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ABSTRACT

This study has the objectives to understand the behavior and personal characteristics of
consumers who used Counter Service and Laser ATM of Siam Commercial Bank in the city area
of Chiang Mai Province to examine the factors influencing the customers’ choice in using such
banking services, and to distinguish the determining factors for the choice to make bill payment
through either counter service or Laser ATM. Information were coflected from 120 samples of
Counter Service users, 120 samples of Laser ATM users, and 110 samples of those who used both
Counter Service and Laser ATM. The analysis was based on descriptive statistics and Likert scale
values for comparing the influence of various factors. Chi-square test was undertaken to verify at
0.05 statistically significant level the difference in opinion among the three sample groups about

the determining factors in using banking services.



The findings revealed the majority of samples under study could be described as female,
aged 21-30, with bachelor’s degree education, business employee or staff, single, and having
10,000-30,000 baht average monthly income.

Those who made bill payment through counter service in most cases got to know Counter
Service from the advice of someone they knew, used Counter Service because of the convenient
location, generally at 7-Eleven stores, during 6.01-9.00 p.m., often made bill payment on payday
.. or due date, made bill payment 1-3 times per month, and mostly made utility biil payment. Those
-who made bill payment through Laser ATM in most cases were introduced by banking staff to
use this facility, used Laser ATM because of its convenient location and modern technology,
generally used this service at Siam Commercial Bank’s branch offices, uséd during 6.01-9.00
p-m. on Saturday, 1-3 times per month, and mostly for making utility bill and credit card
payments. Those who used both Counter Service and Laser ATM appeared to have time and
service feature as the determining factors for their choice to use whichever method for making
bill payment.

The three groups under study were found to have different opinion concerning the
relative influence of various decisive factors including nine factors: the location or place whether
it can be found or located easily, the diversity of service types for making payment, modernity of
tolls and equipment, complexity in service provision, the time for service provision, the waiting

time, the adequacy of service locations, the assistance of staff, and the reputation and security.



