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ABSTRACT

This study aims to the Satisfaction on Customers Toward The Electricity Bill
Payment Service in Mueang District, Chiang Rai Province by questionnaire interviewing of
397 samples representing consumers in the residence and small enterprise categories in the
Chiang Rai City area . Analyses were based on descriptive statistics including percentage,
frequency and arithmetic mean.

The majority of the respondents can be characterized as female, 25-35 years old
bachelor’s degree graduate, government or state-enterprise worker, having 10,001-20,000 baht
family monthly income, and paying 201-600 baht per month for electricity bill.

This most popular payment method for both categories of consumers is through
collecting agents due to convenience .

The attitudes of the respondents toward service quality of such various payment
methods can be regarded as moderately satisfactory as a whole with the following details :

1. Payment at the ceniral and branch offices of Chiang Rai Regional Electricity
Generation Authority was ranked as highly satisfactory for overall service quality . The high

satisfaction was expressed for the factors of customer accessibility, communication,



courtesy, credibility, reliability, response to customers and security . The moderate satisfaction
was given to the building of service reputation , and the understanding and recognition about
customers . The detailed factor receiving the first rank of satisfaction was the amount of bill
payment being equal to the figure in the invoice, followed by the factors of the honesty of
cashier officers about payment procedure, and the accountability of data and payment
record/regisiration system, respectively.

2, Payment by commercial bank clearance method was ranked moderately satisfactory
for overall service quality. By this method, The high satisfaction was expressed for the factors
of customer accessibility, communication, the building of service reputation and security. The
moderate satisfaction was mentioned for capability, courtesy, credibility, reliability, response to
customers and the understanding and recognition about customers. The detailed factor earning the
first rank of satisfaction was speedy/convenient feature, followed by simple procedure in
requesting the use of this method, and that request application can be made at the Electricity
Authority offices or at the bank, respectively.

3. Payment at service counters method as a whole received moderate satisfaction. The
factors gett.ing high rank of satisfaction were courtesy, reliability and security. Those ranked as
moderately satisfactory were capability, credibility , response to customers, the building of
service reputation, the understanding and recognition about customers, customer accessibility and
communication. The detailed factor getting first rank of satisfaction was the honesty of cashier at
the service counter in accepting the payment, followed by convenient location and safe
environment.

4. Payment through collecting agents method as a whole was ranked moderately
satisfactory, The high satisfaction was expressed for the factors of customer accessibility,
communication, reliability and security. The moderate satisfaction was mentioned for courtesy,
credibility, response to customers, the building of service reputation, the understanding and
recognition about customers. The detailed. factor gaining primary satisfaction was simple
procedure, followed by speedy/convenient/ time saving nature, and the billing to home address,

respectively.



