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ABSTRACT

Most utility organizations provide their clients with bundled services. For this reason, issues with
billing, payment procedures, meter reading, tariff setting, and other relevant topics are vital to the

maintenance and advancement of services provided by electricity utilities. The study examined
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examine the understanding customer behaviour in payment of utility bills in Ghana, using the case
of the Electricity Company of Ghana (ECG). Therefore, the study seeks to; establish how
reliability and flexibility of payment of utility bills influence customer behavior at ECG; determine
how convenience of payment of utility bills influence customer behavior at ECG; identify the
challenges of the faced by customers of ECG in paying their utility bills, and how can these
challenges be addressed to improve payment compliance. Data were gathered using a quantitative
approach and cross-sectional research methodology. Data was collected from were some cross-
section of customers who patronized products of the Electricity Company of Ghana in the Accra
Metropolis, specifically Headquarters in the Accra Metropolis, Mokola, Accra-Central through a
convenience sampling technique resulting in a sample size of one hundred (100) respondents.
Descriptive statistics were conducted using SPSS software to analyze the data. The results indicate
that the payment systems provided by ECG were reliable for consistent and timely transactions
and that payment platforms were easily accessible at all times by the consumers. Results from the
study found that mobile money services made it convenient to pay consumers ECG utility bills
due to the online payment methods provided by ECG which were easy and convenient to use. It
was found the cost of utility bills is a major challenge affecting consumers’ payment compliance.
The study deduced that long queues at ECG payment centers were a significant challenge for
consumers and as a result, providing incentives (e.g., discounts for early payments) would
encourage them to pay on time. It is recommended that management of the ECG should invest in
improving the reliability and usability of digital payment systems, such as mobile money, mobile
apps, and online portals. Improving these systems to lower errors and downtime will increase
customer trust and encourage wider use. Working with telecom providers is also essential to

ensuring that payment systems integrate seamlessly.
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CHAPTER ONE

INTRODUCTION

1.1 Background and context of the study

The capacity of any business to draw clients and sell its products determines how successful it will
be (Al Hafizi & Ali, 2021). A seller must analyze customer behavior patterns and the methods
used to persuade those customers to buy products in order to manufacture the right product for the
right customer at the right time (Dominici et al., 2021). Customer behavior, as defined by Savelli
et al. (2019), is any individual's actions during a product purchase. Knowing what customers want
and need is also similar to knowing how they behave (Savelli, et al., 2019). The first and most
crucial action any seller takes before delivering goods to the buyer is to analyze customer behavior

and the factors influencing it (Savelli, et al., 2019).

Sellers can produce goods that satisfy customer demands and expectations by using buyer behavior
to understand buyer purchasing patterns (Hu & Tracogna, 2020). Ultimately, the degree to which
a company's customers are satisfied with the services they receive will determine how long it can
remain in business (Jamshidi & Kazemi, 2020). Customers' payment patterns for bills will reveal

their level of satisfaction with the services they got (Jamshidi & Kazemi, 2020).

Several researches have looked at the payment behavior of customers with bank cards and the
underlying factors that affect their choice to use cards (Sinha et al., 2020; Bandara et al., 2021;
Taghikhah, 2021). The results indicate that individual customers are primarily affected by three
factors worth considering: customer characteristics, payment method characteristics, and
transaction characteristics (Ching & Hayashi, 2020). Financial and demographic characteristics of
the customer were found to be important variables that could significantly affect how they pay

goods and services (Hayashi & Klee, 2018; Klee, 2016). For instance, Arango and Taylor (2019)
1



observed that the use of debit cards was higher among younger customers while cheques were
used by older customers, and credit card use was more common among those with higher education
levels. Income-wise, people with lower incomes spent more cash, while those with higher salaries
used credit and debit cards extensively. The findings also demonstrated that the choice of payment
methods, such as cash, checks, or bank cards, was not significantly influenced by the concern over

being financially responsible for paying bills (Arango & Taylor, 2019).

Although studies have shown a relationship between the financial and demographic factors
mentioned above and customer payment behavior, some authors most notably Schuh and Stavins
(2015) have demonstrated that the acceptance and utilization of payment methods are significantly
influenced by perceived payment characteristics. Each payment method has its own distinct
qualities, such as acceptance, cost, speed, usability, control, security, and record-keeping

(Borzekowski et al., 2016; Ching & Hayashi, 2016).

Transaction speed, for instance, indicates how long it takes a client utilizing a specific payment
method to finish a transaction. Data from Borzekowski et al. (2016) indicates that speed is one of
the most desired features that affects users' decisions about how much to pay. When customers
decide to use bank cards, they typically consider a variety of factors, such as how long it takes to
pay with a card at the register or point of sale, or how long the system takes when users withdraw

cash from Automated Teller Machines.

Apart from the principal authors mentioned earlier, a number of other authors such as Yi and
Nataraajan, (2018); Li et al (2019); Rahi and Ghani (2019) also came to the same conclusion,
namely that a customer's payment behavior affects their preference for a specific payment method.
The transaction characteristics are therefore very important. Reward incentives and payment size

are examples of transaction characteristics (Ching & Hayashi, 2016). Shah et al. (2019) found that
2



when customers paid with credit cards, they were more likely to select a workable solution and

less likely to weigh options to maximize their utility.

In Ghana, prepaid meters were implemented to better generate and collect revenue while
concurrently attending to customer concerns. The system was first adopted and put into pilot use
for both commercial and residential customers with small electricity consumption between 1994
and 1995, following several years of rigorous testing. Cash power was used to achieve this,
especially in certain areas of SSNIT flat, Adenta, and Sakumono in the Greater Accra region,

which includes Ghanna, Tema, and Kumasi (Quayson Dadzie, 2015).

The services are currently offered in nearly all major cities and urban areas in municipal and district
capitals due to the numerous benefits that the service providers received, including a significant
reduction in revenue losses, a sharp curtailment of illegal connections, and even something as
minor as energy conservation for the utility provider (Quayson & Dadzie, 2015). Prepaid meters
allow customers to purchase and consume power in a manner akin to that of scratch cards, which

they can use to recharge their phones.

The system's development has made it possible for customers to use electricity in a comfortable
way, and ECG will be able to provide scratch cards to their customers at any point of sale or
through their vendors. Once more, ECG will see recurring gains in both operational effectiveness
and cash flow management (QuaysonDadzie, 2015). In addition, systems must be implemented in

order to succeed (Ogujor & Otasowie, 2015).

1.2 Problem Statement
Gronroos (1984) asserts that most utility organizations provide their clients with bundled services.

For this reason, issues with billing, payment procedures, meter reading, tariff setting, and other
3



relevant topics are vital to the maintenance and advancement of services provided by electricity
utilities. There are several unique challenges in identifying customer behavior regarding utility
payments (Gafeeva, Hoelzl & Roschk, 2017). Because they see utility bills as a necessary expense
rather than as a service that adds value, customers may be reluctant to pay them or may totally put
off from doing so (Gafeeva et al., 2017). Paying bills on time can be difficult when one receives

unexpectedly large bills and can be annoying (Gafeeva et al., 2017).

Accordingly, customer payment behavior may be impacted by mistrust of utility providers as a
result of negative past experiences or the conviction that bills are unjust (Chen et al., 2017).
Customers who put off paying bills typically do so out of forgetfulness, procrastination, or a lack
of urgency (Farahani et al., 2022). Jia, Hall, and Sun (2014) posited that financial strains, job
losses, and economic downturns may impact customers' capacity to make utility bill payments.
The authors also mentioned that norms and attitudes regarding debt and bill payment can vary

significantly among cultures, which can affect how people behave when making payments.

Customers' utility payment methods may also be influenced by their age, level of education, and
other demographic factors (Kumar, Nim & Agarwal, 2021). The authors further indicated that
limited accessibility to workable payment options, like online payment gateways or mobile
financial transactions, may hinder timely payment. Individuals with limited digital literacy may
encounter challenges when utilizing online payment platforms (Lee, 2019). Given this, Liu and
Chou (2020) found that customers may be reluctant to use digital payment methods due to a fear
of data breaches or the misuse of personal information. There are differences in the views of
academics regarding organizational issues. Liu, Wu, and Yu-Buck (2021) posited that complex
and confusing billing statements could lead to misunderstandings and disagreements about the
amount owed. Liu, Luo, and Zhang (2020) asserted, however, that insufficient customer care can

4



increase client dispair and cause bill payments to be delayed. They also stressed that customers
might encounter problems if there are no flexible payment options or ways to spread out payments
over time. Manshad and Brannon (2021) added to the research by highlighting how customers may
fail to make payments as a result of utility providers' poor communication about due dates,

available payment options, and the repercussions of non-payment.

It is noteworthy that, very few of the numerous studies conducted in this where abroad focus on
understanding the utility bill-paying behavior of Ghanaian customers. In fact, it appears there has
been no study that specifically address the understanding customer behaviour in payment of utility
bills in Ghana. This realization motivates the researcher to conduct research that will close this
knowledge gap in understanding customer behavior regarding utility bill payments in Ghana. This
lack of knowledge may hinder the development of strategies to improve payments compliance and
overall customer satisfaction. Using the Electricity Company of Ghana (ECG) as a case study, the
study looks at Ghanaian customer behavior regarding utility bill payment in an effort to address
this issue. An exceptional opportunity to examine the payment system and spot patterns and issues

that might not be visible from a broader perspective is provided by using the ECG as a case study.

1.3 Research Objectives
The general objective of the study is to examine the understanding customer behaviour in payment
of utility bills in Ghana, using the case of the Electricity Company of Ghana (ECG).

Specifically, the study seeks to;



1. Establish how reliability and flexibility of payment of utility bills influence customer
behavior at ECG

2. Determine how convenience of payment of utility bills influence customer behavior at
ECG.

3. Identify the challenges of the faced by customers of ECG in paying their utility bills, and

how can these challenges be addressed to improve payment compliance.

1.4 Research Questions

Given the aforementioned objectives, the following inquiries were addressed by the study's

findings:

1. How does reliability and flexibility of payment of utility bills influence customer behavior at
ECG?

2. How does convenience of payment of utility bills influence customer behavior at ECG?

3. What are the challenges faced by customers of ECG in paying their utility bills, and how can

these challenges be addressed to improve payment compliance?

1.5 Research Methodology

A ross-sectional survey design was used for the study and adopted the quantitative research. The
study's target population consisted of ECG Head Office Branch employees and customers. In this
study, convenience sampling was the main sampling technique to be employed. These selected
respondents who were readily available and willing to take part in the research technique. The data
for this investigation was gathered using a standardized questionnaire. Quantitative data was edited
by the researcher both on location and internally. SPSS was used in the study's analysis of the

updated data. The results were presented and analyzed using descriptive statistics.



1.6 Significance of the study

Understanding customer payment behavior can benefit organizations in a number of significant

ways such as enhanced financial performance, customer satisfaction, operational efficiency, and

strategic planning are some of these benefits.

1.

Knowing when and how customers prefer to pay their bills helps organizations manage
working capital and forecast cash flow more accurately. This can help with planning for
investment opportunities and liquidity needs.

The results of the study would clarify customer preferences for various payment methods,
enabling organizations to offer tailored payment choices that boost customer satisfaction
and loyalty. Organizations can decrease the frequency of late payments and the risk of bad
debt by implementing targeted interventions, such as reminders or flexible payment plans,
based on patterns in late payments or defaults.

Additionally, by knowing which payment options are the most popular or cost-effective,
organizations can streamline their invoicing processes and cut down on transaction fees
and other overhead related to bill payment.

Organizations can modify their communication tactics according to their customers'
payment preferences. For instance, consistent late payers might get educational materials
or reminders about the advantages of paying on time, and timely payers might get rewards.
Organizations can make sure they are in compliance with applicable regulations, such as
those pertaining to payment processing, data privacy, and customer protection, by
improving their understanding of payment behaviors.

The study's findings would be useful as a guide for researchers looking more closely at the

subject matter under consideration. It is envisaged that since Because the study's findings



are applicable to other investigations, the work will serve as a foundation for additional

research.

1.7 Scope of the Study

The Electricity Company of Ghana's headquarters in Accra served as the study's within the
constraints of time and money. The remaining ten (10) regions were not covered by the study due
to scheduling and financial constraints. Since the general concept of examining customer behavior
when paying utility bills in ECG is the same for different regional directorates, the results from
the Greater Accra Region, which is the capital city of Ghana can be generalized to other regions

of the country. Thus, the study was completed in January, 2025.

1.8 Organization of the Study

The study is organized into five main chapters. Chapter One which the introduction of the study
encompasses the statement of problem, research objectives, research questions, significance of the
study, scope of the study and organization of the study. Chapter Two reviews literature for the
study and discusses the underpinning theories. Chapter Three discusses the methodological
processes of the study. Chapter four analyses the data gathered provides a discussion on it. focuses
on the research methodology. The fourth chapter deals with data analysis and findings of the study,
and Chapter Five provides a summary of the entire work and makes recommendations for policies
and further research and concludes the study.

1.9 Chapter Summary

With a description of the study, the research problem, and the study's justification, this chapter
seeks to introduce the thesis. The goals and aim of the research are described. The study's scope is

outlined, and the introduction of the research question and suggested methodology is done. The



remainder of the thesis discussion will be outlined in the following section of the chapter.

Therefore, the next chapter review of the study and discusses the underpinning theories.

CHAPTER TWO

LITERATURE REVIEW AND THEORETICAL FRAMEWORK
2.1 Introduction
This chapter reviews previous studies that other researchers have conducted on the subject. In
addition, the review seeks to place the study within a suitable theoretical framework and empirical

review by providing a thorough analysis of pertinent literature.
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2.2 Theoretical Framework

The theories adopted in this study is Expectation Disconfirmation Theory advanced by Oliver
(1980) and The Theory of Planned Behaviour by (Ajzen, 1985)

2.2.1 Expectation Disconfirmation Theory

The fields of social psychology and consumer research were combined to create the Expectation
Disconfirmation Theory (EDT). The theory was initially applied in marketing to examine
consumer decision-making and satisfaction (Oliver, 1980). A psychological theory called the
Expectation Disconfirmation Theory (EDT) assesses people's level of satisfaction by contrasting
their expectations with their real experiences. This theory is useful for understanding human
behavior in a variety of consumer psychology contexts, where it influences decisions about
purchases, brand loyalty, and overall satisfaction, claim Sinha et al. (2020). According to Oliver
(1980), the idea that people have preconceived notions about a specific good, service, or
experience forms the basis of EDT. These expectations are frequently influenced by a variety of
factors, including past experiences, advertisements, word-of-mouth, and personal beliefs (Oliver,

1980).

According to the notion, confirmation occurs when an individual's experience corresponds with
their expectations. Satisfaction results from this confirmation. But disconfirmation occurs when
the expected experience differs from the real one, and this can have either positive or negative
consequences (Sinha et al, 2020). The following three components make up EDT by (Oliver,

1980):

10



1. Expectations are the preconceived ideas, convictions, or hopes that a person has about a good,
service, or encounter. A variety of things, such as advice, marketing materials, prior interactions,
and cultural considerations, might have an impact on expectations.

2. Disconfirmation: When someone compares their expectations with what they really
experienced, they enter this stage. Confirmation results if the encounter lives up to expectations.
Disconfirmation occurs when an experience exceeds or falls short of expectations.

3. Satisfaction or discontent: The discrepancy between expectations and the real experience
determines the degree of satisfaction or discontent. Falling short of expectations causes discontent,

while meeting or exceeding them leads to satisfaction.

When a person's expectations and their actual experiences line up, confirmation takes place. For
example, when someone expects a specific standard of service at a hotel and gets it, it validates
their views and makes them happy. When an individual's expectations are exceeded by the actual
experience, positive disconfirmation occurs (Sinha et al., 2020). Positive disconfirmation arises
when hotel service surpasses expectations, leading to increased satisfaction and possibly a stronger
emotional bond with the product or service. Negative disconfirmation, on the other hand, happens
when the experience is not up to par. When hotel service falls short of expectations, guests become
disappointed and dissatisfied, which can have a negative impact on word-of-mouth and decrease

the chance of returning (Sinha et al., 2020).

Expectation disconfirmation theory framed by (Oliver 1980) has focused on the buyers’ decision-
making procedure, and they are repurchasing a certain service or product in the context of
marketing. EDT (Expectation Disconfirmation Theory) is extensively used in consumer behavior
studies to understand consumer satisfaction, post-purchase behavior, or post-adoption behavior

expectation factors. The EDT is also considered as an intellectual process that describes the
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satisfaction or disappointment of a product/service where satisfaction is governed by perceived
usefulness and confirmation (Oliver 1980; Alawneh, Al- Refai & Batiha, 2013; Y1 & Nataraajan,
2018; Li et al., 2019; Rahi & Ghani, 2019) and leads to continuance intention or repurchase

intention of a particular service or a product.

The theory postulates that, consumers evaluate their satisfaction levels by equating their
expectations with the quality of product and service experience received and their post evaluative
performance and customer satisfaction. This theory can aid businesses in understanding how
consumers gauge their satisfaction based on the consistency and calibre of their experience across
various channels when it comes to multichannel and omni-channel marketing (Sinha et al., 2020).
Customers form expectations based on prior experiences, marketing communication, and word-
of-mouth, according to expectation disconfirmation theory. When a customer's experience exceeds
their expectations, they feel positive confirmation and satisfaction. When their experience falls
short of their expectations, they feel negative disconfirmation and dissatisfaction (Sinha et al.,
2020).

2.2.1.1 Relevance of the theory to the Study

EDT becomes a helpful tool for examining how customers' satisfaction or dissatisfaction with
payment processes influences their behavior when it is used to analyze utility bill payments.
Consumer expectations are shaped by word-of-mouth, advertising campaigns, utility company
communications, and past experiences (Oliver 1980). Customers who see a utility company
marketing a new online payment system as quick and easy might expect straightforward
transactions. The degree of flexibility offered by the payment options, like installment plans or
mobile payments, may also raise expectations. Following their use of the payment system, the user

evaluates if their expectations were fulfilled. Their perceived performance is influenced by factors
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such as system speed, ease of use, transparency in the billing process, and dependability. For
example, a customer's perceived performance may be lower than expected when they encounter
technical difficulties when making an online payment, which could lead to dissatisfaction (Yi &

Nataraajan, 2018; Li et al., 2019; Rahi., & Ghani, 2019).

Customers are more likely to pay their bills on time when they are happy with the way they are
paid (Rahi., & Ghani, 2019). On-time payments can be encouraged by positive disconfirmation
from convenience. A few instances of this include payment options that can be adjusted and
reminders. EDT outlines the rationale behind customers switching between different payment
methods (Rahi., & Ghani, 2019). Customers can choose to use more conventional payment
options, such as making a payment at a bank or utility office, in the event of a negative
disconfirmation in an online payment system. On the other hand, a very effective online payment

system might encourage customers to use digital channels (Yi & Nataraajan, 2018).

Utility companies need to be very clear in their marketing, customer service, and communication
in order to set reasonable expectations (Sinha et al., 2020). Getting positive disconfirmation may
be more difficult if you overpromise and exceed expectations. Utility companies can use online
platforms, customer service hotlines, and surveys to collect feedback from customers in order to
determine the degree of disconfirmation and address issues that cause dissatisfaction (Sinha et al.,
2020). A positive disconfirmation cycle is progressively established as a result of continuous,
feedback-driven improvement, raising customer satisfaction (Rahi, & Ghani, 2019). When it
comes to comprehending consumer behavior regarding utility bill payments, the Expectation
Disconfirmation Theory is extremely pertinent. It illustrates how timely payments, loyalty, and
general utility service satisfaction are all impacted by a customer's satisfaction with the payment

process (Sinha et al, 2020). Utilities can provide better customer service and encourage responsible
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payment practices by controlling expectations, enhancing perceived performance, and resolving

disconfirmation (Sinha et al, 2020).

2.2.2 The Theory of Planned Behaviour

In 1985, Ajzen came up with a theory stating that human behavior is a function of behavioural
intentions (Ajzen, 2012). The theory of planned behavior was developed as rebranded theory from
theory of information integration and reasoned action theory (Ajzen, 2012). While theory of
information integration as developed in 1971 by Norman Anderson propounded that individual
behavior emanated from evaluation of all sources of information in terms of value and weight and
combining such in taking actions. Fishbein and Ajzen in 1980 expanded the information
integration theory to propound reasoned action theory (Ajzen, 2012). They opined that behavioural
intention is a driver of specific traits exhibited by individuals, and that the behavioural intention is
sharpened by individual private opinion, perceived expectation of the third parties and ability to
impress third parties due to social pressure as well as the potential to tame its behavior in specific

actions (Ajzen, 2012).

In the process of redefining the theory of reasoned action theory, Ajzen (1985) developed theory
of planned behavior. Ajzen (1985) added that the three factors influencing individual intention to
act in a specific way is driven by the background (individually, socially and on information
availability). The key factors influencing behavioural intention as addressed in reasoned action
theory are individual opinion, subjective and normative beliefs, and ability of the individual to
tame his behavior (Caputo, 2020). Besides, these factors are subjected to personal, social and
information background. Individual factors include the mood, emotions, values, stereotypes,
general attitudes, perceived risk, and past behavior (Caputo, 2020). Social, education, age, gender,

income, religion, race, ethnicity and culture are looked into as factors driving the behavioural
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intention, while the level of exposure to knowledge, media and intervention are considered as the

informational background (La Barbera & Ajzen, 2020).

The Theory of Planned Behaviour claims, at its heart, that an individual's intention to do a
behaviour is the most direct determinant of that conduct. This intention is determined by three key
factors (Sok et al., 2020):

1. Attitude: An individual's positive or negative appraisal of executing a given behaviour. It
includes beliefs about the results of actions as well as the value the person sets on these outcomes
(Sok et al., 2020).

2. Subjective Norms: This component refers to the perceived social pressure or influence that
individuals experience from significant others, such as friends, family, or society in general. It
takes into account the social expectations of the action as well as the person's incentive to conform
to these expectations (Sok et al., 2020)

3. Perceived Behavioural Control: This refers to an individual's belief in their own ability to do the
behaviour. It entails assessing one's own capabilities, resources, and external influences that may

help or impede behavior (Canova & Manganelli, 2020).

These three component are attitude, subjective norms, and perceived behavioural control, all work
together to shape an individual's behavioural intention (Sok et al., 2020). The stronger the intention
to engage in an action, the more probable the behaviour would occur, according to the hypothesis.
The degree to which a person perceives that they have control over their conduct is referred to as
perceived behavioural control (Canova & Manganelli, 2020). This means that businesses must
comprehend how customers perceive behavioural control over choosing which channels to use to
engage with a company in the context of multichannel and omni-channel marketing (Sok et al.,

2020). Customers may have low perceived behavioural control when using a chatbot if they believe
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it to be unreliable or difficult to use, but high perceived behavioural control when using email if

they are comfortable and secure using the channel (Sok et al., 2020).

By understanding Theory of Planned Behaviour, organizations can design and execute
multichannel and omni-channel strategies that address customers' perceived behavioural control
to increase adoption and satisfaction (Caputo, 2020)). This may entail enhancing the usability and
dependability of new channels, offering customers training and assistance so they can use new
channels efficiently, and utilizing the behaviour and preferences of current customers to promote
new channels (Willis et al., 2020). Overall, TPB can help companies better understand customers'
decision-making about using various channels to interact with a company and design multichannel
and omni-channel strategies that suit their needs and preferences, leading to greater satisfaction

and loyalty (Caputo, 2020).

2.2.2.1 Relevance of the theory to the Study

TPB offers an extensive framework for comprehending how customers behave when it comes to
paying their utility bills (Willis et al., 2020). Every part of the theory provides information about
the variables affecting payments that are made on time, after the deadline, or not at all. Consumer
views regarding paying utility bills are influenced by their perceptions, experiences, and beliefs.
Customers will be more accommodating when it comes to making on-time payments, for instance,
if they see paying their utility bills as a requirement that guarantees continuous service (Caputo,
2020). Positive sentiments may also exist if people think the payment procedure is clear-cut,

rational, and simple to understand (La Barbera & Ajzen, 2020).

Customers may become irrational if they believe they are being overcharged or that their utility

bills are excessively high (La Barbera & Ajzen, 2020). Similarly, the probability of making on-
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time bill payments is likely to decrease if the payment process is viewed as challenging or
inconvenient (for example, because of restricted payment options or questionable online payment
systems) (Caputo, 2020). With a variety of payment options, enhanced customer support, and
transparent billing, utilities can use this insight to improve customer sentiment. One's intention to

pay bills on time can be increased by maintaining a positive outlook (Caputo, 2020).

TPB suggest that, behavioral intention takes precedence over actual behavior (La Barbera & Ajzen,
2020). This implies that customers are more likely to follow through and make on-time payments
if they have a strong intention to pay their utility bills (shaped by positive attitudes, favorable
subjective norms, and high perceived control). Customers are more likely to form a strong
intention to pay their utility bills when attitudes, norms, and control all align in a positive manner
(La Barbera & Ajzen, 2020). Payments are thus consistently and punctually made. If any of the
three factors are out of favor, clients might not be as motivated to pay their bills, which could lead
to delays or non-payments (e.g., a bad attitude because they do not like how transparent their
billing is, or a low sense of control because there aren't enough options for them to pay) (Willis et

al., 2020; La Barbera & Ajzen, 2020).

Utility companies that address each TPB component can promote strong behavioral intentions
(Willis et al., 2020). They can, for instance, improve attitudes by providing open billing, increase
perceived control by accelerating and simplifying the payment process, and strengthen social
norms by getting involved in the community (Willis et al., 2020). When it comes to comprehending
consumer behavior regarding utility bill payments, the Theory of Planned Behavior is highly
pertinent. It explains how customers' intentions and payment-related behaviors are influenced by
their attitudes, social influences, and sense of control (La Barbera & Ajzen, 2020). Utility

companies can encourage more resolute intentions to pay bills on time by addressing these
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problems, which will result in more consistent payment behavior and better financial outcomes for

both customers and businesses (Willis et al., 2020).

2.3 CONCEPTUAL REVIEW

2.3.1 Consumer Behavior

Consumer behavior is referred to all the activities of individuals, groups or organizations in
searching for, purchasing, using and assessing of products or services, including the consumers’
emotional, mental, as well as behavior responses that precede, determine, or follow these activities
(Kardes, et al., 2018). Solomon et al. (2016) define consumer behavior as the decisions and actions
that people and households take when they search for, evaluate, buy, use, and then discard products
using the resources that are currently available to them, such as money, time, or effort. In other
words, it entails all the activities of the consumers as well as the underlying motivations associated
with those actions (Solomon et al., 2016). The field of consumer behavior is therefore the study of
the process of how individual consumers or groups select, purchase, use and dispose ideas,

products, services or experiences that fulfill customers’ needs and desires (Solomon et al., 2016).

2.3.2 Factors Influencing Consumer Behaviour

Consumer behaviour is the actions that make decisions made by individuals in the process of
buying like selecting, purchasing, and using goods (Kotler & Armstrong, 2017). There are several
factors that influence consumer behaviour called regulating internal factors such as demographics,
attitudes, beliefs, and lifestyle, and external regulating factors such as social, cultural, economic,
and technological factors (Kotler & Armstrong 2017). These factors are changeable and different
for every person, making every customer’s thinking and choices different. Consumer buyer
behaviour are significantly influenced by internal and external factors where the major ones are

cultural, social, personal, and psychological (Khaniwale 2015).
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Also, the influencing factors have a distinction on environments. These internal and external
influences have completely different environments. There are some few internal fixed
demographics that effect consumer behaviour. Those are personality, lifestyle, occupation,
economic situation, and age (Kotler & Armstrong, 2017). Gender differences affect consumer
behavior, which is an important consideration when making a purchase, because men and women
have different values, attitudes, and buying habits (Solomon, 2016). Also, different research says
that men and women prefer different product details such as packaging attribute, colour, and

functionality that influences perception and buying decisions.

2.4 Factors affecting Consumer Behavior for Using Payment of Utility Bills

Over the decades, there have been dozens of studies that investigate consumer behavior towards
the use of payment of utility bills, together with the fundamental motives influencing card payment
of utility bills choice amongst consumers (Ching & Hayashi, 2016). The results have showed that
individual consumers are mostly effected by three main groups of factors worth considering, which
are consumer characteristics, payment method characteristics and transaction characteristics
(Ching & Hayashi, 2016).

2.4.1 Consumer characteristics

Consumer characteristics which are demographic and financial attributes were found to be
fundamental determinants that potentially have a great influence on payment behavior of
consumers (Hayashi & Klee, 2015; Klee, 2016; Zinman, 2018). Another research by Schuh and
Stavins (2017) also asserted that the effect of those components is consistent with preceding
studies. Demographic variables include age, gender, education, income, race, marital status, etc.
For example, Arango and Taylor (2019); Schuh and Stavins (2017), pointed out that while younger

customers were associated with the use of more debit cards, the older used more checks; and the
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better-educated people tended to use credit cards. In regards to income, people with low income
spent more cash; in contrast, those with higher salary used debit and credit cards intensively. It
was found that the matter of having financial responsibility for paying bills did not considerably
influence the choice of payment methods, such as cash, checks or payment bank cards.

2.4.2 Payment method characteristics

Although the aforementioned demographic and financial variables have been found to be
correlated to consumer payment behavior, some authors, notably Schuh and Stavins (2017)
identified that the perceived characteristics of payment are of crucial importance for both the
adoption and the use of payment method. Each payment instrument carries with it some exclusive
attributes, such as transaction speed, cost, convenience, security, restraint, records keeping and
acceptance (Borzekowski et al., 2016; Ching & Hayashi, 2016; Schuh & Stavins, 2017).
Accordingly, each attribute of payment instrument will be discussed in terms of payment card as
follows:

2.4.2.1. Transaction speed

Transaction speed is referred to the time a certain payment method takes for customers to perform
a payment transaction (Arango & Taylor (2019). Borzekowski et al. (2016) provided evidence that
a preference for speed is amongst the most desired features that drive the payment choice of users.
For instance, the time that card payment takes at the check-out counters/point of sales, or the time
the system consumes when customers withdraw the money from Automated Teller Machines
(ATM) is typically taken into consideration to customers’ choice of using bank cards.

2.4.2.2. Cost

Cost includes service fees, interest paid or lost, penalties, subscriptions or materials (Borzekowski
et al., 2016). It is obvious that customers who are using payment bank card services have to pay

for some certain fees such as per-transaction cost and monthly, term or annual fees depending on
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regulations of each bank. Furthermore, for the users of credit cards, they must pay their credit
balance in full by the due day; otherwise, the interest on the charge starts immediately. Previous
research has established that cost substantially contributes to the choice of payment methods
(Borzekowski et al., 2016; Schuh & Stavins, 2017). Cost is therefore significant both in adoption
as well as in use of bank cards.

2.4.2.3. Convenience

Schuh and Stavins (2017) mentioned that, convenience is regarded to the degree to which people
can save time, effort to carry, or ability to keep or store, or do some physical requirements at the
time of payment. In their study, convenience driver was statistically demonstrated to be associated
to the consumer choice of card usage. This view is also reinforced by Borzekowski et al. (2016),
in their empirical paper, convenience is overwhelmingly cited as a main reason for using debit
cards. Additionally, the convenience in consumers’ use of bank cards was specifically investigated
in the study by (Arango & Taylor, 2019). These authors found that consumers perceiving bank
cards to be more convenient and less risky than cash use them more frequently and consumers
substantially shift away from cash and towards alternative payment methods (Arango & Taylor,
2019).

2.4.2.4. Security

Security is defined as Security against permanent financial loss or wanted disclosure of personal
information when a payment method has been stolen, misused or accessed without the owner’s
permission (Schuh & Stavins, 2017). Based upon the research by Zinman (2018), the improved
security was a significant proximate of recent growth of debit card users. Security is, in fact, of
crucial importance in explaining the payment methods that customers choose to do transactions.
For many, in this age of advanced technology, they would prefer holding bank cards due to the

prevention of theft, robbery, loss, or counterfeit money (Zinman, 2018).
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On the other hand, others are still fond of spending by cash instead of cards as they are afraid of
disclosing personal information, and exposing risks of fraud activities when the cards are lost or
stolen (Zinman, 2018). Customers, however, would mostly feel secure and put their mind at ease
because they are always protected by liability agreements with card issuers and merchants when
these problems happen (Zinman, 2018). Furthermore, the concern of security was emphasized in
the research by Schuh and Stavins (2017) who concluded that people seeing the payment method
as relatively more secure are more likely to adopt it and vice versa. Security is, therefore, vital

when it comes to understanding the consumer behavior for using payment bank cards.

2.4.2.5. Restraint and Records Keeping

Payment card adoption was also affected by the characteristics of restraint which is a desire to
limit and control overspending, and record keeping that is an ability to track and record purchases
(Foster & Greene, 2021; Schuh & Stavins, 2017). As a matter of fact, by using payment bank card
services, cardholders can easily keep track of their expenses, the actual payment as well as
deduction of funds from their bank accounts over the time in order better to avoid overspending.
Moreover, additional information such as time and date of payment or where the payments made
is also shown in transactions record which might help the users to control and manage their account
(Stavins, 2018). Particularly, in case of credit card users, the feature of record keeping can
potentially help in building credit history that would bring benefits for customers. Results of the
2006 survey regressions found that the effect of record keeping was strong for credit and debit
cards although the coefficient is quite negative for debit (Schuh & Stavins, 2017). Hence, these
characteristics of restraint and record keeping would be potentially favored by card users, and

definitely significantly affect the choice of payment instruments.
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2.4.2.6. Acceptance

Schuh and Stavins (2017) defined acceptance as how likely each payment method is to be accepted
for payment by stores, companies, online merchants, and other people or organizations. In fact, the
effect of acceptance has a strong influence on the card usage. To be more specific, it is usually
seen that for some retail stores or departments, only cash is accepted. This could be seen more
clearly in some Asian countries, such as Vietnam, where the payment bank cards have not been
used extensively and widely as expected; and there has been a limited number of Automated Teller
Machines and Point of Sales units. These disadvantages are therefore barriers that partially prevent

customers’ choice of card payments (Zhou et al., 2018).

Several previous empirical papers have proved the influence of physical environment, namely the
availability of card payment acceptance at Point of Sales, on payment method choices of whether
or not using bank cards (Zhou et al., 2018). Specifically, Bolt et al. (2008) investigated the
difference in payment instrument use between Norway and The Netherlands and eventually
concluded that due to the fact that Norway started with more payment terminals than the
Netherlands, thus leading to the higher point of card usage on the growth curve (Singh, & Singh,

2017).

2.4.3 Transaction characteristics

Aside from the main contributors above, several authors concluded that customer’s choice of
payment methods is also derived from their use in transactions. Therefore, the transaction
characteristics are of high importance. The transaction characteristics include reward incentives

and payment size (Bounie & Francois, 2016; Ching & Hayashi, 2016).
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2.4.3.1. Reward incentives

As a leading strategic way, in order to propel the growth of payment card usage, banks usually
offer reward programs to their customers, such as gifts, discounts, coupons or accumulated points
for special offers (Zhou et al., 2018). Specifically, for instance, by doing card payments Point of
Sales or Automated Teller Machines (ATM), customers are capable of saving certain points to
their credit history; and in the end, when the total value of transactions reaches a certain level set

by bank, they will receive some special offers.

Ching and Hayashi (2016) suggested that consumers who are granted credit card rewards use credit
cards much more extensively than those who are not, and reward card transactions are inclined to
replace both paper-based and non-reward card transactions. Furthermore, Carbo-Valverde and
Linares-Zegarra (2011) also emphasized the importance of rewards by saying that reward
programs significantly affect the preferences for cards relative to cash payment and that the
marginal effect of these programs is the highest among the posited set of explanatory factors. Due
to this feature, it can be said that reward could be a good predictor for the preferences of different
payment methods.

2.4.3.2. Payment size

Payment size which is explained as a value of each transaction is shown to be a concerned
determinant to the payment choice of consumers (Ching & Hayashi, 2016). It is likely that
consumers have a tendency of spending cash for small value payments; whereas larger value
transactions are conducted by payment bank cards. Bounie and Francois (2016) also affirmed on
this point of view that the transaction size influences the probability of a transaction being paid by
one of three payment instruments, namely cash, check and bank cards, and that the larger a

transaction, the higher the probability of it being paid by check or bank cards.
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2.5 Billing Issues and Payment Behavior

In spite of the low-income levels in developing countries, cost recovery is a prerequisite for the
sustainability of electricity utilities. It is argued that, by 2015, 88 per cent of the global population
will reside in urban centres (UNICEF, 2015). These newly developed urban centres are likely to
pose a daunting challenge to the electricity utilities both in terms of service provision and cost
recovery. The bill payment and collection efficiency to support adequate service provision are
generally very poor in developing countries. For instance, Kayaga et al. (2014) argued that the bill
collection efficiency, which is often referred to as the headline efficiency2, in African urban
electricity utilities is lower than 50 per cent. This situation is quite representative of a rather
gloomy picture of other African utilities as well. An effective billing and payment mechanism may

therefore help improve the cost recovery levels of these utilities (Zhou et al., 2016).

Chipofya et al. (2019) argued that utilities do not achieve efficiency in billing because (i) bill
packages fail to establish the customer base, (ii) bills delivery is irregular, often resulting in non-
payment by registered consumers especially in slum areas, (iii) there are incidences of
undercharging and overcharging due to billing errors, creating dissatisfaction among consumers
and (iv) ineffectiveness of the billing system. They suggest that utilities should explore
opportunities to hand deliver bills during meter reading and also outsource meter reading to
subsidiary companies. Therefore, electricity utilities must focus on improving bill presentments
instead of concentrating too much only on power generation and distribution in order to achieve

better customers’ bill payment behavior (Zhou et al., 2016).

Ogujor and Otasowie (2016) argued that prepaid system ensures adequate and proper billing of
customers. Under the prepaid system there is no debt accumulation. The dependence on huge
material and human resources needed for disconnection and reconnection is avoided. In addition,
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the prepaid system may help to reduce the danger and inconveniences associated with such
disconnection and reconnection. Ironically, in some jurisdictions, regulators and consumer
advocates have expressed concerns that utilities might impose prepaid system on customers in low
income areas, thus stigmatizing customers whose positive history of bill payment may equal or
frequently exceed that of their wealthier neighbors (Ang, Wei, & Arli, 2021). Consistent with this
line of argument, Oracle (2019) suggested that most consumers are not in favour of the prepaid

system because of its cost, fairness and health and safety concerns.

Most utility companies provide bundle of services to their clients (Sun and Xing, 2022) and the
electricity utility is no exception. Hence, issues relating to tariff setting, meter reading, billing, and
payment options form an important part of facilitating and support services for electricity utilities.
In an exploratory study of five small urban electricity utilities in Uganda, Mugabi, Kayaga, and
Smout (2017) identify that bill delivery, dependability or correctness of meter reading and bills,
clarity of bills, flexibility, and choice in payment options are among the main factors that
customers believe to be the facilitators of, or barriers to, timely payment of their electricity bills.
These issues, which we may collectively term as the billing issues, if not managed properly, may
easily add to customer dissatisfaction and eventually lead to more delayed payments (or outright

non-payments) and poorer revenue performance for the utility.

Chipofya, Hoko, and Gustaff (2019) argued that utilities do not achieve efficiency in billing
because they do not employ appropriate billing practices. If so, then one could argue that it is the
reason for the abysmal bill payment on the part of consumers (Sualihu & Rahman, 2014). In
addition to behavioral and institutional constructs such as those reviewed in the preceding

paragraphs, Mugabi et al. (2017) and (Kayaga, Calvert, & Sansom, 2014; Waldron, 2014) argued

26



that some other institutional factors, namely, transaction time of customers at the bill payment
points and monitoring and control measures on the part of water utilities, may also play critical
independent roles in determining customers’ satisfaction level and their bill payment behavior. For
example, a reduction in the transaction time at bill collection centers is likely to increase

customers’ satisfaction levels and encourage water utility clientele to pay off their bills on time.

Sualihu and Rahman (2014) find that a reduction in transaction time at bill collection centers does
not only increase the satisfaction level of customers but also reduces the number of days it takes
utility customers, on average, to pay off their bills after presentment. Furthermore, it is also argued
that if utility companies’ step-up their monitoring and control roles, they are likely to detect faults
such as metering errors and burst pipes, and fix them on time (Waldron, 2017). This would not
only increase the level of customer satisfaction toward the water utility but also reduce the unusual
delays in customers’ bill payment. Therefore, transaction time and monitoring and control are more

likely to negatively influence bill payment behavior.

2.6 Empirical Review

The study by Kamran et al. (2021) examined the impact of trust in utility providers on Pakistan's
electrical industry, focusing on consumer behavior, service satisfaction, and overall performance
in the sector. The study aimed to investigate the role of trust in utility providers in shaping
consumer perceptions and behaviors in Pakistan's electrical industry. It specifically sought to
understand how trust influences customer satisfaction, loyalty, and compliance with utility service
regulations. The research was conducted across various regions of Pakistan, focusing on
consumers who rely on the country's major electricity providers. The study targeted urban and
semi-urban areas where access to electricity and interaction with utility services are more
structured. The study analyzed Pakistan’s main electricity suppliers, their customer service
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practices, and service delivery standards. The study employed a quantitative research method,
using surveys and questionnaires distributed to a sample of residential consumers across the
selected regions. The study found that trust in utility providers was a significant determinant of
customer satisfaction and loyalty. Consumers who trusted their electricity providers were more
likely to be satisfied with the service, despite issues such as frequent power outages. The study
recommended that utility providers improve communication with consumers to build trust.
Transparent billing systems, prompt responses to outages, and regular updates on service

improvements were suggested as ways to enhance consumer trust.

Lawrence and Weber (2020) investigated the effects of income inequality on utility bill payments
in American cities. The study's main aim was to evaluate the connection between utility bill
payment patterns and income inequality, with an emphasis on how income differences impact
households' capacity to pay for necessities and the wider ramifications for utility companies and
policymakers. The study was conducted across several major American cities, with a particular
focus on urban areas with high levels of income inequality, such as New York, Los Angeles,
Chicago, and Houston. The cities were chosen to represent a range of economic conditions and
income distributions. These were a primary focus since they are disproportionately affected by
income inequality. The study also looked at how rising inequality impacted this group’s ability to
pay utility bills. The research examined how utility providers are affected by increasing payment
delinquencies and service disconnections. They employed a mixed-methods approach, combining
quantitative data analysis with qualitative interviews They discovered that because of financial
hardships, low-income households are more likely to forget or postpone their utility payments. The
study recommended expanding utility assistance programs for lower-income households to

prevent service disconnections and long-term financial instability. The present study underscores
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the significance of financial assistance programs and affordability in enhancing the payment

practices of low-income households.

The study by Gaur et al. (2015) investigated the effects of household size and income on payment
practices in the electricity sector in India. The primary aim of the study was to explore how
household size and income levels influenced the payment behaviors of electricity consumers in
India. The research sought to understand whether these socio-economic factors affected how
consistently households paid their electricity bills, as well as any difficulties they faced in making
timely payments. The study was conducted in India, focusing on a variety of urban and rural
settings to capture the diverse economic and household dynamics that exist in the country. India
was selected as the study site due to its vast population, varying income levels, and the challenges
faced by utility companies in ensuring consistent bill payments. mall and large households were
analyzed to understand how the number of individuals in a household affected electricity payment
practices. The research employed a quantitative survey-based approach. Data was collected
through household surveys, where information on household size, income, and payment practices
was gathered. The study discovered that larger, higher-income households were more dependable
at paying their bills on time, while smaller, lower-income households had higher rates of
delinquency. The author arrived at the conclusion that a customer's payment habits are

significantly influenced by their socioeconomic status.

The study by Khandker et al. (2012) aimed to explore the impact of government utility subsidies
on lower-income households, particularly focusing on their financial burden and compliance rates
with bill payments. The main goal was to assess whether government subsidies for utility services,
such as electricity, could alleviate financial pressure on lower-income households, and in turn,

increase their willingness and ability to comply with bill payments. The study was conducted in
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developing countries, where utility bill payments often represent a significant proportion of
household income. Although the study draws from multiple case studies, its analysis is frequently
centered on South Asia, where energy access and affordability are crucial issues. These were the
primary focus of the study. The research aimed to understand how these households were affected
by the financial burden of utility bills and whether subsidies helped them. The research used a
combination of quantitative and qualitative methods, including household surveys, interviews, and
the analysis of utility payment records. Khandker et al. (2012) said, lower-income households
reported feeling less financially burdened as a result of government utility subsidies, which
increased their compliance rates with bill payments. The researchers stressed that well-thought-
out subsidy programs can help low-income customers while safeguarding the financial stability of
utility companies. The study recommended that governments should continue and even expand
targeted subsidy programs for essential services, particularly for the most financially vulnerable

households

Zhou et al. (2017) investigated the effects of online and mobile payment systems on utility
payments in China. The primary aim of the study was to assess the effects of online and mobile
payment systems on utility payments in China, examining the extent to which these payment
innovations improve convenience, customer satisfaction, and efficiency in paying for utilities such
as electricity, water, and gas. The study was conducted across various cities in China, including
major urban areas like Beijing, Shanghai, and Guangzhou, where the adoption of online and mobile
payment systems is widespread. The research focused on areas with significant use of mobile and
online payments due to the prevalence of digital payment infrastructure. The study involved three
main groups: individuals who regularly pay utility bills and have adopted or are considering
adopting online or mobile payment systems; companies offering electricity, water, and gas

services, focusing on how they integrate and manage online/mobile payment options; and
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companies such as Alipay and WeChat Pay, which provide platforms for processing online and
mobile transactions. The researchers used a quantitative research approach, collecting data through
surveys and transaction records. They discovered that because digital payment options cut down
on the time and effort needed for payments, customers who had access to them were more likely
to pay their bills on schedule. The study also showed how government-sponsored online platform
usage incentives improved on-time payments across various income levels. The researchers
recommended enhancing digital infrastructure in rural areas to promote the use of online and

mobile payment systems, which could improve utility payment efficiency for a broader population.

Brunekreeft et al. (2014) conducted a study on unbundling of electricity transmission system
operators in Germany —an experience report with the aim of evaluating the impact of vertical
unbundling on German electric utilities. The study focused on assessing the separation of
electricity transmission from generation and distribution functions, a process that was initiated to
foster competition, transparency, and efficiency in the energy sector. The study used in-depth
interviews with sector-experts from the German utilities as method of data collection instrument.
The findings found that the major step in the unbundling process is from “lean legal unbundling”
to “fat legal unbundling”; additional steps beyond that are small, both in benefits and in costs.
They also found that the benefits of unbundling in terms of increased competition do not come for
free: unbundling is costly and it is important to balance cost and benefits in the reform process.
Despite these challenges, the report concluded that unbundling contributed to a more transparent
and competitive market environment, though the long-term effects on pricing and investment were

still evolving at the time of the study.

Mweene and Chikumbi (2019) used the Expectation Disconfirmation Theory in a study conducted

in Zambia to look at how customer dissatisfaction with electricity services affects payment
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behavior. The primary aim of the study was to investigate the relationship between customer
dissatisfaction with electricity services and how it influences their behavior regarding bill
payments. Specifically, the research explored how unmet expectations regarding electricity service
delivery lead to customer dissatisfaction, which, in turn, impacts the willingness or reluctance of
customers to pay their electricity bills on time. The key groups involved in the study were
households that rely on electricity for daily activities. The study adopted a quantitative research
approach, utilizing structured questionnaires to collect data from the participants. The study found
that many customers had high expectations of reliable electricity supply, but these expectations
were frequently unmet due to persistent power outages, poor customer service, and billing errors.
This led to dissatisfaction. The authors came to the conclusion that bad disconfirmation resulted
from utility companies' failure to live up to customer expectations, especially when it came to
dependability and transparency, which in turn caused late or nonexistent payments. The study
recommended that ZESCO and other electricity providers should improve service reliability to
meet customer expectations, especially by addressing frequent power outages and ensuring

consistent supply.

Ali et al. (2018) looked into Nigerian customers' intentions to pay their electricity bills using the
Theory of Planned Behavior. The study aim was to understand the key factors that influence
Nigerian customers’ intentions to pay their electricity bills. The study focused on identifying how
attitudes toward bill payment, subjective norms, and perceived behavioral control (the three core
components of the (TPB) influence customers' willingness to comply with electricity payment
obligations. The study was conducted in Nigeria, a country that has faced challenges with
electricity supply, billing systems, and customer compliance with bill payment. The research
targeted electricity consumers across various sectors in urban and semi-urban areas. Nigerian

households, particularly in urban settings, who consume electricity and are responsible for paying
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utility bills. Ali et al. employed a quantitative research approach, collecting data through structured
questionnaires based on the Theory of Planned Behavior (TPB) constructs. The study found that
attitudes toward the utility company, perceptions of control over payment options, and subjective
norms (like peer and familial pressure) all significantly influenced payment behavior. The authors
stressed the importance of providing easy access to payment channels in order to boost customers'

perceived control and, as a result, payment compliance.

In their study on utility payment behavior in Ghana, Agyekum et al. (2020) discovered that the
ease of use of mobile money payment systems led to a rise in on-time payments for electricity
bills. The main objective of the study was to explore the impact of mobile money payment systems
on the behavior of utility customers, specifically in relation to paying electricity bills on time. The
study sought to evaluate whether the ease of use of these digital platforms increased efficiency and
customer compliance with payment deadlines. The study was conducted in Ghana, a country where
mobile money platforms have rapidly expanded in recent years, becoming a popular alternative
for financial transactions, including utility payments. The research involved various groups, with
a focus on electricity consumers in urban and semi-urban areas who had access to mobile money
services. Agyekum et al. (2020) used a mixed-method approach that combined both quantitative
and qualitative research methods. Surveys were distributed to a representative sample of electricity
consumers to collect data on their payment habits, preferences, and perceptions of mobile money
systems. In addition, interviews were conducted with key stakeholders in the electricity and
financial services sectors to gain insights into the operational and technical aspects of mobile
money payments. The study found that the simplicity and convenience of mobile money payment
systems significantly contributed to an increase in on-time payments for electricity bills.
Consumers appreciated the accessibility of mobile money platforms, which enabled them to pay

their bills without the need for physical presence at a payment center. The study also found that,
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because of limited internet access, consumers in rural areas continued to rely on conventional
methods like in-person payments, while those in urban areas were more likely to use digital
payment methods. The study recommended that the Electricity Company of Ghana and mobile
service providers should enhance user education and awareness campaigns, especially targeting

groups that face challenges with technology.

2.6 Chapter Summary

This chapter offers a thorough analysis of the body of research on consumer behavior in relation
to utility bill payments. It combines the results of several studies to pinpoint the main elements
affecting consumer choices, preferred methods of payment, and general satisfaction. Age, income,
and educational attainment have been shown to have a substantial influence on payment behavior.
While older generations may prefer traditional payment methods, younger customers are more
likely to favor digital ones. Customer preferences differ, and there are numerous payment options
available, such as online, mobile, and in-person payments. Consumer choice is greatly influenced
by the ease and security of payment options. Many studies have been conducted on the role that
technology plays in enabling payments. With a major shift towards online transactions, digital
platforms and mobile applications have completely changed how consumers handle and pay their
utility bills. Payment experiences and customer satisfaction are closely related. Research highlights
the significance of clear billing procedures, effective customer support, and timely problem
solving in cultivating client loyalty. The review identifies a number of gaps in the literature, such
as the paucity of research on particular demographic groups and the influence of sociocultural
elements on payment patterns. Future studies should examine how technology, customer service,
and payment patterns interact to create tactics that improve utility bill payment experiences for

customers. The next chapter provides the methodology of the study.
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CHAPTER THREE

RESEARCH METHODOLOGY
3.1 Introduction
This chapter explains the methodological processes of the study. It deals with the techniques and
procedures used in collecting data for the study. The structure of the chapter is presented as
follows: research design, population, sample size, sampling technique, data collection instrument,

and instruments used for analyzing the collected data as well as ethical consideration.

3.2 Research Design

The cross-sectional survey design was used for the study and adopts the quantitative research
approach (Ngechu, 2004). The purpose of cross-sectional survey design is for researchers to
describe the attitudes, opinions, behaviors, or characteristics of the population based on data
collected from a sample or a population. This design was chosen because it has the ability to
produce data required for such a descriptive analysis, establishing simultaneous description of
views, opinions, perceptions and beliefs at a single point in time (Creswell, 2014). This design was
considered as the most suitable because it samples views from customers with different educational

levels, age, sex at the same time.
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3.4 Population of the Study

The target population is the population to which the researcher wants to generalize the results of
the study (Mugenda & Mugenda, 2003). Therefore, the target population for the study were some
cross-section of customers who patronized products of the Electricity Company of Ghana in the
Accra Metropolis, specifically Headquarters in the Accra Metropolis, Mokola, Accra-Central.

3.5 Sample Size

In this study, the sample size was a total of one hundred (100) respondents who patronized products
of the Electricity Company of Ghana in the Accra Metropolis, specifically the Headquarters in the
Accra Metropolis. The researcher aimed was to achieve a representative sample, that is, a sample
that reflects or “represents” the target population. One hundred (100) sample size was used because
the researcher does not have the financial resources to collect data from the entire population.

Within the constraints of time and money, 100 participants were sampled.

3.6 Sample Technique

The sampling technique employed in obtaining the sample information was the convenience
sampling method. The convenience sampling method helps selects respondents who could provide
ready, detail and required information as well as who were more available to participate in the
study (Creswell, 2014). The convenience sampling method was expected to enable the researcher
to complete a large number of questionnaires cost effectively. The samples were obtained because
they are suitable and utilized respondents who are accessible and eager to be included in the

research study.

3.7 Sources of Data
The study basically was a survey research and relied mainly on primary and secondary data. For

the purpose of this study, primary data comprises of responses obtained through questionnaires
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administered to target respondents under study. The sources of secondary data for this research
consisted of mainly published text books consisting of journals, articles, magazines and the
internet. Data was collected over a period of two weeks. The researcher first sought the permission

to collect data within a grace period of two weeks.

3.8 Data Collection Instrument

The study utilised questionnaires for data collection instrument and formulated questions relevant
to the subject matter was used and printed with instructions to guide the respondents and enable
them express their opinion. Questionnaires were used since they helped the researcher to gather
data within a shorter period of time and also it protects the identity of the respondents. The
questionnaire used by the researcher as an instrument for the collection of data was divided into
four sections. The first section covered the bio-data of the respondents and required them to
provide data on gender, age, level of educations among others. The second section addresses the
first research question which is how reliability of payment of utility bills influence customer
behavior at ECG. The second and third section captures date on the flexibility of payment of utility
bills influence customer behavior at ECG and also how convenience of payment of utility bills

influence customer behavior at ECG.

Questionnaires are the most commonly used methods when respondents could be reached and are
willing to co-operate (Yin, 2014). The justification for using this instrument was that they are easy
to quantify and analyze, focuses on opinions, attitudes, feelings and perceptions of respondents
(Yin, 2014). The questions included both closed and open-ended forms. The questionnaire was
designed in a way that the respondents are required to tick the appropriate answer according to

their assessment based on Likert scale. The study prepared a list of questions based on the research
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objectives in order to solicit information from the target population and required answers that are

definitive to avoid confusion.

3.9 Data Collection Procedure

On the organization of instrument, the researcher made a random selection of respondents from
diverse backgrounds. The researcher’s identification card from university was attached to the
questionnaires that explained the reason for the questionnaires and the purpose of the study. The
questionnaires were collected back on the same day because of the distance involved in travelling
from one place to another. This measure was taken to ensure privacy, encourage sincerity and to

ensure that the respondents remained unknown.

3.10 Data Analysis

The process of data analysis involves several stages as the completed questionnaires were edited
for completeness and consistency, checked for errors and omissions and then coded. Data collected
was coded and inputted in the Statistical Package Social Science (SPSS) software package for
analysis. The data was organized into frequency distribution tables, mean, standard deviation and
rank score and percentages for clarity. Descriptions of the data was also done along with their
analyses and discussion. Based on the analysis and their interpretations, conclusions were drawn

and recommendations made for policy and further studies.

3.11 Ethical Consideration

Permission to collect data was sought from the respondents on the field. All participants were
instructed that their participation was voluntary. Participants were also assured that their own
identity together with the name of the organization they work for will remain confidential. It was

explained to participants that the questionnaire was completely anonymous and does not include
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questions asking for any personal details, such as names of participants or names of employers.
The study ensured that all respondents were given the opportunity participate and contribute
voluntarily to the study. Also, the study ensured that necessary research authorities were consulted

and permission granted and due clarifications given to the respondents before start of the study.

3.12 Chapter Summary

In summary, this chapter provides a comprehensive blueprint for conducting the research, ensuring
that the process is systematic, rigorous, and ethically sound. Also, this chapter addresses the
methodology which included the processes and techniques used in carrying out the study in order
to answer the research questions that are outlined in chapter one of the study. The next chapter is

the data presentation and analysis.

CHAPTER FOUR

PRESENTATION OF FINDINS, ANALYSIS AND DISCUSSIONS
4.1 Introduction
The analysis of the researcher's field data collection is the main topic of this chapter. The
questionnaires were composed of questions that addressed the objectives of the study. The research
questions that were given to respondents form the basis of the data analyses. The study looked at
the understanding customer behaviour in payment of utility bills in Ghana, using the case of the
Electricity Company of Ghana (ECG). Most of the information was gathered via questionnaires.

Out of the total of one hundred (100) questionnaires that were distributed to the respondents in the
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chosen area of study, all the questionnaires were completed and returned representing a response
rate of 100%. Babbie (2005) pointed out that for a survey such as this study, a response rate of at
least fifty (50%) percent (50%) is adequate for analysis and reporting. He further added that a
response rate of sixty percent (60%) is good while that of seventy percent (70%) is very good.
Therefore, a response rate of 100.0% raises no question for the analysis. The analysis of the
collected data was carried out using descriptive statistics and analytical tools. Data analysis was
based on the objectives of the study and done by use of Statistical Package for Social Sciences and

descriptive statics such as mean, standard deviation and rank score.

4.1.1 Socio Demographic Characteristics of Respondents

The sociodemographic traits of the survey respondents are detailed in this section of the study.
The respondent's age, gender, greatest level of education, and length of service with the Ghana
Police Service were the main demographic factors examined. The results of the respondents'

demographic data are displayed in the figures below.
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Figure 4.1: Gender of respondents

Gender of respondent
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Source: Researcher’s Field Data (2024)

From Figure 4.1, out of the total respondents of 100, the majority (60, 60%) were males whereas
(40, 40%) were females. This implied that the majority of study participants were men, with a ratio
of 3 males to 2 females. Thus, the study's higher percentage of male respondents than female
respondents may indicate a reflection of traditional roles that place greater responsibility for
financial decisions such as utility bill payment on men. This suggests that men are frequently seen
as the main breadwinners in Ghanaian households which may put the burden of paying electricity
bills on them. Also, even though women make financial contributions, men may have the final say

in some households regarding when and how much to pay.
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Figure 4.2: Age of respondents
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Source: Researcher’s Field Data (2024)

Furthermore, the age distribution of the respondents as a percentage showed that most of them (28,
48%) were above the ages of 42 years (this group constitutes the largest percentage of
respondents), followed by those who were between the ages of 34-41years, (28, 28%), this is the
second-largest age group, those who were between the ages of 26 and 33 (13, 13%), and those who
were between the ages of 18 and 25 years (11, 11%). Given that 76% of the respondents were older
(34-41 and over 42), represent the majority. This suggests that older individuals are more likely
to participate in financial responsibilities such as paying utility bills possible due to greater
financial stability or established roles in household management. This implies that older people
may have a disproportionate number of opinions or responsibilities regarding issues like paying
utility bills because they may be more financially stable or have more household duties. However,
the small proportion of respondents who were younger (18-25 years old) might suggest that they

are less involved in paying electricity bills or are not as financially independent.
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Figure 4.3: Education of respondents

Education of respondents
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Source: Researcher’s Field Data (2024)

The level of education held by the respondents who participated in the study found that only (8,
8%) of the respondents had Master’s Degree, reflecting a minority with advanced qualifications.
Again, (24, 24%) of the respondents have tertiary level of education as their highest level of
education which was followed by (25, 25%) of the respondents who were BECE/SSSCE
Certificate holders, representing a significant proportion with basic secondary-level education and
(26, 26%) were diploma Certificate holders, indicating a common mid-level educational
attainment. It was also seen that just (17, 17%) of the respondents had HND, another form of mid-
level qualification. A sizable percentage of the sample has mid-level qualifications as evidenced
by the preponderance of respondents with diplomas and BECE/SSSCE certificates. The
comparatively low number of respondents holding Master's degrees, however, indicates that there
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are fewer people with advanced degrees, which might be indicative of general trends in education
in the field. The sample's balanced distribution of tertiary-level qualifications is demonstrated by

the presence of people with First Degrees (24%) and HNDs (17%).

Figure 4.4: Tenure of respondents

Tenure of respondents
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Source: Researcher’s Field Data (2024)

Respondents who participated in the study had varied years of experience as consumers of ECG
from the field. Most respondents (32, 32%) of the respondents had been consumers for a period
above 12 years (the group represent the largest portion of respondents), while (21, 21%) and (18,
18%) of the respondents had been consumers for 8-12 years as well as 2-6years respectively (they
also bring substantial experience to the sample and have a moderate level of experience offering a
middle ground perspective). Furthermore, (15, 15%) between 7 to 11 years, suggesting some

varied interpretations while (14, 14%) of respondents have been working for a period not less than
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1 year (their representation is the lowest potentially providing limited insights from a fresh
perspective). The higher representation of respondents with longer tenure (above 12 years and 8-
12years) suggests that experienced individuals dominate the sample. Thus may influence
responses as longer-tenured individuals often have a deeper responsibility like paying bills.
However, the relatively low representation of respondents with shorter tenure (less than I years

and 2-6 years) may limit insights into the perspectives of newer individuals.

4.1.2 Reliability and flexibility of payment of utility bills influence customer behavior

The study's goal was to establish how reliability and flexibility of payment of utility bills influence
customer behavior at ECG. The respondents were also asked to complete a 5-point Likert scale
with anchors on Strongly Disagree (1), Disagree (2), Neither Agree nor Disagree (3), Agree (4),
and Strongly Agree (5). The means, standard deviations, and rank score are shown in Table 4.2
below:

Table 4.1: Reliability and flexibility of payment of utility bills influence customer behavior

Std. Rank

Descriptive Statistics Mean  Deviation Score

1. The payment systems provided by ECG are reliable for consistent ~ 3.8500 1.04809 I
and timely transactions

2. Payment platforms are easily accessible at all times 3.6800 1.31717 2nd

3. Automated payment reminders from ECG improve my 3.6200 1.21256 3rd
compliance with utility payments.

4. Frequent system downtimes during payment processes discourage  3.6100 1.20517 4th
me from paying on time.

5. The availability of multiple payment options by ECG has 3.5200 1.25110 5th
positively influence my payment behaviour

6. Errors in utility bills discourage my payment compliance 3.5000 1.32192 6

7. Transparent billing practices motivate me to pay utility bills on 3.4900 1.25122 7th
time

8. The accuracy of ECG bills increases my trust and commitment to ~ 3.3000  1.31426 gth
timely payments
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9. The flexibility to choose payment channels (e.g., mobile, bank, 3.1300 1.22808
office) improve my willingness to pay.

9th

Source: Researcher’s Field Data (2024)

Table 4.1 showed the fallout of how reliability and flexibility of payment of utility bills influence
customer behavior at ECG. The mean score recorded ranged from 3.85 to 3.13 meaning that most
of the responses were between “agree and strongly agree”. Ultimately, “The payment systems
provided by ECG are reliable for consistent and timely transactions” recorded the highest mean of
(M=3.85; SD=1.04; RS=1%). This suggested that consumers were more satisfied when a reliable
payment system made sure they could pay their bills promptly and conveniently without any
hassles, delays, or unsuccessful transactions. When consumers receive reliable and consistent
service, they are more likely to trust the company's systems and services, which boosts customer

loyalty.

The other highest mean was “Payment platforms are easily accessible at all times”, “Automated
payment reminders from ECG improve my compliance with utility payments”, “Frequent system
downtimes during payment processes discourage me from paying on time”, and “The availability
of multiple payment options by ECG has positively influence my payment behaviour” (M=3.68;
SD=1.31; RS=2"%), (M=3.62; SD=1.21; RS=3"), (M=3.61; SD=1.20; RS=4") and (M=3.52;
SD=1.25; RS=5"); respectively. The results showed that by allowing real-time payment tracking,
digital systems facilitate the detection and resolution of issues such as default payments.
Furthermore, reliable systems encourage consumers to make payments on time because they know
the process is straightforward. As a result of their increased confidence in dependability, more

consumers are choosing automated and digital processes over cash or in-person meetings.

This was followed by “Errors in utility bills discourage my payment compliance” (Mean=3.50;

SD=1.32; RS=6"), “Transparent billing practices motivate me to pay utility bills on time”
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(Mean=3.49; SD=1.25; RS=7"), and “The accuracy of ECG bills increases my trust and
commitment to timely payments” (Mean=3.30, SD=1.31; RS=8"). The results indicated that
consistency in payment transactions minimizes issues such as double charges, failed payments or
unprocessed receipts which are common sources of customer dissatisfaction. Therefore, reliable
payments systems provided by ECG significantly enhance customer trust, operational efficiency

and financial stability while contributing to timely payments and improved service delivery.

The study's findings corroborated Mugabi et al. (2017) and Kayaga, Calvert, and Sansom, (2014);
Waldron (2014) who argued that some other institutional factors, namely, transaction time of
consumers at the bill payment points and monitoring and control measures on the part of water
utilities, may also play critical independent roles in determining consumers’ satisfaction level and
their bill payment behavior. In the same vein, Mugabi, Kayaga, and Smout (2017) identified that
bill delivery, dependability or correctness of meter reading and bills, clarity of bills, flexibility,
and choice in payment options are among the main factors that consumers believe to be the

facilitators of, or barriers to, timely payment of their electricity bills

4.1.2 How does convenience of payment of utility bills influence customer behavior

The goal of the study was to determine how convenience of payment of utility bills influence
customer behavior at ECG. A 5-point Likert scale with the anchors Strongly Disagree (1), Disagree
(2), Neither Agree nor Disagree (3), Agree (4), and Strongly Agree (5) was also required of the
respondents. Table 4.2 below displays the means, standard deviations, and rank score.:

Table 4.2: Factors that influence the level of motivation of police personnel
Std. Rank

Descriptive Statistics Mean Deviation  Scores
1. Mobile money services make it convenient to pay my 3.9100  1.12900 s
ECG utility bills
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2. Online payment methods provided by EC are easy 3.8200 1.20922 2nd
and convenient to use
3. The payment instructions provided are clear and easy 3.6000  .99494 3rd
to follow
4. Integration of ECG payments with platforms like 3.5400 1.19274 4th
banks or apps enhances convenience.
5. The proximity points encourages me to pay my utility 3.5100 1.26726 5th
bills on time
6. The time taken to process is convenient and fits into 3.3800  1.27747 6t
my daily schedules
7. Having 24/7 payment options increases my 3.1600 1.30050 7th
likelihood of paying utility bills on time
8. Efficient customer support during difficulties 3.1400 1.39277 gth
increases my satisfaction
Valid N (listwise)
Source: Researcher’s Field Data (2024)

The mean score for the factors of how convenience of payment of utility bills influence customer
behavior at ECG ranged from 3.91 to 3.14, as indicated by Table 4.2's results. This suggests that
the majority of responses fell between "agree and strongly agree." However, “Mobile money
services make it convenient to pay my ECG utility bills” recorded the highest mean score of
(M=3.82; SD=1.15; RS=1%"). This implied that mobile money allows users to pay their utility bills
from the convenience of their homes, places of employment, or while on the go by doing away
with the need to physically visit banks or ECG offices. Additionally, consumers avoid lengthy

lines and administrative hold-ups which speeds up and eases the payment process.

The findings showed that “Online payment methods provided by EC are easy and convenient to
use”, “The payment instructions provided are clear and easy to follow” and “Integration of ECG
payments with platforms like banks or apps enhances convenience” which attained a mean
(M=3.82; SD=1.20; RS=2"%); (M=3.60; SD=.99; RS=3") and (M=3.54; SD=1.19; RS=4"") as
shown in Table 4.2 respectively. According to the findings, certain mobile money services make
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it simple to pay bills on time, which lowers the risk of late fees and service interruptions. Also, to
help users remember when payments are due, some MMP send out SMS notifications and
reminders. Consumers can therefore conveniently pay their bills using mobile money platforms
even if they do not have traditional bank accounts. Because mobile money platforms are generally

easy to use, people with different levels of technological expertise can use them.

Consequently, “The proximity points encourage me to pay my utility bills on time” and “The time
taken to process is convenient and fits into my daily schedules” attained the topmost (Mean=3.51;
SD=1.26; RS=5"), and (Mean=3.38; SD=1.27; RS=6"), correspondingly. This implied that when
payment points are close by, consumers can more easily access services without having to spend
a lot of time or money traveling to far-off offices or banks. Consumers are more likely to
incorporate payments into their daily routines when they are handled swiftly and simply. lowering

procrastination and making sure bills are paid on time.

The mean mark of (M=3.16; SD=1.30; RS=7'") was related with participants who strongly agreed
that “Having 24/7 payment options increases my likelihood of paying utility bills on time”.
Nevertheless, the study displayed that “Efficient customer support during difficulties increases my
satisfaction” and “Efficient queue management at ECG offices makes in-person payments stress-
free” (Mean=3.14, SD=1.39; RS=8") and (Mean=3.14, SD=1.46; RS=8") were the lowest of how
convenience of payment of utility bills influence customer behavior at ECG. Inferences can be
made that consumers no longer need to waste time or endure protracted processes, making the
payment process easy and stress-free. Consumers can complete transactions more quickly thanks
to quick processing times, which frees up time for other commitments and interests. Consumers
are more likely to make their payments on time when payment locations are convenient and meet

daily schedules. Overall adherence to deadlines is improved as a result.
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The results are corroborated by Schuh and Stavins (2017) who asserted that, convenience is
regarded to the degree to which people can save time, effort to carry, or ability to keep or store, or
do some physical requirements at the time of payment. In their study, convenience driver was
statistically demonstrated to be associated to the consumer choice of card usage. This view is also
reinforced by Borzekowski et al. (2016), in their empirical paper, convenience is overwhelmingly
cited as a main reason for using debit cards. Additionally, the convenience in consumers’ use of
bank cards was specifically investigated in the study by (Arango & Taylor, 2019). These authors
found that consumers perceiving bank cards to be more convenient and less risky than cash use
them more frequently and consumers substantially shift away from cash and towards alternative

payment methods (Arango & Taylor, 2019).

4.1.3 Challenges of motivation pertaining to police personnel of Ghana Police Service

The study sought to identify the challenges of motivation pertaining to police personnel of Ghana
Police Service. Also, the respondents were required to use a 5-point Likert scale anchored on
Strongly Disagree (1), Disagree (2), Neither Agree nor Disagree (3), Agree (4) and Strongly Agree
(5). The means, standard deviations and rank score are presented in Table 4.2 below:

Table 4.3: Challenges in utility bills Payment and Solutions

Std. Rank

Descriptive Statistics Mean  Deviation Scores
The cost of utility bills is a major challenge affecting my 3.9700  .94767 Ist
payment compliance
Long queues at ECG payment centers are a significant 3.8600  1.18935 2nd
challenge for me
Providing incentives (e.g., discounts for early payments) 3.8100 1.17804 3rd
would encourage me to pay on time.

Technical issues with payment platforms discourage me 3.7900  1.04731 4th
from making timely payments
Frequent communication from ECG about payment 3.5400 1.16706 Sth

processes and options can improve compliance
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Lack trust in some payment systems due to potential errors ~ 3.5400  1.18424 6th
or fraud

I am not fully aware of all the available payments offered by 3.5300  1.14992 7th
ECG

Digital enhancements (e.g., apps, user-friendly platforms) 3.2500  1.22578 8th
would make payments easier.

Language barriers make understanding the payment process 3.0600 1.36197 Oth
challenging

Source: Researcher’s Field Data (2024)

According to the outcome of Table 4.3, all the 9 challenges of the faced by consumers of ECG in
paying their utility bills, and how can these challenges be addressed to improve payment
compliance recorded the mean score between 3.97-3.307 per the findings. The study found that,
“The cost of utility bills is a major challenge affecting my payment compliance” recorded the
highest mean of (M=3.96; SD=1.10; RS=1%). This implied that because high utility costs require
a larger portion of consumers' meager income to be spent on electricity, they make it more difficult
for them to pay for other essentials like food, housing, healthcare, and education. Therefore, if bills
become unaffordable, consumers may put off payments or take out loans to meet their obligations,

which would lead to stress and debt.

The other highest mean was “Providing incentives (e.g., discounts for early payments) would
encourage me to pay on time”, “Technical issues with payment platforms discourage me from
making timely payments”, “Frequent communication from ECG about payment processes and
options can improve compliance” and “Lack trust in some payment systems due to potential errors
or fraud” (M=3.81; SD=1.23; RS=2"Y), (M=3.72; SD=1.07; RS=3"), (M=3.64; SD=1.14; RS=4")

and (M=3.60; SD=1.24; RS=5"); respectively.

This implied that extended waiting results in irritation and annoyance, which ultimately causes
dissatisfaction with ECG services. Consumers may suggest payments to avoid long lines, which

raises the possibility of non-compliance or late payments. Consumers are discouraged from
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making payments by technical problems such as system failures, unsuccessful transactions, or
errors, which leads to missed or postponed payments. Frequent technical issues erode consumers'

trust in digital payment platforms, leading them to favor less efficient in-person transactions.

This was again followed by “Lack trust in some payment systems due to potential errors or fraud”
(Mean=3.54; SD=1.18; RS=6"), and “I am not fully aware of all the available payments offered
by ECG” (Mean=3.53, SD=1.14; RS=7"). The study similarly showed that “Language barriers
make understanding the payment process challenging”, (Mean=3.48, SD=1.27; RS=8'") were the
least challenges of the faced by consumers of ECG in paying their utility bills. This implied that
regular communication lowers misunderstandings and non-compliance by informing consumers
about payment options, deadlines, and procedures. If consumers think payment platforms are
unreliable or prone to fraud, they might decide to pay in person instead. Fear of errors such as
overcharging or unsuccessful transactions discourages consumers from paying on time. Regular
updates strengthen the bond between ECG and its consumers by promoting openness and trust.
Reliance on physical payment centers can be decreased through efficient communication about
digital platforms and mobile money. Consequently, consumers are less confused and irritated when

procedures are communicated clearly.

The findings corroborate with Chipofya et al. (2019) who argued that utilities firms do not achieve
efficiency in billing because (i) bill packages fail to establish the customer base, (ii) bills delivery
is irregular, often resulting in non-payment by registered consumers especially in slum areas, (iii)
there are incidences of undercharging and overcharging due to billing errors, creating
dissatisfaction among consumers and (iv) ineffectiveness of the billing system. Liu, Wu, and Yu-
Buck (2021) posited that complex and confusing billing statements could lead to

misunderstandings and disagreements about the amount owed. Liu, Luo, and Zhang (2020)
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asserted, however, that insufficient customer care can increase client dispair and cause bill
payments to be delayed. They also stressed that consumers might encounter problems if there are
no flexible payment options or ways to spread out payments over time. Manshad and Brannon
(2021) added to the research by highlighting how consumers may fail to make payments as a result
of utility providers' poor communication about due dates, available payment options, and the

repercussions of non-payment.

4.2 Discussion of Results

From the objective one, the study sought to establish how reliability and flexibility of payment of
utility bills influence customer behavior at ECG. The reliability and flexibility of utility bill
payment systems are key determinants of customer behavior. Reliable payment systems ensure
that customers can make transactions without frequent technical failures, errors, or delays.
Flexibility, on the other hand, encompasses options such as varied payment platforms, installment
plans, and diverse payment schedules. Research indicates that when utility companies provide
reliable systems, customers are more likely to trust and engage with the service (Brown & Taplin,
2021). Similarly, flexible payment options have been shown to cater to diverse customer financial
capacities, leading to increased payment compliance (Johnson et al., 2020). For ECG, the
introduction of mobile payment platforms, bank payment options, and digital wallets has likely
enhanced both reliability and flexibility. However, system downtimes or limitations in payment

options may deter compliance.

From the objective two, the study sought to determine how convenience of payment of utility bills
influence customer behavior at ECG. Convenience directly influences the ease with which
customers interact with ECG's payment platforms. This includes factors such as accessibility, user-
friendly interfaces, and the availability of physical and digital payment channels. Studies such as
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that by Smith and Baker (2019) suggested that convenient systems reduce the effort and time
required for transactions, enhancing customer satisfaction and loyalty. For ECG, the expansion of
digital payment solutions and the ability to pay through third-party services have likely improved
convenience. Nevertheless, disparities in digital literacy or a lack of access to online services
among certain customer segments could pose barriers. Thus, while convenience significantly

shapes positive customer behavior, efforts must be made to ensure inclusivity.

From the objectives three, the study identified the challenges of the faced by customers of ECG in
paying their utility bills, and how can these challenges be addressed to improve payment
compliance. Despite improvements, ECG customers face several challenges in paying utility bills
such as frequent system downtimes and connectivity issues. Customers with irregular income find
it difficult to adhere to fixed payment schedules. Also, limited payment points in rural areas and a

lack of awareness of payment options and processes.

Effective solutions to these challenges can improve payment compliance and foster trust between
ECG and its customers. For instance, upgrading digital systems to ensure uninterrupted service
aligns with findings from Evans and Cooper (2022), who highlight that system reliability increases
customer satisfaction and compliance rates. Additionally, providing flexible payment solutions
echoes the recommendations of global energy companies in achieving higher compliance (World

Bank, 2021).

4.3 Chapter Summary

The objectives and research questions act as a roadmap for the systematic presentation of the
results. Important trends that emerged from the data are highlighted usually supported by
unambiguous visual aids such as tables, charts, and graphs. When interpreting the results in the

discussion, the theoretical framework, literature, and research objectives are taken into account.
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The chapter ends with a summary of the main conclusions and ramifications of the study. It fills

in the gaps between the recommendations and conclusions covered in the next chapter.

CHAPTER FIVE

SUMMARY OF MAJOR FINDINGS, CONCLUSION AND RECOMMENDATIONS
5.1 Introduction

The key findings and conclusions of the study are summarized in this chapter and should be
considered when formulating policy. Three themes are used to summarize the chapter in order to

replicate the aforementioned.

5.2 Summary of some major findings made by the study

The aim of this study was to examine the understanding customer behaviour in payment of utility
bills in Ghana, using the case of the Electricity Company of Ghana (ECG). The study had three
specific objectives, that is firstly, to examine how reliability and flexibility of payment of utility
bills influence customer behavior at ECG; secondly, to determine how convenience of payment of
utility bills influence customer behavior at ECG; and thirdly, to identify the challenges of the faced
by consumers of ECG in paying their utility bills, and how can these challenges be addressed to

improve payment compliance. In this regard, the study adopted cross-sectional survey design and
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quantitative research approach using questionnaire. Data was analyzed using descriptive statistics

such as, pie and bar chart, mean, standard deviation and rank sores.

From the first objective, the established that reliability and flexibility of payment of utility bills
influenced customer behavior at ECG. The findings demonstrated that, the payment systems
provided by ECG were reliable for consistent and timely transactions and that payment platforms
were easily accessible at all times by the consumers. Furthermore, the research indicated that
automated payment reminders from ECG improved consumers’ compliance with utility payments.
The study found that the availability of multiple payment options by ECG has positively influence

consumers’ payment behaviour.

From the second objective, the study sought to determine how convenience of payment of utility
bills influence customer behavior at ECG. Results from the study found that mobile money
services made it convenient to pay consumers ECG utility bills due to the online payment methods
provided by ECG which were easy and convenient to use. The data found that the payment
instructions provided by ECG were clear and easy to follow as the integration of ECG payments
with platforms like banks or applications enhanced convenience. The outcome showed that the
proximity to ECG points encouraged the consumers to pay their utility bills on time. As a result,

the time taken to process was convenient and fits into their daily schedules.

From the objective three, the study sought to identify the challenges faced by consumers of ECG
in paying their utility bills, and how can these challenges be addressed to improve payment
compliance. It was found the cost of utility bills is a major challenge affecting consumers’ payment
compliance. The study deduced that long queues at ECG payment centers were a significant
challenge for consumers and as a result, providing incentives (e.g., discounts for early payments)

would encourage them to pay on time. Also, it was found the technical issues with payment
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platforms discourage consumers from making timely payments. The study revealed that the
frequent communication from ECG about payment processes and options can improve compliance

and the digital enhancements, for example, apps, would make payments easier.

5.3 Answering of research questions by the study

The study sought to answer three research questions which are as follows: How does the reliability
and flexibility of payment of utility bills influence customer behavior at ECG? ,How does the
convenience of payment of utility bills influence customer behavior at ECG? and What are the
challenges faced by customers of ECG in paying their utility bills, and how can these challenges

be addressed to improve payment compliance?

5.3.1 The influence of reliability and flexibility of payment of utility bills on customer

behavior at ECG

The findings regarding the payment systems provided by the Electricity Company of Ghana (ECG)
indicate a multifaceted interaction between reliability, consumer behavior, and technological
integration. The reliability of these payment systems is paramount, as it fosters consistent and
timely transactions. Research shows that customers are more inclined to engage with payment
systems they perceive as dependable. For instance, Sualihu and Rahman (2014) emphasize that
the ECG's challenges in maintaining customer payments are partly due to its inconsistent service
delivery, which can undermine customer trust and willingness to pay (Sualihu & Rahman, 2014).
Conversely, when payment systems are reliable, they encourage customers to comply with their

payment obligations, thereby enhancing overall revenue collection for the utility. Moreover, the
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availability of multiple payment options has been shown to positively influence consumer payment
behavior. The flexibility afforded by various payment methods—such as mobile payments, bank
transfers, and prepaid metering—allows customers to choose the most convenient option for their
circumstances. This flexibility is crucial, especially in developing economies where financial
constraints may dictate payment preferences. Studies indicate that when customers have access to
diverse payment channels, their likelihood of making timely payments increases significantly
(Yaokumah et al., 2017). This is supported by the findings of Yaokumah et al. (2017) who
highlight that demographic factors influence the adoption of e-payment services, suggesting that
tailored payment options can enhance customer engagement (Yaokumah et al., 2017). Automated
payment reminders from ECG were also identified as a significant factor in improving compliance
with utility payments. The effectiveness of reminders in prompting timely payments is well-
documented in behavioral economics. For example, Roll et al. (2024) demonstrate that reminders
can effectively reduce payment delinquencies across various contexts, including utility bills (Roll
et al,, 2024). This aligns with the findings of Lambongang (2023) who notes that timely
notifications can significantly enhance customer adherence to payment schedules (Lambongang,
2023). The integration of automated reminders into the payment system not only serves as a nudge
for customers but also reinforces the reliability of the service provided by ECG. However, despite
these positive aspects, frequent system downtimes remain a significant barrier to timely payments.
Downtimes can lead to frustration among customers, causing them to seek alternative payment
methods or delay payments altogether. This issue is echoed in the literature, where system
reliability is linked to customer satisfaction and payment behavior. Guajardo (2019) research
illustrates that disruptions in service can adversely affect customer payment patterns, highlighting
the need for robust technological infrastructure to support payment systems (Guajardo, 2019).

Furthermore, the perception of unreliability due to system failures can diminish customer trust,
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ultimately impacting their willingness to engage with the ECG's payment systems (Kim et al.,

2010).

5.3.2 The influence of convenience of the payment of utility bills on customer behavior at

ECG

The findings of the study highlight the transformative impact of mobile money services on the
payment behavior of consumers regarding their utility bills with the Electricity Company of Ghana
(ECG). The convenience afforded by these services is a critical factor in enhancing customer
compliance and satisfaction. This expansion delved into the various dimensions of convenience
associated with mobile money services, online payment methods, clear payment instructions,
integration with banking platforms, and the strategic placement of ECG payment points. Mobile
money services have revolutionized the way consumers engage with utility payments, particularly
in developing economies like Ghana. The study indicates that these services significantly enhance
the convenience of paying ECG utility bills. According to a report by the World Bank, mobile
money has been instrumental in increasing financial inclusion, allowing consumers to conduct
transactions without the need for traditional banking infrastructure (Sualihu & Rahman, 2014).
The ability to pay bills via mobile devices eliminates the need for physical travel to payment points,
thereby saving time and reducing transaction costs. Furthermore, the flexibility of mobile money

services allows consumers to make payments at their convenience, whether during working hours
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or outside of them, which is particularly beneficial for those with demanding schedules (Nawawi

et al., 2023).

5.3.3 The challenges faced by customers of ECG in paying their utility bills, and how these

challenges can be addressed to improve payment compliance

The challenges faced by consumers in paying their utility bills to the Electricity Company of Ghana
(ECG) are multifaceted and stem from various systemic and behavioral factors. These challenges
include frequent system downtimes, connectivity issues, and difficulties that arise for customers
with irregular income. Additionally, limited payment points in rural areas and a lack of awareness
regarding available payment options further exacerbate compliance issues. Suggested solutions to
these challenges encompass upgrading digital systems, expanding flexible payment options, and
enhancing consumer education about payment methods. Frequent system downtimes significantly
hinder the ability of consumers to make timely payments. Such downtimes can lead to frustration
and a lack of trust in the payment system, which ultimately discourages compliance. Research
indicates that system reliability is a crucial determinant of consumer behavior in payment contexts.
For instance, Sualihu and Rahman (2014) highlight that disruptions in service can adversely affect
customer payment patterns, emphasizing the need for robust technological infrastructure to support
payment systems (Sualihu & Rahman, 2014). Furthermore, connectivity issues can
disproportionately affect consumers in rural areas, where internet access may be limited, thereby

complicating their ability to utilize digital payment methods.
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5.4 Limitations of the study

The study employed a convenience sampling technique. One of the primary concerns with
convenience sampling is the potential for selection bias. Since the sample is drawn from
individuals who are readily available, it may not accurately reflect the broader population of
interest. In the present study, the sample consisted predominantly of urban residents who frequent
specific payment points, the findings may not be applicable to rural consumers who face different
challenges and behaviors regarding utility payments. As noted by Etikan et al. (2016), convenience
sampling can lead to skewed results that do not adequately represent the diversity of the target

population

The study used a questionnaire as a data collection tool. One of the primary concerns associated
with using questionnaires is the potential for self-reporting biases. Self-reporting bias occurs when
respondents provide inaccurate or misleading information due to various factors, including social
desirability, recall bias, or lack of self-awareness. For instance, participants may overstate their
satisfaction with a service or their frequency of payments to align with perceived social norms or
expectations. This phenomenon is particularly relevant in studies related to utility payments, where

respondents might feel pressured to present themselves as responsible consumers.

5.5 How the study has contributed to knowledge

Understanding customer behavior in the context of the Electricity Company of Ghana (ECG) is

crucial for enhancing revenue collection and improving service delivery. Insights into how
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customers interact with payment systems indicates that factors such as reliability, flexibility, and

convenience significantly influence their payment habits.

Flexibility in payment options plays a vital role in shaping customer behavior. The ability to choose
from various payment methods—such as mobile money, bank transfers, or prepaid metering—can
significantly influence customers' willingness to pay their electricity bills. For example, the study
by Amankwaa et al. (2020) demonstrates that the adoption of electronic payment innovations can
facilitate timely payments by making the process more accessible and user-friendly (Amankwaa
et al., 2020). Similarly, the findings from Jack and Smith (2015) indicate that customers,
particularly those from lower-income households, prefer payment methods that allow for smaller,
more frequent transactions, which aligns with their financial capabilities (Jack & Smith, 2015).
This preference for flexibility can help ECG tailor its payment systems to better meet customer

needs.

Convenience is another essential factor driving customer payment behavior. The integration of
technology into payment systems has made it easier for customers to pay their bills without the
need to visit physical locations. Nawawi et al. (2023) emphasize that the ease of use and
accessibility of payment platforms significantly impact customer engagement (Nawawi et al.,
2023). Moreover, the effectiveness of fintech solutions in simplifying payment processes has been
shown to motivate customers to engage more actively with their payment obligations (Arelsa &
Sholahuddin, 2023). The convenience offered by mobile payment systems, as noted by Huang and

Cheng (2012), enhances customer satisfaction and encourages continued use of these services.
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5.6 Recommendations for Policy

The following recommendations are offered to enhance revenue collection while raising

productivity and customer satisfaction, based on the data acquired from studying how Ghanaian

consumers pay their utility bills, with an emphasis on the Electricity Company of Ghana (ECG).

ECG should invest in improving the reliability and usability of digital payment systems, such
as mobile money, mobile apps, and online portals. Improving these systems to lower errors
and downtime will increase customer trust and encourage wider use. Working with telecom
providers is also essential to ensuring that payment systems integrate seamlessly.

A thorough public education campaign should be launched to raise awareness of the benefits
of making on-time bill payments as well as the different payment options. This might involve
community forums, social media outreach, and direct SMS alerts. These programs should be
created to debunk myths, provide comprehensive guidance, and clearly outline the
repercussions of nonpayment.

Flexible payment options like installment plans, partial payments, and prepaid and post-paid
options ought to be made available by ECG. These programs would ease the financial burden
of lump-sum payments and assist consumers with erratic income patterns.

ECG should use data analytics to divide up its customer base according to their challenges,
preferences, and payment habits. This strategy will make it possible to implement focused
interventions like customized payment reminders, loyalty programs for regular payers, or

exclusive deals for low-income clients.
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e Resolving complaints and dealing with problems pertaining to bill payments require better
consumer support systems. ECG should set up a responsive complaints resolution unit, round-
the-clock customer service lines, and an easy-to-use feedback system.

5.7 Recommendations for further research

Future research should investigate how the increasing use of digital payment methods influences

customer behavior, preference and compliance with utility payments. Future studies should look

at longitudinal analysis of payment trends over time to identify factors driving changes in customer

behavior especially during economic downturns or energy crisis.

5.8 Conclusion

Enhancing the sustainability and efficacy of utility services, especially in Ghana, requires an
understanding of how consumers pay their bills. The complexity of this problem, which includes
socioeconomic, infrastructure, and technological components, is demonstrated by the Electricity
Company of Ghana case. According to this study, consumers' methods of paying their utility bills
are influenced by a number of factors, including the dependability, flexibility, and convenience of
payment systems as well as obstacles like poor communication, restricted access to digital
platforms, and perceived inefficiencies in service delivery. Electronic platforms and mobile money
are examples of modern payment methods that have improved customer convenience and raised
payment compliance. However, ongoing difficulties like poor connectivity, a lack of knowledge
about digital platforms, and sporadic technical problems make it difficult to conveniently pay
utility bills. Furthermore, the socioeconomic circumstances of many Ghanaians, which include

irregular income and financial difficulties, exacerbate late or nonexistent payments.

This study emphasizes how crucial a customer-centric strategy is to overcoming these obstacles.

To promote a positive payment culture, ECG needs to improve its communication strategies to
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inform consumers about the advantages of on-time payment plans. Providing reliable customer
service and improving the dependability of digital platforms are also essential steps. In conclusion,
comprehending consumer behavior entails more than just figuring out why consumers are unable
to pay their utility bills; it also entails using insights to create interventions that satisfy the needs
and expectations of the consumer. If ECG places a high priority on customer engagement and

satisfaction, it will improve customer relationships, increase revenue collection, and foster trust.
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APPENDIX
RESEARCH QUESTIONNAIRE FORM

UNDERSTANDING CUSTOMER BEHAVIOUR IN PAYMENT OF UTILITY BILLS: A
CASE STUDY OF THE ELECTRICITY COMPANY OF GHANA LIMITED

Dear Participants,

I am carrying out research for academic purposes on “UNDERSTANDING CUSTOMER
BEHAVIOUR IN PAYMENT OF UTILITY BILLS: A CASE STUDY OF THE ELECTRICITY
COMPANY OF GHANA LIMITED”. In order for me to complete my study, I kindly appeal to
you to fill this questionnaire which will take approximately 15 minutes to complete. Your
responses will be used only for research purposes and shall be treated with the strictest confidence.

Thank you for your participation in the success of my studies.

SECTION A: Demographic Information

Please respond to the following statements by ticking (V) one answer from each question that

applies to your circumstances.

1. Gender?
( )Male ( )Female

2. Please indicate your age group.
() 18-25years ( )26-33years ( ) 34-4lyears ( )above 42 years

3. Educational level?
( ) BECE/SSSCE Certificate
( ) Diploma
( ) HND
() First Degree
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4. Position

( ) Master’s Degree

Others (P1ease SPECITY) ...uuinriii it e

5. How long have you been a customer of the ECG?
() Less than lyear ( )2-6years ( )7-1lyears ( )8-12years ( )above 12years

SECTION B: How does reliability and flexibility of payment of utility bills influence
customer behavior at ECG?

Please indicate the extent to which you agree or disagree with the following statements. Answer

by ticking (\) only one answer in each case. Use the scales below as a guide.

Strongly Disagree (SD)
Disagree (D)

Neutral (N)

Agree (A)

Strongly Agree (SA)

Questions

SD | D

1.

The payment systems provided by ECG are reliable for consistent and
timely transactions

2.

The availability of multiple payment options by ECG has positively
influence my payment behaviour

3.

Frequent system downtimes during payment processes discourage me
from paying on time.

The flexibility to choose payment channels (e.g., mobile, bank, office)
improve my willingness to pay.

9]

The accuracy of ECG bills increases my trust and commitment to
timely payments

Errors in utility bills discourage my payment compliance

Payment platforms are easily accessible at all times

Transparent billing practices motivate me to pay utility bills on time.

DX

Automated payment reminders from ECG improve my compliance
with utility payments.

SECTION C: How does convenience of payment of utility bills influence customer behavior

Questions

SD

D

N

A

A

1.

Online payment methods provided by EC are easy and convenient to use.

2. The proximity points encourages me to pay my utility bills on time

3. The time taken to process is convenient and fits into my daily schedules

4. Mobile money services make it convenient to pay my ECG utility bills
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5. Efficient queue management at ECG offices makes in-person payments
stress-free

6. Having 24/7 payment options increases my likelihood of paying utility bills
on time

7. The payment instructions provided are clear and easy to follow

8. Integration of ECG payments with platforms like banks or apps enhances
convenience.

9. Efficient customer support during difficulties increases my satisfaction

SECTION D: Challenges in utility bills Payment and Solutions

Questions

SD

SA

1.

The cost of utility bills is a major challenge affecting my payment
compliance

2.

I am not fully aware of all the available payments offered by ECG

Technical issues with payment platforms discourage me from making
timely payments

Long queues at ECG payment centers are a significant challenge for me.

Lack trust in some payment systems due to potential errors or fraud

Language barriers make understanding the payment process challenging

R R

Digital enhancements (e.g., apps, user-friendly platforms) would make
payments easier.

8. Frequent communication from ECG about payment processes and options
can improve compliance
9. Providing incentives (e.g., discounts for early payments) would encourage

me to pay on time.

Please do you have anything else to say?

Thank you for your view and time
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