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ABSTRACT

This study aimed to examine the factors affecting the expansion of ATM card
holders as clients of a commercial bank in Mae Sai District of Chiang Rai Province and
to identify the reasons and problems associated with the use of ATM cards, in order to
eventually find out the organization’s potentials to compete with other commercial banks.
Data and information were gathered from questionnaire interview of 378 samples of
Burmese immigrants who came to carry out border trades in Mae Sai District area.
Analyses were based on descriptive statistics including frequency, percentage, average, and
assessment was made on Likert scale criteria.

The majority of ATM card holders under study appeared to be female, 20-30
years old, married, holding Thai ID cards in most cases, with private business or trading
profession, diploma level graduate, and having 5,001-10,000 baht average monthly income.

The use of Bangkok Bank’s Mae Sai branch’s ATM cards was highly influenced

by the factors of service type and process, personnel, place/safety, and marketing/publicity.



On consumers’ behavior, most Bangkok Bank’s ATM card holders utilized the
ATM facilities of the Bank itself more than other alternatives. Most cards held were of
Be 1" type of debit card. The most preferred complimentary or gift item was clock; and
the bank clients expressed their wish to enjoy continuing promotion campaign of the
bank. The ATM card holders used ATM services more than 5 times/month, in most cases
for cash withdrawal.

On consumers’ satisfaction, most samples under study were highly satisfied with
the following factors : ATM card fee, bank personnel, convenience, safety ; as well as other
aspects such as service quality, reputation of the bank, the possibility of self assigning
ATM card pin-code to obtain the card for use immediately, and the clean and
comfortable location.

The ATM card holders indicated their problems concerning overly high ATM
service fees, their difficulty in using identification cards, the complicated application
procedure to get the ATM card, and the lengthy time for the issuance of ATM card.

From the results of this study, the Mae Sai branch of Bangkok Bank is
recommended to focus on more aggressive strategy to attract more clients, to monitor
constantly the behavior of its ATM card holders, and to make various rules and
regulation less strict for the Burmese immigrants who reside in the border line area of

Mae Sai District in Chiang Rai Province.



