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Bethlehem Water Supply and Sewage Authority, Between Services and
Satisfaction

Abstract

This study has been conducted between Feb. 2006 and Jan 2007 and
considered the residents of Bethlehem governorate as the target area for
research. The importance of the services presented by institution of water
sector that will reflect real situation for water scarcity, under the current water
crisis that all Palestinian communities suffer water shortage, which motivated
the researcher to carry on such study. This suffering is mainly due to the
Israeli occupation and domination over the Palestinian water resources. In
addition, the available water resources are limited and insufficient to cover the
basic needs. Moreover, the researcher personal interest is another reason to
motivate him carries on this study and aims to determine the level of services
quality, which comprise water and sewage services and determine the
customer's satisfaction with the services presented and determining the
relationship between the level of services offered by WSSA and customer
satisfaction.

In order to reach the study results, the descriptive approach was used,
information was gathered through a questionnaire and literature review and
data out of questionnaire was analyzed, processed and displayed through both
SPSS and Excel programs.

The results showed that the main water resource for the district is the public
network, (43%) of the study sample have harvesting well as additional
resource. It also showed that the personal consumption is (52.41m3) yearly
that comprise (5Sm 3) bought by water tankers and (5.11m3) from harvesting
well.

Concerning residents' satisfaction with the quantity of the water provided by
public network, results showed that people are neutral but are not satisfied
with the summer distribution schedule; in general, they are satisfied with
quality of water provided by network.

Regarding the reality of services offered at household level, results showed
the satisfaction of water sewage networks design in spite of many random
connections without permission, and dissatisfaction of stop water services due
to accumulation of debts and fines they not satisfied with water price and
tariff system.



On the other hand, the study that are satisfied with the dealing of water meter
reader and collectors.

The result showed that the awareness programs are not enough and (46%) of
those who filled out the questionnaire know about awareness programs even
though they all agreed it is not enough.

In addition to that the study showed that the institution still far away from the
concept of total quality management and has no tools to be implemented

Most important recommendations are represented by adopting and
implementing the comprehensive management of quality and set special
strategy for development of staff and set mechanism for bills collection from
customer.

it is necessary to work on infrastructures development for sewage and water
sector, conduct workshops to educate and inform customers about WSSA role
and offered services and make surveys to know the opinion of customers about
the services they get from the institution and how much they satisfied, and
increasing public awareness programs, and building new website .
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Bethlehem governorate
Water Quality Sampling Program Statement
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Municipality

Location

Category

GEKA Analysis

Official Analysis

Code

Namr




Bethlehem governorate

Free Chlorine concentration (mg/l)

Reservoir

Range

Number of Sampling

Percentage (App)

<0.2 mg/l

0.2 -0.5 mg/l

>0.5 mg/l

Total Sampling taken

Production

Range

Number of Sampling

Percentage (App)

<0.2 mg/1

0.2 -0.5 mg/l

>0.5 mg/l

Total Sampling taken

Distribution

Range

Number of Sampling

Percentage (App)

<0.2 mg/l

0.2 -0.5 mg/l

>0.5 mg/l

Total Sampling taken
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