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ABSTRACT
This study assessed customer satisfaction on service delivery by Water Supply and Sanitation Authorities: using the case of Geita Urban Water Supply and Sanitation Authority. The study employed non-probability sampling where purposive and convenient sampling techniques were used to obtain the respondents from the total population. Using simple random sampling of 75 respondents were selected. Data were collected using structured questionnaires and interview questions and were analysed using descriptive analysis methods where findings were presented in frequency tables. The findings revealed that there is a relationship between water supply and better customer service and about 75% of the respondents strongly agreed that procurement has a significant contribution in offering better customer services. Service quality results indicated negative gap scores for all service quality dimensions; reliability, responsiveness, tangibles, assurance and empathy meaning that GEUWASA is failing to meet customer expectations in all water supply service areas. From the findings the researcher recommends that for an organization to be in a position of achieving better customer service, it should make sure there is a close management. Proper inventory tracking system should be used; while 20.0% of all the respondents claimed that early needs identification can solve the problem.
Keywords: Service Quality, Customer Service Delivery, Customer Satisfaction, Service Delivery. 
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CHAPTER ONE

INTRODUCTION

1.1
Chapter Overview

This part represents background of the study, statement of research problem, research objectives and questions, hypothesis to be tested, scope of the study, significance of the study, rationale and/justification of the study and organization of the research work. Water is a precious resource that is essential for long-term economic growth. The use of water must take into account the value of the environment as a whole and its part in producing future economic output and services. 
1.2
Background of the Study

Globally, on September 30, 2009, the United States Agency for International Development (USAID) sent off the Sustainable Water and Sanitation Authority (SUWASA) program.  The task was assigned to the Integrated Water and Coastal Resources Management Indefinite Quantity Contract II (Water II IQC). The program's ultimate objective was to enhance and expand delivery of water and sanitation services in urban and peri-urban areas. This was done in order to move nations closer to attaining their Millennium Development Goals (MDGs) and to complement a response to the unique needs of the urban poor.
The initiative made an effort to develop long-term financial sensibility by implementing market-based ideas in collaboration with councils and professional organizations. With regard to designing robust models of progress at the regional and water utility levels, working with business financing approaches for water utilities, advancing creation of an engaging environment for suitable water utility execution (i.e., cost recovery moves close, money-related rule of metropolitan water advantages), and spreading long-term financial sensibility, to help all residents, specific assistance was provided. 
The Sustainable Water and Sanitation Authority was supposed to support close to 12 campaigns for change in about five nations (SUWASA truly completed 17 change drives in nine countries). This was to be accomplished by fostering relationships between utilities, private water providers, state-run organizations, promoters, organizations, and associations in order to demonstrate and advance established practices for water and sanitation organization transformation and organization. With significant support from the Africa Bureau's Office of Sustainable Development (AFR/SD), SUWASA was handled by the Office of Water within the Bureau for Economic Growth, Education, and Environment Tetra Tech, a US-based organization, was hired by USAID to complete SUWASA.
This most recent report outlines the specific strategy, drive, successes, models discovered, and advancement of best practices taking into account the scope of activity indicated in the USAID Contract No. EPP-I-04-00019-00 for the period of September 30, 2009–September 29, 2015. Water is essential to life, and both its availability and purity are important. It is projected that by 2025 over 3 billion people will be reliant on water, with 14 nations slipping from water scarcity to water strain (HDR, 2007). Currently, problems with water are being caused by colossally imbalanced transfer of freshwater supplies combined with changes brought on by natural change (World Bank, 2010). The ability of agrarian nations to provide their citizens with clean water is a significant challenge. Due to the increased population in urban and rural areas, the cost of water is rising at an extraordinary rate (Akpor & Muchie, 2011). 
Following this situation, a few allies from around the world have joined investigations to identify the problem. For instance, the World Bank has recruited 142 nations to its water credit program (IEG, 2009). The top 10 of those nations have addressed 579 projects (31 percent), accounting for 56 percent of all Bank obligations for projects including water works (IEG, 2009). Increasing for water increased by 50% between 1997 and 2007. (IEG, 2009). Joined Nations launched a new initiative to address the ongoing issues with water supply projects in developing nations.
The Millennium Development Goals (MDGs) goal number 7(iii)  asserts of ensuring biological viability by increasing the degree of people who need of induction to safe drinking water by 2015 (UNDP, 2011). Tragically, Rural Water Supply Network (RWSN, 2010) asserted that paying little regard to various undertakings and hypothesis towards ensuring induction to safe drinking water, huge quantities of water projects in developing countries have forgotten to work sensibly. For example, it has been surveyed that the hand siphon, which gives practically half of the shielded water supplies for Africa's common people, has a normal handiness speed of around 66%. Across rural Sub-Saharan Africa, a typical of 36% of hand siphons is non-practical at some arbitrary time, and in specific countries, it is surveyed that more than 60% of hand siphons are non-utilitarian (WHO, 2011). Tanzania is among these countries that advanced money from the World Bank for water projects.
In Tanzania, the degree of people served by the 19 metropolitan water subject matter experts and who use drinking water from additional created sources extended from 74% in 2005 to 84% in December 2009 (URT, 2011). Accomplishing MDG center for water supply organization in the common locales is in peril on Mainland Tanzania. Disregarding that there has been some improvement lately - degree of the general population with induction to immaculate and safe water in country districts extended particularly from 53.1% in 2005 to 58.7% in 2009 (URT, 2011). 
In line to that Geita region has been part and parcel of regions which have benefited from the initiatives done by the Tanzanian government on the improvement of water service provision by establishing new projects of water induction to both urban and peri-urban community like Nyang’hwale water project, Chato district water project. Therefore, assessing customer satisfaction on services delivery by water supply and sanitation authorities in Geita is imperative for better water service provision.  
1.3 Statement of the Problem

Globally, it is estimated that more than 884 million people have no permission to additional created water, essentially all of them come from rural countries and 84% of them live in natural district (WHO, 2016). In the Sub-Saharan Africa, around 61% of the general populations approach additionally created water (UNICEF/WHO, 2017) out of which, simply 15% methodology diverted water and 48% use additionally created water sources (WHO, 2015). There is expansive disillusionment with general quality assistance transport because of difficult to evaluate the level of clients' satisfaction as well as to get the factors that sway it, (Banomyong and Supatn, 2018).
Permission to additional created water supply and sterilization organizations ended up being more obvious before it was announced in the Millennium Development Goals (MDGs) in 2000. From there on out, permission to trustworthy, unblemished and safe water has remained an overall test among public water supply utilities especially in arising countries like Tanzania. Induction to safeguarded and clean water is fundamentally a comprehensive normal freedom since human existence depends upon the availability of water. Without a doubt, there is a quick association among occupation and success of individuals nearby the stock of clean water.
Additionally, the public power laid out different changes towards additional creating water supply and sterilization organizations in the country. For example, the underpinning of Water Development Policy of 2002 and National Water Sector Development Strategy of 2006 were prepared to progress facilitated water resources leaders. Basically, the public power spread out Urban and Rural Water Supply Authorities (URWSA) and Energy Water Utilities Regulatory Authority (EWURA) in 2006 with the request to supply water and sanitization benefits and deal with the course of action of water supply and cleansing advantages independently (URT, 2010).
In any case, later on, the commitment of water supply and disinfection organization course of action moved from adjacent government experts to express utilities called 'Metropolitan and Rural Water Supply Authorities'. Before the completion of 2010, there were around 20 metropolitan water utilities, 100 locales water utilities and Community Owned Water Supply Organizations' (COWSO) in country areas (URT, 2010). Despite government drives to redesign water availability, induction to great and safe water remains really low (URT, 2007).
In GEITA for example, despite significant hypothesis by overall affiliations like World Bank and European Union. Purchaser dependability is dynamically transforming into a run of the mill (Edwin & Mtui 2011). Few assessments in the actual years restricted the audit in customer devotion in helping associations on three factors which are service quality (SQ), worth of clients and corporate picture (Wong, 2011). The emphasis of this assessment is essentially on the customer steadfastness' on organizations services in water supply sanitization and quality of staffs, in reference to that examination of Geita Urban Water Supply and Sanitation Authority (GEUWASA), was done basing on the five parts of Serviqual Model.
1.4 General Objectives

The research study assessed customer`s satisfaction on services delivery by water supply and sanitation authorities: a case study of Geita urban water supply and sanitation authority (GEUWASA).
1.4.1 Specific Objectives

The specific objectives of the study were to;

i. To assess the customers satisfaction in empathy from the quality water services in GEUWASA services.

ii. To assess customer satisfaction from reliability of GEUWASA services 

iii. To assess customer satisfaction from responsiveness of GEUWASA services
iv. To assess differences in satisfaction between responsiveness and assurance of GEUWASA services   

v. To assess the factors determining tangibility of services to customer satisfaction from the GEUWASA services
1.5
Research Questions

i. How does the customer’s satisfaction affect empathy on quality water services in GEUWASA services?

ii. How customer satisfaction`s services-maintained reliability to GEUWASA Services at Geita?

iii. How does customer satisfaction increase the pro-activeness of GEUWASA service providers?

iv. What is the difference in satisfaction between pro-activeness and assurance of GEUWASA service providers?

v. To what extent does the tangibility of services affect the customer satisfaction to the GEUWASA services at Geita?
1.6 
Significance of the Study

The findings of the study will provide bright lights to the Ministry of Water and GEUWASA customer care and service liability. Further, the study will help system makers on the locale of buyer dedication's on organizations transport by water with giving and sterilization specialists in the survey area and Geita region. The survey results also are desired to assist pioneers in making reasonable finishes basing on the updates outfit by the audit concerning water supply organizations. Further, the survey results are comparably, a sort of point of view for further study on this area.
1.7 Scope of the Study

The study is delimited on issues related to customer satisfaction on service delivery by water supply and sanitation authority in Geita region specifically to GEUWASA clients. It involved respondents who are customers of GEUWASA who are in Geita region. To provide excellent service, an Organization needs to outperform client suspicions. A critical component in offering extraordinary help is, by and large, not to guarantee things that cannot be conveyed to keep ensures by and large and not to guarantee things that can't be conveyed. The audit revolves around assessment of customer devotion's on organizations support by water supply and sanitization experts the spatial augmentation or the survey is confined at (GEUWASA). The audit focuses around customer devotion's on organizations support by water supply and sanitization subject matter experts: a logical examination of Geita metropolitan water supply and disinfection authority (GEUWASA).
1.8 Organization of the Report

The study is divided into five chapters, each of which contains information. The background of the study, the issue statement, the research objectives and research questions, the significance and scope of the investigation, and the organization of the study are all included in chapter one. The definitions of essential terminology, the theoretical literature review, empirical investigations including prior local and international studies, and the conceptual framework for the study are all covered in chapter two's section on literature reviews. 
Research design, measurement of variables, study area, sample and sample size, sampling procedure, data collection method, data analysis, reliability and validity of data, and ethical considerations are all included in chapter three's description of research methodology. Data presentation and explanation of the results are included in chapter four. The summary, conclusion, and recommendations for the Ministry of Water, stakeholders, policymakers, and recommendations for further research are presented in chapter five.  
CHAPTER TWO

LITERATURE REVIEW
2.1 Chapter Overview

This chapter presents literature review of various ideas, concepts about the study from world perspective, regional perspective and national perspective by various scholars and researchers. It includes conceptual definition of terms, theoretical literature review, empirical literature review, conceptual framework, synthesis and research gap. 
2.2 Definition of the Key Concepts
2.2.1 Service Delivery
In order to provide a consistent service experience to a particular user community in a particular business context, service delivery is a set of principles, standards, policies, and constraints that should be used to guide the designs, development, deployment, operation, and retirement of services delivered by a service provider (Kassim and Bojei, 2001). In this study, "service delivery" refers to the guidelines that water authorities use to operate, deploy, and retire services in order to provide communities with high-quality water services.
2.2.2 Customer Satisfaction
This refers to a situation in which a customer agrees that the service provided to him/her has succeeded to meet his/her expectations. It could include such factors as movement time, esteem, similitude, astounding ability, or it is all around a response to client's requests (Kuronen & Takala, 2013). Customer dependability is the enthusiastic state from things and organization service or goods as a resulting using it (Spreng & Mackoy, 1996). Customer dependability is the level of excitement state of an individual acquired from an assessment of the results obtained from the usage of the things or services of an organization and his presumptions (Kotler et al., 1996). Client’s satisfaction with things and organizations or an association is considered as a critical variable heading toward power and shopper dependability (Gustafsson et.al, 2005). As shown by Kim, Park and Jeong (2004) buyer devotion is client's reaction to the state of satisfaction, and client's judgment of satisfaction level.
2.2.3 Customer Service Delivery
This refers to a task of fulfilling customer orders or serving a customer. Executing and serving a client support is an extraordinarily convoluted process. Zeithaml and Bitner (1996) uncovered that two points ought to be pondered while evaluating client organizations which are Content and Delivery.
2.2.4 Service Quality
According to Kotler (2000) service quality is an attitude that arises from evaluating expectations against actual performance and is similar to but not the same as satisfaction. Customers look for quality in an idea, and when they find it, an association becomes one (Solomon, 2009). Quality can also be defined as the entirety of an item or association's components and characteristics that influence how well it can satisfy expressed or indicated demands (Kotler et al., 2002). It is undeniable that a proposal's quality affects its value as well because it can either meet or fall short of a client's expectations. Customer loyalty is influenced by association quality since it results from the associations' delayed effects from mast.
Public associations are able to provide associations and the population with information about their clients. Their assistance in business is acknowledged to play an unquestionably significant role in the economies of various countries. Delivering high-quality help is seen as the primary means of success and tenacity in the current environment (Parasuraman et al., 1985; Reichheld and Sasser, 1990; Zeithaml et al., 1990). Undoubtedly, even public locale affiliations are under increasing pressure to provide quality associations and promote efficiency (Randall and Senior, 1994). (Robinson, 2003). 
Client expectations and perceptions of definite associations and their quality principles are evolving. According to Parasuraman et al. (1988), association quality may be described as a general mindset about the assistance and is generally thought of as a sign of overall customer steadiness (Zeithaml and Bitner, 1996). According to Parasuraman et al. (1988), the relationship is constrained by the association quality to fulfill or dispel client doubts. It is the separation between client doubts for association and saw association (Zeithaml et al., 1990). 
Assuming notions are more crucial than execution, saw quality isn't really extraordinary and thus client disappointment happens (Parasuraman et al., 1985; Lewis & Mitchell, 1990). The significant objective of the perspective is to manage the cost of more work environments for the current or sensible clients and further create what many would consider possible, through changed or adjusted help. Curry and Sinclair (2002) depict sympathy as the cautious, individual believe that the firm accommodates its clients.
2.3 Theoretical Literature Review
2.3.1 Two Factor Theory

Czepiel et al. (1974) pointed out the authenticity of two-consider theory association when looking at purchaser dependability. Two variable speculations communicates that clients can be satisfied and frustrated with a thing or a help at the same time, because satisfaction and disillusionment were about different pieces of the thing or organization. Thus, they are insignificant (Swan & Combs 1976). The twofold part idea was further supported by changing the names of the components to expressive execution and instrumental execution. This idea holds that whereas expressive execution insinuates viewpoints, instrumental execution interacts with actual components of the thing or organization. According to the hypothesis, customer loyalty is most significantly influenced by expressive performance. Customers were displeased if they weren't happy with how items and organizations expressed themselves, regardless of whether or not their instrumental exhibition was tasteful.
2.3.2 Public Choice Theory

In this Research, a philosophy picked as a speculation was a Public choice methodology which has been procured noticeable quality during the 1970s to 1980s, by which everything truly spins around sensibility choice methodology. It relies upon data getting base of authoritative issues and association. The imagination of this approach can be followed back on works of Gordon Tullock, Anthony Downs and William Niskanen (Sapura, 2004). This theory does investigate much on the division and game plans of necessary public items, a public item is all that is party rival or non-excludable in a relationship of not taking everything into account growing or lessening the value of the incredible to the fundamental beneficiary. One of the models joins Beaches, Air, Water, etc (Okoye, 2013).
It will be strange to charge a person for its use, as how testing to dismiss non payers out of use; these Public items might be from regularly presence, made by the Government or firms and private region, the reasons behind open game plan is an immediate after-effect of the degree inconvenient understanding of the vital need by the person so far the level of how each should be charged, accordingly in private region truly stand up to difficulties in game plans of public product. This speculation is habitually used to extend financial gain on non-market course or the relevance of monetary perspectives on political hypothesis (Sapru, 2004). It tries to look at assemblies as per the perspective of the authorities and officials who make them, and assumes that their showing relies upon spending plan expansions in a self-way and captivated justification behind financial development and benefits (Okoye, 2013). The theory applies money related assessment, habitually decision speculation and game, to the political structures which will overall uncover designs on inefficient plans of the government.
2.4 Empirical Literature Review
The thinking for undertaking an examination concerning Local Service Delivery (LSD) started on the striking necessity for critical overhauls in the transport of public work and items, especially to poor people, as a way to deal with achieving the MDGs (Pids & Unicef, 2009). Various assessments from various analysts have been done striving to investigate the legitimization behind absence of water and sanitization and the relationship of adjacent government in the coordination of water organizations and cleansing. For example, Pids and UNICEF (2009) coordinated an assessment, trying to assess close by help movement systems and practices in the Philippines thinking about region execution. For example, while the past highlighted analyzing the opportunity and capacities with regards to Integrated Water Resource Management (IWRM) at adjacent government level using the occasion of Makana Municipality, the researcher highlighted looking over the local government's responsiveness in the coordination of water organizations and disinfection in Geita District as one of the District chambers found in Tanzania.
Smits and Butterworth (2005) drove an assessment on Local Government and fused water resources. Their survey focused on the work of neighborhood Government on water resources the board and how this occupation is changing considering the movement of technique and institutional changes affecting the way in which water region limits and how government, especially at the close by level, is facilitated in South Africa. While perceiving that, permission to awesome and sensible drinking water is a key right, and that the, state run organizations have a pledge to ensure water and sanitization for all. They wrapped up saying that, in the game plan of water and sanitization organizations, close by government will frequently focus in on the rural town and city locale, in this way neglecting to recollect provincial districts. 
They recommended that in commonplace districts, networks can't be left alone to direct water systems extensively under the neighborhood chief model taking everything into account; close by government is being seen as key performers in the plan of these organizations and in ensuring their sensibility. Meera and Mehta (2008) coordinated an assessment on convincing financing of adjacent state-run organizations to give water and sterilization organizations focusing in 12 African countries specifically Bangladesh, Ethiopia, Ghana, Madagascar, Mali, Nepal, Nigeria, Philippines, South Africa, Tanzania, Uganda and Zambia as logical examinations. It was found that 5,000 children die before reaching age 5 due to water-borne diseases brought up by lack of access to clean water and disinfection. It was suggested that local government professionals ought to be placed in the lead in the basic game plan, since they will be crucial to success in water supply and sanitation. 
Jiménez and Mtango (2012) drove an investigation at the work of Districts in the execution of Tanzania's National Sanitation Campaign in Tanzania focusing on six areas. The focus was to give data and new pieces of information to deal with the LGAs' occupation in the progression of natural sterilization at adjacent level, considering the current limits among region and the current experiences of the execution of the Public Sanitation Campaign (NSC). Moreover, Gbadegesin and Olorunfemi (2007) in their study regarding common Water Supply Management in picked natural areas of Oyo State, Nigeria, they took on a mix of abstract and quantitative system, including Focus Group Discussions, interviews as well as coordinated and semi-coordinated surveys outline. In their findings, they found that common place water supply in sub-Saharan Africa, particularly those depending on accessible siphons, habitually showed low levels of practicality. 
The essential explanations behind this included inappropriate system or guideline, insufficient institutional assistance, unreasonable financing instruments, inadequate organization structures and nonappearance of specific backstopping. They recommended that the issue might be addressed by taking on a thorough method for managing organizing and execution rather than focusing in on one issue, for instance, neighborhood board or additional parts supply in restriction. They further sought that, the game plan and upkeep of town water supplies is ordinarily the most delicate association in the imaginative cycle, dominatingly for various leveled reasons. Thus, to propel the situation, devolution of force from the state to the local level and reasonable co-meeting with various workplaces is required. 
Kayitesi (2008) conducted a study regarding further creating sanitization systems, "particular and socio - financial perspectives" in Kigali, Rwanda. The point was to separate experiences and work concerning advancement, plan and the leading group of sanitization structures in Rwanda. It was observed that, in Rwanda, water and sanitization region is managing various issues like insufficient cleansing system, nonattendance of neighborhood fitness, nonappearance of informational index for water resources and disinfection situation in the country, as well as limited interest of private region in water resources the leaders and sanitization. He further tracked down that, the breaking point of establishments responsible for cleansing is among the essential block to achieve sectoral water and sterilization objectives.
He proposed to limit building systems and projects at all levels beginning from focal government to nearby substances, the mindful Ministry of disinfection, and other accomplice services like neighborhood government establishments i.e. Kigali City Council and Districts; need solid ability in sterilization. His exploration appears to be comparable yet not equivalent. Kapitsa's review centered fundamentally in disinfection administrations in Kigali Rwanda, while that of the analyst centered in both water and sterilization in GEITA Tanzania.
Muriu (2012) directed an exploration regarding the nature and impact of resident Cooperation on decentralized service delivery in Kenya. The point was to look at how nearby individuals are engaged with the development of administrations. The examination uncovered that, the commitment of individuals is negligible and the subsequent impact to the decentralized help dissemination is immaterial. It was proposed that a successful construction of resident commitment should be one that isn't straightforward connected to legislators; one that is established on a legal design and where individuals have a legitimate plan of action an amazing open door; and, one that obliges authorities both to execute what resident's ideas which meet the set measures as well as to represent their activities in the control of gathering sources. In standard water support hence, this examination included data that the creation of standard water administrations need responsibility from the focal government, nearby states as well as the gathering.
2.4.1 Assessment of Water Supply Service and Customer Satisfaction

According to Abebe (2011), the gap between the client's expectation and the amount of assistance varies between high and moderate for most properties, and the reasons for disappointment also differ across different geographic areas and clientele. The main causes of dissatisfaction are that there is little to no organization in pre-metropolitan areas and little to no organization in low-pay districts or ghetto settlements. Further evidence that there is room for improvement can be found in attending to the specialized quality components of the assistance is provided by the fact that fulfillment levels for specialized credits (like stockpile dependability, strain, and quality) are typically lower than client care-related ascribes.
2.4.2 Assessment of Level and Quality of Water Supply Service Delivery for development of Decision Support Tools
According to Kahsay (2014), the movement for water supply organization was usually disappointing. This was mostly attributable to a deficient and biased water distribution system, problematic stock because of the allocation mechanism, and poor ASWD organization of the water transport firms. The conclusion was that the idea of organizing transportation by ASWD in Asmara and the surrounding towns failed to allay residents' concerns, and the level of annoyance was just similarly high at 60%. According to the audit, the Maekel Zone (Central Region) transportation administration and AWSD should adopt the board frameworks through implementation, evaluation, and strategies to significantly reduce spillage events. By reconstructing the treatment facilities, siphoning stations, and appointment association, the repeating pattern water supply should be increased to address the level and consideration of water organizations.
2.4.3 Paying for Water Services effects of House Hold Characteristics
According to Kayaga, Calert, and Samson (2003), women are more likely than males to pay their family's water bills for a given degree of pleasure. As currently stated in the section on established structure, women typically have the responsibility for planning for basic needs that require water, such as preparing for food and maintaining overall order in the home. In order to avoid interfering with water organizations' operations, it is also not unusual that women pay their water bills more quickly than males do.
As suggested in the hypothetical framework, the occupation of level of preparation of the highest point of the family on the satisfaction/commitment relationship was urged. Evidently, teaching erodes leaders' home cognizance with the end goal of increasing their value to a superior quality water supply. This makes sense because more responders who have been shown join higher entrance costs for time spent participating in social occasions from various sources, giving up more time to associate with more important endeavours. In addition, those with advanced training, who stand out from others who have just received basic training, will surely see the value in the distinctive type of consumable water, just as they would with regular, financial, and social externalities.
The results of the study by Kayaga et al. (2003), also demonstrate that heads of families who are engaged in formal employment are more prepared to pay for water bills than those whose families are engaged in easy going job. When the water bills are delivered toward the end of the month, they will probably have spent all the money on other necessities of life and may not be able to pay the bills on time.  These findings might provide utilities with a framework for tailoring their bill portion procedures to the needs and preferences of their diverse clientele. 
The ownership status of the property in question has an impact on the relationship between enjoyment and endurance, which is not surprising given the topic of appropriate building. The water bills are also sent in the names of landowners because water organization connections in Uganda are registered in their names. A change in residence is a frequent occurrence for residents of Uganda's urban districts. The final results of this study demonstrate that, for a given level of satisfaction, families remaining in their own homes are better equipped to pay their water costs than those staying in leased space. Families living in rented housing don't have formal agreements with the water utility, thus they are less able to pay their water bills since they don't feel obligated to do so.
According to data from the study by Kayaga et al. (2003), appraised compensation levels moderate the association between commitment and satisfaction. Families with higher evaluated salary have more willingness to pay than families with lower evaluations, according to estimates in the reasonable Framework. Not only do families with higher salaries have a greater income sensibility to pay, but those families are also more likely to live in family-owned homes and have highly educated family heads of household. 
The results of an association analysis of the collected data show a correlation between family pay and the degree of parental supervision ( = 0.24, p 0.01); and between family pay and the ownership of the property ( = 0.20, p 0.01). The delayed effects of this inquiry, according to Calert (2003), demonstrate that "household size," "kind of premises (whether shared or not)" and "usage of elective wellsprings of water" didn't have really fundamental mediator impacts. These results could have been affected by tendencies in data combination. For the family size, different African social orders trust it to be a no-no to “count‟ the number of children in a home. 
Consequently, a couple of respondents could have distorted the family size purposely another justification for botches in the size of the family could be under the affirmation of the numbers, in the occasion the water utility necessities to use level duty rate considering family size, as by virtue of a meter frustration. For the kind of premises, respondents presumably shouldn't tell the truth expecting that families are having something almost identical working, as it is seen as socially stigmatizing.
Because of elective water sources, slip-ups could have been introduced by the confusion about the sensible importance of “alternative water sources”. According to the results, 253 respondents (48%) obviously use elective sources. In any case, of that number,168 respondents use by a similar token "a utility tap elsewhere", "water dealers "as well as "enormous hauler water", sources which are, for the most part, straightforward assistance decisions of the utility water supply. Evidently most buyers use elective help decisions as a strategy for practical adaptation if there should be an occurrence of non-availability of diverted water in the home, for one reason or another. 
The clarifications behind non-availability of spigot water in the home could be either detachment due to non-portion, or water supply need. Other money related reasons, which are particularly relevant to families using off-plot utility water taps, could be (i) owner of private affiliations picking more affordable water organizations at public tap in explicit circumstances; or (ii) clients who choose organizations which are viewed as “free”, as illegal affiliations, or affiliations paid for by government associations, which have confined liability. Using backslide procedures, it was spread out that the going with attributes of the family head coordinated the satisfaction/endurance relationship: direction, occupation what's more level of guidance. Other immense factors were family pay, and property residency status. These results could be used to make water Utilities client focused.
2.4.4 An analysis of Service Quality, Customer Satisfaction, and Customer Loyalty
According to Yi-Chin Lin (2008), "an expectation on things and organizations is the key for business to attract client and stay aware of long stretch client relations." Organization quality is the anticipated degree of client satisfaction overall assessment to a help them get organization quality as to meet and outperform clients. It can moreover get to a higher-level capability and avoid pointless waste. Organization quality fuses mindset of organization provider, organization providers” thought, organization content, sympathy, organization speed, what's more validity of decisive reasoning, listening capacities and commitment.
2.4.4.1 The secluded of Shopper Faithfulness on Quality help

In this approach they made the opening one to five and 10 changed factors, they identified five gaps in the quality of aid, and these five gaps are the main causes of service providers' inability to meet clients' expectations and hypotheses. Five positions should be closer together to further improve organizational quality. Customer dedication, a business term, is an extent of how things or conceivably benefits gave/introduced by an association meet or outperform clients' presumption. Accepting help gave come up short with respect to suspicions client are frustrated and results to client grumblings while if show outperforms presumptions, the client is particularly satisfied or satisfied (Kotler, 1996). Client presumptions rely upon the client's understanding, appraisals of colleagues, accomplices, sponsor information, and certifications.
Client regard has the close relationship with customer unwaveringness. Michael Porter proposed regard chain as the essential gadget for recognizing approaches to making client regard. Under the value chain thought, the firm should examine its cost and execution in every worth making activity to look for updates and check its show as benchmarks. To the extent that the firm can play out explicit activities better contrasted with its opponents can, it can achieve an advantage. In relentless environment, affiliation should cultivate techniques that build relationship with their clients.
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Figure 2.1: Regard Chain
Source:  Viliet, (2021) adopted from Ohmae. 
According to Ohmae 3 C Model, clients are the reinforcement of any strategy. In that model the standard player at GEUWASA, Customer and Competitor. Along these lines, the fundamental goal expected to be the premium of the client and not those of the financial backers for example. Coming up next is the Kenichi Ohmae's Strategic Triangle.

2.5 Serviqual Mode to the Service Delivery
There are Five (5) Serviqual modes to the services delivery of the customer satisfaction
2.5.1 Reliability
Reliability is described as "the ability to execute the promised service consistently and accurately" by Bebko (2000). Reliability is an important factor that clients can use to judge the quality of service delivery, including service provision, problem resolution, and pricing, compared to what the provider has promised. 
2.5.2 Responsiveness

According to Zeithaml et al. (2006), service providers should be proactive and willing to assist their clients and offer quick service. This dimension necessitates that the service provider be more adaptable in addressing the issues and needs of their clients. Even better, businesses should be able to adapt their services to the unique requirements of each client. 
2.5.3 Assurance

It implies to move with conviction and trust. Affirmation is defined as agents' information on consideration and the capacity of the company and its employees to promote confidence and assurance. This viewpoint is likely to have a significant impact on firms that clients perceive as being high ascending and for which they have a hazy point of view regarding their ability to evaluate. The individual who links the client to the organization, like the marketing division, can serve as an example of trust and certainty. 
2.5.4 Tangibility

Impacts are associated with the presence of genuine workplaces, stuff, staff, and correspondence materials (Robledo, 2001). Since the obvious and visual parts of the site were essential to capability as well as to all things considered perspective on the firm and the brand, organization associations are likely going to use actual resources to overhaul their image and give quality help to clients.
2.6 Serviqual

Suggests empiric model made by Zeithaml Parasurman and Berry to differentiate quality execution and clients' organization quality necessities. It used to do opening examination of an affiliation's organization execution against the help needs nature of its clients. Occasionally it is called GAP model. It considers the perspective on clients of the general meaning of organization credits. This allows a relationship to zero in on. The essential pieces of organization quality are RATER: Reliability, Assurance, Tangibles, Empathy, and Responsiveness (http//www.mbabrief.com).
2.7 Policy Framework Related to Water use Management in Tanzania

The organization of water in Tanzania has got approaches and various associations that have quick or distorted association. One of the methodologies is National Land Policy of 1997, the Agribusiness and Livestock Policy of 1997, the National Forest Policy of 1998, the Public Water Policy of 2002 and the National and Environmental Policy of 1997. All these plans and other non-referred to are very fundamental for the organization and compromise once misjudging arose, so ever these techniques give framework to the board legitimacy in relationship with accomplices, by any stretch of the imagination, the close by Government Authority Act No.7 of 1982 draws in District councils and town to spread out by guidelines to develop its organization on nature resources and water being fundamental for them.
2.7.1 National Water Policy of 2002
By 1991 the speculation of people in Water Policy Management was fortified enough, it relied upon neighbourhood Local Government by and large at commitment besides the central government is the expert community. The passing of people support was very contributed by strategies used for execution that is a Central Government is the really monetary sponsor, chief and implementer of water in by and large around the country areas. By regarding National Water Policy (2002), water resources are vital for our perseverance and improvement at all it is unbalanced dissipated on time, space sum and the quality is the establishment for its assortment.
Furthermore, water is a restricted that prompts to be one of feeble normal resources. Despite the theory of water supply organization starting around 1970, the incorporation is still low. The National Water Policy of 1991, spreads out different targets on giving secured and clean water to the neighbourhood 400 meters from family, continually 2002. Regardless, to present the incorporation is at this point 73% around metropolitan areas and by far most of them are deficient with regards to what is given. Subsequently, the course of action zeroed on progress of critical design on water, the methodology hopes to lay out structure for water resource for the leaders (NWP, 2002) the basic objective is to cultivate an unrivalled edge work for the board and reasonability of water resources. Subsequently, it noticed a technique that upheld development and the board in approach by giving the Government the occupation from organization course of action to that of coordination, rules definition and rule (URT, 2002).
2.7.2 Performance Characteristics of Water Utilities
Gupta (2006) portrayed execution marker as a stage to see genuinely and really the way that the nearby bodies convey the ordinary assistance. As indicated by Gupta, there are two procedures for execution evaluation, first, conventional appraisal or direct degree evaluation and the subsequent one is by and large usefulness appraisal, which depends much on completely input utilized and yield made. (Wouter et al., 2005). Schwartz (2007) says the term occasionally is utilized in division of water association. It is unassumingly utilized with practically no assistance of what is about execution; likewise, the term has more much significance than it is using any and all means. Tynan and Kingdom (2002) say that their idea targets are not extraordinary in any case there is a need to give an overall evaluation of utility execution by loosening up the exercises to association to capital value and to better degrees of being mindful so as to the need of desperate people.
2.8 Importance of Customer Satisfaction
As indicated by the perspective on practices by the board, clearly clients acknowledge basic parts in the dynamic participation (Lee & Ritzman, 2005). Before the situation of approaches and authoritative turn of events, the clients are the central point considered by associations. The solicitations introduced in the principal sorting out goes from who should consume these offers, where they are and for what aggregate they would be able to have the choice to purchase, how to appear at the clients and if it will yield them most noticeable fulfillment. 
In current business theory business ought to be client organized and the execution of the critical rules of steady improvement, legitimizes the importance of assessing and isolating purchaser commitment. Thusly, buyer trustworthiness is considered as check of normalize and meaning of execution for some business. In like way, it assists with seeing the potential market astounding entrances (Evangelos & Yannis, 2010). Client faithfulness is a fundamental sign of the business local area that studies the achievement of the association (Kotler & Keller, 2006).
2.9 Research Gap

Studies by other researchers that have been reviewed focused on water service delivery, water supply and sanitation and lack of clean drinking water and sanitation systems. Nkochwa (2008) conducted a study on customer perceptions of water supply deficiencies and the impact of rural development in Geita.While other researchers concentrated on the difficulties in providing water services, Mckenzie and Ray (2005) conducted a study on the situation of household water in India. In 2010, Kalulu carried a research on Malawi's public water utility's performance. 
Most investigations into assessments of the degree of water service delivery, including those into accessibility of water service delivery, problems of water supply, and the effects of water scarcity, were conducted outside of Tanzania. This may have left the question on our local perspectives. Therefore, research on the customer`s satisfaction on services delivery by water supply and sanitation authorities in Geita urban water supply and sanitation authority (GEUWASA) in Tanzania was undertaken to bridge the gaps left by other studies.
2.10 Conceptual Framework
Miles and Huberman (1994; p.18) portrayed an applied design as a visual or made chronicle, that "explains, either graphically or in story structure, the essential things to be considered as the key components, thoughts or variables and the accepted associations among them. An applied edge work is an exhibit set of investigation thoughts cum variable alongside their reasonable relationship consistently tended to as charts, graphs, pictographs, stream traces, organ gram or mathematical circumstances (Miles & Huberman, 1994). Sensible assessment structure uncovers focused on eccentricity of thoughts cum factors into direct game plan of relations that can be actually seen, showed and examined (Ndunguru, 2007). After Study of Literature Review, the Following Conceptual Model shaped to depict the Relationship between Serviqual model and Customers' satisfaction.
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Figure 2.2: Conceptual Framework of the Study
Source: Researchers Construct, (2023).
From the Figure, 2.2 there are two variables, independent and dependent variables, the Dependent variable are customers’ satisfaction and depend on independent variables, which are the attributes of serviqual model thus, are responsiveness, reliability, assurance, empathy and tangibility. All of serviqual dimensions support each independent variable in order to assess the dependent variable, the adoption or ignoring of those attributes by organization on its service delivery procedures could result into satisfaction or dissatisfaction to its customers. This depends on the knowledge and skills of the organization service providers.
CHAPTER THREE

RESEARCH METHODOLOGY
3.1 Chapter Overview

The research challenge can be approached methodically using research methodology. It might be thought of as the study of scientific research methodologies. The various techniques an investigator normally employs to examine his research challenge and the underlying assumptions (Kothari, 2003).The study's area of inquiry, as well as the standards and resources the researcher used for data analysis and presentation, are all thoroughly described in this chapter. 
3.2 Research Design

A research design is a chosen plan for achieving a particular study or research and it gives details on the kind of the data assembled and the strategies used in data combination. To be sure, the investigation setup is the determined development inside which assessment drove; it includes the framework for the arrangement, assessment and examination of data (Kothari, 2004). In addition, the extraordinary investigation design is the one that restricted inclination and supported the trustworthiness of the data grouping. As a result of this survey, the examiner used the Case focus on outline research plan in social event data. Researchers ask individuals in the general population requests to review individual self-reports of evaluations, rehearses, limits, convictions, or data. 
The responses are penned down to depict people designs or to test questions or theory. The justification for relevant investigation audit research is to perceive qualities of a general population by presenting different requests of individuals in that general population associated with an issue. The general population by and large is generally not inspected, notwithstanding the way that outline research thinks about grouping of data from a greater number of people than is overall possible. Typically, a meticulously picked test is surveyed (Mills et al., 2010).
3.3 Type of Study

Descriptive research is the methodology used. Surveys and many types of fact-finding inquiries are included in descriptive research. The main goal of descriptive research is to describe the current situation as it stands. The main feature of this methodology is that the researcher can only describe what has already occurred or is currently occurring; he has no control over the variables. Survey techniques of all kinds, including comparative and correlational techniques, are used in descriptive research (Kothari, 2004). 
3.4 The Study Area

The study was carried out in Geita Town Council specifically at Geita Urban Water Supply and Sanitation Authority (GEUWASA), where the researcher focused on obtaining feedback from customers on how well water supply and sanitation authorities execute their services. 
3.5 Study Population

Population is the group of individuals from which representatives are drawn for a study. The populations of this study involve GEUWASA customers in Geita Region. This included all Geita workers and Geita customers in the Region. The research used staff in different departments of GEUWASA where there is head of department, motor vehicle staff, technical staff, commercial staff, VAT staff, human resource department, customer services department and Customs department. Appropriate data pertaining to the study were obtained from GEUWASA customers located in Geita Region. However, the researcher decided to obtain the majority of the population from Geita town; a targeted population of 300 was selected for the study to access the problem of GEUWASA in the commercial town of Geita.
3.5.1 Sampling Unit
 It`s one of the units into which an aggregate is divided for the purpose of sampling, each unit being regarded as individual and indivisible when the selection is made.
3.5.2 Sampling Frame and Sample Size
In this study, a total of 75 respondents were used as the sample size, and they were all given questionnaires. Respondents were categorized into: GEUWASA staff, Geita Region customers. Visit was made to GEUWASA customers located in different places in Geita town and region. Concerning sample size, computation and calculation was based on Yamane’s formula the sample size calculated based on Yamane’s formula (1992). 
n=N/1+N (e) 2 

Where, 

n = the sample size 

N = the size of population 300

e = the level of error 5% that is sampling error (level of precision) 

n = 300/1+300(0.1)2 

n = 300/1+3

n=300/4

n = 75

n = 75
Table 3.1: Sample Size Distribution
	  Respondents
	Frequency
	Percentage (%)

	GEUWASA staff in Geita Region
	10
	16.0%

	Customers visits GEUWASA
	25
	33.3%

	GEUWASA customer located at different places in Geita
	40
	53.3%

	     Total
	75
	100%


Source: Field Data 2021.
3.6 Sampling Size and Sampling Techniques

The selected number of respondents constitute what is technically called sample size and section process is called sampling technique (Kothari 2004). Sampling ensures that the sample size comprises of elements of the population considered for actual inclusion in the study or it can be viewed as a subset of the measurements drawn from a population in which the researcher is interested.  In this study, the sample was studied in an effort to understand level of customers’ satisfaction on service delivery by GEUWASA in Geita; the researcher used the simple random sampling technique.
3.6.1 Sampling Technique 
The simple random sampling technique was employed to select respondents for the study. This technique was useful because it ensured that all respondents in the population were given the same opportunity of being selected. The goal of the sampling method was to obtain a sample that is representative of the population. The sampling technique that was used by the researcher helped to select the sample size required without prior knowledge of the target population. It allowed a determination of the size of the sample needed to achieve a reasonable estimate with accepted precision and accuracy of the population.
3.6.2 Research Study Variables
The independent variables consisting the service design as per the five dimensions of Servqual, service delivery variables and the dependent variable focused on customer satisfaction. Each Servqual variable had sub indicators which were tested using data collection instrument, the questionnaire. The service quality indicates that service delivery comprised sub indicators. Management’s perception was the moderating variable and the interview guide comprises service quality dimensions as per Servqual.
3.7 Types and Sources of Data

The study employed two sources of data, namely, primary data and secondary data.
3.7.1 Primary Data
Primary data are those data collected for the first time. During the study, there were different methods of data collection which were employed, including questionnaires and interviews. The information obtained was useful for the researcher to draw conclusion and recommendations.
3.7.2 Secondary Data
Secondary data are those which have already been assembled by someone else and which have at this point gone through quantifiable cycles (Kothari, 2004). The researcher obtained secondary data from the government reports especially from the ministry of Water, from GEUWASA annual statistics, and disseminations, reports both conveyed and unpublished were consulted. This is the procedure for social affair data whereby significant information is obtained clearly from the current composition done and given by various subject matter experts. Discretionary data is inclined towards considering the way that is most economical strategy for data variety procedures. With the ultimate objective of this focus on the examiner accumulated information from disseminated and unpublished materials associated with theme. These materials involve books, journals, and assessment reports, constitution of United Republic of Tanzania of 1997, and National water methodology of 2002. 
3.8 Data Collection Methods
3.8.1 Data Collection for Quantitative Variables
Quantitative data was collected through structured questionnaires with both close and open-ended questions which are useful in order to obtain information on; age, education, attitude, experience of respondents as background information, and  arrangements, social factors, economic factors and environmental factors affecting sustainability of water projects as independent variables and factors for project sustainability as dependent variables. 
3.8.3 Data Processing, Analysis and Interpretation
According to Creswell (1998), is the most well-known approach to moving from unrefined data to affirm based interpretations which is the foundation for dispersed reports, this is data analysis, both abstract and quantitative system for data examination were used by trained professionals. By which the quantitative data were coded and dealt with into Statistical Package for Social Science (SPSS) programming for analysis (Wyse, 2011).
3.9 Ethical Consideration

Ethical consideration requires an expert in a survey to guarantee that moral issues or needs are adhered to throughout the survey (Knight, 2003). To ensure ethical considerations were met, the investigator in this survey got a letter from the Open University of Tanzania. Authorization to lead the survey was obtained from respected Local Government at GEUWASA. Similarly, the investigator assured respondents that they have a right to security and that the researcher would keep social affairs data secretly; the researcher also ensured that all individuals who were involved with data collection were taught before concerning the point and objective of the pack to get their consent.
3.10 Data Analysis Methods

The specialists applied the Statistical Package for Social Science (SPSS) programming as a tool for data analysis. The information got from the survey diagrams was researched by utilizing illuminating assessments. The master obliging apostatize examination to test the hypothesis made at the importance level alpha muddled from 0.005 as required, result with the likelihood level of more than 0.005 the invalid theory was seen and that with the likelihood level of not really or in every practical sense, undefined from 0.005 the invalid speculation was pardoned. In open-finished questions, information was investigated by utilizing substance evaluation on which reactions gathered into different reactions pack. Moreover, frequencies tables, rates and visual diagrams were utilized for information show.
CHAPTER FOUR

 RESEARCH FINDINGS AND DICUSSIONS
4.1 Chapter Overview 

This chapter presents the findings of the study basing on the completed questionnaires from GEUWASA customers and interviews with regional manager and head of debt management and compliance department. The chapter has two sections, whereby section one presents demographic characteristics of the respondents while section two presents the results and interpretation of the study objectives. Likewise, it deals with the presentations and discussions which revolved around the four specific objectives of the study. The data was collected from three groups of respondents namely; the civilians, the elected councillors as well as Local government officials responsible for water services and sanitation.
4.2 Demographic Characteristic of the Respondents

4.2.1 Age of Respondents
This inquiry looked into the different age gatherings of the various respondents involved in the study. This inquiry was valuable to decide whether there was any irregularity of information expressed by the respondents. The respondents had to be above the age of 18 because this is considered as the age of maturity in the country and therefore mature enough to know about the water uses in the family. The high percentage of people between the age of 25- 34 clearly showed that majority of the people in the area are young and came from the rural areas in search of employment. The data is shown in Table 4.1.
Table 4.1: Age of Respondents (N=75) 
	Age Category of Respondents
	Respondents
	Percentages

	Below 25 years
	3
	11.1

	25-34year
	27
	21.1

	35-44year
	32
	35.6

	45-54year
	10
	18.9

	55-64 years
	5
	13.3

	Total
	75
	100.0


Source: Field Data, 2021
4.2.2 Respondents Gender Composition
This research question sought to discover the sex circulation of the respondents involved in the study. The after- effects of the discoveries are introduced in the Table 4.2 and the outcomes show that male respondents were higher than female respondents by 11.2%.
Table.4.2: Respondents composition by Gender (N=75)
	Gender
	Frequency
	Percentage

	Female
	35
	44.4

	Male
	40
	55.6

	TOTAL
	75
	100.0


Source: Field Data, (2021).
4.2.3 Level of Education

This question in the exploration tried to discover the degree of training accomplished by the respondents in the association. The discoveries are introduced in Table 4.3 and the outcomes show that majority of the respondents were undergraduate, followed by graduate, postgraduate and the last were professional. This implies that the respondents who participated in the study had adequate scholastic capabilities for perusing and understanding the polls appropriately and hence there is motivation to accept that they answered to the inquiries presented to them effectively.
Table 4.3: Respondents Level of Education (N=75)

	Level of education
	Frequency
	Percent

	Professional
	7
	9.3

	Under Graduate
	46
	61.3

	Graduate
	13
	17.3

	Post Graduate
	9
	12.1

	Total
	75
	100.0


Source: Field Data, (2021).
4.2.4 Respondents Working Experience

Respondents were approached to demonstrate their functioning involvement and the results are   similar to the results obtained by (IFPRI, 2009). The outcomes from the reactions revealed that majority of the respondents have worked with GEUWASA in the range of 1-5 years, followed by those who have experience between 5-10 years, and those that worked for more than 10 years. The findings imply that GEUWASA has a good number of staff who have enough experience in serving clients. They well understand what service level is demanded by customers so as to satisfy them after they have paid for water service. The findings are further described on Table 4.4.
Table 4.4. Respondents Working Experience with GEUWASA (N=75)

	 Working experience (years)
	Frequency
	Percent

	Between 1-5 Years
	40
	53.3

	Between 5-10 Years
	10
	13.3

	Above 10 Years
	25
	33.4

	Total
	75
	100.0


Source:  Field Data, (2021).
4.2.5 Education Level of Respondents

The respondents were asked about their mentoring level the results were that out of 75 respondents 13 had certificate education level, 18 had secondary education level, 22 had certificate education level, individuals who had a degree level were 5 and 2 mentioned that they didn't conclude their studies. The survey showed that around 19% of the respondents completed assistant preparation. A good number (98%) had at least attended classes even though at very different levels. This is extraordinary in the part of the country where people hardly attend school. This also made it easy for the study since the respondents could follow the instructions easily. This is illustrated in Figure 4.1.
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Figure 4.1: Respondents Education Level (Customers) (N=75)
Source:  Field Data, (2021).
4.2.6 Time of being a GEUWASA Customer

Table 4.5: Time of Being a GEUWASA Customer

	Customer Duration
	Frequency
	Percent

	Below 1 Year
	24
	32.0

	Between 1-5 Years
	36
	48.0

	Between5-10 Years
	9
	12.0

	Above 10 Years
	6
	8.0

	Total
	75
	100.0


Source: Field Data (2021).
Respondents were also asked about the length of time they have been GEUWASA customers, and this was referred to as working experience, and it helped the researcher also in analyzing the satisfaction levels from GEUWASA customers. The analysis is explained on Table 4.5. From Table 4.5, the results revealed that out of 75 respondents who were involved in the study, majority of them had been GEUWASA customers from 1 year to 5 years. 
4.2.7 Respondents Occupation/ Position

The researcher was interested to know about the respondent’s position, and they were required to indicate the occupation or activities they were engaged in. The results from the findings are summarized on Table 4.6. 
Table 4.6: Respondent Occupation/ Position (Customers)

	Respondents Occupation
	Frequency
	Percent

	Employed in Government Organization
	3
	4.0

	Employed in Private Organization
	13
	17.3

	Self Employed
	25
	33.3

	Not Employed
	5
	6.7

	Businessmen
	21
	28.0

	Businesswomen
	3
	4.0

	Farmer
	5
	6.7

	Total
	75
	100.0


Source: Field Data, (2021).
The findings show that majority of the respondents were self-employed whereas those employed in government were the least. Results too show that there were more male than female doing own business. These results imply that the district is more dominated by males who are self-employed than female counterparts. 
4.3 Factors influencing the Empathy of the Customer’s Satisfaction to Quality Water Services in GEUWASA Services
The findings ascertain the overall service quality scores as the opening among expected and received quality. The general assistance quality, keenness by various client segments, the general help quality and client unwaveringness ratings, association quality opening scores for the different quality perspective. In investigating the degree of CS considering empathy mode, the researcher used likert scale measure whereas five scale level was indicated for respondents to indicate their extent of satisfaction on service by indicating: very satisfied, satisfied, fair minded, not satisfied and strongly unhappy. Then the scores were presented as illustrated on Table 4.7.
Table 4.7: Levels of CS Based on Empathy

	Empathy
	Level of Agreement

	
	SA
	A
	N
	D
	SD
	Total

	GEUWASA give customers personal attention
	16

(26.2)
	23

(28.8)
	23

(28.8)
	8

(10)
	5

(6.2)
	75

(100)

	Handling of customers problems
	17

(27.5)
	19

(23.8)
	24

(30)
	8

(10)
	7

(8.8)
	75

(100)

	Good relationship with customers
	19

(23.8)
	19

(23.8)
	23

(35)
	7

(8.8)
	7

(8.8)
	75

(100)

	Staffs care about customers’ needs
	19

(23.8)
	19

(23.8)
	23

(35)
	8

(10)
	6

(7.5)
	75

(100)

	All communications with customers clear and timely
	15

(25)
	22

(27.5)
	24

(30)
	8

(10)
	6

(7.5)
	75

(100)


Source: Filed Data, (2021).
The findings show that majority of the respondents agreed that GEUWASA give customers personal attention, this implies that when the service provider considers the factor of serving customers ethically, it increases their satisfaction level. Majority of respondents agreed that when their problems are handled timely and accordingly, they are in a good position to be satisfied from that service. This implies that, Customers always need to be served by a service provider who is able to solve their problems timely. For instance, water cut-off is resolved just after a few hours after the problem has been reported. 
Further, from the findings it is indicated that majority of the respondents agreed that enhancing good relationship with customers is among a factor influencing them to get satisfied. This implies that any service provider who is planning to succeed and satisfy customers should focus on building good relationship with them. The findings show that, majority of customers agreed that staff care to customers needs enhances their satisfaction level. This implies that when staff members are able to understand well the needs of customers, and respond positively in good time to meet customer expectations, customers get satisfied by their services. A customer fills better when there are good strategies by the management which are targeted to provide quality services at all times of operations. 
The findings show that majority of the respondents agreed with the statement that the extent of communications to customers should be clear and timely. The findings imply that enhancement of good communications to customers is a panacea of increasing their satisfaction. The findings under this objective are significant to the body of literature as they show the reality that empathy of customers highly depends on the approaches which are applied by the management to ensure customers are satisfied by the services provided. This is due to the reason that a customer always feels valued by a service provider if the delivered services to him/her meet his/her expectation level. Researched evidence from this study, show that, any failure of service associated with incapability to deliver quality services to customers, agitates customers to decrease their satisfaction which may lead to losing them all.
4.4 Customer Satisfaction from Reliability of GEUWASA Services 

Under this objective, the researcher aimed at assessing customer satisfaction from reliability of GEUWASA services. 
Table 4.8: Levels of CS based on Reliability

	Reliability
	Level of Agreement

	
	SA
	A
	N
	D
	SD
	TOTAL

	Provide service as required
	29

(36.2)
	24

(30)
	12

(21.2)
	5

(6.2)
	5

(6.2)
	75

(100)

	Performing service at the required time
	22

(27.5)
	24

(30)
	16

(26.2)
	5

(6.2)
	8

(10)
	75

(100)

	Provide service at the promised time
	21

(26.2)
	21

(26.2)
	19

(30)
	7

(8.8)
	7

(8.8)
	75

(100)

	Convenient business hours
	24

(30)
	19

(23.8)
	22

(33.8)
	6

(7.5)
	4

(5)
	75

(100)

	Improved service quality
	21

(26.2)
	17

(21.2)
	20

(31.2)
	9

(11.2)
	9

(11.2)
	75

(100)


Source: Field Data, (2021).
Based on the aim of the objective under discussion, majority of the respondents agreed that when the service provider provides service as required, they are in good position to get more satisfied. This implies that, a GEUWASA management and all personnel with responsibilities of serving customers have to ensure that they are meeting their promises to customers. This further implies that they have to remember what quality of the service customers are expecting to receive in order to ensure the service is reliable and of high quality. 
The findings show that majority of the respondents agreed that, performing service at the required time is among factors which ensure that the service is reliable and can increase their satisfaction level. This implies that, reliability of water service to customers is not raised only by water system that is connected to them, but by ensuring that the service is available at all times to the customers. This is in line with the factor that service provider should provide service at the promised time as agreed by majority of respondents under this study. It is drawing an implication that customers always need to be served as they were promised and not otherwise. 
The results show that majority of the respondents agreed with the statement that providing the service at convenient business hours is among factors which ensure that the service is reliable. It implies that the service is provided under reasonable time and days which even a busy customer can access the service. The findings further revealed that, majority of the respondents agreed that enhancing improved service quality by the management is among factors which ensure the availability of the service. This implies that when the service is improved there is high percentage the service will be reliable every time it is demanded by a customer; it is a factor which increase their satisfaction level. 
4.5 Customer Satisfaction from Responsiveness of GEUWASA services

The service areas overall expectations are analyzed in this chapter to determine the areas with high and low service expectations. Respondents rated the following service quality requirements according to their importance and priorities. A service attributed with very high expectation was considered as very important while the one with least expectation was considered as not important at all. 
Table 4.9: Levels of CS Based on Responsiveness

	Responsiveness
	Level of Agreement

	
	SA
	A
	N
	D
	AD
	Total

	Maintains error-free records
	17

(21.2)
	16

(26.2)
	28

(35)
	10

(12.5)
	4

(5)
	75

(100)

	Keeping customers informed about when service will be performed
	25

(31.2)
	18

(22.5)
	20

(31.2)
	7

(8.8)
	5

(6.2)
	75

(100)

	Willingness to help customers
	20

(25)
	24

(30)
	17

(27.5)
	10

(12.5)
	4

(5)
	75

(100)

	Providing prompt services which can be accessed easily
	17

(21.2)
	25

(31.2)
	21

(32.5)
	7

(6.2)
	5

(8.8)
	75

(100)

	Redness to responds to customers request
	15

(18.8)
	23

(35)
	21

(32.5)
	8

(10)
	3

(3.8)
	75

(100)


Source: Field Data, (2021).
From the findings, majority of the respondents agreed that maintaining error-free records of customers by the management is a factor that assures that the service is responsive. This implies that customers are more satisfied when their service records are kept under safety with minimal or no errors at all. Responsiveness is among dimensions of service quality. The findings revealed that, majority of the respondents agreed with the statement that when a service provider keeps customers informed on when services will be performed, customers will be satisfied because they are kept aware on when their needs will be met. This implies that when a service provider fulfills that promise by responding as agreed the customers will be able to remain satisfied and desire to receive more services.  
Majority of the respondents agreed that when the service provider shows willingness to help them they will be satisfied from that service. This implies that, regardless of service provider’s focus on generating profit, maintaining a will to help customers will be a good strategy sufficient to keep them satisfied. The findings show that, majority of the respondents agreed that if the management provides prompt services which are easily accessed, then this becomes a factor that increases the customers satisfaction level. This implies that customers are more satisfied when they are able to access the service timely and not late. They need their problems to be resolved very early whenever they need a service especially for the services that affect people’s development activities.
Also, from the findings it was revealed that majority of the respondents agreed that redness to timely respond to customers’ requests assures responsiveness of the service factor and increases their satisfaction level. This finding implies that when service providers have redness intention to serve customers by providing them quality service they stand a good chance to satisfy their customers. 
4.6 To maintain Customer Satisfaction between Responsiveness and Assurance of GEUWASA Services
In regard to their perception on water quality, the respondents stated that when water is rationed for longer periods, the water acquires a foul smell upon resumption of service; this statement was particularly given by respondents who get their water supply from public stand pipes. In regard to their perception on water quality, the respondents stated that when water is rationed
 for longer periods, the water acquires a foul smell upon resumption of service; this statement was particularly given by respondents who get their water supply from public stand pipes. To evaluate the degree of CS considering assurance and responsiveness modes respondents were requested to display the levels of their fulfillment by choosing between unequivocally concur, concur, impartial, unhappy and very unhappy. The outcomes are displayed on Table 4.10. 
Table 4.10: Levels of CS Based on Assurance

	Assurance
	Level of Agreement

	
	SA
	A
	N
	D
	SD
	Total

	Employees instill confidence in customers
	18

(22.5)
	27

(33.8)
	21

(26.2)
	10

(12.5)
	4

(5)
	75

(100)

	GEUWASA workers inspire trust in customers
	16

(20)
	28

(35)
	17

(27.5)
	9

(11.2)
	5

(6.2)
	75

(100)

	Service are safe and secure
	21

(26.2)
	16

(26.2)
	26

(32.5)
	6

(7.5)
	6

(7.5)
	75

(100)

	Employees makes customers feel safe in their transactions
	15

(25)
	26

(32.5)
	21

(26.2)
	8

(10)
	5

(6.2)
	75

(100)

	Employees have knowledge to answer customers questions
	22

(27.5)
	23

(28.8)
	16

(26.2)
	8

(10)
	6

(7.5)
	75

(100)


Source: Field Data, (2021).
From the findings, majority of the respondents agreed with the statement that instilling confidence in customers by GEUWASA employees is among factors which generate assurance to customers. This implies that at the time of serving customers, the service providers should possess high degree of confidence especially when providing useful information on the service requirements. Majority of the respondents agreed that inspiring trust to customers by GEUWASA workers is among factors that influence service quality. 
The findings imply that GEUWASA workers could show trust to customers who delay to pay for water bills by not stopping the service. Further, respondents agreed that when the service remains secure and safe, service assurance is at its highest level. Further, the findings revealed that majority of respondents agreed that when GEUWASA employees handle customers politely, customers get a sense of being assured with the service that is offered. This implies that, safety is among the first factors to be considered by a service provider. Furthermore, the findings revealed that majority of the respondents agreed that receiving answers to their questions from knowledgeable employees is among factors which represent assurance of service quality and consequently, this develops good relationship. 
4.7 Factors determining Tangibility of Services to Customer of GEUWASA Services
In assessing the level of CS based on Tangibility mode respondents were also required to indicate the levels of their satisfaction by strongly agree, agree, neutral, dissatisfied and strongly disagreed.  The findings are summarized in Table 4.11 From the findings, majority of the respondents agreed with the statement that a neat and professional appearance of employees is among factors which assure tangibility of service quality. This implies that customers’ level of satisfaction increases depending on the appearance of office environment and personal appearance of workers, as also majority of them agreed that if the office has conducive environments the tangibility dimension of service quality will be enhanced and increase their satisfaction level.

Table 4.11: Levels of CS Based on Tangibility

	Tangibility
	Level of Agreement

	
	SA
	A
	N
	D
	SD
	Total

	Employees have neat and professional appearance
	40

(50)
	17

(27.5)
	15

(18.8)
	0

(0)
	3

(3.8)
	75

(100)

	The office has conducive environments
	30

(43.8)
	23

(28.8)
	20

(25)
	0

(0)
	2

(2.5)
	75

(100)

	There are visual appealing facilities
	28

(41.2)
	23

(28.8)
	21

(26.2)
	1

(1.2)
	2

(2.5)
	75

(100)

	Is GEUWASA website useful,

comprehensive and update
	29

(36.2)
	15

(18.8)
	27

(33.8)
	4

(5)
	6

(6.2)
	75

(100)


Source: Field Data, (2021).
Also, the study revealed that majority of respondents agreed that the appearance of facilities in the service provider’s offices or any other special place for service is among factors which increase customers’ satisfaction. The findings imply that customers are also influenced by the physical environment in which the service is provided. Further, majority of respondents agreed with the statement that GEUWASA website is useful, comprehensive and updated to deliver various information of customers. This implies that customers highly demand to visit the website of the service provider so as to be updated. This enhances their level of satisfaction. 
4.8 Summary 

Most of the respondents complained that the supplied water had sediments of sand which required some times before settling down to be suitable for use. This incidences were more pronounced in places like Geita, Chato, and Nyang'hwale Districts where there is huge number of water clients. The survey has also shown that the respondents insistently complained that the water supplied is salty, smelly, and dusty with sediment which requires time to settle down before it could be suitable for use. It can be concluded from this that the quality of water provided in Geita is poor. The audit finding is as per (UNDP, 2011) which states that the water given by the venders isn't safeguarded and this is a direct result of the process from testing to screening quality between the source and the end users.
It is further stated that a good number of the families receive water from GEUWASA that is too salty to even drink. Every so often when GEUWASA water is not available, many private water sellers distribute water obtained from alternative sources in handcarts and trucks; depending on distances from available water sources, the vendors even increase the prices that they charge. Because the water carrying utensils of these private water sellers are rarely cleaned up and sometimes carry water from contaminated streams, there is no certainty that the utensils are suitably wiped clean to become suitable for carrying water for drinking purposes. This renders the quality of the privately supplied water unsuitable for drinking purposes.
In like manner, the survey finding is in agreement with (Theodory and Malipula, 2013) who state that the low-paying families were paying a premium to get to utility water conveyed through various pariah providers. Stalls were every now and again not working and what’s more borehole water was seen as of bad quality. As a result of such water quality, various tenants were affected by water related ailments. The finding further agrees with that of (Mosi, 1996) which revealed that various inhabitants in Geita are being affected by water related afflictions. Availability of water to the metropolitan poor is at this point a challenge to GEUWASA. These study findings correlate with Sharma et al., (2021) who explain that the responsiveness of a customer always depends on the nature of services being provided, however it depends on the service provider personnel in reaching the benefits of service to an individual and community at large. Through this view any service given to community aims at solving problems to service beneficiaries and enhancing their wellbeing. 
Likewise, Rao (2013) argues more that to provide good service there must exist a positive relationship between service providers and service beneficiaries. For water services to reach required customers the management should ensure reliable communication for quick response on damage or unusual incidence regarding water sources. These findings argue with Saad et al. (2022) that any service provided to any individual must ensure the level of satisfaction is met. This is providing a service at a required time and providing quality service that meets the standards which is achieved through building a supportive company or organization culture and checking in regularly with customer feedback. 
The findings also agree with Supriyanto et al. (2021) who explain the advantages of providing reliable water services. Explaining that for provision of reliable water services to community there should be management of customer expectations preemptively, should keep information flow in all directions. However, communication is key for your team to represent your company competently. The study findings also argue with Fida et al. (2020) who argue that being responsive and responsible in providing service and helping customers to solve problems is a strategy for business growth. For any entity to satisfy its customers it should maintain error-free records, be willing to help customers, provide daily information updates regarding their services and respond to customer concerns. 
These findings relate with Ali et al. (2021) who argues that maintaining the customer satisfaction between responsiveness and assurance of services is done from the baseline of receiving and finding new customers. This means that insuring trust, confidence, security of services and truncations will make customer feel comfortable and satisfied with the services being provided. Study findings also relate with Desiyanti et al. (2018) who argues that external customer satisfaction with service delivery in any industry depends upon reliability, assurance, tangibles, empathy and responsiveness. Thus, factors determining tangibility which include employee neatness and professional appearance, better office and conducive environments, presence of visual appealing facilities are mediating factors toward customer satisfaction. 

CHAPTER FIVE

CONCLUSION AND RECOMMENDATIONS

5.1 Chapter Overview

This chapter presents a summary of findings, conclusion and recommendations on the research study which focused on the customer`s satisfaction on services delivery by water supply and sanitation authorities: a case study of Geita urban water supply and sanitation authority (GEUWASA).
5.2 Conclusion 

This investigation highlighted perceiving customer unwaveringness' on organizations movement by water supply and sanitization subject matter experts: a logical examination of Geita metropolitan water supply and sterilization authority (GEUWASA). Customer requirements/supposition that were attempted to choose the level of satisfaction and the specific districts for advancement. Coming up next is a piece of the critical completion of the assessment: The analysis of the investigation has shown that taste and smell of water are the rule credits with the best norm among strong water supply, concealing, charging, benevolence and steadiness of the staff. GEUWASA clients demand that their utility provider should supply them with quality water that is unscented, bacterial and microbial free. This is so considering the way that most of the important water sources have provoked various water related afflictions, so the clients insist that they should be guaranteed that the water they purchase is of unmistakably first rate.
The trademark with raised standard was the reliable water supply. Clients need water to be given inside the reliable time at record-breaking and at diminished breaks rates. Water concealing comes third followed by water pressure, exact charging, mutual respect and convenience and interest of the staff exclusively. To the extent that measured satisfaction, clients were incredibly content with the idea of water (taste, smell, concealing) that is given. Regardless, there was moreover high dissatisfaction levels with steadfast nature of water supply (palatable water supply), charging, and amiability of staff and steadiness of the staff among others. This example of disillusionment is apparently a commonplace trait of public water utilities in most developing countries. To the extent that water organization quality GEUWASA is trying to achieve selective assumption water organization quality movement in the aggregate of its water supply zones. The show opening assessment has shown that the utility is close to social occasion its client suspicion. 
The central zone has an assistance quality opening of - 2.79 while, northern and southern have an opening of 2.50 and - 2.18 independently. The Gaps are out and out little when diverged from various examinations. The openings for viewpoints like reliability, responsiveness, actual resources and affirmation in the three zonal locales, the level of organization will additionally foster which will provoke higher shopper dependability and further created help movement. The task of adventures should zero in on the area with the wide openings, even more expressly on water organization quality model. It will be more objective expecting the utility have different activities that will unequivocally diminish the openings per SERVQUAL angles.
5.3 Recommendation 

The research has concluded that by far most of the clients in all help regions were astoundingly satisfied with the water quality (covering, smell and taste). However, the majority of these families were not happy with the way in which water is given in the city. The specialist coming about to getting the reactions of the people on their perspectives towards the water associations they access and its quality. The scientist suggested that there is a need to suggest to GEUWASA authoritative social affair to work on their associations to satisfy the typical guidelines. 
Coming up next are suggestions or contemplations by the master to keep GEUWASA confided in more conspicuous master relationship in the space freely:
i. The researcher recommends that GEUWASA should conduct water standard
test to ensure quality water and health safety. 
ii. The researcher recommends that the management should ensure supply of
clean and safe water throughout timely through installation of water filtration systems and treatment plants at the sources, since throughout the exercise most of the clients were complaining about dirty water especially during rainy seasons.
iii. Also, the researcher recommends GEUWASA management to increase Corporate Social responsibility activities to community around in order to reduce number of illegal activities associated with water infrastructure breakdown. 
iv. The researcher also recommends that GEUWASA should develop
enough skills on how to write Fund proposal to different stake holders since
60% of the total budget depends on external funding and also should insist on
government support to improve infrastructure in order to avoid the risk of
providing unsatisfactory and low-quality service.

v. Another recommendation is that GEUWASA should not be too comfortable because of its market dominance but there should be an effort of improving all the systems including infrastructure like to have enough water storage tanks and enough Customer care and Marketing skills.

vi. Furthermore, the researcher recommends GEUWASA management to install billing system, installations of financial systems/software’s and use accurate meters at all water distribution points to drawing attention and trust by the customers than the current situation whereby the customers are not trusting those meters currently being used.

vii. In line with the above recommendation the researcher also recommends the
organization to review the costs set for accessing water services especially the
connection fees which majority earmarked as not related to the services
requested and it is looks upon as a corruptive tendency.

viii. Since water is a very crucial service the organization has to employ skilled
professionals to provide high quality services to its customers.

ix. More significantly GEUWASA team needs to have well improved leadership
to oversee the provision of services, put in place work plans and committees
which will enhance the services implemented well as its quality as per national standards and policy respectively.
x. Also, researcher recommends that more studies should be conducted Nation -wise on National Water Management Policy and External and internal factors in water management.
Geita Region and Council: The institution ought to participate in genuine and pleasing waste association in the agreeable settlements. They ought to empower key strong waste blend places as well as set up the work environments expected for the genuine association of the waste water. The social gathering can in like ways leave on diminish, reuse, reuse mission to sharpen the tenant on the need to safeguard what is happening. This would reduce as how much the strong waste that is all things considered tossed fancifully in the street sides and the open spaces in the ghettos. 
The framework for the strong waste reusing and squander water treatment ought normal to guarantee that the waste is fittingly treated to guarantee that general society isn't given the impacts of squanders tactlessly unloaded in the agreeable unrehearsed for settlements. This calls for great supporting constructions the huge government relationship to assist with financing such a turn of events. For convincing and sufficient heap of water and sterilization to the whole tenants of Geita city board, there is need for the relationship of the in general colossal number of different assistants attracted with the associations plan. The public power, the private district and the associations should be occupied with each of the undertakings set up for water and sanitization associations.
GEUWASA Water and Sewerage System: The supply of water and sanitation workplaces ought to be chipped away at in the relaxed settlements. The GEUWASA should participate in the progression of vaults and extra rooms that can harness water amidst deluges and supply to the inhabitants during the long stretches of water lacks. The GEUWASA should orchestrate studios and courses to hone the ghetto occupants on the prerequisite for security usage of water resources likewise the necessity for proper waste organization.
There is similarly a prerequisite for the GEUWASA to start purchasing pipes for individual water relationship as most lines purchased by new individuals are of inferior quality which burst two or three months after foundation. Proper upkeep of the water dispersal system will diminish the failure with the issues of water tone and lacking water pressure especially in the assistance districts that are arranged in raised objections. High dissatisfaction of the steadiness and interest of staff and consideration has been captured to low wages of the working staff.

In doing so, the level of organization will additionally foster which will incite higher buyer faithfulness and further created help movement. The assignment of hypotheses should zero in on the area with the wide openings, even more unequivocally on water organization quality model pointers. It will be truly entrancing assuming the utility composes different undertakings that will expressly diminish the openings per SERVQUAL perspectives. Since water supply is moreover affected by the quick rising metropolitan people, this prompts more lines being laid on the shallow surface as seen in most help locales subsequently leaned to ruination.

Lacking water supply in the city can at this point be settled by honing the neighborhood the upside of enumerating any issue to the GEUWASA for proper upkeep. In the occasion that issues are represented on time, enormous measure of water will be saved and be given to other assistance districts where it is required the most.
5.4 Areas for Future Further Studies

The study assessed the customer satisfaction on service delivery by water supply and sanitation authorities: a case study of Geita urban water supply and sanitation authority (GEUWASA). Meanwhile the researcher lacked enough supported empirical reviews dealt with the top in the organization of the same nature, other researcher should take more time on reviewing and investigating the topic from other findings.  Also, the researcher adopted the Serviqual instruments of Parasureman on which the RATER model was used, other factors such as corporate image, customer relationship management, Organization value and on the effectiveness of GEUWASA fourth corporate plan on meeting customers satisfaction or expectations should be assessed.
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APPENDICES

Appendix I: Questionnaire for GEUWASA Customers

Dear respondent,

I am ASHIRAFU NAFTALI REMTULA a Student of the Open University of Tanzania (OUT) pursuing Master`s Degree of Arts in Governance and Leadership, In pursuit of the above Master`s degree, I am conducting a research on “To determine the customer`s satisfaction on services delivery by water supply and sanitation authorities: a case study of Geita urban water supply and sanitation authority (GEUWASA) as part of partial fulfilment of requirements for the award of the mentioned Master`s degree.  I kindly ask your valuable time to respond fairly without mentioning your name to the questions below.  The data will be used for academic purposes only.  Thank you in advance for your cooperation, I really appreciate your contribution in this research.
For more information, do not hesitate to contact me through

Cell: …………….. and ………………………….

E-Mail: …………………………

Section A: Personal Data 

Please select accordingly in the boxes provided by ticking (\/) in the boxes and/ or fill in the blanks in the space provided.
1. Gender Status of the respondent


Male 


[   ] 

            Female 

[   ]

2. Age Group of respondents
18-30 years 

[    ]


31- 40years 

[    ]

41 -50year 

[    ]

51- 60 years 

[    ]

Above 60 years 
[    ]

3. Academic Level of the respondent 

Primary   Education

[    ]

Secondary Education

[    ]

Certificate Education

[    ]

Diploma   Education 

[    ]

Degree Education 

[    ]

Others (specify) 

[    ].....................................................

4. For how long have you been a GEUWASA customer?

Below 1 year


[    ]

Between 1-5 years

[    ]

Between 5 – 10 years

[    ]  

Above 10 years

[    ]  

5. What is your occupation/ position?



Employed in government organization
[    ]

Employed in private organization

[    ]

Self-employed




[    ]

Not employed




[    ]

Businessman/ Businesswoman 

[    ]

Farmer





[    ]

Section B: Level of Customers’ Satisfaction

6. The following are the dimensions of the services provided by GEUWASA.  You as one of GEUWASA customers you are required to indicate the extents to which you are satisfied with the services provided by GEUWASA by ticking in the boxes provided.
Levels of Satisfaction

SA = Strongly Agree

A = Agree

N = Neutral

D = Disagree


SD = Strongly Disagree

	Variables
	Elements
	SA
	A
	N
	D
	SD

	Reliability
	Provide service as required 
	
	
	
	
	

	
	Performing service at the required time 
	
	
	
	
	

	
	Provide service at the promised time 
	
	
	
	
	

	
	Convenient business hours 
	
	
	
	
	

	
	Improved service quality
	
	
	
	
	

	Responsiveness
	Maintains error – free records 
	
	
	
	
	

	
	Keeping customers informed about when service will be performed
	
	
	
	
	

	
	Willingness to help customers 
	
	
	
	
	

	
	Provide a prompt service which is easy to access
	
	
	
	
	

	
	Readiness to respond to customers’ requests
	
	
	
	
	

	Assurance
	Employees instill confidence in customers 
	
	
	
	
	

	
	GEUWASA`s workers inspire trust in customers
	
	
	
	
	

	
	Services are safe and secure
	
	
	
	
	

	
	Employees who make customer feel safe in their transactions 
	
	
	
	
	

	
	Employees who have the knowledge to answer customers’ questions 
	
	
	
	
	

	Empathy
	Give customers personal attention

Handling of customers’ problems
	
	
	
	
	

	
	Good relationships with customers
	
	
	
	
	

	
	Staff care about customers’ needs
	
	
	
	
	

	
	Is all communication with customers clear and timely
	
	
	
	
	

	Tangible
	Employees who have neat and professional appearance 
	
	
	
	
	

	
	The office has conducive environment 
	
	
	
	
	

	
	Visual appealing facilities
	
	
	
	
	

	
	Is GEUWASA website useful, comprehensive and updated
	
	
	
	
	


Appendix II: Interview guide questions for the regional manager and head of debt management and compliance department

i) What do you understand by the term GEUWASA?

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………What is the difference in satisfaction between responsiveness and assurance of GEUWASA services at GEITA?

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

ii) How customer satisfaction`s services maintained reliability to GEUWASA’s services at GEITA?

…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

Thank you so much, I appreciate your contribution to this study.
Appendix III: Clearance Letter
Reliability








Assurance








Appreciation


Positive comments








Customers’ satisfaction








Tangibility








Empathy








Responsiveness











