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ABSTRACT

This independent study aimed at exploring customers satisfaction towards Internet
banking services of The Bangkok Bank Public Company Limited in Mueang Chiang Mai
District. Data collection was compiled from the distribution of questionnaires to 360 customers of
internet banking services of The Bangkok Bank Public Company Limited in Mueang Chiang Mai
District. The given data were then analyzed by applying descriptive statistics composing of
frequency, percentage, and mean and inferential statistics composing of paired t-test.

Based upon the findings, most respondents were females, aged between 21 — 30 years
old, graduated with Bachelor Degrees. They were employees of private companies whose
monthly incomes were among 15,000 — 20,000 baht. They knew about internet banking services
of The Bangkok Bank Public Company Limited from their friends, and used internet banking
services at their workplaces. The main reason they used internet banking services was the value
of travel time savings. The internet banking service they used most was international money
transfer. They had used internet banking services of The Bangkok Bank Public Company Limited
for 2 years, approximately 1-3 times per month. They tended to recommend other people to use
internet banking services and supposed that in the next 3 years they will use internet banking

services more frequently.



According to the study, the overall customers were delighted with service marketing mix
factors of internet banking services of The Bangkok Bank Public Company Limited in Mueang
Chiang Mai District. They were delighted with service marketing mix factors as follow: People,
Physical Evidence, Place, Promotion, and Process, respectively. They were satisfied with Price
factor, while they were unsatisfied with Product factor. The sub-factors which they were highest
ranked for each service marketing mix were as follow: In terms of People, it was the enthusiasm
and problem-solving skills of service staffs. In terms of Physical Evidence, it was the high
technology which enhanced speed of the services. In terms of Place, it was the speed of approval
process by each branch. In terms of Promotion, it was the no registration and annual fee policy.
In terms of Process, it was the simplicity of service operation. In terms of Price, it was the no
requirement of annual fee. In terms of Product, it was the internet banking services which served

customer’s need.



