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Abstract- Customer satisfaction is increasingly recognized as a 

critical indicator of the effectiveness and sustainability of rural 

water service delivery systems. This study assessed customer 

service performance of rural water schemes operating under the 

Delegated Management Model (DMM) in Kisumu County, 

Kenya, using the case of NYANAS Water Company. Specifically, 

the study examined service availability, affordability of water 

services, and responsiveness to customer concerns, and their 

influence on customer satisfaction. 

 A mixed-methods research design was employed, combining 

quantitative and qualitative approaches. Data were collected from 

121 household respondents through structured questionnaires, 

supplemented by Key Informant Interviews, Focus Group 

Discussions, and field observations. Quantitative data were 

analyzed using descriptive statistics, Chi-square tests of 

independence, and Pearson correlation analysis, while qualitative 

data were analyzed thematically. 

 The findings revealed that service availability remained a major 

challenge, with 52.1% of respondents reporting frequent service 

interruptions and only 6.6% indicating that water was always 

available when needed. Affordability constraints were also 

evident, as 47.1% of households reported difficulties in paying 

water bills, largely due to low and unstable incomes. Despite these 

challenges, most respondents perceived scheme operators as 

moderately responsive to customer concerns, with direct 

communication through local operators serving as the primary 

complaint-reporting mechanism. Pearson correlation analysis 

demonstrated significant positive relationships between customer 

satisfaction and service availability (r = 0.621, p < 0.05), 

responsiveness to customer concerns (r = 0.547, p < 0.05), and 

affordability of water services (r = 0.441, p < 0.05). Service 

availability emerged as the strongest predictor of customer 

satisfaction. Qualitative findings further indicated that the 

Delegated Management Model had improved communication, 

accessibility of operators, complaint handling, and coordination of 

repairs compared to previous community-managed arrangements. 

The study concludes that while the Delegated Management Model 

has strengthened customer service delivery in rural water schemes, 

persistent challenges relating to intermittent water supply and 

affordability continue to affect customer satisfaction. The study 

recommends investment in infrastructure expansion, increased 

storage capacity, improved supply reliability, and targeted support 

mechanisms for vulnerable households to enhance customer 

satisfaction and long-term sustainability of rural water services. 

 

 

Index Terms- Delegated Management Model, customer 

satisfaction, service availability, affordability, responsiveness, 

rural water schemes. 

 

I. INTRODUCTION 

ccess to safe, reliable, and affordable water services remains 

a key development priority and is central to the achievement 

of Sustainable Development Goal 6 (SDG 6). In rural areas, 

sustainable water service delivery contributes to improved 

public health, poverty reduction, and socio-economic 

development. However, many rural water schemes continue to 

face challenges such as intermittent supply, affordability 

constraints, inadequate maintenance, and weak customer 

support, which affect service sustainability. 

In Kenya, water sector reforms under the Water Act 2002 and 

Water Act 2016 promoted improved management of water 

services through licensed Water Service Providers and 

innovative management approaches. One such approach is the 

Delegated Management Model (DMM), where Water Service 

Providers delegate daily operational responsibilities to local 

operators while maintaining oversight and technical support. 

The DMM is expected to improve service delivery through 

enhanced local management, better communication with 
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consumers, and increased responsiveness to customer concerns. 

Despite these expected benefits, many rural water schemes 

continue to experience challenges related to service availability, 

affordability, and complaint handling. 

Customer satisfaction is an important indicator of the 

effectiveness and sustainability of rural water service delivery. 

This study therefore examines customer service performance 

under the Delegated Management Model in Kisumu County, 

Kenya, focusing on service availability, affordability of water 

services, and responsiveness to customer concerns among rural 

water schemes managed by NYANAS Water Company. The 

findings provide insights into improving customer-centered 

water service delivery and strengthening the sustainability of 

rural water schemes. 

Research Elaborations. 

  The main objective of this study is to assess the influence of 

customer service performance on customer satisfaction in rural 

water schemes operating under the Delegated Management Model 

in Kisumu County, Kenya. 

Specific Objective. 

  To determine how customer service performance—measured 

through service availability, affordability of water services, and 

responsiveness to customer concerns—influences customer 

satisfaction among rural water users under the Delegated 

Management Model in Kisumu County. 

II. Methodology. 

  The study adopted a cross-sectional mixed-methods evaluative 

research design to examine customer service performance and 

customer satisfaction under the Delegated Management Model in 

rural water schemes in Kisumu County, Kenya. The design 

enabled the collection and integration of both quantitative and 

qualitative data to provide a comprehensive understanding of 

service availability, affordability, responsiveness to customer 

concerns, and customer satisfaction. 

 The study was conducted in three rural water schemes operated 

by NYANAS Water Company—Ahero, Nyakach, and 

Muhoroni—selected due to their relevance in rural water service 

delivery and existing operational challenges. The target population 

comprised households served by the schemes, along with key 

informants including scheme operators, NYANAS Water 

Company officials, and Water User Committee representatives. 

 A sample of 121 households was selected using a two-stage 

sampling procedure involving stratified sampling based on 

scheme distribution and simple random sampling within each 

stratum. Key informants were selected purposively based on their 

roles in water service management and governance. 

 Data were collected using household questionnaires, Key 

Informant Interviews, Focus Group Discussions, observation, and 

document review. These methods enabled triangulation of data 

and improved the validity of findings. Quantitative data focused 

on measurable aspects of customer service performance and 

satisfaction, while qualitative data provided contextual insights 

into service delivery experiences and operational challenges. 

 Validity and reliability of research instruments were ensured 

through expert review, pilot testing, and internal consistency 

analysis. The instruments achieved acceptable reliability levels, 

with Cronbach’s Alpha coefficients exceeding the recommended 

threshold. 

 Data analysis involved descriptive statistics, Chi-square tests, and 

Pearson correlation analysis for quantitative data, while qualitative 

data were analyzed thematically. Ethical considerations were 

observed throughout the study, including obtaining approvals 

from relevant authorities, securing informed consent, and ensuring 

confidentiality of respondents. 

 Overall, the methodology provided a robust framework for 

assessing how customer service performance influences customer 

satisfaction under the Delegated Management Model in rural 

water schemes in Kisumu County. 

II. RESULTS 

 

4.4 Customer Service under the Delegated Management Model 

 The study assessed customer service performance under the 

Delegated Management Model through three key dimensions: 

service availability, affordability of water services, and 

responsiveness to customer concerns. Overall, the findings 

indicate that while the model has improved communication, local 

management, and customer engagement, challenges related to 

intermittent supply, affordability constraints, and delayed 

responses to some complaints continue to affect customer 

satisfaction. 

 

4.4.1 Service Availability 

According to table 1 below, availability of service remains a major 

challenge within the schemes. More than half of the respondents 

(52.1%) reported that water was available only intermittently with 

frequent interruptions, while 25.6% indicated that water was rarely 

available when needed. Only 6.6% reported continuous 

availability of water services. Although 59.5% considered water 

points reasonably accessible, 40.5% reported challenges 

associated with long distances to water collection points. 

Operational challenges identified included low water pressure, 

aging infrastructure, electricity interruptions, inadequate storage 

capacity, and increasing demand.  

 

Table 1 
Availability of service Frequency Percentage (%) 

Water is available sometimes with 

frequent interruptions 
63 52.1 

Water is rarely available when needed 31 25.6 

Water is available most of the time 19 15.7 

Water is always available whenever 

needed 
8 6.6 

Pearson correlation analysis in table 1.1 below revealed a strong 

positive and significant relationship between service availability 

and customer satisfaction (r = 0.621, p < 0.05), indicating that 

availability of water services was the strongest customer service 

determinant of satisfaction. 

Table 1.1 
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Variables Coefficient (r) p-value 

Service availability and customer 

satisfaction 

0.621 0.000 

Significant at p < 0.05 

 

4.4.2 Affordability of Water Services. 

Affordability emerged as a significant concern among households. 

Nearly half of the respondents (47.1%) reported difficulties in 

paying water bills, with low household income being the primary 

cause (36.4%). Some respondents also reported challenges 

associated with irregular or inaccurate billing (9.1%). Vulnerable 

groups, including elderly persons, widows, and low-income 

households, were particularly affected.  

 

Table 2 

Variables χ² df p-value 

Household income vs affordability 

challenges 

11.284 4 0.024 

Significant at p < 0.05 

 

A Chi-square test established a significant relationship between 

household income and affordability challenges (χ² = 11.284, p = 

0.024), indicating that lower-income households were more likely 

to experience payment difficulties. Affordability was also 

positively associated with customer satisfaction (r = 0.441, p < 

0.05), although the relationship was weaker compared to service 

availability and responsiveness. 

 

4.4.3 Responsiveness to Customer Concerns. 

The findings indicate generally positive perceptions regarding 

responsiveness under the Delegated Management Model. Most 

respondents (62.8%) rated scheme operators as moderately 

responsive, while 19.8% considered them very responsive. Direct 

reporting to scheme operators and kiosk attendants was the most 

commonly used complaint channel (47.9%), followed by mobile 

phone communication (25.6%). Focus Group Discussions 

revealed that customers appreciated improved accessibility of 

local operators and faster handling of minor technical problems 

compared to previous community-managed arrangements. 

However, concerns were raised regarding inconsistent 

communication during major breakdowns and delays in feedback. 

 

Table 3 

Variables Coefficient (r) p-value 

Responsiveness to customer 

concerns and customer 

satisfaction 

0.547 0.000 

Significant at p < 0.05 

 

 

According to table 3 above on relationship between 

responsiveness to customer concerns,  correlation analysis showed 

a significant positive relationship between responsiveness and 

customer satisfaction (r = 0.547, p < 0.05), demonstrating that 

effective complaint handling and communication contribute 

substantially to user satisfaction. 

 

4.4.4 Overall Customer Service Performance. 

Overall, the Delegated Management Model has contributed to 

improvements in customer service through enhanced 

communication channels, increased accessibility of operators, and 

more structured complaint-handling mechanisms. However, 

persistent challenges relating to intermittent water supply, 

affordability constraints among vulnerable households, and 

occasional delays in addressing customer concerns continue to 

affect service quality. Among the customer service dimensions 

assessed, service availability had the strongest influence on 

customer satisfaction (r = 0.621), followed by responsiveness to 

customer concerns (r = 0.547) and affordability of water services 

(r = 0.441). These findings suggest that efforts to improve 

reliability and continuity of water supply would yield the greatest 

gains in customer satisfaction and sustainability of rural water 

services under the Delegated Management Model. 

 

4. Discussion of Findings. 

 

 The study established that service availability, affordability, and 

responsiveness are key determinants of customer satisfaction in 

rural water schemes operating under the Delegated Management 

Model in Kisumu County. Findings showed that the model has 

improved financial management, operational coordination, and 

customer engagement, contributing to better service delivery. 

However, challenges such as intermittent water supply, aging 

infrastructure, high operational costs, and affordability constraints 

continue to affect customer satisfaction. 

Among the three determinants, service availability emerged as the 

strongest predictor of customer satisfaction, with reliable water 

supply, adequate pressure, and efficient maintenance significantly 

influencing users’ perceptions of service quality. Affordability 

was also found to be important, as household income levels 

affected the ability to pay water bills, while transparent billing 

practices increased willingness to pay. Responsiveness 

contributed positively to customer satisfaction through improved 

communication, accessibility of scheme operators, and timely 

handling of complaints and service interruptions. 

 

 Overall, the findings indicate that while the Delegated 

Management Model has enhanced the management and 

performance of rural water schemes, sustained customer 

satisfaction depends on improving service reliability, ensuring 

affordable water services, and strengthening responsiveness to 

customer needs. Addressing infrastructure and financial 

sustainability challenges is therefore critical for the long-term 

success of the model in Kisumu County. 

 

 

 

 

 

VI. CONCLUSION 

 The study established that the Delegated Management Model has 

contributed to improved customer service within rural water 

schemes through enhanced communication, greater accessibility 

of local operators, and more structured complaint-handling 
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mechanisms. Households generally appreciated the improved 

organization of water service delivery and the ability to engage 

directly with scheme operators regarding operational concerns. 

 Despite these improvements, customer satisfaction continued to 

be affected by intermittent water supply, affordability challenges, 

and occasional delays in communication during major service 

disruptions. Statistical analysis revealed that service availability 

was the strongest customer service determinant of customer 

satisfaction (r = 0.621, p < 0.05), followed by responsiveness to 

customer concerns (r = 0.547, p < 0.05) and affordability of water 

services (r = 0.441, p < 0.05). These findings indicate that 

households place greater importance on reliable and continuous 

water supply than on other service-related factors. 

The study further established that affordability remained a 

significant concern, particularly among vulnerable groups such as 

low-income households, widows, and elderly persons, who 

experienced difficulties in meeting water payment obligations. In 

addition, while respondents acknowledged improvements in 

responsiveness under the Delegated Management Model, 

concerns were raised regarding delayed feedback and inconsistent 

communication during planned shutdowns and major repairs. 

Overall, the findings suggest that the Delegated Management 

Model has strengthened customer-oriented service delivery and 

accountability within rural water schemes. However, further 

improvements in service reliability, communication systems, and 

support mechanisms for economically vulnerable households are 

necessary to enhance customer satisfaction and promote 

sustainable rural water service delivery. 
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