
  

SERVICE LEVEL BENCHMARKING1 (SLB) 
 

Measuring service levels of civic agencies 
implies measuring outcomes, which indirectly 
reflects on the institutional capacity, financial 
performance and other parameters.  Service 
level parameters can be measured either 
from a utility manager’s/planner’s 
perspective or from the perspective of a 
citizen.  To facilitate comparison between 
service delivery jurisdictions, and to measure 
changes in performance over time, it is 
important that performance levels are 
benchmarked and monitored against those 
benchmarks. 
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PERFORMANCE PARAMETERS FOR BASIC URBAN 
SERVICES  
 

The Ministry of Urban Development (MoUD) has 
identified service level performance parameters for 
four basic urban services: 
 

• Water supply 
• Sewage 
• Storm water drainage 
• Solid waste management 
 

These parameters highlight the performance as 
would be monitored by the management of ULB or 
other civic agencies.  These performance 
measurements will need to be carried out by the 
service delivery agencies themselves, reported to 
higher levels of management and also disseminated 
widely. Clear definitions and methodologies are 
expected to eliminate bias in measurement and 
reporting.  Performance from a citizen’s or 
consumer’s point of view is better measured by 
capturing their perception, rather than data from 
the delivering agency.  Measuring citizens’ 
perceptions can be supplemented by data reported 
through agencies, and can offer interesting insights 
when compared with each other. 
 

WATER SUPPLY 
  

Coverage of water connections  100% 
Per capita supply of water (lpcd)  135 
Metering of water connections  100% 
Non-revenue water (NRW)  20% 
Continuity of water supply (hours) 24 
Quality of water supplied  100% 
Efficiency in redressal of complaints 80% 
Cost recovery in water supply services 100% 
Efficiency in collection of water charges 90% 
 

SEWAGE 
 

Coverage of toilets   100% 
Coverage of sewage network services 100% 
Collection efficiency of sewage network 100% 
Adequacy of sewage treatment capacity 100% 
Quality of sewage treatment  100% 
Extent of reuse/recycling of sewage 20% 
Efficiency in redressal of complaints 80% 
Cost recovery in sewage management 100% 
Efficiency in collection of sewage charges 90% 
 

STORM WATER DRAINAGE 
 

Coverage of storm water drainage 100% 
Incidence of water logging/flooding 0 

 
 
 
 
    
  
 
    
   
 
 

SOLID WASTE MANAGEMENT  
   

Household coverage of SWM services 100% 
Efficiency in collection of solid waste 100% 
Segregation of municipal solid waste 100% 
Municipal solid waste recovered  80% 
Scientific disposal of solid waste  100% 
Efficiency in redressal of complaints 80% 
Cost recovery in SWM services  100% 
Efficiency in collection of SWM charges 90% 
 

Practical considerations will drive and determine 
frequency and jurisdiction of measurement and 
reporting, both critical aspects in performance 
measurement.  To the extent practical, 
performance should be measured at the smallest 
geographical jurisdiction as possible. Service 
delivery performance at Ward level, when laid out 
spatially on a town map, may offer interesting 
insights.  Also, from a citizen’s perspective, Ward 
boundaries are the sub-ULB level jurisdictions they 
can easily relate to. 
 

PERFORMANCE MANAGEMENT 
 

ULBs will find it useful to institutionalize systems 
for performance management using SLBs. ULBs will 
also need to examine performance of other 
Parastatal civic agencies, even if the ULBs are not 
directly responsible for service delivery in those 
areas.  The following systems will need to be 
institutionalized by ULBs to implement the entire 
cycle of performance management: 
 

• Systems for collection and analysis of data 
• Systems for assessment of performance 
• Systems for operational decisions and plans 
• Systems for performance improvement 
• Systems to engage citizens and civil society 
 

Parastatal agencies too need to put systems in 
place for performance management.  The need for 
reporting and public disclosure is further 
highlighted in this case, thereby bringing in higher 
intensity of accountability of Parastatal agencies to 
elected bodies and the public at large.  Citizens 
should be engaged with ULB through Area Sabhas, 
Resident Welfare Associations and other such civil 
society organizations in examining the progress on 
SLBs and suggesting remedial actions. 
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Benchmarks are laid down for urban services like 
water supply and sanitation.  Working towards 
achieving these benchmarks would bring about a 
paradigm shift in the functioning of ULBs 

Towns should adopt a performance monitoring 
framework at ULB/Parastatal level and should 
regularly analyze performance data to improve 
quality of the decision-making process 


