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ABSTRACT 
[bookmark: _GoBack]Information and communication technology (ICT) has been used in several social services projects to improve citizen advocacy and engagement, and to increase government transparency and accountability. This study intends to explore the role of short massage services in enhancing water supply performance in Urban West Region in Zanzibar. Stratified random sampling is used as technique whereby the total population is divided into different groups before selection of the representatives. Data collection was done in respect of the study specific objectives through data collection methods which include interview s. the study findings indicate that the water performance is not good in it is in precarious condition due to poor policy that exist and management of water in the surrounding area. Also the findings indicate that willingness to use SMS in services provision and water supply in particular is very high because customer needs to go with time by using new technology that may minimize several problems. Also SMS is accepted to reduce the distance to ZAWA office as well as the complaining method by majority by majority of the people in the study area. It has been recommended that there is a need to the establishment of new project that supervise together with other stakeholder such as Government  and local people so that to make sure that this project is workable in water supply performance. Basing on the findings of this study, it is safe to conclude that the existing performance of water services in Zanzibar is directly linked to the existing water policy that exists during the time immemorial. So there is a need of making changing in water policy so as to perform best.
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[bookmark: _Toc403515483]CHAPTER ONE
[bookmark: _Toc403515484]1.0 INTRODUCTION
 
1.1 [bookmark: _Toc403515485]Background of the Problem
On the specific case of water issues it is identifiable that ICT i.e. uses of sms have played an important role in the monitoring of water services by encouraging public participation (Welle, 2010). Mora (2012) explains that the recent studies done by the African Institute shows that most citizens had nowhere to complain when they were not satisfied with provision of social services particularly with reference to water matters, due to the lack of accountability from the service providers. 

The uses of sms helped in monitoring of safe water supply as well as avoiding illegal water connections. This was agreed by Verplanke (2010) by elaborating that through water mapping as well as the use of SMS systems allowing citizens to inform the service providers about the quality of water as well as informing on when there are people who are illegally connected. Water mapping on the other hand allows the service provider to spot the direct location where the problem has been reported. This means that a person may send a message reporting lack of water in the area or may just report a crime when someone illegally connects to the water supply.

Like island communities all over the world, Zanzibar is almost entirely dependent on groundwater for its freshwater needs due to the absence of rivers or lakes big enough to supply adequate amounts of water (Hansson 2010). The island of Unguja gets its water from underground aquifers consisting of freshwater lenses floating on a deeper layer of seawater (HALCROW Consulting Engineers 1994). Careful utilization of this water is crucial to keeping the source of freshwater sustainable and both overuse and misuse of the lens could disrupt the balance allowing saltwater contamination, which is often permanent (HALCROW Consulting Engineers 1994). Recharge of this underground water supply relies entirely on rainfall, which is about 1500-1600 mm annually in Unguja (HALCROW Consulting Engineers 1994). Research shows that most of the rainfall and subsequently most of the underground aquifers lose water in the form of runoff into the ocean (HALCROW Consulting Engineers 1994).
Though Zanzibar receives reasonably adequate rainfall, there are several phenomena that have been making water scarcity an increasingly pressing issue. Along with an influx of immigrants from mainland Tanzania, Zanzibar’s population has steadily been growing by 3% annually (Hansson 2010). This increase in consumers has led to an overuse of wells, which can lead to salt contamination if not properly managed.	
Zanzibar gained independence in 1964 and the establishment of a local government arose along with promises of providing certain fundamental necessities gratuitously, such as free water available for domestic consumers (Suleiman 2011). As water supply systems deteriorated, the Government began initiatives to reintroduce a tariff system, culminating with the Zanzibar Water Policy in 2004, and by 2008 a tariff was reintroduced after 26 years of free water services (Suleiman 2011). The policy of providing free water to the people of Zanzibar has in many ways created an unsustainable situation that has led to a deterioration of the water supply systems and fostered assumptions that water should be a free service. This policy most likely stemmed from the idea that water is a necessity and therefore should be provided freely, but more so to assuage people’s expectations from a revolutionary government. Changing this policy, however, presents problems when “widely held cultural and religious proscriptions against treating water as a commodity prevail (HALCROW Consulting Engineers 1994).” Before independence, however, residents of Zanzibar paid for their water and, as will be further discussed, providing free water has had undesired long-term ramifications.

The Zanzibar Water Authority (ZAWA) was created in 2006 to develop and enforce regulations made by the National Water Policy and to this day is in charge of construction, maintenance, and distribution of the water and subsequent infrastructure required (Suleiman 2011). As mentioned already, the demand for freshwater in Unguja has increased significantly over the last couple decades keeping ZAWA busy maintaining current wells and slowing down salt contamination. The task becomes increasingly difficult in that the demand for freshwater often grows faster than the population due to a simultaneous increase in standards of living (Hansson 2010).

 Research and testimonies from people of Zanzibar have indicated that the salinity levels of various wells in Zanzibar have been rising, predominantly closer to the coasts (Hansson 2010). Minute salt levels are often tolerated but particularly on the east coast salinity levels have increased enough to be unsuitable for drinking, cooking, and various other household chores (HALCROW Consulting Engineers 1994). It is a common belief that overuse of these wells is leading to the saltwater intrusion and the local people blame tourism for the increase in water consumption and consequential impacts. Once contaminated, natural sources of freshwater could take decades to return to their previous states and the contamination is often permanent (Hansson 2010). This continued contamination means that many coastal settlements need to find other sources of water that often entail high transportation costs (Hansson 2010).

The current system of water supply is similar to historical precedent but further deterioration of distribution networks means that more villages, urban included, are no longer connected to freshwater through a pipeline but rely instead on trucks carrying water from nearby villages (Slade, 2012). On areas of the island one can spot what could be described as “pipe graveyards”, where pipelines and taps are visible but clearly no longer in use, dilapidated, and unmaintained. Due to the cost incurred by transportation, villagers not connected to a pipeline find themselves paying significantly more than they did when connected. Previous research shows that people in villages without access to a freshwater well prefer pipe-water to transported well-water (Hansson 2010). This is due both to the reliability of access with a pipeline and to the fact that people think piped water is somehow cleaner due to some treatment they aren’t aware of (Hansson 2010). It is clear that access to piped water is desired and considered best but the prevailing notion that water should be free often means people would not be willing to pay for a better service (Hansson 2010).

As of 2008, when the first tariff policy was put into place, villagers with access to clean water were supposed to pay for the service but previous research has indicated that often lack of enforcement meant no money was collected (Hansson 2010). As far as residents were concerned, they were suddenly required to pay for a service that had been given freely for decades with no apparent change to the service and accept a new tariff system as per ZAWA conditions. The first stage in charging for water has been the institution of a flat tariff, allowing virtually unlimited consumption for a fixed price (Slade, 2012).

The rapidly growing tourism industry is consuming large amounts of freshwater and the fixed tariff allows for unrestrained use of freshwater by hotels for a minimal cost (Slade, 2012). ZAWA has strictly prohibited hotels to create their own wells in an effort to protect the underground aquifer, which could be disturbed if hotels, which predominantly lie in coastal areas, drill boreholes from the fringe of the underground water “lens” (HALCROW Consulting Engineers 1994). There have been cases of conflicts between villagers and hoteliers, which sometimes resulted in demonstrations and in severe cases the cutting of pipes (Slade, 2012).
Conflicts have risen from the fact that villagers and hotels are sharing a water source that is perceived to be finite and the government sometimes gives preference to the needs of large hotels (Slade, 2012). It is clear that the system in place needs drastic changes in order to sustainably provide water to Zanzibar residents.

[bookmark: _Toc390531497][bookmark: _Toc403515486]1.2 Statement of the Research Problem 
Development of Telecommunication sector across the world has been playing a very a vital rate in enhancing performance of many private and government institutions (Welle, 2010; Mora 2012). The usage of the short massage has been of the great importance toward the growth of varieties institution including Water Authorities. Different effort has been taken by the government and other stakeholders in Tanzania and Zanzibar in particular to improve telecommunication service ie internet, mobile telephone and others to improve the performance of various sectors. The mushrooming of various telephone companies such as Zantel, Tigo, Airtel, among others as a typical examples. The existence of these institutions and others made it easier to a greater extent to make easy and hence improve the performance of the organization.

However despites of the efforts taken, the impact of the usage of the short massages toward the water supply performance is of disclaimer and it has been difficult to understand how successful are these short massages enhancing the organization performance especially in water services (Mora and Otieno, 2012).  

That is why the study is done, It is upon that back ground the researcher there for has decided to explore the role of short message service in water supply monitoring.

[bookmark: _Toc403515487]1.3 Research Objectives
In research objectives, there are both general objective and specific objectives which used to answer general objective. Here below are general objective and specific objectives.

[bookmark: _Toc403515488]1.3.1 General Objective
The general objective of this study is to explore the roles of Short Massages services in enhancing water supply performance in Zanzibar.
[bookmark: _Toc403515489]1.3.2 Specific Objectives
a) To evaluate the existing performance of water supply in the study area
b) To examine the willingness of the stakeholders to use Short Massages services in services provision
c) To determine the roles of the use of Short Massages services in water services performance.

[bookmark: _Toc403515490]1.4 Research Questions
a) What is the existing performance of water supply in the study area?
b) Does the stakeholders willing to use Short Massages services in services provision?
c) What are the roles of the use of Short Massages services in water services provision?

[bookmark: _Toc403515491]1.5 Significance of the Study
This study will help to raise awareness on issues pertaining of the roles of SMS in clean and safe water supply for the community and policy makers especially at local level. This awareness will help to build initiative to increase better clean and safe water supply and performance. It will provoke a debate on clean and safe water supply performance issues. In the course of this debate better options may be developed.

This research  highlighted the role of different stakeholders and the extent to which they have been active in addressing the role of SMS in clean and safe water supply. Also other researchers can use it as one of their reference materials .Government and NGOs can also use of the findings of this study and be helpful in their planning strategies

[bookmark: _Toc390531505][bookmark: _Toc403515492]1.6 Scope of the Study
The study examined the role of short messages service in enhancing water supply performance at ZAWA. Specifically the study evaluated the existing performance of water supply in the study area, it again embodied with the examination of the willingness of the stockholders to use SMS in services provision. The study also interested in exploration of the roles of the use of SMS in water services provision. This study also focused only in Urban West Region. Closely the study looked at ZAWA offices and five shehia from Urban-west Region where public water tapes are available.

[bookmark: _Toc403515493]1.7 Organization of the Study
The present study comprises of five chapters, chapter one provides information on background; this include performance of water supply, water supply policy in Zanzibar and current water supply policy in Zanzibar, the chapter , the chapter proceed with statement of the problem, objectives of the study, scope of the study and organization of the study.  Chapter two discusses operational definitions; empirical literature review, conceptual literature review and theoretical literature review.

Chapter three provides the methodological aspect of the study, giving a study design, sample and sample procedures, study area, data collection tools, validity and reliability and ethical consideration.  Chapter four provides analysis of the research questions and sub questions, through the presentation of findings and critical elements for the discussion.  Finally, chapter five provides summary of the study, conclusion, and implications of the study, recommendations and area for farther study.




[bookmark: _Toc403515494]
CHAPTER TWO
[bookmark: _Toc403515495]2.0 LITERATURE REVIEW

[bookmark: _Toc403515496]2.1 Introduction
 This chapter presents the review of literature related to this study. The chapter is divided into three parts. The first part presents operational definitions. While the second part presents theoretical framework and the empirical studies of the roles of the SMS services provision as reflected in different literatures. The last part gives conceptual framework and research gaps in the reviewed literatures to mark the rationale for conducting this study. 

[bookmark: _Toc264528688][bookmark: _Toc264566839][bookmark: _Toc265227831][bookmark: _Toc265229060][bookmark: _Toc265229169][bookmark: _Toc265229786][bookmark: _Toc276480383][bookmark: _Toc403515497]2.2 Operational Definitions
 Operational definition in a common language refers to the process of establishing a conceptual definition that is explicitly stating what a concept means in the context of a particular study (Singleton, R.A Bruce C.S 1999). Cozby (2007) gives the meaning of the term as defining a concept in terms of operations or techniques the researcher uses to measure or manipulate it. He further argues that operational definition forces researcher(s) to discuss abstract concepts in concrete terms. Operational definition helps to avoid misconception to the users of a particular study. Based on the above elucidation, the key concepts that are brought into operation for the present study includes short massage, water supply, performance. 

[bookmark: _Toc403515498]2.2.1 Short Message Service (SMS)
SMS  stands  for  Short  Message  Service  and  is  also  commonly known as text 
messaging or texting.  It began in 1997 when there was a transition from analogue to digital mobile phones. 

It is a cell phone communication service for sending short text messages to mobile devices, including cellular phones, smartphones and Personal Digital Assistants (PDA). As early as 1930 Sigmund Freud valued the role of the written word as an alternative to face to face communication. He stated that “writing was in its origin the voice of an absent person”.Levinson (2004) expounds on this by explaining that a voice can be absent for various reasons; either distance in physical or geographical space, or a time factor whereby the listener arrives before or after the voice has spoken, or even both. The written word or text therefore captures this. 

This illustrates the importance of SMS which has become a convenient medium that has changed the way we interact and contact each other. No matter where we are, and at any time, we can send these messages to our friends who then have the choice to store, reply, delete or forward them. In message construction, traditional cell phones (2nd and 3rd generation 2G and 3G) restrict the messages to 160 or 224 characters, (approximately 25 words). 

Newer mobile phones (4G) enable the user to link up to 12 text messages and allow the maximum message length of 1800 characters.

[bookmark: _Toc403515499]2.2.2 Water Supply
From Gardner (1931) water supply is the provision of water by public utilities, commercial organizations, community endeavors or by individuals, usually via a system of pumps and pipes  Water supply systems get water from a variety of locations, including groundwater (aquifers), surface water (lakes and rivers), conservation and the sea through desalination. The water is then, in most cases, purified, disinfected through chlorination and sometimes fluoridated. Treated water then either flows by gravity or is pumped to reservoirs, which can be elevated such as water towers or on the ground (for indicators related to the efficiency of drinking water distribution. Once water is used, wastewater is typically discharged in a sewer system and treated in a sewage treatment plant before being discharged into a river, lake or the sea or reused for landscaping, irrigation or industrial use. 

[bookmark: _Toc403515500]2.2.3 Performance
Performance is a major although not the only prerequisite for future career development and success in the labor market. Although there might be exceptions, high performers get promoted more easily within an organization and generally have better career opportunities than low performers (VanScotter, Motowidlo, & Cross, 2000). Organizations need highly performing individuals in order to meet their goals, to deliver the products and services they specialized in, and finally to achieve competitive advantage. Performance is also important for the individual. Accomplishing tasks and performing at a high level can be a source of satisfaction, with feelings of mastery and pride. Low performance and not achieving the goals might be experienced as dissatisfying or even as a personal failure. 

Authors agree that when conceptualizing performance one has to differentiate between an action (i.e., behavioral) aspect and an outcome aspect of performance (Campbell, 1993). The behavioral aspect refers to what an individual does in the work situation. It encompasses behaviors such as assembling parts of a car engine, selling personal computers, teach- ing basic reading skills to elementary school children, or performing heart surgery. Not every behavior is subsumed under the performance concept, but only behavior which is relevant for the organizational goals: “Performance is what the organization hires one to do, and do well” (Campbell  1993, p. 40). Thus, performance is not de fined by the action itself but by judgmental and evaluative processes. Moreover, only actions which can be scaled, i.e., measured, are considered to constitute performance (Campbell 1993)

[bookmark: _Toc403515501]2.3 Theoretical Literature Review 
This study is guided under four theories namely social presence theory, water theory, Concatenated SMS Theory and performance theory. Here below are the theories one after another.

[bookmark: _Toc403515502]2.3.1 Social Presence Theory
The main thesis and major points would appear to have been first described twenty years previously in the 1956.Social presence theory classifies different communication media along a one-dimensional continuum of social presence, where the degree of social presence is equated to the degree of awareness of the other person in a communication interaction (Sallnas, Rassmus-Grohn, & Sjostrom, 2000). 

According to social presence theory, communication is effective if the communication medium has the appropriate social presence required for the level of interpersonal involvement required for a task. On a continuum of social presence, the face-to-face medium is considered to have the most social presence and written, text-based communication the least. It is assumed in social presence theory that in any interaction involving two parties, both parties are concerned both with acting out certain roles and with developing or maintaining some sort of personal relationship. These two aspects of any interaction are termed interparty and interpersonal exchanges (Sallnas, Rassmus-Grohn, & Sjostrom, 2000). 

2.3.1.1Emergency of the Social presence Theory
As computer-mediated communication has evolved a more relational view of social presence has emerged. Social presence has come to be viewed as the way individuals represents themselves in their online environment. It’s a personal stamp that indicates that the individual is available and willing to engage and connect with other persons in their online community. Social presence is demonstrated by the way messages are posted and how those messages are interpreted by others. Social presence defines how participants relate to one another which in turn affect their ability to communicate effectively.

2.3.1.2 Significance of the Social Presence Theory
Social presence is a significant feature for improving instructional effectiveness in any setting, and one of the most significant features of distance education. Tu (2000, 2001) argued that within distance learning, social presence rests upon three dimensions, social context, online communication, and interactivity. Social contexts contribute to a predictable degree of perceived social presence. Social contexts involve task orientation, privacy, topics, social relationships and social process. As an example, when a conversation is task based and public without a sense of community being in place, the perception of social presence is low and affective filter (a communication blockage brought about by negative emotional feelings) is high.

[bookmark: _Toc403515503]2.4 Empirical Literature Review
Empirical literature review encompassed with the existing performance of water supply; from this part, there are historical water supply policy of Zanzibar and how it influence water supply. There is also current water supply policy of Zanzibar. This part proceeds with showing the willingness of the stockholders to use short massage services in services provision. And finally, the part end by indicating the role of the use of short massage services in water services provision.

[bookmark: _Toc403515504]2.4.1 Empirical Literature Review in the World
Generally, the use of as a tool for monitoring of social services is found into different places in the world such short massage services in the London police report (2009) states that police have included text messages in their alerting service option which send a message as an alert about security threats including bomb alerts.

 In Singapore citizens receive information regarding the renewal of road tax, medical examination of domestic workers as well as parliament notices and alerts (Kailasam, 2012). Conversely, short massage services based systems have also a role to play in citizen to government relations. 
This can be seen in Philippines where half of the cabinet agencies have short massage services based services that allow citizen to ask for information or to comment and complain about the government officials and services (Kailasam, 2012).  Also in 2012, Blue planet network began a monitoring project in water based in short massage services system in India. Blue Planet Network created its short massage services reporting tool to helps its member improve their effectiveness while making it easier for anyone anywhere to engange with their work. This project enables communities in India and other member organization equipped with basic cell phones, to monitor and report on safe drinking water, and sanitation installers, if problems arise the network member can provide immediate assistance in the form of expert’s advice to remedy a challenge.
 
In Norway as pointed out by Umar (2004), tax collectors have introduced a short massage services Tax Return for those tax payers who do not have to submit paper forms when they are applying for a new license. It is estimated that 1.5milion Norwegians have benefitted from this services by switching from sending in forms by mail to only sending a short massage services with their codes, identity number and a pin code. 

[bookmark: _Toc403515505]2.4.2 Empirical Literature Review in Africa
In 2011 the Ugandan government under the ministry of water and environment, Water Aid, Makerere University as well as SNV introduced a project called Mobile for Improved Water Access (M4W) which had the purpose of improving efficiency in reporting faults, triggering action for response from the service providers as well as improving efficiency in updating information systems. The project was piloted in 7 districts, people were supposed to send a complaint using SMS when there is a problem at the source of water. Here the message does not only go to the service providers but also to the system known Water Atlas Update Project (WATSUP) which allows other agents of M4W to view when one district is facing a problem at the source. There is a slight difference between HSW and M4W by which the later looks at the source rather than the standpipe which HSW is mainly concerned with. Though this project faces some technological challenges but the response is encouraging because it manages to produce good result (M4W, 2012).

Kenya however are more advanced in terms of this sector, different projects have been established in order to fight against challenges facing water provision as well as increasing public participation in decision making by using development of ICT. They have Maji Voice which is a project that involves mobile phones and a website to share concerns with providers about service delivery. There is also project known as Watex which is a satellite based system used to explore the most affected areas faced with chronic water shortage. Not only that but there is also M/Maji which is similar to Humans Sensor Web and M4W involving SMS in reporting water issues so as to improve provision of clean and safe water to the slum areas. These projects do not only empower citizen in reporting but also allows water vendors to advertize themselves (Moora and Otieno, 2012).  

Also in Burkinafaso they establish WAWASH project to collect data and measuring water service delivery. The study took place in 8 rural communes in the Sahel region of Burkinafaso  (WAWASH,2012). Kenya also they had “SMS for life”  that has been made evident in “public-private” project that harnesses everyday technology to eliminate stock outstand improve access to essential medicines in sub-Saharan Africa. In this project the rural clinics send a text message listing the amount of medicine they have in stock to health official at central distribution sites. 

[bookmark: _Toc403515506]2.4.3 Empirical Literature Review in Tanzania
Maji Matone is a programme by Daraja based in the southern Tanzania, which allows citizens to report water point breakdowns via sms and inform them about rural water supply issues. This project contributed to make sure the resources go where they are needed the most, but the project did not succeeded.Wired mothers is a project of using mobile phones for health care on maternal and neonatal  morbidity and mortality to seek innovativeways to ensure accessto skilled attendance at delivery in Zanzibar . 

Also another project known as Elimination Malaria, which also involved the use of SMS to report malaria victims in their societies has helped to lower malaria in the island from 10% in 2005 to less than 2% by 2010 (Malaria Elimination in Zanzibar, 2012).This can be identified as the reason these islands from Tanzania are the only areas to have succeeded in fighting and eliminating malaria in the East and Central Africa. The farm SMS initiative was led by Tanzania Metrological Agency (TMA), aims to help farmers working on the sun-baked soils around Dodoma city to reduce their risk of crop failure amid recurring dry spells. In this project farmers have learned how to use real-time weather information delivered to their mobile handsets to workout more suitable planting dates,boosting their yields.( Thomson Reuters Foundation). Another project is SMS for life that was develop a flexible and scalable solution to bring up to date visibility of anti malarias within the Tanzania public health sector, with a potential to reduce or eliminate stock outs of five drugs. In this project the clinics send a text to message listing the amount of medicine they have in stock to health official at central distribution sites.

[bookmark: _Toc403515507]2.5 Research Gap
There are a number of studies have been done in the area on the use of short massage services in services provision throughout the world (London police report 2009; Kailasam, 2012; and Umar 2004). The scenario is also done at the regional level and local level in Tanzania. Most of them concentrate on the role of SMS on provision of other services out of the water services (Malaria Elimination in Zanzibar, 2012). However if the study talk about the water services, it fail to address the performance of water services in relation to SMS.  Thus this study is going to address the role of SMS in water services performance that has been influenced by willingness of the stockholders to use that SMS.

[bookmark: _Toc398562133][image: ]Figure 2.1: Conceptual Framework	   
[bookmark: _Toc403515508]2.6 Theoretical Framework
[bookmark: _Toc403515509]2.6.1 The Role of the Use of SMS in Water Services Provision
Different projects have been established in order to fight against challenges facing water provision as well as increasing public participation in decision making by using development of ICT. In Kenya have Maji Voice which is a project that involves mobile phones and a website to share concerns with providers about service delivery. There is also project known as Watex which is a satellite based system used to explore the most affected areas faced with chronic water shortage. Not only that but there is also M/Maji which is similar to Humans Sensor Web and M4W involving SMS in reporting water issues so as to improve provision of clean and safe water to the slum areas. These projects do not only empower citizen in reporting but also allows water vendors to advertize themselves (Moora and Otieno, 2012).  

Also in Burkinafaso they establish WAWASH project to collect data and measuring water service delivery. The study took place in 8 rural communes in the Sahel region of Burkinafaso  (WAWASH,2012). Kenya also they had “SMS for life”  that has been made evident in “public-private” project that harnesses everyday technology to eliminate stock outstand improve access to essential medicines in sub-Saharan Africa. In this project the rural clinics send a text message listing the amount of medicine they have in stock to health official at central distribution sites. 

[bookmark: _Toc403515510]2.6.2 The Willingness of the Stockholders to use SMS in Services Provision
Since the earlier ages of using technology, the inventors and scientist were always trying to create methods and develop techniques in order to achieve the most flexible and easiest ever life for humanity. Computers with the power of the internet have succeeded in aiding communication among people. 

Nowadays the wireless technology considered as one of the most important and common technologies which can be used in several applications. One of those application is the mobile technology which occupies a wide area of our daily life since it is very rarely to find any person who does not own a mobile; more over the mobile devices are considered as a very flexible devices since they are easy to use and to be carried out everywhere by the users (Awodele 2009). 

Mobile technology application can be differentiated by two underlying technology platforms: wireless web-based technology, such as Wireless Application Protocol (WAP), and text-based technology or Short Message Services (SMS). SMS is a basic and common feature given by cellular operators to users. To use WAP feature, users have to activate General Packet Radio Service (GPRS) facility and they have to use mobile phone which has WAP capability (Awodele 2009). 

With the rapid development of mobile phones, SMS and Multimedia Messaging Service (MMS) are readily available and add to the usefulness of mobile phones. SMS in particular is widely used in communication and, more recently, has been leveraged to provide several services like airline ticketing, banking services, and commercial services. SMS is a mobile technology that allows for sending and receiving text or even binary messages to and from a mobile phone. The relative ease of use of SMS makes it possible for a user to learn how to send SMS easily. More than 160 billion SMSs are exchanged each month in European countries (Mavrakis, 2004). 

Of all the applications that have been developed for mobile phones, the most useful and most used is SMS. According to Mavrakis, (2004) SMS has been labeled the killer application of mobile phones as its usage has surpassed all expectations. It is then only natural that SMS is incorporated into mobile learning as it is one of the simplest and most user-friendly applications compared to other mobile technologies (Mavrakis, 2004).

Recently, the growing influence of SMS has attracted significant attention. As a convenient and low-cost mobile communication technology, SMS is experiencing very rapid growth. In 2001, 700 million mobile phone users worldwide sent an average of 20 billion SMS messages every month. Indeed, the volume of SMS messages sent in December 2001 was 30 billion worldwide and it was expected to grow to 100 billion by the end of 2002. In Europe, Norway leads the region with an average of 47 messages sent per month per user in 2001 while Philippines lead the Asia-Pacific region with 336 SMS messages , and according to Resource Shelf (2006), 48.7 billion SMS messages were sent in the second half of 2005, which is up 50% from the six months before that (Mavrakis, 2004). 

International Telecommunication Union (ITU) reported that in the year 2010, a total of 6.1 Trillion SMS have been exchanged Worldwide, from 5.3 billion mobile cellular subscriptions worldwide, including 940 million subscriptions to 3G services, which has jumped from 1.8 Trillion SMS in year 2007.That is SMS has leapt three-folds in the past three years, with almost 200,000 text messages exchanged every second (Pakistan Telecommunication Authority, 2010). 

Research on SMS communication which confirms that SMS communication is quick, efficient, cheap, and convenient and it has been used around the world for different purposes. 

	











[bookmark: _Toc276480397][bookmark: _Toc403515511][bookmark: _Toc264566862]CHAPTER THREE
[bookmark: _Toc276480398][bookmark: _Toc403515512][bookmark: _Toc264566863][bookmark: _Toc265227853][bookmark: _Toc265229082][bookmark: _Toc265229191][bookmark: _Toc265229808]3.0 RESEARCH METHODOLOGY

[bookmark: _Toc276480399][bookmark: _Toc403515513]3.1 Introduction 
[bookmark: _Toc264566864][bookmark: _Toc265227854][bookmark: _Toc265229083][bookmark: _Toc265229192][bookmark: _Toc265229809]According to Moutton (2001), research methodology indicates how the researcher conducted the fieldwork. Therefore, this chapter devotes to methodological aspect of the study. It specifically outlines the research design, study area, population, sample and sampling techniques. The section proceeds with the research tools, data collection methods and validity and reliability. The chapter winds up with data analysis and ethical issues.

[bookmark: _Toc276480400][bookmark: _Toc403515514]3.2 Research Design
Research design is an activity-based plan; based on the research objective and it guides the selection of source and types of information. Koda (2006) defines research design as arrangement of conditions for collecting and analyzing data in a manner that it aims to combine relevance of the research purpose with economy in procedures. Corlien, (2003) adjoins that research design is not related to any particular method of collecting data or any particular type of data. Any research design can, in principle, use any type of data collection method and can use either quantitative or qualitative data.

This study used descriptive survey, based on cross-sectional design. Corlien, (2003) depicts that descriptive survey involves gathering data that describe events and then organizes, tabulates, depicts, and describes the data, using both quantitative and qualitative data. It also uses description as a tool to organize data into patterns that emerge during analysis. The design had been used since data was collected at one point in time from a sample selected to represent a larger population. 

The author adds three other characteristic features of descriptive survey under cross-sectional design; first it has the ability to reach large number of people across a wide geographic area at short time, second it provides ease and low cost of distribution and third it often uses visual aids such as graphs and charts to aid the reader (Corlien, 2003).

[bookmark: _Toc264566865][bookmark: _Toc265227855][bookmark: _Toc265229084][bookmark: _Toc265229193][bookmark: _Toc265229810][bookmark: _Toc276480401][bookmark: _Toc403515515]3.3 Study Area
Zanzibar is made up of two main islands, Unguja and Pemba, about 40 km off the eastern coast of The United Republic of Tanzania (Slade, et al. 2012). Field research for the study was conducted on the island of Unguja, which has a surface area of 2,577 square kilometers (Slade, et al. 2012). Unguja is composed of coral rag terrain, made up of fossilized coral and limestone which is porous and hydraulically connected to the ocean (Slade, et al. 2012). The Island of Zanzibar is situated between latitudes 5º 40’ and 6º 30’ and longitude 39º east. It is about 85km (53 miles) long and at its broadest point it is 39 km (24 miles) wide. Its area is about 1660 km² (640 square miles) (Slade, et al. 2012).

Administratively, Zanzibar is subdivided into three regions: North, South and Urban-West. This study was conducted in Zanzibar Town, which is in the Urban-West Region. The district is further subdivided into thirty Shehias. Shehia is the smallest administrative subdivision in any of the Zanzibar district. In this five (5) Shehias were sampled. The distribution of selected Shehias was aiming at covering a geographical cross section of the district, to capture the variation in household and the implication of that variation in people's affluence. Each Shehia was further subdivided in a number of enumeration areas. 
[bookmark: _Toc265227856][bookmark: _Toc265229085][bookmark: _Toc265229194][bookmark: _Toc265229811][bookmark: _Toc276480402]
[bookmark: _Toc403515516]3.4 Target Population 
According to Bryman (2003), Population-basically is the universe of units from which the sample is to be selected. The term ‘units’ is employed because it is not necessarily people who are being sampled-the researcher may want to sample from a universe of nations, cities, regions, firms, etc. Thus, population has much broader meaning than the everyday use of the term, whereby it tends to be associated with a nation’s entire population. 

The targeted population for this study were members of household, especially head of household, managers, and ZAWA staffs. 

[bookmark: _Toc264566867][bookmark: _Toc265227857][bookmark: _Toc265229086][bookmark: _Toc265229195][bookmark: _Toc265229812][bookmark: _Toc276480403][bookmark: _Toc403515517]3.5 Sample Size 
According to Cohen, at al: (2001), a sample is a representative group drawn from the population in such a way that the findings from the sample can be generalised on population. Kombo and Tromp (2006) defined sample as the analysis of large population where bias is minimized and the chance of inclusion of every member.

Sampling is dependent on many things mostly on the research questions. If the objective of the research is to study and describe a specific situation, then non-probabilistic methods like purposive or convenient sampling is appropriate. However, when the objective is to generalize about the findings, it is necessary and important to apply probabilistic methods. Even in such situations, the choice of specific method may still be difficult because it may be subjected to a number of factors, such as; geographical location of respondents, cost and time considerations, availability of sampling frame and size of sample required. Of all those above concerns, the prime requirement is to ensure sufficient representation of the themes under the study. 

After harmonizing different considerations, this study employed probabilistic sampling methods since the objective of this study is to generalize about the findings. Then, 5 Shehias were randomly chosen from the Urban-West region, from each shehia, 40 household were randomly picked so as to make it more representatives. Table 3.1 indicate the data

Table 3.1: Data indication
	RESPONDENTS
	AMOUNT
	PERCENTAGE (%)

	Manager
	1
	2%

	ZAWA officials
	9
	18%

	Local People
	40
	80%

	Total 
	50
	100%


Source: Field Data, 2013
[bookmark: _Toc390531527]
[bookmark: _Toc403515518]3.6. Sampling Procedures
The sample is selected using stratified sampling procedure.  Stratified random sampling is a sampling technique whereby the total population is divide into different groups or layers before selection of the representatives (Kothari, 2008). Sometimes also it is called proportional or quota random sampling; involve the dividing the population into homogeneous subgroups, and then taking a simple random sample in each subgroup. This will help to ensure that every item in the population has an equal chance of inclusion in the sample, since the population does not constitute a homogeneous group. Thus, this design helped to obtained representative sample.

The main advantage of this method is that, it gives appropriate weighing to particular groups, which is small but more important to the study. The strata were formed on the basis of common characteristics, which was on the department basis. In each stratum, items were selected through simple random sampling so as to avoid biasness by the researcher. This sampling method also assured the researcher to be able to represent not only the overall population, but also key subgroups of the population, especially small minority groups.
[bookmark: _Toc264566868][bookmark: _Toc265227858][bookmark: _Toc265229087][bookmark: _Toc265229196][bookmark: _Toc265229813][bookmark: _Toc276480404]
[bookmark: _Toc403515519]3.7 Research Tool
Cohen, (2000) described research tools as the range of approaches used in gathering information, which were to be used as a basis for inference and interpretation, for explanation and prediction. This research used two different instruments namely: interview schedules and interview guide. These instruments generated the wide range of data which were both qualitative and quantitative. Interviews schedules were targeted to the head of the households’ members. On other side, interview guides were targeted to the key informants from households’ members and shehas from five shehias; key informants were found in urban district households, since there were high concentrations of respondents from different socio-economic background. Both provided different dimension of the data on the subject. The instruments can be found on: (Appendix II) Interview Guide and (Appendix III) Interview Schedules. 

[bookmark: _Toc264566869][bookmark: _Toc265227859][bookmark: _Toc265229088][bookmark: _Toc265229197][bookmark: _Toc265229814][bookmark: _Toc276480405][bookmark: _Toc403515520]3.8 Data Collection Methods
Data collection methods were fall under two categories. These were those that were used during the field (in the field) and those after the field. Those during the field include structured interviews and focus group discussion. While after the field the researcher was collect the data through documentation in various libraries and departments.
[bookmark: _Toc264566870][bookmark: _Toc265227860][bookmark: _Toc265229089][bookmark: _Toc265229198][bookmark: _Toc265229815][bookmark: _Toc276480406]
[bookmark: _Toc403515521]3.8.1 Focus Group Discussions 
The focus group discussion is the method that used to elicit some in-depth information from the respondents. Basing on Corlien (2003) and Morgan (1998) a focus group discussion should be constituted by six to twelve persons, three groups of discussion of respondents were conducted and each group comprised ten respondents. 

The researcher facilitated the discussion in such a way that all group members (household members) during the discussion were left to talk freely and spontaneously about the different subtopics which emanated from the main topic. The discussion was guided by the group discussion guide lines (interview guide). 

The group discussions involved the key informants from households’ members of the urban district. Keys informants were found in urban district households, since in urban district, there was high concentration of respondents from different socio-economic background, and the shehas from ten shehias. The groups were deliberately formed so as to elicit a diversity of experiences on the operations of higher education contribution. Ten household members were randomly selected from two shehias to make one group and other ten respondents were randomly selected from two distinct shehias to make the second group and the third group formed by the shehas. This was done by the help of local leaders who were invited the researcher to deliver their presentation and then at the end of the presentation keys informant and the shehas were asked to volunteer for one hour group discussion on their convenient time. 

[bookmark: _Toc264566871][bookmark: _Toc265227861][bookmark: _Toc265229090][bookmark: _Toc265229199][bookmark: _Toc265229816][bookmark: _Toc276480407][bookmark: _Toc403515522]3.8.2 Structured Interviews 
A structured interview is sometimes called a standardized interview. The same questions are asked of all respondents. Corbetta (2003, p.269) states structured interviews are “Interviews in which all respondents are asked the same questions with the same wording and in the same sequence.” It would be ideal if questions can be read out in the same tone of voice so that the respondents would not be influenced by the tone of the interviewer (Gray, 2004, p. 215). 

Bryman (2001 p. 107) explains structured interview entails: The administration of an interview schedule by an interviewer. The aim is for all interviewees to be given exactly the same context of questioning. This means that each respondent receives exactly the same interview stimulus as any other. The goal of this style of interview is to ensure those interviewees’ replies can be aggregated …” 
In this data collection method, interview schedules were employed to assess the contribution of household income in the attainment of higher education. Gender, employment and knowledge were given special consideration.  
        
The interview was structured in such a way that it looks more as normal conversation. Before proceeding to the specific question related to the study, the interview started   by asking general questions about daily life in the household. The aim was to create friendly environment for developing trust between the interviewers and respondents, it also provided chance to get more required information and clarification on some issues. This procedure is supported by Kothari (2005) by    saying that familiarizing with the research environment minimizes barriers in data collection and in some instances allows the researcher to develop mutual trust that     allows for smooth flow of information. 

[bookmark: _Toc264566872][bookmark: _Toc265227862][bookmark: _Toc265229091][bookmark: _Toc265229200][bookmark: _Toc265229817][bookmark: _Toc276480408][bookmark: _Toc403515523]3.8.3 Document Reviews
Documentary analysis has been considered by many researchers as potential source of data for research (Mason, 1996). Providing the meaning of a document in research context, Bryman (2004) says that, it is any written material that can be read, have not been produced specifically for the purpose of social research, are preserved so that they become available for analysis and are relevant to the concerns of a social researcher. In this study, documents have been used to complement other sources of information with the idea that documents corroborate and augment evidence from other sources (Yin, 1994).  Various published and unpublished working documents and record from libraries of various departments and higher education institutions were used in collecting secondary data. This helped to obtain various information related to the study.

[bookmark: _Toc276480409][bookmark: _Toc403515524]3.9 Data Collection Procedures
Before the actual operation of the research, a pilot study was conducted to insure the validity and reliability of the information. The pilot study helps the researcher to gain insight into which questions pose problems, which terms are misunderstood, and where questions might be inappropriate, insufficient or formulated in a way which induces misunderstandings (Noël,  2005). After the pretest, the interview questions were adjusted for the necessary changes and the smooth of research. This led to revision of the instruments (for instance interview guide and interview schedules) to suit participants. Then, the instruments were fully administered to the rest of the subjects in order to give out the required information.

[bookmark: _Toc264566873][bookmark: _Toc265227863][bookmark: _Toc265229092][bookmark: _Toc265229201][bookmark: _Toc265229818]Also triangulation of methods was employed (interview, focused group discussion and documentary review). In the social sciences, triangulation is often used to indicate that more than two methods are used in a study with a view to double (or triple) checking results. This is also called "cross examination" (Cheng, 2005). These two measures were taken to maintain the validity and reliability of the findings of the study. 

[bookmark: _Toc403515525]3.10 Reliability and Validity of Data
[bookmark: _Toc403515526]3.10.1 Validity of Data
Validity refer to the extent to which concept one wishes to measure is actually 
measured by particular scale or index. That is, the extent to which an account accurately represents the social phenomena to which it refers (Kombo, 2006). Internal Validity in this research was achieved through proper identification of research problem, building a theoretical perspective on the various motivation programs, as well as using secondary information.

External Validity achieved through proper identification of the research problem, following the scientific research process, and the use of different research methods. Constructs validity was concerned with the validity of relationships between theoretical constructs variables operationalization and conclusion to be drawn (Kothari, 2005). In order to achieve it, the scientific research process adopted from designing the research problem, and undertaking the research process.

[bookmark: _Toc390531535][bookmark: _Toc403515527]3.10.2  Reliability
Reliability refer to the consistency with which repeated measures produce the same result across time and across observers. Reliability denotes to how consistent a research producer or instrument. Reliability concerns with the question of whether the results of a study are repeatable. So, Reliability implies stability or dependability of an instrument or procedure in order to obtain information (Bryman, 2001). Again proper study have to regards to reliability, consistency, stability and predictability (synonyms for reliability), whether the result is replicable.

Therefore the stability and equivalence aspect of reliability of this research study was achieved or increased by carefully replicating the research methods. This can be conducted by pre-testing of different data collection methods such as focus group discussion, questionnaire and interview, as well as conducting pilot study in the field before the actual study. 
[bookmark: _Toc264566874][bookmark: _Toc265227864][bookmark: _Toc265229093][bookmark: _Toc265229202][bookmark: _Toc265229819][bookmark: _Toc276480411]
[bookmark: _Toc403515528]3.11 Data Analysis 
 Data analysis refers to examining what has been collected in a survey or experiment and making deductions and inferences, (Kombo and Tromp 2006). Indeed, Kothari (2005) said that research data are processed through editing, coding, classification and tabulation. In this dissertation, data were analysed and processed through editing, coding, tabulation and pictorial presentation.
Data analysis method is normally dependent on the types of data the study aims at collecting. Even though this study is qualitative in nature, it became necessary that the methods of data analysis contained both qualitative as well as quantitative forms of data. 
[bookmark: _Toc264566875][bookmark: _Toc265227865][bookmark: _Toc265229094][bookmark: _Toc265229203][bookmark: _Toc265229820][bookmark: _Toc276480412]
[bookmark: _Toc403515529]3.12 Ethical Issues 
 Research ethics involved the application of fundamentals ethical principles to variety of issues in conducting scientific research. Among the ethical issues regarded in this research was voluntary participation of respondents which does not require people to be coerced.

[bookmark: _Toc264566878]Apart from that, the appointment was made with all respondents and the interviews were conducted as per every interviewee’s convenient time. But before conducting interview, the informed consent was taken. It is argued by Creswell (2003:64) that during research the researcher is compelled to develop an informed consent form for participants to sign before they engage in the research. This form acknowledges that the participants’ rights have been protected during data collection. The informed consent form is found in (Appendix I)


                                          
[bookmark: _Toc403515530]
 CHAPTER FOUR
[bookmark: _Toc276480414][bookmark: _Toc403515531]4.0 DATA PRESENTATION AND ANALYSIS
[bookmark: _Toc264566879][bookmark: _Toc265227867][bookmark: _Toc265229096][bookmark: _Toc265229205][bookmark: _Toc265229823][bookmark: _Toc276480415]
[bookmark: _Toc403515532]4.1 Introduction  
[bookmark: _Toc276480416] In the preceding chapter, the methodological aspect of the study has been presented. This chapter puts forward data presentation and findings of the study. It commences with the profile of the respondents, followed by the presentation, analyses and discussion of the first objective, second objective and third objective of the study.

[bookmark: _Toc403515533]4.2 Profile of Respondents
[bookmark: _Toc276480417]This study involved fifty (50) respondents from the study area. Most of the respondents were the users of public water system and ZAWA officers and manager. The users of public water system were interviewed in their public water tapes or in their households. While the ZAWA offices were interviewed in their offices and in the public water tape field. The profile of the respondents that covers their age, gender, education and employment is put down below as follows:

[bookmark: _Toc403515534]4.2.1 Respondents’ Composition by Age
[bookmark: _Toc268257462][bookmark: _Toc268270688][bookmark: _Toc269477076][bookmark: _Toc269477744][bookmark: _Toc271585694][bookmark: _Toc273655514][bookmark: _Toc273655691][bookmark: _Toc276480423][bookmark: _Toc276480424]Age of the respondents ranged from twenty to over fifty years. Grouping the respondents based on their age at the interval of ten years, four groups were obtained. The number of respondents whose age ranged between 20 to 29 years was 12 (24%), while that of respondents whose age ranged between 30 to 39 years was 25 (50%). 9 responses (18%) were aged between 40 to 49 years and those that were over fifty years were 4 (8%). This distribution is as presented in Table 4.1.
Table 4.1: Distribution of Respondents by Age
	[bookmark: _Toc403515535]Age Group
	[bookmark: _Toc403515536]Frequency
	[bookmark: _Toc403515537]Percent

	20    __ 29
	12
	24

	30    __  39
	25
	50

	40    __  49
	9
	18

	50 and Above
	4
	8

	Total 
	50
	100


Source: Field Survey

[bookmark: _Toc276480420][bookmark: _Toc403515538]4.2.2 Respondents’ Composition by Gender

[bookmark: _Toc276480421]Female respondents who were 30 (60%) outnumbered male respondents who were only 20 (40%). This is due to the reason that most of the female populations were the one who fetch clean and safe water from the public water tape, compared to the male population who were mainly very low in proportion. Table 4.2 demonstrates the data. 

Table 4.2: Distribution of Respondents by Gender.
	Gender
	Responses
	Frequency (%)

	Female
	30
	60

	Male
	20
	40

	Total 
	50
	100


Source: Field Survey

[bookmark: _Toc403515539]4.2.3 Respondents’ Composition by Education
Education of respondents ranges from primary education to college and university education. Out of 50 respondents, five (5) respondents (10%) had university and college education. While twenty (20) respondents (40%) had secondary education and seventeen (17) respondents (34%) had primary education. The remains eight (8) respondents (16%) had no education. The results are as shown in Table 4.3.
[bookmark: _Toc398562110]Table 4.3: Distribution of Respondents by Education
	Education
	Responses
	Frequency (%)

	University & collage
	5
	10

	Secondary
	20
	40

	Primary
	17
	34

	Non- educated
	8
	16

	Total
	50
	100


Source: Field Survey

[bookmark: _Toc403515540]4.2.4 Respondents’ Composition by Cadre
[bookmark: _Toc276480419]The respondents’ carders comprised of 38 employed people (76%) out of 50 respondents who are wage–employed were government employers (civil servants) and 2 respondents (4%) were employed in private institutions. These make 80 percent of the total responses. The remains 10 respondents (20%) of the total responses were self-employed. This composition is presented in Table 4.4.

[bookmark: _Toc398562111]Table 4.4: Distribution of Respondents by Cadre
	 
	Wage-Employed
	Self-employed

	 
	Government Employee
	Private Employee
	

	Number 
	38
	2
	10

	Frequency (%)
	76
	4
	20

	Total Number
	40
	10

	Total Frequency (%)
	80
	20


Source: Field Survey

[bookmark: _Toc276480440][bookmark: _Toc397975555]In summary, respondents’ age ranged from twenty to over fifty six years, where the majority of respondents aged between 30 to 39. These form 64 percent. While there were only 5.3 percent of respondents who were 50 years and above. In addition, there were more male respondents compared to female respondents. The male respondents formed 60 percent while the female respondents formed only 40 percent. Furthermore, most respondents had secondary education, it account about 50.6 percent; while those with university education were sixteen respondents (10.7 percent). Also the respondents were employed, private employed and self-employed individuals, most of whom being the horticulture farmers. The wage employed individuals formed 60 percent of the respondents while the self-employed respondents were 40 percent.

[bookmark: _Toc403515541]4.3 Existing Performance of Water Supply
The first objective of this study was to evaluate the existing performance of water supply in the study area. To be able to show that; three important items are observed, namely; the frequency of water availability, the problems of water supply performance and the causes of the problems of water supply in the study area. The section responds to the question: What is the existing performance of water supply in the study area?

[bookmark: _Toc403515542]4.3.1 The Frequency of Water Availability from Public Tape
This question was directed to respondents from shehia. The study findings show that out of the total respondents from five shehia (40) respondents, over fifty percent (50%) of respondents complained that there is no water availability from public tape. While ten respondents (25%) of the total respondents agreed that sometimes there are water availability from public tape and the rest of respondents, five respondents (12.5%) explained that many times water is availability from public tape. 
Moreover,  study results indicates that there is no respondent who explained about many times water availability from Miembeni shehia, while six (6) respondents that is equal to (75%) of the total respondents from Miembeni shehia protest that never water availability in their shehia and the rest of respondent from this shehia (2) respondents explained that they sometimes get the water.  

Farther more the result indicate that seven respondents (7) out of eight respondents (87.5%) from Muungano shehia complained that no water supply in their shehia, there is no respondent in this shehia who explained that there is many times of water availability and only one respondent described that there is sometimes water availability.  In Kwahani shehia the data revealed that only one respondent (1) explained that there are water availability many times, while large proportion of respondents from this shehia (62.5) argued that never water supply in the public tape. The rest of respondents from this shehia (2) described that sometimes there are water supply. 

In the case of Mataumbeta and Jango’mbe shehia, the result revealed that they have the same proportion of respondents who agreed on many times water availability (25% of the total respondents from each shehia), while the data indicates that three (3) respondents from Matarumbeta put that there is never water availability from public tape. Different from that of Jang’ombe  that four (4) respondent complained that never water supply from public tape. The rest of responses from these shehias explained that sometimes there is water availability from public tape. The results are as depicted on table 4.5 below:-
[bookmark: _Toc398562112]Table 4.5: Frequency of Water Availability from Public Tape
	 Frequency
	Many times
	Never
	Sometimes
	TOTAL

	Miembeni
	0
	6
	2
	8 

	Muungano
	0
	7
	1
	8 

	Kwahani
	1
	5
	2
	 8

	Matarumbeta
	2
	3
	3
	8

	Jang’ombe
	2
	4
	2
	8

	Total Number
	5
	25
	10
	40

	Percentage
	12.5
	62.5
	25
	100


Source: Field Survey

[bookmark: _Toc403515543]4.3.2 Problems of Water Supply Performance
[bookmark: _Toc397975557]The total of fifty (50) respondents was attempt on this question. The study results indicate that respondents from five shehias, twenty eight (28) respondents complained that problem of water supply performance is dilapidated water system. While nine (9) respondents from five shehias put that the problem of water supply performance is water management and the rest of respondents from five shehias said that they do not know the problems of water supply performance. 

[bookmark: _Toc397975558]Coming to the ZAWA officials the study results indicate that five respondents out of nine respondents (55%) protested that problem of water supply performance is dilapidated water system, while four respondents (45%) of the total responses explained that problem of water supply performance is water management. 
[bookmark: _Toc397975559]
The result also indicate that ZAWA manager complained that problem of water supply performance is dilapidated water system. Table 4.6 revealed the results.
[bookmark: _Toc398562113]Table 4.6: Problems of Water Supply Performance
	 Problems
	Dilapidated  water System
	Water Management
	Don’t know
	TOTAL

	FIVE SHEHIAS
	28
	9
	3
	40

	ZAWA OFFICIALS
	5
	4
	0
	9

	ZAWA MANAGER
	1
	0
	0
	1

	TOTAL NUMBER
	34
	13
	3
	50

	PERCENTAGE
	68
	26
	6
	100


Source: Field Survey

[bookmark: _Toc403515544]4.3.3 Causes of the Problems of Water Supply Performance
[bookmark: _Toc397975562]Generally the data indicate that large proportion over fifty percent (58%) of the total respondents complained that poor policy is the major cause of problems in water supply performance in the study area. While nine respondents (18%) of the total responses put that corruption is the major cause of the problem of water supply performance in the study area. The rest of respondents (24%) of the total responses described that they don’t know the causes of the problems in water supply performance in the study area. 
[bookmark: _Toc397975563]
On other hand, the data from five shehias indicate that large proportion of respondents (22) complained that poor policy is the causes of the problem in water supply performance, while six (6) respondents explained that corruption is the causes of the problem of water supply performance and the rest of responses (12) describe that they don’t know the causes of the problems of water supply performance. 
[bookmark: _Toc397975564]The findings from ZAWA officials indicate that large proportion of responses (66.6%) of the total responses protested that poor policy is the causes of the problem of water supply performance. The remains respondents (3) explained that corruption is the causes of the problems in water supply performance. On the side of ZAWA manager the data indicate that poor policy is the causes of the problems in water supply performance. The findings are as indicated in table 4.7 below:
[bookmark: _Toc398562114]
Table 4.7: Causes of the Problems of Water Supply Performance
	Causes of Problems
	Poor Policy
	Corruption 
	Don’t know
	TOTAL

	Five Shehias
	22
	6
	12
	40 

	Zawa Officials
	6
	3
	0
	 9

	Zawa Manager
	1
	0
	0
	 1

	Total Number
	29
	9
	12
	50

	Percentage
	58
	18
	24
	100


Source: Field Survey

[bookmark: _Toc403515545]4.4 The Willingness the Water Users to use SMS 
The second objective was to examine the willingness of the water users to use SMS. To be able to show that; three important items are observed, namely; the preference to use SMS in the water related issue, the impediment in the use of SMS in the water related issue; and the how to improve the use of SMS in the study area. The section responds to the question: Are you willing to use SMS in water related issues in the study area? This question is directed to five shehias only, it exclude ZAWA` officials and manager.

[bookmark: _Toc403515546]4.4.1 Preference to Use SMS
The study findings indicate that eighteen (18) respondents which is equal to (45%) of the total responses agreed that they more prefer on the use of SMS in water related issues and other services. While ten respondents (10) which is equal to (25%) of the total responses complained that they are not preferred to use SMS in water related issues and other services. Whereas, the rest of respondents (12) which is equal to (30%) of the total responses explained that they sometime prefer to use SMS in water related issues and other services.

The data from Miembeni Shehia indicate that large proportion of respondent (50%) lamented that they prefer to use SMS in water related issues and in other services. While three (3) respondents which is equal to (37.5 %) of the responses from Miembeni shehia complained that they are not prefer to uses SMS in water related issues and in other services. The rest of response from Miembeni, one (1) respondent explained that sometime prefer to use SMS in water related issues and other services.

Meanwhile, the findings from Muungano shehia show that three respondents that are equal to (37.5%) of the total responses explained that they are more preferred to use SMS in water services related issues and other services. The same number of respondents, three respondents depicted that they sometime prefer to use SMS in water services related issues and other service. Only two (2) respondents complained that they are not preferred to use SMS in water related issues and other service. 

In Kwahani shehia the data indicate that large proportion of the respondents (50%) of the total responses agreed that they more prefer on the use of SMS in water related issues and other services, while three respondents out of the total responses explained that they sometime prefer to use SMS in water related issues and other services. The rest of responses in Kwahani, one respondent protested that not prefer to use SMS in water related issues and other services.
The data from Matarumbeta  shehia was the same as that of Muungano shehia. While the result from Jang’ombe shehia indicate that four respondents (4) out of the total responses (8) agreed that they more preferred on the use of SMS on water related issues and other services. Whereas two respondents explained that they sometimes prefer to use SMS in water related issues and other services. The remains respondents (2) complained that they are not preferred to use SMS in water related issues and other services. The results are as indicated in table 4.8 below:

[bookmark: _Toc398562115]Table 4.8: Preference to Use SMS
	Preference to  Use SMS
	
	More Prefer
	Not Prefer
	Sometimes Prefer
	TOTAL

	Miembeni
	4
	3
	1
	8

	Muungano
	3
	2
	3
	8

	Kwahani
	4
	1
	3
	8

	Matarumbeta
	3
	2
	3
	8

	Jang’ombe
	4
	2
	2
	8

	Total Number
	18
	10
	12
	40

	Percentage
	45
	25
	30
	100


Source: Field Survey

[bookmark: _Toc403515547]4.4.2 The Impediment in the Use of SMS in the Water Related Issue
Study results indicate that large proportion of respondents (62.5%) of the total responses accepted that illiteracy and technological challenge is the major impediment in the use of SMS in the water related issues and other services. While (37.5%) of the total respondents explained that they do not know the impediment in the use of SMS in the water related issue and other services.

Again the result father depicted that in Miembeni shehia large proportion of respondent (62.5%) complained that illiteracy and technological challenges is the major impediment to the use of SMS in water related issues and other services. The rest of respondent (3) respondents described that they do not know the impediment towards the use of SMS in water related issue and other services.

The result in Muungano and Matarumbeta shehia appear the same. Four respondents (4) out of the total respondents revealed that illiteracy and technological problem is the major impediment toward the uses of SMS in water related issues and other services. The remains respondent (4) respondents explained that they do not know the impediment towards the use of SMS in water related issue and other services in the study area.

Meanwhile, data from Kwahani and Jang’ombe are of the same picture that six respondent which is equal to (75%) of the total responses conveyed that illiteracy and technological challenge is the major impediment towards the use of SMS in water related issue and other services. The rest of respondents (2) respondents do not know the impediment on the use of SMS in water related issue and other services. Table 4.9 depict the data
[bookmark: _Toc398562116]
Table 4.9: The impediment in the use of SMS in the water related issue.
	Impediment to the  Use SMS
	Illiteracy and Technological Challenge
	Don’t Know
	TOTAL

	Miembeni
	5
	3
	8

	Muungano
	4
	4
	8

	Kwahani
	6
	2
	8

	Matarumbeta
	4
	4
	8

	Jang’ombe
	6
	2
	8

	Total Number
	25
	15
	40

	Percentage
	62.5
	37.5
	100


Source: Field Survey
[bookmark: _Toc403515548]4.4.3 To improve the use of SMS
[bookmark: _Toc397975571]The findings indicate that large proportion (70%) of the total responses showed that education is the major way to improve the use of SMS for water related issues and other services in the study area. While the rest of respondents (30%) out of the total responses explained that they do not know the method to be used so as to improve the use of SMS in water related issues and other services.

[bookmark: _Toc397975572]Moreover, the result reviled that Miembeni and Matarumbeta have the same data on the way to improve the use of SMS in water related issue in the study area. Seven respondents (87.5%) of the total responses agreed that education is the major method that can be used to improve the use of SMS in water related issue and other services in the study area. While the rest of respondent (12.5%) of the total responses complained that they do not know the method to be used so as to improve the use of SMS.

While the data from Muungano and Kwahani are in the same direction. The results indicate that large proportion of responses (62.5%) of the total responses explained that education is the major way to improve the use of SMS in water related issues and other services. Whereas the rest of responses from these shehia complained that they don’t know who to improve the use of SMS in water related issues and other services.

The data in Jang’ombe shehia look different, fifty percent (50%) of respondents claimed that education is the way to improve the uses of SMS in water related issue and other services, while the same percent (50%) of responses indicate that they don’t know the method to improve the use of SMS in water related issue and other services. Table 4.10 reviled the data

[bookmark: _Toc398562117]Table 4.10: To Improve the Use of SMS
	To Improve the Use of SMS 
	Education
	Don’t Know
	TOTAL

	Miembeni
	7
	1
	           8

	Muungano
	5
	3
	           8

	Kwahani
	5
	3
	           8

	Matarumbeta
	7
	1
	           8

	Jang’ombe
	4
	4
	8

	Total Number
	28
	12
	40

	Percentage
	70
	30
	100


Source: Field Survey

[bookmark: _Toc403515549]4.5 Roles of the Use of SMS in Water Services Provision
The third objective was to explore the roles of the use of SMS in water services provision. To be able to show that; three important items are observed, namely; minimize the distance to ZAWA, report water related problems; and complain on water related problems. The section responds to the question: What are the roles of the use of SMS in water services provision? This question is directed to both five shehias , ZAWA official and ZAWA manager.
[bookmark: _Toc403515550]
4.5.1 SMS Minimize the Distance
The study result indicate that large proportion of respondent (68%) indicate that many times  SMS in water services is used to minimize the distance from households to ZAWA offices.  While twenty six percent (26%) out of the total responses complained that SMS never minimize the distance to ZAWA and the rest of responses (6%) explained that sometimes SMS minimize the distance to ZAWA. The 
result is as indicated in table 4.11

[bookmark: _Toc398562118]Table 4.11: SMS Minimize the Distance
	SMS Minimize the Distance to Zawa
	Many times
	Never
	Sometimes
	TOTAL

	FIVE SHEHIAS
	28
	9
	3
	 40

	ZAWA OFFICIALS
	5
	4
	0
	 9

	ZAWA MANAGER
	1
	0
	0
	 1

	TOTAL NUMBER
	34
	13
	3
	50

	PERCENTAGE
	68
	26
	6
	100


Source: Field Survey

[bookmark: _Toc403515551]4.5.2 SMS Report Water Related Problem
The study findings indicate that large proportion of response (66%) of respondents out of the total responses agreed that many times SMS can be used to report water related problems to ZAWA.  Meanwhile, twenty eight percent of the total respondents (28%) protested that SMS can never be used to report on water related problems to ZAWA.  The remains respondents (6%) out of the total responses explained that sometimes SMS can be used to report on water related problem to ZAWA.  The result is as indicated in table 4.12 below:
[bookmark: _Toc398562119]Table 4.12: SMS Report Water Related Problem
	SMS Report Water Related Problem
	 
	Many times
	Never
	Sometimes
	TOTAL

	Five Shehias
	28
	9
	3
	 40

	Zawa Officials
	4
	5
	0
	 9

	Zawa Manager
	1
	0
	0
	 1

	Total Number
	33
	14
	3
	50

	Percentage
	66
	28
	6
	100


Source: Field Survey
[bookmark: _Toc403515552]4.5.3 SMS Complain Water Related Problems
The data indicate that over fifty percent of respondents (58%) depicted that many time SMS can be used to complain on water related problems to ZAWA. While eighteen percent (18%) out of the total responses complained that SMS can never be used to complain on water related problems. The rest of responses (24%) of the total responses agreed that sometimes SMS can be used to complain on water related problems to ZAWA. Table 4.13 indicate the data
[bookmark: _Toc398562120]
Table 4.13: SMS Complain Water Related Problems
	Complain Water Related Problems
	 
	Many times
	Never
	Sometimes
	TOTAL

	Five Shehias
	22
	6
	12
	 40

	Zawa Officials
	6
	3
	0
	 9

	Zawa Manager
	1
	0
	0
	 1

	Total Number
	29
	9
	12
	50

	Percentage
	58
	18
	24
	100


Source: Field Survey

[bookmark: _Toc403515553]4.6 Discussion of the Findings
Generally study findings show that out of the total respondents from five shehia (40) respondents, over fifty percent (62.5%) of respondents complained that there is no water availability from public tape. While ten respondents (25%) of the total respondents agreed that sometimes there are water availability from public tape and the rest of respondents, five respondents (12.5%) explained that many times water is availability from public tape.  This result implied that there is poor performance of water supply in the study area.  As Mrs. Zulekha one of the head of household puts
“We used to get water from the venders, while on the issue of water from ZAWA 
lines, weather public water tap or private water tape in the household; we never get the water the water from those sources”.

Again the findings indicate that large proportion of respondents (68%) of the total respondents complained that problem of water supply performance is dilapidated water system. While twenty six percent (26%) of the total responses depicted that water management is problem of water supply performance and the rest of responses (6%) of the total responses explained that they don’t know.  This finding means that there is poor performance of water supply in the study area. As have been explained by Mr. ZAWA`official:-

“There are many problems associated to the water supply in this country, but the issue of dilapidated water system rank first. This is due to the fact that the water system we have is that from colonial period which is very tired and unfit to the current situation and water load”.

The result go hand to hand with literature that  the current system of water supply is similar to historical precedent but further deterioration of distribution networks means that more villages, urban included, are no longer connected to freshwater through a pipeline but rely instead on trucks carrying water from nearby villages (Slade, et al. 2012). On areas of the island one can spot what could be described as “pipe graveyards”, where pipelines and taps are visible but clearly no longer in use, dilapidated, and unmaintained. Due to the cost incurred by transportation, villagers not connected to a pipeline find themselves paying significantly more than they did when connected. Previous research shows that people in villages without access to a freshwater well prefer pipe-water to transported well-water (Hansson 2010).

[bookmark: _Toc397975567]Furthermore, the data indicate that large proportion over fifty percent (58%) of the total respondents complained that poor policy is the major cause of problems in water supply performance in the study area. While nine respondents (18%) of the total responses put that corruption is the major cause of the problem of water supply performance in the study area. The rest of respondents (24%) of the total responses described that they don’t know the causes of the problems in water supply performance in the study area. 

[bookmark: _Toc397975568]This implied that there is poor performance of water supply in the study area. Mr. Jafar the household head explained:- “Free services policy that we inherit from our beloved first president of this country is what brought us in this position; free water policies that operate in water services and supply also create many problems in water supply services in our country. Look for example the problem of dilapidated water system”.
[bookmark: _Toc397975569]
The findings agreed with the statement that the policy of providing free water to the people of Zanzibar has in many ways created an unsustainable situation that has led to a deterioration of the water supply systems and fostered assumptions that water should be a free service (Shah 2003). This policy most likely stemmed from the idea that water is a necessity and therefore should be provided freely, but more so to assuage people’s expectations from a revolutionary government. Changing this policy, however, presents problems when “widely held cultural and religious proscriptions against treating water as a commodity prevail (HALCROW Consulting Engineers 1994). Thus from that discussion, it found that the existing water supply performance in the study area is not good and is detererioratring.

Generally, the study findings indicate that eighteen (18) respondents which is equal to (45%) of the total responses agreed that they more prefer on the use of SMS in water related issues and other services. While ten respondents (10) which is equal to (25%) of the total responses complained that they are not preferred to use SMS in water related issues and other services. Whereas, the rest of respondents (12) which is equal to (30%) of the total responses explained that they sometime prefer to use SMS in water related issues and other services. This findings implied that people are prefer on the use of SMS.

Meanwhile the data show that large proportion of respondents (62.5%) of the total responses accepted that illiteracy and technological challenge is the major impediment in the use of SMS in the water related issues and other services. While (37.5%) of the total respondents explained that they do not know the impediment in the use of SMS in the water related issue and other services. This means that illiteracy is the major obstacle toward the use of SMS in the study area.
Lastly but not least, the findings indicate that large proportion (70%) of the total responses showed that education is the major way to improve the use of SMS for water related issues and other services in the study area. While the rest of respondents (30%) out of the total responses explained that they do not know the method to be used so as to improve the use of SMS in water related issues and other services.

The study result indicate that large proportion of respondent (68%) indicate that many times  SMS in water services is used to minimize the distance from households to ZAWA offices.  While twenty six percent (26%) out of the total responses complained that SMS never minimize the distance to ZAWA and the rest of responses (6%) explained that sometimes SMS minimize the distance to ZAWA.
Furthermore, the study findings indicate that large proportion of response (66%) of respondents out of the total responses agreed that many times SMS can be used to report water related problems to ZAWA.  Meanwhile, twenty eight percent of the total respondents (28%) protested that SMS can never be used to report on water related problems to ZAWA.  The remains respondents (6%) out of the total responses explained that sometimes SMS can be used to report on water related problem to ZAWA.

However, the data indicate that over fifty percent of respondents (58%) depicted that many time SMS can be used to complain on water related problems to ZAWA. While eighteen percent (18%) out of the total responses complained that SMS can never be used to complain on water related problems. The rest of responses (24%) of the total responses agreed that sometimes SMS can be used to complain on water related problems to ZAWA.
[bookmark: _Toc276480462][bookmark: _Toc403515554]
CHAPTER FIVE
[bookmark: _Toc276480463][bookmark: _Toc403515555]5.0 SUMMARY, CONCLUSIONS AND RECOMMENDATIONS
[bookmark: _Toc264566919][bookmark: _Toc265227898][bookmark: _Toc265229141][bookmark: _Toc265229250][bookmark: _Toc265229868][bookmark: _Toc276480464]
[bookmark: _Toc403515556]5.1 Introduction
This chapter presents the summary of the study, conclusion, recommendations and area for further study. Also it provides suggestions for further researches in the problem area. The study intended to respond to the previous study knowledge gap on the role of SMS on water services performance.
[bookmark: _Toc264566920][bookmark: _Toc265227899][bookmark: _Toc265229142][bookmark: _Toc265229251][bookmark: _Toc265229869][bookmark: _Toc276480465]
[bookmark: _Toc403515557]5.2 Summary of the Main Findings
 To sum up the study, one can be conscious on the fact that the roles and use of SMS play important role in services performance include water supply performance.  Much literature in the study tried to analyse different roles of the use of SMS in services provisions in their respective countries. In Tanzania and Zanzibar in particular, SMS and mobile phones are used in differently in services provision.  
It was significant and highly roaring that the existing performance of water services in Zanzibar is directly linked to the existing water policy that exist during the time immemorial. The performance of water is not good. It is in precarious condition due to poor policy that exist and management of water in the surrounding area.

In the issue of willingness to use SMS in services provision and water supply in particular. It is highly agreed that majority of the people are willing to use SMS in services receiving and provision since they need to go with time by using new technology that may minimize several problems.
SMS also is accepted to reduce the distance to ZAWA office, as well as the sole reporting method and complaining method by majority of the people in the study area. These objectives have been materialized through various data collecting instrument, where data were analyzed through both quantitative and qualitative.

[bookmark: _Toc403515558]5.3 Implications of the Findings
The finding of this study is supposed to be catalyst water supply services in Zanzibar. The research expect ZAWA to apt hand recommendation of this study to improve water service for the benefit of the citizen of the Zanzibar.

The second implication to ZAWA is that, there are some challenge which has been pointed out by the customer such as poor water availability and low water quality. This has implication the doubt of the customer of the water services can be arise by improving water availability and also improve water quality by protecting water resources and drilling borehole with high capacity and good water quality.
The third implication to Ministry of land, water and energy is to review a standard and technical coordination policy. Technical coordination may be needed between and among Ministry, ZAWA and other cooperation agencies.

[bookmark: _Toc264566921][bookmark: _Toc265227900][bookmark: _Toc265229143][bookmark: _Toc265229252][bookmark: _Toc265229870][bookmark: _Toc276480466][bookmark: _Toc403515559]5.4 Conclusions 
 Basing on the findings of this study, it is safe to conclude that the existing performance of water services in Zanzibar is directly linked to the existing water policy that exists during the time immemorial. The performance of water is not good. It is in precarious condition due to poor policy that exist and management of water in the surrounding area. 
[bookmark: _Toc265227901][bookmark: _Toc265229144][bookmark: _Toc265229253][bookmark: _Toc265229871][bookmark: _Toc276480467]Meanwhile, the study findings show that willingness to use SMS in services provision and water supply in particular is may affect the services provision performance in the study area. It is highly agreed that majority of the people are willing to use SMS in services receiving and provision since they need to go with time by using new technology that may minimize several problems.

[bookmark: _Toc403515560]5.5 Recommendations
The study recommended that there is the need to the re-establishment of new, project that supervise together with other stockholders such as government and local people so that to make sure that this project is workable in water supply performance.    

Like Tanzania mainland, Kenya and Uganda to gather with other countries Human Sensor Web (HSW) is a project is preferred to be adopted in the manner that it can produces tremendous outcomes. As explained in 2011 the Ugandan government under the ministry of water and environment, Water Aid, Makerere University as well as SNV introduced a project called Mobile for Improved Water Access (M4W) which had the purpose of improving efficiency in reporting faults, triggering action for response from the service providers as well as improving efficiency in updating information systems. Also in Burkinafaso they establish WAWASH project to collect data and measuring water service delivery. 

The study took place in 8 rural communes in the Sahel region of Burkinafaso (WAWASH, 2012). Kenya also they had “SMS for life”  that has been made evident in “public-private” project that harnesses everyday technology to eliminate stock outstand improve access to essential medicines in sub-Saharan Africa. In this project the rural clinics send a text message listing the amount of medicine they have in stock to health official at central distribution sites. 

[bookmark: _Toc403515561]5.6 Limitation and Delimitation of the study 
There are numbers of limitations that will regard to this study. These include but not limited to the following; 
· Limited accessibility to confidentially data from the organization will not be given to any unauthorized person/ anybody.
· Lack of cooperation from respondents including employee as they were reluctant to fill the questionnaires thinking that the researcher was spying their business. 
· Time constraint, Open University of Tanzania offers a short time of less than one year to prepare research proposal, gather data and write report, researcher had difficulties in meeting the deadline.

In order to solve the above limitation the following are some measured that:-
· The scarce time could be managed effectively during the preparation of the research proposal, gather data and write report, researcher in order to meet the intended deadline of the University.
· Provision of the introduction letter to the organization that intended the research to take place it will help to reduce limited accessibility to confidentially data from the organization as they are not publicly automated or given out for the public to study according to the government policy on accessibility of the data
· The encouragement of employee will be my sole responsibility during the data 
collection process so as to reduce the lack of cooperation from respondents including employee as they were reluctant to fill the questionnaires. 
[bookmark: _Toc264566923][bookmark: _Toc265227902][bookmark: _Toc265229145][bookmark: _Toc265229254][bookmark: _Toc265229872][bookmark: _Toc276480468]
[bookmark: _Toc403515562]5.7 Area of Further Study
It will not be fear for this study no to mentioned areas for further studies, since more studies are needed so as to make water services is more attainable in fear, equity and equality among the poor majority of Tanzanian who deserve to get it. Amongst the areas for further study are:
· Investigation on the applicability of the commercialization of water services in Zanzibar context so as to improve water performance.
[bookmark: _Toc403515563]
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You are request to consent for your participation into a study that aims at assessing the role of SMS in water supply performance in Zanzibar with respect to stakeholders’ views. The reason for asking you to participate is the fact that you are among the stakeholders and thus a potential respondent in this study. 

The study will involve in-depth interviews and focused group discussion. The interviews will be involve some water users in their household and at the public tape in Zanzibar, some officials from the  Zanzibar water authority (ZAWA) and ZAWA manager. The focused group discussion will involve water users in their household and at the public tape in Zanzibar. 

The decision to participate is important and therefore you are requested to respond honestly to a few questions on your knowledge, experience and opinion. 

Confidentiality 
The information gathered will be treated with confidentiality such that only the researcher will access the given information in their raw form. In any way, the given information will not be linked to your individual name during report writing. 

Benefits 
There is no direct benefit for your participation in this study. However, your information will contribute to better understanding of the role of SMS in water supply performance in Zanzibar.
Participation 
Participation into the study is voluntary. You have the right to decline to participate or to withdraw from the study at any point of the interview without saying the reason for your withdrawal. Your decisions whether to participate or not will not in any way jeopardize your citizenship, your title or your employment status. If you agree to participate into the study, please, give your signature hereunder. 

Signature of the respondent …………………………….. Date ……………………… 
Signature of the interviewer …………………………….. Date ………………….......















APPENDIX II: Interview Guide to the Local People from Shehias
Personal Information
1. Age_____
2. Gender           Male            Female
3. Education
i.) No education _______
ii.) Primary ________
iii.) Secondary________
iv.) College/University _________
4. Employment
i.) Self __________
     ii.) Private__________
     iii.) Government________
5. How many times you receive water from public tape?
6. What kind of problems encountered in water supply in your area?
7. What are the causes of the water related problem in your area?
8. Do you prefer to use SMS in water related issues?
9. What are the impediments of using SMS in water related issue?
10. How to improve the use of SMS in water related issues?
11. How frequent SMS can minimize the distance to ZAWA?
12. At what extent can you report water related problem by using SMS?
13.  How far can you use SMS in water complains?


QUESTIONNAIRE FOR ZAWA MANAGER AND ZAWA OFFICIALS
PERSONAL INFORMATION
1. Age_____
2. Gender           Male            Female
3. Education
i.) No education _______
ii.) Primary ________
iii.) Secondary________
iv.) College/University _________
4. Employment
i.) Self __________
     ii.) Private__________
     iii.) Government________
5. What kind of problems encountered in water supply in your area?
a. Dilapidated  water System (  )
b. Water Management             (  )
6. What are the causes of the water related problem in your area?
a. Poor Policy   (  )
b. Corruption    (  )
7. How frequent SMS can minimize the distance to ZAWA?
a. Many times  (  )
b. Sometimes   (  )
c. Never           (  )
8. At what extent can you report water related problem by using SMS?
a. Many times       (  )
b. Sometimes         (  )
c. Never                (  )

9.  How far can you use SMS in water complains?
Many times            (  )
Sometimes              (  )
Never                     (  )
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