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Abstract

The issue of estimated billing has been a major challenge in Nigeria's electricity distribution
sector, particularly in areas served by Jos Electricity Distribution (JED). This study examines the
impact of estimated billing on customer service delivery in Bauchi Metropolis, focusing on its
effects on customer satisfaction, revenue collection, and service efficiency. Despite efforts by the
Nigerian Electricity Regulatory Commission (NERC) to phase out estimated billing through the
Mass Metering Program (MMP), many customers still experience arbitrary charges, billing
disputes, and lack of transparency.

Using a descriptive survey research design, data was collected from residential and commercial
electricity consumers in Bauchi Metropolis, as well as officials from JED. Findings reveal that
estimated billing significantly affects customer satisfaction, leading to non-payment of bills,
distrust in JED, and increased cases of electricity theft. The study also found that prepaid
metering is widely preferred as it enhances billing accuracy, transparency, and revenue
collection efficiency. However, challenges such as inadequate meter distribution, technical
issues, and resistance from some consumers hinder the full implementation of metered billing.
The study recommends that JED should accelerate the deployment of prepaid meters, improve
customer engagement and complaint resolution mechanisms, and adopt advanced metering
infrastructure (AMI) for real-time monitoring. These measures will help enhance billing
accuracy, customer trust, and service delivery in the electricity sector.

Keywords: Estimated Billing, Prepaid Metering, Customer Satisfaction, Electricity Distribution,
Billing Accuracy, Jos Electricity Distribution (JED), Bauchi Metropolis.
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INTRODUCTION

The electricity distribution system in Nigeria has been marred by inefficiencies, one of which is
the use of estimated billing by distribution companies (DisCos) like Jos Electricity Distribution
(JED). The estimated billing method, which charges customers based on an assumption of
electricity consumption rather than actual usage, has led to customer dissatisfaction, billing
disputes, and revenue collection inefficiencies.

In Bauchi Metropolis, where JED operates, many customers have complained about excessive
billing, lack of transparency, and poor service delivery. This study aims to assess how
estimated billing affects customer service delivery and whether the adoption of prepaid
metering can enhance billing accuracy, customer satisfaction, and overall efficiency.

Electricity supply is a critical driver of economic growth and social development. However, in
Nigeria, challenges in electricity distribution have significantly affected customer satisfaction,
billing accuracy, and revenue generation. One of the major issues in the power sector is
estimated billing, a method used by Jos Electricity Distribution (JED) Plc and other
Distribution Companies (DisCos) to charge consumers based on assumed electricity
consumption rather than actual usage.

Despite efforts by the Nigerian Electricity Regulatory Commission (NERC) to transition to a
metered billing system, many customers in Bauchi Metropolis still experience unfair billing
practices, overestimated charges, and poor customer service delivery. The lack of
transparency and accuracy in billing has led to increased cases of billing disputes, non-
payment of electricity bills, and energy theft, thereby affecting JED’s revenue and operational
efficiency.

The introduction of prepaid metering has been suggested as a solution to the problems
associated with estimated billing. However, issues such as inadequate meter distribution,
financial constraints, and resistance from both consumers and JED staff have slowed down
the full implementation of metered billing. This study seeks to evaluate the impact of estimated
billing on customer service delivery in JED, with a focus on its effect on customer satisfaction,
revenue collection, and the potential benefits of prepaid metering.

PROBLEM STATEMENT

Despite the introduction of policies aimed at phasing out estimated billing, many electricity
consumers in Bauchi Metropolis still suffer from unjustified charges and poor service delivery
due to JED’s reliance on estimated billing methods. This has resulted in:

e Frequent disputes over billing accuracy between customers and JED.

e Low trust and dissatisfaction among electricity consumers.

« High levels of unpaid bills due to perceived unfair charges.

e Reduced revenue collection for JED, affecting its ability to provide reliable electricity.
There is a growing demand for a fair and transparent billing system, but challenges such as
meter shortages, infrastructure limitations, and enforcement gaps continue to hinder the
transition to prepaid and smart metering. This study seeks to assess the extent to which
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estimated billing affects customer service delivery and the effectiveness of prepaid metering
as an alternative billing method.
OBJECTIVES OF THE STUDY
The main objective of this study is to analyze the impact of estimated billing on customer
service delivery in JED. Specifically, the study aims to:
1. Examine the relationship between estimated billing and customer satisfaction in Bauchi
Metropolis.
2. Evaluate the effects of estimated billing on revenue collection efficiency for JED.
3. Assess customer perceptions of prepaid metering as a solution to estimated billing
challenges.
4. ldentify the challenges affecting the full implementation of prepaid metering in Bauchi
Metropolis.
5. Recommend strategies for improving billing accuracy and service delivery in JED.
RESEARCH QUESTIONS
1. How does estimated billing impact customer satisfaction and trust in JED?
2. What are the challenges JED faces in transitioning from estimated billing to metered
billing?
3. How do customers perceive prepaid metering as an alternative to estimated billing?
4. What strategies can JED implement to improve billing accuracy and customer service
delivery?
SIGNIFICANCE OF THE STUDY
This study is important for electricity consumers, policymakers, and JED management as it:

Provides insights into how estimated billing affects customer trust and service quality.
Highlights the financial and operational challenges of JED due to estimated billing.
Assesses the feasibility of prepaid metering as a long-term solution.

Offers policy recommendations for improving electricity billing and distribution.

SCOPE OF THE STUDY

This study focuses on the operations of Jos Electricity Distribution (JED) Plc in Bauchi
Metropolis, examining the effects of estimated billing on customer satisfaction, revenue
collection, and service delivery. It also explores the transition to prepaid metering, the
challenges involved, and possible solutions for improving billing efficiency and transparency.
LITERATURE REVIEW

Electricity billing plays a crucial role in the financial sustainability of distribution companies and
the satisfaction of consumers. In Nigeria, the estimated billing system used by Distribution
Companies (DisCos) like Jos Electricity Distribution (JED) Plc has sparked widespread
complaints due to inaccurate charges, lack of transparency, and poor customer service
delivery. While the Nigerian Electricity Regulatory Commission (NERC) has promoted the
adoption of prepaid meters to address these issues, challenges such as meter shortages, high
installation costs, and resistance from stakeholders have hindered full implementation. This
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chapter reviews existing literature on electricity billing systems, customer service quality, and
the transition to prepaid metering.

CONCEPT OF ESTIMATED BILLING
The estimated billing system is a controversial method of electricity billing in Nigeria. While
it allows DisCos to bill unmetered customers, it often results in overcharging, consumer
dissatisfaction, and revenue collection challenges. The transition to prepaid and smart
metering is widely seen as a fairer and more transparent alternative, but infrastructural and
financial barriers continue to delay full implementation.
This study examines how estimated billing impacts customer service delivery in Jos
Electricity Distribution (JED), Bauchi Metropolis, and explores strategies for improving
billing accuracy and consumer trust.
Estimated billing is a method used by electricity distribution companies (DisCos) to charge
customers for electricity consumption without actual meter readings. Instead of billing
consumers based on their exact electricity usage, DisCos estimate consumption using various
parameters such as:
e The historical average consumption of the customer.
e The size and type of property (residential, commercial, or industrial).
e The availability of power supply in the area.
e The number of electrical appliances used by the customer (assumed rather than
measured).
This billing method is commonly applied to consumers who do not have functional prepaid or
postpaid meters. However, in many cases, it has led to overbilling, customer disputes, and
non-payment of electricity bills.
Reasons for the Use of Estimated Billing in Nigeria
Electricity distribution companies in Nigeria rely on estimated billing due to several factors,
including:
Inadequate Metering Infrastructure
e The supply of prepaid meters is insufficient to meet consumer demand.
« Many consumers remain unmetered due to logistics and funding constraints.
Meter Malfunctions or Unavailability
o Faulty or tampered meters force DisCos to revert to estimated billing.
o Customers in rural or newly developed areas often lack meters due to poor
infrastructure.
Operational and Logistical Challenges
e Some areas are difficult to access for manual meter readings due to security concerns
or poor road networks.
o Electricity distribution companies lack the manpower to read meters regularly.
Revenue Assurance for DisCos
« Estimated billing ensures that DisCos recover costs from unmetered customers.
e It helps maintain cash flow in the absence of prepaid metering systems.
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However, while estimated billing may benefit DisCos, it often results in unfair and
inconsistent charges for consumers.

Problems Associated with Estimated Billing

Despite its use, estimated billing has raised several concerns among consumers in Nigeria,
particularly in Bauchi Metropolis. These include:

X Lack of Transparency and Trust Issues

o Consumers often complain that estimated billing does not reflect their actual electricity
consumption.

« Many customers believe that DisCos intentionally inflate bills to maximize revenue.
> Overbilling and Unjust Charges
o Estimated bills are often much higher than the actual electricity used.
e Some consumers receive excessive bills even when there is little or no power supply in
their area.
X Frequent Billing Disputes
o Customers frequently contest their electricity bills, leading to:
o Increased workload for DisCo customer service units.
o Higher cases of bill re-evaluation and corrections.
X Encouragement of Energy Theft
e Due to frustration with overbilling, some consumers resort to:
o lllegal connections (bypassing the DisCo network).
o Meter tampering to reduce recorded usage.
o Refusal to pay bills, leading to revenue losses for DisCos.
X Low Revenue Collection and Debt Accumulation
e Overbilling causes many customers to delay or avoid bill payments.

o DisCos struggle with cash flow problems due to unpaid electricity bills.
Alternatives to Estimated Billing

To address the issues associated with estimated billing, several alternatives have been
introduced:
Prepaid Metering

« Consumers pay before using electricity, ensuring accurate billing.

o Prepaid meters eliminate the risk of overbilling and unauthorized charges.
Smart Metering Technology

e Smart meters allow real-time tracking of electricity usage.

e Consumers and DisCos can monitor electricity consumption through mobile apps and
online platforms.

Government-Led Metering Initiatives

e The National Mass Metering Program (NMMP) aims to provide free prepaid meters
to unmetered consumers.

e The Meter Asset Provider (MAP) Scheme allows customers to purchase prepaid
meters at subsidized rates.
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However, slow implementation, meter shortages, and high costs have hindered the full
transition to prepaid metering in Nigeria.

CONCEPT OF PREPAID METERING

Prepaid metering is a fair, transparent, and efficient alternative to estimated billing. It benefits
both electricity consumers and DisCos by eliminating billing disputes, improving revenue
collection, and promoting energy efficiency. However, meter shortages, high costs, and poor
implementation strategies have hindered its full adoption in Nigeria. This study examines how
prepaid metering can enhance service delivery and billing accuracy in Jos Electricity
Distribution (JED), Bauchi Metropolis.

Prepaid metering is a billing system in which electricity users purchase energy credits in
advance before consuming electricity. The meter automatically deducts units based on
electricity consumption, and consumers must recharge their meters when credits run out.
Features of Prepaid Metering

Pay-As-You-Use System — Consumers control their electricity expenses.
Real-Time Energy Monitoring — Customers can track electricity consumption.
Eliminates Bill Disputes — No estimated charges or unfair billing.

Encourages Energy Conservation — Users monitor and adjust their consumption habits.
Advantages of Prepaid Metering Over Estimated Billing
1. Enhanced Billing Accuracy and Transparency
o Unlike estimated billing, which is based on assumptions, prepaid meters record actual
electricity usage.
e Consumers only pay for what they consume, ensuring fairness.
2. Increased Customer Satisfaction
« With prepaid meters, there are no cases of overbilling or hidden charges.
o Customers have full control over their energy consumption and spending.
3. Improved Revenue Collection for DisCos
o Estimated billing often leads to non-payment of inflated bills, while prepaid meters
require payment before electricity is used.
e Reduces accumulated debts and revenue losses for DisCos.
4. Reduction in Electricity Theft and Meter Bypassing
o Many consumers bypass meters or engage in illegal connections due to frustration with
estimated billing.
o Prepaid meters reduce the incentive for power theft since electricity is paid for in
advance.
5. Encourages Energy Efficiency
« Prepaid metering makes customers more conscious of their energy use.
e Users can monitor electricity consumption and reduce wasteful usage.
Challenges of Prepaid Metering Implementation in Nigeria
Despite its benefits, the adoption of prepaid metering in Nigeria has been slow and challenging
due to several factors:
1. Shortage of Prepaid Meters
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e The demand for prepaid meters far exceeds supply, leaving many consumers stuck with
estimated billing.
e The Meter Asset Provider (MAP) program and National Mass Metering Program
(NMMP) have not fully addressed the shortage.
2. High Cost of Meter Procurement
e Some customers cannot afford the upfront cost of purchasing a prepaid meter.
e The government’s free metering initiatives have been slow and limited in coverage.
3. Resistance from DisCos and Staff
e Some DisCos delay prepaid meter deployment because estimated billing allows for
higher revenue collection.
e There have been reports of DisCo officials extorting customers to get prepaid meters
quickly.
4. Technical Issues and Poor ICT Infrastructure
o Consumers experience difficulties in recharging prepaid meters due to network
failures.
« Power supply interruptions can reset or interfere with meter readings.
5. Lack of Awareness and Consumer Education
e Some consumers lack knowledge of how prepaid meters work.
o Myths and misconceptions about prepaid meters discourage adoption.
Government Initiatives to Promote Prepaid Metering
To address the challenges of estimated billing, the Nigerian government and NERC have
introduced several policies:
Meter Asset Provider (MAP) Scheme (2018) — Allows third-party vendors to sell and
install prepaid meters to consumers.
National Mass Metering Program (NMMP) (2020) — Aims to provide free prepaid
meters to unmetered customers.

NERC Regulation on Capping Estimated Bills (2020) — Prevents DisCos from
overcharging unmetered customers while awaiting prepaid meters.

While these policies have helped, implementation remains slow, and many consumers still rely
on estimated billing.

Way Forward for Prepaid Metering Implementation

To fully transition to prepaid metering and eliminate estimated billing, the following strategies
should be considered:

Accelerate the Production and Distribution of Prepaid Meters — The government should
expand metering programs to meet customer demand.

Reduce the Cost of Prepaid Meters — Provide subsidized or interest-free installment
payment options.

Strengthen ICT Infrastructure for Meter Recharging — Improve digital payment
platforms and reduce network failures.

Enforce Strict Compliance from DisCos — NERC should penalize DisCos delaying meter
installation.
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Consumer Awareness Campaigns — Educate customers on the benefits and usage of
prepaid meters.

CUSTOMER SERVICE AND BILLING ACCURACY

Billing accuracy is a key component of customer service delivery in the electricity sector. The
inefficiencies of estimated billing have led to consumer dissatisfaction, revenue losses, and
trust issues for DisCos like Jos Electricity Distribution (JED) Plc. The adoption of prepaid
and smart metering presents a viable solution by ensuring billing transparency, fairness, and
improved revenue collection. However, challenges such as meter shortages, technical issues,
and resistance from stakeholders must be addressed for full implementation.

This study highlights the urgent need for Nigeria’s electricity sector to transition fully to
accurate metering systems, ensuring that customers receive fair, transparent, and justifiable
electricity bills.

Customer service is a critical factor in the electricity distribution sector, as it directly affects
consumer satisfaction, trust, and revenue collection. One of the key issues affecting customer
satisfaction in Nigeria’s electricity sector is billing accuracy. Customers expect fair and
transparent billing systems that reflect actual electricity consumption. However, estimated
billing and billing errors have led to widespread dissatisfaction, complaints, and disputes
between consumers and electricity distribution companies (DisCos) like Jos Electricity
Distribution (JED) PIc in Bauchi Metropolis.

This section explores the relationship between customer service and billing accuracy,
highlighting the impact of estimated billing, the benefits of accurate metering, and strategies
for improving service quality in the electricity sector.

The Role of Billing Accuracy in Customer Satisfaction

Billing accuracy refers to the correctness of charges applied to customers based on their
actual electricity usage. Accurate billing ensures that customers:

v Receive fair and justifiable bills.
v Trust the electricity provider’s billing system.

v Are more likely to pay their bills on time, improving revenue collection.
However, when bills are inaccurate or estimated, customers feel exploited, leading to:
Complaints and frequent disputes with DisCos.
Non-payment of bills due to mistrust.
Increased illegal connections and energy theft.
According to Adebayo & Yusuf (2020), over 70% of Nigerian electricity consumers believe
that billing inaccuracies contribute to poor customer service delivery in the power sector.
Impact of Estimated Billing on Customer Service
Estimated billing has been one of the most criticized aspects of Nigeria’s electricity distribution
sector. Customers who do not have prepaid or functional postpaid meters are often billed based
on assumptions rather than actual consumption. This has led to:
Overbilling and Lack of Transparency
o Customers are charged more than they consume, leading to dissatisfaction.
o Many consumers refuse to pay their bills, affecting DisCos’ revenue collection.
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Frequent Complaints and Disputes
e Most customer complaints received by DisCos relate to excessive billing issues.

o Customers spend hours in long queues at DisCo offices trying to resolve disputes.
Mistrust Between Customers and DisCos

« Many consumers believe that estimated billing is a tool for exploitation.

e Some customers illegally bypass meters or refuse to pay bills due to mistrust.
Benefits of Accurate Billing Through Prepaid and Smart Metering
To address billing accuracy challenges, many countries, including Nigeria, are transitioning to
prepaid and smart metering systems. These systems provide:
Transparency in Electricity Charges

o Customers see their real-time electricity consumption, preventing unexpected high
bills.

o Eliminates overbilling and fraudulent charges.

Improved Customer Trust and Satisfaction
o Consumers pay only for the energy they use, leading to higher trust in DisCos.
e Reduces billing disputes and complaints.

Better Revenue Collection for DisCos

« Prepaid meters require customers to pay before consuming electricity, reducing debt
accumulation.
« Encourages prompt bill payment, improving cash flow for DisCos.
Reduced Energy Theft and Illegal Connections
e Customers who previously bypassed meters comply when billing is fair and
transparent.
« Encourages responsible electricity usage and conservation.
According to Ogundipe & Uche (2021), 85% of prepaid meter users in Nigeria report higher
satisfaction levels compared to those under estimated billing.
Challenges Affecting Billing Accuracy in Nigeria
Despite the benefits of accurate billing, several challenges hinder effective billing practices in
Nigeria:
Delayed Meter Deployment
o Many consumers still lack prepaid meters, forcing them to rely on estimated billing.

« Government programs such as the National Mass Metering Program (NMMP) have
not fully met demand.

Technical Issues with Prepaid Meters

e Some prepaid meters experience faults, delayed recharge processing, and incorrect
readings.

e Poor ICT infrastructure sometimes prevents real-time meter updates.
Resistance from Some DisCo Officials

e Some DisCos delay prepaid meter installations because estimated billing generates
higher revenue.
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o Cases of bribery and extortion have been reported where customers are asked to pay
extra fees to get meters faster.
Lack of Awareness and Customer Education
e Some consumers are unfamiliar with how prepaid meters work, leading to
misconceptions.
e Poor public education on energy management and prepaid billing systems affects
acceptance.
Strategies to Improve Billing Accuracy and Customer Service
To enhance billing accuracy and improve customer service delivery, the following measures
should be adopted:
Accelerate the Distribution of Prepaid Meters
e Government and DisCos should increase meter availability through mass deployment
programs.
« Enforce strict deadlines for DisCos to meter all customers.
Implement Advanced Metering Infrastructure (AMI)
« Smart meters with remote monitoring and real-time data collection should be
deployed.
e Consumers should be able to track their consumption via mobile apps or online
portals.
Improve Customer Support and Complaint Resolution
e DisCos should establish dedicated billing dispute resolution teams.
e Introduce 24/7 customer support hotlines for faster complaint resolution.

Enhance Consumer Awareness and Education
« Conduct public awareness campaigns on the benefits of prepaid metering.
o Provide user-friendly guides on meter usage, recharge methods, and
troubleshooting.
Strengthen Regulatory Oversight
« The Nigerian Electricity Regulatory Commission (NERC) should enforce strict
penalties on DisCos that fail to provide accurate billing.
o Consumers should have access to independent dispute resolution channels outside of
DisCos.
CHALLENGES OF TRANSITIONING FROM ESTIMATED BILLING TO PREPAID
METERING
The transition from estimated billing to prepaid metering is critical for improving billing
accuracy, customer satisfaction, and revenue collection in Nigeria’s electricity sector.
However, challenges such as meter shortages, high costs, DisCo resistance, and technical
issues have slowed down the process. To ensure successful implementation, government
agencies, DisCos, and consumers must work together to eliminate barriers and promote a
transparent, efficient, and customer-friendly billing system.
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This study highlights the key obstacles in the prepaid metering transition and proposes
practical solutions to achieve full implementation in Jos Electricity Distribution (JED),
Bauchi Metropolis.

The transition from estimated billing to prepaid metering has been identified as a necessary
step to improve billing accuracy, customer satisfaction, and revenue collection in Nigeria’s
electricity sector. Despite the benefits of prepaid metering, its implementation has faced several
challenges that have slowed down the process. Electricity distribution companies (DisCos) such
as Jos Electricity Distribution (JED) Plc in Bauchi Metropolis have struggled with meter
shortages, high costs, regulatory hurdles, and customer resistance.
This section highlights the key challenges affecting the transition from estimated billing to
prepaid metering and explores possible solutions to overcome these barriers.
Key Challenges of Prepaid Metering Implementation
1. Shortage of Prepaid Meters
e The demand for prepaid meters far exceeds supply, leaving many consumers
unmetered.
o Government initiatives such as the National Mass Metering Program (NMMP) and the
Meter Asset Provider (MAP) scheme have not fully met the demand.
e The slow distribution of meters forces many consumers to remain on estimated
billing.
2. High Cost of Meter Procurement
« While prepaid meters help improve billing accuracy, the cost of acquiring and installing
them remains high.
« Many consumers cannot afford the upfront cost, despite installment payment options
introduced by the Meter Asset Provider (MAP) scheme.
« Some DisCos impose additional unofficial charges for meter installation, making it
difficult for customers to transition.
3. Resistance from DisCos and Staff
e Some DisCos delay prepaid meter deployment because estimated billing generates
higher revenue.
e There have been cases where DisCo officials extort customers, demanding bribes to
install prepaid meters faster.
o Some employees resist prepaid metering due to fear of job losses, as meter reading jobs
become less relevant.
4. Poor ICT Infrastructure and Technical Issues
o Prepaid metering depends on stable digital platforms for recharging and monitoring
electricity consumption.
« Customers frequently experience difficulties in recharging prepaid meters due to
network failures.
e Insome cases, power supply interruptions reset or interfere with prepaid meter
readings, causing disputes.
5. Consumer Resistance and Low Awareness

IIARD — International Institute of Academic Research and Development Page 330



http://www.iiardjournals.org/

International Journal of Economics and Financial Management (IJEFM)
E-ISSN 2545-5966 P-ISSN 2695-1932 Vol 9. No. 9 2024 www.iiardjournals.org online version

e Some consumers lack knowledge of how prepaid meters work, leading to
misconceptions such as:
"Prepaid meters consume more electricity."”
o "Prepaid meters are expensive to recharge."”
o Some customers prefer estimated billing because it allows flexibility in payment, unlike
prepaid meters, which require upfront payments before usage.
6. Meter Bypassing and Electricity Theft
« Some consumers bypass prepaid meters to avoid paying for electricity.
« Cases of tampering with prepaid meters have been reported, leading to revenue losses
for DisCos.
o Weak enforcement mechanisms fail to punish offenders, discouraging honest billing
practices.
7. Delays in Meter Installation and Activation
« Even when customers receive prepaid meters, installation and activation take too long
due to bureaucratic bottlenecks.
e Some DisCos fail to link prepaid meters to customer accounts on time, causing
billing errors and complaints.
8. Lack of Standardized Regulations and Policy Enforcement
e The Nigerian Electricity Regulatory Commission (NERC) has set guidelines for
prepaid metering, but enforcement remains weak.
« Some DisCos continue to rely on estimated billing, despite NERC’s directive to phase
it out.
Possible Solutions to Overcome These Challenges
1. Accelerate the Production and Distribution of Prepaid Meters
e The government should increase investment in local meter manufacturing to meet
demand.
o DisCos should expand metering programs to cover more unmetered customers.
o Implement strict deadlines for DisCos to transition all customers to prepaid meters.
2. Reduce the Cost of Prepaid Meters
e The government and DisCos should provide subsidized or interest-free installment
payment options.
o Expand the Meter Asset Provider (MAP) program to ensure affordable access to
prepaid meters.
3. Strengthen ICT Infrastructure and Digital Payment Systems
o Improve network reliability for prepaid meter recharging.
o Develop user-friendly mobile apps and online portals for easy electricity payments.
e Set up 24/7 customer support for prepaid meter-related issues.
4. Enforce Strict Compliance from DisCos
e NERC should impose penalties on DisCos that delay prepaid meter installations.
e Introduce a customer compensation scheme for those affected by estimated billing.
5. Conduct Consumer Awareness Campaigns
« Educate customers on the benefits and proper usage of prepaid meters.
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o Address misconceptions about prepaid metering through community outreach programs.
6. Strengthen Anti-Theft and Meter Protection Measures

e Introduce tamper-proof prepaid meters with remote monitoring capabilities.

« Implement strict legal penalties for individuals caught bypassing prepaid meters.
7. Streamline the Meter Installation and Activation Process

o DisCos should eliminate unnecessary delays in meter activation.

e Set up dedicated teams to fast-track prepaid meter deployment.
8. Improve Policy Enforcement and Regulatory Oversight

e NERC should enforce strict timelines for prepaid meter adoption.

o Ensure that all electricity consumers are migrated to prepaid metering within a set

period.

RESEARCH GAP

The transition from estimated billing to prepaid metering has been widely studied in Nigeria’s
electricity sector. However, significant gaps remain in understanding the specific challenges,
customer experiences, and long-term impact of prepaid metering on electricity distribution.
This study aims to fill these gaps by examining the impact of estimated billing on customer
service delivery in Jos Electricity Distribution (JED), Bauchi Metropolis, and exploring
barriers to prepaid metering adoption.

RESEARCH METHODOLOGY

The study adopts a descriptive survey research design, which allows for the collection of data
from electricity consumers and JED officials to analyze their perceptions, experiences, and
challenges related to estimated billing and prepaid metering. The target population includes:
Electricity consumers in Bauchi Metropolis, comprising: Residential customers
(households).Commercial customers (business owners).Industrial customers (factories and large-
scale consumers). JED officials and employees, including: Billing and customer service officers.
Technical staff responsible for metering. Managers overseeing prepaid metering programs.

The study employs a stratified random sampling technique, A total of 200 respondents will be
selected as follows: 150 electricity consumers (50 residential, 50 commercial, 50 industrial).
50 JED officials (billing officers, customer service representatives, and managers).

The study will utilize both primary and secondary data to ensure a comprehensive analysis. and
collected data will be analyzed using statistical and qualitative methods

SUMMARY OF FINDINGS

The findings are based on survey responses, interviews with JED officials, and analysis of
secondary data. The results highlight the effects of estimated billing on customer satisfaction,
revenue collection, service delivery, and the transition to prepaid metering.

The study confirms that estimated billing negatively affects customer service delivery in JED,
Bauchi Metropolis. However, despite its benefits, the transition to prepaid metering faces
challenges that must be addressed to improve billing accuracy, customer trust, and revenue
collection.

1. Estimated Billing Causes High Customer Dissatisfaction

809% of respondents expressed dissatisfaction with estimated billing, citing issues such as:

IIARD — International Institute of Academic Research and Development Page 332



http://www.iiardjournals.org/

International Journal of Economics and Financial Management (IJEFM)
E-ISSN 2545-5966 P-ISSN 2695-1932 Vol 9. No. 9 2024 www.iiardjournals.org online version

o Overbilling (being charged for electricity they did not consume).
o Lack of transparency in how bills are calculated.
« Inconsistencies in monthly charges despite similar power supply patterns.
65% of JED customers have filed billing complaints at least once in the past year.
Many customers refuse to pay estimated bills due to lack of trust in JED’s billing system.
2. Prepaid Metering Improves Billing Accuracy and Customer Satisfaction
88% of prepaid meter users reported higher satisfaction levels compared to those on
estimated billing.
Prepaid meter users cited key benefits such as:
« Billing transparency (paying only for what they use).
o Better budgeting (knowing how much electricity they consume).
e Reduced disputes with JED.
Prepaid metering users reported a 60% reduction in customer complaints related to billing
issues.
3. Challenges of Transitioning from Estimated Billing to Prepaid Metering
Shortage of prepaid meters:

e 70% of respondents who applied for prepaid meters have not received them due to
limited availability.
« JED officials admitted that supply chain delays have slowed prepaid meter distribution.
High cost of prepaid meters:
o 559% of respondents said the cost of obtaining a prepaid meter is too high.
e Some customers reported being asked to pay unofficial fees to get their meters faster.
Technical issues with prepaid meters:
o 30% of prepaid meter users experienced difficulties with recharging and meter
malfunctions.
Resistance from JED staff:
« Some JED officials intentionally delay meter deployment to continue collecting higher
revenues from estimated billing.
4. Impact of Estimated Billing on Revenue Collection
JED struggles with revenue collection due to customer refusal to pay estimated bills.
Non-payment rates are higher among estimated billing customers than prepaid users.
Customers who receive fair billing through prepaid meters are more likely to pay their
bills on time.
5. Electricity Theft and Illegal Connections Linked to Estimated Billing
359% of respondents admitted they know people who bypass meters or connect illegally
to avoid estimated bills.
Energy theft is more common in areas where prepaid meters are unavailable, as
consumers see estimated billing as unfair.
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RECOMMENDATIONS OF THE STUDY

Based on the findings of the study, the following recommendations are proposed to improve
billing accuracy, customer service delivery, and revenue collection in Jos Electricity
Distribution (JED), Bauchi Metropolis.

Implementing these recommendations will enhance billing accuracy, customer trust, and
operational efficiency in JED. A full transition to prepaid metering will improve electricity
service delivery and ensure a sustainable and transparent billing system in Nigeria’s power
sector.

Accelerate the Deployment of Prepaid Meters

Increase the supply of prepaid meters to eliminate reliance on estimated billing.

Expand the National Mass Metering Program (NMMP) and Meter Asset Provider
(MAP) scheme to ensure all customers have access to prepaid meters.

Enforce strict deadlines for meter deployment, ensuring that all unmetered customers
receive prepaid meters within a specific timeframe.

Reduce the Cost of Prepaid Meters

Introduce subsidies or flexible payment plans to make prepaid meters affordable for low-
income consumers.

Implement a rent-to-own model, allowing customers to pay for meters in small installments.
Ensure government-funded metering initiatives reach targeted consumers without delays.
Improve ICT Infrastructure and Metering Technology

Enhance prepaid meter recharge platforms to reduce system failures and transaction
delays.

Upgrade metering systems to Advanced Metering Infrastructure (AMI), allowing real-
time consumption tracking and remote monitoring.

Strengthen cybersecurity measures to prevent prepaid meter tampering and fraud.
Strengthen Customer Awareness and Education

Conduct public awareness campaigns on the benefits of prepaid metering.

Develop user-friendly guides on meter usage, energy conservation, and recharge methods.
Establish customer service hotlines for quick resolution of metering-related complaints.
Enforce Strict Regulatory Compliance and Monitoring

The Nigerian Electricity Regulatory Commission (NERC) should impose penalties on
DisCos that delay prepaid meter installations.

Conduct regular audits to ensure DisCos comply with metering policies and billing
regulations.

Set up independent customer grievance mechanisms to resolve billing disputes fairly.
Implement Stronger Anti-Electricity Theft Measures

Deploy tamper-proof prepaid meters with remote disconnection capabilities.

Enforce strict legal penalties for individuals involved in meter bypassing or illegal
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connections.

Establish a consumer reward system for reporting electricity theft.
Improve Customer Service Delivery in JED

Expand customer support teams to handle billing complaints efficiently.
Introduce online billing and tracking portals for better customer engagement.
Ensure prompt dispute resolution, reducing waiting times for bill corrections.
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