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initiated Government
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billing whereby electricity consumption  
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establish factors affecting customer satisfaction  

utilities Power Company Limited (KPLC).

determine factors that 

affected customer satisfaction organizations reference 

specific objectives establishing  

taken customer establishing effect  

customer determining effect customer  

customer satisfaction; establishing effect automation customer 

descriptive population comprised 223,157 

customers Power  

respondents purposely  

questionnaires.  

reliability instruments. customers, 

questionnaires administered premises customers about 

their Before processing preparation  

questionnaires entering cleaning  

descriptive analysis  

generate quantitative reports presented  

customer satisfaction  

moderate effects reliability customer

satisfaction, affected customer satisfaction 

adopted numerous 

relationship-building initiatives customers  

business empathy important role dealing with customers. 

price company customer satisfaction  

recommended trained customer  

handling recommended  

recommends  



communicates mission statement to customers 

timeframes  

recommends thorough promotion carried especially carrying 

the rebranded Company reliability,  

organization training customer service new service 

charter rebranded company perceived price fairness, 

the that Company pricing These 

may generating power distributing should factor  

fair pricing This because most  

price not
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problem, objectives  

research significance

 

Customer activities programmes seller buyer make 

satisfying activity or one offers another  

essentially production

Variability dependent provides them  

they are (Armstrong Customer dynamic changes 

customer machinery organization  

ensure processes operations efficient

Customer satisfaction products company  

customer expectation. performance indicator business  

perspectives Customer satisfaction extent  

perceived performance matches expectations. Customer satisfaction 

depends product performance expectations. product 

performance customer other  

performance matches expectation, customer performance exceeds expectations,  

customer this customer delight

Customer satisfaction outcome marketing practice. According  

principle satisfied customers.  

satisfaction profitability (Anderson  

lower defective (Anderson buyer 



willingness more product (Reichheld,  

higher customer retention (Fornell,  

increases  

revenue reductions  

transactions (Reichheld, this evidence customer 

satisfaction customer perspective  

researchers correlation customer satisfaction. 

customers impressed product service  

time telling their  

about particular thus realization accumulation  

customers customer For this reason, organizations  

spending resources nurture customer increasing their number  

James whether or they remain, your customers depend 

your effectiveness combating major success-consumer promiscuity. This 

matter customers another 

their customer products  

Therefore, organization customers they  

customers) their organization After  

satisfied customer becomes

Customer organizations, impact profits (Levesque  

implement customer 

and/or retention their employees working customers  

customer satisfaction themselves, Regardless business 



leaders their employee interacting customers  

either customer satisfaction, Employees positions 

therefore effectively efficiently customer

Customer directly affect customer retention companies' market 

customer-complaint handling determine customer 

satisfaction service extended operation  

competitive rates determining satisfaction. Satisfaction  

customer towards provider McDougall, emotional 

reaction difference customers anticipate receive, regarding  

fulfilment similar definition provided Gerpott  

propose satisfaction experience extent  

services

Customer satisfaction customers price sensitive,  

additional competitors longer (Zineldin, Although 

customer important There  

customers satisfaction company cannot  

other there customers satisfaction  

survival,

argues organizations how customers  

complain, might  

customer. component satisfaction complaint management.  

encouraging customers satisfaction,  

dissatisfied Johnston claims  



management customer satisfaction, operational improvement  

complaints regarding contract supply  

electricity. extremely customers 

complaining other provider addition, 

many customers complaining points poor  

management their records required. This  

company new operating company ensure proper  

management. company training employees customer  

customers incorrect  

customers experiencing unfair power disconnection interrupted electricity  

customer satisfaction extent customers opting  

alternative sources generators

 

company responsible transmission, distribution  

electricity Kenya Power Company 

transmitting power Uganda through Tororo-Juja  

Power EAP&L  

Tanzania government Tanzania operations  

again Lighting Company (K.P.L.C)  

Through power generation, transmission distribution. 

generation split KENGEN K.P.L.C  

responsibility transmission distribution www.kplc.co.ke



KPLC transmission distribution  

customers throughout  

business enterprise choice supplier energy  

competitive

objectives efficiently transmit distribute quality electricity throughout  

effective customer ensure  

The Power Lighting Company  

committed customer efficiently transmitting distributing 

quality that reliable cost effective

The Management committed effective implementation  

Management complies order  

consistently customers other stakeholder requirements expectations.

 

Customer satisfaction marketing managers, particularly services 

industries Rundle-Thiele, customers  

provided particular probability increases  

Athanassopoulos innovations, processes, product package,  

convenience profile determinants customer  

Customer enhanced relationships, provided they developed  

managed customer expectations. increases customer retention  

importance recovery determining satisfaction, 

company customer encouraging complaints  

customer properly  



customers organization dissatisfied customers  

simply

customer affecting customer satisfaction. terms  

acquisition overheads construction infrastructure

transformers promotional campaigns  

customers relocated other within average company 

customer year disaffected customers opting  

solar other alternatives connectivity process acquire 

power bureaucratic; company experienced unscheduled 

electricity affects Concerns  

restoration after impacts outsourced services, 

complains uncoordinated information prepaid metering rollout  

complains non customer delivery standards stipulated customer charter 

corporate efficiency These factors  

affecting customer

studies affecting customer satisfaction. Odhiambo  

conducted determinants customer mobile subscribers 

while determinants customer satisfaction  

supermarkets Nairobi. researcher knowledge, have  

conducted affecting customer delivery  

researcher knowledge, conducted affecting 

customer satisfaction delivery public especially with change  

introduction customer strategies customer This  



aims filling providing information factors affecting customer 

 

determine that affect customer satisfaction  

service delivery organizations reference

 

following objectives

 effect customer

 establish quality customer

 determine effect customer customer

 establish effect automation customer

 

following research

 time customer electricity  

customer satisfaction?

 service quality customer satisfaction?

billing affect customer satisfaction?

 automation customer satisfaction?

 

various stakeholders including managers,  

customers, government researchers



1.6.1 

This customer comparison  

This requiring improvements measures taken  

customer development responses  

management requiring improvement measures ensure  

customer retention

 

customers identifying delivery areas  

improvement. addition, collected customers  

planning budgeting their resources transacting

 

government regulatory Regulatory Commission (ERC)  

parent Ministry findings formulation  

implementation procedures distribution

 

academicians this reference further research. 

researchers that  

focusing particular company currently operating

1.7 

main Nairobi larger  

representative accounts over percent  

collected the customers considered major respondents  

collecting respondents view determining  

customer satisfaction delivery organizations.



1.8 

main limitations this respondents refused questionnaires citing 

that the information was sensitive nature could for other purposes other intended 

limited terms resource available to  

ascertain information being provided reality whatever happens  

forced researcher wholesomely information provided by  

respondents.



LITERATURE

2.1 

presents specifically literature review variables 

review literature effect above variables customer 

 

customer conceptualizes satisfaction interaction  

attitude absence exhibited  

customer behaviour manifested  

repeat relatively behaviour associated  

customer attitudes  

patronage, might provoke satisfaction 

participation service  

argues strength relationship  

attitude patronage,

multiple customer Theories behavioural satisfaction  

dominating considering satisfaction function purchases, 

or buying These approaches 

outcomes behaviour) rather  

(2003) two-dimensional satisfaction, which satisfaction 

attitudinal Contemporary researches consider 

psychological emotional) factor satisfaction  



 

Customer performance touched, tested or nor can  

process characteristics services reliability, personal 

attentiveness their friendliness verified bought 

consumed. always consistently thus variations service  

other organisation customer delivery begins 

establishing observable standards that  

or attainable

Understanding customer utmost priorities many  

a resource customers receive service  

elsewhere poor management,  

insufficient serving customers auto barriers 

customer Companies satisfied customer experience 

higher (Yeung customer satisfaction greater customer 

Organizations having superior  

market terms long-term customer  

organizations competing similar market  

services provide

Acquiring new customers more satisfying  

retaining current (Kotler per reduction customer defection  

profits depending industry higher especially 

monopolistic attention their  

their backward  



metric; customer customer satisfaction starts  

erosion

 

important effectively  

customers, customer-centred vision customer friendly policies. 

Zenke (1998) mistakes employees their customers:  

assume customer expecting customer  

customer perceive being employees 

customer they answers  

appear customers complains;  

proactive employees pre-occupied other eighth, 

interrupt or customer nine make 

about buying power customer appearance, skills  

reputation; employees

 

Customer satisfaction modem marketing behavior 

Generally customers or  

probability services customers  

enthusiastically their particular this

positive advertising other dissatisfied customers  

most different negative advertising. Customer 

satisfaction factor thriving competitive 



characteristics distinguish the  

characterized intangibility, inseparability, heterogeneity,  

ability. characterizations that evaluation  

and after particular customers Because the quality 

understanding customers evaluate quality  

proposed programming determine fulfillment  

characteristics under determined contribution  

requirements customer Grigoroudis considered problem  

measuring satisfaction order perceptions preferences website 

quality. customer satisfaction, which  

American Customer  

relationships according sports-service

that exists connection satisfaction satisfied 

customers dissatisfied customers another vendor (Hughes,  

primary objective creating Customer Satisfaction explain 

development customer customer satisfaction three antecedents: 

customer (European Customer 

perceived two which 

consists attributes, ware represents  

associated customer elements personal behaviour atmosphere  

environment.



 

2.3.1 

Bloemer customer satisfaction consumer 

committed explicit extensive decision-making Customer 

satisfaction operated conscious price/quality or  

willingness alternatively indifference Srinivasan  

Zeithaml, Parasuraman. Nysveen suggested  

corporate affected intentions revisit

Cronin relationships among service customer 

satisfaction, purchase variable measured There  

questionnaires randomly customers four types businesses southeastern 

United results correlation analysis 

antecedent consumer satisfaction, quality  

intentions consumer satisfaction, consumer satisfaction  

effect

quality perceptions quality  

resulted Coner Gungor claimed 

customer affected retailer  

Customer literature relationship between customer satisfaction  

customer type positive manifest satisfaction 

customer stronger customer (Bloemer  



 

or supplier affects satisfaction  

customer preferences present occur  

conscious According consumers prefer brands with 

personality congruent traits constitute malleable -

researched between personality  

positive that attractiveness brand 

personality affects

(1993) people products enhance  

according themselves categories. 

evaluation objectives organizations comparison 

with prefer partners similar objectives 

Fournier consumer-brand relationships matter perceived 

consumers create  

meanings Oliver satisfaction  

consumable self-identity her social-identity.

 

consumer's perspective, cost something what sacrificed  

price conceptualized 

components  

concept objective perceived non-monetary objective 

price (simply amount product) equivalent perceived 

price price understood consumer) consumers  



always know remember encode price  

that

relationship price satisfaction, research one  

determinants customer satisfaction customers  

about the services rendered, considered charged  

(Anderson, consumers consider price 

their generally they  

price Bitner this ranked important 

factor when

 

Building relationship customer key elements customer satisfaction. 

empathy plays dealing customers (Lengnick, 

Addressing customer purchased offering new 

business thought his

numerous service-quality relationship-building initiatives designed  

customers reason

product or acceptable amount reliability;  

product/service perform over under environmental

operating conditions consumers reluctant services online 

confident their According  

reasons that customers purchase unreliability  



the service proves reliable,  

customers

 

conceptual assist researcher develop awareness  

understanding communicate framework  

research possible courses preferred approach idea  

thought. Framework structure  

consists abstract represent observational, experiential  

analytical/ aspects process or interconnection these 

blocks certain



Customer satisfaction how services company meet  

customer Customer satisfaction measured references

customer mind which customer records 

retrieved expected that then customer 

satisfaction

contract power reduced, then customer 

customer billings are accurate timely, 

customer would

Finally, expected that process implemented, service delivery  

customers reducing turnaround thus higher Customer



 

chapter discusses research population, sample sampling procedure, 

research piloting data analysis

 

This adopted descriptive According Schindler Coopers (2003) descriptive 

study phenomenon. The research  

collecting analysis coming relevant 

recommendations

Mugenda attempts data members  

population describes existing phenomena asking individuals their  

attitudes, behaviour enable sizeable population  

data standardized, allow easy comparison.  

explores existing variables point

 

target population comprised customers  

larger customers classified

corporate

City Ccntre/Jericho/Buru

Donholm/Kayole/Ruai

Area/Embakasi

Electricity

2011

 

Jackson those entities  

relate Denscombe carefully selected representative 



population researcher subdivisions entailed analysis 

accurately sample respondents purposely  

population homogeneous resources available  

are researcher customers simple 

subsets  

Each element probability  

Furthermore, pair elements chance  

selection other This minimizes simplifies analysis particular, 

variance within indicator variance  

population, which relatively estimate accuracy results (Denscombe, 

Business  Customer  

Centre/Jericho/Buru

Donholm/Kayole/Ruai

Area/Embakasi

 

primary data collected questionnaires. questionnaire  

ended respondents  

their agreement various statements under questionnaires  

respondents response

 

reliability Validity indicates  

measures constructs under investigation (Mugenda  

three validity criterion related construct  

content because degree sample



represents designed conducted  

researcher questionnaires These customers  

this researcher able  

questions that ambiguities. questionnaire printed  

dispatched collection research

 

For external questionnaires administered company premises customers 

their Customers doing  

transactions questionnaire leaving company premises. 

administration response Customer anonymity 

assured researcher knew the codes questionnaires 

ensuring respondent clear explanation respondents  

inform them they benefit

 

processing responses, preparation questionnaires  

entering cleaning

descriptive descriptive  

determining degree agreement various 

statements Microsoft generate 

quantitative reports tabulations, percentages,  



CHAPTER ANALYSIS PRESENTATION

4.1 

chapter analysis discussions factors affecting levels customer 

satisfaction organizations Kenya Power Company 

Limited questionnaires administered respondents  

questionnaires response rate considered 

analysis generalization population This  

Number Questionnaires 
Administered

Number Questionnaires

 

 

gender distribution respondents.

4.2:

___________

respondents respondents male

respondents their illustrated



 

establish distribution respondents according to

and

analysis respondents that majority respondents  

between 36-45years respondents 

respondents  

specify age

respondents

Certificate/ diploma

Not

the respondents diploma/certificate,  

graduates, proportion  

respondents their



 

The respondents number transacted

than

Between

the respondents transacted more  

transacted between transacted  

respondents they transacted with

4.3.1

establish relationship quality customer

Not

findings, respondents service quality  

customer satisfaction while ensured customer 

respondents their



effect customer

on

Moderate

Great

respondents indicated quality customer 

moderate extent, extent,  

to respondents  

customer satisfaction

 

establish rating

4.8:



According majority respondents service  

26% quality while rate the  

 

researcher customer customer

Quality

Neither agree disagree

Not

agreement statement quality  

service maintained customer findings, 48% 

respondents strongly neither  

nor their This table

 

4.4.1 on

whether influenced findings were table 

to

Frequency Percent



analysis respondents were agreement

KPLC image customers satisfaction. respondents  

or

 at
influence customer 

satisfaction.

great

Moderate

customers another  

while agreed moderate  

 

 

establish price charged customer

on



respondents charged satisfaction

while their satisfaction KPLC.  

respondents their

 

Very

extent

Not

respondents which charged influenced 

their respondents indicated  

extent,  

extent proportion respondents  

their satisfaction shown

Its on
statement relate  

customer satisfaction

offers affordable products/services other

satisfied

indicator



respondents offers affordable 

products/services other institutions totally  

prices 4.1096 respectively. 

respondents indicator quality  

mean score

 

4.6.1 on

establish whether reliability affected satisfaction  

No

not

findings respondents agreement while  

reliability their respondents  

further customers view service

at

Great
Moderate

great

Not



From customers reliability affected their 

satisfaction extent, moderate extent,  

great respondents indicated  

extent respectively.

 on on  

statements

reliability customer satisfaction. table

on

Deviation
numerous relationship-building initiatives  

business

dealing

proves customers

Building relationship customer elements
customer

According respondents numerous relationship-

building initiatives customers reason business  

important dealing customers  

respondents whenever service proves  

reliable, then customers Building relationship  

customer elements customer satisfaction  



 

 

chapter summary conclusion recommendations  

affecting customer

 

questionnaires administered respondents questionnaires  

returned response sufficient data analysis  

generalization findings respondents while 

40%  

45years over between  

diploma/certificate,  

respondents proportion respondents  

their respondents transacted for more  

transacted transacted  

5.2.1 

relationship customer satisfaction,  

respondents quality customer satisfaction  

service means quality  

satisfied customers respondents. However, 

customers offered

This improve delivery customers improve 



satisfaction improvement information technology systems 

customer reducing  

time customer progress  

ensuring customer charter which  

using delivery adhering

respondents service quality  

while These findings clearly 

quality ensure customer 

moderately satisfying meaning there  

company customer satisfaction, Company 

needs customer establish areas/items customers 

with measures  

satisfying then thereby increasing customer

study effects customer satisfaction,  

evident quality ensured customer satisfaction moderate  

customers addition, customers 

moderately quality maintained customer 

 

satisfaction respondents  

customer satisfaction.  

customers determination customer 

company influences  



perception regardless efforts Company improve customer 

customer feeling Company

extent customer satisfaction, customers agreed  

extent, their agreement, great  

influenced customer 

satisfaction. KPLC number  

customers after application for connection response  

disconnection

 

reliability satisfaction respondents 

reliability customer satisfaction while  

reliability their reliability courteousness, 

timeliness customer

other manner treats customers determines  

staffs may times  

customers reliability their satisfaction  

extent, moderate affected  

respondents  

extent

 

influence price customer satisfaction, respondents

that their satisfaction  



influence their proportion respondents indicating  

their satisfaction, services offered  

greatly customer price fairness amount charged 

connection charges Company prepaid 

meter boxes customers measuring controlling electricity consumption. 

Perceived comparison between amounts company 

services received customers getting value  

their perceive company being concluded  

customer satisfaction extent disagreed  

customers were satisfied cheap 

and affordable products/services other international institutions.  

respondents quality

5.3.1 

customer  

respondents customer satisfactioncompared  

quality satisfactory. quality  

services offered satisfied there for improvement there 

customers services  

means delivery customers  

satisfaction



 

KPLC image customers  

influence customers discussions Company thereby 

leading rebranding Company company now  

Kenya mission statements customer  

delivery.

discussion discussions chapter clear  

bearing

 

reliability affects customer know their  

perform their tasks time reduce customer timely

delivery customers customer satisfaction. Company 

development especially customer 

 

charged product customer satisfaction  

product/service. customers charged fair compared services 

thet means customers charged  

for connection subsequent improved  

customer satisfaction

 

 



From discussion chapter qualities services delivered 

moderate This moderately customer 

proportion respondents moderate satisfaction. 

However, customer satisfaction/ achieve  

study customer especially handling customers. 

recommends

 

recommends promotion engaging corporate 

responsibility promotes  

study recommends Company clearly communicates vision mission statement

customers ensure timeframes  

addition, recommends thorough promotion especially carrying the new 

rebranded

 

recommends customer

recommends organization training customer charter 

detailing company

 

recommends pricing These  

power distributing factor necessary costs 

remain fair pricing the customers price 



another company after years  

measures improving customer service  

customer This  
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years

 customer satisfaction?

  

what

  

following

“ maintained customer satisfaction

Strongly  

Moderately   

nor  

disagree  

disagree  



satisfaction

 extent influence your satisfaction KPLC?

great

 your your satisfaction

 service reliability satisfaction

   

 extent staffs reliability affect your satisfaction

Very

Moderate

Not

 agreement following statements relate service

reliability

Building relationship customer  

elements customer satisfaction

plays important  



have numerous relationship-building 

initiatives customers reason  

with

service reliable, customers  

satisfied

 satisfaction

 No

 question influence your satisfaction

 satisfaction

 agreement statements relate price fairness

satisfaction

 

affordable products/services  
compared other international


