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ABSTRACT 

Kenya Power ha b n and has continues to be on the front line in embracing ICT and 

investing h nvil in it to 'nsurc that it meets it goals and objectives. 

Th lat -.t inn ati n is the prepaid electricity system which has just started being 

imp I ·m •nt ·d. This ystcm has been used in other countries although Kenya has its own 

uniqu -: 1al, economic and political factors that can lead to its success or failure. This 

· tern implies that the service is paid for before it is rendered. Kenya power has 

introduced prepaid meters for domestic use only. This technology has also been used in 

other utility companies like ~ater services in other countries e.g. South Africa. The main 

question is how the adoption of this new innovation has impacted Kenya Power's 

business processes. 

The main objective of the study is to examme the benefits of the prepaid system, 

challenges that have been encounter and the performance implications of the new system 

in Kenya Power. The study was carried out in Nairobi region, basically dealing with the 

commercial services division. A descriptive survey was carried out with questionnaire 

being used to gather information. Staff from this Kenya Power filled in and returned the 

questionnaires. Qualitative data was received and analyzed u ing the computer program 

and stati tical programs. 

The finding from the re earch show that the prepaid electricity y tern ha had a major 

impact in the company and it continue tO influence the bu ine proce e in Kenya 

Power in a po itive way, although there are few eriou challenge that need addre, ing. 
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CHAPTER ONE: INTRODUCTION 

1.1 Background of the study 

lnvt:stm nt in Information Communications Technology (ICT) has enabled the global 

Ill 'han)' noticeably over the past few years (Laudon and Laudon, 2006). This has 

ha11 n d more predominately in the developed world although this trend is being 

b erved in the developing economies also. ICT and its use in organizations has been 

een to play a greater part in creating organizational and technological change that has 

help in increasing productivity(Brynjolfsson and Hitt, 1997). Further it has gradually 

developed to be a virtual tool towards economic growth (Oyuke, 2007). 

Once the proper infrastructure is in place ICT has been seen to improve the social
economic growth. This investment in Kenya and Africa as a whole has been a major issue 

in that most companies having been apprehensive about the initial cost associated with 

automation and having over looked the future gains once the systems are up and running 
(Kagami and Tsuji 2000). There are good examples in the developed world where ICT 
investment has had significant impact on their individual gro dome tic product (GDP); 

the increase in GDP wa 7.8% for the Unite States, 8.8% in the UK and 8.7% in 

Australia the e growth were linked to more citizen participation, increa ed 
competitivene and the improvement in productivity (Bhatnagar, 2005; kodakanchi et al, 
2006). American bu ine e have pent $1.8 trillion on I T development i.e. purchasing 

hardware for the information y terns, on telecommunication eq~'ipm nts and , oft war 

development or purcha e. An addition 1.7 trillion ha been p nt n c nsultants to 

improve both busine s and management approache. in ord r t r inv nt r r ngin er th 

way business operatt n are undertaken in order to fully b neftt fr m th n " t hn l gy 
(Laudon and Laudon, 2 ). 

1.1.1 I and inn ati n 

n i nn imp< rt. nt in tnuncnt th. l i u d in ntr pr n ur hit . ' I his i th act ot 

utili1.in ur to d 1 a it , "hi h \ ill uhimah: l 1 : d 
t w hh r • t i n I ru r, I 
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In information yst m .. re earch, the nature of the innovation in developing economies is 

of param unt imp rtan (Lyytinen and Rose, 2003). The impact and nature of ICT 

innovnt i n must b und --rstood before trying to understand ICT innovations (A vgerou, 

00 . hut tall in lk v · loping countries the ICT innovations had focused on transparency 

.m I r ·du ·in l corruption (Silva, 2007). However this approach has changed in that the 

r u i n \l based on knowledge alliance (Puri, 2007). ICT innovation is relatively rare 

in de eloping economies (Walsham, 2007). This tread is slowly changing. Change in 

inno ation in ICT has been seen in production and influence on how it influenced 

admini trative or industrial transformation (Christensen, 1992). ICT innovation has been 

ba ed on the way these innovations impact the socio- economic conditions in developing 

countries (Avgerou, 2008: Walsham et al. 2007). Innovation in ICT should be 

approached based on the problem it aims to solve. (Iyer and Davenpmt, 2008) 

There has been significant and rapid growth in ICT in most of urban African areas. 

Development initiatives across Africa are being driven by ICT innovations in recent year 

(Jensen, 2002). ICT is playing an important role in the researcher' effort to make work 

easier. A whole array of technologies is expected to change the face of bu ines in a 

world that is changing from enterpri e alone to the individual con umer. The computing 

devi e will hrink and the mobile phone will increa ingly become the tool of per onal 

computing (Laudon and Laudon, 1998). The major area of innovation in the world today 

will actively be u ed in the new prepaid electricity y tern. i.e. cloud computing for th 

huge databa e and mobile telephony for the token purcha ·e (Tewari, 2003). 

The mobile phone u e in Kenya ha increa ed dra. tically in the la,'t few years 

con. cquently many innovation services are a. s iat d with this 1 elm logy. A larg 

numb r of . crvices ar b ing ac es. cd ta th m bit . Thcr has been a gr at ro\i th in 
mobile usage. (http://" " " . ·afancom. m) Many bu inc scs ar tr) mg 1 han 1c th 11 

pro cs in order to apilaliz on this. Th in rcas~.:d u of mt~.:met ia th s de tscs has 

impli d that. large numb r p lcnlial ll'>lOm r c. n h n s ctl • nd more • n h 

thi m dia i . . td ni in 1 , purch. ' · and m )1 inn)\' 1th m )\ il ll 'Is s .u~.: 

hitlin th m r · t i .. '1 bl t • Sm 11 ph 1 t.Htn r, ~012 . 



Teleconferencing, another innovation of ICT that is being seen as the new method of 
communi uti n in th l T sector, it is expected that communication via video will be 
about 1 ; l r intern t traffic by 2014 and the number is projected to increase to 91%. 

n ' Ill ' is widely being used in many board rooms around the world; this is 
't .Ill) r du 'lf1l travel costs. This telepresence has helped and will continue to help break 
im ·rnati nal boundaries with people from all over the world being able to interact via this 
media. utsourcing is increasingly using this method especially in India (Chambers, 
-009). 

1.1.2 ICT adoption and challenges of implementing a new system 

Information System implementation can be unsuccessful if the proce s is not approached 
properly (Lyytinen and Hirschheim 1987). It is the sum total of activities that are 

required to make a new technology operational and assist in its smooth adoption 

(Laudon and Laudon, 1988). Change should be expected with the implementation of new 

ICT systems (Davis and Olson 1985). This has seen the complete change in the staffing 
tructures in some organization (Eason, 1988; Sahay and Robey, 1996). Re i tance to 

change has been experienced in ome ea es and thi ha led to problem in the 
implementation proce s of a new innovation. The e new innovations have been rejected 
or have led to job related tre (Lorenzi and Riley, 2003). There are important factor to 
con ider when determining the ucce or failure of a IS innovation (Luca 1981 ). 

There are orne i ue that come up to prevent ucces 'ful implem ntati n. h se issu s 
are the company' internal ocio-cultural dynamics, the interrelationship f th m mb rs 

f the organization and how re ept1ve they are t the n v inno all n. h lack f pr p r 
infom1ation flo" r communicall n can pre ent sue essful impl m ntation h caus som' 
p ople may not appreciate th ne" mn at1 n. Th implcm ntilll n pr s sh uld b 
und rtaken a a t am ff ort in rd r to rl:atc owner hip of th n \ mn at ion, lack ol 
thi of th n " , innov. tion h uld l inv lv l in th 

n th ir input, lu il n ·m a l to imp! m ntnt il n 
ri I in n h >' n to k .1 l tt n~.:' 



innovation failur . R istancc to change is another key factor leading to failure of 

impl m ntati n f n \l sy, tems. Lack of ownership of the new system has led to the 

syst m b tn l) i~lnor d or rcj ctcd completely (Davies, 2002) 

It i" '"" 'tllial that these above obstacles and preexisting states are understood, this will go 

u I n, \ a in overcoming them (Bodtker and Jameson, 2001). In addition to this, the 

stat of mmd of the participants should be understood and taken into consideration in 

rder to be able overcome the obstacles (Barki and Hartwick, 2001). There should be a 

di cu ion to analyze managerial and interpersonal conflicts that can affect the result of 

the project. There are five models that help to combat conflict, these are asserting, 

compromise, accommodating, avoiding and problem solving. They help in working 

through the social dynamics that can be there in system development (Newman and 

Robey, 1992). The causes of stress should be identified in order to resolve problems that 

come up when dealing with the participants (Mumford, 2003). It is useless working on 

the conflicts without first getting to know what could be behind these differences. If 
proper information is lacking at the very start it will hinder any progre in olving the 

conflicts (Ljungstrom and Klefsjo, 2002). In order for the organization to achieve it 

ultimate goal of elf improvement, barrier that can top the new y tern proce e and 

change in the way job are undertaken mu t be identified and removed (Ciborra and 

Andreu, (2001). 

1.1.3 Pre~aid Meters 

Prepaid Electricity i ' one of the innovation. of I T and is the focus of this tudy. In th i"i 

the service is paid for before the ·ervice is rendered, a t ken te hnology and a syst ·m 
approa h to management arc used (Bczuid nhoudt, 20 ). Th s ">t m approach to 

m. nagemcnt is the appr a h where th rgamzati n is c nsid r d m its t tality and h th 

th human and material n..: ur cs an.: organized in on) r t m t thl: organin\11 nal 

ob' ti (J nkin , 1 ) ). Prepaid v~.:ndin' wa fir t u cd in ltal in ll 7 ( 1.1k 1 i. 
2 1 . 'I hi n u 1 in oth r ~.:ountri lik uth 1. lnd Hl sia. Indi. 

u t 1i nd Z • I nd ju t t n m , 1\ • ' r h 1 int r Hill 



meter . Thi t chnology has a! o been used in the water services in other countries e.g. 

South fri n. ( ' ari, _003) 

'urr ntl ' Kl n n 1 ow 'r is the only vendor (sale point). Third party vendors have been 

·I· ·t d and \J ill soon come on board. These vendors will use applications which can be 

in t \II i n th ' personal computers or mobile devices to connect to the vending server. 

Thi tc hnology allows a customer to receive a token in which the purchased electricity 

inf rmation is encoded. At the customer premises, the token is keyed into the interface 

unit " hich then increases the current units by the units purcha ed. A token can only be 

accepted by the meter it is generated for. Tokens can be purchased using Safaricom and 

Airtel bill paying systems. Currently prepaid meters are being used for domestic use only 

(http://www .kplc.co.ke ). 

The prepaid metering project commenced in Kenya power on April 2009 as a pilot run. 

The success of the run led to the rollout in March 2011, and by 30th June 2011 a total of 

123,000 prepaid meters had been installed in towns throughout the country, however 

Nairobi got the most of the prepaid meters (Njoroge, 2011). The credit ba ed metering 

and billing proce e are till widely u ed and the procedure are in place. Thi pre ent a 

challenge when introducing a new prepaid y tern. Thi old y tern i characterized by 

high labor inten ity, high credit, financial ri k and other co t related factor . Prepaid 

metering offer the company the po ibility of decrea ing the ad mini trative and financial 

co t of electricity delivery. Thi will ultimately yield higher return. to the utility company 

(Arthur, 1989). 

1.1.4 Kenya Power 

KPL is a limited liability 

and Lighting ompany ( 

mpany that was in rp rat d in l 22 as ast fri a Pov cr 

P L) and " a lat r r nam K nya v r c' lt'hting 

ompany Ltd in 

b n , rcbrandin 

after the di s lution of the E 

r~l: ntl , nd an, m d1:m to Ken a Power. l:!l ·a I ow r is 

thnm 'l\0\ll Kl: n · . 

i i ll i\ uti n tid , .md 
I tri it n r th n I. ll . lt t ) hi l: 



world cia tatu. a. a quality service business enterprise so as to be the first 

choice suppli r "1 ·tri a! nergy in a competitive environment. Kenya Power has been 

and h s ' mt mn s t ) h' on the front line in embracing ICT and investing heavily in it to 

nsur that 11 m ts it oals and objectives of "To provide world class power that delights 

our ·u I( Ill rs . I T has helped the company greatly in its endeavor to reduce cost and 

in 't ·a ' ffi 1ency (http://www.kplc.co.ke). 

1.2 tatement of Problem 

Kenya Company was motivated by strategic and economic reason before it opted to 

replace the post paid electricity system - where the customer pays after using the service 

to the current prepaid electricity system. The demand for good quality, dependable and 

reliable electricity has steady increased in the past few years. Kenya Power on the other 

hand has been making massive losses due to illegal connection, corruption and huge 

debts . In addition to the financial aspects Kenya Power wa.· facecl with public relation 
nightmare of trying to convin<..:c the public of it · ability to deliver on its promise of 

providing world class service. 

In Kenya Power and other compan1e around the world, implementation of new 

innovation ha become an important part of doing bu ine in order to take advantage of 

the new improved way of performing activitie and bring about required change in order 

to remain competitive. The implementation of new innovation will only be , ucce · ful 

only if it ha been accepted and meet the approval of entire organization (Daw ·on 1994). 

Change can ometime cau e a lot of upheaval and trcs . In situati ns whcr' an l 

innovation i to be implemented an verhaul of how pr e se. ar undertak n and a staff 

restructuring maybe required. Thi may aff ct all the dynami s f th rganizati n. 

lmplemcntati n of any n w innovation has a p r ntag nsk of fatlur ( au and Kuan 1 , 

19 ). 'I he change in t chn I gy will change th io- ultural an l tc hnical dim nsions 

of th or anizution (Laudon and l aud n 1 ). 

In ' n innov tion in th h It to n"m 

n t tht: 1 n ~u t tuth nt i it • ' i.t 

p il n l I h rti irt l. Spr · il u th 



Mobile Produ t uth ntication TM (MPATM) solution to verify the products (Gondwe, 

2012). pro, it's soluti n is widely used by Pharmaceutical companies to curb the 

count r it ltw industry. The company received the IBM SmartCamp Boston award in 

()()l an I h;ts had r gulatory endorsements in Nigeria and Kenya. The company is 

Asia and Africa (http://www.sproxil.com). This study shows that ICT 

1nn \'ati n i. continuously being adopted in Kenya. Many companies like Kenya Power 

ar' ad pted new innovation in order to improve their business processes. Prepaid 

metering i one such innovation. 

The tudy was trying to answer the following two main questions, firstly has Kenya 

Power met it intended goals of improving the transmission, distribution and retail 

of electricity to its customer at the same time increasing profits and reducing costs? 

Secondly what were the challenges Kenya Power encountered in the prepaid electricity 

system? 

1.3 Objective of the study 

a) To establish the benefits of the prepaid meters 

b) To determine the challenge of implementation of the prepaid meter . 

c) To determine the effect of the prepaid meter ' on the performance of Kenya 

Power. 

1.4 Value of Study 

The information derived from the study will assi t K nya p w r manag rs in th ir 

approach to future I T tnno at10ns. Th academi ian. and th busm s. v orld will b 

b tt r infonn d by the inf m1ati n deri ed fr m the c. p ricn f th implcm ntation of 

this n w ystcm in Kenya p w r. 1 h partie inter t d in impl m ntat1on of n '\i I T 

y t m will have a clu of th p) sihl oh ta I s that mi 1 111 l: ur. 

7 



CHAPTER TWO: LITERATURE REVIEW 

2.1 Information and ommunication Technologies. 

I 'l is lit~; inC rmation and communication technology network. ICTs are today used to 

·an inf< rmation at phenomenal speeds (Wong, 2001). Operation of an organization and 

tn recent years has been based on the use of computers and technology. 

mputer and technology has become fundamental to most function (Kroeker, 2010: 

onck, 2010).The use of these great speeds has enabled people to transfer massive 

quantitie of data in a very short time hence encouraging advancement in a great number 

of way . These advancements in information transfer through use of computers will 

increase communication and transactions within business cycles and this has helped 

eliminate regional boundaries (Jalava and Pohjola, 2001). The u e of ICT in many 

diverse sectors of the society has lead to growth of production and revenue (Ba u and 

Ferald, 2008). The increase of this infiltration of ICT in the business world has further 

been enabled by the internet (Chinn and Fairlie, 2007). 

Studies how that ICT ha brought ignificant change and has impacted the world in a 

number of way , i.e. poverty alleviation, economic productivity and ·u tainable 

development (Madon, 2000: Pur, 2007: Wal ham, 2001). The co t of doing bu ine ha 

been reduced by ICT in the international and tran national arena (Rangan and engul, 

2009). While the u e of computer and their connection i nece ary for ocio-economic 

development (Hin on and Sorenc:en, 2 06) a more comprehensive or inclu ive us of I T 

has been neces ary in mo t parts of the world (Price, 2006). The rca· n being m re than 

just for development i sue I T has als enabled multination, 1 c rp rati ns t transf r 

kn wledge with a 1 t f ea c (Rangan and cngu;, 2 09). his as in c mmuni ati n has 

b n n ted in in rca d DP gr \ th ( ltig and Rup rt, l ). 1111 · has aL o b n :-; en as 

th ability t multit. k (Aral. Brynj It on. and ns can h~: 

r~,; hap d and re ounul, t d int rnally, well r )l' 'aniz d the intcndmion \ ·ithin th 

mpani nd I with oth r or • niz·nion in th men t\ • 'rk (Bun md '1. 1 r. 2 0 . 



Corporation can u n twork to be able to disseminate infmmation and convey 

important man. m nt information (Ca tells, 1996; Quinn, 1992). The ability to reformat 

informnti n, nl 'nlat , store, retrieve es ential data is also enabled by ICT (Mcloughlin, 

1 () l) . 1<. ·1 is h in' used in all sectors of the economy including the nonprofit 

or • ll\i'1. 'llion Burt and Taylor, 2006) this utilization of ICT was displayed in the 2008 US 

pr •sid •ntial campaign ( ardoso, Cunha and Nascimento, 2004). 

2.2. I T Innovations 

ICT facilitate the speed at which knowledge is diffused and technological expertise 

di per ed, it has provided a global market place and a mean in which people can interact 

and exchange ideas (Edward, 2001). These Technological innovations have assisted 

Mrica to be able to compete on global scale, reduce poverty and been able to boost 

economic growth (Greenwood, 1999). The growing economies hould have an ICT 

strategic plan in their overall strategic development objectives. ICT has been shown to 

have a great impact in reducing poverty and helping the economic growth (Ca tell, 200 1). 

The ICT innovations have come with their share of challenge . Mo t developing 

countries have yet to liberalize their telecommunication ector, leading to poor 

communication infra tructure and unreliable ervice to the ICT indu try. The acces to 

hardware and oftware required to fully migrate from the manual y tern, to the 

automated y tern are not affordable in mo t ituation leading to delay m 

implementation. The perceived high co t of developing communication infrastructure 

for the new technology ha al. o been seen as a cau e of c ncern ( outer, 20 4) 

The taxes pre iously levied on I T hardware ha just r ently b n r m d and this 

ha greatly helped in d elopmcnt r this sect r. h t chmcal traimng [ hum< n 

r ources rcquir d in th f the n " inno ati ns ha b n slm and th 

r quircd trainin) in titution una ailabl havl: been Ia 

~· ith 1- politi nd hen not\ i\· to I rd '11 im· stmcnt. l·or i n 

dir t in tm nt H 1) h not b n ~ rth >min 111 m > t ri • n c mntri (Atkin on. 
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The new ICT Inno ations has brought numerous benefits to the developing economy. 

f p rf rmincr tasks has increased drastically with costs coming down and 

omp tl rt:nsing. The previously unknown small scale businesses are getting the 

r 1uin.: I :-our lobally and they are now able to access a global export market and 

'""'Ill ial mar t information (Nishimto, 2005) 

1 h nlinc educational programs are now able to be accessed by the poor who would 

pr • i usly miss out on this chance. Renowned local and international institutions can 

no\ train their students without having direct contact. The health services especially in 

the rural areas of Africa have been enhanced with the new ICT innovations. State of the 

art y terns are being used to diagnose and treat life threatening medical conditions. The 

Government has also not been left behind in utilizing the ICT innovations. E

Government systems have been established in many areas to increase the easy in which 

the government provides its service to the population. The ICT system has been able to 

provide the zero tolerance to corruption that is being advocated in mo t developing 

countrie (Yoshitomi, 2001). 

2.3 Adoption of New Technologies 

The increa ed productivity in an economy will only be een when the new ICT 

innovation i adopted effectively, effective adoption of new innovation will help in aiding 

economic growth (Pilat and Lee, 2001 ). 

The ability of a finn to learn from the experience of other firm in th a111 

or international become. a major benefit in the ad pti n pr c ... Thi-; na lc. the firm to 

be able to avoid p sibl obstacles and have a m adoption " hil r maining 

c mp titivc ( rvantis, 1 7). Th mn ati n " tll d finit ly 

affc t th adopti n pr s, th e p tati n of th mn ati n hould b lear t< all stak 

hold h lit r. y lev 1 of th indi idual , doptin • t m, th h tt r th 

1 h r adinl::-. 

hu in 
nvi it illt ,\1\ l th 

int m 1 tm ur th 



2.3.1 The Diffusion Approach to Adoption 

Th th r' sug :r~..:s t s that an individual 's opinion about a new innovation is influenced by 

the m lm ;\11 lth int 'raction between people. This two factors influence the individual' s 

·h li · s. 1 h th ory consists of four elements; the innovation, the communication channel 

(m dia . tim· factor and finally the consequences. Information from the innovation is 

1 .l d through the media, which has its opinion leaders who offer their input. This input 

will either lead to adoption or rejection of the innovations. The influence of the opinion 

leader i either direct or through intermediaries who help in the diffusion process. There 

are five adoption categories innovators, early adopters, early majority, late majority and 

laggards (Rogers, 1997) 

Antecedttnts 

Rec~ver variable 

1. PeBonality characteristic! (B.g .• 
general attitudo to vard chan5r ) 

2. Social charaocteristics lo.g .• 
cosmophtenlsml 

3. P eeived n d fo1 th 
lnnvovallon 

4. Etc. 

Procos~ 

Adoption 

!Ch1nnclsl 

I i •ur .... 1: Ro • rs' Di lu ion o Inno .ltion m )(} l 

Cons-oquenecs 



2.3.2 Technology Acceptance Model 

The Te hnol g n" ptnn c model suggests that when an individual is presented with a 

n w mn )\. t i n t h t ak' a number of factors into consideration before considering its 

us '. 'l his \ il l 1n 'lud the expected usefulness and the expected ease of use (Davis 

t 1 n res all the external factors that might influence decision to use a new 

i.e. economic, supplier influence, competition and consumer factors. These 

ntire factors are mediated by the perceived usefulness and ease of use (van Akkeren and 

a aye 1999). 

Usefulness 

E xternal ~ Intention/ 
Variables -~ ==- Attitude 

'I 

Ease ofUse 

Figure 2.2: Technology Acceptance Model 

2.4 The prepaid metering system 

The traditional credit ba ·ed y tern of electricity delivery i what most consumer ' are 

u ed to. Thi i the ituation where electricity is u ed continuously and then peri die 

payment are made to the utility company. The amount con. umcd i measur d by th 

electricity meter. The ut1hty c mpany taff, inspect the m t r and inv ic the cu t m r 

for the energy used. The customers ar gi en a certain p ri d to cttl th ac unt, wh n 

not ettlcd the electricity i di nn t d. Th pnn iplc of prepaym nt is the omplct 

rev f the credit -.. y tcm. 'I h 1uir b fon.: 

u ing it. I h n r y i paid for hcforch. nd to th uti! it c )mpany. '1 he ustomcl 1s 

th 1111 mnt th amount i u d up th tri it ts 

l nt m 1,7. ) •tlH: 

111 1 ur 
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Figure 2.3: Energy Purchase Process 

T 

As illustrated by figures 4 below the prepaid meter system has various components. 

Firstly there is the prepaid meter or electricity dispenser (ED) which is installed in the 

customer's house. The ED is activated when a token is imputed. A token indicates the. 

amount of energy the consumer has purchased. A token represents a string of numbers 

entered in to the ED to authenticate the transaction. The token is a string of numbers 

communicated to the customer orally, in written form or via sms or email. A cmcial 

a pect of the token is that it uses a non transferable system This 1s done by the token 

having a unique code that work with specific ED. The mcentive of theft i remo ed, this 

gives the customers increased ecurity. The con umer purcha e electricity form a 

vending tation or CDU(cash di pensing unit). The CDU a a vending outlet purcha e 
bulk el ctricity according to e timated need . The ma ter tation (SM ) dO\ nl ads th 
i n~ nnat' n ce ry for r ditin ' the 0 s with I tricit . While th DU bulk 

n individual cu tom r pllr\:h s i l riodic. 11 uploaded to the M . 'l he 
c ntinu u I · if th mmlmic ti n l tk 

ti iti th 



mainframe computers. The credit and tariff management and information and billing 

system ( RP · ·. krn) consolidates and reconciles the figures for the electricity consumed 
and ·m1 unt p, td ( K:lplan, 1995). 

Mllrframe colq)der 

.. , \ 
Tokens physlcely 
transferred to meters I \ I \ 

·~1 ' \' , 
p~ 
m!ters 

Figure 2.4: Various Components of the Prepaid System 

2.4.1 Benefits of the prepaid electricity 

The prepaid system has provided efficiency in production, di tribution and revenue 
collection. These important proce es are currently being accompli hed more effectively . 
The billing delay previou ly experienced have b en reduced leading to 1mpro d 
cu. tom r . rvice and happier cu t mer . The company' ca h flO\ c cl ha drru ticall 

unpro ith the cycl b in ' cut h rt becallii • th cu t mer pa ·. bell r tc • ts 

o ered \\en, 20 10 . ' f h mpan · had to wait tw~nt · one da · for p mcnt 
http://\\ •.k lc.c ke 

h n ith m 

n nd m l r m t in mpl limit 11 \ Ill tl 
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helped a a wa to r cov r old debts. This is in the situation where a customer buys the 

token (unit.) and n p r ntage of the amount purchased can go toward clear outstanding 

d bts. The hassh:s a~~o ·iatcd with the disconnection and reconnection process have been 

r mov d i.1.. r ·onn ction fees and getting the staff to reconnect (Njoroge, 2010). 

l'h · n '' · m t rs arc easy to install as compared to the old meter which took up a lot of 

·1 a''. fhc prepaid meters are less bulky, are tamper prove and are more secure than the 

pr vious meters and they take a very limited area in the customer's premises. Only a 

ke board (u er interface) is required in the customer's property. Privacy of the customer 

i upheld because no meter reading is required. The customer also has a better 

under tanding on how energy is being used in their home because the purchase is done on 

per need basis (Tewari, 2003) 

2.4.2 Challenges facing the prepaid electricity system 

The tariff charges are a major concern of the prepaid meter . Domestic customer' tariff 

is set based on step format which consist of fixed, energy and third party charges, a fixed 

charge of ksh 120 every calendar month. Energy charge of k h. 2 per unit for 0-50 unit 

bou~1.t, k h. 8.10 per unit for 51 - 1500 unit and 18.57 per unit for unit above 1,500. 

Third party charge vary from month to month depending on the following factor , 

adju tment in fuel co t , foreign exchange rate change and the inflati n rate fluctuation. 

Hence a certain amount of Kenya hilling u. ed my result in different number · of units 

depending on the time of the month and number of unit. purchased 

(http://www .erc.go.ke ). 

Ta es and levies can be adju. ted by the government at any tnn . Th r is th ta abl 

value of electrical energy th fifth ch dule of th V T ·t ap 476 stat s that "V T 

shall b e cmpt in the upply f I tri al en rg · t a domestic hou · hold wh r the 

con umption do d l\ o hundr d kilowatt-hour (2 )k \i h) " \i h~.:n rH: •. c ds 

hall l I vi 

th month. 

n t 

u u ll , 1 qui1 I to hu 

00 ' h p 1 m nth 



Prepaid Meter hn also been seen to have the following challenges; there were faulty 

meter at rat f .fN. f the total installed. This was realized after installation and this 

caus d unf r~s~cn ornplications of repeat jobs and replacements. There are also 

in 1 l quat ' •ndin' services currently. The mobile phone services are proving to be 

ttm hut I ·. du • to frequent unavailability or delays of the pay bill service (Njoroge, 2011). 

-.4. ffects the prepaid meters on performance in Kenya Power 

The prepaid system had a number of immediate solutions for the major problem facing 

the company. The prepaid system has decreased fraud by complete elimination of meter 

tampering and illegal connections. The billing cycle that previously took twenty one days 

has been reduced to nothing because the customer pays before rather than after the 

service is rendered. The issue of estimates or incorrect readings has been completely 

removed hence increasing billing accuracy; this is due to the fact that the meter reading 

activity is not included in the new system. 

The process of reconnection and disconnection has been eliminated by the new ystem. 

These activities are not part of the new sy tern. The cu tomer' privacy has been 

enhanced becau e no meter reader will be required to read the meter. The new system 

automatically update the serve . The banking hall in mo t pay point in Kenya power 

have been deconge ted with the majority of dome tic cu tomer being on the prepaid 

y tern which ha different and more purcha ing and payment method ·. The company 

wa looking for y ·•em that would minimize the above problem and be co t f[ective and 

offer the be t ervice to the cu. tomer. (http://www.kplc.co.ke). 

2.5 ummary 

This chapter pre ·ents a r ie' f lit ratur r lating t th purp s [ th study. 1 he 

chapter is arranged in u h a way a t sh w r I an • t th r s arch qu stl n. 'l h 

chapt r co r I 'I in g n ral, I 'I inn ati n, Adopti m ol n ' t ·hnolo, and llnall 

th pr p id met rin' yst m, it h ndit , hall n • and impact n 1 r(( rnt:mc . 
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• 

2.6 The onceptual Framework 

l n pt or the fundamental effects of prepaid electricity implementation in 

K n ' 1 1 "~.:r it.' ss ntial to understand the conceptual framework show the interplay 

b ·t" l' ·nth md 'P ndcnt variables and the dependent variables. 

1 h' ind pendent variable is a property of an observable fact, which in tum affects others 

i.e. the dependent variables (Mugendi, 2003). 

Independent Variables 

Increase efficiency . 

Improved customer service . Deoendent Variable 
Cash flow improved . 

Reduction of costs . 

Ease in installation . Performance as a 
Less bulky installation . ..... 
Customer privacy . .4 ~ 

,.... result of Prepaid 
Tamper prove . Meter 

Intervening Variables 
• Step tariff for domestic customers . 

• Inadequate vendors . 

• Third party charges( Government 
Taxes and levies) 

• Internal organizational dynamics . 

• New innCI.'ation resistance . 

• External resistance . 

Figur 2.5: on ptual Fram ' rk 
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HAPTER THREE: RESEARCH METHODOLOGY 

3.1 R s nrch D ign 

'I his ·hall r \J 111 d tail how the research was undertaken. Research design consists of the 

m.t 1 ' t plan that lays out the set of decision which details the methodology of the 

11 ti nand analysis of data (Mathooko, 2007). 

de criptive re earch design was used. This implies that the study was descriptive in 

nature. The data was collected from the members of the population and used in the survey 

re earch to describe existing phenomena through interviews on the individual' s attitude, 

behavior, perception and firsthand experience. The qualitative and quantitative data was 

utilized for this study. The status of the different variables were examined, the reliability 

of the data from this type of population was more reliable (Mugenda and Mugenda, 

2003). Thi descriptive research helped bring out a more accurate, reliable and increa e 

validity of the systematic description of the prepaid electricity sy tern in Kenya Power. 

3.2 Population 

The population con i ted of member of taff from the commercial ervices divi. ion in 

Kenya Power. The Commercial Service Divi ion i headed by the chief manager 

commercial ervice . The divi ion i divided into customer service. , cu. t mer relation 

and marketing. Cu to mer ervice con. i t of a manager, chief engineer ' , other engine rs, 

te~ hnic ian . and cu tomer officers. The target p pulation ~111 be 32 fficers. h s ar 

the staff direct in ol ed in the new system. 

ampl de ign 

'I h archer wa int r ted in mr bi du the f. ct that prepaid meter have on! b n 

in t lied in the m ~or t wn in K 

ml finan i n tr, int . 'I h amplin 

ampl 

mpl l u in 

atrobi tlu to lo 'isti ·al 

th 11,\1 i t I 1 .md Hn •tmplin , . 

'lh 1 1 ul Hil n 11. 

th di I Ill It lt to 



Table 3.1 Population and Samples 

Strata Strata size Proportion % Sample size 
f-

~ngm cr/ r hni ian 123 37.73 19 
-
('1 ·rk /ld t oil ''l rs 107 32.82 17 

'u.,tnm 1 '·r i c/rclation officers 71 21.78 11 

ln.,tallati n inspectors 25 7.67 3 

Total 326 100 50 

3.4 Data collection 

The in trument of data collection was semi structured questionnaires. The self 

completing, three stage questionnaire was used to address the research objectives. The 

first section was about the personal details of the respondent, second section wa on 

establishing the benefits of prepaid meters and the third challenges of implementing of 

prepaid meters. The respondents were staff members from the commercial divi ion who 

deal with billing of customers, contracting customers, call center, collection and reading. 

3.5 Data Analysis 

Quantitative characteri tics in terms of frequencie , mean and percentage were derived 

from the data collected. The data wa then edited and analyzed u, ing SPSS 'Oft ware to 

arrive at the frequency di tribution and mea ure of central tendencie . Table were used 

in ·ection (b) and (c). In ection (a) graph , and table were used to repre 'ent the different 

respondent. ' characteristic and detail . 



HAPTER FOUR: RESEARCH FINDING 

4.1: Intr du tion 

'1 hi , ·h.lj l ~ t ill pr s nt the research finding and the analysis of the data collected from 

th · It ld l a d on the objectives of the study. The data will be presented in the form of 

t·thl ' . fr quencies and percentages. 

fhe tudy was undertaken during the month of October 2012. The study targeted staff 

from the commercial services division of Kenya Power. Questionnaires were distributed 

to 50 taff members of the division, with permission from the human resources 

department. The questionnaires were handed out by the researcher him elf. The 

questionnaires were collected the next day due to time constraints. A total of 50 

questionnaires where returned but on 45 were useable. After data collection, all 

questionnaires were coded for open ended questions. The data was then run through 

SPSS 11.50 (Statistical Package for Social Scientist ) for analysi . 

Qualitative and quantitative data were obtained through the que tionnaire . During the 

data llilalysis, frequencies were run, variable taken through cro s tabulation and 

compari ons made. Qualitative data wa ummarized and key theme that emerged from 

di cu ion were drawn. 

4.2: General information 

Thi. ection ought to find the background information of th re. p ndcntl\ so as to giv 

the de criptive information of the '>ample t enable research r de ide if th sampl is 

r presentativ and reliable. total of 50 qu sti nnam; " er r m th ' 

r p ndents. total numb r 5 que ti nnaire " r unusabl to du incompl tc.;ness. 

'I his implies 45 que ti nnairc.; w r u d thi r pr nt a 0 c r sp )!1 c rate. '1 h 

n r. I information, im at • ttin' •c.;n ral hack •r mnd ){ thl: rl:s( ndcnt . 
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4.2.1 Gender 
Out of 4 r sp n i nts, 14 were men who represented 31.1% while 29 were women or 

67. c • m n ar 'tnploycd in the commercial services department, especially in 

th • \Ill tlllt. '1 h ladies a have a propensity towards the social sciences like public 

Table 4.1 Gender 

Frequency Percent Cumulative Percent 
Male 14 32.6 32.6 
Female 29 67.4 100 
Total 43 100 

Source: Primary Data 

4.2.2 Age of respondents 
The ages of the respondents range from 24 year to 44 year with a mean age of 30.13 
year . The prepaid metering ection i relatively new in Kenya Power. 

Table 4.2 Age 

N Minimum Maximum Mean Std Deviation 
-Age 32 24 44 30.13 5.7 5 

Source: Pnmary Data 

~.2. L vel of education 
' I he n: pondent wcr a ked to tat their l cl of ducation. Hnding ar gt en in t, bl 

. h low. 



Table 4.3 LeYel of education 

fn:quc.:nc Percentage Cumulative Percent 
--

2.3 2.3 

27.9 30.2 

53.5 83.7 

16.3 100.0 
- -- -- --\ W'C • Pnma 

1aj rity of the staff in the function of prepaid metering are basically undergraduates who 
represent 53.5% of the respondents and diploma holders represent 27 .9%. The rest of the 
le el of education represents a significantly low percentage. 

4.2.4 Years of experience 
The years of experience range from between months to twenty 20 years, with a large 
number are having 5 years experience. 

Graph 4.1 Years of Experience 
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4.2.5 Permanent staff 
Majority of the r p nd nts arc working on contract basis. They make 82.2% of the total, 

while th p rm m:nt starr mak s 17.8%. Kenya Power has a larger number of employees 

on contr tel ha 1s 1h1s 1s mor' common in the newer sections like prepaid metering. This 

trend '" h ·in' ·ml ra · d more and more by the local companies. The table below gives 

th • ,, 'lll • . 

Tabl ' 4.4 P rmanent Staff 

Frequency Percentage Cumulative Percent 

Non Permanent 37 82.2 82.2 

Permanent 8 17.8 100 

Total 45 100 

Source: Pnmary Data 

4.2.6 Objectives of the prepaid system been accomplished. 

There pondent responded in the following way when asked whether the objectives of the 

prepaid ystem have been accomplished. Out of the 45 respondents, 24 of them which 

repre ent 53.3% believe that the objectives when not accompli hed, while 2 1 re pondent 

which i 46.7% believe the objective have been accompli hed. 

Table 4.5 Objective Accompli hment 

Frequency Percentage Cumulative Percent 
--- - - - - -

Objective , not accomplished 24 53.3 53.3 
- ----

Objectives accompli hed 21 46.7 100.0 
- - --

Total 45 l 

..t.2.7 \! h n ' a pr paid intr du d in naP w r 

.lh Ill . r~spomlcnt h li c th prepaid wus intr duc~d in 2 

th r w an initial pilot tud 

tu 1 1. un h ". 



Graph 4.2 When was prepaid was introduced 

2007.0 2008.0 2009.0 

Year 

4.2.8 Token vendors' availability 

2010.0 

Std. Dev = .71 

Mean = 2008.8 

N= 33.00 

When dealing with token vendors' availability, 68.8% of the respondents believe that 

they are not available, while 31.1% believe they are. Vendor contracting is an ongoing 

process and a large number of new vendors are expected to be introduced in the market 

Table .6 Token Availability 

Frequency Percentage Cumulati e Percent 

Token vendor not available 31 68.9 68.9 

Token v nd r available 14 31.1 tOO 

Totat 45 100.0 

' tem int r t d w II ith th old 
I th t h 

hit 57. it h . m Ill) 

24 



never be interpreted b a n \J innovation being introduced. The changeover should be 

smooth and th ust tm r $hOu ld not even notice the change. 

Table 4.7: · tem lntcgrntion 
--

Frequency Percentage Cumulative Percent 

(Ill' 'I Hit 1\ hI tl< t happ ·n 19 42.2 42.2 

lnt · 't.Hi m ha happen 26 57.8 100 

T tal 45 100.0 

4.2.10 Initial cost of installation of prepaid system high. 
The initial co t of installation of the prepaid meters was not high according to 48.9% of 

the re pondents. While 33.3% believe this cost was high. The initial is likely to be high 

becau e the old meters are being replaced by new meter which use a different 

technology 

Table 4.8 Initial Cost of Installation Was High 

Frequency Percentage Cumulative Percent 

Initial co t was not high 22 48.9 48.9 

Initial co t wa high 15 33.3 82.2 

un ure 8 17.8 100 

Total 45 100.0 

4.2.11 The most popular method of buying token . 
The m st popular meth d of buying t ken~ i~ thr ugh th m bil purchas which 

rl;pre ents 93.3~, while buying thr ugh K nyu pow r branch , r pres nt .7, , thts is 

b caus the mon y tran fer rvic s ltke Mp sa are a ailablc 24 hours a day and ar 

wid ly a ailable. 



T able 4.9 Mo t Popular ~let hod of Buying Tokens 

Frequency Percent Cumulative percent 

Mobil pur ·h·\st: it: mp sa, airtcl money etc 42 93.3 93.3 

F I ·rn tl v n I r - 0 0 

K ·n '\ 1 ~m 't hran ·h ·s 3 6.7 100 

T Hal 45 100 

4.-.1...: he mo t reliable method of purchasing token 
The re ·pondent believe the Kenya power branches are the most reliable, this represent 

5.7 07
, while mobile purchases represent 14.3%. The money transfer method is 

unreliable or slow, hence reducing the trust in them. 

Table 4.10 Most Reliable Method of Purchase 

Frequency Percent Cumulative percent 

Mobile purcha e - ie mpesa, airtel money etc 6 14 .3 14.3 

External vendors - 0 0 

Kenya power branche 36 80.0 100 

Total 42 100 

4.2.12 Po ibility of fraud in prepaid 
When re ponding to the que tion 66.7~ believe fraud i p ible with thi. n w sy ·t m, 

while 33.3 ,· believe fraud i\ not p \\ible. raud is and continues t be a maj r fact r in 

Kenya Power. Thts was on of the major motivat r f K nya P wcr intr du ing th 
pn:paid met rs. 

ibilit of Fraud 



4.3 Benefits of prepaid n1eters 

The research r w, tr inn~ to inv stigatc whether the following benefits have been 

realised. U in' 1 •"-'- rt . ·at , the respondents were supposed to state whether they 

stron •I . a •r · . li a r' or strongly disagree. When the mean is closer to 1 with a small 

·tan<..lar l d 'iution this implies that the respondents strongly agree. When the mean is 

thi implie that most respondent disagree. The standard deviation indicates 

how di per ed the response where across the different option. 

Table 4.12 Table of Benefits from Prepaid System 

Increasing efficiency in the business process 

Improve customer service 

Ca h flow has improved 

There ha been a reduction of 

Cu tomer privacy i enhanced, no meter reading required 

Overall financial feasibility, more co t effective y ·tern 

Corruption has been reduced 

The new system has technological efficiency - m 

The n w ystem has incorp rated well with the old ystem 2.6 

ystcm is in line" ith company tratcgtc 
2. 

2. 1.2 1 
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4.4 hall en~ of hnpl nt nting the prepaid system. 

Tuhlt• 4.13 ( 'tmlkn~ •s of Implementing the Prepaid System 
-

MEAN STD.DEV 
Wh '1\ th' 'U l mer 1 purchasing the token 1.56 0.76 
t-
When the cu tomer is loading the token 2.3 1.16 
The prepaid meter are having mechanical problems (faulty 

1.8 0.92 meter ). 

Getting through to the call centre for help takes a long time 2.4 1.27 
Repair and replacements are being done slowly 2.4 1.04 
The processes of new connections are inefficient 2.6 1.14 
The new system has not helped reduce staff, connection and repair 

3.0 1.17 cost 

The customer/ company interaction has not improved 3.2 1.26 
Cu tomer satisfaction has decrea ed 3.7 1.16 
There i no change in the level of corruption with the new meter 3.7 0.9 
The cu tomer do not under tand the prepaid y tern 2.6 1.26 
Vendor elling the token are not readily available 2.4 1.19 
The employee. have not adjusted to the new innovation 3.1 1.24 
The new prepaid sy. tem i being resi. ted by employees 3.6 1.27 
The new prepaid ystem is being re i ted by cu. tomer 3 1.24 

K :to E. plain th Table 4.12 and Tabl 4.13 



4.4.1 Overcoming challenge of adoption. 

When the resp nd nts \Hr~.: nns ring this question 51.2% believe that problems arising 
as a r suit of ' l l l h )1\ l l pr paid metering are easily resolves, while 34.9% believe they 
ar not a il ' t\ st)h 1. • I I Yc h I i vc are they are very easily resolved 

'hallenges of Adoption 

34.9% 

51.2% 

14% 

4.5 Performance Measures 

There i high percentage of the respondents agree that the performance measures have 
been accomplished with the new prepaid system. This is clearly indicated by Table 4.15. 

Table 4.15 Performance Measures 

YES NO 
Decrea ing fraud in order to increase profit 84.4% 15.6% 
Reducing billing cycle and enhancing revenue collection 93.3% 6.7% 
En uring accurate billing and revenue figure 86.7% 13 .3% 
Reducing taff co t in the bu ine proce 75.6% 24.4% 
Increa ing cu. tomer privacy 91.1 % 8.9% 
Deconge ting banking hall in Kenya Power 80~ 20% 

4.6 R gr ion nal i 

multi ri atc rcgr ·si n model " a appli d t d termme th r I ti un p rtan and th 
1 ti n hip h l\ c n th indcp ndcnt ariabl s and p rf rmanc ( p nd nt ariahl ), m 

re ard to th pr paid t m in K nya P ' 'cr. h r r llo\l s: 



Where: 

Y 1\·rl\mu.m · , 

a = ' 1nstant T •rm 

l1 = Beta c efficients 

1 = Decrea ing fraud 

X2 = Reducing billing cycle 

X3 =Accurate billing 

~ = Reducing staff costs 

Xs = Increasing customer privacy 

~ = Decongesting banking halls in Kenya Power 

Table 4.16 Model Summary 

Model R 
1 

R Square Adju ted R Square Std. Error of theE timate 
1 0.845(a) \ 0.714 0.697 0.257 

.. .. a Predictors: (Constant), Decrea ,mg fraud, Reducmg bllhng cycle, Accurate btlhng, 
Reducing staff cost., Increasing customer privacy, Deconge ting banking hall · in Kenya 
Pm r 

Th R2 i called the co f tcient of detcrminati n and t lls u how th d p nd nt ariabl 
) v. ri d ith th in I p nd nt variabl ·r nn 'I abl 4.16 abo c. th aluc f adJUSted R ts 

1i impli th. t, th • vari, tion o 9.7 of p rforman \ tth th~. 
p 

t:Ul. t hi \lin', n:du in' st. I r Cl sts, 
m r pri tin b.n in h ll in 

0 



Table 4.17 ANOVA Re ults 

Model Sum of Squares df Mean Square F Sig. 
1 R grcssi n 17.5 6 2.930 44.231 .OOO(a) - -R sidual 2.574 39 0.066 

Total 20.154 45 
a Prc(hc\~lr~o; : (('~'II t.mt), I ·creasing fraud, Reducing billing cycle, Accurate billing, 
Reducing "tart 

lOW •r 

t , Increasing customer privacy, Decongesting banking halls in Kenya 

b D 'I ·ndent ariable: Performance 

The tudy u ed ANOVA to establish the significance of the regression model from which 
an f- ignificance value of p<0.001 was established. This shows that the regression model 
has ales than 0.001 likelihood (probability) of giving a wrong prediction. This therefore 
means that the regression model has a confidence level of 99.9% hence high reliability of 
there ults. 

Table 4.18 Coefficients Results 

Un tandardized Standardized t Sig. 
Coefficients Coefficients 

B Std. Error Beta 
(Constant) 0.116 0.186 0.623 0.535 Decreasing fraud 0.577 0.068 0.559 8.478 0.000 Reducing billing cycle 0.157 0.043 0.257 3.676 0.000 Accurate billing 0.052 0.024 0.139 2.115 o.o:;s Reducing staff costs 0.008 0.001 0.505 7.097 0.000 Increa ing customer privacy 0.339 0.196 0.150 1.730 0.085 
Decongesting banking hall 0.499 0.149 0.237 4.012 -0.000 in Kenya Power 
aD pendent Vanable: P rfonn. nee 

Fr m th r ion. naly i , th folio\ ing cquati n was stablish d: 

77. •• 

m h w th t h ldin ll th v.ti hl n~t. nt. 
r · u1d d t . ll . lt tll.\t , unit 



increase in decrea ing fraud a f the goals accomplished by the prepaid system in 
Kenya Power would au~ • n in r as in performance of 57 .7%, a unit increase in 
accurate billing an l r lu in•' ~ta!T costs through the prepaid system would cause an 
increase m p rr mn.ul 't t : .2rt'f1 and 0.8% respectively. The study further shows that 
th 'fl' is a si •nil1 · mt r ·lat10nship between performance and four of the goals 
HLTomplish ·d b. th prepaid system in Kenya Power; these are: decreasing fraud 
(p 0.000 0. reducing billing cycle (p=0.000<0.005), accurate billing (p=0.038), 
rcdu ·ing ·taff co ·t · (p=0.000<0.005) and decongesting banking halls in Kenya Power 
(p=0.000<0.005). 
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CHAPTER FIVE: UMMARY, CO~CLU 10 ' D 

RECO~l 1ENDATIO~ 

5.1 Introduction 

This chapter will addrc~s and summarilc the findings of the research, give conclus1ons 

and recommendation ba ed on the objectives outlined in chapter one. The limitation and 

additional studi~ that can be carried out wtll be highlighted in tht chapter also. 

5.2 Summary of findings 

The objective of thb research wa to establish the benefits of the prepaid meters in Kenya 

Power as it continue~ to be adopted them in the company. The stud} show that benefits 

that the company was aiming to accompli h have been realized to a large extent and the 

new prepaid system have greatly increased the efficiency and effectiveness of the 

company to accompli~h its goals and objectives. 

The tudy also clearly mdicated that there major challenges that the company is urgently 

required to address i.e. the vendors' availability and reliability. There pondent agree that 

there quite a number of challenges in the implementation process although they are of the 

opinion that these are minor and they can easily be resolved if they were addre. 

promptly. 

The respondents agree that the performance measures that the company was trying to 

accomplish have to a great extent been accompli hed. They agree that the prepaid meter 

have drastically improved the busmes proce ses, reduced corruption. improved money 

collection etc. The new innovation h~ greatly help to improve the altitude of the 

customer towards the company. 

5.3 Conclusion 

The findings of the re earch support the notion that, the objectives of the company in 

implementing the new prepaid meters have been achieved although there b a lot more to 

be done. The shift from the credit based sy tern to the prepaid system was well calculated 

and the benefits are gradually being realized as awarenes is created and the consumers of 
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the service undeNand it more. There are few challenges but the c arc minimal "hen 

con~idenng the larger picmre of the bencfih and pcrfonnance imprO\emcnt-. that ha-.c ~o 

far been seen. The studying has al o shown that Kenya power has been !>UCce,.,ful in 

implementing a new system in a very ~o,hort ~pan of time without the usual adoption 

problems that come with new innovation. The Kenya Power employees who were the 

focus of our study have accepted the change very well and they arc upponing the new 

... y-.tems. They agree more is require to be done. especially in educating the consumer on 

the prepaid metering syo.,tem. 

5.4 Recommendations 

The company i. required to create more awarene~-, of the new sy..,tem especially among-.t 

its customers. The company should aho create a feedback mechant'lm from its customers 

so as to be able to know the challenge'i facing the new mnovation and recttfy it quickly. 

The prepajd sy:-,tem has no major challenges; the challenges that come up can easily be 

resolved. i.e. the vendor availability issue. Challenges should be anttctpated and resolved 

quickly before the consumer realizes the problem. The call center should be expanded to 

cater for the ever growing number-, of domestic con..,umers on prepaid meters. This 

syo.,tem has fixed orne of the issues arising from credtt based sy tern U\ed in other utility 

companies like Natrobi water. These companies. hould develop imilar ysterns. 

5.4.1 Recommendation for Further Research 

The challenge • though minor in some m~o,tance.\, need to be study more in order to ensure 

they are resolved. Market studies ..,hould be carried out to analrLe the needs of the 

consumers. Kenya power should have studie focusmg on other countnes that have 

already implement this \ystem in order to avoid making the same mistakes and have a 

better system. An example of such a country is South Africa. 

5.5 Limitations 

The tudy had a number of limitations. The respondents were at first fearful about giving 

out mformation about the new system. they "":ere un ure where the information was to be 

u ed. The majority of the respondents are very busy. because they are continuou<;l> 
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~ erving cu~tomcr-.. they had very little time. The other limitation wa-. the research had to 

be done in a very 'hort time span hence making it very hard to leave the quc ... tionnaires. 

The research had to be undertaken during working hour-. which caused a lot of 

inconveniences to the respondents. 
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APPEND ICE 

APPENDIX 1: Qt;ESTI01 'AIRE TO KE:\I'A PO\VER TAFF. 

Please fill in the following questionnaire. 

SECTION A: GENERAL INFORMATION. (Tick appropriately) 

1. Name (optional) .................................................................................. . 

2. Gender: male ( ) or female ( ). 

3. Age ( ) 

4. Level of education 

High school ( ) 

Diploma ( ) 

Undergraduate ( ) 

Post graduate ( ) 

5. Job title ........................................................................ .. 

6. Years of experience ( ) 

7. Permanent staff 

Yes ( ) No () 

8. Have lhe objectives of prepaid system been accomplished? 

Yes ( ) No () 

9. When was the prepaid sy. tern introduced in Kenya Power? ...................... .. 

10. Are lhe token vendors readily available? 

Yes ( ) No ( ) 
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ll.llas the newsy tem integrated v.ell v.ilh the e~i.,ting sy tem'! 

Ye ( ) o ( ) 

12. Was lhe iniual co t of installation of prepaid sy tem high? Tick where appropriate. 

Yes ( ) No ( ) 

13. Which is the most popular method of buying tokens? Tick where appropriate. 

Mobile purchase- ie mpc~a. ainel money etc 
External vendors 
Kenya power branches 

14. Which is lhe most reliable method of purchasing Lhe tokens? Tick where appropriate. 

Mobile purchase - i.e. mpesa. airtel money etc 
External \endors 
Kenya power branches 

15. 1s fraud possible with Lhe new prepaid meters? 

Yes ( ) No () 

SECTION B: BENEFITS OF PREPAID METERS 

16. Has lhe prepaid system accomplished its goals? Tick where appropriate. 

1- Strongly ngree 2 - Agree 3 - Neither agree or disagree 4 - Disagrcf' 5 - Strongly 
disagree 

1 2 3 4 5 
Increasing efficiency in the business process 
Improve customer .service 
Cash flow has improved 
There has been a reduction of staff, installation and repair costs 
The new prepaid meter is easier to install 
Customer privacy is enhanced, no meter reading required 
The prepaid meter is more c;ecure 
OveraU financial feasibility, more cost effective system 
Corruption has been reduced 
The new system has technological efficiency- more reliable data 
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The new sy~tem has incorporated ~ell with the old ~y,tem 
The prepaid sy,tem is in line with compan) \trategic innovation goals 
The entire new system is secure 
Implementation and adoption of ne~ prepaid meters has gone on \\ell 
The new meter has been received well in the market 
Any other benefits (list below) 

SECTION C: CHALLENGES OF L"'PLEMENTING THE PREPAID SYSTEM. 

17. Has the prepaid system experienced any problems? Tick where appropriate. 

1- Strongly agree 2 • Agree 3 • Neither agree or disagree 4 - Disagree 5 - Strongly disagree 

1 2 3 4 ~ 
When the c~tomer is purchasing the token 
When the cu tomer is loading the token 
The prepaid meters are having mechanical problems (faulty meters). 
Getting through to the call centre for help takes a long time 
Repairs and replacements are being done slowly 
The processes of new connections are inefficient 
The new sy~tem has not helped reduce staff, connection and repair co~t 
The customer/ company interaction has not improved 
Customer l-atisfaction has decreased 
There is no change in the level of corruption with the new meter.., 
The customers do not understand the prepaid system 
Vendors selling the tokens are not readily available 
The employees have not adjusted to the new innovation 
The new prepaid system is being resistcu by employees 
The new prepaid system is being resisted by customers 

Any other challenges(list below) 

18. How well do you overcome the challenges that you came across during prepaid meters 

adoption? Tick where appropriate. 

Not easily resolved 
Easily resolved 
Very easily resolved 
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ECTIO~ D: PERFORM.\ . E ~IE.\ L~ 

19. The major goal!> accomph,hed by lhe prepaid sy-..tem in Kenya Po"'cr? Tiel.: \~here 
appropriate. 

Decrea. ing fraud in order to increase profits 

Yes ( ) No ( ) 

Reducing billing cycle and enhancing revenue collectiOn 

Yes ( ) No ( ) 

Ensuring accurate billing and revenue figures 

Yes()No() 

Reducing staff costs in the business process 

Yes ( ) No ( ) 

Increasing custOmer privac) 

Ye ( ) No ( ) 

Dc.:congesting banking hall~ m Kenya Power 

Yes ( ) No ( ) 
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