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ABSTRACT

Non-payment or delays in payments of water billschgtomers to Water Service Providers
(WSPs) resulting to decline in revenues, for watgplied to them has been cited as a major
concern for sustainable, effective and efficientevaupply and management in Kenya. For
instance, Embu Water and Sanitation Company (EWASKHD a collection efficiency of
82% in the year 2011 and for the period from thary2008 to 2012, the WSPs in Embu
County had arrears amounting up to 28.26% of ttad hills charged. Thus, WSPs are unable
to honour their statutory obligations of paying faw water. Consequently, the Water
Resource Management Authority has been experierscagious financial shortfall. Further,
it would be very difficult for the country to achie the Vision 2030, since water is vital for
economic development. This state of affairs igniteel desire to conduct the present study,
whose objective is to evaluate the factors thatrdmrte to the non-payment of water to
EWASCO by consumers in Embu municipality. This gtugthich used descriptive design,
was conducted to address the issue of paymentdtariy consumers. The target population
was the 8,836 people served with water by EWASC@rnmbu County. The study used
Fischer method to obtain a sample size of 400 &edréspondents were selected using
stratified random sampling. A structured questiaravas administered to the respondents
during data collection. A pretesting was conductedtest the research instrument for
reliability and validity before its administratiaiter which data was collected. The collected
data was checked for errors and then analyzed wdmsgriptive analysis and correlation
analysis. The study found out that the billing systaffected payment of water negatively,
revenue collection system was effective and didhaste any negative effects on the water
payment by water users; the cost of water was edgas one of the main reasons why the
water users failed to pay water promptly, and thesamer behavior, contributed immensely
to the failure to pay water bills on time. The stug@commends that, EWASCO should
strengthen its water billing payment policies; isivenore in information technology; enhance
its revenue collection systems of modern technologyaying water bills; the WSP should
organize forums to inform the water consumer ofrtbed to pay for water service and why it
is necessary and EWASCO would need to sensitizavitter consumer on the institutional
and legal framework on water service delivery. Shely findings will benefit among others
Water Service Providers, Water Resource Managemahbrity, the water sector players in
the country, academicians and researchers. Thingadf the study would help develop
ways and means of improving the over-all perforneaoicthe water sector.

xiii



CHAPTER ONE:

INTRODUCTION
1.1 Background in the Study
Water, a natural resource, is life. Both fauna #ath entirely depend on water for their
survival. This makes water development, managenagt utilization vital exercises in
ensuring success of these sectors and survivhkafduntry’s citizens (Kinuthiat al, 2009).
In the global perspective, water has been pri@dtias a basic need and a human right,
(Wagahet al, 2010). He insisted that across the globe, cammtre reforming their water
resource management in an effort to avail and sugieovision of adequate, safe and
affordable water to all their consumers. Accordinghe World Health Organization (WHO)
statistics, it is estimated that about 1.1 billmeople in the world do not have access to safe
water (WHO, 2003). The United Nations' states Bya2025, 1.9 billion people will be living
in countries or regions with absolute water scgr@and two-thirds of the world population
could be under stress conditions (UN, 2000).Accaydo Wagalet al. (2010), the Africa
region has the worst water crisis; owing to itsafinial woes. In fact Africa’s water supply

and sanitation coverage stood at 62% for waterlgugm 60% for sanitation at the time.

The Kenya Water Policy (under Sessional Paper Nunbel999) provides the policy
direction on water as a social and economic goddl e objective of supplying quality,
reliable and adequate water, meeting acceptabledatds for the various needs and
developing a sound and sustainable financial systeraffective and efficient water supply
and water borne sewerage collection, treatmentdismbsal. The paper recognizes water as
one of the most important resources for man’s safviAlthough all water resources are
vested in the state (Mumma, 2011), access to ateeggaie and affordable water is very low

(Sittoni, 2011). It is estimated at 68% in urbaeaa and 49% in rural areas (Wagdhal,
1



2010). However, the country has put in place refotoncorrect this anomaly. The reforms
were made a reality by the legislation of NatioWdgater Act (NWA) of 2002, which

introduced regulatory and tariff reforms.

In the vision 2030, the Kenya government aims twaase annual GDP growth rates to an
average of 10% over the vision horizon. The 203(bwi for water and sanitation is to ensure
that improved water and sanitation are availabtk astessible to all. The goal for 2012 was
to increase both access to safe water and sanitatitboth rural and urban areas beyond

present levels (Republic of Kenya [RoK], 2007).

Water Supply and Sanitation Services in Embu Mypailidy is the mandate of Embu Water
and Sewerage Company (EWASCO) to supply an aregdfknf: EWASCO, established
under the Company’s Act and renders services, verged by Water Act 2002. Under the
Water Act 2002 EWASCO operates through a Servioeifion Agreement signed between
Tana Water Services Board and approved by WateticgsrRegulatory Board (WASREB).
The area currently supplied with water is estimatetie 447krfy serving a total population
of up to 89,000 people and targeting 160,000 pedpiag within the area of water supply.
Further, EWASCO intends to; reduce non-revenue mfeden 38% to 20% by 2016; reduce
operational costs in material and resources frot #920% by 2016; and finally to increase

the revenue collection efficiency from 85% to 95902016 (EWASCO, 2012).

EWASCO, has been facing serious challenges, whasie lnesulted to delays in the payment
for water by their customers. In fact, the custmria Embu town are not able to promptly
pay for water, which has resulted to accumulatibnuepaid arrears by Water Service

Providers (WSPs), who are supposed to remit it eiedVResource Management Authority
2



(WRMA) on behalf of the customers. For instancentfrthe fiscal year (FY) 2008 to FY
2012, the total amount billed by WRMA to all WSIRsEmbu County was Ksh. 13,112,216,
out of which Ksh. 9,406,542 was paid by the WSPss 15 to say that the total arrears unpaid
for that period equals to 3,705,674, which traeslab 28.26% of the total bill charged. The
WSPs failed to settle the arrears owing to consaniailure to pay promptly for water use.
This has led to financial difficulties, which meanesluction of water delivery, hence reduced
access to water by Kenyan consumers. This rendatex wo cease from being a human right
but a commaodity for a few usually the economicalbfe. (Kinuthiaet al, 2009). The failure

to reliably and consistently supply water mightghgze the operations of the country.

Studies, journals and theories have shown paynfenaiter is influenced by billing system,
revenue collection system, cost of water, and watersumer behaviuor (Spohrer, 2008,
Wilson et al., 2008, Kaseem, 2011). This studydfme, endeavored to establish whether

these factors affect the payment of water billthancase of EWASCO.

1.3  Statement of the Problem

In its Impact Report (A Performance Review of Keésy&ater Service Sector — 2010/20110)
Issue No 5 Of 2012, WASREB (2012) reported thatnetreough the Revenue Collection
Efficiency, which is the total amount collecteddySP compared to the total amount billed
in a given period has improved overtime, rangingmr82% in 2009/2010 to 84% in
2010/2011, a range which is indicated in the saegp®nt as being unacceptable for Urban
WSPs, the non-revenue water has remained at the @l of 45% for the same periods.
Other performance indicator such as water covenrabeh in essence means the number of
connections have shown significant increase fro 48 52% in the same period under

consideration. With these increments, it would hbeen expected that revenue collection

3



would increase however, it has remained at the dawe or has shown decrease over the
same period by Urban WSPs resulting into accunaradf arrears. For instance, from the
fiscal year (FY) 2008 to FY 2012, the total amobitied by WRMA to all WSPs in Embu
County was Ksh. 13,112,216, out of which Ksh. 9,888 was paid by the WSPs. This is to
say that the total arrears unpaid for that periqdaés to 3,705,674, which translates to
28.26% of the total bill charged. The WSPs failedséttle the arrears owing to consumers’
failure to pay promptly for water use. This has tedfinancial difficulties, which means
reduction of water delivery, hence reduced acceswdter by Kenyan consumers. Non-
payment or delays in payments of water bills bytamers to WSPs for water supplied to
them has been cited as a major concern for subtaejnaffective and efficient supply
management in Kenya. EWASCO, a Water Service PeowidEmbu Municipality, has been
facing serious challenges as a result of non-payfoenvater supplied to their customers. As
a consequence, EWASCO is not able to promptly paytHeir bulk raw water charges to
WRMA, which has resulted to accumulation of unpaickars. In the event, water ceases to
be human right and becomes a commodity for a fewallysthe economically able, the
operations of the country would be paralyzed (sweger is life). Further, it would be very
difficult for the country to achieve the Vision 2B3since water is vital for economic
development (Kinuthiat al, 2009) and touches all the three pillars (so@abnomic and

political) of the vision 2030.

1..3  Purpose of the Study
The purpose of this study was to examine the fadiwat influence the lack of payment of

water in Embu Municipality, Embu County.



1.4  Objectives of the Study
The study was guided by following specific objeetiv
1. To examine the influence billing system has onrba-payment of water bills by
Water consumers of EWASCO in Embu Municipality.
2. To establish the influence of cost of water on tloe-payment of water bills to
EWASCO in Embu Municipality.
3. To determine the influence of revenue collectiopsteam on the non-payment of
water bills to EWASCO in Embu Municipality.
4. To examine the influence of water consumer behawnorthe non-payment of water

bills to EWASCO in Embu Municipality.

1.5 Research Questions
The study answered the following questions:
1. To what extend does the billing system influence tion-payment of water bills to
EWASCO in Embu Municipality?
2. How does the cost of water influence the non-payroémwater bills to EWASCO in
Embu Municipality?
3. to what extend does revenue collection systemenfte the non-payment of water
bills to EWASCO in Embu Municipality?
4. How does consumer behavior influence the non-paymiewater bills to EWASCO

in Embu Municipality?

1.6  Significance of this Study
The findings from the study would enable the WSP&mbu Municipality, Embu County

and in Kenya as a whole to control the factors itftdenced the payment for water by water

5



consumers. The study findings would help the W&Psidake prompt payments to WRMA
and thereby avoiding penalties charged for laterays. The public image of WSPs would
also improve. WRMA would benefit from this study Imecoming financially sound; in
policy formulation; making sound water allocatidans; improved water use efficiency and
water use tariff adjustments. The Government ofye(G oK) would benefit in ensuring that
water supply is sustained; use the information ftbmstudy to educate the stakeholders on
the water governance, and make water policy whithewsure adequate clean water for all
its citizens. The ministry of Water and Irrigatidl\WI) would benefit from this study, by

using the study finding to help in setting and eswing water policy.

Other beneficiaries of this study were the academsc and scholars who would gain
knowledge in the field of water supply and more cHjiEally the project planning and
management. Lastly, the study was an eye openéurfitier research, making it beneficial to

researchers.

1.7 Delimitations of the Study

The present study was conducted to assess tlwdabat influence the payment of water
by consumers in Embu Municipality with a view of kivg recommendations which would
assist in ensuring prompt payment of water in Er@ounty and Kenya as a whole. It was
carried out in Embu Municipality which is in Emlmountry. The study targeted all the

people supplied with water by EWASCO in Embu Mupédity

1.8 Limitations
This study was limited in some ways. Firstly, timae provided for the study was too short

considering that the researcher has other actvitieundertake, especially job requirements.

6



To avoid any inconveniences, the researcher woeké@ time and engaged the services of
research assistants to collect data and where s@geSecondly it was costly to conduct the
study. The researcher therefore opted to seekotor from SACCOs savings to cover any

deficit experiences.

1.9 Assumptions of the study

The basic assumptions of this study were that éspandents freely gave the correct and
accurate information as required by the study; Hzanple population was a true
representation of the whole population and that tteehnological, social and economic

conditions remained the same during the study.

1.10 Definitions of Significant Terms

Billing System in relation to water supply refers to systems, psses and methods
employed by WSPs to prepare process and send wbgeio customers.

Consumer Behaviuorin relation to a product or service is the mannewhich the target
consumers of a product or service react or bel@awartls the exceptional quality
of that product or service as regards the satisfactf the customer needs.

Customer in relation to water supply is an individual or igntconnected to and supplied
with water and obliged to pay for it.

Cost of Water is the amount of money as per the utility bills floe amount of water used
comprising of the costs of buying the raw water ttosts of treating and
distributing the water, and the wages for the tyii staff.

Payment of Wateris the act of footing the water bills through eitledectronic or manual

payments



Revenue Collection Systemare the procedures, processes and methods putde ply
WSPs to facilitate the water consumers pay theiemlaills as revenue

Tariff in relation to water supply means the price, oe mat charge set as being the price
chargeable on a cubic letter of used water.

Water Bill is a demand notice to customer to pay for wated.use

Water Billing is the act of preparing water bill and notifyingetcustomers of the amounts
due from them for the water they have used and ddimg payment for the same.

Water Consumers are the clients supplied with water by WSPs undecoatractual

agreement.

1.11 Organization of the study

The study contains an introduction in chapter owhjch gives a brief of the study
background; the problem statement; study purposg @bjectives; research questions,
significance of the study; study delimitations; iiaions of the study; assumptions made; and
operational definitions of terms used. Chapter twontains review of various literature
relevant to this study. The study reviewed empiiritarature which was about past studies
found useful to the present study. During the nevid empirical studies, the present study
showed the relevance and identified gaps left guhb authors and how these gaps would be
filled by the present study. The study also revigwWeoretical literature by exposing theories
which were relevant to the present study. The e framework helped to develop a
conceptual framework to the present study. Theysii@w a conclusion based on the

literature reviewed.



The research methodology is contained in chapteetiwhich details research design, target
population, sampling, data collection methods awthtiques, pre-testing, operationalization
of the study, data analysis and ethical considmratiChapter four of the study is the research
results and findings of the study. These are dladsinto descriptive analysis and content
analysis, which were analyzed based on the stuggctles. The results and findings are
then discussed at the end of the chapter, givipigtare of the status of affairs with reference
to the literature reviewed in chapter two. Sumnrfindings is obtained from chapter four

results and conclusions are drawn from these fgwdin

The study presents the summary of findings, coimmhssand recommendations in chapter
five. The study made policy recommendations witlgards to the study findings.
Recommendations for further study were also madecantained in this chapter. Lastly, the

study presents all the appendices relevant tordeept study.



CHAPTER TWO
LITERATURE REVIEW

2.1  Introduction

This chapter presents a review of literature perinto the study as presented by various
researchers, scholars’, analysts and authors.chaigter summarizes literature that has been
reviewed and will be reviewed for the purpose @ $itudy which is the payment of water by

Consumers in Embu MunicipalityThe literature covers theoretical framework and an
overview of the literature of previous studies,dfitgs and recommendation showing the

research gap to be filled. Lastly, the conceptuamework of the study and summary are

provided.

2.2 Review of Empirical Studies

The present study reviewed various empirical sgjdhich were found beneficial to this
study. These past studies were reviewed basedeostuldy objectives. The review involved
establishing the usefulness of these past studi¢lset present study and gaps left by past

studies, which the present study will fill.

2.2.1 Influence of Billing Systems

The study proposes that the billing systems whighdbaracterized by management style,
affect the payment of water by customers in varisays. For instance when the steps
involved in billing are many, the customer may fibdifficult to adapt to this and at time get

exhausted. Other factors of billing systems infirg payment of water by water users
include bureaucratic controls, mode of billing, toumser feedback, timeliness, and bill

delivery. A number of empirical studies will be assted with billing system were reviewed

to assist in regarding billing system as affectwater payment by consumers. Tidemand,
10



Steffensen, and Olsen (2007) conducted a studgeatify the challenges for decentralized
processing in local authorities compared to a edéimgd one. The study established that there
was balance between non-sector local planning entbisplanning and the related balance
between central planning and budgeting and fis@lolition and local budgeting, the
balance between empowerment of locally elected @tauand user (sector) specific groups
for enhanced local participation and accountabititye financing system, local management
of staff and HRM issues, coordination of serviceviters and Sector Reforms. This study
was important in showing that the internal procedaggely affected service delivery. It was
therefore imperative that billing systems wouldliehce the payment of water in Embu
Municipality, making this study very helpful in eding billing systems to payment water.
The study by Per Tidemand, Steffensen, and Olsed7(2failed to establish the relationship
between the billing systems and water payment usistatistical method, which is what this

study will do.

The study by Pretorius and Schurink (2007) showed delivery of services was influenced
by the systems in place. In the process, the ststigblished that there were challenges in
systems, which hindered service delivery. Thesdlariges included among others; effective
systems. The information obtained from this stugyPbetorius and Schurink (2007) will be
very helpful in establishing the factors in billirgystems, which influenced the service
delivery. However, the study by Pretorius and Sicthu¢2007) did not test for a relationship
between the factors and service delivery. Thihésdap this study will fill, by testing the

relationship between systems and processes andepawyinwater in Embu Municipality.

Baker (2009) conducted a study which found thatewaricing system required being

reforms within the WSPs. The study by Baker (20@%) very many gaps unfilled. For
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instance it was not clear what should be done sorenthe WSPs had participated in billing.
This study will relate the billing systems to theyment of water, which the study by Baker

(2009) failed to do.

Locally, Moraa, Otieno and Salim (2012) establiskieat water service providers needed to
develop and manage water resources efficientlyedfettively, and at the same time being
accountable to consumers. They found that somdediggls facing WSPs were related to
billing system. It was established that good systewere key to effective service delivery.
Although the study by Moraat al. (2012) did not clearly show how the billing sysgeem

affected the payment of water, it provided inforimatinking billing systems to the payment

of water. This study will fill the gap that the djuby Moraaet al (2012) did not fill, of

related systems and processes to payment of water.

2.2.2 Influence of Cost of Water

The cost of water in Kenya has been identified @ the major constraints in facilitating
access to safe and affordable water by all. Elseavimethe world, many studies regarding the
impacts of the cost of water against access haee benducted and they have presented
various observations. It is in this regard that gresent study reviewed various studies
related to cost of water. For example, Baker (20$)ducted a study on water supply in
Cambodia, Kenya, and Philippines, which found tater was supplied by fairly diverse
groups, with substantial differences in their bass operations and in financial
sustainability. The prices for services varied tdesbly by type of provider. In particular, it
was established WSPs lacked capacity on the cdsliiofy, which hindered service delivery.
Such information provided a basis to consider awswater as an important factor in

influence the payment of water. Similarly, a stuyBoakye and Nyieku (2010) found out
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that the most important factor in cost of water Wesappropriateness of the levels of service
to the affordability, and the maintenance providEde study argues thatifiless consumers
are convinced of the need to pay for services, givery will remain a problem, and the
long-term sustainability of drinking water provisiavill be compromised. An increased trust
and confidence, through better information and camication, can have a positive influence
on user’s satisfaction and willingness to payemphases on improving willingness to pay is
improved service delivery and relationship betwdenconsumers and WPSs. The paper by
Boakye and Nyieku (2010) brought in a concept wiatld ensure that all the customers, rich
and poor were served and the cost of recovery wagred in determining cost of water. The
objective of water management and reforms was sorerthat adequate, safe and affordable
water was available to all. Increasing the tanifsuld automatically eliminate the poor and
the low income earners. To ensure that all wergeskithis study conceptualizes on the need
to establish a relationship between the WSPs aedwater consumers, to ensure that
payment are made on time. This information willph& identify the factor to use in cost of
water. Cost of water indicators includes water ipge tariff adjustments, negotiations/
consultations. The tariffs are predetermined ard WSP cannot change these, as per the
contract, which make it difficult to pay for thestoof water supply when the tariffs do not

permit.

2.2.3 Influence of Revenue Collection Systems

According to Akech (2007) the main problems affegtwater payment in the region are
weak billing and revenue collection mechanismst obsvater and heavy financial losses.
Athi Water Services Board (2009) attributed theklat payment of water to cost recovery
and their financial base. Various studies were douseful in regarding revenue collection as

a factor influencing payment of water by users. NMumet al. (2011) showed that the WPSs
13



are suffering due to lack of centralized repositofydata. They indicated that there is no
detailed listing of which agency has what data (ahdvhat cost). This means that water
allocation decisions may be based on incomplete alaho data at all.

Where the WSP has revenue collection mechanisnh @sidew steps in revenue collection,
number of pay points, mode of revenue collecticimg, payment of water by consumers is
prompt too. The generation of revenues by WSPs®ffnany challenges attributable to
billing system, revenue collection system, costvafer, and water consumer behaviuor (UN-
HABITAT, 2011). To overcome some of the challengesas to attain sustainability and be
able to meet their financial sustainability, WSRséd an option of adjusting their tariffs to
reflect cost of producing water. Average tariff®sld at least be equal to the unit operation
cost. Effort should at the same time be made t@tpl@-poor tariffs to ensure that services
are afforded to the poor. A large number of WSP&wermed during the reforms and rely
on tariffs that were gazette by the Ministry of Waand Irrigation in 1999. Since then no
tariff adjustment were realized and most WSPs dreggling to pay basic inputs to
production like electricity bills, chemicals, staity deductions etc. The economic
performance of Kenyan Water Service Providers @sealy monitored by WASREB and
made available in the Impact Report to encouragapetition and spread best practices.
Important indicators of economic efficiency arellection rates, the level of non-revenue
water, metering ratios and labour productivity. Menyan Water Service Providers do not

meet the benchmarks in these dimensions (WASREB)200

Another challenge is the Unaccounted for Water (\8\Weing the difference between the
amount of water produced and the amount of watket. gaccompanying this is the UFW,
which is mainly due to leakage from pipes, unaug®ear use (illegal connections, unbilled

consumers), authorized but unmetered connectioascurate master meters for industrial,
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commercial and domestic purposes. This UFW is aéderred to as non-revenue water
(NRW). These challenges directly translate to theowant of money lost by WSPs, by
extension in the entire water sector. Overcomihgsé challenges is crucial step in
improving the financial base of water utilities asal/ing scarce water resources. (WASREB
2009). In addition to the fore mentioned problémsevenue collection by WSPs, there is
the issue of the systems and processes that thes W@ put in place to collect the revenue.
These include the number and location of pay ppihts mode, number and availability of
the various methods of making the payments whicly i either electronic or manual.
EWASCO is not exempted from these problems ancether this study will endeavour to
establish to what extend these factors affect tagment of water bills. The study will

evaluate their adequacy, effectiveness and efiigien

2.2.4 Influence of Water Consumer Behaviour

As observed by Paine (2002), establishing consubsdraviour is one of the key to
establishing successful business. While it is irtgpdrto come up with a product or service
with exceptional quality, having a clear grasp ofwhyour target consumers react or behave
and what factors affect their buying patterns aedaviour will enable you to address their
needs and establish a more successful businese(R&02). Very many different models on
consumer behaviour have been advanced, for instdheeeconomic model of consumer
behaviour focuses on the idea of getting the mesefits while minimizing costs. Thus, one
can predict consumer behaviour based on econondicators such as the consumer’s
purchasing power and the price of competitive potsluLikewise, there is the learning
model which is based on the idea that consumenii@inrais governed by the need to satisfy
basic and learned needs such as food, clothingshelter and fear and guilty respectively.

Thus, a customer will have a tendency to buy thihgs will satisfy their needs and provide
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satisfaction. There is too the psychological madekh takes into consideration the fact that
consumer behaviour is influenced by both the cansciand the subconscious mind. The
three levels of consciousness discussed by Sigrewd (id, ego and superego) all work to
influence one’s buying decisions and behaviour.

Successful businesses understand how to leverageditferent factors that influence
consumer buying behaviour to effectively marketirtiigoducts or services and maximize
sales (Kenrick, 2002). Studies have shown thatthez generally four main factors that play
a role in the consumer’s buying behaviour. Thestofa are cultural factors, social factors,
personal factors and psychological factors. Theclpsipgical factors that influence an
individual's decision to make a purchase are furthategorized into the individual’s

motivation, perceptions, learning and his beliefd attitudes.

Perceived usefulness has been found to be sigmifjceelated to intention to accept the
service. Perceived usefulness has been found ta better predictor of intention to use
compared to ease of use. Perceived usefulnessheatriver of the intention to pay for the
service. The study by Ramayah al (2003) clearly portrayed perceived usefulnesshas t
main behavioral aspect of the consumers which gargrdetermined the payment for the
services. Although this study came out with findirthat would help in construction of the

variables to this research, it failed to exhaushal aspects of the consumer behavior.

A study by Ibrahimet al (2006), revealed six composite dimensions of custdoehavior to

service delivery; provision of convenient/accuraperations; the accessibility and reliability
of service provision; good queue management; serpersonalization; the provision of
friendly and responsive customer service; and tligion of targeted customer service.

Perceived usefulness, security and privacy arerthi@ perusing factors to accept a service.
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The study by Ibrahinet al (2006) embarked on perceived usefulness as regagpeciating

a service and therefore conforming to it. The stgdye insight information on the influence
of usefulness of service provided by WSPs and tbexethe willingness to pay for such
services. Lastly, the study proposes that Conssireeek out to pay where they see best
value for money and they are educated about it. Tastomer Behavior is indicated by;

awareness, willingness to pay, and reliability wply (quality, frequency, quantity)

2.3 Theoretical Framework

The study developed a concept based on variousiése&ertain theories best explain the
role of water service providers in water managemé&or instance, the Agency theory
contents with two participants; agent, and theedtalders. According to Bhimani (2008), the
theory requires a separation of ownership and obnwrhere the stakeholder command the
ownership as the agent ensure control. This waysthkeholders expect the agents to act and
make financial decisions in the interest of th&kettmlders. The agent will work as per the
expectations of the stakeholders with the aim okim&ing value of the stakeholders. With
regard to water resource management, the WSPsxpeeted to pay for the water use to
satisfy the demands of WRMA and maximize the vaii®VSBs. They are there to ensure
that WRMA and WSBs successively sustained finanf@ator. This would only be made
possible by ensuring that all the payments for med@sumed are prompt. The WSPs should
show their agency proficiency by collecting all freeyments for water supplied to consumers

at the appropriate time and efficiently.

Another theory, the Stewardship Theory, suggegisatients protect and make surpluses for
the owners (Abdullah & Valentine 2009). It stres#iest the agents must ensure that they

operate the services to optimize financial perforoea as they retain sufficient surpluses. The
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theory demand for existence of a structure, whitip@vers the agents and allows for their
autonomy, built on trust. The WSPs are actuallynéggewho provide service on behalf of
WSBSs. According to this theory, WSPs must ensuaettie WRMA collect enough money to
sustain the water management system in Kenya. pheations in these WSPs must ensure
that there is optimization of their financial perfance.

Thirdly, the study reviewed the cost-recovery payadas explained by Baker (2009), which
is based on the economic theory and rests on dyssiole economics approach. Based on
this theory, the WSPs are not able to sustain tyg#rations without the capacity to charge
prices which cover capital costs, variable costd, maintenance costs, which means they are
not able to engage in the sale of water to allarasts without cost recovery. To reach the
ideal of economically efficient provision, each woi water should be sold at a price equal to
its marginal cost plus fixed costs divided by theugtity supplied, and a certain quantum of
profit may be added. This paradigm is consistdrg: neoclassical economics, which insist
that “efficient marginal pricing of all units leads supply and demand meeting at a point of
equilibrium; and since all people have a demandaf@ertain amount of water, all will be
served at their equilibrium price. Water allocatlmmsed on such added value logic imperils
the water usage of the poor thanks to the loweeddalue of their consumption; we must
merely substitute the concept of “added value” ifserfunctional equivalent, “capacity to
pay”. If the hypothetical industrial enterpriseaisle to sell its products on the market at ten
times the value per litre of water used, and wagethe only relevant input, then the
enterprise’s capacity to pay for water is equatd@mdded value, or ten times as high as that
of the agricultural enterprise. Thereby, a gregugntity of water will be allocated by any
profit-maximizing water supplier to the industriahterprise; the supplier is here merely
responding to effective demand. To a profit-seekivager company, the added value of

supplying water to the wealthier citizen appearsit@s higher than that of supplying to the
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poorer citizen. The water company will invariablydalogically concentrate its resources on
supplying water to the higher value added customeven if this customer’'s consumption is
part-luxury and the poorer customer’s consumptsowholly at a subsistence level. From the
supply-side perspective of a cost recovery-oriefited, demand is only worth meeting if the
firm is able to cover the costs of the supply. Amgter connection built must therefore
expectably cover at least its initial infrastruetwwosts plus the marginal cost of supply and

upkeep”.

The pricing theory shows that a surplus can obWolie obtained when one buys an asset at
lower price and then sells the same asset at &hpgite. According to the theory, the price
of the assets changes up to equilibrium, when taexeno more positive returns between the
same assets and the possibility of profiting frompiteage is gone. (Rorden and Kristofer,
2010). This theory was found very useful in exglagnthe cost recovery, which must ensure

that there is sufficient surplus after recovering tost of water.

Another theory, Parkinson theory was emphasizeddajpimsen, (2007) who indicated that
that the service delivery to consumers in publict@eis improved by designing effective
mechanism. The theory stresses on improving thiges the mechanisms used in service
delivery. It insists that improvement in such matken would invariably improve the service
delivery. The theory suggests these improvementsldvbe achieved by increasing the
number of counters or service points where custsm@er served, which could reduce waiting
time. Other improvement is with equipping servicapdoyees with relevant skills and
knowledge. Further, the firm can increase servieévery by dividing up the task of
servicing a particular client into several sub-tagkensure that clients deal with a number of

service employees instead of one and ensuring tefkeand more supervision within the
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office. This theory related service delivery tostggms and process in the public service
agency. It shows that service delivery is deterchiby the mechanisms, available at the
service delivery location. This is to say that teeenue collection systems play a key role in
payment collection from the water consumers by W3Wish sufficient revenue collection
locations and mechanisms, the WSPs would convéyieoitect all water payments from the

customers, which increase payment of water.

The main theory which plays a central role in adslireg the customer behavior is Theory of
reasoned action (TRA), a well-established socigtlpslogical model. This theory assumes
that individuals are usually rational and will cales the implications of their actions prior to
deciding whether or not to perform a given behavidRA postulates that an individual's
consciously intended behavior is a result of hisuate towards performing the behavior and
subjective norm (SN), which is the overall perceptof what family, friends, and colleagues
think the individual should or should not do. Iretbontext of payment of water, the more
positive the attitude towards payment of water twysumers and the greater the perception of
social pressure (SN) towards paying, the strorfgeirtention to continue paying (Ibraheh

al, 2006)

2.4 Conceptual Framework

This study proposed that the payment of water im&EMunicipality is influenced by billing
system, revenue collection system, cost of wated, water consumer behaviuor. In which
billing system, revenue collection system, costvater, and water consumer behaviuor are
the independent variables and the payment of vigitéie dependent variable. However there
are other variables which may influence paymertiwk raw water use charges by WSPs in

Embu County. This study considers such variablestasvening variables. These included
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the legal framework, economic factors, tariffs, atiitudes of water consumers. This concept
is captured in Figure 1.

Independent Variables Dependent variable

Billing Systems
i. Processing Systems
ii. Delivery Mechanism
iii. Timeliness
iv. Follow ups
v. Customer Feedba

Revenue Collection Mechanism
i. Payment Mode

ii. Number of Pay Points

iii. Automation of Collection Payment of Water

iv. Location of pay pints

i. Pay Bill on Time

A 4

Cost of Water

i. Pricing Tariffs
ii. Tariff Adjustments L
iii. Negotiations

A
!
1
i
1
i
i
i
i
i
i
i
i
i
i
i
i
1
i
i

Information Technology
i. Awareness

ii. Consumer’s Willingness to Pay Legal framework

iii. Reliability of Water supply « Economic factors

iv. Sufficiency of Water e Tariffs

v. Quality of Wate Source of finding

\ 4

Moderating Variables

Figurel: Conceptual Framework

Note: Overall, the results of the relationships showed the consumer behaviour had a positive effecvater

bill payment; the cost of water had effect on ittadiility to pay; there was no relationship betweevenue
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collection mechanism and the non-payment of waiteand that there is a positive relationship bedw billing

system, bill delivery mechanism; failure to produgater bills on time on the payment of water hills.

2.5 Summary.

Many studies were conducted on billing systems (Rdemandet al, 2007; Pretorius &
Schurink, 2007; Baker 2009; and Moragaal., 2012), revenue collection (Kaseem, 2011;
Normandet al., 2002, Jochimsen, 2007), Cost of water (Bakegkge & Nyieku, 2010; and
Tiwari & Bonaya, 2011)). However, none of thesedsts addressed billing systems, revenue
collection, and cost of water and, customer behguiatly as factors influencing payment of
water by customers. Further, very few studies, n{,arelated billing systems, revenue
collection, cost of water and, customer behaviopayment of water using a statistical

method. This is the gap the study filled.
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CHAPTER THREE
RESEARCH DESIGN METHODOLOGY
3.1  Introduction
This chapter covers the research methodology, wiiieds direction to follow in order to get
answers to issues that are of concern. The maitentsnof the methodology are research
design, the target population, sampling, tools tauthniques of data collection, pre-testing,

validity, reliability, data analysis and ethicalnsiderations.

3.2 Research Design

This study used a descriptive survey method toimhidormation on the payment of water
by consumers, which was used to analyze to edtathiesfactors influencing water payments
in Embu Municipality. First the study sought to &ips the payment of water by consumers,
phenomenon and provided insights into this problgndescribing the variables of interest,
which made descriptive a favourite. This study asaght to define, estimate, predict and
examine all the relationships between the Indepentfariables (IVs) and the dependent
Variable (DV), where descriptive design serves wiktbmbo &Tromp, 2006). The present
study sought to provide useful and accurate inftionato answers the research questions
based on when, and how. It used descriptive desigrccurately obtain the answers, since

descriptive design is used to answer question an what, when, and how.

3.3  The Target Population

The target population was the 8,836 water consumeEsnbu Municipality and EWASCO.

The target population of water consumers is cagtiurdable 3.1
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Target population of the consumers

Table 3.1 Number of connected consumers per supphpne

Supply zone Number of consumers
Njukiri 587
Blue valley 1,687
Spring Valley 584
Central Business District 1,083
Majengc 1,00(
Dallas 2,380
Majimbo 1,050
Karurina 297
PIA 168
Total 8,836

Source: EWASCO '8 Annual General Meeting Report.

3.4 Sampling Size and Procedure

Owing to the size of the sample frame, the researabed the Fischer sampling technique to
obtain the sample size (Fisher, 1999). The fornula

N=Z’PQ/D* where Z is the standard normal distribution = 1.B6is the probability of
selecting a unit which in our case is 0.5 and Qésprobability of not selecting a unit = 1-P =
1-0-5 =0.5. D is the confidence level (95%) i.€90.

Such that N= 1.96X 0.5 X 0.5/0.05 = 384
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The expected number of respondents was 384 butsaarcher chose 400 respondents as a

rounded number. The researcher collected data fiwenrepresentative sample of 400

subjects consisting of water consumers in Embu ®pality. The sample population came

from the nine supply zones of Embu Municipality aaref supply namely Njukiri, Blue

Valley, Spring Valley, Central Business Districtallds, Majengo, PIA, Majimbo and

Karurina. The study used stratified sampling t@skethe appropriate number of respondents

from each area, making to a total of 400. Final study used simple random sampling to

select the respondents from each estate makingah db 400 respondents. Thus, simple

random was used to select these consumers anthyHeren the respondents

Sample size

Table 3.2 Sample Size

Supply zone Number of consumers Sample size
Njukiri 587 27
Blue valley 1,687 76
Spring Valley 584 26
Central Business District 1,083 49
Majengo 1,000 45
Dallas 2,38( 10¢€
Majimbo 1,050 48
Karurina 297 14
PIA 168 7
Total 8,836 400

Source: EWASCO '8 Annual General Meeting Report.
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3.5 Tools and Techniques of Data collection

Data was collected from both primary and secondauyces.

3.5.1 Data Collection Tools

Primary data was collected using a structured ¢uestire, which had closed ended
guestions. The structured questions are usualhdatdized to allow the respondents to reply
to the same questions in a defined manner. Thetiqoneaire was justified, as it will allow
the intended respondents, who are all literate lace able to understand the questions
posed therein on their own, more time to reflecttlogir answers thereof. The researcher
provided guidance and clarifications on how to arsthe questions (Kombo & Tromp,
2006). The researcher conducted interviews to oordind clarify issues arising during data
collection (McNamara, 2009). This gave the respoisi complete freedom of response and

encouraged them to offer explanation.

Secondary data was collected from existing docusieoin the water resource management
stakeholders. The main source of secondary infeomatas published guides, journals and

information from internal sources.

3.5.2 Data Collection Techniques

The researcher first obtained a letter from Uniwersf Nairobi approving and introducing
him to the respondents. Before the data was ¢etle¢he study first conducted a pilot test
on the research tool, where data for testing wdleated from respondents who were not
allowed to participate in the data collection fdre tstudy. During data collection, the

researcher first sought an appointment with theic®ffin-charge or a senior manager of
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EWASSCO, requesting to be allowed for the admiat&in of the questionnaire within the
area of operation. Arrangements were then made lmenvand how to conduct the data
collection. When collecting primary data, the resbar and research assistants assisted the
respondents to fill the questionnaire and at trek they confirmed any issues arising out of
the data supplied (Kombo & Tromp, 2006).

The study sought the services of three ResearcistAsts (RAs), who assisted in data. They
were thoroughly trained on the questionnaire and km collect data. The RAs were the
assigned different three areas to visit for datéection and directed on the respondents to
administer the tool in each area. When collectingh@ry data, the researcher and research
assistants visited the assigned area and sougieinaedvith the respondents. They requested
the respondents for permission to administer qoieséire to them. During the course of data
collection, the RAs assisted the respondents tah@ questionnaire and at the end they
confirmed any issues arising out of the data sedplThey also posed the questions in the

interview guide and recorded the answers accorgling|

The EWASCO staff responded by providing secondaata dusing the Institutional
Assessment Tool provided in Appendix Ill. The deddected was used to verify the answers
provide by the water users (through the questioeharhe EWASCO staff were provided
with the Institutional Assessment Tools (IAT), wiighey filled and returned to the

researcher after two days.

3.6 Pre-Testing
The study conducted a pre-testing through pilot tefs the study instrument before
administering it. The pilot testing was conductadan attempt to test the reliability of the

research tool. The pilot tests identified possipteblems; clarify on the instrument and
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appropriateness of the language during the maidystin fact, the purpose of the pilot
exercise was to debug the study instrument so gbbjects in the main study did not
experience any difficulty in completing it (Kval2007). The pilot also assessed the relevance
of the research objectives, tested the respondeutsierstanding of the research
questionnaires and any potential problems with miifar terms used in the instrument, and
got an idea of how long it would take to compldte guestionnaires so as to fit that element

into the data collection phase timetables.

3.7  Validity

Validity is the degree to which result obtainednfranalysis of the data actually represents
the phenomenon under study. Validity of instrumemhich is the accuracy and
meaningfulness of inferences was measured usingembnalidity test. Content validity
measures the degree to which data collected usiparécular instrument represents a
specific domain of indicators or content of pad@wconcept. The present study assessed the
content validity using experts; one from the watepply management, and the other from
project planning and management (the supervisorthef project). The water supply
management expert determined whether the setsrn§itan accurately measure the payment
of water use charges by Water Consumers. The prol@ening and management Consultant,
who is the project supervisor, assessed the toastablish what concept the instrument was
trying to measure. Expert opinion was requestedorament on the representativeness and
suitability of questions and give suggestions oe #tructure of the tools. The experts
commented on the representativeness and suitadiilijuestions and give suggestions on the

structure of the tools. This helped improve theteotivalidity of the data that was collected.
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3.8  Reliability

Reliability on the other hand refers to a meastrin® degree to which research instruments
yield consistent results (Mugenda and Mugenda,3R0lhe pre-testing aims at determining
the reliability of the research tools including th@rding, structure and sequence of the
guestions. According to Kvale, (2007) the pilotttés conducted to detect flaws and

weakness in design and instrumentation and to geodata for selection of a probability

sample. Although the respondents do not have tosthéstically selected, very small

populations in pilot testing runs the risk of exs@ng the supply of respondents and

sensitizing them to the purpose of the study (Coapd Schindler, 2008).

3.8.1: Reliability statistics

Table 3.3 shows that the overall cronbach alpla882, which is high and indicates a strong
internal consistency among the four non-paymenwater bills indicators. Essentially this
means that respondents who tended to select hagbsstor one variable also tended to select

high scores for the others.

Table 3.3: Reliability statistics

Cronbach’s Alpha No. of ltems

0.882 4

3.8.2: Corrected Item-Total Correlation

Table 3.4 shows the corrected Item-Total Corretatichighlights the column containing the
"Corrected Item-Total Correlation" for each of thiems. This column displays the
correlation between one variable and the sum saioitee other three items. For example, the

correlation between poor bill delivery mechanismd #me sum of insufficient Number of Pay
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Points, Pricing Tariffs, Failure to produce bilis time is r = .795. What this means is that
there is a strong, positive correlation betweensttwes of poor bill delivery mechanism and
the combined score of the other three (insufficidomber of Pay Points, Pricing Tariffs,

Failure to produce bills in time ).

Table 3.4: ltem-Total Statistics

Scale Correctec Cronbach'
Scale Mean iVariance illtem-Total Alpha if Item

Item Deleted Item Deleted Correlation Deleted

Poor bill  Delivery5.9657 6.869 795 .730
Mechanism

Insufficient Number ©6.292¢ 8.14¢ .844 .891
Pay Points

Pricing Tariffs 5.493¢ 8.06( 768 7€
Failure to produce bil5.7414 6.674 .874 .840
in time

The pilot study was conducted on ten water conssingdr three different consumer
categories, who did not participate in the datdectibn. The research tool was administered
to the respondents who were allowed one week fworek The data was tested for reliability
to establish issues such as data sources, metHodata collection, time of collection,
presence of any biasness and the level of accuiidwy.test for reliability established the

extent to which results were consistent over tiftiee researcher improved the instrument by
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reviewing or deleting inconsistent items from thetiument. To test for reliability, the study
used the internal consistency technique by empipthe Cronbach coefficient Alpha test for
testing the research tools. Internal consistenayatéd is determined by correlating the scores
obtained from one time with scores obtained froheptimes in the research instrument. The
result of correlation is the Cronbach coefficierplda, which is value between -1 and 1. The
coefficient is high when its absolute value is tgedhan or equal 0.7 otherwise it is low. A
high coefficient implies high correlation betwedrese items which means there is high
consistency among the items and such items shaoaldetained in the tools. This study
correlated items in the instruments to determing hest they relate. Where the coefficient

was very low, then the item was reviewed by eitkenoving it from the tool or correcting.
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3.9

Operational definition of variables

Table 3.5: Operational Definition of Variables

Variable Type of variable Indicators Measure Scalef Measurement | Tool of Analysis
Payment of WaterDependent Variable|- Disconnections Promptness in Payment pOrdinal Descriptive
bills by Consumers - Prosecutions Water
- Fines
Billing Systems Independent Variable Processing Systems | Relationship betweenOrdinal Descriptive
- Delivery Mechanism | billing system and
- Timeliness payment of Water by
- Follow ups consumers
Revenue Collectio| Independent Variak |- Payment Mod Relationship betwee| Ordina Descriptive
Mechanism - Number of Pay Pointg Revenue Collection
- Automation of| Mechanism and payment
Collection of Water by consumers
- Location of pay points
Cost of Water Independent Variable- Pricing Tariffs Relationship between CosOrdinal Descriptive
- Tariff Adjustments of Water and payment of
- Negotiations Water by consumers
Consumer Behaviour Independent Variable- Awareness Relationship betweenOrdinal Descriptive
- Willingness to Pay Consumer Behaviour and
- Reliability of Water| payment of Water by
supply (quantity, consumers

quality and frequency
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3.10 Methods of Data Analysis

The analysis of the present research was doneebygb of programme, statistical package
for social sciences (SPSS). The data was codedebafaning the analysis. The scale value
was considered as the code for a particular staterRarther, suitable codes on variables for
each tool were available after analysis throughSR&S. The calculated percentages, and
product moment coefficient correlation of the bifli systems were used for the analysis
purposes. The analysis of correlation analysis wsasl to find out if there was a relationship
between billing system and payment of water bijsrbnning correlation matrices. The
product moment correlation coefficient was evaldate determine the strength of the

relationship between independent and dependertblas.

3.11 Ethical Issues

Ethical considerations in research can be defiseeingsuring that the researcher conforms to
the standards of conduct of the authorities inaitea of research. Examples of ethical issues
that may arise are voluntary participation of resjents, deception to participants,
anonymity and confidentiality of information giveamalysis and reporting, harm or danger to
participants and any other professional code atetbxpected. To ensure that the research
was done in an ethical manner according to the@apens of all authorities, a letter from
the university was obtained. The researcher filghioed an introductory letter from the
University of Nairobi to collect data from the orgzation. The researcher held a moral
obligation to treat the sensitive information wittmost decorum. The researcher informed
the respondents that the instruments being admaieidtwas for research purpose only and
the respondent’s identity would be kept confiddntfor those respondents who were
reluctant to disclose some information, the redearceassured such respondents of use of

the information and the confidentiality of identijthe informants.
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3.12 Summary

This study has been designed to use descriptivigrdesirvey targeting a sample of 400
consumers as respondents sampled from an estirB@€&@0 sample size. Data will be
collected using a both open and closed ended guesire as well as interviewing of the
respondents after which the data will be analyzgdguboth descriptive and content analysis

and presented in the form of tables and charts.

34



CHAPTER FOUR
DATA ANALYSIS, PRESENTATION AND INTERPRETATION

4.1  Introduction

This chapter covers analysis of data, presentadiuh interpretation of the study results,
obtained using the collected data on the assessmhené factors that influence the lack of
payment of water in Embu Municipality, Embu Countyhe focus was on how the billing

system affected payment of water; how the revewnlleation system was effecting the water
payment by water users; the cost of water and dnswmer behavior and their contribution
to the failure to pay water bills on time. Othectfas such as economic factors, pricing
tariffs, and the ability of the consumer to paytimne were also considered. Both qualitative

and quantitative data analysis results are predente

4.2 Data analysis and presentation

The data analysis was based on the research ekgetnd is presented here. The data was
analyzed using descriptive analysis of quantitadi@&a and content analysis of the qualitative
data. Inferential analysis was done to establisktiadr the independent variables actually

measure the dependent variables is also presented.

4.2.1 Respondent Response Rate

The survey fieldwork was conducted in the monthdume and July 2012.The questionnaire
was administered by the researcher on 400 respts@enl 393 respondents replied and
therefore the return rate was 98.25%. The researelhd and interpreted to the respondents
each of the questionnaire items when requestedqiiéstionnaire provided a list of potential
areas of challenges facing the payment of watewater consumers which the respondent

rated. The results on Table 4.3 show the studyoresprate. From the results, there was a
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response rate of 98.25%, which was very high (wgopd) according to Mugenda and
Mugenda (2003) who said that a response rate of@88% was very good. The high response
rate may be attributed to fact that the researsistasits assisted the respondents most of the
times during the filling of the questionnaire. Inlpa few circumstance that the respondents
were left to fill the questionnaire alone. The higdsponse rate may be attributed to the

approach used in data collection and the resposdeilingness to participate.

4.2.2 General characteristics of the respondents

An assessment of the kind of water customers cdaedeo EWASCO, gave the results as
shown in Table 4.1. This table shows that majaftwater consumers in Embu municipality
(79.4%) are individual or households, followedBysiness/private institutions at 13.2% and
least water consumers was Government institutidna anere 7.4% of the total water
consumption in Embu municipality. The assessmenthie various water consumers were as

tabulated below

Table 4.1: Category of consumers

Category of Customers Frequency percentage
Government Institutions 29 7.4
Business/ Private 52 13.2
Individuals 313 79.4

Total 394 100
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4.2.3: Relationship between period of stay and Peril Used Water from EWASCO

The study undertook to establish how long the watarsumers had been connected with
water supply and how long have they been usingrwatas was t ascertain the duration of
their experience is using water from EWASCO. Thsults are tabulated in Table 4.2.
Among those who participated in the study, mosthein had stayed in Embu Municipality
for over 7 years, as shown in Table 4.2. Those mdtbused water from EWASCO for over 7
years were the majority, forming 28.00% of the ltoésponse. They were closely followed
by those who had only used water from EWASCO fasléhan 2 years, who made up
26.70% of the total response. Those who had uséeriram EWASCO for between five
and seven years formed 25.70% of the total resporise least were those who had used
water from EWASCO for between two and four yearseyl formed 19.60% of the total
response. The close percentages show the popuwdEWASCO as a water provider to the

residents of Embu municipality.

Table 4.2: Period of using water from EWASCO

Period of using water from EWASCO Frequency Percetage
Less than 2 years 105 26.6

2 to 4 years 77 19.5
5-7 years 102 25.9
Over 7 years 110 27.9
Total 394 100
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4.3 Non-payment of water bills analysis
Using the indicators for no-payment of water bilissingle variable called no-payment of

water bills was developed and analyzed and presestéollows.

4.3.1 Regular Water Disconnections

Table 4.3 shows that about 60.7% of the respondsaits that they had observed water
disconnections in their area, while about 34.7%glieed that there were no regular water
disconnections. This high rate of water disconomastican be attributed to nonpayment of

water bills on time.

Table 4.3: Respondent assessment of Regular wata@scbnnections

Respondent Assessment Frequency Percentage
Strongly agree 78 19.7

Agree 208 52.8

Neither 3 4.6

Disagree 112 28.4
Strongly disagree 23 5.8

Total 394 100

4. 3.2: Frequency of prosecutions of water paymemtefaulters

The consumers were questioned on the frequencyatd#rwlisconnections as a result of water
bills payment default and their answers are aseptesd in Table 4.4.

Table 4.4 shows that 56% of the respondents saidliere are no prosecutions of water bills
payment defaulters and about 31.7% said ther@issecution. 12.2% were neutral, meaning

that they were not aware whether water bills dééaslare usually prosecuted. This apparent
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lack of information and high rate of non-prosecasi@f water bills payment defaulters could

explain why the residents do not pay their watts bn time.

Table 4.4: Frequency of prosecutions of water billpayment defaulters

Respondent Assessment Frequency Percentage
Strongly agree 6 1.5

Agree 119 30.2

Neither 48 12.2
Disagree 183 46.4
Strongly disagree 38 9.6

Total 394 100

4.3.3: Frequency of fines for water bills payment efaulters

The consumers were questioned on the frequenayed for water bills as a result of water
bills payment default and their answers are aseptes in Table 4.5. This Table shows that
majority of the respondents (77.2%) either disagjree strongly disagreed th#te water
supplier always charges fines for water bills paymeefaulters and about 16.2% either
agreed or strongly agreed. 6.6% of the respondesits neutral. This is another factor which
shows that the water consumers in Embu municipdbtyot see the urgent need to pay water

bills on time.

39



Table 4.5: Frequency of fines for water bills paymst defaulters

Respondent Assessment Frequency Percentage
Strongly agree 8 2.0

Agree 56 14.2

Neither 26 6.6

Disagree 245 62.2
Strongly disagree 59 15.0

Total 394 100

he water supplier always charges fines for water payment default

4.3.4: Frequency of bribes to evade disconnections fine or prosecutions

The consumers were questioned on the frequencyilidsbto evade disconnections or fines
as a result of water bills payment default andrtaeswers are as presented in table 4.6. This
Table show that about 56.6% of the residents $eitithe staff of the water supplier asks for
bribes from water consumers to evade disconnectiofiae or prosecutions. Another 26.4%
said that the staff of the water supplier doesas@itfor bribes to evade disconnections or fine
or prosecutions. About 17% did not either agreedmagree. This shows that water
consumers in the municipality could delay paymentvater bills for as long as they are

willing to part with a bribe to avoid water discaations.
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Table 4.6: Frequency of bribes to staff

Respondent Assessment Frequency Percentage
Strongly agree 40 10.2
Agree 183 46.4
Neither 67 17.0
Disagree 65 16.5
Strongly disagree 39 9.9
Total 394 100

for to evade disconnections or fine or

4.4: Relationship between billing systems and nonagyment of water bills
The residents asked to say whether weak watepitmitessing systems had any influence in

the payment of water bills and their answers angreasented in Table 4.7.

4.4.1: Frequency of Water Bill Processing Systems

Table 4.7 show that 67.8% of respondents saidahAteak Water Bill Processing Systems
causes delays in water paymeweak Water Bill Processing Systems causes delays in water
payment. Another 27.5% either disagreed or strongly disadrthat aweak Water Bill
Processing Systems causes delays in water paymbatrespondents who were neutral
formed 4.6%. This shows that water consumers daeudive their water bills on time and

this causes delays of payment of water bills.
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Table 4.7: Water Bill Processing Systems

Respondent Assessment Frequency Percentage
Strongly agree 52 113.2
Agree 215 54.6

Neither 18 4.6

Disagree 102 25.9
Strongly disagree 7 1.8

Total 394 100

4.4.2: Correlation of non-payment of water bill andWater Bill Processing Systems

The relationship between the water bills processiygiems and non-payment of water bills
was subjected to a correlation calculation andéikalts are as shown in table 4.8.

This Table shows that there is a positive relatim between nonpayment of water bill and a
weak Water Bill Processing Systems .This showsttiere is a positive relationship between
nonpayment of water bill and a weak Water Bill Rrsging SystemsThe correlation

coefficient(r=0.193), p=0.000, which is statistlgadignificant.
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Table 4.8: Water Billing Processing System Correlabns

Weak Water Bill Processi
Systems causes delays

Nonpaymeniwater payment

Nonpaymer Pearson Correlati(1 1977
Sig. (2-tailed) .000
N 392 390

Weak  Water  BilPearson Correlatid.193 1

Processing Systergig, (2-tailed) .000

causes delays in wa'N 39(C 39C

payment

**_Correlation is significant at the 0.01 levekH@iled).

4. 4.3: Frequency of bill Delivery Mechanism

The relationship between frequency of water bikéivéry mechanism and non-payment of
water bills was subjected to a correlation cal¢oiatnd the results are as shown in Table
4.9. This Table indicates that about 51.9% of tegpondents said that poor bill Delivery
Mechanism lead to delayed payments of water BAi®ther 42.5% did not agree that poor
bill Delivery Mechanism lead to delayed paymentsmafter bills. Only 5.6% were neutral.
This shows that an improvement in the bill Delivgchanism is needed so that the water

consumers can pay their water bills on time.
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Table 4.9: Bill Delivery Mechanism

Respondent Assessment Frequency Percentage
Strongly agree 32 8.1

Agree 172 43.7

Neither 22 5.6

Disagree 141 35.8
Strongly disagree 26 6.6

Missing System 1 0.3

Total 394 100

4. 4.4: Correlation of non-payment of water bill am Poor bill Delivery Mechanism

The relationship between the non-payment of wailts Bnd poor water bills delivery
mechanism was subjected to a correlation calculadiad the results are as shown in Table
4.10. This Table shows that there is a positivati@iship between nonpayment of water bill
and Poor bill delivery Mechanisnthe correlation coefficient(r=0.0.161), p=0.001,iethis
statistically significant indicating that poor bitlelivery mechanism is associated with

nonpayment of water bills.
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Table 4.10: Bill Delivery Mechanism Correlations

Poor bill Delivery Mechanis

lead to delayed payments

Nonpaymenjwater bills

Nonpayment Pearson 1 1617

Correlation

Sig. (2-tailed) .001

N 392 39C
Poor bill DeliveryPearson 1617 1
Mechanism lead 1Correlation
delayed payments gjq (2-tailed) |.001
water bills N 390 390

**_Correlation is significant at the 0.01 leveH@iled).

4. 4.5: Frequency of Failure to produce water billsn time

The relationship between the failure to produceewhtlls in time and non-payment of water
bills was subjected to a correlation calculation éime results are as shown in Table 4.11.
This Table shows that about 52.7% either disagmedtrongly disagreed that failure to
produce water bills in time causes delays in payneérnwvater. About 42.7% agreed that
failure to produce water bills in time causes delay payment of water. This shows that

water consumers were divided on this opinion amdetfore the water provider seems to be

doing well on producing water bills in time.
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Table 4.11: Failure to produce water bills in time

Respondent Assessment Frequency Percentage
Strongly agree 37 9.4

Agree 130 33.0

Neither 18 4.6

Disagree 166 42.1
Strongly disagree 40 10.2
Missing system 3 0.8

Total 394 100

4.4.6: Correlation of non-payment of water bill andFailure to produce bills in time

The relationship between the failure to produceewhtlls in time and non-payment of water

bills was subjected to a correlation calculation &me results are as shown in Table 4.12.
This Table shows that there is a positive relatiqméetween nonpayment of water bill and

failure to produce water bills in tim&he correlation coefficient(r=0.0.151), p=0.003,ieth

is statistically significant indicates that failute produce water bills in time is associated

with nonpayment of water bills in time.
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Table 4.12: Failure to produce bills in time Correhtions

Failure to produce bills
time causes delays

Nonpaymen|payment of water

Kk

Nonpayment Pearson Correlatiql 151
Sig. (c-tailed .00<
N 392 387

Failure to produce bil Pearson Correlati(.151" 1

in time causes delays Sig. (2-tailed) 003

payment of water N 387 387

**_Correlation is significant at the 0.01 level-tailed)

4. 5: Frequency of Lack of follow ups

The relationship between lack of follow-ups and4payment of water bills was subjected to
a correlation calculation and the results are asvehin Table 4.13. This Table 4.13 results
indicate that about 44% of the respondents saidldc& of follow ups results into delays in

payment of water bills whereas about 46% disagtieatlack of follow ups results delays in

payment of water bills
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Table 4.13 Lack of follow ups results delays in pagent of water

Respondent Assessment Frequency Percentage
Strongly agree 29 7.4

Agree 145 36.8

Neither 36 9.1
Disagree 146 37.1
Strongly disagree 37 9.4

Total 394 100

4. 5.1: Correlation of non-payment of water bill ard Lack of follow ups

The relationship between lack of follow-ups and-payment of water bills was subjected to
a correlation calculation and the results are asvehin Table 4.14. This Table shows that
there is a no relationship between nonpayment démfaill and lack of follow ups. The
correlation coefficient(r=0.0.057), p=0.263, whismot statistically significant indicates that
lack of follow ups is not associated with nonpaymeiwater bills in time. This indicates

that water consumers are ready to pay their walteniathout any follow ups to pay.
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Table4.14 Lack of follow ups Correlations

Lack of follow ups results deld

Nonpaymeniin payment of water

Nonpayment Pearson 1 .057
Correlation
Sig. (c-tailed 263
N 392 392
Lack of follow upsPearsor .057 1

results delays iCorrelation
payment of water gjg (2-tailed) |.263

N 392 392

4.6: Relationship between ineffective mode of payinbills and non-payment of water
bills.
The relationship between ineffective mode of paymilgs and non-payment of water bills

was subjected to a correlation calculation andésalts are as shown in Table 4.15.

4.6.1: Frequency distribution of ineffective mode bpaying bills

Table 4.15 results indicate that a majority of teepondents (73.6%) said that “There are
ineffective mode of Paying bills which discouragbem from paying water promptly”
whereas about 22.7% either disagreed or strorighgeeed ineffective mode of Paying bills

discourages them from paying water bills promp#ymere proportion of 3.6% were neutral.
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Table 4.15: Ineffective mode of Paying bills

Respondent Assessment Frequency Percentage
Strongly agree 65 16.5

Agree 223 56.6

Neither 14 3.6

Disagree 81 20.6
Strongly disagree 8 2.0

Total 394 100

4.6.2: Correlation of non-payment of water bill andineffective mode of paying bills

The relationship between ineffective mode of payits and non-payment of water bills

was subjected to a correlation calculation andréseilts are as shown in Table 4.16. This
Table shows that there is a no relationship betwmepayment of water bill and ineffective

mode of Paying bills .The correlation coefficierf{fr0.066), p=0.193, which is not

statistically significant. This indicates that ifezftive mode of paying bills is not associated
with nonpayment of water bills in time. This shotiat irrespective of the mode of water bill

payment consumers are willing to pay their wat#s.bi
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Table 4.16: Ineffective mode of paying bills Corredtions

Nonpaymer

t

There are ineffective mode
Paying bills which discourages

from paying water promptly

water promptly

Nonpayment Pearson 1 .066
Correlation
Sig. (2-tailed) .193
N 392 38t
There ariPearson .066 1
ineffective modCorrelation
of Paying billsgjg (2-tailed)|.193
which
discourages me
N 38t 38¢€
from paying

4.7: Frequency distribution of “insufficient Number of Pay Points”

The relationship between insufficient Number of Pamnts and non-payment of water bills
was subjected to a correlation calculation andréseilts are as shown in Table 4.17. This
Table results indicate that about 64% of the redpots said that “There are insufficient
Number of Pay Points which discourage them frommgawater bills” whereas about 33%

either disagreed or strongly disagreed that thexensufficient Number of Pay Points which
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discourage them from paying water bills .This shtivet the management need to take action

to speed up payment of water bills on timely.

Table 4.17: Insufficient Number of Pay Points

Respondent Assessment Frequency Percentage
Strongly agree 67 17.0

Agree 184 46.7

Neither 13 3.3

Disagree 111 28.2
Strongly disagree 18 4.6

Total 394 100

4.7.1: Correlation of nonpayment of water bill andinsufficient Number of Pay Points

The relationship between insufficient Number of Pants and non-payment of water bills
was subjected to a correlation calculation andrésellts are as shown in Table 4.18. This
Table show that there is a no relationship betwesmpayment of water bill and insufficient
Number of Pay Points. The correlation coefficiemi®001), p=0.0.980,which is not
statistically significant. This indicates that iffszient number of Pay Points is not associated
with nonpayment of water bills in time. This showst irrespective of the insufficient

Number of Pay Points consumers are willing to pegjrtwater bills in time.
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Table 4.18: Insufficient Number of Pay Points Corréations

There are insufficient Number of H
Points which discourage me from pay

Nonpaymenibills

Nonpayment Pearson 1 -.001
Correlation
Sig. (2-tailed) .980
N 392 387
There arilPearson -.001 1

insufficient Numbe Correlation

of Pay Points whicsig. (2-tailed) |.980

discourage me fr0|l\| 387 388

paying bills

4.7.2: Inaccessible Location of pay points

The relationship between frequency distribution“lofcation of pay points are not easily
accessible which make me not paying water bills and-payment of water bills was
subjected to a correlation calculation and theltesue as shown in Table 4.19. The results
in this table indicate that about 65.3% of the oesjents said that “Location of pay points are
not easily accessible which make them not to pagmills promptly” whereas about 30.4%
said that the “location of pay points are not gaaitcessible which make them not to pay
water bills promptly” .This shows that the managatmeeed to find a more accessible means

of water bills payment to encourage water consuneepsyy water bills on time.
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Table 4.19: Inaccessible Location of pay points

Respondent Assessment Frequency Percentage
Strongly agree 78 19.7

Agree 208 52.8

Neither 18 4.6

Disagree 112 28.4
Strongly disagree 23 5.8

Total 394 100

4.7.3: Correlation of nonpayment of water bills andocation of pay points

The relationship between Locations of pay pointsaseasily accessible and non-payment of
water bills was subjected to a correlation caléaratand the results are as shown in Table
4.20. This table shows that there is a no relatignbetween nonpayment of water bill and
the location of pay points is not easily accessiblhe correlation coefficient(r=0.020),
p=0.0.702, which is not statistically significafitiis indicates that the inaccessibility of pay
points is not associated with nonpayment of waiés im time. This shows that irrespective

of the location of pay points consumers still plagitt water bills.
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Table 4.20: Location of pay points are not easilyaessible Correlations

TheLocation of pay poin
are not easily accessi
which make me not payi

Nonpaymen{water bills promptly

Nonpayment Pearson Correlatiql .020
Sig. (2-tailed) .702
N 392 386
The Location of paPearson Correlatid.020 1
points are not easisig_ (2-tailed) 702

accessible which ma\N 386 387

me not paying wate

bills promptly

4.8: Frequency distribution of failure to automaterevenue Collection

The relationship between the failure to automatemae Collection and non-payment of
water bills was subjected to a correlation caléotatind the results are as shown in table
4.21. This table results indicate that about 72%hefrespondents said that “The failure to
automate revenue Collection reduces chances oh@dpr water bills promptly” whereas
about 22% either disagreed or strongly disagreed there are the failure to automate
revenue Collection reduces chances of paying faemfaills promptly .This shows that the

management need to embrace technology to speealyupept of water bills on timely.
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Table 4.21: The failure to automate revenue Colleixin

Respondent Assessment Frequency Percentage
Strongly agree 88 22.3

Agree 197 50.0

Neither 23 5.8

Disagree 73 18.5
Strongly disagree 12 3.0

Total 394 100

4.8.1: Correlation of non-payment of water bill and failure to automate revenue
Collection

Table 4.22 show that there is a no relationshipveenh nonpayment of water bill and failure
to automate revenue Collection. The correlatiorffenent(r=0.093), p=0.0.069, which is not
statistically significant. This indicates that tfalure to automate revenue Collection is not
associated with nonpayment of water bills in tiffibis shows that irrespective of the failure

to automate revenue Collection consumers stillthayr water bills but possibly late.
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Table 4.22: Failure to Automate Revenue Collectio@orrelations

The failure to automate rever
Collection reduces my chances

Nonpayment |paying for water promptly

Nonpayment Pearson 1 .093
Correlation
Sig. (2-tailed .069
N 392 38¢
The failure tcPearson .093 1

automate reventCorrelation

Collection reducesig_ (2-tailed).069
my chances (N 386 387
paying for wate

promptly

4.7: Relationship between Cost of Water and promppayment of water bills.
The relationship between ti@ost of Water and non-payment of water bills was subjected to

a correlation calculation and the results are asvshn Table 4.23.
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4.7.1: Frequency distribution of the price of wateraffordability

Table 4.23 results indicate that about 61.3% ofréspondents said that “The price
water is not affordable which affects my ability pay for water bills” whereas abc
33.8% said that “The price of water is being unafédle does notffect their ability tc
pay for water bills” .This shows that the resportdefelt that the cost of water w

expensive to most of the consumers in Embu murlitipa

Table 4.23: The price of water is not affordable

Respondent Assessment Frequency Percentage
Strongly agree 56 14.2

Agree 182 46.2

Neither 18 4.6

Disagree 109 27.7
Strongly disagree 22 5.6

Total 394 100

4.7.2: Correlation of non-payment of water bill andthe price of water

The relationship between the price of water andpeyment of water bills was subjected to
a correlation calculation and the results are asvehin Table 4.24. This table shows that
there is a positive relationship between nonpayrmémtater bill and the affordability of the
price of water. The correlation coefficient(r=0.130=0.0.011, which is statistically
significant. This indicates that the affordabiliby water is associated with nonpayment of

water bills in time.
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Table 4.24 The price of water Correlations

The price of water is n|
affordable which affects n

Nonpaymen{ability to pay for water

Nonpayment Pearson Correlatiql 130
Sig. (2-tailed) 011
N 392 387

The price of water is nPearson Correlatid.130 1

affordable which affecwsig_ (2-tailed) 011

my ability to pay fo 387 388

water

*, Correlation is significant at the 0.05 leveltiled).

4.7.3: Frequency distribution of Pricing Tariffs

The relationship between the pricing tariffs and4payment of water bills was subjected to a
correlation calculation and the results are as shiowlable 4.25. This table results indicate
that about 35.4% of the respondents said that rigyidiariffs influence the ability of
consumers to pay water bills whereas about 56%thkatd the price tariffs do not affect their
ability to pay water bills .This shows that thepasdents felt that the price tariffs of water

were following the proportion distribution
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Table 4.25 Pricing Tariffs are not friendly

Respondent Assessment Frequency Percentage
Strongly agree 16 4.1

Agree 121 30.7

Neither 33 8.4

Disagree 153 38.8
Strongly disagree 64 16.2

Total 394 100

4.7.4: correlation of non-payment of water bill andthe Pricing tariffs

The relationship between pricing tariffs and nogfpant of water bills was subjected to a
correlation calculation and the results are as shiowable 4.26. This table shows that there
is a positive relationship between nonpayment aewahill and the water price tariffs. The

correlation coefficient(r=0.191), p=0.0.000, whiishstatistically significant. This indicates

that the higher the price tariffs the more the whtlls payment delays and defaulters.
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Table 4.26: The Pricing tariffs Correlations

Pricing Tariffs are not friendly a

=

Nonpayment |this influence my ability to pay wate

*k

Nonpayment Pearson 1 191
Correlation
Sig. (2-tailed) .000
N 392 38¢€
Pricing Tariffs ar(Pearson 1917 1

not friendly ancCorrelation

this influence M'Sig. (2-tailed) |.000

ability to pay watel N 386 387

**_Correlation is significant at the 0.01 leveH@iled).

4.8: Relationship between Awareness of water billsgayment and prompt payment of

water bills

The relationship between Frequency Distributiomwhreness and prompt payment of water
bills was subjected to a correlation calculation éime results are as shown in Table 4.27.
This table results indicate that about 74.9% ofré#spondents said that” Lack of Awareness
of water bills payment leads to them not payingewaills promptly” whereas about 17.7%
said that lack of awareness leads to nonpaymewatdr bills. This shows that there is need

to communicate effectively on the appropriate tane bills to be paid on time.
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Table 4.27: Awareness of water bills payment

Respondent Assessment Frequency Percentage
Strongly agree 63 16.0

Agree 229 58.1

Neither 29 7.4

Disagree 57 14.5
Strongly disagree 12 3.0

Total 394 100

4.8.1: Correlation of non-payment of water bill andlack of awareness

The relationship between lack of awareness andpagment of water bills was subjected to
a correlation calculation and the results are asvehin Table 4.28. This table shows that
there is a no relationship between nonpayment démiaill and lack of awareness. The
correlation coefficient(r=0.053), p=0.0.294, whigh not statistically significant. This

indicates that lack of awareness is not assocuiEdnonpayment of water bills.
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Table 4.28: Lack of Awareness of water payment Cosalations

Lack of Awareness of walt

payment leads to my

bills promptly

Nonpaymen{paying water bills promptly
Nonpayment Pearson Correlatiql .053
Sig. (c-tailed 294
N 392 388
Lack of Awareness (PearsorCorrelatior].052 1
water payment leads Sig. (2-tailed) 204
my not paying watEN 388 390

4.9: Frequency distribution of willingness to pay ér water bills

The relationship between willingness to pay forewdtill and non-payment of water bills
was subjected to a correlation calculation andréseilts are as shown in Table 4.29. This
table results indicate that majority of the respamd (84%) said that they are not willing to
pay for water use services provided by Embu mualitip Another 11% said that are willing
to pay for water use services provided by Embu mpality . This shows that there is need to
educate the residents to appreciate the servidesedfand change their attitude towards

paying their water bills. This would greatly impeowhe rate of water bills payment in the

municipality.
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Table 4.29: Willingness to Pay for water use

Respondent Assessment
Strongly agree

Agree

Neither

Disagree

Strongly disagree

Total

Frequency
78

208

18

112

23

394

Percentage
19.7
52.8
4.6
284

5.8

100

4.9.1: Correlation of non-payment of water bill amdlingness to pay for water bills

The relationship between willingness to pay forewdiills and non-payment of water bills

was subjected to a correlation calculation andrésellts are as shown in Table 4.30. Table

4.30: show that there is a no relationship betweampayment of water bill and willingness

to Pay for water bills. The correlation coefficigr0.028), p=0.0.584, which is not

statistically significant. This shows that irresfpee of the residents’ attitude most of them

still pay for their water bills.
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Table4.30 willingness to pay for water bills Correhtions

My willingness to Pay fd
Nonpaymeniwater use is very low

Nonpayment Pearson Correlatiql .028

Sig. (c-tailed .58¢

N 392 387
My willingness to PaPearson Correlati(.02¢ 1
for water use is very |0‘Sig_ (--tailed 582

N 387 389
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CHAPTER FIVE
SUMMARY OF FINDINGS, DISCUSSIONS, CONCLUSIONS, AND
RECOMMENDATIONS

5.1  Introduction

This chapter contains the summary of researchrfgsjidiscussions on the findings based on
the literature review, conclusions and recommendatmade by the study. The summary of
findings follows the research objectives and treeassions draw references for the theories
and empirical studies reviewed in the present stuignclusions are derived from the
summary for findings and recommendations drawn frtime same thereafter. The

recommendations are derived from the findings aedmmendations for further research.

5.2  Summary of findings

The study results showed that there was a very fagpponse (98.25%), which was very high
and very good since it was over 69%. Most of tlepoadent had been using water supplied
by EWASCO for over 7 years (28.00%) although atiaddy smaller number only used water
from EWASCO for less than 2years (26.70%). The samrof the findings inrelation to the

study objectives are as tabulated in Table 5.1.
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Table 5.1: Summary of Findings

No. Study objective Findings

1 Influence of Billing| Overall, the billing system affected the paymentvater at
Systems on non-EWASCO. This was due to poor bill processing are kall
payment of watef delivery. However there was no relationship betweeh of
bills follow ups and nonpayment of water bills.

2 Influence of Revenu| Overall revenue collection had no effect on waills nor-
Collection payments. The pay points, revenue system automatien
Mechanism revenue collection mechanism, the mode of payind

location of pay points did not discourage the resjgmts
from paying water promptly.

3 Influence of Cost of There was a relationship between price of watéiny
Water  on non+ tariffs and non-payment of water bills. Overalk th
payment of watefrespondents showed that the cost of water hacteffe
bills their ability for promptly pay water bills

4 Influence off There was lack of awareness of water payment. Hery
Consumer Behaviorthis did not affect their promptness in paying walkeis also

on non-payment ofshows that the respondents indicated that they lbad

water bills

willingness to pay for water use. Overall, the mgtents|
showed that the consumer behaviour had effect aarvl

payment.
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5.3  Discussions
The discussions on the findings of the study asetaon the literature review, conclusions
and recommendations made by the study. The distissdraw references for the theories

and empirical studies reviewed in the present stiilgy are presented as below.

5.3.1 Findings on Water Bills Non-Payment

The results obtained showed that the indicatorgagiment of water were reliable and they
were found to measure moderately. This was an atidic that there were average cases of
water default at Embu Municipality. This is to sthat on average or about 50% of the
population avoided paying water in time. Howevére study established that there were
measures taken to counter the default as demaddyy fthe stewardship theory (Abdullah
& Valentine, 2009). The WSP used such measuresz®muinections, fines, and prosecutions
on water defaulters. The fines/penalties were tbhetraommonly modality of penalizing the
water defaulters. The WSPs used these measuresuceethat they collected enough money

as demand for by the stewardship theory.

5.3.2 Findings on the Influence of Billing Systemsn Non-Payment of Water Bills

The system of delivering bill to customer had nagag¢ffects on the water bill payment. The
same applied to the bill production mechanism,ofellup system, and customer feedback
mechanism. The bill delivery system was not effitieills were not ready in time, there
were no proper follow up system and the customedidack was poor. Overall, the billing
system had a negative on the payment of water aA&WD. The finding by the present
study confirmed the findings by the study condudigdPer Tidemanet al (2007), which
established a relationship between billing systemg water payment. The study by Per

Tidemandet al (2007) showed that the internal processes hraiéécted service delivery,
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which was the same as found in the present stuldy.ré&sults were also in agreement with
the findings by Pretorius and Schurink (2007) ardké® (2009), which found that effective
billing system resulted to increase in payment atew by consumers. Gladly, the findings
confirmed the study by Akech (2009) that weak ihglsystem led to lack of prompt payment
of water by user. The present study findings showet WSP seemed to lack proper
application of the Parkisons theory (Jochisem, 200/e theory insists on the improvement
of the service delivery mechanism through the desig modern and more appropriate

effective mechanisms to ensure customer satisfactio

5.3.3 Findings on Revenue Collection Mechanism Infénce on the Non-Payment of
Water Bills

It was found that the revenue collection mechanisd little or no effects on water bills
payments. The respondents actually disagreed witipggition that revenue collection
mechanism had a negative effect on water bill paymeForm the results, the mode of
paying did not discourage them from paying watempgptly, the number of pay points did
not discourage them from paying water promptly eraxe system automation status did not
affect their paying water promptly, and locationtiee pay points did not influence their
paying water promptly. The indication was that teeenue collection mechanism had a
positive effect on water payment, since the respotsddid complain of any factor of revenue
collection. Such findings verified the study by Muoma et al. (2009) , which found that
incomplete and inefficient revenue collection sgsteters prompt payment of water by user,
on the other side. This study shows that effecteseenue collection system increases the
payment of water by users while the study by Munehal. (2009) shows that inefficient

revenue collection system decrease promptness ieryayment. The results echoed the
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findings by Moraaet al (2012), which indicated that good system led ffective service

delivery, which was the case with revenue collectigstem at EWASCO.

5.3.4 Findings on the Influence of Cost of Water oNon-Payment of Water Bills

There was a moderate effect of the cost of watealwlity for prompt water payment by the
water users. Although the price of water had littteno effect on the ability to pay water bill
the tariffs moderately affected their ability toypaater bill. The other time that adversely
affected the failure to pay water promptly was latknegotiation terms for water payment.
This affected their water payment by the users. fiflgings are further confirmation of the
study by Baker (2009), which found out that lackcapacity on the cost of billing adversely
affected the payment of water in time. This staitigffairs makes the cost of water very
important issues in supply of water by WSPs. To entlde point clear, the study by Boakye
and Nyieku (2010) indicated that cost of water wagssues especially when to came to the
low income earners. It showed that the low incoegired to be informed the need to pay
for water service for them to actively pay watertone. The findings of the present study
provide a basis for need of disseminating infororatabout water as the need to pay for

water as argued by Boakye and Nyieku (2010).

5.3.5 Findings on the Influence of Consumer Behavi@n the Non-Payment of Water
Bills

UN-HABITAT (2011) showed that the consumer behaviadversely affect the promptness
in payment of water bills negatively, a status iearindicated by Paine (2002). The two
studies had shown that the water consumer hadusnwodels of behaviour, which in one
way or the other affected their readiness to paytlie water. They cited the economic

behaviour, where economic factors were the catédykick of paying water bills. The study
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by Ramayelet al. (2003) cited the perceived usefulness as hindéaoiprs to pay water on
time. Ibrahimet al (2006) brought a broader perspective and instessified the customer
behaviour into six dimensions, which the preseantlgtstudies exhaustively. The present
study found that there was no lack of awareneswatér payment and as such it did not
affect their promptness in paying water. It wa®dlsund that the users had willingness to
pay for water use. They were ready to pay even winey relocated to other estate.
However, irregular supply of water, and lack offmignt water contributed moderately to
their paying of water bills promptly. Interestinglthe quality of water did not affect the
prompt payment of water bills. The respondents gtbthat their financial status contributed
moderately contributed to their t on water bill pagnt. These results were in total agreement
with the findings by Paine (2002), Ramayethal. (2003), Ibrahimet al (2006), and UN-

HABITAT (2011) but from different perspectives.

5.3.6 Estimation of study Model

The study established that at the 5% level of &mamce using correlation analysis, there
existed enough evidence to conclude that the intigoe variables; Billing Systems, Cost of
water, and Consumer Behaviour had a positive mlaliip with nonpayment of water bills.
This shows that they were useful as indicatorshef dependent variable, non-payment of
water bills by consumers. However Revenue Colladiiechanisms had no relationship with

nonpayment of water bills.

54 Conclusions
Although EWASCO experienced considerable water uefay the consumers, running to

almost 50%, they had measure in place that would kasured the recovery of unpaid water
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bills. However, the measures did not seem to bg g#ective to match the rate of default

and ensure recovery of the unpaid bill.

The bill delivery mechanism was below average snpgrformance and this led to delays in
arrival of bills to the respective customer. Thateyn used in production of bill was less
effective and this adversely affected the prepamatind delivery bills to the customer.
Further, the WSP lacked efficient follow ups whichused delays in payment of water.
Customer Feedback systems were very poor andnitismsistency affected payment of water

negatively. Overall, the bill system left a lotlde desired.

The revenue collection system was effective andndithave any negative effects on the
water payment by water users. The system seembdvi® been managed very well to the

point that it supported and enhanced the promphpay of water bills.

The cost of water exposed itself as one the maisames that the water users failed to pay
water promptly. The respondent seemed to blaméititetariffs and the economic situation
on their inability to fail to pay water promptly.h& truth of the matter was the lack of
sufficient information on the need to pay for thevices rendered. The respondent lacked

information on the need for paying for water seegic

The consumer behavior, although appearing a bignsj contributed immensely to the
failure to pay water bills on time. The most pronoed factors were the perceived usefulness
of the water service delivery and the economicdiactThe respondent felt that the service
delivery was poor and therefore did not deservereggpgtion in terms of payment. The

consumers blamed the failure of prompt paymentégeconomic times.
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The intervening variables seemed to have consitterabgative effects on the prompt
payment of water. Economic factors, pricing tariéisd the ability of the consumer to pay
had diverse effect of the ability to pay on timéthAugh the legal framework did not seem to
have an influence on the water user in promptnésg&ter bill payment, the consumers did

not seem informed the contents of this framework

Lastly, all the four independent variables; BilliBgstems, Revenue Collection, Mechanisms,
Cost of water, and Consumer Behaviour could sigaifily predict dependent variable;

payment of water bills by consumers.

5.5 Recommendations
The study suggested recommendation based on tihe fatdings as outlined below:

1. EWASCO should strengthen its water bill paymeniges$ to include other existing
modalities such as the use electronic payment girddpesa, credit card and online
payments which would increase the level of watkpliyment considerably,

2. EWASCO should up their investment in informatiocheology, and especially in
their billing system such as online billing and eing system, to ensure matching the
demand by their customers’ needs. EWASCO shouldnizg forums to inform the
water consumer of the need to pay for water se@ewhy it is necessary.

3. EWASCO would need to sensitize the water consumethe institutional and legal
framework on water service delivery.

4. Another study should be conducted to establish abwial effects of legal and

institutional framework on the payment of water.
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5.6: Suggestions for further study

The study recommends that further study shoulddmelected on the payment of the water
by WSPs. It was not clear whether the WSPs wewenpt in paying for the water used or
not. The argument here is the study did not establihether the default were due to failure

by the consumers to pay of it was due to the dddgithe WSPs to submit their collection.

Another study should be conducted to establishattteal effects of legal and institutional

framework on the payment of water. The respondeictsiot seem to clearly understand the

legal and institutional framework on water services
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APPENDICES
APPENDIX I: LETTER OF INTRODUCTION

TO WHOM IT MAY CONCERN

Dear Sir/ Madam

RE: LETTER OF INTRODUCTION

| am a student of the University of Nairobi, Depagnt of Extra Mural Studies currently
pursuing a Masters of Arts Degree in Project Plagr@ind Management. | am glad to invite
you to participate in my research study on assessmokthe factors that influence the
payment of water bills in Embu Municipality. Theudy is a part of my Masters degree in
Project Planning and Management. The researcheedtiablished that there is a knowledge
gap in this field of the water resource managemdmnth has aroused his desire to carry out
this study. This is expected to identify the skijigo and shed some light on this problem with
a view to determining its extent and offering pbksisolution(s).

To enable me to examine this phenomenon, | thexeforquest you to complete this
guestionnaire. | assure you that the information yive will be handled with highest
confidentiality. Your responses will only be used the purpose of the study and will also be
held confidentially. Kindly respond sincerely tetissues in the questionnaire.

Thanking you in advance for your cooperation andig@gation.

Yours Truly;

MWANIKI BONIFACE MBEU, Reg No. L50/60872/2011

School of Continuing and Distance Education (SCDE)

University of Nairobi
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APPENDIX II: QUESTIONNAIRE

This Questionnaire is meant to collect data from theewasers of Embu municipality. Ar

information provided in this Questionnaire will bsed for purposes of research only and

not be divulged or availed to unauthorized per

Tick the correct answen the boxes provided against the questions whengged.

Write brief answers where explanation is requi

You need not write your name on the questionn

Please answer the questions as accurately as lgc

1.

2.

3.

SECTION A: RESPONDENTS' DEMOGRAPHICS

||
%

i
it

v i

Please indicate the type of consumers you arecking in the appropriate b
Type Tick

Government Institutic

Business/ Private Institutis

Individual consume

How long have you been using water from EWAS:

Less than 2 years ()
2 to 4 years ()
5-7 years ()

()

Over 7 years

SECTION B: PAYMENT OF WATER

Please indicate in your opinion the level of agreeemt or disagreement with each o

the following statements as payment of water by ceamers. Tick @the correct

answer in the spaceorresponding to the answel
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Scale:Strongly Disagree =0; Disagree = 1; Neither =2;egs= 3; Strongly Agree =

Strongly
Disagree

Disagre:

Neithel | Agree

Strongly
Agree

@

| have observed regular wa
disconnection in myprea

(b)

There always prosecutions
water payment defaulte

(€)

The water supplier alway
charges fines for watt
payment default

(d)

The staff of the wate
supplier ask for bribes |1
evade disconnections or fil
or prosecutions

SECTION C: BILLING SYSTEMS

)

4. Please put a tick = on the space corresponding to the correct answer iaach

guestion below. Indicate your level of agreement odisagreement with the following

statements as regards th8illing Systemsin relation payment of water by you

Scale:Strongly Disagree =0; Disagree = 1; Neither =2;efgr 3; Strongly Agree =

Strongly | Disagree| Neutra | Agree | Strongly
Disagree| Agree
(@) | Weak Water Bill Processing Syste
causes delays in water paymr
(b) | Poor bill Delivery Mechanism lead
delayed payments of water b
(c) | Failure to produce bills in time caus
delays in payment of wa
(d) |Lack of follow ups results delays
payment of water
(e) | Poor Customer Feedbasystems affect
payment of water negative
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SECTION D:

REVENUE COLLECTION MECHANISM

5. Please indicate in your opinion the extent to whiclyou agree or disagree with eac

of the following Revenue Collection Mechanism stateents as regardspayment of

water by you. Tick == the correct answer in the corresponding spac

Scale:Strongly Disagree =0; Disagree = 1; Neither =2;efgr 3; Strongly Agree =

Revenue Collectior
Mechanism indicator

Strongly
Disagree|

Disagree

Neither

Agree

Strongly
Agree

(@) There are ineffective moc
of Paying Dbills whict
discourages me frol
paying water prompt

(b) There are insufficier

: Number of Pay Points whic
discourage me from payir
bills

(© The failure to automai

revenue Collectionreduces
my chances of paying f
water promptly

(d)

The Location of pay point
are not easily accessik
which make me not payir
water bills promptly

SECTION E: COST OF WATER

6. In your opinion, please indicate the extent to whit you agre¢ or disagree with he

following statements regarding the Cost of Water. Rase t|cb\u-) on the space

corresponding to the correct answer.

Scale:Strongly Disagree =0; Disagree = 1; Neither =2;e%g+= 3; Strongly Agree =

Feature of Cost of Wate

Strongly
Disagree

Disagree

Neutral

Agree

Agree

(@) | The price of water is not affordak
which affects my ability to pay fc
water

(b) | Pricing Tariffs are not friendly ar
this influence my ability to pay wa

(c) | The water suppliers do nallow for
negotiation to paying wat
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SECTION F: CONSUMER BEHAVIOUR

£

7. In your opinion, please indicate by a tick = ,the extent to which you agree o

disagree with the following statements regarding Qusumer behaviol

Scale:Strongly Disagree =@isagree = 1; Neither =2; Agree = 3; Strongly Agrek

Strongly | Disagre:

Disagree

Neither

Agree | Strongly

Agree

(@)

Lack of Awareness of wat
payment leads to my not payi
water bills promptly.

(b)

My willingness to Pay fo
water use is very low

(€)

The unreliability of Wate
supply deters my willingness

pay promptly

(d)

Lack of Sufficient of Wate
discourages my payir
promptly

(e)

| do not pay promptly due 1
low quality of Water supplie
to use

(f)

Lack of fundsmakes me dela
paying the water bills

()]

| don’t pay water bills when
relocate to other estate

SECTION G: INTERVENING VARIABLES

L_ad

8. Please put a tick = on the space corresponding to the correct answer iaach
question below. Indicate your level of agreement odisagreement with the following
statements as regards the intervening variables irelation payment of water by you

Scale:Strongly Disagree =@isagree = 1; Neither =2; Agree = 3; Strongly Agrek

Strongly | Disagre: | Neutra | Agree | Strongly
Disagree Agree
(@) | The unclear water charges laws cat
me to fail to pay for water in tin
(b) | Economic factors caused my delay
payments of water bills
(c) | High water Tariffs result delays it
payment of water
(d) | My Source of finance affects n
delays in payment of wa

Thank you for participating
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APPENDIX IIIl: INTERVIEW GUIDE

. In your Opinion, what do you think causes the datayour paying for water bill?

. What issues do you have with billing systems whiffbct payment of water and what

kind of influence do these issues have?

. What challenges are brought about by the existavgmue collection mechanisms,

which influence the payment of water by you?

. Do you think that the cost of water influences yability to pay water bills? Please

explain how?

. How do the consumers and your attitude and behaunflwence delays in payment

of water?
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Please fill in the following as accurately as pblesi

APPENDIX IV: INSTITUTIONAL ASSESSMENT TOOLS

Indicator

2008/2009

2009/201(

D

2010/201

|1 2011/2@

12012/2013

Disconnections

Penalties/ Fines

Prosecutions

Revenue
collection
S

Projectec

Achieved

Variance
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