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ABSTRACT

This study examines the contributions of cost lesltip and differentiation strategies on customésfeation at
Mombasa Water Supply and Sanitation Company. Thexifp objectives for this study was to establish
measures Mombasa Water Supply and Sanitation Comjmaited has undertaken to achieve cost leadersbip
determine the contributions of differentiation asti@tegic management principle on customers’faatisn and

to provide recommendations on how to improve custosatisfaction at Mombasa Water Supply and Samitat
Company. The metrics for measuring customers’ faatisn are customer retention; fewer customers’
complaints and less number of referrals. Descuiptigsearch design is used in the study and the self
administered questionnaire that collected both tjiagive and qualitative data were sent directly the
respondents. Before processing the responsespothpleted questionnaires were edited for completaesl
consistency. Both qualitative and quantitative aesle techniques have been used. The target papulatre
both public staff working at Mombasa County Watepfly and Sanitation sector and customers fromipubl
and private institutions. The stratified random ping was used to draw a sample of 300 that include
management staff working at Mombasa Water Suppty Sanitation Company, Coast Water Services Board,
Mombasa County Government (formerly City CouncilMdmbasa), Water Resources Management Authority,
selected registered Water Action Groups and somermeater consumers such as Kenya Ports Authority,
Kenya Petroleum Refineries limited, AssociationHiftel Keepers and Coast Province General Hosita.
data was then analyzed using a software packagedbstical analysis originally Statistical Pac&&gr Social
Sciences later modified to read Statistical Produnct Services Solutions (SPSS). The data was dodeakable
the responses to be grouped into various categd@iestent analysis was used to analyze the quweditatata
collected while descriptive methods were used talyae quantitative data. The research proves thet w
efficient application of strategic management pphes of cost leadership and differentiation, thesiced
customer satisfaction can be achieved and enhatdddmbasa Water Supply and Sanitation Company.

Keywords: Cost Leadership, Differentiation, Sustainability
1.0 INTRODUCTION

Strategic management was originally an exclusiwsgnve of the private sector (Backoff & Nutt, 200Bhe
focus was mainly on how organizations could att#ieir goals and objectives by strengthening the
competitiveness of their market share within thek®eaenvironment. The public sector has now adopied
strategic management principles for the purpodepfoving its operations achieving higher custoshemands
and enhancing organizations performance. Accortiinglford (2008), strategic management principlesé
contributed a lot both financially and non-mondyatio performance of organizations. Studies showat th
organizations that use strategic management plazipend to be more rewarding as well as productive
compared to those not applying. Organizations Hpgily strategic management principles enjoy entthnce
performance and customer satisfaction since they te carry out strategic plans to prepare forriitariances
for both external and internal environment and df@e show excellent long-run monetary efficieney i
accordance with their line of business. In additiomgyanizations get added real increase in assat Macluding

an increased understanding of external threatssrdmanced knowledge of competitors’ strengths, iwgalo
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productivity, decreased resistance to change anchose clear comprehension of performance-reward
relationships.

Strategic management principles usually help inding order as well as discipline for an organmatiPorter,
1996). Strategic management has been understoodpable of providing concepts, procedures and tfuols
organizations to ascertain their long-term dirattito position their location by intelligently deging and
redeploying their resources in relation to the emvinent, to fulfil the needs of major stakeholdars] to stretch
their resources towards producing more value ferdbstomers (Ferlie, 2005). The strategic prinsiglave
been extensively and successfully been appliedatemsector in some countries worldwide. Globdihglia’s
many Water Service Providers have largely and ssfaolly implemented strategic management princijres
their operations with high customer satisfactiod ather good results. Many of the Water Servicevidars in
India have carried out reforms on financial susthility. They have applied technocratic solutionsthe
existing problems in the water sector and the tddacrease profitability hence improved custoragisgaction
from water supply and sanitation services is beeadised. In Europe Germany, England, Netherlandsltaly
stand as good examples. Water Service Providerthdse countries have achieved good results on their
application of strategic management principles ost@mer satisfaction such that higher levels oicieificy,
transparency, coordination and pocket friendlyffarhave been attained (Kuks, 2004). In Africa Z#&mb
Uganda and Ghana are good examples that havedstarteap benefits from this concept (Africa Waded
Sanitation Report, 2007).

For many years, the water and waste water sermegmgement in Kenya was being neglected and thistin
of Water and Irrigation failed in putting up a cdisrated water management system. The Ministry ofeWand
Irrigation in Kenya started with major water seateforms three years following the Water Act 20§2piitting

in place provisions for service delivery as welbaster management of water resources and selvisgsitions

(Ministry of Water and Irrigation, 2007). The objee was to achieve enhanced performance and dawvelot

in water resources that is ecologically, socio-etoically and environmentally sustainable and cootes to
customer satisfaction as well as reduction in tiaken to fetch potable water.

The water and sanitation companies in Kenya haveldped different strategies to ensure that thegtrtiee
expectations of their customers albeit on a pasitivection but the expected results have not beglived. The
water supply in Mombasa County stands at 45,00@&y3ghile demand is 240,000 m3/day. The non-revenue
water is around 50% and customer complaints areemumns (Cherop, 2012). Unless Mombasa Water Supply
and Sanitation Company limited comes up with thatsgies that will reduce customer complaints, cedu
number of referrals and improve customer retentf@ desired outcome of customer satisfaction voll ine
realized. It is against this background that tlésearch study sought to examine the contributidnsoet
leadership and differentiation strategies to thésfeetion of Mombasa Water Supply and Sanitatiomited
Company customers.

2. THEORY OF SUSTAINABILITY

Water Economic Council for Development (WECD, 20@@&jines sustainable development as the development
that meets the needs of the present without comipnognthe ability of future generations to meetithevn
needs. There are three aspects of sustainable ogpeveht - economic, environmental, and social. An
economically sustainable system entails productbrgoods and services continuously within manageabl
sustainable costs. An environmentally sustainaydéesn entails maintaining a stable resource batieeatame
time avoiding overuse of renewable sources or evense depleting the non-renewable resources textent
that people start to invest in alternatives. A albgisustainable system entails equity and adeqiratgrms of
distribution and provision of social services sumh gender equity, health, education, among othEre.
sustainability theory suggests that an action eastarted and remain relevant over time resiliemzktherefore

it is wisdom to consider it during strategy forntida (Heather, Coffman & Marielle 2002). The thearf
sustainability therefore entails the concept fdorag-term resiliency despite the rapid changeshe lusiness
economy and environment. Sustainability is a charatic of a process or a state that can be niagdaat a
certain level indefinitely. It is wisdom that a taisable water service provider must thereforevallmd sustain
rapid changes in the business economy and envinoinmed this is what we mean by sustainable pedoom
development. Performance entails taking a seriemctibns that integrate skills and knowledge todpoe the
desired valuable results and this is true bothndividual and organizational levels. Therefore tustomer
satisfaction for Mombasa Water Supply and SanitaGompany as a sustainable water utility dependthen
systems components and its interactions. These @oemps include levels identity, skills and knowledwich as
uniqueness, facts, information as well as contégedormance.
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2.1.1 Strategic Management of Water Services

Strategic management requires the organizationgypaohakers to undertake internal and external gtien
analysis, develop proper plans, allocate enouganizgtional resources, create competent human neesoand
ensure careful strategy implementation througheclosnitoring and evaluation. Upon environmentahsdagg
and identifying a gap the idea of strategic fitgests the importance for firms of identifying opfomities in the
business environment and deploying and redeploy@sgurces and competence so as to take advantage of
opportunities. Strategies in the public sector nizgtions can be understood as a pattern of pusppsdicies
and programmes, actions and decisions that areufated to create the maximum public value in acance
with their specific mandates and objectives (Brysed0D4). Johnson and Scholes (2005) define straasgie
direction and scope of an organization over the leanm, which achieves advantage in a changing@emvient
through its configuration of resources and compmtenwith the aim of fulfilling stakeholder expdaias. From

a holistic perspective strategy could best be wided by dividing it into two, namely the contemtdathe
process parts of strategy. Content refers to ‘wisat) be done and process refers to ‘how’ to dbiferature on
the subject of strategy tends to use the termgegiaplanning and strategic management interctabige
However, a closer look at the literature revealt strategic planning is confined to the procesplafhning
rather than managing it, while strategic managemeowers both, from the planning process until
implementation, evaluation and monitoring (Brys@@04). Strategic management focuses on the orgamiza
crucial and strategic issues, which if left uncreztlwill have the potential threat of the organizal very
existence. Finally, having been able to think,amd learn strategically and improve strategic dewisnaking,
strategic management will enhance organizationdbpaance and effectiveness (Johnsbil.,2005).

Although there are several of the strategic managermrinciples developed over time, this reseaectus to
examine two strategic management principles namesdy leadership and differentiation and their dbotions

on customer satisfaction at Mombasa Water Suppty Sanitation Company. Ruskin and Margolis (2005),
asserts that water is an important social-econoesiource necessary for human beings, economicaaweit,
and the existence of the ecosystem. Water issuesdiavays existed both positively and negativelyeirms of
quality such as presence of faucal coliforms aretrogerms associated with sewer or quantity suckeasre
droughts on one extreme and el — Nifio or Noah'sdflon the other. While several recent efforts hanasle
progress in defining the issues, the sustainahitisyes of water resource management have not dleerly
defined. Pearce and Turner (2004) argue that watsurces are non-substitutable, and their depleti
impose heavy economic costs including death, wdrhealth consequences on future generations. Alrée
UN Security Council has mapped out potential avelasre water wars can take place such as Riveravilethe
riparian states to give an example. Di Giantomaded,oé and Kreutzwiser (2002), argue that humaauees
are an important component of capacity and incthdeskills and training, knowledge and educatiostaff and
their ability to keep up-to-date with new policydapractice. According to Timmer, D.K., de Lo&, R&hd
Kreutzwiser, R.D. (2007), having up-to-date anduaate information and data is critical to makinfpimed
decisions. Most water companies such as Mombas&rV&aipply and Sanitation Services Company are now
using Geospatial Information System (GIS) to enbaaealysis and decision making. Brooks & Holtz @00
point the minimum types of information needed fdfieetive water management and this information must
include figures for water demand by region, secbvgken down into major end-uses and major endsuser
Current and projected future population numbersatse needed, as well as growth rates by sectoenVh this
data is fed into GIS the analysis and decision ngakiecomes very precise. Timnedral. (2007) asserts that any
successful institution must have sufficient reveramsl good policy on fiscal management to suppod an
maintain its functions. This is so true in the ngamaent of water service providers due to vigoraiiigies in
operations and maintenance. According to Water iSesvRegulatory Board water service providers ghoul
spare 30% of its revenue for operations and maémes, 30% on development, 30% on salaries and the
remaining 10% on paying commissions and other watexpenses. Installation of water and waste madeets

is capital intensive and therefore the water prerddmust have access to internal as well as extemding
sources such as World Bank, AfD, WEDC, Water Sewidrust Fund and other willing donors. The water
tariffs should reflects the full cost of the prduis of water supply, including treatment, distribut operations
and maintenance, and source water protection éLa&, 2007).

Jordan, Stevens and Brooks (2009) asserts thattises should be given to consumers who consumie the
water sparingly and conduct life cycle assessmehish will help to understand the full cost of vaus water
management options. Policy and legal framework sgaificant determinant of capacity because ibwadl a
water service provider to exercise its mandatehaity and the limits to its authority and may udé plans,
policies, programs, and by-laws from both locahauty and the parent Ministry. However, the polayd legal
framework may not all be enough. This is so becausig the initial stages of the water sector mef® it was
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observed that many water managers were afraidsafdaheir jobs hence fear of full compliance. Tikigalled
‘path dependency,” which states that there is gt pressure in an institution to maintain thetiss quo and it
is very hard for an institution to make fundamewtsdnges to the way it operates. Some of the wat@panies
have been having their strategy upside down bytiagean organizational structure that suits theisices and
not according to the business environment and eewe resisted any efforts to rectify the same. Adiog to
Holtz (2009) who wrote on the Canadian WSPs, disesisnany policy changes that are required for satfi
implementation in that country including instaltatior replacement of old infrastructure.

2.2 Michael Porter’'s Generic Strategies

According to Michael Porter there are three manategies which a business firm can follow namelgtco
leadership, differentiation and focus of which ibtra firm becomes “stuck in the middle” and beamsn
unsustainable. Clive (2009) argues that the molttelva a company to choose which market to adop. fifm
has many resources it can follow cost leadershigifferentiation strategy while a small financiallyeak firm
may follow focus strategy. However an effectiveattgy must have position goals such as market,uptpd
service, identity and efficiency as well as exemutgoals like core competency and people. Beingksitu the
middle is becoming less applicable since thereufficient empirical evidence that some companieshsas
Toyota, BMW and Benetton are using differentiatamd low cost strategies by using low cost to previd
differentiation and the same time use the profittver cost even further.

2.2.1 Principle of Cost Leadership Strategy

Porter (1985) asserts that the organization ainpgaducing in large quantities, at the most ecowornist and
sell at the lowest price possible but break evemwmesiit capitalizes on economies of scale and defaay
competitor. This strategy tends to attract priaesie buyers away from the competition and hasetfiect of
grabbing market share thus driving down costs. Ftriategy can be achieved through two main wayseham
increasing profits by reducing costs while chargimdustry-average prices and increasing marketestmough
charging lower prices while still making a reasdeaprofit on each sale due to reduced price. Thiastegy
entails employing the Japanese Kaizen philosoplgpofinuous improvement in order to find ways afueing
production costs on a continuing basis. Simply ¢pelre lowest cost producer is not good enough Siticers
can imitate the same but ensure employing thigesfyathrough having access to capital needed tesinin
technology that will reduce costs, low cost of pratibn factors and very efficient logistics. Thestteadership
is often driven by an organization’s efficiencyzesiscale, scope and cumulative experience (Ga0n3). Cost
leadership aims to exploit scale of production,lwefined scope and other economies such as gowthgsing
approach, producing highly standardized products asing high technology. There are three main ways
applying this strategy namely achieving a high &ssernover, low direct and indirect operating soahd
control over the supply and procurement chain guemlow costs.

2.2.2 Strategic Management Principle of Differentition

According to Porter (1985) this strategy entailspthying and selling goods and services with somgque
selling service propositions (USPs) that other cefibprs are lacking. It can make customers to lyallto a
product despite its price as a result of the prodemtures, functionality, durability and brand.rBuccessful
application of this principle an organization mustke good research, develop its products and hevéative
and efficient in sales and marketing to informcitstomers of the uniqueness of its products. Adangrtb Clive
(2009), the strategy employed by the organizatlwwukl be significantly different from all its comgers and
will offer real value to the target customers. Timsans that differentiation will favourably influssnconsumers
in their choice of suppliers, products/services el differentiation value will remain for at least mid and
long term. This strategic principle can also beiedd by application of the concept of total qualit
management. This entails focusing on deliveringiserat all levels of the company such that theligya
marketing and service all become important in éngathe total offering to the customers. This atlighe
companies’ products remaining fashionable and kdegsimage and reputation.

2.3 Empirical Framework

The establishment of the water institutions woullfova for decentralisation, participation, improved
performance and sustainability in the growth andhaggment of water resources (UN-Water, 2006). Tdirou
the swift from governmental to public/private parships of water and sanitation services and the
decentralisation of decisions-making authority, ithproved customer satisfaction has been to somgeeddeen
realised.The Water Act 2002 established Water Services Re¢gyl Board (WSRB), and seven Regional Water
Services Boards (WSBs), namely, Coast, Nairobt, Wadley, Lake Victoria South, Lake Victoria Nort@entral
and Northern. In the Economic Recovery StrategWi@alth and Employment Creation (ERS) of 2003-6@&, t
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government of Kenya introduced for implementati@nrf@rmance contracting towards the improvementhef t
general performance in public institutiohBwever this has not been realised satisfactorily.

Otieno (2010) argues that many of the Water Serlicw/iders in Kenya have been facing serous custome
complaints and this can be seen from the fact ey have bloated staff, unsustainable salaries, dtaff
morale, inability to satisfactorily reduce unacctmehfor water (UfW) often at more than 50%, poomiam
resources policy, poor service charter, low ratadl tquality management, dilapidated infrastructlaek of
adequate water etc. Meanwhile the Kenyan governnmerdduced strategic management principles such as
performance contracts as a management tool foruriagsperformance against negotiated performangeta
(GoK, 2003). At the beginning of every financialayeor some specified period, a contract that sjgscthe
mutual performance obligations, intentions and oasjbilities between two parties is entered intbe Dhvious
objective was to improve service delivery to theeleof private sector and even better by puttinghaggers on
agreed timeframes to produce results; transpargnagcountability, implement government policy aguired

in the contract to the satisfaction of the stakdérd. According to Michael (2012) American companies
successfully apply these strategic management ipkscwith good resultsWal-Mart Stores Inc. has been
successful using strategy of cost leadership byyeey lowering prices to attract customers. Theaidé
everyday lowering prices is to offer products ahaaper rate than competitors on a consistent,bragiier than
relying on sales. Wal-Mart is able to achieve thie to its large scale and efficient supply chaimey source
products from cheap domestic suppliers and fromi@age foreign markets. This allows the companyeib s
their items at low prices and to profit off thin rgans at a high volume. In Europe the Swedish fureiretailer
IKEA revolutionized the furniture industry by offag cheap but stylish furniture. IKEA is able toekeits prices
low by sourcing its products in low-wage countrégsl by offering a very basic level of service. IKE&es not
assemble or deliver furniture; customers must coltbe furniture in the warehouse and assembleoateh
themselves. While this is less convenient thaniticadhl retailers, it allows IKEA to offer lower jmes that
attract customers (Michael, 2012).

According to Cherop 2012) in Zambia, Senegal andcar@h there are annual Water Service Providers
competition and rankings and each one of them toeprovide a service in a way that makes it unigque
comparison to others. In East Africa the same @said of Tanzanian Water Service Providers. Mtshan
Water Authority service provider has implementedwenber of policies that make their services unignd
hence it has been ranked fairly in that country.&@mple, the water authority has a policy whéireustomers

get incentives from the authority if they informoit any water theft, burst or leaks. In Kenya aréhains to be
done in application of this principle to enable WfaService Providers to enhance their customesfaation.
Most Water Service Providers do well only due tinveri volume of water sold as is the case with Naiay a
well-built water infrastructure as is the case ialidi and Nyeri Water Service Providers.

3.0 RESEARCH METHODOLOGY

3.1 Research Design

This study adopted a descriptive research desigrsolight to investigate the contributions of sgate
management principles of cost leadership and @iffégition on customer satisfaction at Mombasa Waitgaply
and Sanitation Company. Yin (2004) states that rifgse studies enable the researcher to have atemth
understanding of the study and therefore in thiseaech descriptive design was chosen as the ajgepr
research design since it is a more appropriatéeglydor answering research questions such as dravwhy’
and which do not require control over the eventse descriptive study provides the researcher witHepth
information, which assisted in meeting the objexgiof the study.

3.2 Sample Design

From the above population of three hundred, a sampR5% from within each group in proportions teath
group bear to the population as a whole was takergstratified random sampling which will give gatem in
the population an equal probability chance of beiglgcted. The selection was as shown in table 3.2.

21



European Journal of Business and Management www.iiste.org
ISSN 2222-1905 (Paper) ISSN 2222-2839 (Online) g
Vol5, No.25, 2013 STE

Table 3.1 Sample Size per Institution

Institutions Population | Sample Sample
(Frequency) | ratio Adopted
Mombasa Water Supply and Sanitation Company 23 0.25 6
Coast Water Service Board 12 0.25 3
Mombasa County Government 12 0.25 3
Water Resources Management Authority 22 0.25 6
Water Action Groups 5 0.25 1
Kenya Ports Authority 55 0.25 14
Kenya Petroleum Refineries Itd 55 0.25 14
Association of Hotel Keepers and Caterers 66 0.25 16
Coast Province General Hospital 50 0.25 12
Total 300 0.25 75

Source: Researcher, 2013

Table 3.3 Sample Size Adopted

Sections Population Sample Ratio Sample Adopted
(Frequency)

Directors and top managers 42 0.25 11

Middle level management 113 0.25 28

Low level management 145 0.25 36

Total 300 0.25 75

Source: Researcher, 2013

Stratified random sampling technique is used whepufation of interest is not homogeneous and can be
subdivided into groups or strata to obtain a repwive sample. According to Sproul (2008), a-self
administered questionnaire is the only way to etielf-report on people’s opinion, attitudes, hisliend values.

3.3 Research Instruments

This research study used the questionnaire dues tafious advantages such as low cost since mioceand
analysis is cheaper and simpler than other instnisneeduction in biasing error and provides anatynThe
guestionnaire designed in this study comprisedwaf $ections. The first part included the demograid
operational characteristics designed to determimeldmental issues including the demographic chexiatics

of the respondents. The second part subdividedtimtosubsections was devoted to the identificatbrihe
strategic management principles contributions ostaruer satisfaction at Mombasa Water Supply and
Sanitation Company where the two variables of thdyswere be put into focus.

3.4 Data Collection Methods

This study collected both quantitative and qualieadata using observations, interviews and seatfiatstered
questionnaires that were sent directly to the nedpots. Quantitative data is the information thah de
expressed in numerical terms or compared on a sdale qualitative data refers to information gattefrom
interviews, observations, or documents normallthi narrated form. Nevertheless, where it provéitdit for
the respondents to complete the questionnaire inatedgl the researcher left it with the respondemd came
to pick them up later. The structured questionsewesed in an effort to conserve resources as wédl tacilitate
in easier analysis as they are in immediate usklpie; while the unstructured questions were use@sao
encourage the respondent to give an in-depth dhdefgponse without feeling held back in revealofgany
information. Each questionnaire was coded and th@yesearcher knows which person responded. Tdiago
technigue was only used for the purpose of matctehgned, completed questionnaires with thosevdedd to
the organizations.

4. FINDINGS

The study was set to find the contributions of clestdership and differentiation strategies on qusto
satisfaction at Mombasa Water Supply and Sanita@iompany. The response rate was 93.7%. The respisnde
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were drawn from both water producers and custonTdrs.respondents indicated that they worked intfans

for public relations, meter reading, patrol, emagedepartment, irrigation, unit management, sroafliness
departments, GIS administration, engineering aratesty and in management roles in their organinatidhe
findings indicate that the respondents were dirsctoctors, technical officers, commercial off&egngineers,
environmental officers, human resource officergoantants, meter reading technicians and publiatiogls

officers.

On the measures by the Mombasa Water Supply anthsam Company limited has undertaken to achieast ¢
leadership, the study found out that the Water Gomighas full time conservation staff who are egegpith
current and future water demand and population daththerefore in a good position to carry outtsga
planning. The study found out that the water tariféflect the full cost of water and therefore wgbod
management there should be sustainability. The Madenpany uses back-casting method to set goafsitione
water use and conservation and its business umnittstes and plans are aligned with core business a
government priorities therefore there should beimmim managerial problems. The study however founad t
the water company does not actively involve thelipub its decision making, and stakeholders aré kept
informed of changes and progress of governmentipei® and services and even staff cannot artieultat the
Water Company wants to achieve, its role and pw@osl this is undoing to the company. Findings ftbm
study indicated that the water company does notsystems of review and evaluation to complete soann
amend strategy and adjust direction when requifée: water company Leadership team does not consider
debate and disagrees on strategically importanegsand subsequent actions; neither shares comationg
across the Company.

Findings from the study indicated that Mombasa Wdaempany has not carefully prepared individual
development plans, explicit managerial responsjbiior development, and priority and importanceegivto
meaningful development activities. The Water Conypdones not demonstrate that individual performance
targets are clearly aligned with the team, busingssand company's overall performance targete Water
Company managers are not demonstrably willing, gmdot have the confidence to address poor perfocena
and staffs do not have access and ability for &rthaining while on job. Findings also showed tlifat cycle
assessments are not performed for all water supmlydemand projects/programs and the Water Conmpaesy
not have incentives for customers to use less water

On the contributions of the differentiation as eatgic management principle on the customer satish at
Mombasa Water Supply and Sanitation Company, thdystound out a number of issues. One of the core
competencies for the Mombasa Water company wereatadl as professionalism and customer satisfaaties

of modern technology, established systems, expmrterstaff, emergency staff, infrastructure and ube of
mobile money payment systems for settling bills. tba overview of Mombasa Water Company research and
development efforts for the past two years theysfodnd out that the company has applied new soéviar
billing and meter reading, used GIS technologysroperations, introduced pressurized monitorirglesys and
has digitized its records. The findings also showet consultants have established GIS, billing pressure
data loggers, put in place elaborate master pladsstrategies in research and innovation and inted a
project management office.

5. CONCLUSION AND RECOMMENDATIONS

5.1 Conclusion

On various measures undertaken by the Mombasa \8afply and Sanitation Company limited to achievst ¢
leadership, the study concludes that the Water @ompas full time conservation staff who are eqegppith
current and future water demand and population daththere should be no obstacles in planning dinee
Water Company uses back-casting method to set doalfuture water use and conservation. The study
concludes the water tariffs reflect the full co$tveater and it should be sustainable. The Water pzomy
business unit structures and plans are aligned edtk business and government priorities. The aézgton
however does not actively involve the public in discision making. Staff cannot articulate what Water
Company wants to achieve, its role and purpose.siimty also concludes that the water company dotase
systems of review and evaluation to complete scapr@mend strategy and adjust direction when requifhe
water company Leadership team does not consideateletnd disagrees on strategically important isanels
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subsequent actions. Leadership team does not shamaunications across the Water Company. The slsty
concludes that the water company does not keepstétkeholders informed of changes and progress of
government priorities and services and neither doearefully prepare individual development plaagplicit
managerial responsibility for development, and fitjoand importance given to meaningful development
activities. The study also concludes that the watenpany does not demonstrate that individual perdoce
targets are clearly aligned with the team, businessand company's overall performance targete Water
Company managers are not demonstrably willing, gmdot have the confidence to address poor perfwe)a
staffs do not have access and ability for furth@intng while on job, life cycle assessments amfopmed for all
water supply and demand projects/programs and theEeMCompany does not have incentives for custoioers
use less water.

On the contributions of the differentiation as eatggic management principle on the customer satish at
Mombasa Water Supply and Sanitation Company limiteel study concludes that on the core competefizies
the Mombasa Water company were indicated as phiofedism and customer satisfaction. Others include
technology, established systems, experienced staffygency staff, existing infrastructure and tbe of mobile
money payment systems for settling bills. On theoasrview of Mombasa Water Company research and
development efforts for the past two years theystahcludes that the company has applied new sodtfea
billing and meter reading, used GIS technologytinadperations, introduced pressurized monitorirgfesys,
digitized records, consultants have established, ®iing and pressure data loggers, establishathozhte
master plans and strategies in research and inpavand a project management office. On any quality
programs e.g. ISO9000 at the water company the stocludes that the company has implemented aysopp
continuous flow of water for 6 hours based on #tening program. On whether Mombasa Water Comeasy
contracts with consumer organizations, the studyclemles that most of the respondents 78.1% indictitat
Mombasa Water Company has contracts with consunganizations while 21.9% of the respondents inditat
that it doesn't have contracts with consumer oggditins

5.2 Recommendations
1. The study recommends that the company should &gciiveolve the public in its decision making, the
staff should be informed of the company’s goal& end purpose, it should use review and evaluation
systems to amend strategies and adjust directibes wequired.

2. The company should implement debates in its datignaking; give their staff training and
advancement opportunities and should have incentivéheir customers to use less water.

3. The company should also have team work betweenldpartments, sell bottled water, have efficient
emergency teams, quick solutions to customer canglgms, use of meter reading gadgets, application
of synergies, establish concrete workshops, andd gomrporate social responsibility should be
implemented in the company.

4. The company should also employ only when necessadyce excess staff, streamline operations and
maintenance costs, reduce trips, streamline prommg sack corrupt staff, avoid duplication of huma
resources, regulate salaries and train and redspadfy

5. The water company should rehabilitate old infrasttrce.

6. Promote best practices in water conservation byugsomers.

7. The water company should have a policy of ensusewgerage connections are increased.

8. Mombasa Water Company should adopt a focusedaafaisal mechanism to boost morale.

9. Mombasa Water Company should adopt effective gfi@t@ays of implementing master plans, action
plans and comprehensive frameworks developed leg ldifferent consultants over time in carrying out
water and sanitation projects in the county.
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