QUANTITATIVE DATA COLLECTION
The questionnaire included 38 questions, although some questions could be skipped depending
on respondents’ answers. On average, interviews lasted 20 minutes.

The questionnaire was designed with feedback from GOGLA and the participating companies.
After final approval, the questionnaire was translated by the data collection partner into Swahili
and Luganda. The translation was reviewed by GOGLA (for Swahili) and by local consultants in
Kenya and Uganda.

Keeping the Lights On - Quantitative questionnaire for end-users

To the attention of the interviewers:
e Instructions in italics are only for the interviewers and should not be read aloud. They are used
mainly to specify whether to read the response options and whether the question is multiple-choice.
By default, response options should not be prompted and questions expect only one response.
e Instructions highlighted in yellow are only for the interviewers and should not be read aloud. They
indicate, for certain questions, what the interviewer should do based on the respondent's answer to
the question. Unless otherwise specified, the interviewer asks all questions sequentially.

Part 1: Introduction and consent

Interview ID
Interviewer code
Date of the interview / /
Starting time /
Phone number called
Company

Read: “Hello! My name is #OPERATOR#, and | work for , a research firm. We are conducting a study to
understand the experiences of users of solar home systems in Kenya/Uganda, focusing on the challenges
they face using and paying for these systems.
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This survey will take about 20 minutes. We are interviewing customers from multiple companies, including
#company#. The data will be used solely for research purposes and reported anonymously, it will not be
shared with your solar home system provider or any third party.

Your participation is voluntary, and you can withdraw at any time without consequences. Your participation
will not affect your current solar home system service.

Please note that this call may be recorded for quality purposes.”

1. Do you agree to participate?
Do not prompt - Single answer
o1.Yes
o 2. No
If “1. Yes”, thank the respondent for accepting to be interviewed. If “2. No” drop the interview

Part 2: Filter question

2. Do you have a solar home system from #company# in your household?
Do not prompt - Single answer

o1.Yes
o 2. No




o 3. No, it was stolen ‘

If “2. No” re-explain what a solar home system is (“A solar home system is a complete set of equipment that
uses solar energy to generate electricity for households who do not have access to the grid or who need a
back-up for black-outs. To become the product owner, users typically pay an upfront fee at the time of
payment first and then regular payments through mobile money over an agreed repayment period”). |f the
respondent confirms they do not have one, politely terminate the interview stating that the survey is only for
households with a solar home system.

3. Does the person who pays for your solar home system live in your household?
Do not prompt - Single answer

ol.Yes
o 2. No

If the respondent answers 2. No, politely terminate the survey stating that the survey only covers households
who use and pay for the solar home system.

4. How old are you?
Do not prompt - Single answer

o 1. Below 18

o2.18to 24

03.25t0 34

o4.35t044

o 5.45to 54

o 6. 55 to 64

o 7. 65 and above

o 99. Do not want to answer

If the respondent is below 18 y.o., politely terminate the survey, stating that the survey is only for individuals
aged 18 and above.

Part 3: Understanding and usage of the solar home system

“Let's start with a few questions on your usage of your solar home system.”
5. Does your household use multiple solar home systems?
Do not prompt - Single answer

o1.Yes
o 2. No

o 98. Do not know

o 99. Do not want to answer

6. Is the solar home system from #company# your first solar home system?
Do not prompt - Single answer

o1.Yes
o 2. No

o 98. Do not know

o 99. Do not want to answer

7. How often do you use the solar home system from #company#?
Prompt - Single answer

o 1. Almost all the time

o 2. Most of the time (a majority of the days)

o 3. Sometimes (about half of the days)

o 4. Rarely (a minority of the day)

o 5. Almost never




o 98. Do not know

o 99. Do not want to answer

8. Do you know the remaining balance or how many days you still have to pay to own the
product?
Prompt - Single answer
o 1. Yes
o 2. No, but | would like to know

o 3. No, and | am not interested

o 99. Do not want to answer

9. Besides your solar home system, which other sources of electricity and lighting do you have
access to?
Do not prompt - Multiple answers possible
o 1. None (my solar home system is my only source of electricity)
o 2. Grid electricity (connected to national/local power grid)

o 3. Diesel/petrol generator

o 4. Kerosene/petrol lamps/candles
o 5. Torches/Flashlights
o 6. Neighbour's electricity connection

o 7. Community mini-grid

o 8. Solar lanterns

o 9. Car battery
o 10. Other. Specify:
o 98. Do not know

o 99. Do not want to answer

10. Since purchasing, did your household use your solar home system for an income generating
activity?
Do not prompt - One answer
o1.Yes
o 2. No

o 98. Do not know

o 99. Do not want to answer

Part 4: Customer Relationship Management at the time of acquisition
“Let's move to your interactions with the company providing the solar home system at the time of purchase.”
11. Did the agent from [Company chosen in Q.F] who sold/installed the system explain you how
to use it? If yes, how clear did you find his/her explanations?
Do not prompt - Single answer

o 1. The agent did not provide any explanations
o 2. The explanations were very clear

o 3. The explanations were clear

o 4. The explanations were somewhat clear

o 5. The explanations were unclear

o 6. The explanations were very unclear

o 97. | do not remember

o 98. Do not know

o 99. Do not want to answer




12. Did the agent from [Company chosen in Q.F] explain how the payment plan and terms work?
If yes, how well did you understand his/her explanations?
Do not prompt - Single answer
o 1. The agent did not provide any explanations
o 2. | understood the explanations very well
o 3. | understood the explanations well
o 4. | somewhat understood the explanations
o 5. | understood the explanations well
o 6. | understood the explanations at all
o 7. | do not remember
o 98. Do not know
o 99. Do not want to answer

13. What was the total repayment period supposed to be when you purchased your solar home
system?
Do not prompt - Single answer
o 1. Less than a year
o 2. Between a year and eighteen months

o 3. Between 18 months and two years

o 4. More than two years

o 98. Do not know

o 99. Do not want to answer

Part 5: Product and service issue

“Let's look at the potential issues you have faced with your solar home system.”
14. How often do you experience technical issues with your solar home system?
Prompt - Single answer
o 1. Never

o 2. Rarely

o 3. Sometimes
o 4. Often
o 5. Always

o 98. Do not know

o 99. Do not want to answer

Only for interviewees who answered options 2, 3, 4 or 5 to 14
15. What type of problems have you faced with your system?
Prompt (but not the examples) - One answer per line

1.Yes | 2. No

o A. Power and charging issues (e.g. not charging, discharging fast, not powering on, not
charging phone, etc.)

o B. Device-specificissue (e.g. not lighting bulb, faulty radio, faulty torch, etc.) O o

o C. Display and control issue (display issue, broken screen, faulty keypad, locked with credit,
forgot password)

o D. Physical and external damage

o E. Other. Specify:

Only for interviewees who answered “Yes” to at least one optionin Q15
16. Do you still face any of these issues with your system?
Do not prompt - Single answer

o1.Yes

o 2. No




o 98. Do not know

o 99. Do not want to answer

Part 6: Customer Relationship Management during the lifetime of the product

17. Since purchasing, have you already been in contact with the company’s after-sales support?
Prompt - Multiple answers

o 1. Yes, | called them
o 2. Yes, they called me

o 3. No, | tried to call them but was never able to reach them
o 4. No, | never called them and they never called me

o 5. No, they tried to call but | didn't pick up

o 98. Do not know

o 99. Do not want to answer

Only if Answer 1 and 2 to Q.17

18. How satisfied are you with the after-sales support provided by the solar company?
Do not prompt - Single answer

o 1. Very satisfied

o 2. Satisfied

o 3. Neutral

o 4. Not satisfied

o 5. Not satisfied at all

o 98. Do not know

o 99. Do not want to answer

19. If you missed payments, what actions did the company take?
Do not prompt - Multiple answers possible
o 1. Sent reminders
o 2. Called me

o 3. Visited my home

o 4. Restricted system use

o 5. Repossessed the system

o 6. No action
o 7. Other. Specify:
o 8. | did not miss payments

o 98. Do not know

o 99. Do not want to answer

Part 7: Challenges using Paygo

“We will now discuss the potential difficulties using the Paygo model to pay for your solar home system.”
20. Do you make the payments for your solar system on your own, without help?
Prompt - Single answer

o 1. Yes - | do it with mobile money

o 2. No, a mobile money agent helps me

o 3. No, | get help from someone who is not a mobile money agent

o 4. No, | give cash to a company agent/representative

0 99. Do not want to answer

21. How frequently do mobile network issues prevent you from making payments
Prompt - Single answer



o 1. Never

o 2. Rarely

o 3. Sometimes
o 4. Often
o 5. Always

o 98. Do not know

o 99. Do not want to answer

22. How long does it take you to go to the nearest mobile money agent?
Do not prompt - Single answer

o 1. Less than 15 minutes
o 2. 15 to 30 minutes

o 3. 30 minutes to one hour

o 4. One to two hours

o 5. More than two hours

o 98. Do not know

o 99. Do not want to answer

Part 8: Financial constraints

“We will now try to understand any financial constraints to repay for your solar home systems.”

23. How stable is the amount your household earns each month of the year?
Prompt - Single answer

o 1. Very stable

o 2. Stable

o 3. Somewhat stable

o 4. Not stable

o 5. Not stable at all

o 98. Do not know

o 99. Do not want to answer

24. Do you have other debts that make it difficult to pay for your solar home system?
Do not prompt - Single answer

o1.Yes
o 2. No

o 98. Do not know

o 99. Do not want to answer

Only for respondents who answered Yes to Q.5

25. Are you currently paying for another solar home system?

Do not prompt - Single answer
o1.Yes
o 2. No

o 98. Do not know

o 99. Do not want to answer

26. Are you able to save money monthly?
Prompt - Single answer

o 1. Yes, for most of the months

o 2. Yes, but for a minority of months only

o 3. No




o 98. Do not know

o 99. Do not want to answer

Part 9: Economic and environment factors

“We would like now to investigate the impact of factors for which you have little control. This will be useful to
assess which challenges and expenses are the most commonly faced”
27. Have you faced any unexpected financial burden over the last three months?
Do not prompt - Single answer
o 1. Yes

o 2. No

Only for interviewees who answered Yes to Q.27
28. What kind of unexpected financial burden have you faced over the last three months?
Do not prompt - Multiple answers possible

o 1. Medical expenses

o 2. Job loss

o 3. Crop failure

o 4. Funeral
o 5. Wedding
o 6. Other family emergency or celebration

o 7. Business setback
o 8. Other. Specify:
o 98. Do not know

o 99. Do not want to answer

29. To what extent, if at all, have recent economic changes such as increased prices for food or
fuel, affected your ability to pay for the solar system?
Prompt - Single answer
o 1. No effect
o 2. Minor effect

o 3. Moderate effect

o 4. Significant effect

o 5. Severe effect

o 98. Do not know

o 99. Do not want to answer

30. Has your income been impacted by the following types of climate events?
Prompt - One answer per line

Yes No Do not know Do not want to answer
A. Drought ol o 2. o 98. o 99.
B. Floods o1, o 2. o 98. o 99.
C. Extreme heat ol. o2. o 98. o 99.
D. Crop diseases ol o 2. o 98. o 99.
E. Livestock diseases ol o2. o 98. o 99.

Only if answer Yes to at least one option at Q.30
31. Over thelast year, how many times have such climate-related events (such as those discussed
in the previous question) affected your income?
Do not prompt - Single answer

o 1. Never




o 2. One or two times

o 3. Three to five times

o 4. More than five times

o 98. Do not know

o 99. Do not want to answer

Part 10: Cultural and social factors

32. How do people in your community react when they know someone is struggling to pay to keep
their solar home system on?
Prompt - Single answer

o 1. Very negatively - it's seen as irresponsible and shameful
o 2. Somewhat negatively - it's discouraged but understood in some cases
o 3. Neutrally - it's not really discussed or judged

o 4. With sympathy - it's seen as a common struggle

o 5. Positively - it's seen as a way to resist unfair prices

o 6. It varies greatly depending on the individual's circumstances
o 98. Do not know

Part 11: Synthesis

33. Considering all the different factors discussed in the interview, what would be the main
reason for sometimes skipping days in your SHS payment?
Prompt - Single answer

o 1. My income is too unstable to pay for it everyday
o 2. The system is too costly

o 3. | have other financial priorities

o 4. | have faced issues with the system’s performances

o 5. | have faced technical difficulties making payments

o 6. | don't need to use the system every day

o 7. | use other sources of light/electricity

o 8. Other. Specify:
o 98. Do not know

o 99. Do not want to answer

“Eventually, we will finish this interview with a few questions about your household structure.”

34. Respondent’s gender
Interviewer to record - ask only if unsure
o 1. Man
o 2. Woman
o 3. Other
o 99. Do not want to answer

35. What is your highest level of (formal) education?
Do not prompt - Single answer

o 1. No formal education

o 2. Primary education

o 3. Secondary education




o 4. Vocational education

o 5. Tertiary education (College/University)

o 7. Non-standard curriculum (madrassa, homeschooling...)
o 97. Other. Please specify:
o 98. Do not know

o 99. Do not want to answer

36. What is your household’'s main source of income?
Do not prompt - Single answer

o 1. Regular employment

o 2. Casual work

o 3. Self-employment in agriculture

o 4. Self-employment outside agriculture

o 5. Rental of assets (house, land, cars, etc.)

o 6. Government payments

o 7. Remittances from relatives

o 8. Livestock sales

o 9. Other Asset sales

o 97. Other. Please specify:

o 98. Do not know

o 99. Do not want to answer

37. How many people, including you, live in your household?
Do not prompt - Single answer

38. What was your household income last month?
Do not prompt - Single answer.
“Monthly household income refers to the total amount of money earned by all members of a household
in a month. This income can come from various sources such as salaries, wages, pensions, investments,
and any other sources of regular earnings.”
o 1. Less than 5,000 KES / Less than 200,000 UGX
o 2. Between 5,000-9,999 KES / Between 200,000 - 399,999 UGX
o 3. Between 10,000-14,999 KES / Betwee3n 400,000 - 599,999 UGX
o 4. Between 15,000-19,999 KES / Between 600,000 - 799,999 UGX
o 5. Between 20,000-24,999 KES / Between 800,000 - 999,999 UGX
o 6. Between 25,000-29,999 KES / Between 1,000,000 - 1,199,999 UGX
o 7. Between 30,000-34,999 KES / Between 1,200,000 - 1,399,999 UGX
o 8. Between 35,000-39,999 KES / Between 1,400,000 - 1,599,999 UGX
o 9. Between 40,000-44,999 KES / Between 1,600,000 - 1,799,999 UGX
o 10. Between 45,000-50,000 KES / Between 1,800,000 - 2,000,000 UGX
o 11. More than 50,000 KES / More than 2,000,000 UGX
o 98 Do not know
o 99. Do not want to answer

“Thank you very much for taking part in this survey. For your information, you might be contacted again to
assess your satisfaction with the survey and to check the quality of the data collected.”
THANK YOU!



