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Abstract

The objective of this study was to study customers® satisfaction towards bill
payment services of the Lamphun Provincial Electricity Authority. Data were collected by using
questionnaires. The respondents of 321 electricity users in the service area of Lamphun
Provincial Electricity Authority consisted of 292 of households and 29 of small businesses.
The data was analyzed by descriptive statistics and presented in tables, percentage, frequency,
median and inferential statistics of testing the differences of the two populations. The results of
study were summarized as follow:

Most respondents were females, aged between 21-25 years old, holding a bachelor
degree, being self-employed and were business owners. Monthly income of the family was not
exceeded 10,000 Baht and their electricity bill was not exceed 500 Baht a month.

The most popular channel of payment the respondents use was to pay their electricity
bill through the collecting agents. The speed and convenient procedures in service provision were
the most important reasons of paying through the collecting agents. The study showed the
respondents  satisfaction towards electricity bill payment services of Lamphun Provinéial
Electricity Authority when compared the expectation and the perception of actual services

classified by the 4 channals of payments: paying bills through the collecting agents, paying bills



by directly debit from the savings account, paying bills in cash at the office of the Lamphun
Provincial Electricity Authority.

The finding showsed that for all 4 channels of the bill payments of Lamphun
Provincial Electricity Authority, the customers expectation and the perception of the actual
services using t-test statistical value were found significantly different at 95%.

For the quality of electricity bill payment services in case of paying through the
agents, the respondents expected the first 3 factors in high level consisting of assurance,
customers response and hospitality, However, customers’ perception towards actual services
received of the 3 factors were in moderate level which reflecting partial satisfaction of customers
towards the service quality .

For the quality of electricity bill payment services by directly debit from savings
account, the respondents expected in high level consisting of assurance, reliability, and
appearance. The perception towards actual services received of these 3 factors are also in high
level. However, the statistical tests found that the expectation and the perception of the 3 factors
were found different, meaning the customers were partially satisfied with the seﬁice quality.

For the quality of electricity payment services by cash at the office of Lamphun
Provincial Electricity Authority, the respondents expected the first 3 factors in high level
consisting of assurance, reliability and hospitality. The perception towards those 3 factors were
also in high level. Whilst, the hospitality, the respondent expected in high level but perceived at
moderate levels meaning the customers were partially satisfied .

For the quality of electricity payment services at the paying-in spots, the respondents
expected the first 3 factors in high level consisting customers response, reliability and hospitality.
The perception towards the actual services of the 3 factors were in moderate levels meaning the

customers were partially satisfied.



