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ABSTRACT

Bill payment service is attractive for banks, with transactions bringing
revenue without financial cost. As financial technology modernizes, increasing numbers
of consumers access online payment services, leading to the appearance of
competitors from alternative, non-banking markets. The quality of service through
electronic media is studied on 4 factors, efficiency, system availability, fulfillment, and
privacy and security, affected customer satisfaction together with switching cost factors
to influence customer loyalty. Different factors are also compared between bank and
non-bank providers.

Data was collected from samples by online questionnaire and analyzed.
Among online bill payment service providers studied were banks and non-bank
providers.

Results were that consumer choice of pay-as-you-go services depended
on efficiency, system availability, fulfillment, privacy and security, financial and
relational switching costs, as well as customer satisfaction and loyalty. Samples
evaluated different factors between bank and non-bank providers, preferring the

former. In banks and non-bank providers, satisfaction with service led to customer
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loyalty more than other factors. For all forms of online bill payment, privacy and

security were the most influential factors, followed by system availability and

fulfillment.

Keywords: Online bill payment service, Customer satisfaction, Switching costs,

Customer loyalty
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