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Abstract

The objectives of this study were 1) to describe specific characteristics of the Bank’s
customers which influence nowadays service needs, products and electronic services of the Thai
Farmers Bank 2) to classify customers’ satisfaction level in using nowadays services provided
including products and electronic services of the Bank 3) to analyze factors influencing
customers’ needs for nowadays services provided at the Thai Farmers Bank and 4) to indicate
nowadays service problems including products and electronic services provided to the customers.

Statistics used for data analysis were frequency , percentage, mean, standard
deviation, and Chi-square was used for hypothesis testing at 0.05 level of significance .

Study procedures included research and field study. The research was done by using
40 questionnaires with customer sample at each branch in 10 branches of the Bank in Amphoe
Muang, Changwat Chiang Mai. Three hundred twenty-five sets of questionnaires were returned
out of 400 or at 81.25%

The study found that most of the customers are working people with age ranging
from 26 to 45. They have Bachelor degrees and earn 8,000 - 20,000 baht being employed in

companies. Most of them are customers of other commercial banks.



The customers’ satisfaction level regarding the bank’s administrative factors are
high on employee’s service and organization factors, and medium level on marketing promotion
factors.

The factors motivated customers to use TFB e-Service products are the up-dated
technology, the benefits of service are conveniences, express and 24 hours service and the
marketing promotion are employees’ suggestion on TFB  e-Service. Some customers in the
sample group who haven’t used the TFB e-Service said they did not know the TFB e-Service
details. The TFB e-service which are mostly used by customers are e — ATM (41.20%) and
e — Cash Card.

The personal characteristic factors are not related with the electronic product and
service needs Only age, income, occupation are related to the needs of using nowadays services
provided in the Bank.

The employees’ service factors are related to the needs of nowadays services of the
Bank. And the organizational factors especially the image and reputation of the Bank and a lot of
Bank branches are related to nowadays banking service; but marketing promotion is not related to
the nowadays service needs provided at the Bank.

Problems found by customers after using nowadays banking services are :
insufficient number of employees regarding staff service, parking area , no out-of-bank service
regarding marketing promotion; after using e-Service products are: inadequate understanding on

products’ qualifications and high service fee while ATM often out of order/ ran out of toney



