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ABSTRACT

This study was about assessing customer satigfiadtio electricity conventional
billing system in Tanzania the case of TANESCOallakgion. The study used
questionnaire to gather data from 242 respondent®s& responses were
descriptively analysed with the aid of SPSS. Thelstfound that there were two
types of paying electricity bills. Further, the dyufound that TANESCO workers
were the ones who read electric meter. It was f@sod that in some cases electric
meters were not read accurately although most oes®were satisfied with meter
reading results. Moreover, the study found thattroastomers were not lower users
of electricity. It was also learnt that the sergiaaffered by TANESCO were not
satisfactory to most customers despite the fadtttiey paid their bills accordingly.
Furthermore, it was found that long distance tragedlectric pay stations customers
spending a lot of time in paying electric bills wethe main challenges of
conventional billing system. The study recommendat tTANESCO should
withdraw from using electricity conventional bilrsystem so that to invest more on
prepaid system. In order to maintain accuracy ettec meter reading, both parts
TANESCO and customers have to be involved. Moreotrex price of electricity
should be reduced especially for domestic usersrdier to discourage them from
using other sources of electricity which are ndiydrarmful to their health but also
to national economy.

Keywords: Customer satisfaction, Electricity, comenal billing system
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CHAPTER ONE

INTRODUCTION

1.1  Background to the Problem

Traditionally the electricity industry in the worldas been a publicly owned
institution but starting in the 1970s nations begfam process of deregulation and
privatisation leading to electricity market. A majimcus of privatisation was the
elimination of the former so called natural mongpail generation, transmission, and
distribution. As a consequence, electricity hasobee more of a commodity. The
separation has also led to the development of rewinology to describe the

business units (www.need.org).

Tanzania Electricity Supply Company Limited (TANESKis a Tanzania parastatal
organization established in 1964. It is wholly owdrsy the government of Tanzania.
The Ministry of Energy and Minerals regulates thpemations of TANESCO. Its
business include: electricity generation, transioigs distribution and sale of
electricity to the Tanzanian mainland and bulk powepply to the island of

Zanzibar (www.tanesco.co.tz).

Electricity is a commodity capable of being bougdld and traded. An electricity
market is a system for effecting purchases, thrdaidh to buy; sales, through offers
to sell; and short term trades, generally in thenfof financial or obligation swaps
(www.need.org). In case of TANESCO, electricitygsnerated by TANESCO and

sold directly to customers.



Measuring and optimizing customer satisfactionlésudy very important in building
and maintaining long-term relationships with custesn(van Birgelen et al, 2006).
Satisfaction is a subject and concept which isialiff to determine (European
Institute of Public Administration, 2008). It dem=non a myriad of factors and
varies from person to person as well as producprtmuct. Some of the main
concepts of satisfaction in the literature are galguality and satisfaction. Value
according to Zeithaml (1988) is the importancechital to services based on their
usage and the amount paid in exchange. Customers thva best value of their
money. They spare no efforts in searching for higlality services (Strategic
Direction, 2007). Customer perceptions are deteethitby myriad of factors

including price and quality of the service offered.

A big number of domestic customers in llala Regeame not paying their bills
promptly and the number is increasing as time goANESCO, 2011). However, to
what extent do domestic customers have been satisfith the electric billing
systems offered by TANESCO, was the main issue lwihis study sought to

uncover.

1.2 Statement of the Research Problem

Numerous studies show that customer satisfactioelased to repurchase intentions
and attitudinal loyalty (Cronin & Taylor, 1992; Mi&§ Julander 1996). J. D. Power
and Associates (2008) measure overall customesfaaion of electric utilities
through six factors: power quality and reliabilipystomer service, company image,
billing and payment, price, and communications. €tgle and Pinter (2000) are of

the view that customers who are satisfied by etecervices have higher price



acceptance. Mwingizi (2008) asserts that onlingpgyment system established by
TANESCO must be communicated exhaustively to custsrprior to its launching,
and the system must be simple to use. SindagurQ9j26ays that the factors
influencing customer perceptions of TANESCO serviaee not uniform in terms of

significance and magnitude.

In Tanzania, experience shows that electricitygwidse annually. On the other side
the media have been reporting a lot of challengeluding billing system that face
TANESCO. Taking into account the importance of TANMED to socio-economic
development, this study seeks to assess the cusgatigfaction on electric billing

charged by TANESCO.

1.3  Objectives of the Study

This study has two objectives; general and speglijectives.

1.3.1 General objective of the study
The general objective of this study was to asses®mer satisfaction on electricity

conventional billing system in Tanzania.

1.3.2 Specific objectives of the study
This study has four specific objectives as follows:

(i) To identify the modality of paying electricity sl

(i)  To determine the extent to which domestic custorasrssatisfied with electric

meter reading



(i)  To identify electricity unit price paid by custorse
(iv) To examine the challenges facing customers usingestional electric meters

on billing system.

1.4 Research Questions

This study had two main research questions aswollo

1.4.1 General Research Question
To what extent domestic customers are satisfield gléctric billing system and their

willingness to settle their bills?

1.4.2 Specific Research Questions

0] What are the modalities of paying electricity 3lls

(i) To what extent are you satisfied with electric me¢ading?

(i)  What is the price of electricity unit?

(iv)  What are the challenges facing customers usingesdional electric meters

on billing system?

1.5 Significance of the Study
The findings of the study are useful for decisioakers in establishing the best ways
of electricity bill paying. It can also be used BANESCO as reference point for

setting electricity price per unity.

The study can also be used by researchers in figegtithe gaps which warrant for
research investigation. Moreover, it can be useahasportant reference material to

other academicians who will use this research decifor further reference.



The study is important to me as it is one of thélfeent conditions for completing
my Master degree in Business Administration (Marigt The study also
contributes to availability of literature on issuegated to customer satisfaction on

electricity bill system.

1.6  Scope of the Study

The study was strictly focussing on assessing oustcsatisfaction on electricity
conventional billing system in Tanzania, the cabdlala region as recognised by
TANESCO. It sought information from domestic custser who use electricity
conventional meter billing system in Gongo la Mhoftabata and Vingunguti

industrial area in Dar es Salaam.

1.7  Organisation of the Study

The study is organised into five chapters. Chapter deals with background and
statement of the problem that also highlights dbjes of the study, research
questions, significance of the study, scope ofstney and organisation of the study.
Chapter two presents literature review in whictotké&cal and empirical studies are

reviewed as well as revealing research gap andepbual framework of the study.

Chapter three is about research methodology ofthey. It explains the research
paradigm concept, the study area, sampling desidrpeocedures. It further presents
the data collection methods and instruments, datdysis methods as well as the
reliability and validity. Chapter four concentrates presentations of findings,

analysis and discussions. It presents the findofghe study. It also analyses and



discusses the findings of the study. Chapter dimecludes the study. It presents the
summary of the study. It also concludes and offecommendations and areas for

further studies.



CHAPTER TWO

LITERATURE REVIEW

2.1  Introduction
This chapter deals with literature review. It prasedefinitions of key terms, theory
of the study and empirical literature. It also s research gap and conceptual

framework of the study as well as synthesis ofstiuely.

2.2 Definitions of Key Terms
This part defines the key concepts used in theysfligese terms are satisfaction and

customer satisfaction.

2.2.1 Satisfaction
Satisfaction is a feeling which results from prace$ evaluating what was received
against what expected the purchase decision asélfor the fulfilment of needs and

want (FeclikovaA, 2004). This study used the sarsamng.

2.2.2 Customer satisfaction
Customer satisfaction is a customer’s overall eatednn of the date that has positive
influences on retaining customers among differeartety of services and products

(Gustafson et al, 2005). This study used the sagsnimg.

2.2.3 Billing System
This is a process of generating invoice to receades price from the customers. In
conventional meter, the billing is firstly done nuafly by an individual who read the

meter and record the current meter reading, thetalkes the current reading to the



office where it is entered into the computer whmocesses the invoice for the

customer who finally pay the bill at specified giat

2.3  Theoretical Literature Review
This part presents the theoretical perspectivesis ltspecifically focusing on
customer’s satisfaction theories. These theorigg weed by this study because they

consist of important elements that are very impurtar understanding this study.

2.3.1 Disconfirmation Theory

Customer satisfaction has been traditionally saidiemarketing area as one of the
critical attitudinal variables that may influencastomer behaviour. Most of the
studies of satisfaction in marketing literature based on the disconfirmation theory.
It postulates that, the feeling of satisfactioraisesult of the comparison between
perceptions of a product’s performance and expeast Oliver and Swan (1989).

This theory, representing psychological evaluatipnocesses, provides an
understanding of expectations, desires, experienmed performances that may
affect customer attitudes. Based on this theorykiMey et al.’'s (2002) study

suggested that the difference between expectatiotsctual performance on system
quality and information quality is likely to deteime web customer satisfaction.
Similarly, Khalifa and Liu (2002) posed that coniation/disconfirmation of pre-

adoption expectations and desires, upon adoptmunddnfluence overall customer

satisfaction. While the disconfirmation theory hbasen supported by many
researchers, it is hard to operationalize the themmsistently for all product

categories (1982).



2.3.2 Service Quality Theory (SERVQUAL)

The theory has been used by various researchestdssho investigate the quality of
the services offered by an institution that aimnaproving socio-economic of its
stakeholders. White and Toombs (1998) define quads the extent to which
processes, products, services, and relationshipes from defects, constraints, and
items which do not add value for the customer. g$tmyor’s definition of quality,
Harry and Schroeder (2000) assert that small bss@secan implement a variety of
quality initiatives. Parasuramaat al (1985) identify ten determinants for measuring
service quality which are tangibility, reliabilityesponsiveness, communication,
access, competence, courtesy, credibility, seguaitg understanding/knowledge of
customers. In 1988 Parasuraman (1985) purifiecettezs dimensions and developed
them into five dimensions i.e. tangibility, reliityi, responsiveness, assurance and

empathy to measure service quality or customesfaation services.

2.3.3 Dissonance Theory

The dissonance theosyiggests that a person who expected a high-vabgrigrand
received a low-value product would recognize thepdiity and experience a
cognitive dissonance (Cardozzo, 1965). That isdikeonfirmed expectations create
a state of dissonance or a psychological discon{iirt 1990). According to this
theory, the existence of dissonance produces pess$ur its reduction, which could
be achieved by adjusting the perceived disparitlyis Ttheory holds that "post
exposure ratings are primarily a function of thpextation level because the task of
recognizing disconfirmation is believed to be p®jlogically uncomfortable. The

researchers pursued this approach implicitly asdimateconsumers would generally
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find that product performance deviated in some @esfrom their expectations or
effort expenditures and that some cognitive repositg would be required (Oliver,

1980).

2.3.4 Contrast Theory

According to this theory of contrast, when actualduct performance falls short of
consumer’s expectations about the product, therasinbetween the expectation and
outcome will cause the consumer to exaggerate thpadty (Yi, 1990). The
Contrast theory maintains that a customer who vesea product less valuable than
expected, will magnify the difference between thedpcts received and the product
expected (Cardozzo, 1965). This theory predict$ pmaduct performance below
expectations will be rated poorer than it is inlitggOliver & DeSarbo, 1988). In
other words, the Contrast theory would assume thatomes deviating from
expectations will cause the subject to favourabtyuafavourably react to the
disconfirmation experience in that a negative diicmation is believed to result in
a poor product evaluation, whereas positive disomation should cause the product

to be highly appraised (Oliver, 1977).

2.3.5 The Value Percept Theory

Value-percept disparity theory criticises the pcéde expectations used as a
comparison standard in the traditional disconfiioratparadigm. Westbrook and
Reilly (1983) argue that what is expected from @dpct may or may not correspond
to what is desired or valuad a product. Conversely, that which is valued may
may not correspond to what is expected. Thus, gahae been proposed to be a

better comparative standard as opposed to expmtdain explaining customer
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satisfaction/dissatisfaction. According to the eapercept theory, satisfaction is an
emotional response that is triggered by a cognigvaluative process in which the

perceptions of an offer are compared to one's galheeds, wants or desires.

2.4  Empirical Literature Review
This part presents empirical studies of other saisobn matters related to customer
satisfaction. The studies which have been ideditifoe scrutiny are categorised into

three main groups as follow:

2.4.1 Empirical Literature Review Worldwide

Rekettye and Pintér (2000) conducted a study omomes satisfaction and price
acceptance in the case of electricity supply aimatgexploring the relationship
between satisfaction and price acceptance in tbe cha basic utility. The research
was used a face-to-face questionnaire survey epeesentative sample of randomly
selected 1384 residential consumers in Hungary. fifftengs found that satisfied
customers have higher price acceptance. While Rekeind Pinter's study (ibid)
was about customer satisfaction and price acceptdhis study is about assessing

customer satisfaction on electricity conventionbfiing system in Tanzania.

Sijm et al (2008) conducted a study on the impact of the Euissions trading

scheme on Electricity Prices. The study uses &tyaof methodological approaches,
including theoretical, empirical, model, literatuaed policy analyses. The study
shows that a significant part of the costs of freglocated CO2 emission allowances
is passed through to power prices, resulting iméiglectricity prices for consumers

and additional (‘windfall’) profits for power proders. While this study was about
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the impact of EU emissions trading scheme on eb#gtiprice, the current study is
broader as it seeks to assess customer satisfaxtiefectricity conventional billing

system in Tanzania.

Mostaghel (2006) conducted a study on custometssfaation: service quality in
online purchasing in Iran with the aim of tankiig tquality factors perceived to be
most important in relation to the uses of onlineh The study used questionnaire
as data collection method. The findings show mogiortant web quality factors
through Iranian online shoppers” perspectives.sTdtudy is opposed to the current
study in terms of scope and place. The currentysisicabout assessing customer

satisfaction on electricity conventional billingssgm in Tanzania.

Brunekreeftet al (2014) conducted a study on unbundling of eleityritansmission
system operators in Germany —an experience reptrttihe aim of evaluating the
impact of vertical unbundling on German electriditigs. The study used in-depth
interviews with sector-experts from the Germanitigd as method of data collection
instrument. The findings reveal that the major stefhe unbundling process is from
“lean legal unbundling” to “fat legal unbundlingadditional steps beyond that are
small, both in benefits and in costs. They als@aéthat the benefits of unbundling
in terms of increased competition do not come ffeefunbundling is costly and it is
important to balance cost and benefits in the refprocess. This study differs from
the current ones as the current study seeks tocssassgstomer satisfaction on

electricity conventional billing system in Tanzania

Casarinand Luciana (2009) conducted a study orajtepeters in electricity: a cost-

Benefit analysis using social cost-benefit analysisissess the adoption of prepaid
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electricity meters within a local community. Theafysis highlights how the role of
tariffs, the cost of start-up investment and theie@conomic characteristics of the
population affect system performance. Simulatioereises are used to examine the
sensitivity of results to change in some distinetielements of policy
implementation. Results indicate that prepaid nsekead to an increase in welfare.
They also indicate that the advantages of the systee linked to a reduction of
arrears in accounts receivable, and operationaffiandcial costs on the part of the
service provider, as well as to a better allocatdrresources for the consumer.
While this study was conducted in Austral on prdpaieters, the current study
focuses on assessing customer satisfaction orrielgctonventional billing system

in Tanzania.

2.4.2 Empirical Literature Review in Africa

Kioko (n.d) examined the effect of prepaid metemsrevenue collection, a case of
Kenya power, Nakuru, Kenya. The study used a surgsgarch design to establish
effects of prepaid meters on revenue collectioncieficy. 396 prepaid meters in

Nakuru County were targeted. A sample of 201 redpots was selected using
Stratified random sampling technique. The studydys#mary data captured by use
of questionnaires. Study findings indicated thatcepwed risk was negatively

correlated to revenue collection while perceiveseeaf use, perceived low cost and
perceived usefulness were positively related amtlehaignificant effect on revenue
collection. This study therefore, affirms that meved risk reduces revenue
collection, while perceived ease of use, perceleadcost and perceived usefulness
enhance revenue collection. While this study wasutprepaid meters, the current

study deals with conventional meters.
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Teklehaimanot (2007) conducted a study on evalonatid the design and
implementation of decentralised billing system pobjand its impact on change
management process with the aim of evaluating tleeterzeness of the design and
implementation of Ethiopian Electric Power Corpama’s billing system. This study
identifies that; there were problems in the chamgmagement of the case under
consideration. It was suggested that to tackleidbatified problems and to pursue
additional changes management should take coreeatition promptly. While this
study was undertaken in Ethiopia with the aim ofleating the design and
implementation of billing system, the current studyabout assessing customer

satisfaction on electricity conventional billingssgm in Tanzania.

Tushaar and Tewaria (2003) conducted a study oessisent of South African
prepaid electricity experiment, lessons learned] Hreir policy implications for
developing countries. This study reviews the ecdnsyrogistics, and technology
underlying the South African experiment of prepaldctricity. The findings reveal
that although this experiment has resulted intcebeng large masses of small and
dispersed consumers, it has also generated a sewoproblems that could not be
visualized at the inception of the experiment. Boecess of this program can be
largely attributed to a number of factors, inclglia good marketing campaign,
innovative tariff schedules, better planning andhageement, and so on. This study is
opposed to the current study as the current steelssto assess customer satisfaction

on electricity conventional billing system in Tania

Babatunde and Shuaibu (n.d) examines the resitledgimand for electricity in

Nigeria as a function of real gross domestic procaer capita, and the price of
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electricity, the price of substitute and populatimetween 1970 and 2006. The study
uses of the bounds testing approach to cointegratvihin an autoregressive
distributed framework. The findings reveal thatame, the price of substitute and
population emerges as the main determinant ofredggtdemand in Nigeria, while
electricity price is insignificant. The relationphdmong variables is more stable and
significant. The relationship among variables isrenstable and significant. While
this study is broader, the current study which pecHfic to assess customer

satisfaction on electricity conventional billingssgm in Tanzania.

Eder and Christopher (2013) conducted a study @fusthn of innovation at the
bottom of the pyramid: the impact of a paymentesysbn the adoption of electricity
in rural Uganda. The study aimed at finding ouvhe payment system affects the
diffusion of renewable electricity in rural Ugandihe study was a case study. The
study found that a set of critical factors like iabllity, trust, transparent
communication and satisfying the needs of the Ipealple were identified. It was
also found that a payment system, tariffs, andstment costs must satisfy specific
requirements in order to be effective, efficientdapositively affect the rate of
adoption. However, this study is opposed to curseudy which focuses on assessing

customer satisfaction on electricity conventionbfiing system in Tanzania.

2.4.3 Empirical Literature Review in Tanzania

Mollel (2007) conducted a study on evaluation alvees’ outsourcing of utilities

and services improvement in Tanzania aiming atuatelg the impact of services’
outsourcing of utilities and services improvememtpower supply and service at

Kinondoni South region in Dar es Salaam. The studigrviewed 60 TANESCO
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staff and 100 customers to avoid biased results.r&bults from the study show that
TANESCO had not improved in power services to quslis despite outsourcing
some of the services to private agent. It was oleskethat generation of power was
not satisfying the available demand leading to loagling that may cause power
fluctuation. The findings also showed that the degrf inaccuracy of customer bills
had not yet improved even after the Net Group Swiutook over the TANESCO'’s

management. However, this study is mainly concénggaon customer satisfaction

on conventional electric billing system.

Idindili (2007) conducted a study on analysis olge marketing strategies used by
utility organization in Tanzania with the aim ofadysing the service marketing
strategies used by utility organizations in TanaaAi total number of 80 customers
and 40 TANESCO employees were drawn from TANESCii@ex in Dar es Salaam
region. The study found deficiencies in the usserVice marketing strategies. While
Idindili’s study (ibid) was based on marketing s#gies used by utility organization,

this study is about customer satisfaction on cotiweal electric billing system.

Sindaguru (2009) conducted a study on the sigméieaof factors influencing
customer perception towards services provided byzdia Electric Supply
Company Ltd with the aim of finding out factorslurdncing customer perceptions to
TANESCO services in Dar es Salaam region. A nomglodistic convenient
sampling technique in sample selection was emplawyeithe study. The study found
out that factors influencing customer perceptiohSTANESCO services are not

uniform in terms of significance and magnitude. Hoer, this study deals with
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assessing customer satisfaction on electricity eotional billing system in

Tanzania.

Mimbi (2007) conducted a study on factors influeigccustomer satisfaction with
insurance companies with the objective of invesinggthe factors influencing
customer satisfaction with insurance companiesto&szsection of 121 customers of
insurance policies from different companies in Teana provided data on the way
they rated their insurance companies in respedheofeatures and services they
offer. The study found that assurance and religbdimensions have a significant
influence on customer satisfaction with insurancmganies. While, Mimbi’'s study
(ibid) was about factors influencing customer $atison with insurance companies,
this study concentrates on the assessment of casteatisfaction on electricity

conventional billing system in Tanzania.

Ringo (2007) conducted a study on debit cards arstiomer satisfaction with the
aim of investigating on debit card usage and custosatisfaction. The study used
survey method of data collection. The study foumat there was a positive response
for customer satisfaction in using of debit cardsoag the people interviewed. It
also found that there were challenges facing custoim using the debit which
included frequent break downs of the ATM machinejited cash withdrawal
amount, narrow services offered by the card, fewMATand time consuming
services due to long queues. However, this studwahbeut assessing customer

satisfaction on electricity conventional billingssgm in Tanzania.

Kara (2006) conducted a study on investigationhef factors influencing customer

satisfaction in tourist hotels in Tanzania the cak®ar es Salaam with the aim of
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investigating the factors influencing customer attion in tourist hotels in Dar es
Salaam. Primary data were collected through ustngctsired questionnaires and
observation while secondary data were consider@gelisThe findings revealed that
hotel customers were satisfied to a great extettt thie services they received in
tourist hotels, while the hotel locations in théyctentre and the reliability in
maintaining daily menu proved to be a less sigaiftdactor in influencing customer
satisfaction. However, this study is about assgssinstomer satisfaction on

electricity conventional billing system in Tanzania

Sarota (2009) conducted a study on the effect @ftelnic payment on customer
satisfaction with the objective of examining théeefs of electronic payment system
on customer satisfaction, with specific refereneeCRDB bank. An explanatory
research design was employed to address the albge&tives collecting data from a
sample of 70 respondents through the use of seodtsted questionnaire. The
study found strong evidence that there was a negaslationship between time
spent in service delivery and customer satisfactibwas also been found out that
there was a significant difference in the level satisfaction between service
processed manually and the one processed ele@lgnia terms of reliability,

relevance, accuracy, timeliness, and efficiency.il§vBarota’s study (ibid) was
about the effect of electronic payment on custosagisfaction, this study deals with

customer satisfaction on electricity conventionbfiing system in Tanzania.

Mashaka (2009) conducted a study on the assessmemstomer satisfaction on the
health service in Tanzania. The study was conducted way of survey strategy

whereby four councils were involved. The samplesewandomly selected and 152
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respondents were interviewed by use of questioanaiie result revealed that there
was low satisfaction of customers on the healtlviseroffered by these health

centres due to lack of interaction, timelinesscoate and atmosphere. However, this
study is about assessing customer satisfaction lectrieity conventional billing

system in Tanzania.

Mujemula (2009) conducted a study on the role obiteobanking in customer
satisfaction. The study used a sample of 50 respurdvho were randomly selected.
Data were collected through the use of questioenaistrument and interviews,
observation and focus group discussions. The fgglindicated that mobile banking
facility positively influences customer satisfactio However, this study dwells on
assessing customer satisfaction on electricity eotional billing system in

Tanzania.

Sumbwe (2009) conducted a study on social healduramce and customer
satisfaction. The findings were analysed througlraple survey of 120 respondents
from regional and local government offices, goveeninministries and departments
and executive agencies. The findings revealed pigipensity of health services
utilisation and that the NHIF was serving satisgfagtits intended beneficiaries.
There were no differences on perception of thenésis of rate of contribution among
different income groups and nonexistence of diffees in opinions on benefit
package offered based on gender. While Sumbe (dmd)lucted a study on social
health insurance and customer satisfaction, thidystovers on assessing customer

satisfaction on electricity conventional billingssgm in Tanzania.
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Thomas (2006) conducted a study perceived quality of physical evidence and
customer satisfactionThe study developed a survey tool to determine giezd
quality levels among a random sample of patientsneing clinical departments
housed within sampled renovated, and newly builtise areas. It included seventy-
five questions, in Likert-type questions based aspital quality audit reports, and
literature review. 114 questionnaires were analyséte findings revealed that
customer satisfaction with service rendered was@ependent of quality of physical
evidence perceivedComponents rated poor and neutral in quality, whathbited
dissatisfaction feelings, rated by majority of resgents comprised improvement
areas. Some challenges mentioned included shastagesing staff, demotivated by
workload, long service queues, comparably fewelpggent, and inadequate ward
space hindering smooth service delivery. Howeuss $tudy deals with customer

satisfaction on electricity conventional billingssgm in Tanzania.

Fabian (2008) conducted a study on customer casartts building customer
satisfaction. The study was conducted using subyetaking the University of Dar
es Salaam as a case study. The findings show tiee twere significant
contributions of customer care on the customersfeation. Apart from that, the
study revealed that University of Dar es Salaantorners are moderately satisfied.
While Fabian’s study (ibid) was about customer cawards building customer
satisfaction, this study is about assessing custaasisfaction on conventional

electric billing system.

David (2007) conducted a study on evaluation ofdfiects of two loan conditions

namely loan size amount and loan repayment periddeo SACCOS on customer
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satisfaction. Data collection process employed ftaia collection instruments
namely questionnaire and interview. The findingsvetd that customer satisfaction
from SACCOS was not affected by small loan size amhalthough short loan
repayment period affected it. It was however aéiddby other factors like collateral,
education level and skills, and type of businestaruers dealt with. However, this
deals with the assessment of customer satisfactiiooonventional electric billing

system.

Peter (2008) conducted a study on the influencsebécted factors on customer
satisfaction in Tanzania with specific referenceltar es Salaam. A descriptive
research design was employed to address the stliegtong data from a sample of
65 respondents through the use of semi-structwedtgpnnaire. The study found out
that the value of the product characteristics tedito corporate clients is positively
related to satisfaction. Besides that, it has beend out that, the better the logistical
support provided to corporate clients the higher pierceived customer satisfaction
with an exception of the customer care and follqug provided to clients which

seem not be of significance in the satisfactiothefclients. It was further found out
that, the more reliable the information offeredctrporate clients, the higher the
levels of customer satisfaction. While Peter’s gt(idid) was about the influence of
selected factors on customer satisfaction in Taazatiis study is about the

assessment of customer satisfaction on conventedeetric billing system.

Mwingizi (2008) studied on factors influencing custers to adopt prepayment
systems in Tanzania with the aim of identifying thmain factors that help to

influence customers to adopt a prepayment systenTainzania. Questionnaire
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method was used to gather data from 170 TANESCO Wukistomers in Dar es
Salaam. The results revealed that ease of useedaiive advantage were the two
significant factors that would determine acceptaot@nline prepayment system.
The implications of the study results were: theaadages of any online prepayment
system must be communicated exhaustively to cusspror to its launching and
the system must be simple to use. While Mwingigtisdy (2ibid) was about factors
influencing customers to adopt prepayment systemsTanzania, this study

concentrates on electricity conventional billingtgm in Tanzania.

2.5 Research Gap

Several studies conducted were about customefeasdits on different issues from
what this study seeks to address. Some scholaductad studies about customer
satisfaction: Ringo (2007) on debit cards and gustosatisfaction; Mimbi (2007) on
factors influencing customer satisfaction with irsswce companies; Kara (2006) on
investigating the factors influencing customer satition in tourist hotels in
Tanzania; Sarota (2009) on the effect of electrpagment on customer satisfaction;
Mashaka (2009) on the assessment of customeragditisf on the health service in
Tanzania; David (2007) on evaluation of the effadft$wo loan conditions namely
loan size amount and loan repayment period of tW&€@EDS on customer

satisfaction.

Few studies conducted about electricity were alasell on different issues from
what this study seeks to address. For example, tgekand Pintér (2000) on
customer satisfaction and price; Mollel (2007) @aleation of services’ outsourcing

of utilities and services; Idindili (2007) on ansily of service marketing strategies
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used by utility organization; Sindaguru (2009) dme tsignificance of factors
influencing customer perception towards servicegviged by TANESCO; and
Mwingizi (2008) on factors influencing customersadopt prepayment systems in

Tanzania.

Looking at those studies conducted by various rebeses, there is no study
specifically dealing with customer satisfaction electricity conventional billing
system in Tanzania. It is from this ground whicbpgels this study to bridge the gap
by assessing customer satisfaction on electrictgventional billing system in

Tanzania.

Independent variables Dependent vialea

)

Access

Communication

Responsiveness

Security

Customer Satisfaction

Convenience (distancey

Courtesy

Competence

Costs (time & money)

Reliability

Figure 2.1: Customer Satisfaction Framework

Source: Researcher own construction
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2.6  Conceptual Framework of the Study
On the basis of factor analysis, this study hasitece a framework of customer
satisfaction on conventional electric billing syatddy TANESCO as proposed in

Figure 2.1. The figure has independent and depeémaeiables as it is clearly seen.

2.7  Theoretical Framework

The conceptual framework as formulated by the mebea provides the required
information on the customer satisfaction on elettyriconventional billing system.
The conceptual model consists of independent Ma@salhich are access, reliability,
costs, competence, courtesy, courtesy, convenisecarity, customers’ knowledge,
responsiveness and communication. Also the conakpgtamework consists of

dependent variable which is customer satisfaction.

The arrows in Figure 2.1 depict the connection betwaccess, reliability, costs,
competence, courtesy, convenience, security, cuesgrknowledge, responsiveness
and communication, and customer satisfaction orvemtional billing system in
Tanzania. The independent variables shown in fi@uieare the dimensions which
can be used to measure customer satisfaction asfieleé by Parasuramaat al

(1985).

Parasuraman (1985) critically looked those ten dsis and purified and
developed them into five dimensions i.e. tangiailiteliability, responsiveness,
assurance and empathy to measure service qualdystomer satisfaction services.

In this study it is assumed that effective acces$iability, costs, competence,
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courtesy, convenience, security, customers’ knogded responsiveness and
communication leads to customer satisfaction orctebty conventional billing

system and vice versa.
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CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Introduction

This chapter deals with approaches which have beed to conduct this study. The
chapter explains the research paradigm and desiignéd by details of the area of
study and sampling methods. A description of thta daurces, collection techniques
and questionnaire design are also discussed. Tibtywand reliability of research

instrument was also tested.

3.2  Research Paradigm and Design

3.2.1 Research Paradigm

Johnson and Christensen (2010) defines researeldigar as a perspective based on
the set of shared assumptions, values, conceptprantices. Thus, paradigm can be
defined as a function of how researcher thinks ailmidevelopment of knowledge.
Research paradigm includes the research methods resehrch philosophies.
Research paradigm helps researcher to conductutig is an effective manner. This
study used both positivism and interpretive panadiphilosophies as it sought to

assess customer satisfaction on electricity conwesttbilling system.

Sunders (2003) asserts that positivism philosoptbased upon the highly structured
methodology to enable generalization and quantdiabservations and evaluate the
result with the help of statistical methods. Inipeism philosophy the researcher
plays role of an objective analyst to evaluate ¢b#ected data and produces an

appropriate result in order to achieve researcls aing objectives.
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Johnson and Christensen (2010) assert that inte@nehilosophy believes that the
social world of management and business is too t®mas to be formulated in
theories and laws such as in the natural sciemterpretive philosophy represents
the critical thinking about positivism philosoptccording to this philosophy, there
are many truths and meaning of a simple fact amdethare suitable for every

situation and for every research problem.

3.2.2 Research Design

Research design as conceptual structure within lwingsearch is conducted; it
constitutes the blueprint for the collection, measwent and analysis of data
(Kothari, 2004). Research design of this studyvalwative. TANESCO has been
offering electricity through traditional or eledity conventional meters since its
establishment in 1964. Despite the changes whigh haen taking place all over the
world including Tanzania, conventional billing syst still persists in most areas.
The use of this traditional billing system mightveampacts to both TANESCO and
customers. This makes this study to evaluate ttiefaetion of customers on the said
billing system. Thus, this study is evaluative iagimed at assessing customer

satisfaction on electricity conventional billingssgm in Tanzania.

3.3  Area of the study

The research was conducted in TANESCO'’s llala Regi@cording to TANESCO,
llala region had three districts namely, Viwand@ndustrial), Tabata and Gongo la
Mboto. All of these areas were involved in collagti data for this study.

TANESCO'’s domestic Customers from those areas wamdomly selected. This
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area was chosen because it had many customers csivgntional (traditional)
billing system in Dar es Salaam compared to otheasa with the same status.
Furthermore, TANESCO customers in llala Region wdneersity in terms of
electricity consumption and tariffs. Thus, this dgstuwused TANESCO’s domestic
customers to collect data on assessing customasfasibn on electricity

conventional billing system from 242 respondents.

3.4  Population of the Study

Population means all the individuals or objectd tin@et certain requirements for
membership in the overall group (Churchill and Bnp®007). The population of the
study compromised of TANESCO customers residingdadoia Mboto, Viwandani
and Tabata. The total number of TANESCO’s custonmarghese areas was

estimated to be around is 650 (TANESCO, 2014).

3.5  Sampling Design and Sample Size

3.5.1 Sampling Design

Sarndalket al (1992) contend that in the theory of finite popiola, a sampling design

specifies for every possible sample its probabditpeing drawnSomekh and Cathy

(2005) assert that in probability sampling each imemnor item of the population has
an equal or known chance of being selected. Itsisally possible to generalize
findings from analysis of data collected from sackample to the population overall.
Random sample is a selection from a population lckv each item has an equal
chance of being selected and the selection of ore dot affect the selection of any
other. This study used probability sample in whedch customer using electric

meter was an equal chance of being selected.
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3.5.2 Sample Size

Sample is a group of respondents drawn from theulptipn in such way that the
information obtained from the sample can be gersa@lon a population (Best and
Khan, 2006). It could not be possible to engagedhire population, nor was it
necessary, and therefore the study identified &quoof the population as a sample.
The sample size of this study was 242 responddntfANESCO llala region. The
three districts of the region shared equal numlbeespondents. Thus, Viwandani,
and Tabata shared 80 respondents each, who weeskrandomly to represent
others. Gongo la Mboto shared 82 respondents asréee was bigger than other
TANESCO districts (for this case). The criteria dise select this sample were time
and financial constraints. The study could not ngento collect data from many
respondents as it could be according to the epbplation due to time limit and
financial limitations as it was individual sponduigs Thus, the following Table 3.1

summarises a sample size of the study:

Table 3.1 Sample Size of the Study

S/N Area No. of Sampling Design Data Collection
Respondents Tools
1 Gongo la Mbotg 82 Random sampling guestionnaire
Tabata 80 Random sampling questionnaire
3 Viwandani 80 Random sampling questionnaire
Total 242

Source:Compiled from Field Data

3.6 Data Sources
This study used questionnaire to collect primartadaom TANESCO customers
who were using electric meters as a measuremepayhg their bills. This study

used both primary and secondary data.
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3.6.1 Primary Data Collection
Primary data was obtained through questionnairaANHSCO customers who were
using electric meters were given questionnairelitinffor the purpose of providing

information on the electricity conventional billisgstem in Tanzania.

3.6.2 Secondary Data

Most organizations collect and store a variety afadto support their operations.
Secondary data was collected from published andputtished materials. Franklin

(2004) asserts that data collected from documeratagyysis is used to validate data
collected from using other methods. These includggbrts, academic journals,

papers, government documents and books on cusgatisfaction.

3.7  Data Collection Instruments

Data collection tools or techniques are instrumerstsd to record the information

that is gathered through a particular method. Taoés central to quantitative data
collection because quantitative methods rely oacsired, standardised instruments
like questionnaires. Tools such as open ended iqnasires or check list are often

used in qualitative data collection as a way todgua relatively standardised
implementation of a qualitative method (Mtatifikpl@010). This study used

questionnaire as data collection instrument asnténded to gather views on

electricity conventional billing system from custers.

3.7.1 Questionnaire
Questionnairas a collection of items to which a respondentxpezted to react in

writing. The questionnaire was used since the stsidyncerned with variables that
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cannot be directly observed such as views, opiniand feelings of the respondents.
Such information is best collected through quesiares (Touliatos and Compton,
1988). Questionnaires with items on assessment hef domestic customer

satisfaction on electricity conventional billingssgm established by TANESCO was

distributed to TANESCO’s domestic customers andiathtered by the researcher.

3.8  Measurement of Dependent and Independent Varidds

This study discussed the following variables andirtmeasurements included:
electricity conventional billing system was inde@ent variable which was
measured by determining whether or not customers satisfied by the modality of

electricity conventional billing payment.

Another measurement was meter reading. In orderafaustomer to pay actual
amount according to the unit he used, reading meteould be accuracy. The study
used this independent variable to identify whetbienot meter reading was done
correctively to increase customer satisfactiontengervices offered by TANESCO.
Electricity price was another independent variabked to measure customer
satisfaction on electricity conventional billingstgm in Tanzania. This variable was
used to identify whether or not electricity pricer punity matched with the status of

the customers.

3.9 Measurement of Validity and Reliability of Data
3.9.1 Measurement of Validity
Validity refers to the extent to which the concepte wishes to measure is actually

being measured by a particular scale or index, hwigcthe extent to which an
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account accurately represents the social phenotoemhich it refers (Babbie, 1992).
To ensure validity of measures, the data was deliefrom TANESCO’s domestic
customers. The questionnaires for this study witoe- pested to some customeasd
their comments were used to modify the questioesap as to be able to capture the

required information.

3.9.2 Measurement of the Reliability

Patton (2002) defines reliability as the consisyemith which repeated measures
produce the same results across time and acrossvebs Lewis (1999) argues that
there are a number of different approaches to meastability of data in research.
These include the test-retest method, the alteadtirm method, and the split-
halves method. For the case of this study, reltghitas measured through the test-
retest method using questionnaire instrument disted to TANESCO’s domestic

customers from Tabata, Viwandani and Gongo la Mboto

3.10 Data Analysis Process

Data analysis deals with uncovering underlying cdtiees, extracting important
variables, detecting any anomalies and testinguaruerlying assumptions. During
this study both qualitative and quantitative apphes were applied. The collected
data of this study was edited, coded and analyssttrightively with the aid of
Statistical Package for Social Sciences. Data wtered into SPSS programme that
finally produced descriptive tables with frequescend percentages of responses.

These tables were used to present the findingstaild as well as study discussion.
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CHAPTER FOUR

PRESENTATION OF FINDINGS, ANALYSIS AND DISCUSSION

4.1  Introduction

This chapter presents the findings of the studwldb analyses and discussions the
findings. The findings, analysis and discussions piresented in the contexts of
general and specific objectives. Thus, this chaptesents general characteristics of
the study, identifies the modality of paying elexsty bills; determines the extent to
which domestic customers are satisfied with eleityrimetre reading; identifies
electric unit price paid by customers; and examtheschallenges facing customers

using conventional electric meters on billing syste

4.2  General Characteristics of the Respondents

This part presents the profile of the respondemteims of sex, marital status, age
and educational background of the respondents. Sthidy gathered data from 242
(100%) respondents who filled in the questionnadtisgibuted. and administered by

the researcher.

4.2.1 Sex of the Respondents
Respondents were asked about their sex. The Tdbleetow provides respondents’

responses:

Table 4.1: Sex of the Respondents

Responses on Sex Frequency (N) Percent (%
Male 184 76.0
Female 58 24.0
Total 242 100.0

Source:Compiled from Field Data
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Table 4.1 shows that out of 242 respondents, 18%)Avere male and 58 (24%)
respondents were female. The results implied thake mvere dominant in this

research because traditionally male were also damhim owning houses. Women
were the second in owning houses in most areasamzdnia and therefore to take

charge in their husbands absences.

4.2.2 Marital Status of the Respondents
The respondents were asked about their maritalsstathe following results were

revealed by the respondents as indicated in TaBle 4

Table 4.2: Marital Status of the Respondents

Responses on Marital Status Frequency (N)| Percent (%)
Single 72 29.8
Married 122 50.4
Widow 35 14.5
Divorced 13 >4
Total 242 100.0

Source: Compiled from Field Data

Table 4.2 reveals that out of 242 respondents,(2@21%) of the respondents were
married and 72 (29.8%) of the respondents werdesifigne results also reveal that
35 (14.5%) of the respondents were widows and 18/4p of the respondents were

divorced.

Generally, the majority of respondents 168 (70%)h&f respondents had already
tasted marriage. These results implied that sacrahgement was very complex that

involved various people with different status. Malrstatus was sought by this study
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because it had effects on the uses of conventaleatricity meters. It was assumed
that widows could have financial difficult and théore failed to pay for LUKU
installation in their houses. However, the resulése different. In this line Zanden
(1988) is of view that usually, communities haveaagements and beliefs related to
family matters, throughout the world there are mamgangements for regulating
mating and reproduction, caring for and bringingaildren and meeting personal

deeds.

4.2.3 Age of the Respondents

The responses of the respondents about their agresas indicated in table 4.3:

Table 4.3: Age of the Respondents

Responses Frequency (N) Percent (%)
18-25 50 20.7
26-35 144 59.5
36-45 35 14.5
46-55 13 5.4
Total 242 100.0

Source:Compiled from Field Data

Table 4.3 reveals that out of 242 respondents,(%3846%) of the respondents were
between 26-35 years old and 50 (20.7%) of the redgas were between 18-25
years old. Again, the table shows that 35 (14.5%¢he respondents were between

36-45 years old and 13 (5.4%) of the respondents ivetween 46-55 years old.
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In general the majority of respondents 194 (80.8%)e youths. These results
implied that most of those who filled in the questaire were youths. This might be
associated by the ability of reading and writingoagn them compared to other ages
as well as the tendency of African tradition whaltvays demand youths to respond
to matters concerning reading and writing inforrmativhich is not purely relating to

family.

4.2.4 Level of Education of the Respondents
Respondents were asked about their education baakdyr The following were there

responses as indicated in Table 4.4:

Table 4.4: Level of Education of the Respondents

Responses Frequency (N) Percent (%)
Primary 73 30.2
Ordinary level secondary school 109 45.0
Advanced level secondary school 21 8.7
Diploma 24 9.9
Bachelor Degree 15 6.2
Total 242 100.0

Source:Compiled from Field Data

Table 4.4 reveals that out of 242 respondents, (46%) of the respondents were
ordinary level secondary school leavers and 732€8).of the respondents were
primary school leavers. The table also shows thg©92%) of the respondents were
diploma holders, 21 (8.7%) of the respondents \adk@nced level secondary school

leavers, and 15 (6.2%) were bachelor degree holders
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Generally, the majority of the respondents wereoseary school leavers as they
counted 130 (53.7%) of the respondents. Thesdtsesught have negative or
positive implications of the results of this studg some scholars argue that
education is often the best tool for creating weatd happiness. Education can help
your long-term economic prospects and help youltaio, keep, and maintain a

home or business in the future (Keeaal, 2007).

4.3  Findings, Analysis and Discussion
This part presents the findings of the study. Hoabhnalyses and discusses the

findings of the study in accordance to the objediof the study.

4.3.1 Identify the Modality of Paying Electricity Bills

The first objective of this study was to identityet modality of paying electricity
bills. The findings on these objectives are presgm the context of identifying the
modality of paying electricity bills, determinindhd extent to which domestic
customers are satisfied with electric meter regdamgl to identifying electricity unit

price paid by customers.

4.3.1.1 The Modality of Bill Payment
Respondents were asked about the modality of byiment. The following were

their responses as indicated in Table 4.5.

Table 4.5 reveals that out of 242 respondents,(222%) of the respondents paid
their electricity bills through electric meter (thgaid their bills after they had
enjoyed the service). It also shows that 20 (8.8%ihe respondents paid their bills

through LUKU (prepaid system).
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Table 4.5: Modality of Bill Payment System

Responses Frequency (N) Percent (%)
Electric meter 222 91.7
LUKU 20 8.3
Total 242 100.0

Source:Compiled from Field Data

Generally, the majority respondents paid theirsbtthrough electric meter. Even
those who paid their bills through LUKU had otheyubes with electric meters.
These results implied that the majority of respartslevere still using traditional bill
payment mechanism which is now outdated as thedwisrlin the era of paying

according to what one uses. TANESCO (2013) as#mtshe company accepts two

types of payment namely prepaid and payment aser u

4.3.1.2 The status of Electricity Conventional Bilhg System

Respondents were asked to rate the status ofielbdting system. Their responses

were as shown in Table 4.6:

Table 4.6: The Status of Electricity Conventional Bling System

Responses Frequency (N) Percent (%)
Excellent 18 7.4
Very good 121 50.0
Average 62 25.6
Weak 41 16.9
Total 242 100.0

Source:Compiled from Field Data
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Table 4.6 shows that out of 242 respondents, 1R%)%of the respondents rated
very good on status of conventional billing systéinalso reveals that 62 (25.6%) of
the respondents rated an average status of eigciwmnventional system and 41
(16.9%) of the respondents rated a weak statudectrieity conventional billing

system. Again, the table shows that 18 (7.4%) ef rspondents rated excellent

performance of electricity conventional billing sy®.

Generally, the results revealed that 139 (57.4%)hef respondents revealed very
good performance of electricity conventional bijisystem. These results implied
that respondents enjoyed much the services whichayment was made after use.

Thus, they were satisfied with the modality of payelectric bills.

4.3.1.3 Customer Satisfaction on Electricity Conveional Billing System
Respondents were asked to rank their satisfacticglextricity conventional billing

system. The results were as shown in Table 4.7:

Table 4.7: Customer Satisfaction on Electricity Comentional Billing System

Responses Frequency (N) Percent (%)
Strongly agree 38 15.7
Agree 138 57.0
Strongly disagree 25 10.3
Disagree 36 14.9
| don’t know 5 2.1
Total 242 100.0

Source:Compiled from Field Data




40

Table 4.7 reveals that out of 242 respondents,(%23%0) of the respondents agreed
that they satisfied with conventional billing systeThe Table 4.7 also shows that 38
(15.8%) of the respondents strongly agreed thay datisfied with conventional

billing system.

It further shows that 38 (15.7%) of the respondstrisngly agreed that they satisfied
with conventional billing system. 36 (14.9%) of ttespondents disagreed that they
satisfied with conventional billing system. Whil& Z10.4%) of the respondents
strongly disagreed that they satisfied with conmeral billing system, 5 (2.1%) of
the respondents did not know whether or not thesevgatisfied with conventional

billing system.

In general, the results revealed that most custer(ig2.7%) were satisfied with
electricity conventional billing system. These fesumean that -electricity
conventional billing system was good to customerg did not demand them to pay
before they had used the service. Some schola®kker (2008) argue that the value
of the product characteristics provided to corporeltents is positively related to
satisfaction. Thomas (2006) reveals that custoragsfaction with service rendered

is an independent of quality of physical evidenegpived.

4.3.2 Determining Domestic Customer Satisfaction oBlectric Meter Reading
The second objective of this study was to deterraurstomer satisfaction on electric
meter reading. The findings on these objectivegaesented in regards to reader of
electric meter, responsible person for wrong dopegticipation of both parties in

electric meter reading and accuracy meter reading.
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4.3.2.1 The Reader of Electric Meter
Respondents were asked about the person (perstrsyead their electric meter.

The following were their responses as indicate@ahle 4.8:

Table 4.8: The Reader of Electric Meter

Responses Frequency (N) Percent (%)
TANESCO workers 146 60.3
You and TANESCO workers 86 35.5
| don’t know 10 4.1
Total 242 100.0

Source: Compiled from Field Data

Table 4.8 reveals that out of 242 respondents, (6863%) of the respondents said
that meter readers were TANESCO workers. It alsmwvshthat 86 (35.5%) of the
respondents were reading electric meters with TAGIBSw~orkers. On the other

hand, 10 (4.1%) of the respondents did not know wase reading electric meter.

In general, the majority respondents (60.4%) reacctthat TANESCO workers were
the readers of electric meters. These results @dghat the responsibility of reading
of meters was in the hand of TANESCO and customerg not involved in meter
reading. However, it should be noted that bothtspare responsible for electric
meter and if one part is not involved is a weaknaiseither parts for not either
knowing or not fulfilling its obligations. In thieegards, PUC - Customer Protection
Division (2014) asserts that the electric custorard the electric utility share

responsibility of electric meter.  Electric uidis install and maintain meters at
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customer locations to ensure proper measuremenbidimg of electric service. It is

the responsibility of the electric utility to maam the accuracy of the electric
meters. Electric utilities must replace any meteat tdoes not measure electricity
used within applicable standards for accuracys lthe customer’s responsibility to
provide an appropriate location, necessary equipnseich as an electric meter can

and wiring, and access to the meter.

4.3.2.2 Responsible Person for Wrong Doing
Respondents were asked about a person who wass#sledor wrong doing,
specifically for meter reading. Their responsesengs shown in Table 4.9:

Table 4.9: Responsible Person for Wrong Doing

Responses Frequency (N) Percent (%)
TANESCO workers 201 83.1
Customers 41 16.9
Total 242 100.0

Source:Compiled from Field Data

Table 4.9 reveals that out of 242 respondents,(8811%) of the respondents said
that TANESCO workers were responsible for wronghdan meter reading. On the
other hand 41 (16.9%) of the respondents said #ttric customers were

responsible for wrong doing in meter reading.

These results which showed majority respondentsl#8B saying that TANESCO
workers were responsible for wrong doing impliedtthRANESCO was responsible

for reading electric meters and therefore any gnobtoncerning electric meters was
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TANESCO'’s. The results also implied that customeese not more concern with

electric meters as they thought the meters wer¢heatbelongings.

However, the issue of electric meter reading is foth parts TANESCO and
customers and the later have a right of lodgingpglamts in the right authority if
he/she thinks there is any wrong with his eleatrgter. Consequently, both parts are
responsible for any activity related to electricteneas they are also responsible for
installing, maintaining and repairing all equipmdigyond the service connection
point except for the electric meter. So long agamsrs were not involved in that

particular activity, they were not satisfied wittat particular service.

4.3.2.3 Participation in Meter Reading
Respondents were asked to indicate whether or moe Warticipating in meter

reading. Table 4.10 reveals the responses:

Table 4.10: Participation in Meter Reading

Responses Frequency (N) Percent (%)
Yes 109 45.0
No 120 49.6
| don’t know 13 5.4
Total 242 100.0

Source: Compiled from Field Data

Table 4.10 reveals that out of 242 respondents,(42®%) of the respondents said

that they participated in electric meter reading9 145%) of the respondents said
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they did not participate in electric meter readihfpwever, 13 (5.4%) of the

respondents did not know whether or not they pagted in electric meter reading.

These results imply that customers were not inmglvh meter reading. The reasons
might be lack of understanding that they must dlsmlve in meter reading.
Additionally, most of them lacked the knowledgere&ading electric meters, hence

they were not satisfied with the exercise.

4.3.2.4 The Accurate of Meter Reading
Respondents were asked about meter reading adguraheir responses were as

indicated in Table 4.11:

Table 4.11: The accurate of Meter Reading

Responses Frequency (N) Percent (%)
Yes 30 12.4
No 188 7.7
| don’t know 24 9.9
Total 242 100.0

Source: Compiled from Field Data

Table 4.11 shows that out of 242 respondents, ¥g87%) revealed that their
electric meters were not read accurately. On ofiend, 30 (12.4%) of the
respondents said that their electric meters weoeirately read. Furthermore, the
table shows that 24 (9.9%) of the respondents didknow whether or not their

electric meters were read accurately.
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These results showed that the issue of accuraeleatric meter reading was critical.
There was either accurate or inaccuracy electriienreading. Thus, customers were
not satisfied with accuracy of electric meter regdiMollel (2007) reveals that the
degree of inaccuracy of customer bills had not iggiroved even after the Net
Group Solution took over the TANESCO’s managemégain, meter problem

contributed to inaccuracy.

Vanasse (2002) is of view that whereas the indisapait forward by the industry
suggest that a tiny proportion of consumers hatdlpros with their meters, the data
indicated a considerably larger problem: 15% opoeslents reported a problem with
their meter to their utility. Sarota (2009) assetiist there was a significant
difference in the level of satisfaction betweenveer processed manually and the
one processed electronically in terms of reliapilrelevance, accuracy, timeliness,

and efficiency.

4.3.3 ldentifying Electric Unit Price Paid by Cusbmers
The third objective of this study was to identifgaric unit price paid by customers.
The findings on these objectives are presentechéncontext of price per unit,

customer consumptions and the effect of electryitge to customer's life.

4.3.3.1 Price Per Electric Unit
Respondents were asked the price of electricityypétr: Their responses were as

shown in Table 4.12:
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Table 4.12: Price Per Electric Unit

Responses Frequency (N) Percent (%)
100 Tzshs 115 47.5
131-150 Tzshs 127 52.5
Total 242 100.0

Source:Compiled from Field Data

Table 4.12 above shows that out of 242 respond&h&(47.5%) of the respondents
were paying 100Tzshs per unit. On the other hantl(%2.5%) were paying above
100Tzshs. These mean that the majority of TANESC@Qistomers were not

belonging to low electric consumption who was swggabto pay 100 Tzshs per unit.

These results implied that the majority customeesanwnot lower users of electricity
as lower users paid 100 Tzshs per unit. Howevest mbthem were obliged to pay
according to what they consumed despite the fattttieir willingness to pay was
not due to better services. It should be noted ithdtanzania, TANESCO was the
sole company providing electricity services. Thuspple had no choice despite their
dissatisfaction of the service given. For instanb®llel (2007) observed that
generation of power was not satisfying the avadatdmand leading to overloading
that may cause power fluctuation. Again, Sindag@@09) is of view that factors
influencing customer perceptions of TANESCO serwviegre not uniform in terms

of significance and magnitude.

4.3.3.2 Electric Price and the Service Offered byANESCO
Respondents were asked whether or not the prigegael was equivalent to the
electricity services offered by TANESCO. The folioggy were the results as

indicated in Table 4.13:
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Table 4.13: Electric Price and the Service Offeredy TANESCO

Responses Frequency (N) Percent (%)
Yes 119 49.2
No 90 37.2
| don’t know 33 13.6
Total 242 100.0

Source:Compiled from Field Data

Table 4.13 shows that out of 242 respondents, 432%o) of the respondents said
yes about whether electricity price was equivatenglectricity services offered by
TANESCO. On the other hand 90 (37.5%) of the redpats said yes to whether

electricity price was equivalent to electricity\@ees offered by TANESCO.

Generally the results showed that the majority sadents (62.5%) said that the
price paid to TANESCO was not equivalent to theviser provided by the said
company. These results implied that the servicésred by TANESCO were not
satisfactory. However, Rekettye and Pintér (200d that satisfied customers have
higher price acceptance. again, Babatunde and I8h@aid) reveal that income, the
price of substitute and population emerges as tha rdeterminant of electricity

demand in Nigeria, while electricity price is ingificant.

4.3.3.3 The Effect of Electric Price to Customer'sife
Respondents were asked whether or not electridity pffected customers’ life.

Their responses were as indicated in Table 4.14:
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Table 4.14: The Effect of Electricity Price To Cusbmer's Life

Responses Frequency (N) Percent (%)
Very high 105 43.4
High 57 23.6
Average 27 11.2
Low 46 19.0
Very low 7 2.9
Total 242 100.0

Source:Compiled from Field Data

Table 4.14 revealed that out of 242 respondent (48.4%) of the respondents said
that electric price affected their life very highikewise, 57 (23.6%) of the
respondents said that electricity price affecteghlyi the life of customers. Low
effect of electricity price to the life of custorserounted 46 (19%) and 27 (11.2%)
of the respondents said that electricity pricedéd the life of customers averagely.

Very low effected of electricity price to the lit¢ customers counted 7 (2.9%).

Generally, the majority of respondents (67%) reeédhat electricity price affected
very high customers’ life. These results implie@ttltustomers cut out some of
activities which demanded electricity in order @ypaccording to what they have.
The high price of electricity may be due to thesustoil which is high in price and

therefore leads to high electric price.

As the result, their economic activities suffered.t These results also implied that
most customers were not satisfied with the servioBdred by TANESCO. For
instance, Wolfranet al (2012) argue that the main driver of the growthkisly to be

increased incomes among the poor and-pear. We document that as households
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come out of poverty and join the middle class, tlaeguire appliances, such as
refrigerators, and vehicles for the first time. $@eew goods require energy to use

and energy to manufacture.

Cantoreet al (2012) is of the views that oil price increases barm countries with
abundant oil but low refinery capacity. In suchesgsan oil price will lead to fuel
price stabilisation policies such as fossil fuebsidies, which affect the national

budget negatively and generate adverse environireffeats.

4.3.4 Examining the Challenges Facing Customers Wg Conventional

Electric Meters on Billing System
The fourth objective of this study was to examihe thallenges facing customers
using conventional electric meters on billing systeThe findings on these
objectives are presented in the context of trai@hdce to electric pay station, the
effect of long distance of pay station to the costcs, time spent in paying electric
bill, reliability of conventional billing system anconfidence of customers on the

security of electricity conventional bill.

4.3.4.1 Travel Distance to Electric Pay Station
Respondents were asked if they travelled long nitgtafrom their residents to

electric pay stations. Their respondents were disated in Table 4.15:

Table 4.15: Travel Distance to Electric Pay Station

Responses Frequency (N) Percent (%)
Yes 190 78.5
No 35 14.5
| don’t know 17 7.0
Total 242 100.0

Source: Compiled from Field Data
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Table 4.15 revealed that out of 242 respondent8, (I8.5%) of the respondents
indicated that they travelled long distance to telegay stations. On the other hand,
35 (14.5%) of the respondents denied that theeliel long distance to electric pay
stations. 17 (7%) of the respondents revealedthiegt did know whether or not they

travelled long distance to electric pay stations.

Generally, the results show that the majority eiectustomers travelled long
distance to electric pay stations. These resultg imae implication that most of the
customers did not pay their bills in time as it Idobe difficult to go to the pay
stations to collect the bills and then back to ffegm, hence they were not satisfied

with the said distance.

4.3.4.2 The Effect of Long Distance of Electric Pagtations to the Customers
Travel distance to the service might have negatimpact to the customers.
Respondents were asked whether or not travellistaice to electric pay stations

affected them negatively. Their responses wereadisdted in Table 4.16:

Table 4.16: The Effect of Long Distance to Electri®ay Station to the

Customers
Responses Frequency (N) Percent (%)

Very high 98 40.5
High 84 34.7
Average 37 15.3
Low 13 5.4
Very low 10 4.1

Total 242 100.0

Source: Compiled from Field Data



51

Table 4.16 revealed that out of 242 respondent$49%%) of the respondents said
that long distance to electric pay stations afi@é¢heem very high. 84 (34.7%) of the
respondents indicated that they were affected highllong distance to electric pay
stations. The table also shows that 37 (15.3%hefré¢spondents affected in average
by long distance to pay stations. While 13 (5.4%the respondents affected lowly,
10 (4.1%) of the respondents affected very low duygl distance to electric pay

stations.

These results imply that customers might have negdeelings on the services
offered by TANESCO due to long travelling distartoeelectric pay stations. This
implied that they were not satisfied with the seevbffered. In this line, Mollel

(2007) in his study found that TANESCO had not iayed its services to customers

despite outsourcing some of the services to priagent.

4.3.4.3 Time Spent in Paying Electric Bill
Customers were asked whether or not they spent mmehin paying electric bills.

The results were as indicated in Table 4.17:

Table 4.17: Time Spent in Paying Electric Bill

Responses Frequency (N) Percent (%)
Very high 97 40.1
High 86 35.5
Average 16 6.6
Low 31 12.8
Very low 12 5.0
Total 242 100.0

Source:Compiled from Field Data
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Table 4.17 reveals that out of 242 respondent$49.1%) of the respondents spent
much time in paying electric bills. It also showsitt 86 (35.5%) of the respondents
spent their time highly in paying electric billsl 812.8%) of the respondents spent
their little time in paying electric bills. While61(6.6%) of the respondents spent
average time in paying electric bills, 12 (5%) loé respondents spent very little time

in paying electric bills.

These results imply that electric customers spéot af time in paying electric bills.
The time spent included travelling to electric gtions as well as long queues.
Despite the fact that this might be an indicatorco$tomer dissatisfaction on the
services offered by TANESCO, it slows down indivatlyproductivity. Instead of
using the said time in production, it is used fayipg electric bills. Likewise, Sarota
(2009) found that people who spend a lot of tintestervice delivery had a negative

feeling on the service delivery.

4.3.4.4 Reliability of Conventional Billing System
Respondents were asked about reliability of coneeat billing system. Their

results were as indicated in Table 4.18:

Table 4.18: Reliability of Conventional Billing Sysem

Responses Frequency (N) Percent (%)
Yes 192 79.3
No 38 15.7
| don’t know 12 5.0
Total 242 100.0

Source:Compiled from Field Data
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Table 4.18 reveals that out of 242 respondents, (¥923%) of the respondents
showed that conventional billing system was regaBBB (15.7%) of the respondents
indicated that conventional billing system was rediable. However, 12 (5%) of the
respondents indicated that they did not know wihretirenot conventional billing

system was reliable.

These results imply that most electric conventianaters’ customers satisfied with
conventional billing system as it did not demanenthto prepay the services which
to some of the customers seems to be difficult. él@x, these results differ from
Eder and Christophers (2013) who find a set ofcalitfactors like reliability, trust,

transparent communication and satisfying the neédke local people. They also
find some challenges on payment system, tariffd, iamestment costs must which
did not satisfy specific requirements and therefeesl to ineffective and inefficient

that affected the rate of adoption.

4.3.4.5 Confidence of Customers on the Security Blectricity Conventional Bill
Respondents were asked whether they were confaerthe security of electric

conventional bills. Their responses were as indtat Table 4.19:

Table 4.19: Confidence of Customers on the Securityf Electric Conventional

Bill
Responses Frequency (N) Percent (%)
Very high 85 35.1
High 90 37.2
Average 37 15.3
Low 19 7.9
Very low 11 4.5
Total 242 100.0

Source: Compiled from Field Data
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Table 4.19 reveals that out of 242 respondents(3302%) of the respondents
indicated high confidence of customers on the sgcaf electric conventional bills.

It also shows that 85 (35.1%) of the responderts#ated very high confident on the
security of electric conventional bills. 37 (15.3%f) the respondents showed an
average confidence of customers on the securigfeatric conventional bills. While

19 (7.9%) of the respondents showed low confideotcéhe customers on the
security of electric conventional bills, 11 (4.5%f) the respondents indicated very

low confidence of customers on the security ofteleconventional bills.

These results imply that customers were satisfiégith Whe security of electric
conventional bills due to various reasons includifigr payment system which most
of them seemed to enjoy. However, these resultssgmpollels (2007) who found
that TANESCO had not improved its services to aqugis despite outsourcing some
of the services to private agent. It was observed ¢eneration of power was not
satisfying the available demand leading to oveilogdthat may cause power

fluctuation.

It was also found that the findings also showed tha degree of inaccuracy of
customer bills had not yet improved even afterNle¢ Group Solution took over the
TANESCO’s management. Again, Idindili (2007) whadacted a study on analysis
of service marketing strategies used by utilityamigation in Tanzania found that
deficiencies in the use of service marketing stjiake was among the challenges

facing TANESCO.
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4.4  Discussion of the Findings

On identifying the modality of paying electricityllb, the study found that there
were two types of paying electricity bills. Thesere pre-paid and payment after
use. The results showed customers satisfactionlawtrieity conventional billing
system. These results aligned with those of P2§) who argues that the value of
the product characteristics provided to corpordients is positively related to
satisfaction. Thomas (2006) reveals that custoratsfaction with service rendered

is an independent of quality of physical evideneecpived.

However, it also showed that despite the fact thast people enjoyed electricity
conventional billing system, there were some chagks with this modality of bill
payment. These were inaccuracy billing, meter readielay and billing delay,

which implied dissatisfaction of the services.

On determining the extent to which domestic custsnage satisfied with electric
meter reading, the study found that TANESCO workeese the ones who read
electric meter. It was also found that in some sadectric meters were not read
accurately. Thus, both TANESCO and customers weté&keen in making sure that
meter reading exercise could be done accurately.was further found that
TANESCO was responsible for wrong electric metedneg if any as they did not
involve their customers. The results were conttarpivision (2014) who asserts
that the electric customer and the electric utdityare responsibility of electric meter.
Electric utilities install and maintain meters afstomer locations to ensure proper
measurement and billing of electric service. Ithe responsibility of the electric

utility to maintain the accuracy of the electrictars.
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On identifying electric unit price paid by customethe study found that most
customers were not lower users of electricity. #swalso learnt that the services
offered by TANESCO were not satisfactory to mosttomers despite the fact that
they paid their bills accordingly. However, it wimind that high price per electric
unit had negative impact to the lives of custonessthey failed to continue with
economic and social activities involved electricithese results differ with those of
Mollel (2007) who observed that generation of poweas not satisfying the
available demand leading to overloading that maysegpower fluctuation. Again,
Sindaguru (2009) is of view that factors influergcitustomer perceptions of

TANESCO services were not uniform in terms of digance and magnitude.

On examining the challenges facing customers usimyentional electric meters on
billing system, it was found that there wes@me challenges on conventional billing
system. These challenges included long distaneeltta electric pay stations that
created negative impact to the services offeredTBWNESCO and customers
spending a lot of time in paying electric bills atiterefore affected economic
production. The results concurred with those ohddi (2007) who asserts that
deficiencies in the use of service marketing stiate were among the challenges
facing TANESCO. Again, Mollels (2007) asserts thANESCO had not improved

its services to customers despite outsourcing sufrttee services to private agent.

Furthermore, Eder and Christopher (2013) are ofvieg that there is a set of
critical factors like reliability, trust, transpartecommunication and satisfying the

needs of the local people. They also mention sohalenges such as payment
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system, tariffs, and investment costs as the thimgeh did not satisfy specific
requirements and therefore lead to ineffective iaefficient that affected the rate of

adoption.
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CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATIONS

5.1 Introduction
This chapter concludes the study. It presents thensary of the study. It also

concludes and offers recommendations and aredsriber studies.

5.2  Summary of the Main Findings

This study was about assessing customer satigfiadtio electricity conventional

billing system in Tanzania. The aims of this studgre: to identify the modality of

paying electricity bills; to determine the exteot which domestic customers are
satisfied with electricity metre reading; to idépntielectric unit price paid by

customers; and examining the challenges facingomests using conventional

electric meters on billing system. Disconfirmatiand service quality theories were
used to guide the study. The study used questimnrai gather data from 242

respondents whose responses were descriptivelysaubith the aid of SPSS.

The study found that there were two types of payetertricity bills. These were
prepared and payment after use. The results shaustbmers satisfaction on
electricity conventional billing system. Howeveralso showed that despite the fact
that most people enjoyed electricity conventionidling system, there were some
challenges with this modality of bill payment. Thesere inaccuracy billing, meter

reading delay and billing delay.

Further, the study found that TANESCO workers wigr@ ones who read electric

meter. It was also found that in some cases etecteters were not read accurately.
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Thus, both TANESCO and customers were not keen akimg sure that meter
reading exercise could be done accurately. Itfwdbker found that TANESCO was
responsible for wrong electric meter reading if as/they did not involve their

customers.

Moreover, the study found that most customers wetdower users of electricity. It
was also learnt that the services offered by TANBS@re not satisfactory to most
customers despite the fact that they paid thels laitcordingly. However, it was
found that high price per electric unit had negaiimpact to the lives of customers

as they failed to continue with economic and saoagilvities involved electricity.

Furthermore, it was found that there wemme challenges on conventional billing
system. These challenges included long distaneeltta electric pay stations that
created negative impact to the services offeredTBWNESCO and customers
spending a lot of time in paying electric bills attterefore affected economic

production.

5.3  Implications of the Findings

The findings implied that most customers were atisBed with the services offered
by TANESCO specifically on conventional billing $ss. They were many
challenges that lead to dissatisfaction of custsmam the services offered by
TANESCO. These included inaccuracy meter readingg spent on paying electric
bills and long distance to TANESCO pay stationg josmention but a few. Thus,

TANESCO needs to look for alternatives for its onsers’ satisfaction.
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5.4  Conclusion

Although this study was about electricity conven@bsystem in which electricity
bills were paid after the uses of the servicesjas found that there were two main
systems of paying electricity bills. These werepaid and payment after use.
However, most of the customers were satisfied wéyment after use system for the
reasons that it gave them more time of arrangiegntelves for effecting payment

despite some challenges like inaccurate metermgattine by TANESCO.

The finding showed that most of domestic custonwese satisfied with meter
reading. However, there were some inaccuracieseofrec meter reading which did
not affect them to the extent of disguising theteys Thus, both parts TANESCO
and customers were responsible in reading electeter although the exercise was

left in TANESCO'S hand.

It was learnt that the price per unit of electsicwas high as it was more than
300Tzshs. This compelled some electricity usemb@ndon some of their economic
and social activities which were using electriciys a result, they were negatively

affected.

The study found some challenges on conventionkhdpisystem. It was found that
the majority electric customers travelled long a@nste to electric pay stations that
created negative impact to the services offereANMESCO. It was also found that
customers spent a lot of time in paying electritst@ind therefore affected economic

production.
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Recommendations

In regards to the findings, the following are teeammendation:

()

(ii)

(iii)

(iv)

5.6

TANESCO should withdraw from using electricity cemtional billing system
so that to invest more on prepaid system. It hashHdearnt that electricity
conventional billing system was not effective asd¢tumulated many debts

that prevented the company from implementing mbgs@rojects.

In order to maintain accuracy of electric meterdieg, both parts TANESCO
and customers have be involved as the findings etlawat only TANESCO
workers were only involving in electric meter raagli By involving both parts

will reduce complains and sometimes will help teyant electricity theft.

The price of electricity should be reduced espbcfal domestic users in order
to encourage them to do away from using other &suo€ electricity which are
not only harmful to their health but also to nabeconomy. High price of
electricity prevents most of the people from useaigctricity for economic
activities as it adds costs of production to tipeaducts which depend much on

low income people.

TANESCO should have agents or electric pay statt@aby its customers to
reduce long distance travel and much time spengingaying electric bills.

This, among others, will increase payments in @wevell as revenue.

Limitations of the Study

This study like many other studies of its kind hiastations that need to be taken

into account when interpreting its findings andsaduently conclusions. Firstly, the
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research employed self-administered questionnaisea method of data collection
and this method normally possess a number of weaskse The TANESCO
customers were left to complete the questionnair¢gheir own will. The process of
filing the questionnaire relies on the willingnesnd commitment of the
respondents. This may lead to biased responseseVowesearcher encouraged the
respondents and the researcher considered thponasnts as true. Secondly, the
sample of the respondents comprises of TANESCQssoauers only and therefore
lacks other views from other sides. Since the stwdg customers satisfaction on
conventional electricity billing, their views wevery important than others although
they were also stakeholders of conventional el@ttribilling. Thus customers’
responses could not affect the results. Howevesdtimitations did not compromise

with the findings of this study.

5.7 Suggested Areas for Further Studies

Since this study was conducted in three TANESC®8idt, Tabata, Viwandani and
Gongo la Mboto, the same study can be conducteather areas for comparison
purposes. The comparison is needed on the grouwatdttie other researchers can
apply other instruments of data collection such iaglepth interview from
TANESCO officials. Another study can also be conddcon the effects of using
electric meter reading to TANESCO. Again, anothiadg can be conducted on how

high electricity price per unit affect low incomareers.
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APPENDICES

Appendix I: Questionnaire

. Introduction

This questionnaire is intended to collect data whiall be used for academic
purpose. It is a part of academic requirements gf nraster degree course in
Business Administration at the Open University ehZania. | kindly ask you to be
part of this study by filling in this questionnaireassure you that the information
you provide will not be used otherwise from acadepurpose and it will remain

confidential between me and you.

[I. Particulars of Interviewer and Interviewee
A. Particulars of interviewer
Name Ludia Stanley Kiangi
Affiliation : Student of the Open University of Tanzania
Linkage to research Researcher.

B: Particulars of interviewee (respondent)
Name of an organization/Department..............ccoevvviieinn e ene.

Gender. Male( ) Female ( )
Marital status: Single () Married ()

Age........................ Education Background .....................
Location..........coovveiveiiiiiinennenl TitlE
[ll. QUESTIONS
1. What is the modality of bill payment systemyda use?
Electric meter [ ]
LUKU [ ]

2. How is the billing system?
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Excellent [ ]
Very good [ ]
Good [ ]
Average [ ]
Weak [ ]

Is electric billing system satisfying you?

Strongly agree [ ]
Agree [ ]
Strongly disagree [ ]
Disagree [ ]
| don’t know [ ]

Who reads your electric meter?
TANESCO workers [ ]
| and TANESCO workers [ ]

| don’t know [ ]

Does the meter reading done accurately?

Yes [ ]
No [ ]
| don’t know [ ]

Do you participate in meter reading?

Yes [ ]
No [ ]
| don’t know [ ]

Who is responsible for meter wrong operating?
TANESCO workers [ ]
Customers [ ]
Fake TANESCO workers (vishoka) [ ]
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12

13
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How much do you pay per unit?
100Tzshs [ ]
Above 100Tzshs [ ]

Is that price per unit relating with the servidtered?

Yes [ ]
No [ ]
| don’t know [ ]

To what extent does that price affect younaas/life?

Very high [ ]
High [ ]
Average [ ]
Low [ ]
Very low [ ]

Is the distance from your area to electric gayian considerable?

Yes [ ]
No [ ]
| don’t know [ ]

How is the distance to electric pay stationdiifg you in term of money?

Very high [ ]
High [ ]
Average [ ]
Low [ ]
Very low [ ]

To what extent does electricity bill paymentsiome your time?
Very high [ ]
High [ ]

Average [ ]
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15

16

17

18
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Low [ ]
Very low [ ]

Is electricity conventional billing system rélia?

Yes [ ]
No [ ]
| don’t know [ ]

How confident over the security aspects of dleatonventional billing
system

Very high [ ]
High [ ]
Average [ ]
Low [ ]
Very low [ ]

Do you share information with TANESCO on mattelated to electric
conventional billing system?

Yes [ ]
No [ ]
| don’t know [ ]

Do you pay your bill timely?

Yes [ ]
No [ ]
| don’t know [ ]

What are your views on electric billing systestablished by TANESCO?

THANK YOU FOR YOUR COORPERATION
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Appendix II: Table for Determining Sample Size froma Given Population

N h N 5 N R,
10 10 220 140 1200 291
15 14 230 144 1300 297
20 19 240 148 1400 302
25 24 250 152 1500 306
30 25 260 155 1600 310
35 32 270 159 1706 313
40 36 280 162 15800 317
45 40 290 165 1900 320
50 A4 300 169 2000 322
55 48 320 175 2200 3Z7
60 52 340 181 2400 331
65 56 360 186 2600 335
70 59 380 191 2800 338
75 63 400 196 3000 341
80 66 420 201 3500 346
BS 70 440 205 4000 351
80 73 460 210 4500 354
95 76 480 214 000 157

100 80 500 217 6000 361

110 86 550 226 TO00 364

120 02 GO0 234 2000 367

130 o7 650 242 S000 368

140 103 700 248 10000 370

150 108 T30 254 13000 375

160 113 800 260 20000 377

170 118 850 265 30000 79

180 123 500 269 40000 380

190 127 950 274 SO000 381

200 132 1000 278 75000 382

210 136 1100 285 1000000 384

Note.—N is population size.
S 1s sample size.

Source Krejcie and Morgan, 1970



