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ABSTRACT

SA) has boarded on a slrving undertaking

frusha Urban Water and Sanitation Authority (AUW
nd replaced manual delivery and postal

of electronic billing (e-billing) and payment service @
malling and paymen of watar bills. In this regard, Il was glgnificant lo @55€53 the eflectiveness

of e-billing and customer catislaction in order (0 find out whether cuslomers are satisfied with

the service specifically on perceived sorvice quality dimensions, perceived ease of use and
the anticipation perceplions on parceived challenges and benefits accruing from the service
y limited to AUWSA or surpass [0 the Authority's potential cuslomers.

affs and cuslomers are satisfied, ne
ed challenges and benefits and finally

d customers' level of satisfaction of

and whether are merel
This study specifically assessod whether AUWSA's sl

impaci of percefved ease of use, the influence of perceiv

the assessmen! of factors which determined staffs™ an
utilising e-bifing and payment cervico. The study adopted descriptive, explanatory and

exploratory research design. The targeled population constiules 41,983 from staffs and
customers. A sample of 396 respondents was found using stratified random and purposive
sampling method This study adopted structured questionnaire and interview for data
collection The questionnaire prepared from staff and customers were checked and ther
valiity was confirmed by group of experts, including professors and specialists of the fieid for
clarity and its trust was pilol tested and computed using Cronbach's alpha (a = 0.7) for
relibility of each main vaniables of the research before distributed widely for data collection for
the ulimate study Data were analysed using Statistical Package for Social Sciences software
(5PSS) Date were analysed using both descriptive, inferential statistics were Pearson
comelation, multiple regression and rotated component malrix factor analysis was done.
Finally conten! analysis was used lo analyses qualtative dala from conducled interview.
Perceived ease of use, perceived service quality dimensions (responsiveness, secunty
assurance, and perceived uselulness, loyalty lowards the service, reliability and accuracy),
p;r:lved challenges and benefits were found 10 be statistically positive related to customer
satislaction. The study recommended thal, service quality to

biling and paymenl serice should continue lo be :asy[ylo u: :zhhe‘d e
and updaled (o sulle customer expeclalions, thal mmn' s
s!nuldhennrmaaadtnhot:wmsinmmandu;am s Davmeﬁ B
should be discovered and laken as opportunitle "tmny ol iy o
cuslomers expectation and In tum providin s 0’4 ‘impmvamem i s N A
o g competitive advanlages for this and similar
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