
Eishkom! Not load shedding again. 

  

 

 

 

 

 

Lights on one moment, lights off the next. This is often the situation South Africans 

find themselves in when they experience Eskom mandated load shedding. Due to the 

exponentially growing demand on electricity, the power utility’s supply often falls short. 

This situation does not only have practical implications for consumers as they no 

longer have access to electricity, but it affects their whole well-being. Other 

consequences include consumer reactions such as negative feelings and emotionally 

loaded conversations evoked by load shedding. ESKOM being a monopoly supplier 

and provider of electricity in South Africa, leaves many people with little to no choice 

when the utility experiences service failure.  Reasons such as access and affordability 

of alternative energy sources further cements that consumers have to find a way to 

contend with load shedding experiences. 

 

A research study was conducted by Koketso Sithole, a Master’s student in the 

Department of Marketing Management to discover how an essential service failure 

(load shedding) affects the consumer’s emotional well-being (frustration) and 

subsequent communication behaviour (information sharing, negative WOM and 

support seeking). The study takes on a transformative services research (TSR) 

perspective. This perspective is based on moving beyond offering consumers great 

product and services offerings and aims to improve the well-being of consumers, their 

communities and the environment in which they live. Marketers who have became 

more aware of unsolved social problems use this perspective to aim to resolve them.  

 

http://www.up.ac.za/en/marketing-management/article/51827/research-by-masters-and-doctorates
http://www.up.ac.za/marketing-management


A sample of 370 respondents aged 18 years and older that have experienced load 

shedding before was selected from a Qualtrics panel to answer an online 

questionnaire.  

 

The findings of the study suggest that load shedding does lead to frustration in 

consumers. Frustration then makes consumers partake in three types of 

communication behaviours. Negative WOM is followed by information sharing then 

support seeking, in terms of the most communication behaviour participated in. The 

motives for these communications include to warn others, share experience, purge 

negative feelings and pursue emotional support from others. It is therefore 

recommended that ESKOM work with marketers to adopt proactive digital marketing 

communication strategies that share all essential information relating to load shedding 

occurrences, offer encouragement and assist with access to electricity alternatives. 

This information must be easy to understand and reach even the remote of areas at 

just the right time.  

The unique South African context where there are regular interruptions to electricity 

supply allows for growth in this research area. The various socio-economic conditions 

further allow for consumer electricity related well-being to be studied in under different 

circumstances. 

This research was conducted as part of the fulfilment of the Master’s degree in 

Marketing Management in 2020 with the Department of Marketing Management by 

Koketso Sithole under the supervision of Prof M Wiese.  

http://www.up.ac.za/en/marketing-management/article/51794/postgraduate-degrees
http://www.up.ac.za/marketing-management
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