicine, anesthesia etc.)

Services are disrupted due to 16.67 83.33 50.00 50.00
trained/skilled/professional person

Day to day supervision should be made by 20.00 80.00 82.50 17.50
public representatives

Existing administrative system of hospital 13.33 86.67 15.00 85.00
negatively affect the public service
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Problems and Suggestions Identified by the Respondents for
Improvement of the Service Delivery System

Table-14 shows the problems identified by the three groups of
respondents physicians, the members of the Civil Society and the
clientele who are recipient of service delivery. When asked whether the
poor service delivery was due to lack of trained or skilled professional
manpower only 13.33% of the physicians considered it to be a cause of
poor service delivery while 37.50% of the members of Civil Society and
47% of the clientele gave their ‘gpinion in favour. So it appears from the
response that it is not the dearth of professional manpower which stands
on the way of speedy delivery of service. The average 67.05%
respondents considered that lack of physical infrastructure were one of
the major causes which hindered the speedy service delivery system. The
most common problem identified by the respondents is the scarcity of
medicine supply. 90.33% respondents in average told about the
insufficient medicine supply from the Upazila Health Complex. About
50% respondents opined that poor service delivery was due to insufficient
ambulance service. Only 40.44% respondents considered the complex
rules and procedures to be responsible to speed up health service delivery
system while 71.83% respondents in average opined that absence of bill-
board mentioning the service facilities was one of the many causes of
poor health service delivery. 67% of the clientele who are the
stakeholders of service delivery system made the accountability of
doctors, nurses and other employees of the hospitals directly responsible
for poor service delivery, which has only been agreed by 30% doctors.
The maximum number of clientele from respective clientele group told
about the administrative complexity and lack of coordination at local
level. According to 59.55% respondents from three groups agreed that
existence of middle-men stands on the way to speed-up delivery system.
77.50% of the members of the Civil Society are in favour of supervision
by local representatives while only 23.33% of the physicians think that
lack of supervision by local representatives is the cause of poor delivery
system. Apparently it seems that the doctors are not in favour of any
supervision to be made by local representatives. 49% of the clientele
consider that the absence of remedial measures of the allegation of the
clientele is one of the causes of poor service delivery system. In fact no
established system of making allegation was found in Upazila Health
Complex. 25% of the respondents in average considered the absence of
individual responsibility of the officials as one of the barriers to speeding
up service delivery. In fact no such individual accountability was found
in Upazila Health Complex which might be conducive to speed up
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delivery of health services. The members of all respondents group
unanimously agreed on the fact that insufficient allocation of money
hinders smooth delivery of health services in upazila. It is no denying the
fact that sufficient budgetary allocation is a prerequisite for ensuring and
enhancing the quality of service to the rural clientele group. 57% of
respondents from clientele group thought that procedural lacking of
ensuring the standard of service quality reduced the speedy delivery
service while only 16.67% doctors endorsed the view. Average 79.83% of
the respondents in general and 100% of the doctors in particular opined
that lack of rapid promotion scope of doctors adversely affected the
service delivery system. In fact the scope of higher mobility in the health
service is comparatively limited which tells upon overall service delivery
system. 100% of the doctors and 86.17% of the respondents in general
opined that discrimination among the members of different cadres as well
as absence of career planning had negative impact on service delivery.
Lack of availability of computer had been identified by 100% doctors to
be the cause of poor quality of service. While 74.44% of respondents in
general made the ignorance of the people responsible for not being able
to speed up delivery of health services. Among other factors 86.67% of
the doctors opined that lack of working environment in upazila adversely
affected the speedy service delivery.

Table-14: Problems/Limitations Detected by the Respondents to
Speed-up Delivery of Health Services

Responses
Problems/Flaws Physicians | Members of the | Clientele | Average
(n=30) Civil Society (n=100)
_(n=40)
Lack of trained/skilled 13.33 37.50 47.00 32.61
professional manpower
Lack of required physical health 86.67 62.50 52.00 67.05
infrastructure
Scarcity of medicine 80.00 95.00 96.00 90.33
Insufficient ambulance 50.00 47.50 50.00 49.17
Complex Govt. rules/procedures 43.33 30.00 48.00 40.44
Absence of bill-board mentioning 60.00 77.50 78.00 71.83
the service available in hospital
Lack of accountability of 30.00 57.50 67.00 51.50
doctors/nurses &  other
employees of hospital
Administrative complexity and 56.67 65.00 63.00 61.55
lack of coordination at local level
Excessive frequency of middle- 56.67 60.00 62.00 59.55
men
Lack of supervision by local 3.5 71.50 65.00 54.94
representative
Absence of remedial measures of 16.67 37.50 49.00 34.39
the allegation of the clientele
Absence of individual 10.00 30.00 35.00 25.00
responsibility of the officials
Insufficient allocation of money 100.00 100.00 100.00 100.00
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Responses
Problems/Flaws Physicians | Members of the Clientele | Average
(=30) Civil Society (n=100)
(n=40)
Procedural Lacking of ensuring the 16.67 32.50 57.00 3339
standard of quality of the service
Lack of rapid promotional scope of 100.00 72.50 67.00 79.83
officers
Discrimination and lack of proper 100.00 87.50 71.00 86.17
adjustment & coordination
regarding training, career planning
promotion, facility relating
services, working environment >
among the members of different
cadres
Lack of availability of computer & 100.00 100.00 90.00 96.67
IT
Ignorance of the people 93.33 70.00 60.00 74.44
Negative attitude of officers & 23.33 77.50 74.00 58.28
staffs
Lack of necessary supervision & 20.00 65.00 52.00 45.67
monitoring of the activities
Lack of opportunity having final 56.67 52.50 50.00 53.06
| decision making
Lack of working environment of 86.67 57.50 63.00 69.06
doctors in the Upazila
Out dated rules and regulations §3.33 50.00 48.00 50.44

Table-15 shows the suggestions.given by the respondents. The
respondents were the doctors, the members of the civil society and the
general public, the recipient of health services. Although the employment
of professional manpower has not been suggested by the respondents but
62.50% of the respondents suggested ensuring necessary physical
infrastructure in Upazila health complex. In order to improve health
services in Upazila health complex 75.83% of respondents suggested
increasing supply of medicine. On-the other hand, display of bill-board
showing the services available in the hospital have been suggested by
58.55% of the respondents. 55.11% of the respondents suggested to
device mechanism of coordination at local level. The clientele are the
worst sufferers of the evil role played by the middlemen. So 55.11% of
the respondents suggested to punish the middle-men. 62% of the
respondents from clientele group suggested making provision of
supervision by local representatives. 77.50% of the respondents from the
members of civil society also endorsed the view. But only 23.33% of the
doctors want supervision by the local representatives, which means
maximum physicians do not want any external control. 95.88% of the
respondents suggested to enhance monetary allocation. 81.17% of the
respondents in general and 100% of the doctors suggested rapid
promotion scope to be undertaken which they believed to have positive
effect on improvement of quality service. On the other hand 80.50% of
the respondents suggested to formulate appropriate policy, regarding
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training, career planning, promotion, working environment, etc. 82.67%
of the respondents suggested to introduce IT facilities and 73.83% of the
respondents proposed to improve working environment at the Upazila
level.

Table-15: Suggestions given by the Respondents to speed-up Delivery
of Health Services

__Responses
Suggestions Physicians Members of the Civil Clientele Average
(n=30) - Society (n=40) (n=100)
Provision of trained/skilled 10.00 . 30.00 49.00 29.67
professional manpower
Ensure required physical health 80.00 57.50 50.00 62.50
infrastiucture
Available Supply of medicine 60.00 71.50 90.00 75.83
Ensure ambulance service 30.00 _60.00 67.00 52.53
Simplify Govt. 23.33 30.00 45.00 32.78
rules/procedures
Display of bill-board 56.67 60.00 59.00 58.55
mentioning the service
available in hospital
Ensure  accountability  of 23.33 47.50 63.00 44.61
doctors/nurses & other
employees of hospital
Device mechanism of 43.33 60.00 62.00 55.11
coordination at local level ;
Middle-men should be 50.00 62.50 61.00 57.83
punished N
Provision of supervision by 23.33 77.50 62.00 54.27
local representatives
Allegation of the client should 13.33 30.00 52.00 31.78
be treated appropriately
Individual responsibility of the 10.00 37.50 38.00 28.50
officials should be ensured
Sufficient allocation of 83.33 95.00 95.00 95.88
money/medicine  should be
ensured/given
Stander of quality of the service 20.00 32.50 50.00 34.17
should be ensured
Rapid promotional scope of 100.00 72.50 71.00 81.17
officers should be well taken
Proper  policy launch  for 90.00 71.50 74.00 80.50
adjustment & coordination
regarding training, career planning
promotion, facility relating
services, working environment
among the members of different
cadre
Introduction computer & IT 90.00 70.00 88.00 82.67
People should realize the actual 93.33 65.00 63.00 73.78
problems
Positive attitude of officers & 23.33 65.00 73.00 53.77
staffs
Frequent supervision & 20.00 57.50 50.00 42.50
monitoring of the activities
Improve working environment 86.67 72.50 63.00 73.83
of doctors at the Upazila
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Findings of the Study

The following findings have been summarized upon the basis of the data
analysis :

1.

It was found that density of population per sq.km. in Rampal Upazila
of Bagerhat District is the lowest (548) among the four sample
upazila. This may be due to scarce of homestead land due to shrimp
cultivation (table-2).

It was evident that per céf)ita monthly income of the clientele
(patient) of Hathazari, Paba, Rampal and Savar upazila was only Tk.
102.70, 99.58, 117.50 and 105.37 respectively. This amount reflects
the inability of purchasing medicine by the patients (table-2).

It was found that about 17% of the class-I sanctioned post in sample
UHCs was lying vacant. And this figure for class-1II & IV employees
was 14.63 and 13.09 percent respectively. These shortages of
manpower caused tie low speed of service delivery (table-6).

Patients are not receiving expected services from the UHCs. They
opined that 27.20% of their expectation was fulfilled (table-10).

It was opined by 58% patients that they did not receive proper
treatment from the doctor (table-11). However, doctors opined that
they themselves are satisfied to their service performance at the rate
of 48% (table-12).

The doctors assigned to financial administration at the Upazila Health
Complexes opined that only 40% of the total requirement of budget
allocation was received by them.

Majority of the physicians responded that staff accommodation as
well as office room shortage were prevailing in the premises of
UHCs.

From data and information and analysis thereon it is observed that the
patients in Upazila Health Complex do not get medicine as per their
requirement. It is evident that supply of medicine in Upazila Health
Complex is meager which does not fulfill the requirement of general
patients.

There is existence of middle-men in Upazila Health Complex who
disrupt the normal service delivery system. Although the nature of
harassment has not been depicted it is generally believed that the
patients are diverted by the middle-men to physicians of own choice
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10.

11.

12.

13.

14.

15.

16.

and thereby the patients are deprived of the facilities provided by the
Government.

There is strong opinion to display the bill-board showing the services,
given procedure to be followed and facilities available in respective
Upazila Health Complex. It will ensure transparency and
accountability in upazila health service delivery system.

There is neither established system of receiving allegation from the
patients, nor any formal system to resolve the patients allegations.
Hence the patients are helpless in case where they have definite
allegation against the actions and performance of the concerned
officials.

The physical facilities as well as the logistic support are poor.
Operation theatre equipped with modern facilities, necessary
ambulance service, transport facilities are not available in most
upazilas which hinders the day to day service facility.

Budgetary allocation is insufficient in Upazila Health Complexes
which adversely affect the smooth service delivery system. The
authority cannot meet contingency expenditure out of the poor
allocation at upazila level. The average annual expenditure per
patient is Tk. 7.72 only, and per person average expenditure counted
for Tk. 1.35 only (Table-9).

There is problem of coordination at local level. The public
representatives have no assignment to coordinate or control the local
health service delivery system. The physicians employed in Upazila
Health Complex denounce any such coordination or control. There is
no effective monitoring system at upazila which encourages the
physicians to develop a self-styled rotatory system of attendance in
their job duty.

The career prospect in the health service is limited. The prospect of
higher mobility is low in comparison with other services. Hence the
members of the service are frustrated and they suggest to create
sufficient room for sromotional facility.

It has been reported by some of the patients that the physicians during
their duty period gives prescription in their own pad and receives
money in lieu of. The private practice during duty period is highly
objectionable and tantamount to bribery.
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Recommendations and Conclusion

Recommendations

On the basis of the anal;sis and findings, the following recommendations
have been made to achieve the objectives of the study:

1.

In order to speed up delivery of service of the Upazila Health
Complexes the Government should recruit personnel against to
sanctioned posts. The vacant posts may be filled up immediately so
that shortage of manpower .may not hamper the service delivery
system. )

The satisfaction level of the patients is low in Upazila Health
Complex. The general patients think that they do not get proper
treatment from the doctor. Hence an evaluation and monitoring
system may be developed by the concerned authority to meet the
expectation of general patients.

Government may undertake “special measure to increase supply of
medicine at upazila hospitals. It should also be ensured that the
medicine supplied at present is rendered to the rural poor patients.
Any linkage may strictly be monitored.

Extreme measure may be taken against harassment by the middle-
men. Legal and administrative actions may be taken against the
middle-men who are engaged in unholy practices.

An established system of grievance handling may be introduced in
Upazila Health Complex. There should be a complaint book in the
office of the UHFPO so that the recipient of Medicare Services may
lodge their complaints in a formal procedure.

The physical facilities specially the logistic facilities may be
improved. Operation theatre equipped with modern facilities,
ambulance service, transport facilities, pathological facilities may be
provided to enhance capacity of quality service delivery.

Any implementation strategy to ensure better service quality depends
on the amount of money allocated in Upazila Health Complex Office.
So allocation of budget may be increased to meet minimum
requirement of the “Jpazila Health Complex.

In order to improve the service delivery system public representatives
may be involved in the process. A strong committee represented by
public representatives, local elites, govt. officials may be formed to
monitor the functioning of Upazila Health Complex.
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9. There should be an inspectoral service under the administrative
control of the Directorate of Health, which will ensure regular
attendance of the physicians at the working place. Punitive action
may be initiated against the shirkers.

10. Appropriate measures may be taken regarding career prospect. A
study group may be formed by the Ministry of Health to formulate
career planning of the doctors and necessary financial and
promotional prospects may be created for the members of Health
Service. 2

11. Private practice on duty may be strictly prohibited. Special measure
may be taken so that the doctors cannot take money from the patients
at the time when they are on duty. Any allegation received in this
respect may be severely dealt with under existing rules.

12. The data management system in Upazila Health Complex may be
computerized. So in order to develop MIS in upazila health service
delivery system a project may be undertaken to supply computers in
Upazila Health Complex.

Conclusion

The aftermath of newly independent countries of Afro-Asian region is
termed as period of mass-disillusionment. People, in general, in these
countries expect more effective service from govt. agencies. But the
service given by these agencies are neither effective nor transparent and
accountable. Consequently people are frustrated, develop a sense of
deprivation and no confidence on the public service. In order to
extinguish the sense of 'social exclusion' of general people it is therefore
necessary to build up a pro-people and pro-active public service delivery
system.
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Abstract: In the coming decades, many~Asian countries including Bangladesh
will experience aging of their populatidn and the size of their population will
increase substantially. Today people 60 years and older make up 6 per cent of the
total population of Bangladesh. Now their number is 7.8 million (IDB U.S.
Census Bureau, 2006). This number will increase to 16.5 million (about nine
percent of the total population) by the year of 2025 (IDB U.S. Census Bureau,
2006). Bangladesh is an agricultural based country where more than seventy five
percent of the total population lives in rural areas ( U.S. Department of State,
2002). Therefore, it can be estimated that, most of the older people of
Bangladesh live in rural areas. The old age dependency ratio (person 60 years
and over divided by person 15-59 years) is projected to increase from 8 per cent
in 1995 to 16.2 percent in 2025 (Kabir, 1994). Although there is no age specific
statistics on old age poverty, observation suggests that poverty is more
widespread among the older people in Bangladesh. Yearly natural disasters
affect older persons due to then reduced physical mobility (Ritchie and others,
2000). While emotional ties and mutual support among family members remains
strong in Bangladesh, it is clear that demographic change is increasingly
affecting the capacity of th.2 family to continue its care-giving role. However, with
industrialization, a decréase in land availability, an increase in women’s
participation in the labor market, migration of children to urban centers, and the
overall impact of pervasive poverty, it has been generally acknowledged that
traditional family value system, i.e., filial duty and family care for older people
is gradually disappearing. A weakening support system combined with a higher
dependency ratio has the potential to increase the existing vulnerability of older
people to poverty conditions. Given this reality a non-contributory pension
scheme (Bayaska Bhata) was started in 1998 for the poor rural older people of
Bangladesh. Now the scheme covers both urban and rural disadvantaged
vulnerable older people. Though the amount and coverage of the pension is not
adequate to meet basic needs, it has been considered as welcoming initiative.
Despite having few limitations Bayaska Bhata's contribution is remarkable in the
welfare of the poor and disadvantaged older people of Bangladesh. Present
article explains the prospects and problems of the scheme on the basis of first
hand data collected from the Bayaska Bhata recipients fromTukerbazar Union of
Sylhet district.
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