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Nuntaporn Putcharapornpun. (2002). Information perception, user’s behavior of e-banking center
and comparing the user s satisfaction between e-banking center and branching bank in
Bangkok area : case of Thal Farmer Bank Public Company Limited. Master thesis. M.B.A.
(Marketing). Bangkok : Graduate School, Srinakharinwirot University. Advisor Committee :

Dr. Apiruth Tangkachang, Assist. Prof. Dr. Wanlop Lumpai.

The purpose of this research is to study Information perception, users’ behavior of
e-banking center and comparing the user’s satisfaction between e-banking center and branching
bank in Bangkok area : case of Thai Farmer Bank Public Company Limited, classified by perception,
age, education, occupations, and income of users.

The sample of this research includes 385 users who use TFB e-banking center and
branching bank in Bangkok area. A questionnaire is constructed and uses as a tool to collect data.
Percentage, mean, standard deviation, t-test, one way analysis of variance, and correlation analysis
are the statistical methods administered to analyze data.

The research results are as follows :

1. The analysis of perception and behavior's user according to e-banking center.

1.1 The users' information perception level of e-banking center show the most
users received information of e-banking center from television and newspaper approximately 2-3
times per week being 25.2% and 30.1%, respectively. Billboard, brochure, and magazine show the
most users received information from those medias approximately 1 time per month or less than
being 27.8%, 35.8%, and 37.1%, respectively. Besides the users who do not receive information
from the radio, friends/relatives, and the bank officer being 29.6%, 32.7%, and 43.6%, respectively.

1.2 The users’ information perception level of using eguipment in e-banking center
show the most users received information of using other equipments in e-banking center from
brochure approximately 1 time per month or less than being 32.5%. Besides the users who ever
had not received information from video conference, magazine, and the bank officer being 53.2%,
38.4%, and 43.4%, respectively.

2. The satisfaction of using services.

2.1 The satisfaction of using e-banking center show the most users have
satisfaction of using e-banking center at very satisfied level. Except abilities of answering and
officer's service knowledge, the officer’s enthusiasm of helping / advising, and the number of
e-banking center branch have the saﬁsfaction at the neutral level.

2.2 The satisfaction of using branching bank show the most users have satisfaction
of using e-banking center at very satisfied level. Except abilities of answering and officer's service
knowledge, the officer’s enthusiasm of helping / advising, the speed of using services, the number of

branching bank, and banking time have the satisfaction at the neutral level.



3. The comparison of users’ behavior of using e-banking center and the comparison of
user’s satisfaction of using e-banking center and branching bank are as follows :

3.1 The users have the different information perception level of e-banking center
showing the different behavior of using e-banking center with a statistical significant .01 level.

3.2 The users have the different information perception level of using e-banking
center's equipment showing a different behavior of using e-banking center with a statistical
significant .01 level.

3.3 The users have different age, education, and income similar to behavior of using
e-banking center.

3.4 The users have different occupation showing a different behavior of using
e-banking center with a statistical significant .05 level.

3.5 The different banking types affect on user's satisfaction with a statistical
significant .01 level. The user have different satisfaction of using services between e-banking center
and branching bank

3.6 The users with different age, occupation, and income are similar to satisfaction
level of using e-banking center.

3.7 The users have different education showing a different satisfaction level of using
e-banking center with a statistical significant .05 level.

3.8 The satisfaction is related to a different behavior of using e-banking center with a
statistical significant .01 level.

4. The analyzing and solving problems from using e-banking center show the problem of
using e-banking being the users with no skills in use and complicated methods for use, incredible
system or mistake in financial transaction by themselves, and long ATM queuing, respectively.

The solving problems show (1) The officer should advise other equipment methods and
take care of customers in financial transaction. (2) The bank should increase the additional
equipments, for example, ATM which customers often used. (3) The bank should open micro
branching banks having 2-3 officers for risky financial transaction, for example, deposit, withdrawn,
and etc. (4) The bank should have training and recruiting the capable and patient officers stand by

at e-banking center.
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wldatadnmzianuudsdnumaden (One—Way AnaIySIs of Variance) twsztiunis

maaumwmmnmaxmwmmawaanawmamommnmﬁ 2 N

4. mnersusN@gIudod 6 A EULLUUﬁmmmmonuua“n'ﬁwa@ias:@‘i’ummﬁawala
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2.3 dawdouuinasgiu (Standard diviation) 1ge3 (763 19dTauz. 2541 : 40)
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10,000 a3 2.87 - .000** .015* .364 .055 .000**
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Y‘hLaﬁﬁwaoguﬁu’%miﬁmmﬁmhﬁa TERINNGN 4 1.826 456 771

mulungy 380 224.860 592

SOy 384 226.686
mmi]’umﬂaa@ﬁmmaaguﬁu‘%msﬁmmi SERINNGN 4 7.486 1.872 2553
aaluld mulunga 380 278.617 733

JU 384 286.104
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