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Abstract

The aim of this research is to study service quality that affects the decision to use electronic
payment services of commercial banks. The sample group used in the research is the population
within Kanchanaburi Province, numbering 400 people, obtained from random sampling using Taro
Yamane's sample size calculation formula. The tool used is a questionnaire. The confidence value
was 0.973. Data analysis used statistics: percentage, mean, standard deviation, and One-Way
ANOVA.

Therefore, the results of the research can be summarized as follows: personal factors It was
found that most of them were gender people, aged 26 - 35 years, working as employees of private
companies. and have a monthly income of 9,000 - 20,000 baht. Factors in the quality of services of
commercial banks The overall level of opinion was at a high level. When considering each aspect, it
was found that The most average aspect is In terms of building confidence for service users Concrete
aspect of service In terms of responding to service needs Compassionate aspect and reliability in
providing services The results of the hypothesis testing revealed that different genders, ages,
occupations, and monthly incomes had different effects on the decision to choose to use the

commercial bank's electronic payment service. Statistically significant at the 0.05 level.
Keywords: service quality factors, service selection decision, commercial banks
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