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ABSTRACT

The objective of the study was to discover the affecting customers’ choice of using bill
payment of employee in northern region industrial estate through Krung Thai Bank, Big C
Lamphun Sub Branch, and to determine problems and hindrances occurred in bills and services
payment. The sampling group was chosen from 400 employees working Northern Region
Industrial Estate (Lamphun). The descriptive statistics, including frequency and percentage, was
applied to analyze the characteristics of data. The Chi-square test was also employed to test the
relations among data.

The research results showed that most customers who used the bills and services payment
via this sub branch were males (51.3%), 20-30 years old (60%), holding bachelor’s degree
(51.7%), single (54.7%).Earn 10,001 — 20,000 Baht per month (44.5%) and live in their own
residences (41.8%). Most population in sampling group spent through their credit card and cash

card (58.8%), while 63.5% purchased only one item per month. Lastly, the period of time



these customers used payment service was 6 pm. — 8 pm. (50.3%) and the amount of bills and
services payment each time was 5,001 — 10,000 Baht (45.5%).

The most influent three factors emerged from the study were; 1) product factor, such as
brand reliability, brand reputation and the diversity of methods of payment, 2) place factor,
including opening and closing time, service ease, well-organized parking lots and cleanse of the
place, and 3) service factor, such as accuracy and safety of service, readiness and efficiency of
equipment as well as convenience and speed of service, respectively.

Problems and hindrances found among sampling customers in using bills and services
payment via a counter service of Krungthai Bank were time consuming in queuing, particularly
the beginning and end of month. It resulted from inadequate staff relative to the number of
customers. In addition, the delay and unsteadiness of computer system, together with less seats

and space of service place leading about customer’s dissatisfaction.



