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BMC acts after 9 reminders in M-west ward

Residents of M-west ward, on average, need to complain nine times before BMC acts on their complaints.

If the figure seems appalling, take heart from the fact that M-west is rated fourth among all 24 wards in the city. In the neighbouring M-east ward, residents need to complain 13 times for BMC to act.

These results were arrived at in a survey commissioned by Praja Foundation, a non-governmental organisation, to find out the status of its online-complaint management system.

On a scale of five, M-west scored 3.10 points, the fourth highest after 3.26 points scored by G-south ward, 3.15 scored by N-ward (Ghatkopar) and 3.13 scored by P-south (Goregaon west and Jogeshwari west).

Regarding the survey, CD Chore, ward officer of M-east who has additional charge of M-west, says, "The survey is helpful in the sense that it tells us where we have gone wrong and how we can improve." Chore attributes the delay in addressing a complaint to the nature of the problem.

Yazad Jal of Praja Foundation says, "The survey is very detailed as it takes into account not only complaints lodged online but also those lodged over telephone or personally at the ward office."

In Dec 2003, Praja Foundation commissioned a performance survey to be carried out by ORG-MARG to understand citizens' opinion of BMC's ward-wise performance.

In each ward, 100 respondents drawn randomly from the online complaint monitoring system (OCMS) database were interviewed. For M-west, 101 respondents were randomly drawn from the OCMS database.
While the results of the Praja survey may praise M-west for dealing with civic problems (fourth rank), residents think otherwise.
Most residents metro spoke to say action taken on a complaint depends on the type of complaint. In case of serious complaints, action is often delayed, they say.
Atanu Mukherjee, resident of Shell Colony and a Congress activist, says, "The action taken by BMC depends on the complaint.
In case of complaints about clearing of garbage and cleaning of drains, BMC moves fast. But in cases of complaints regarding illegal constructions, BMC does not take action." Mukherjee says he has filed several complaints about illegal constructions on which action has not been taken.
Jaywant Dhamgude, a resident of Shivaji Nagar, agrees BMC does not act on complaints of illegal constructions. "BMC does just eyewash in case of illegal construction on government land. If a complaint is filed, BMC officers demolish one or two rows of bricks for the record but the illegal structure is not razed," says Dhamgude.

CD Chore, ward officer of M-east who is officiating as ward officer of M-west, admits that illegal construction is a big problem in M-east. "There are a lot of slums in M-east due to which taking action against illegal construction is difficult," says Chore.

Another grievance of residents is that repeated complaints to BMC often lead to some ad-hoc measures, which are not sufficient.

Anu Shankar, resident of Mumbadevi society, Ghatla, says, "Officers do come to inspect the site but they often say they cannot handle it. We have been complaining about sewage water being let into open storm water drains since 1997 but nothing has been done."

PW Keswani, resident of Borla Society, says, "An open sewerage line running inside our society is full throughout the year. We have lodged several complaints but no action has been taken."
However, some residents feel that if they follow up a complaint, the problem does get solved. Mohan Sahasrabuddhe, resident of Tilakwadi, near Gandhi Maidan, says, "We are very happy with the response of the M-west office.
Earlier, rainwater used to accumulate in the drains but now, after we complained, drains are cleaned regularly."

