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ABSTRACT 

The research objective was is to examine the impact of supply chain practice on customer     

satisfaction in Ethiopia electric utility. The study was an explanatory mixed design.  The target 

populations for the study were employees working at head office and customer service centers in 

Addis Ababa. Simple random sampling techniques were applied to select a sample size of 124 

employees from both managerial and non-managerial positions. 115 employees (92.74%) 

response rate was obtained. Primary data was mainly collected using self- administered 

questionnaires consisting of both open and closed ended questions. Data were also collected 

through interview. The collected data were quantitatively analyzed using SPSS to produce 

descriptive statistics and regression analysis. The study discovered that strong customer 

relationship, strong internal collaboration of employee and fast responsiveness to customer and 

poor on implementation information technology and supplier relationship from the finding. The 

researcher recommends that there is need for EEU management to transforming the capacity of 

technology and making strong supplier relationship increase the satisfaction of customer and also 

Management Techniques, Implementing Integrated and Automated System, Recruiting adequate 

and qualified staffs, Developing Employees Capacity, The study also suggests that further study 

should be conducted to assess the role of employee capacity building in making fast reliable and  

integrated response on over all utility service. 
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CHAPTER ONE 

1. INTRODUCTION 

1.1 Back ground of the study 

A supply chain involves various participants who perform a sequence of activities in moving 

physical goods or services from a point of origin to a point of consumption and involves 

participants in the following order from upstream (toward the origin) to downstream (toward the 

ultimate consumer): source supplier, manufacturer, distributor, retailer, and customer. 

Information flows along the supply chain toward the customer to aid in tracking the flow of 

products and flows upstream from the customer to suppliers to aid in identifying the 

characteristics of the demand for the product. At each stage of the supply chain, the customers 

pay their suppliers for the goods and services received; consequently, funds flow upstream from 

the ultimate consumer to the original supplier. “The global network used to deliver products and 

services from raw materials to end customers through an engineered flow of information, 

physical distribution, and cash” (Blackstone 2013). 

In case of electricity delivery to our home or business is typically generated in large centralized 

power plants. Power that travels over long distances via high voltage transmission lines, which 

are interconnected in a grid or network configuration from the transmission system, power travel 

to distribution substations. From these substations, distribution lines, operating at lower voltage 

levels, disperse the power throughout cities and neighborhoods. For safety reasons, each 

distribution lines are protected by circuit breaker in the substation. The power then travels from 

the distribution line through a service transformer located in close proximity to your home or 

business. Electricity enters the facility either through over head or underground service entrance 

conductors (wires) which connect to the meter. EEU reads this meter on a monthly basis and 

reports the information gathered to the billing department and the respective department sold the 

bill. (CenterPointEnergy.com) 

In Ethiopia electricity supply chain involves activities in power production, transmission, 

distribution and consumption. This activity include material and source planning, forecasting, 
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purchasing, inventory management, and information management, quality assurance, scheduling 

production/generation, warehousing of spare parts, distribution, delivery/transport, customer 

service.  

            

 

  

       Market information 

                                                                       Quality information 

        

Figure 1: Electric supply chain 

As we see from the figure the last link in the chain is distribution which is focus on my case. 

This involves taking electricity from the transmission system and connecting it to consumer. 

Distribution of electricity is carried out by Ethiopia electric utility. Electricity come from power 

generating system and provide a service to the end customer and also the distributors are always 

assessing the demand and give the information to generating system so on the network there is 

the adoption of supply chain practiced by the players.  

Customer service is one of the most important tools that help an organization to achieve a high 

level of profitability and long-term success. Since under this context of EEU, that's very 

important for them to be able to provide a high and improve its existing service that being 

provide to its customers. It is important to note that EEU must continually improve its services 

because people's expectations and needs keep on changing. However, EEU has been subject of a 

lot of criticism from the public in the quality of services they provide to them. Since an important 

analysis needs to be made about the customer expectations and perceptions regarding to the 

services that EEU are providing. One important aspect of EEU operations is its dealing with 

customers in order to achieve their satisfaction through determining their needs and establishing 

the operation system that deliver such needs. Hill and Alexander (2000) stated that there is a 

positive relationship between employee satisfaction and customer satisfaction and this is 

Input 

supplier 
Generator Transmitter Distributer 
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Water and 

energy 
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achieved in companies that practice employee motivation and loyalty. A chain of customers is 

established through word of mouth as a result of customer satisfaction derived from the product 

or service supplied by a particular organization (Subramanian et al., 2014). 

The aim of the paper that I will work on is that to show how supply chain practice can have 

meaningful impact on customer satisfaction. Practices will consider under the study 

customer/supplier relationship, collaboration, information technology and responsiveness.  

1.2 Back ground of the organization 

Power development was introduced in Ethiopia as early as 1950s, and since then the Ethiopian 

electric power sector has served over 55 years during these times, three landmark stages have 

passed to reach at the current status of the sector. In early days (1958) the sector had been 

organized in a vertically integrated structure, vested with both operator and regulatory mandates, 

and it was named as the “Ethiopian electric light and power authority”. It was managed by 

general manger leading five departments, namely operations, engineering, planning, finance and 

admiration, and service. (www.eepco.gov.et, public relation) 

 In the second development stage (1996), the sector changed to accommodate the economic 

policy of the country, and the former Ethiopian electric light and power authority was 

restructured as a corporation and was named as the “Ethiopian electric power corporation,” 

which was responsible for generating, transmitting, distributing and selling electric power to the 

public in a commercially viable system as an operator; and then the Ethiopian electric agency 

was established as a regulator. This stage was marked by the segregation of the duties of the 

regulators and operators. In addition, the company had to support the government’s rural 

electrification program, which is based on equitable availability of electric power to the rural 

mass population. In the third development stage (2013), the fast double –digit economic growth 

the country, regional interconnection and the growth the sector itself –in service area, customers 

size, finance and human capital, etc. demanded further restructuring of the vertically integrated 

Ethiopian electric power corporation into two legally unbound led state-owned enterprise, 

namely the Ethiopian electric utility (EEU) and Ethiopian electric power (EEP). The government 

of Ethiopia recognized the key role that power sector plays in the economic and social 
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development and growth of the country and has bestowed top priority to the sector and for its 

expansion. (www.eepco.gov.et, public relation) 

Ethiopian electric power (EEP) is a sole provider of bulk electric power to the retail service 

provider EEU thorough operating generation and transmission plants; and it builds generation 

and transmission infrastructure. (www.eepco.gov.et, public relation)  

1.3 Statement of the problem 

According to Sanghvi (1988), the reliability or quality of electricity supply had emerged as a key 

issue, because of the greater dependence of modern economies on power. However, the critical 

issue face by our country is that the demand for electric power is high and there is a critical 

power supply problem but beyond that the main problem is the absence of the effective 

distribution of power across the operation channel. According to World Bank report (2015) the 

electricity loss in Ethiopia is about 20%, which is much higher than the international average, 

12-13%. Most of the loss happens during distribution from the national grid to end users. The 

power system requires highly integrate systems to transport the produce energy to the end users 

as it should be, otherwise their would-be high-power interruption which would be major cause 

for power loss. In Ethiopia the general public complaining about the Electric service provide by 

Ethiopian Electric Utility through different means. Among the problem the customer 

complaining frequent power disruption, this affects the product during the time in the 

manufacturing sector. And also, Power fluctuation result in economic, health, and security 

hazard. There is big customer complaint in the new connection, failure fixing, billing, reliability 

of power, and customer service delivery.  According to Israel Berhanu (2015), Major problems 

identified are poor supply of distribution material; shortage of power supply does not meet 

demands, lack of proper complaint handling mechanisms, Lack of management commitment. To 

meet the customer satisfaction the company must concentrate on its customers and priority must 

be given to them more than other issues in the company. According to Simatupang TM, 

Sridharan R (2005), collaboration only be understood as a decision-making process between 

interdependent parties at many levels of the supply chain that involves shared ownership 

decision and collective responsibility for beneficial outcome.   
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 Ethiopia electric utility (EEU) as a public monopoly enterprise is constantly confronted to 

government ownership that faces with a lot of customer service and the service is not match 

customers’ needs. As the Ethiopian electric utility report there is high interruption and 

fluctuation of power during high demand and also there are a number of new connections that 

need by the sector which to optimize the need of the customer in order to satisfy. Zeritu Fikre’s 

(2010) study shows that there was poor service quality and poor performance in service process 

like new connection, complaint handling and recovery of service failure procedure. So, the 

corporation failed to meet such requirements in order to provide a reliable service to its 

customers. Aman Abdie, (2011) effect of service delivery and quality on customer satisfaction 

study service delivery process and service quality in Ethiopian Electric Power Corporation are 

below the expectation of customers.  

According to the report of Japan international cooperative agency (2018) power demand in 

Addis Ababa capital region is expected to increase from 800MW in 2014 to 3600MW in 2034 

mainly due to population increase (2014: 88 million persons,2034: 140 million person) and 

development plan. To cope with rapid increase in power demand, of late active investment is 

being done in power sector. As a result of such investments, a lot of new power plants have 

started operation, and currently the country has sufficient power generation capacity. On the 

other hand, in the transmission and distribution field including substation, a remarkable 

deterioration has occurred owing to aging and a shortage in supply has occurred due to 

insufficient maintenance and investment as per the data after January 2015, there has been poor 

quality of supply, with an average of 42 times power outage per week because of cable 

disconnection of 15kv distribution line and operation of substations circuit breaker. And there is 

a decrease in service quality to balance and consistent the problem in order to expand facilities 

efficiently and effectively transmission and distribution systems are must be well managing it.   

In my study tries to focused on impact of supply chain practice on customer satisfaction head 

office of EEU and Addis Ababa region customer service centers in the different operational 

department of the utility.  
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1.4 Research question 

What is the level of attention of the management on supply chain practice and the impact on 

customer satisfaction? 

What is the impact of customer/supplier relationship management on customer satisfaction? 

What is the impact collaboration among supply chain on customer satisfaction in EEU?  

How responsiveness impacts on customer satisfaction in EEU?  

How information technology is important for satisfaction of the employer and customer in EEU?  

1.5 Research objective  

1.5.1 General objective 

The general objective of the study is to examine the impact of supply chain practice on customer     

satisfaction in Ethiopia electric utility 

1.5.2 Specific objective 

➢ to examine the attention of supply chain practice on customer satisfaction in EEU  

➢ To show impact of customer/supplier relationship management on customer satisfaction 

in EEU 

➢ To determine the impact of collaboration among supply chain players on customer 

satisfaction in EEU 

➢ To examine the impact of responsiveness on customer satisfaction in EEU   

➢ To show the impact of information technology on the satisfaction of the customer in EEU 

1.6 Significant of the study 

1.6.1 Scope of the study 

There are eleven (11) regions in Ethiopia electric utility. Due to time and resource limitation, the 

study is limits to head office and Addis Ababa region. The study focused to the department that 

is relate with my work mainly focus distribution and sales sectors of service in head office and 

Addis Ababa region. There are 34 service centers under the region of Addis Ababa and I was 

focused to the 20 of service centers for my study. 
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1.7 Organization study 

The paper was organized into five chapters. The first chapter is an introduction which includes 

background of the study, problem statement, objective of the study, research questions, 

significance of the study and scope and limitation of the study. The second chapter is review of 

relate literatures which consists theoretical background and important points from different 

literatures. The third chapter involves methodologies that apply in the study. Chapter four 

presents the result and discussion of the study. Finally, the last chapter gives conclusion and 

recommendations of the study. 

CHAPTER TWO 

2. LITERATURE REVIEW 

This chapter presents a review of the related literature on the subject under study presented by 

various researchers, scholars, analysts and authors. The specific areas covered here would be 

theories, empirical literature review and the conceptual framework. 

2.1 The concept of supply chain management  

Supply chain is the connected network of individual, organization, resource, activities, and 

technologies involved in the manufacture and sale of a product or service. A supply chain starts 

with the delivery of raw materials from a supplier to manufacturer and ends with the delivery of 

the finished product or service to the consumer. 

Supply chain management is the management of the flow of goods and services and include all 

processes that transform raw materials into final products. It involves the active streamlining of a 

business supply side activity to maximize customer value and gain a competitive advantage in 

the market place. SCM represents an effort by suppliers to develop and implement supply chains 

that are as efficient and economical as possible. Supply chain covers everything from production 

to product development to the information systems needed to direct these undertaking. SCM is 

based on the idea that nearly every product that comes to market result from the effort of various 

organization that makes up supply chain. Although supply chains have existed for ages, most 

companies have only recently paid attention to them as a value add to their operation. 
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2.2 Theoretical literature review 

Supply chain is limit to the relationship between buyers and sellers. This approach focuses on the 

purchase in the organization.  Another approach has a larger view to supply chain which includes 

the sources of supply for the organization. Third approach is Porter's value chain in which supply 

chain balance all activities require to deliver a product or service to final customers (Rajabzadeh, 

Khadivar, Kazami, 2007). In a supply chain, customer, suppliers, transport companies and even 

competitors are united and form a network making best use of time and use resources 

(Dolatabadi, bazrpash, 2006). 

2.2.1 Assimilation theory 

Assimilation theory is based on Festinger’s (1957) dissonance theory. Dissonance theory posits 

that consumer make some kind of cognitive comparison between expectations about the product 

and the perceived product performance. This view of the consumer post-usage evaluation was 

introduced into the satisfaction literature in the form of assimilation theory. According to 

Anderson (1973), consumers seek to avoid dissonance by adjusting perceptions about a given 

product to bring it more in line with expectations. Consumers can also reduce the tension 

resulting from a discrepancy between expectations and product performance either by distorting 

expectations so that they coincide with perceived product performance or by raising the level of 

satisfaction by minimizing the relative importance of the disconfirmation experienced. 

2.2.2 Disconfirmation theory model 

Mattila, &O’Neill (2005) argues that amongst the most popular satisfaction theories is the 

disconfirmation theory, which holds that satisfaction is related to the size and direction   of the 

disconfirmation experience that occurs as a result of comparing service performance against 

expectations. Basically, satisfaction is the result of direct experiences with products or services, 

and it occurs by comparing perceptions against a standard. Their research also indicates that how 

the service is delivered is more important than the outcome of the service process, and 

dissatisfaction towards the service often simply occurs when guest’s perceptions do not meet 

their expectations. According to Ekinci & Sirakaya (2006), it is a judgment that a product or 

service feature or product or service itself provides a pleasurable level of consumption related 

fulfillment including levels of under or over-fulfillment. 
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2.3 Empirical literature review 

2.3.1 Supply chain practice  

2.3.1.1 Supplier relationship 

Customer Relationship is a complex and interrelate concept with Supplier Relationship this is 

because Suppliers can become Customers and vice versa. The process provides the structure for 

how the relationships with the customers and suppliers are developing and maintain. This 

process includes identifying key customers/suppliers, segmenting them and in order to maximize 

their contribution services in service delivery. The process also includes all activities relate to 

working with customers in order to improve processes eliminate demand variability and non-

value adds activities and develops agreements of metrics (Jacobs, Chase & Aquilano, 2009). 

2.3.1.2 Customer relationship 

The practices in customer relationship like customer focus groups and customer satisfaction 

surveys are increasingly being employee by firms. On the other hand, supplier relationship takes 

the form of electronically exchanging of data through the national grid control system and EDI 

(electronic data interchange) used during ordering for the materials/component and monitoring 

of consignment on transits (Waters, 2002). 

2.3.1.3 Collaboration  

Lysons & Farrington (2006) asserts that supply chain practices are normally most likely to be 

achieved by collaboration between cross functional teams within the organization, customers and 

suppliers external to it. Synergy among all these layers is imperative in optimizing 

product/services, process design, customers’ and suppliers’ satisfaction. Collaboration benefit 

improve product or service quality, good risk management, reduce inventory level, improve 

customer service, integrate supply chain stakeholder and the like. 

2.3.1.4 Responsiveness 

Monk and Wagner (2005) asserts that improving customer responsiveness requires firms to 

reevaluate their supply chain relationships to utilize business process reengineering, reposition 

and automate warehouses, design new products and  services, reduce new product design cycles, 

standardize products and processes, empower and train workers in multiple skills, build customer 
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feedback into daily operations and finally link together all the supply chain participants’ 

information and communication systems. Lee and whang, (2000) argue that information 

visibility throughout a supply chain will bring significant impact if companies have a capability 

to utilize the information in effective ways. Storbacka and Nenonen (2009), Pahrsson (2014) 

described customer responsiveness as how the organization involves customers in their decision 

making in value addition activities like solving customer problems, building relationship and 

customer service offering. 

2.3.1.5 Information technology 

Nowadays, since IT is involved in every step of operation in each company, therefore it is not 

surprising that organizations’ Supply Chain Management supported by adopting IT. Talluri, 

(2000) makes the comment that the advances in IT systems have given opportunities for 

organizations to transform the way they manage their business.  

In supply chain IT is highly regarded as a major enabler in achieving effective SCM. As a supply 

chain spans many organizations in developing products to customers both up-stream, down-

stream and many functional areas within a company, the implementation of IT allows the 

companies to increase communication and coordination of various value adding activities with 

their partners and between functions within their own operation (Simchi- levi et al, 2000). In 

addition, to advance development of the internet technology offers significant opportunities for 

cost reduction, increasing flexibility, increasing response time, and improving customer services 

(Lee and Whang, 2001).   

The main objectives of IT in SCM include: providing information availability and visibility, 

enabling a single point of contact for data, allowing decisions based on total supply chain 

information and enabling collaboration with supply chain partners (Simchi-Levi & Kaminsky, 

2003). The internet has played a key role in advancing SCM capabilities since a firm can connect 

its supply chain with the supply chains of suppliers and customers in a single vast network that 

optimizes costs and opportunities. The aspect of SCADA (supervisory control and data 

acquisition) communication of remotely diagnosing engine failures shows how useful the IT 

system is to operations and maintenance. 
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2.3.2 Customer satisfaction 

Customer satisfaction is the individuals’ perception of the performance of the product or service 

in relation to his or her expectations (Leon and Leslie, 2007). Satisfaction is the customers 

‘evaluation of a product or service in terms of whether that product or service has met their needs 

and expectations. Research works have shown the importance and the link of internal (employee) 

satisfaction to the external (customer) satisfaction. They reported that “employees that are more 

motivated to achieve customer satisfaction tend to be more flexible in their approach to their 

work, make fewer mistakes and use more initiative”. Fecikova (2004) conducted studies on the 

index method for customer satisfaction measurement and reported that the satisfaction of internal 

customers is one of the basic factors to satisfy the external customer since they will be in a 

position to deliver superior product or service when they are motivated internally. Failure to 

meet needs and expectations is assumed to result in dissatisfaction with the product or service 

(Zeithaml and Bitner, 2000). According to Kottler and Keller (2006), Customer satisfaction is a 

person’s feeling of pleasure or disappointment resulting from comparing a product’s perceived 

performance (or outcome) in relation to his or her expectations. If the performance falls short of 

expectations, the customer is dissatisfied. If the performance matches the expectations, the 

customer is satisfied. If the performance exceeds expectations, the customer is highly satisfied or 

delighted. Customer satisfaction is defined as an evaluation between what was received and what 

was expected (Oliver, 1977, 1981; Olson and Dover, 1979). Parker and Mathew (2001) treat 

customer satisfaction as having two approaches; process and outcome of a consumption 

experience. Jones and Sasser (1995) consider achieving customer satisfaction as being the main 

goal for service organizations. Moreover, increasing customer satisfaction helps organizations 

gaining market share, maximizing profits and reducing costs (Heskett et al., 1997; Reichheld, 

1996). On that regard, William and Bertsch (1992) emphasize that achievement of a strong 

customer satisfaction is related to understanding customer needs and expectations. Additionally, 

Zeithaml (1988) finds out that customers who perceive that they receive value for money are 

more satisfied than customers who do not perceive they receive value for money. 



12 
 

2.4 Conceptual frame work 

The element of conceptual framework First, supply chain practice of electric utility consists of 

four sub-elements such as customer/supplier relationships, collaboration, and information 

technology 

                  Independent variable                                                   dependent variable                                  

 

 

 

 

 

 

 

 

Figure 2: Dependent and independent 

 

CHAPTER THREE 

3. RESEARCH METHODOLOGY 

3.1 Research approach 

The general objective of my research is to determine the impact of the supply chain practice on 

customer satisfaction in electric utility. Therefore, so as to meet this objective properly, both 

qualitative and quantitative approaches was used.  The research was start by observing to the 

service of electric utility before questionnaire was apply to measure the impact of supply chain 

practice on the service delivery.  Qualitative approach includes the use of interview to strength 

Supply chain practice 

➢ customer/Supplier 

relationship 

➢ Collaboration  

➢ responsiveness 

➢ Information 

technology 

 

 

 

Customer satisfaction 

➢ Customer care 

service 

➢ Employee response 

➢ Ability to respond 

to customer request   

➢ Quality of service 

➢ On time service  
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the quantitative data while quantitative approaches was involving the use of descriptive statistics 

generate with frequency tables, pie charts, graphs, mean and standard deviation. 

3.2 Research design 

The study was adapting an explanatory mixed method design. The research design consider 

under my study is a mix of quantitative and qualitative. According to Mark et al. (2009:101) 

mixing qualitative and quantitative approaches gives the potential to cover each method’s 

weaknesses with strengths from the other method. The study, a combination of qualitative and 

quantitative approaches of doing research will be employ, which has been practice, as 

recommended by Creswell (2009:203-216).  And obtain important information that was used in 

examining of the impact supply chain practice on customer satisfaction of the electric utility. It is 

also able to describe the data and find out the relationships among the variables under study. 

3.3 Source of data 

I was focused on both primary and secondary data. The primary data for research collection 

using both open ended and closed ended questionnaires administer to respondents’ of EEU 

working at head office and service center of regions of Addis Ababa. It was also gathering 

through interview. My Secondary source, the relevant documents that is collected from customer 

like suggestion, comment of EEU, reference books, and research papers relate to my topics in 

order to get important information of the study. 

3.4 Population sample  

3.4.1 Target population 

The target population was all employees and management members that work in different 

department of head office and region of Addis Ababa 20 customer service. It was consider that 

the target population of the study about 180 staff’s members. 

3.4.2 Sample size and technique 

The sample of the study was focused staff members who are working at different departments of 

head office and regions of Addis Ababa. The study was randomly select the respondent 

employees expect to fill questionnaires. 180 staff members that work and from those was select 

using random sampling from distribution operation and service center employee.  
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As to the sample size determination, from among different methods, the one which was 

developed by Yamane (1967) provides a simplified formula to calculate a precise sample sizes 

with 95% confidence level and P = .5 is assumed for Equation:   

  n =    _____N____   

              1+N (e) 2                                                                                                                               

Where: n – designates the sample size the research uses.  

N - Designates total number of target population at head office and Addis Ababa region of EEU.   

e – Designates maximum variability or margin of error 5% (0.05).  

 1 – Designates the probability of the event occurring.  

When this formula is applied to the target population the sample size obtained as: 

       n=_____N____   n=_____180_____, n=124employees                                                                                                                                                                                            

1             1+N (e) 2                                                        1+180(0.05)2 

Using this formula, out of 180 target population 124 employees were selected using simple 

random samplings and expected to fill the questionnaires. Dillman (2000) stated that a sample 

size of 100 and above is sufficient to present good concise research findings when the population 

contains a large number of units.  

3.5 Data collection tool 

The methods of data collection for this study include survey question and interviews with senior 

management member. The data collection instrument was questionnaire and interview. Since 

each instrument wills its own exclusive importance, questionnaire was select to be filling by the 

sample employees of the utility. Questionnaires was distributed to all employees by randomly 

selecting in the sample service centers of the Addis Ababa regions in order to assess their view 

as to how supply chain affect the customer satisfaction. In addition to the questionnaires, 

interview was to cross validate findings in service center mangers by selecting randomly from 

mangers of service center and logistic mangers at head office. Finally, the data collect through 

survey; interview and discussion were analyzed to check the reliability and validity of the results. 
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Regression and Descriptive statistics involve the mean, percentages and frequencies which was 

used to assess the correlation of the variables. 

3.6 Data procedure  

The respondent in the questionnaire was being select out of 180 employees. The primary sources 

of data collection method to be use in the study include use of questionnaire for important 

information. The questionnaire is both open and closed ended questions in order to enable 

effective data collection fill in the questionnaire. And also, interview to senior management was 

being under consideration.  

3.7 Data analysis 

Under the output of data analysis, the presentation was in form of tables, charts, and texts. The 

data analysis of this study was being done from both qualitative and quantitative standpoint for 

the purpose of achieving the objective of the study. The presentation was accord the objectives of 

the study. The analysis was doing based on return questionnaires distribute to respondents. For 

the quantitative data, SPSS software was apply and simple descriptive statistics such as 

percentage and charts use to analyze data. On the other hand, qualitative data was analyze using 

content analysis technique. 

3.8 Validity and reliability of the study 

It referees the extent to which the data actually measure the specific phenomenon that was 

claiming to study. So, in this study, am tri to secure validity by precisely defining major 

concepts, matching the items to the research questions and so on 

It involves the extent to which were measuring some attribute in a repeatable way (Betz and 

Walish, 1995). So, in order to make good reliable paper am doing my best and also am tri to 

minimize the fault done by mine. Among other factors, reliability of case study research appears 

to be affected seriously by the researchers’ bias and by interviewees’ response without proper 

understanding of the questions (Hoyle, et. al. 2002).  
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3.9 Ethical consideration  

Ethics as applied to research generally refer to considerations to protect and respect the rights of 

participants and other parties associated with the activity (Reynolds, 1982). Similarly, ethical 

issues of this research had been given special attention starting from problem identification up to 

interpretation stage using the ethical guide lines specified by Creswell (2003 pp.93-97). 

Respondents was informed clearly about the purpose of the study, the right to participate 

voluntarily, the right to ask questions including personal address of the mine, the right to get the 

copy of the study, and the right to have their privacy respect; the right not to respond to question 

that they didn’t want to respond too. 

 

 

 

CHAPTER FOUR 

4. DATA ANALYSIS AND INTERPERATION 

4.1 Response rate of the questionaries’ 

A total of one hundred twenty-four (124) copies of questionnaires were administered and 

distributed across 4 departments (fourteen) 40 to head office and (eight four) 84 to Addis Ababa 

region.  Out of the total respondents, 115 of them returned the questionnaire as they correctly 

filled and used in data analysis. This makes the response rate 92.74%. Mugenda & Mugenda 

(1999) states that a response rate of 50% is adequate, 60% is good and above 70% is perfect to 

represent the opinion of the entire population.  As it can be seen in table below, from the total of 

124 questioners distributed, 9(7.25%) staffs had not returned the questionnaires. This leads the 

researcher to conclude that these employee’s refusal and unwillingness to filling questionnaire. 
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Table 1: Total population of respondent 

Department Head office Addis Ababa region  

Logistic and procurement  20 12 

Finance and supply 10 11 

Customer service  5 40 

Human resource 2 3 

Other 3 18 

Total 40 84 

 

  

Table 2:  Response rate of the questioner 

 

NO 

 

Department  

 

Questioner 

administered 

 

questioner  

Returned  

 

Rate of 

respondents 

1 Logistic and procurement  32 26 81.2% 

2 Finance and supply 21 21 100% 

3 Customer service  45 43 95.5% 
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4 Human resource  5 5 100% 

5 Others 21 20 95.2% 

               Total 124 115 92.7% 

 

 4.2 Back ground of the respondents 

The background information of respondents was deemed necessary because the ability of the 

respondents to give satisfactory information on the study greatly depends on their background. 

Thus, the background information of respondents was categorized into gender, education levels, 

work unit, age and length of service in the organization and presented as follow. 

4.2.1 Gender characteristics of the respondents  

The study examines and describes the gender details of respondents and displayed in table 

below. The electric service provision may be affected by the gender of employees due the nature 

of the work. The gender composition might have an impact on the operation of the utility and 

that is why it is important to see the gender characteristics of the utility 

Table 3: Gender characteristics of employee 

       

 Frequency 

 

Percent 

 

Valid percent 

 

Cumulative Percent 

Female 32 27.8 27.8 27.8 

Male 83 72.2 72.2 100 

Total 115 100 100  
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4.2.2 The age group of the respondents 

The study obtained details about the age groups of the respondents for purposes of understanding 

their age and possibly the experience they possess in their respective positions. Details of the 

findings were shown in table below. Employees’ attitude towards corruption and commitment 

may be affected by their age. To provide quality service to customers, ethics is very important. 

Age is included in the study to assess if most of the employees were under the category of the 

productive age or not.   

Table 4: Age group of the employee 

  

Frequency 

 

Percent 

 

Valid Percent 

 

Cumulative    Percent 

below 21 2 1.7 1.7 1.7 

21 to 30 37 32.2 32.2 33.9 

31 to 40 42 36.5 29.6  70.4 

above 41 34 29.6 29.6 100.0 

Total 115 100.0 100.0  
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Figure 3: Age group of the respondent 

4.2.3 Work experience of the employee 

The study has investigated the work experience of employees in the utility and the findings were 

presented in the table below. As we all know, the nature of the work needs commitment to give 

the service to customers. To give on time service to utility need to have sufficient work 

experience. 

Table 5: Experience of employee 

 Frequency Percent Valid Percent Cumulative Percent 

0 to 5 years 33 28.7 28.7 28.7 

6 t0 10 years 22 19.1 19.1 47.8 
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11 to 15 years 26 22.6 22.6 70.4 

above 15 years 34 29.6 29.6 100.0 

Total 115 100.0 100.0  

 

4.2.4 Work unit of the respondents 

The study sought and obtained details information in the utility about the responsibility of 

respondents for the purposes of understanding their role in the utility. 

Table 6: Work unit of employee 

 Frequency Percent Valid Percent Cumulative Percent 

customer service 43 37.4 37.4 37.4 

finance and supply 21 18.3 18.3 55.7 

logistic and procurement 26 22.6 22.6 78.3 

human resource 5 4.3 4.3 82.6 

Other 20 17.4 17.4 100.0 

Total 115 100.0 100.0  
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Figure 4: Work unit of the respondent 

4.2.5 Educational level of the respondents 

The table below shows majority of the employees of the utility were first degree holders 

followed by diplomas, master and certificate 57.4%, 27.8%, 8.7%, and 6.1%. This means that the 

respondents were adequately qualified persons to do the operations of the utility properly. 
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Table 7: Educational level of the respondent 

 Frequency Percent Valid Percent Cumulative Percent 

Certificate 7 6.1 6.1 6.1 

Diploma 32 27.8 27.8 33.9 

bachelor degree 66 57.4 57.4 91.3 

master degree 10 8.7 8.7 100.0 

Total 115 100.0 100.0  

 

4.3. Determinants of supply chain practice  

The researcher sought to identify the determinant factors of procurement practice in DBU. To 

achieve this objectives respondent were asked using a Likert scale where (5 is very high, 4 is 

high, 3 is average, 2 is low and 1 very low). Accordingly, the Mean Value 2 and low indicated 

poor performance, mean value greater than 2 and less than 3 indicate average, Mean Value 

greater than 3 indicate good performance. The result of standard deviation describes the 

distribution in relation to the mean. 

4.3.1 customer relationship 

The study sought to know the extent to which the given activities related to customer relationship 

in EEU. 

Table 8: Customer relationship 

S. N statements Mean  Standard deviation 

1 Availability efficient power to 

customer 

3.4174 .95497 

2 Teaching customer about power 3.3043 1.10162 
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consumption 

3 Joint planning with customer need 3.1652 1.08361 

4 Level of cooperative with customer 3.0435 .95872 

5 problems /feedback sharing comes 

from customers 

3.0609 1.03692 

 

The table shows that the extent to which the respondents agreed with the given statement 

concerning practice to Ethiopian electric utility. The respondent’s response indicates that the 

organization level of cooperative with customer had a mean score 3.0435. From this result one 

can easily conclude that there is good on customer relationship.  

4.3.2 Information technology 

The study sought to know the extent to which the given activities related to Use of IT for 

customer satisfaction in Ethiopian electric utility.  

Table 9: Information technology 

N. B Statement  Mean  Standard deviation 

1 The adequacy of IT through supply chain 3.2870 1.01537 

2 Level of IT usage 3.3043 1.02746 

3 IT service on service availability 3.2957 1.01717 

4 IT service on operation of utility 3.4696 1.02873 

5 Providing information availability and 

visibility 

3.1913 92618 

6 Technology expansion to organization 3.3826 .73249 

7 Customers feedback on new systems (payment 

of consumption in banks) 

3.2000 95697 

8 Customers’ acceptance and usage on systems 3.2783 .89392 
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9 Training on new technology by organization 3.2174 1.05782 

10 SCADA system and its benefits 3.2783 1.99802 

11 Are agree to the technology that used now is 

effective and enough 

3.2783 .95697 

 

The study sought to establish the degree to which respondents agreed to various statements 

regarding use of IT for supply chain in their utility impact on customer satisfaction. According to 

the study the respondent’s response for IT can contribute to facilitate services had a mean score 

3.1913. This moderate response shows that IT can facilitate service of the Utility. Hagen and 

Zeed (2005) suggested that, public authorities are expected to provide excellent service to their 

constituents in an effective and transparent manner, all the while working under constant 

resource constraints by adopting IT. Information technology enhances efficiency and From, 

based on the theories and the finding of the researcher Ethiopian electric utility have improve 

their little utilization of Information technology and automate some of the activities related to the 

current practice. 

4.4 Finding and discussion of SPSS result 

Reliability refers to the quality of a measurement procedure to provide repeatability and 

accuracy. A construct is said to be reliable or consistent if it brings same result when we use it 

multiple times (Bhatta cherjee, 2012). Since we used multiple-item construct measure to the 

respondents, the extent to which respondents rate those items in a similar manner or in short the 

internal consistency was estimated after conducting pilot survey by including all the items. The 

internal consistency of the scale items was computed using the commonly applicable method 

called Cronbach alpha. Thus, the reliability of instrument of total 46 items scale was found 0.814 

which indicates the acceptability of the items. Because the value of Cronbach Alpha must be 

greater than 0.70 to be considered reliable (Aggarwal, et al. 2011) so, the developed instrument 

is considered as reliable.  

To assure validity, theoretical assessment of validity was undertaken. Accordingly, the items 

were partially adopted from previous studies and partially based on the definitions given by 
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different researchers listed above. Besides, appropriate research procedures were applied to find 

the answers to the basic question with this construct validity is also assured.  

4.3.1 Cronbach’s Alpha 

Cronbach’s Alpha is designed as a measure of internal consistency of items in the questionnaires.  

Total number of questions in the questionnaire were 46 testing variables and 5 items related to 

demographic variables, hence “N” of items in the below Cronbach’s Alpha test is 46. 

Instruments are generally considered reliable and acceptable when they have an alpha level> .50 

threshold on a scale of 0 to1, Rubin & Bobbie (2009). The Reliability Statistics result in table 

below shows that the value of Cronbach’s Alpha is greater than 0.70.  Hence, scales developed 

suggest good internal consistency. 

 

 4.3.2 Reliability statistics  

Table 10: Cronbach’s alpha 

Cronbach’s alpha Cronbach’s alpha base on 

standardized item 

No of item 

  .814   .890 46 

 

A high coefficient indicates that the items are consistently measuring the same underlying 

construct. Therefore, those correlation values make data entered into SPSS safe for assuming 

reliability. 
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Table 11 : Pearson correlation  

 

Correlations 

 SR CR IT COL R CUS 

SR Pearson Correlation 1 .258** .191* .359** .356** .421** 

Sig. (1-tailed)  .003 .020 .000 .000 .000 

N 115 115 115 115 115 115 

CR Pearson Correlation .258** 1 .333** .321** .389** .594** 

Sig. (1-tailed) .003  .000 .000 .000 .000 

N 115 115 115 115 115 115 

IT Pearson Correlation .191* .333** 1 .348** .304** .427** 

Sig. (1-tailed) .020 .000  .000 .000 .000 

N 115 115 115 115 115 115 

COL Pearson Correlation .359** .321** .348** 1 .519** .915** 

Sig. (1-tailed) .000 .000 .000  .000 .000 

N 115 115 115 115 115 115 

R Pearson Correlation .356** .389** .304** .519** 1 .735** 

Sig. (1-tailed) .000 .000 .000 .000  .000 

N 115 115 115 115 115 115 

CUS Pearson Correlation .421** .594** .427** .915** .735** 1 

Sig. (1-tailed) .000 .000 .000 .000 .000  

N 115 115 115 115 115 115 

**. Correlation is significant at the 0.01 level (1-tailed). 

*. Correlation is significant at the 0.05 level (1-tailed). 

 

Table above shows the degree of correlation or the relationship among variables.  Positive values 

indicate a directly proportional relationship between the variables.  The correlation coefficient 

between availability of the collaboration and customer satisfaction is 0.915 which approves a 
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positive strong relationship between them. This implies that we are sure that there is significance 

relationship between the employee collaboration and customer satisfaction.  The correlation 

coefficient between responsiveness and Customer satisfaction is also 0.735 this also indicates the 

utility responsiveness is high.  Positive correlation between customer relationship and customer 

satisfaction According to the correlation result, responds to customer relationship and Customer 

satisfaction is.594 which is positive related.  This means that employees of EEU are sure that 

there is a significance relationship between customer relationship and customer satisfaction. 

From the above table, we can imply that the correlation coefficient between the three variables is 

greater than 0.500 which mean that we are 90% sure that there is significance relationship 

between variables but two variables are below 0.500 there is a problem on such variables it needs 

to solution for better service of the utility in order to satisfy the customer. 

4.3.3 Regression Analysis  

Linear regression analysis was conducted to establish the impact of supply chain practice 

supplier relationship, customer relationship, information technology, collaboration, and 

responsiveness on electric service of EEU.  

 Table 12: Regression Analysis 

Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .995a .989 .989 1.52182 

a. Predictors: (Constant), R, IT, SR, CR, COL 

 

Source: Field Survey, 2021; a. Predictors: (Constant), supplier relationship, customer 

relationship, information technology, collaboration, and responsiveness as per the results on table 

above, model 1 has a R2 value of 0.989 meaning that 98.9% of the variation in the dependent 

variable is explained by the independent variables while 1.1% is explained by other variables 

outside the model. This indicated that my model is a strong predictor. The R value of 0.995 

indicates that there is a strong positive correlation between the dependent variable (customer 

satisfaction) and the set of independent variables. 
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 4.3.4 Analysis of variance (ANOVA) 

 To test the significance of the relationship, ANOVA test was conducted. The findings were as 

presented in table below. 

 Analysis of Variance 

 

ANOVA a 

Model Sum of Squares Df Mean Square F Sig. 

      

      

1 Regression 22979.252 5 4595.850 1984.459 .000b 

Residual 252.435 109 2.316   

Total 23231.687 114    

a. Dependent Variable: CUS 

b. Predictors: (Constant), R, IT, SR, CR, COL 

 

The table shows that the linear regression model summary and overall fit statistics. The result 

shows that, (F=1984.459) and the P value was .000 this indicates P< 0.05 therefore the model is 

statistically significant in predicting the effect of determinants of procumbent performance 

(supplier relationship, customer relationships, information technology, collaboration and 

responsiveness) on customer satisfaction. 

 

Table 13: Correlation analysis dependent and independent variable 

Correlations 

  CUS SR CR IT COL R 

Pearson Correlation CUS 1.000 .421 .594 .427 .915 .735 

SR .421 1.000 .258 .191 .359 .356 

CR .594 .258 1.000 .333 .321 .389 

IT .427 .191 .333 1.000 .348 .304 
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COL .915 .359 .321 .348 1.000 .519 

R .735 .356 .389 .304 .519 1.000 

Sig. (1-tailed) CUS . .000 .000 .000 .000 .000 

SR .000 . .003 .020 .000 .000 

CR .000 .003 . .000 .000 .000 

IT .000 .020 .000 . .000 .000 

COL .000 .000 .000 .000 . .000 

R .000 .000 .000 .000 .000 . 

N CUS 115 115 115 115 115 115 

SR 115 115 115 115 115 115 

CR 115 115 115 115 115 115 

IT 115 115 115 115 115 115 

COL 115 115 115 115 115 115 

R 115 115 115 115 115 115 

 

Coefficients a 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 3.291 1.057  3.114 .002 

SR .037 .047 .009 .782 .436 

CR .962 .042 .262 23.162 .000 

IT .048 .027 .020 1.788 .077 

COL 1.003 .018 .681 55.330 .000 

R 1.100 .050 .270 21.802 .000 
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a. Dependent Variable: CUS 

 

Variables Entered/Removed a 

 

Model Variables Entered Variables Removed Method 

1 R, IT, SR, CR, Col . Enter 

a. Dependent Variable: CUS 

b. All requested variables entered. 
 

 

4.4Discussion and finding of open-ended questionnaire responded by EEU employee  

In this paper, through open ended questionnaires respondents were given a chance to provide a 

view on the supply chain practice on the customer satisfaction of EEU.  

All respondents responded that EEU is good supplier relationship in order to deliver service there 

is a number of suppliers that work with as so to deliver continuous power supply to our customer 

we have a good relationship with our supplier. From our main suppliers for instance electrical 

cable suppliers, power suppliers, generally electrical equipment and device supplier the 

respondent generally said that the practice is already there but as supply chain practice it needs to 

professionalize and give as special attention for it. So, this is directly related with customer 

satisfaction our day-to-day activity making good service to customer if we have good supplier 

relationship everything in our hand to do every activity and response to our customer’s needs.  

As my respondent’s opinion our customer relationship it become changed from time to time but 

it needs to improve our relation in order to minimize the possibility of damage of ineffective use 

of power, on the use of power consumption which is our country can have high power losses and 

so on. On the implementation of information technology, it has big changes comes in our offices 

for better performance of our service every amendment to our service is to maximize our 

customers satisfaction  

 Our collaboration with the department and responsiveness of our office is very interested 

changes comes day to day now a days this can be increased to more reliable and effective service 
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to our customers. Finally, from the respondent’s impact of supply chain is can have significant 

impact to service of utility in order to satisfy the customer.   

4.5 Discussion and finding of interview questionnaires presented  

In addition to EEU employees, customers interview was conducted so as to view the inventory 

management practice to substantiate and triangulate with the quantitative result. To do so, six (6) 

different questions have been designed for EEU customers that can help to examine the impact 

of supply chain Practice on customer satisfaction in EEU. The interview was conducted on 

5(five) customer service mangers, 11(elven) customers and 3(three) mangers at the head office. 

Totally 19 (nineteen) peoples were engaged for the interview and from these customers 8 are 

Domestic, 3 are Commercial customers. As per the interview, their responses are summarized as 

follows; -  

➢ Regarding to the question rise to evaluate the customer satisfaction for new connection 

customers with respect responsiveness of utility, the majority of customer’s response 

was more of criticizing and blaming i.e., EEU is not good enough in delivering new 

connection service to customers.  

➢ Most interviewee responds that the utility does not provide fair and equal service for all 

new connection customers and doesn’t serve as per waiting lists. They respond that there 

is high shortage of materials and unfortunately these causes to a lack of transparency and 

accountability for some Regional Offices.  

➢ Regarding to the question rise to the availability of technology use with the required 

level of system to increase the ability of effective service, the response of majority of the 

interviewees was that the utility can have great problem but can modify some systems to 

modernized systems on this regard it needs a big change.   

➢ Regarding to the question on responsiveness to customers, they replied that it differs 

from one service center to service center. In addition, they explained that it depends on 

the type of service requested. There are some services that provide the service 

immediately and there are also regions who do not serve at the required time. The 

reasons are availability of vehicle, availability of manpower, readiness and commitment 

of employees, availability of power (whether saturated substation or not), availability of 

the required materials, and others. The time it takes to repair faulty network lines, the 
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customers handling quality, the sustainability of repair and maintenance of defects are 

not satisfactory. Unless these problems are improved, they can hamper sound customer 

relation. It can be concluded that without the provision of proper customer service and 

implementation of fair power distribution schemes, it would be difficult for EEU to 

satisfy the needs of its potential customers. 

➢ Regarding to the question raised on the satisfaction of customers as entire EEU relating 

supply chain, most of them replied that they are not satisfied. They respond that as a 

public utility enterprise, it is not in a position to commit its duties and obligation levied 

by the government. There is high electric demand from the public side but EEU’s service 

give is not effective and efficient. The public is expecting more from EEU but not found 

as perceived by them. Respondents point out that the performance of the Emergency 

Offices established for repair and maintenance of electric lines is poor. Moreover, there 

is no favorable situation to serve customers based on the standards. These interviewees 

irritated on the limitation of human. Contrary to this, as per respondents, the customer 

handling system is somehow good but still needs to be improved. Generally, due to the 

incompatibility between resource availability and the needs of customers, they accept as 

true that there is a gap between what customers expect from the utility and what they 

actually found. 
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CHAPTER FIVE 

5. FINDINGES, CONCLUSION AND RECOMENDATION 

5.1 Introduction  

This chapter gives the summary of the study findings from chapter four and it also gives 

conclusions that were drawn by the researcher according to the findings of the study and the 

recommendations for improvement of the organization. The researcher also recommends further 

studies gaps. 

5.2 Findings   

The study was conducted to examine impact of supply chain practice on customer satisfaction in 

case of Ethiopia electric utility. The specific objectives of the study include, examine the 

attention of supply chain practice on customer satisfaction in EEU.  The researcher explanatory 

mixed research design with sample size of 180 respondents working at different managerial level 

who come from different work units of the organization. The primary data was collected by 

using structured questionnaire. Mean and standard deviations were reported. The measure of 

dispersion that is standard deviation were also used to indicate how response varies from the 

mean. The five independent variables, supplier relationship had average mean 3.0422, customer 

relationship had 3.0325, Use of IT for service of utility had average mean 3.1913, collaboration 

had average mean 3.3267, and responsiveness had average mean 3.6943, were found to have 

impact on operational efficiency of EEU and customer satisfaction. Correlation was also used to 

identify relationship between supply chain practice and customer satisfaction. The larger the 

absolute value of the coefficient, the stronger the relationship between the variables. 

5.3 CONCLUSION 

This study sought to examine the impact of supply chain practice on customer satisfaction. From 

the findings of the study, it was established that supply chain Practice has significant positive 

impact on customer satisfaction. The study therefore concluded that effective supply chain 

practice is a significant determinant for provision of effective customer satisfaction.  
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According to the data analysis, the utility has some progressive action in reduction of waiting 

customers of new connection, power improvement, preventive maintenance and emergency 

service.  From the findings of the study, it was established that supply chain practice has 

significant positive influence service of utility. The study therefore concluded that supply chain 

practice is a significant determinant of customer satisfaction. However, the study has shown that 

in EEU there was strong internal, customer, supplier collaboration and response to customer.  

5.4 Recommendation 

Based on the major finding of this work, the following recommendations were made in order to 

improve the impact of the supply chain practice to more from the current level of the utility and 

support the quality of operation and service. The recommendation if adopted will create room for 

better operation, effective utilization technology, better employee’s capacity building, for better 

transparency and strong relationship for organization. 

5.4.1 To the utility 

For the organization to be sure of consistent quality of electric service, the utility should identify 

very important practice which can hamper the operation and service. To maximize to best level 

and improve the customer satisfaction  

➢ The management of the utility should be transparent to its employees and customers. The 

board of management and Ministry of energy, water and Irrigation should also take 

necessary remedial actions on the utility for the corruptive activities claims raised by the 

customers.  

➢ The utility should adhere to the new customers’ electric service provision standards. 

Since customers don’t get service as per the standard, they were forced to deal with 

unethical employees and get power through corruption.  

➢ For the organization to be sure of customer satisfaction and for proper accountability, a 

good character, honest and trustworthy Personnel who strive to provide quality service 

better supply chain practice should more implemented.  

➢ For operation free of corruptive activities and to in place transparent electric service 

provision, the management of the utility should proactively provide right information to 
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the employees and the public. The public at large assumes that the power interruption is 

due power export or shortage of power generation in the country  

5.4.2 To the government 

The aforementioned limitations of EEU obviously requires the government’s due attention as it 

is the major government sector which seriously affects the lives of the individuals, groups, 

communities the economy of the country in general. The lives of almost all urban residents were 

directly dependent on electric power. If the government failed to improve the current repeated 

power interruption due to shortage strong skill of employee, technology and suppler relationship 

it needs an attention to improve the customer satisfaction. 

5.4.3 To the researchers 

The researcher recommended that capable researchers to conduct a comprehensive research in 

EEU regarding other causes for the repeated power interruption in the country. 

5.4.4 Suggestion for further study 

Further study should be undertaken to consider other factors which might influence of the 

utility’s performance like:  

(i) How supply chain practice influence on the performance and revenue of EEU.  
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Appendix I Questionnaires 

I wish you good day my dear respondents! 

My name is Anteneh Tesfaye am study the MA in logistic and supply chain management at Debre 

Berhan University. I am doing the research on the impact of supply chain practice on customer 

satisfaction in case of Ethiopian electric utility In Addis Ababa. Electric power is highly 

integrated to day-to-day activity at every process of life to human and supply chain practice is a 

means to deliver our service in sustainable and equitable manner. I prepare this questionnaire to 

collect primary data impact of supply chain practice on customer satisfaction in Ethiopian 

electric utility (EEU). So, your feedback is very important and am use for academic purpose, I 

exceedingly appreciate if you take few minutes to provide me with such relevant information. I 

can assure you that your response will be kept confidential and it will not be disclosed to any 

person or institution in and / or outside this organization. If you have any question, please 

contact with those addresses 0933150472 / anteneh1224@gmal.com 

Part 1: demographic data. Please answer by circle where you applicable 

1. Gender: 1. Female 2. Male  

2. Age: 

1. Below 21     2. 21 to 30     3. 31 to 40    4. 41 and above 

3. How many years have you worked for the organization? 

1. 0 to 5 years 2. 6 to 10 years 3.11 to 15 years 4. Over 15 years 

4. Indicate your work units/section: 

1. Customer service 2. finance & supply 3. Logistic and procurement officer 4.HR 5. 

other 

5. Education: 1. certificate 2. Diploma 3. Bachelor degree 4. Master degree 

Others (specify) ------------------------------------------------------ 
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Part 2 

Using the following rating scale under the column, “circle only on number from the given box 

after reading the variable on the left hand” 

The rating: very high (5), high (4), average (3), low (2), very low (1). 

No Variable                    Rating 

 

A 

 

Supplier relationship 

Very 

high 

5 

 

High 

4 

 

Average 

3 

 

Low 

2  

Very 

low 

1 

1 Joint planning with supplier 5 4 3 2 1 

2 Level of cooperative with supplier 5 4 3 2 1 

3 Suppliers’ response to organization 5 4 3 2 1 

4 problem/feedback sharing with supplier (flirty 

of transformer, conductors, meters and other) 

5 4 3 2 1 

5 Discussion on critical problem to customer  5 4 3 2 1 

B Customer relationship      

1 Availability efficient power to customer 5 4 3 2 1 

2 Teaching customer about power consumption 5 4 3 2 1 

3 Joint planning with customer need 5 4 3 2 1 

4 Level of cooperative with customer 5 4 3 2 1 

5 problems /feedback sharing comes from 5 4 3 2 1 
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customers      

B Information technology 5 4 3 2 1 

1 The adequacy of IT through supply chain  5 4 3 2 1 

2 Level of IT usage  5 4 3 2 1 

3 IT service on service availability 5 4 3 2 1 

4 IT service on operation of utility 5 4 3 2 1 

5 Providing information availability and visibility  5 4 3 2 1 

6 Technology expansion to organization 5 4 3 2 1 

7 Customers feedback on new systems (payment 

of consumption in banks) 

5 4 3 2 1 

8 Customers’ acceptance and usage on systems 5 4 3 2 1 

9 Training on new technology by organization  5 4 3 2 1 

10 SCADA system and its benefits 5 4 3 2 1 

11 Are agree to the technology that used now is 

effective and enough 

5 4 3 2 1 

C Collaboration  5 4 3 2 1 

 collaboration with supplier 5 4 3 2 1 

1 The level of strategic partnership with supplier 5 4 3 2 1 

2 The establishment of quick response during 

high demand 

5 4 3 2 1 

3 Risk sharing comes from material failures and 

power fluctuation 

5 4 3 2 1 
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 Collaboration with customer 5 4 3 2 1 

1 Follow up for customer feedback 5 4 3 2 1 

2 Monitoring and measuring customer service 

level 

5 4 3 2 1 

3 Fast communication with customers 5 4 3 2 1 

4 Level of information sharing with major 

customer 

5 4  2 1 

5 Frequency of contact with major customer 5 4 3 2 1 

 Internal within the different department 5 4 3 2 1 

1 continuous trained to employee collaboration 5 4 3 2 1 

2 Fast communication with departments  5 4  2 1 

3 Top management motivation to the staff 5 4 3 2 1 

4 Training the staff to build the capacity 5 4 3 2 1 

5 Team work and capacity building 5 4 3 2 1 

6 Management follows up & attention to supply 

chain 

5 4 3 2 1 

5 Integration of management to employees in 

order to do effective activity  

5 4 3 2 1 

D Responsiveness 5 4 3 2 1 

1 Measuring the customer satisfaction 5 4 3 2 1 

2 Compliant handling  5 4 3 2 1 

3 Recovery of service failure 5 4 3 2 1 
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4 Fast response for problem  5 4 3 2 1 

5 Capability to utilize the Information effectively 5 4 3 2 1 

6 On time service availability and fast response 5 4 3 2 1 

E Customer satisfaction 5 4 3 2 1 

1 Customer care service 5 4 3 2 1 

2 Employee response 5 4 3 2 1 

3 Ability to respond to customer request   5 4 3 2 1 

4 Quality of service 5 4 3 2 1 

5 On time service delivery  5 4 3 2 1 

N.B   SCADA (supervisory control and data acquisition) 

Appendix II Open Ended Questionnaires 

Is that significant impact on customer satisfaction making a good customer/supplier 

relationship?  

If yes, can you mention the advantage? 

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………                     

If No,  

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

………………………………………………………………………………. 

How to evaluate the internal collaboration of different department within EEU? 
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If it is good/strong how to do elaborate it 

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

……………………………………………………………………………………………………………….. 

 

If not good/strong, why 

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

……………………………………………………………………. 

Could you believe that information technology can have the big impact on service provide EEU? 

Can you mention it? 

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………

………………………………………………………………………………………………………………… 

How to evaluate the overall response of the EEU in terms of satisfying the customer and also the 

customer feedback? 

…………………………………………………………………………………………………………………

………………………………………………………………………………………………………………… 

If you have any additional idea/comment on over above question, you need to suggest on service 

deliver on EEU in order to satisfy customer need?  

…………………………………………………………………………………………………………………

………………………………………………………………………………………………………………… 
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Appendix III Interview Questionnaires for EEU Employees and to customer of utility 

These interview questions are design to be answer by select persons and customers of Ethiopia 

electric utility using the interview guidelines. 

  Questions for senior logistic mangers (head office)  

1. What look like your supply chain practice?  

2. Can you mention that how supply chain is important regarding with the distribution 

of power? 

3. How do you see the extent of information sharing practice between your EEU and 

Customers? 

4. How do you see team work, flexibility, integration with in the EEU in order to 

deliver the service? 

5. How do you see the collaboration between your EEU and customers? 

6. Are you satisfied with the service of the utility? 

      For customers of utility 

1. Are you satisfied with the service of the utility? 

2. Is there availability of materials with the required quantity and quality at the 

required time? 

3. Does the utility provide on time Service to its customers? 

4. How do you evaluate the response rate to utility employee? 

5. Does the utility give on time necessary information to customers?  

6. Do you have any comment on the service of the utility?    
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S. 

N 

variables scale frequency % age Mean  Standard 

deviation 

1 Joint planning with 

supplier 

Very high 8 6.3 3.1043 92123 

high 14 9.7 

average 48 48.2 

Low  29 22.8 

Very low 16 12.8 

Total  115 100 

2 Level of cooperative 

with supplier 

     

   

   

   

   

   

3 Suppliers’ response 

to organization 

     

   

   

   

   

   

4 problem/feedback      
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sharing with 

supplier (flirty of 

transformer, 

conductors, meters 

and other) 

   

   

   

   

   

5 Discussion on 

critical problem to 

customer 

     

   

   

   

   

   

1 Measuring the 

customer 

satisfaction 

     

   

   

   

   

   

2 Compliant handling      
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3 Recovery of service 

failure 

     

   

   

   

   

   

4 Fast response for 

problem  

     

   

   

   

   

   

5 Capability to utilize 

the Information 

effectively 
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6 On time service 

availability and fast 

response 

     

   

   

   

   

   

 


