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Abstract: The purpose of the study was to examine the effect of e-bill payment on customer satisfaction in Uganda with
Stanbic Bank Uganda Limited as the case study. The study involved 5 managers, 10 Middle Level staff involved in E-banking
operations, 5 Head office (Stanbic) E-banking operative staff, 8 Customer relationship officers attending walk-in-customers
and 63 Customers of Stanbic Bank Uganda Limited. A cross-sectional approach, as well as a combination of quantitative and
qualitative data analysis techniques was employed in this study. Quantitative data analysis techniques involved the use of
descriptive statistics such as frequencies and percentages to summarize responses on issues of E-bills payment impact on
customer satisfaction while the Pearson’s correlation coefficient was used to establish the relationship between dimensions of
E-bills payment and customer satisfaction as study objectives. Findings indicate that there is a moderate positive relationship
between e-bill payment and customer satisfaction; (r=0.266 p=0.016 n=82). The relationship is statistically significant at 95%
confidence level since p-value (Sig.) is less than 0.050 (=0.000). This implies that improvements in e-bill payment factors shall
be related to improvements in customer satisfaction. Findings from descriptive statistics indicated that on average the
respondents agreed to the statement that e-bill payment has an effect on customer satisfaction which included capacity to
handle a greatly enhanced volume and of payments, far lesser time per bill handles, increased efficiency and accuracy and

reduced payment concerns.
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1. Introduction

One of the significant innovations of the financial system
which has impacted on the way financial transactions are
conducted in the area of online payment has been that of the
e-bill. Electronic bill payment is a payment process where a
customer instructs a financial institution to electronically
transfer money from a transaction or credit account to a
creditor or vendor such as a public utility or individual, to be
credited against a specific debtor account through means of
telephone, online or mobile banking. Quite often it is done
through a national payment system operated by the banks or
in conjunction with the government. Customers benefit from
electronic payment of bills because it is cheaper, faster, and
more convenient than writing, posting and reconciling
cheques. In addition, though limitations exist, a wider range
of bank accounts or credit cards can be used for the

electronic payment of bills. Using electronic bill presentment
and payment enables businesses to fast-track customer
payments and get access to funds faster, which in turn results
in cash flow and customer relations improvement. [1]

It enables a creditor to present the underlying obligation of
the debtor by electronic means, via the website. Consumers
no longer have to receive a paper copy of the bill, but can, if
they so wish, print it and view archived copies of previous
bills, so as to carry out reconciliation with a view to paying
electronically and at their convenience. The accuracy of any
paper and digital image-based approach is, especially when
generated in big volumes, often compromised, which
challenge e-billing can significantly reduce through mining
compliant master data, using unique identification
techniques. E-billing offers opportunity for real-time or near
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real-time data validation, which makes it possible for an
earlier rejected incorrect invoice to be rectified for timely
processing and payment.

For banks the advantages of electronic bill payments are a
reduction in processing costs minimising paperwork and an
increase in customer loyalty, among others. In a 2003 study
banks observed that customers who pay online show more
loyalty and are more receptive to other offers. [2] It has also
been noted that from the bank’s perspective electronic
payments helps them through cost saving, increasing
customer base, enabling mass customization for e-Business
services, extending marketing and communication channel,
searching for new innovation services, as well as exploring
and developing of non-core business. [3]. Both consumers
and service providers can benefit from e-payment systems
leading to increased national competitiveness in the long run.
Successful implementation of electronic payment systems
depends on how its security and privacy dimensions are
perceived by consumers, and how well managed these are
will in turn have an impact on the market confidence in the
system [4]. A properly conceived and implemented electronic
payment system should bring about efficiency, fraud
reduction and innovativeness. There are two major types of
electronic billing, namely, biller direct and bank-aggregator
[5]. Under biller direct, consumers make payments directly to
a biller who issues bills received at the issuer’s website. In
Uganda, the National Water and Sewerage Corporation and
the electricity provider, UMEME, adopted this system in
collaboration with several commercial banks. Biller direct
arrangements have proven attractive. The result is a grand
market for outsourced billing providers who specialize in
electronic billing processes and technology for companies
that need to send bills directly to their customers [6]. As for
bank aggregator, payment is made at an aggregator or
consolidator site, usually from a consumer’s bank website,
which enables the consumer to make payments to multiple
billers that are pre-registered to receive payments [7].

2. Customer Satisfaction

Customer satisfaction is defined as a collection of
outcomes of perception, evaluation and psychological
reactions to the consumption experience with a product or
service. It is a result of a cognitive and affective evaluation
with some comparison standard rated against the actually
perceived performance. If the performance perceived is less
than expected, customers will be dissatisfied. On the other
hand, if the perceived performance exceeds expectations,
customers will be satisfied or even delighted [8]. Satisfied
customers will most certainly come back due to the quality of
services they have received and also do one good for the
bank by recommending the same bank to friends and family.
This helps banks to enlarge their customer base and to
generate more sales which eventually enables them to meet
their objective of profit maximisation [9]. As such customer
satisfaction is a key factor for business owners and marketers
of any product or service. Like it is implied in the economics

concept of consumer sovereignty, a rising trend of purchases
of a product or consumption of a service implies satisfaction,
thus guiding an investor as to in which strategic business
units more resources are to be allocated [10].

The E-bills (Electronic bills) manner of bills management
has taken handling of bills to a new level. It has moved
processes from the traditional iterative, tedious and boring
pursuit to more challenging and engaging interface, which is
also cheaper, executable twenty-four hours of the day and
throughout the year. The system requires less time and
energy, but requires commitment to continuous professional
and technical development on the part of the human resource
capital and investment in research and development for the
institution to leverage technology. Introduction of electronic
billing made it easier to use and new applications and
websites are continuously launched to make it easier and
reachable for more customers to use it anytime and anywhere

[11].

3. Significance of the Study

E-bills payments are a relatively recent practice compared
to the traditional in-kind, cheque or cash payments in
Uganda, as it is in many developing countries. In Uganda,
government recognition of the system has enjoyed only a
very short span of existence. It was in 1998 that the Bank of
Uganda, in its efforts to reduce transactions on cash basis in
the country, established the National Payment System
Secretariat (NPSS). The major objective was removal or
reduction of barriers to the use of electronic and non cash
based payments. Currently payment systems and platforms
such as electronic cheque clearance, electronic funds transfer
(EFT) and real time gross settlement (RTGS) are gaining
recognition and being adopted by various stakeholders, but at
a slow pace. Because of the recent emergence of government
policy regarding use of electronic payments in the country,
there is very limited research on electronic payments in
general and e- bills payment in particular. In this research
attempt has been done to identify, measure and evaluate
factors of e-bill payments which motivate or alternatively
discourage customers. This way the research will among
others help policy makers, investors, researchers and other
stakeholders in appreciating how to leverage the innovation
for their benefit and for the general good.

4. Conceptual Framework

A conceptual framework is an interconnected set of ideas
(theories) about how a particular phenomenon functions or is
related to its parts and it serves as the basis for understanding
the causal or correlational patterns of interconnections across
events, ideas, observations, concepts, knowledge,
interpretations and other components of experience [12]. The
conceptual framework offers many benefits to a research. It
helps in identifying and constructing the researcher’s
worldview on the phenomenon to be investigated [13]
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Figure 1. Conceptual Framework Source: 2018.

The elements of independent variables cause dependent
variables to behave in a give way. For example, timely
generation of accurate bills, promptly submitted to debtor
clients enables them to plan their cash flows from an informed
position, generating satisfaction among the stakeholders.

5. Research Methodology

In this section the researcher presents the methods and
procedures for conducting this study in the following
sections: research design, area of study,; study population,
sampling procedures, data collection methods and
instruments, quality control methods, data management and
processing, data analysis, and ethical considerations.

5.1. Research Design

Research design is the conceptual structure within which
research is conducted. It constitutes the blueprint for the
collection, measurement and analysis off data. It includes an
outline of what the researcher did from writing the hypothesis
or research question and its operational implications to the
final analysis of data [14]. The researcher used a cross-
sectional approach which involved collecting data at once,
from employees of Stanbic Bank Uganda Limited head office
in Kampala Capital City and customers. This investigation was
based on a case study of Stanbic Bank Uganda Limited, Head
office in Kampala Capital City. The reasons of using a case
study were that, it was a good source of ideas about behavior,
it was a good method to study rare phenomena and it was a
good method to challenge theoretical assumptions.

5.2. Study Population

The target population of this study comprised of

employees of Stanbic Bank Uganda Limited at the head
office and some customers that visited the branch in the same
location. According to the Head of Human Resources of the
bank, Head office on crested towers was the biggest branch
of Stanbic Bank Uganda Limited with over 110 employees.

5.3. Determination of Sample Size
This sample size was chosen as per guidance below.

Table 1. Showing the sample size of the respondents.

Target Sample

population  size
Managers 5 5
Middle Level staff 10 10
E-banking operative staff 5 5
Customer relationship officers 8 8
Customers of Stanbic Bank Uganda Limited. 75 63
Total 103 91

Source: Krejcie, Robert V., Morgan, Daryle W., “Determining Sample Size
for Research Activities”, Educational and Psychological Measurement, 1970.

The study involved 5 managers, 10 Middle Level staff
involved in E-banking operations, 5 Head office (Stanbic) E-
banking operative staff, 8 Customer relationship officers
attending walk-in-customers and 63 Customers of Stanbic
Bank Uganda Limited.

5.4. Sampling Techniques and Procedures

Both probability and non-probability sampling techniques
were employed in the study. The probability technique of
proportional stratified random sampling was used in selecting
employees to participate in the study. Proportional stratified
random sampling involves dividing the population into
mutually exclusive and exhaustive strata, and then selecting a
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random sample of subjects which is proportional to size of a
given stratum. The non-probability technique of purposive
sampling was also used.

5.5. Data Collection Methods and Instruments

Questionnaires and field guides were used. Questionnaire
survey involved collecting quantitative data from selected
employees and customers of Stanbic Bank Uganda Limited.
The researcher obtained written permission from the bank’s
administration to interview respondents. The researcher then
employed a combination of data collection methods
including questionnaire survey, key informant interviews,
and documentary review. Questionnaires were used because
they were cost-efficient to gather quantitative data. Apart
from being inexpensive and flexible, questionnaires were
also a practical way to gather data. They were targeted to
groups chosen and were managed very well. The major study
variables were measured using structured close-ended items
adopted from previous research studies and assessed using a
five-point Likert scale ranging from 1=strongly disagree to
5=strongly agree. Close-ended questions were used.

Employees and customers were given questionnaires and
requested to fill them within a specified time period, and
were collected from the respondents upon completion. Key
informant interviews involved collecting qualitative data
through in-depth face-to-face engagements with selected
heads of department of Stanbic Bank Uganda Limited
departments in the bank to compliment data obtained through
questionnaire surveys.

Both probability and non-probability sampling techniques
were employed in the study. The probability technique of
proportional stratified random sampling was used in selecting
employees to participate in the study. Proportional stratified
random sampling involves dividing the population into
mutually exclusive and exhaustive strata, and then selecting a
random sample of subjects which is proportional to size of a
given stratum. In the case of this study, employees were
grouped into 5 strata based on their respective work
responsibilities and a sample of employees was drawn from

each department, which was proportional to the number of
employees in each department. The technique was preferred
because the number of employees varied across the bank
departments; therefore, it was used to ensure fair
representation of employees from the respective departments
in the sample. The non-probability technique of purposive
sampling was also used in selecting the 5 Managers of the
departments that participated in the study. These individuals
were chosen because they were assumed to be highly
knowledgeable about issues of E-banking and customer
satisfaction in the bank; and therefore, their opinions are
important for purposes of comparison with employees’
views.

5.6. Data Analysis

A combination of quantitative and qualitative data analysis
techniques was employed in this study. Quantitative data
analysis techniques involved the use of descriptive statistics
such as frequencies and percentages to summarize responses.
Pearson’s correlation coefficient was used to establish the
relationship between dimensions of E-banking and customer
satisfaction as specified in the study objectives.

5.7. Tabular Presentation

The researcher used tables, as appropriate, for presentation
of data in form of frequency, percentages and standard
deviation to indicate the number of occurrence of responses
to particular questions statically. SPSS software was used to
analyse data and the presentations were in tables, with a view
to provide clear understanding of the research interpretations
for clear and easy understanding of the phenomenon studied

6. Presentation, Analysis and
Interpretation of Findings
This section presents an analysis and interpretation of

empirical findings in reference to the research objective set
out earlier.

Table 2. Employee views on E-Bill Payment.

N SDA DA NS A SA Mean Std. Deviation
More bills are being paid through 32 6%(2) 41%(13)  53%(17) 4.47 .621
Bill efficiency is realized 32 6%(2) 34%(11)  59%(19) 4.53 .621
Bill payment has become easier 32 3%(1) 34%(11)  63%(20) 4.56 .669
Bill payment concerns have reduced 32 3%(1) 3%(1) 41%(13)  53%(17) 4.44 716
Bill payment turnaround time has improved 32 3%(1) 6%(2) 38%(12)  53%(17) 4.41 156
Less time in bill payment is realized 32 3%(1) 38%(12)  59%(19)  4.53 .671

Source: Field Primary Data

Key: SD= strongly disagree, D=Disagree, NS = Not sure, A= Agree, SA=strongly agree

From table 2 above, the respondents were asked whether
more bills are being paid through.

The results from the study revealed that, of the total
respondents, 53% strongly agreed, while 41% agreed, 6%
were neutral, while 0% disagreed and 0% strongly disagreed.
This implies that the majority, 94% of the respondents were
in agreement as shown by the statistics, with a mean of 4.47

and SD of 0.621. The above statistics implied that with 94%
in agreement in comparison to the 0% who disagreed this is a
factor which should be uphold by the stakeholders. The
above findings show that bank stakeholders shows that
should uphold this aspect.

In order to find out whether, Bill efficiency is realized;
respondents were asked to state the extent to which they
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agreed with the above. Of the total respondents, 59%
strongly agreed, while 34% agreed, 7% were neutral, while
0% disagreed and 0% strongly disagreed. This implies that
the majority, 93% of the respondents were in approval, with a
mean of 4.53 and SD of 0.621. From the statistics above with
2% neutral this is an aspect to upheld stakeholders in
comparison to the 0% who were in disagreement. From the
findings above this shows that to deliver on e-banking this
aspect should upheld by the stakeholders.

From the findings of the study the respondents were asked
about Bill payment has become easier. Of the total
respondents, 63% strongly agreed, while 34% agreed, 3%
were neutral, while 0% disagreed and 0% strongly disagreed.
This implies that the majority, 97% of the respondents were
in approval with a mean of 4.56 and SD of 0.669 from the
statistics above, this shows that this is a key attribute which
should be upheld by the bank stakeholders.

The respondents were asked about Bill payment concerns
have reduced. The results from the study revealed that, of the
total respondents, 53% strongly agreed, while 41% agreed,
3% were neutral, while 3% disagreed and 0% strongly
disagreed. This implies that the majority, 94% of the
respondents were in agreement as shown by the statistics,
with a mean of 4.44 and SD of 0.716. The different statistics

implied that this is a good aspect to be upheld by the bank
stakeholders.

In determining whether the Bill payment turnaround
time has improved, the study revealed that; of the total
respondents, 53% strongly agreed, while 38% agreed, and
6% were neutral, while 3% disagreed and 0% strongly
disagreed. This implies that the majority, 91% of the
respondents were in agreement with a mean of 4.41 and
SD of 0.756. From the findings above implied that this is a
good aspect to be upheld by the bank stakeholders. The
above findings show that stakeholders should uphold this
aspect.

In order to find out whether, less time in bill payment is
realized; respondents were asked to state the extent to which
they agreed with the above. Of the total respondents, 59%
strongly agreed, while 38% agreed, 3% were neutral, while
0% disagreed and 0% strongly disagreed. This implies that
the majority, 97% of the respondents were in approval, with a
mean of 4.53 and SD of 0.671. From the statistics above with
97% in agreement this is a positive aspect to the bank
management in comparison to the 0% who were in
disagreement. From the findings above this shows that to
deliver on the e-banking initiatives this concern should be
upheld.

Table 3. Customer views on E-Bill Payment.

N SDA DA NS A SA Mean Std. Deviation
You pay your Bills through E-bill payment 50 2%(1) 0% 6%(3) 58%(29) 34%(17) 4.22 137
Bill efficiency is realized 50 2%(1) 4%(2) 50%(25) 44%(22) 436 .663
Bill payment has become easier 50 4% 2%(1) 52%(26) 42%(21) 4.32 713
you satisfied with bill payment 50 4%(2) 56%(28) 40%(20) 436 .563
Bill payment turnaround time has improved 50 10%(5) 38%(19) 52%(26) 4.42 .673
Less time in bill payment is realized 50 6%(3) 50%(25) 44%(22) 4.38 .602

Source: Field Primary Data

Key: SD= strongly disagree, D=Disagree, NS = Not sure, A= Agree, SA=strongly agree

From table 3 above, the respondents were asked whether
my bills are being paid through e-bill payment. The results
from the study revealed that, of the total respondents, 34%
strongly agreed, while 58% agreed, 6% were neutral, while
0% disagreed and 2% strongly disagreed. This implies that
the majority, 94% of the respondents were in agreement as
shown by the statistics, with a mean of 4.22 and SD of
0.737. The above statistics implied that with 92% in
agreement in comparison to the 0% who disagreed this is a
factor which should be uphold by the stakeholders. The
above findings show that bank stakeholders should uphold
this aspect.

In order to find out whether, Bill efficiency is realized,;
respondents were asked to state the extent to which they
agreed with the above. Of the total respondents, 44%
strongly agreed, while 50% agreed, 4% were neutral, while
2% disagreed and 0% strongly disagreed. This implies that
the majority, 93% of the respondents were in approval, with a
mean of 4.36 and SD of 0.663. From the statistics above with
2% neutral this is an aspect to upheld stakeholders in
comparison to the 0% who were in disagreement. From the
findings above this shows that to deliver on e-banking this

aspect should be upheld by the stakeholders.

From the findings of the study the respondents were asked
about Bill payment has become easier. Of the total
respondents, 42% strongly agreed, while 52% agreed, 2%
were neutral, while 4% disagreed and 0% strongly disagreed.
This implies that the majority, 97% of the respondents were
in approval with a mean of 4.32 and SD of 0.713 from the
statistics above, this shows that this is a key attribute which
should be upheld by the bank stakeholders.

The respondents were asked about you satisfied with bill
payment. The results from the study revealed that, of the total
respondents, 40% strongly agreed, while 56% agreed, 4%
were neutral, while 0% disagreed and 0% strongly disagreed.
This implies that the majority, 96% of the respondents were
in agreement as shown by the statistics, with a mean of 4.36
and SD of 0.563. The different statistics implied that this is a
good aspect to be upheld by the bank stakeholders.

In determining whether the Bill payment turnaround time
has improved, the study revealed that; of the total
respondents, 52% strongly agreed, while 38% agreed, and
10% were neutral, while 0% disagreed and 0% strongly
disagreed. This implies that the majority, 91% of the
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respondents were in agreement with a mean of 4.42 and SD
of 0.673. From the findings above implied that this is a good
aspect to be upheld by the bank stakeholders. The above
findings show that stakeholders should uphold this aspect.

In order to find out whether, less time in bill payment is
realized; respondents were asked to state the extent to
which they agreed with the above. Of the total respondents,
44% strongly agreed, while 50% agreed, 6% were neutral,

while 0% disagreed and 0% strongly disagreed. This
implies that the majority, 97% of the respondents were in
approval, with a mean of 4.38 and SD of 0.602. From the
statistics above with 94% in agreement this is a positive
aspect to the bank management in comparison to the 0%
who were in disagreement. From the findings above this
shows that to deliver on the e-banking initiatives this
concern should be upheld.

Table 4. Correlation matrix for e-bill payment and customer satisfaction.

Correlations

E-bill payment Customer satisfaction

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

E-bill payment

Customer satisfaction

*

1 266
016

82 82

266" 1

.016

82 82

*_ Correlation is significant at the 0.05 level (2-tailed).

Table 4 shows that there is a moderate positive relationship
between e-bill payment and customer satisfaction; (r=0.266
p=0.016 n=82). The relationship is statistically significant at
95% confidence level since p-value (Sig.) is less than 0.050
(=0.000). This implies that improvements in e-bill payment
factors shall be related to improvements in customer
satisfaction. Similarly decline in e-bill payment shall be
related to decline in customer satisfaction.

The above research findings from correlation analysis have
established that e-bill payment have a weak positive
statistically ~ significant  relationship ~ with  customer
satisfaction. There are similar findings in similar researches.
In a study of a utility company in Kenya, that is, e-billing
service timeliness is crucially vital for customer satisfaction.

The responsiveness of the system both to the customer and
the utility company as well as the ability to dispatch lots of
bills in a timely manner made customer to conveniently
effect payments [15]. In in another study it was found that
customers informed through short text messages informing
them of amounts due for payment were satisfied and
positively responsive.[16]

Regression analysis was used to establish the extent to
which e-bill payment affects satisfaction. Therefore, the
hypothesis was stated that e-bill payment positively
influences customer satisfaction. The coefficient of
determination (R Square) was used and the results are
presented in the table below.

Table 5. Model Summary.

Model R R Square Adjusted R Std. Error of Change Statistics
1 Square the Estimate R Square Change F Change dfl df2 Sig. F Change
1 266" .071 .059 .59526 .071 6.104 1 80 .016

a. Predictors: (Constant), E-bill payment

Table 5 shows that the coefficient of determination
(Adjusted R Square) is 0.059. This implies that E-bill
payment accounts for 36.8% of the variance in customer
satisfaction there are therefore other factors outside E-bill
payment that contribute to the greater percentage of customer
satisfaction. Whatever the factors are, potential for
personalisation of paper bills is limited, and they limit
interaction between creditor and debtor, that is, a customer in
need of cross checking information with respect to a paper
bill must make a telephone call or physically move to make
the inquiry, which is more costly in monetary terms and
inconveniencing. On the other hand, internet billing ensures
instantaneous receipt of information, and has when adopted,
fundamentally changed the way companies interact with their
customers, with additional services including customer self-
care, automated sales one-to- one marketing. The internet bill
will become the gateway through which customers and
companies have electronic one to one dialog [17]

In a study to identify and classify common sources of
satisfaction and dissatisfaction associated with the use of
mobile payment and e-bill settlement, and compare them
with determinants of satisfaction with technology-based
services, overall findings indicated that the main sources of
satisfaction in this context were convenience, ability to
deliver the expected function, ability to guarantee secure
transactions and function when other payment methods fail.
It was convenience, which was found to be the greatest
satisfaction source, has been described as the ability to
conduct payments quickly, easily and independent of the
possession of cash and cards. [18] Dispute handling can be
conducted in a more structured way by using the same
electronic communication channel. As a result of the
increased electronic interaction, the trading partner
administration costs can be reduced substantially. [19]

Overall for an economy, it has been observed that a safe
and efficient payment system helps to maintain financial
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stability by preventing or containing systemic risks, thus the
efforts of the government of Uganda to put in place payment
systems among the core functions to achieve and maintain
financial stability, support open market operations as a
monetary policy transmission mechanism, and to maintain
confidence in the national monetary unit — in terms of its value
(monetary policy) and circulation (payment systems) [20].

7. Conclusion and Recommendations

Findings from descriptive statistics indicated that on
average the respondents agreed to the statement that e-bill
payment has an effect customer satisfaction which included
capacity to handle a greatly enhanced volume and of
payments, far lesser time per bill handles, increased
efficiency and accuracy and reduced payment concerns.
Further findings indicated that there was a weak statistically
significant positive relationship between e-bill payment and
customer satisfaction. It was further established that there
were some lessons learnt from the study to be upheld, which
include; quick checking of account balances, easy access of
account history, increased efficiency in account management,
customer touch points are user friendly. It has been noted that
a growing body of evidence demonstrates that e-payment
services, not only make financial transactions more
affordable, efficient, and transparent, but also build the
capacity of individuals to power their own financial future.
Form the benefits of e-bill payments noted from this and
similar studies, e-bill payment should be encouraged, and e-
bill payment turnaround time should be improved. These
should be achieved with efficiency.

It has been noted above that e-bill payment accounts for
only 36.8% of the variance in customer satisfaction. The big
63.2% 1is accounted for by other factors outside E-bill
payment, and this gives a challenge and need for research in
these other factors that contribute to customer satisfaction.
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