
































































































































CHAPTER FIVE: SUMMARY, CONCLUSION AND
RECOMMENDATIONS

5.1 Introduction
This chapter will address and summarize the findings of the research, give conclusions
and recommendations based on the objectives outlined in chapter one. The limitation and

additional studies that can be carried out will be highlighted in this chapter also.

5.2 Summary of findings

The objective of this research was to establish the benefits of the prepaid meters in Kenya
Power as it continues to be adopted them in the company. The study show that benefits
that the company was aiming to accomplish have been realized to a large extent and the
new prepaid system have greatly increased the efficiency and effectiveness of the

company to accomplish its goals and objectives.

The study also clearly indicated that there major challenges that the company is urgently
required to address i.e. the vendors’ availability and reliability. The respondent 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 address

promptly.

The respondents agree that the performance measures that the company was trying to
accomplish have to a great extent been accomplished. They agree that the prepaid meter
have drastically improved the business processes, reduced corruption, improved money
collection etc. The new innovation has greatly help to improve the attitude of the

customer towards the company.

5.3 Conclusion

The findings of the research support the notion that, the objectives of the company in
implementing the new prepaid meters have been achieved although there is a lot more to
be done. The shift from the credit based system to the prepaid system was well calculated

and the benefits are gradually being realized as awareness is created and the consumers of
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the service understand it more. There are few challenges but these are minimal when
considering the larger picture of the benefits and performance improvements that have so
far been seen. The studying has also shown that Kenya power has been successful in
implementing a new system in a very short span 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 changes very well and they are supporting the new
systems. They agree more is require to be done, especially in educating the consumer on

the prepaid metering system.

5.4 Recommendations

The company is required to create more awareness of the new system especially amongst
its customers. The company should also create a feedback mechanism from its customers
so as to be able to know the challenges facing the new innovation and rectify it quickly.
The prepaid system has no major challenges; the challenges that come up can easily be
resolved. i.e. the vendor availability issue. Challenges should be anticipated and resolved
quickly before the consumer realizes the problem. The call center should be expanded to
cater for the ever growing numbers of domestic consumers on prepaid meters. This
system has fixed some of the issues arising from credit based system used in other utility

companies like Nairobi water. These companies should develop similar systems.

5.4.1 Recommendation for Further Research

The challenges, though minor in some instances need to be study more in order to ensure
they are resolved. Market studies should be carried out to analyze the needs of the
consumers. Kenya power should have studies focusing on other countries that have
already implement this system 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 study had a number of limitations. The respondents were at first fearful about giving

out information about the new system, they were unsure where the information was to be

used. The majority of the respondents are very busy, because they are continuously
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serving customers, they had very little time. The other limitation was the research had to
be done in a very short time span hence making it very hard to leave the questionnaires.
The research had to be undertaken during working hours which caused a lot of

inconveniences to the respondents.
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APPENDICES

APPENDIX 1: QUESTIONNAIRE TO KENYA POWER STAFF.

Please fill in the following questionnaire.
SECTION A: GENERAL INFORMATION. (Tick appropriately)
1. Name (optiomml) ... ..ol Saali o o ik ins, Lt ven, sk RIS SOpRaBEIIING : ook

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

3. Age ( )

4. Level of education

High school o

Diploma (e

Undergraduate o )

Post graduate X023
5. JOb BRIG. . iiiiaan s inpionsioassnianausbmbiodvasesevsevokiossauingatibosessisvas sy
6. Years of experience ( )

7. Permanent staff
Yes () No()
8. Have the objectives of prepaid system been accomplished?
Yes () No ()
9. When was the prepaid system introduced in Kenya Power? ........................
10. Are the token vendors readily available?

Yes () No()
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11. Has the new system integrated well with the existing system?

Yes () No ()

12. Was the initial cost of installation of prepaid system high? Tick where appropriate.
Yes( ) No()

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

Mobile purchase - ie mpesa, airtel money etc
External vendors
Kenya power branches

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

Mobile purchase — i.e. mpesa, airtel money etc
External vendors
Kenya power branches

15. Is fraud possible with the new prepaid meters?
Yes () No ()

SECTION B: BENEFITS OF PREPAID METERS
16. Has the prepaid system accomplished its goals? Tick where appropriate.

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

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 secure

Overall 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 system has incorporated well with the old system

The prepaid system is in line with company strategic innovation goals

The entire new system is secure

Implementation and adoption of new prepaid meters has gone on well

The new meter has been received well in the market

Any other benefits (list below)

SECTION C: CHALLENGES OF IMPLEMENTING 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 12 |3 |4 |5

When the customer is purchasing the token

When the customer 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 system has not helped reduce staff, connection and repair cost

The customer/ company interaction has not improved

Customer satisfaction has decreased

There is no change in the level of corruption with the new meters

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 resisted 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




SECTION D: PERFORMANCE MEASURES

19. The major goals accomplished by the prepaid system in Kenya Power? Tick where
appropriate.

Decreasing 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 privacy
Yes( )No ()

Decongesting banking halls in Kenya Power

Yes( )No ()
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