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Graduate School , Srinakharinwirot University. Adivisor : Assoc. Prof. Sirivan Serirat.

This dissertation focuses on the study of customers' attitude and their consumption
behavior towards a new electronic banking service, known as “ Express Banking Services™ recently
launched by Bangkok Bank Public Company Limited (BBL). The study has been conducted to
BBL's customers domicile in Bangkok Metropolitan Area. The sampled group of customer Is
categorized geographically to determine the co-relationship between their decision to apply for the
services and their consumption behavior thereafter.

All data are collected by the use of questionnaire which construes the methodology of data
collection and classification by means of Frequency, Percentage, Ariihmetic Mean, Standard
Deviation, T-Test, One-way Analysis of Variance (ANOVA) and Pearson Correlation Coefficient.
As for the analytical part, SPSS program has been deployed to assist the data processing part.

The sample size is covering 385 individuals of whom being asked to complete the questionnaires.

The study unveils the following find-outs:

Based on the demographic data collection, the sampled group is predominated female.
By of whom, aged between 31 to 40. All of them obtain at least the Bachelor'Degree and work for
private companies. Their respective range c»f”sfélary is between Baht 10,000 to Baht 19,999 per
month.

Most of the custdrﬁers have responded with positive attitudes towards the Express Banking
Services and suggest for the expansion of this services to be available with all BBL's branches.
Besides, the service also enhances the promotion of BBL's image in the marketplace. Other find-out
reveals that the most favorable service as perceived by the customers is the service rendered
through an Automatic Teller Machine (ATM). The key determinants are convenience and speedy
service. The peak period of using the service is between 9.00 am. to 3.30 p.m. during the
weekdays and slows down thereafter. The slowest period tends to occur during the weekend.
Within a week, the study also shows that each customer has contacted BBL at least 4 to 5 times.
Moreover, most of the times, the contacts have been made through the Express Banking at BBL.
Notably, the study indicates a high degree of satisfaction whereby the customers intend to come
back for the service.

Testing the hypothesis, we have found that sex and educational factors have produced zero
effect on the customers’ behavior toward the Express Banking Service. In contrary, the salary and
the occupation are key attributes which effect their subsequent behaviors. Besides, positive attitude

after the successful application reveals the high co-relation between the customers’ reacting

behavior towards the services as offered by BBL in Bangkok area.
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1.5 MIMBUENIMAUATEAUALNG 5 TSAULLY Semantic differential 18 1%IUNISIALLUL
saunuuwliuwgdnssy 1837 e nuansidasuundigausasuuusauuuLy  Interval Scale

Bafienasuwua s
IFadnane ot s
5 4 3 2 1
mnﬁq@ 5 sl
aly 4 AU
thunaia 3 AcuUL
was) 2 AUUN
ﬁaﬂﬁqﬂ 1 U

£ *a i o L A -
lumsyszifinmg 9 1835msutietiansulTnamunanz 2 I suLiNaRaTNATY (Class interval)  &¢

o o o o
inurilaziliunadals (z7aS 29d3aus 2537 : 85)

AzLUILaRE 4.6-5.0 agj‘lmzé’ugamn LEad71 Tenusnigue
ASLUWLARL 3.64.5 agluﬁ:ﬁu@;ﬂ LEGIT Aautreasduaye
AZUULARY 2.6-3.5 ag'l,m:ﬁ'uﬂmnmu LEE91 UTHNAN
ASULUHLAA 1.6-2.5 agﬂmzﬁ’uﬁ’au waesin Lidassingua
azuuBLaRE 0.0-15  apluszauils uﬁqﬂ uaad i Ll

2. mygwmnzilagldatiaifewinu lummeassusuudgiu ldun

nMsiaTzAnTIsunsusnesenidsulszmnsmansludgiusaswanaznganssunsly
LVINMIBWIATIalula IEmMsiamziuuy ttest (Wl FUNTIZU.2539 : 197-198) RENAFEL
aundgtutaf 1 |

m*mﬂaaummmumn@mswdwﬁmaﬁﬂmaﬂnéuﬁmmaﬁm@i 3 najm%u"l.ﬂ lgnisiasisvt
LY One — way Analysis of Variance (W_HIWN FUNIITU.2539 : 253) L'ﬁ aﬂﬂaauamuﬁgﬁum"aﬁ 2 U8
73 497 4 707 5 anuludiuvsana

NMSAeTERRNURNRRS RIS Aaveuadlunmadeovsmowanssaluds was
wodAnssumsldiinsownasdaluda  Idmsiersiafudssintendunusuuuiedan (Pearson
Correlation Coefficient) (A3T0 WIBIT8.2543 : 310-311) Lﬁaﬂﬂﬁﬂumuﬁg’mﬁ'ﬂﬁ 6



44

2

ananialnnisitasizvivaua

1. MYIATEARDATINTTHWY ( Descriptive Analysis ) lapls

1.1 enahesasaz ( Percentage)

1.2 Fhﬂ:LmuLaﬁU ( Arithmetic mean) I@ﬂ‘lﬁgﬂi“gﬁ 1IATAUL (2541 . 34-35)
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N  un ﬂjmmaanéuﬁqama

1.3 ﬁ‘)mﬁmmmﬂmg'm ( Standard Deviation) 1%5@5 'gﬁ'% WATOULS. (2541 :63)

5= | NIXZ (Zx Y
N(N-1)

13/8 S unu  FNdgMINATTIUTBINEIUUYINGNGIBEN
2 & o G
(22X ) UWN%  HATINTBIASUURINUALNAN S I8 S

2 [ o o e
2X T UN®  HR TN L UULA RS A NN R IR DS

N LI mmmaan@:uﬁaaﬂw

(= W =1 A 2
2. ghanldmammwasuuyEaun

o a4 9 a a a Lo |
2.1 MIRIAANUTBNBULURIUOY  enamIaunusudseinioann (O -
Coefficient) Tasnsauua (Cronbach) l¥ges wiaiad nisew. (2538 : 125-126)

2: 2
- 1"" :-
X=n _ )
n-1 g
y B = X A s
9 = ATRUL T AN TUSIN UL T D UU
o o - A o
N = ATWIULDVAILOTDIUEIG

]
12}

EATRTUTTo R P AITON byl e ph!

- a ¢ & "y
AUt URUsUs I as0sl B UNIaLi

n
I



45

3. myATIRRANALTIaL ( Inferential Analysis ) Tumsnamavusuu@giu laald
3.1 MIMARBUANIUANENNTDY 2 ANAAL Lﬁaﬁqnjiejméﬁatmﬁhmwia:ﬂﬁzmnﬁ
dudssznu ( Independent sample ) (WA §uNINYu. 2539 : 197-198)
Gadszng 2 naudinsuanuaILuLLng wis InatdpimsuanuassuudnddndasmsitSaufioy
ANUUANEIVEIFUARE 2 naw

P 2 2 2 ‘ . v A aa o] w
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