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ABSTRACT

This study examined users’ satisfaction, difficulties, and advice concerning internet
banking services provided by Siam Commercial Bank in Mueang District of Chiang Mai
Province. Information was compiled by questionnaire interview of 360 samples of pertinent
banking services users.

The findings revealed the majority of samples were female, aged 21-30, with bachelor’s
degree as the highest educational attainment, employed in private business firm, with average
monthly income under 10,000 baht, and introduced by friends or other people to know and use
internet banking services. Most of them decided to use this type of services for the reasons of
convenient contact with the bank, 24-hour service availability, and saving time and cost to travel
to the bank. The most frequently used service was checking the balance in the bank account
about 1-3 times per month. The average amount of banking transaction was no more than 5,000

baht each time, paying no more than 20 baht service fee. The respondents indicated they might



use internet banking services more often in the future and definitely would advise their
acquaintances to use such services provided by Siam Commercial Bank.

Those marketing-mix factors contributing to users’ satisfaction were assessed as follows:
1) Product for service quality and information accuracy; 2) Price for no requirement for
application fee and annual fee; 3) Distribution for convenience in application procedure for using
internet banking services and in 24-hour service feature; 4) Promotion for exemption of entrance
and annual fees and for the regular sale promotion campaigns; 5) Personnel for the bank’s
workers and call center worker giving complete care and services in every procedure as well as
having good human nature and relationship; 6) Service procedure for simplicity and precision in
making banking transactions and downloading information; 7) Physical factor for the bank’s
reputation and image as well as the attractive website design.

The greatest concern expressed by the users of internet banking services was the chance
that computer system fails, causing damages to them, but the bank refuses to take responsibility,
Next was the comment that the bank offered too few rewards or complimentary gifts to the bank
clients, followed by the complaint that some bank’s workers or call center workers were not

willing to provide assistance as well as not well-prepared to provide services.



