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ABSTRACT

This research aimed to study the consumer behavior and satisfaction of the electronic
banking services of Kasikornbank Public Company Limited, including consumer problems and
obstacles of using the electronic banking services. The study was done using primary data
collected from questionnaires distributed to 385 consumers who were generally people with
savings or current accounts with Kasikornbank (K-Cyber Banking) in Mueang District, Chiang
Rai Province. The information was analyzed using descriptive statistics and the Logit Model, by
maximum likelihood estimates (MLE) and marginal effects.

The study was divided into 5 parts including general information, behavior of using
electronic banking services, factors affecting satisfaction of using electronic banking services,
Logit Model analysis, and problems with using electronic banking services. The study results
found that for the general information, most consumers were female (57.66 percent), aged
between 21 — 30 years old (50.13 percent), held a bachelor’s degree (59.74 percent), worked as a
private company employee (51.95 percent), had an income not exceeding 10,000 baht per month
(38.44 percent), and were single (56.62 percent). For the behavior of using electronic banking

services, most consumers learned about the services from bank employees (52.47 percent), used



the services at home (72.47 percent), used the internet 1 — 3 hours per day (51.43 percent), used
the electronic banking services to do transactions with amounts of money not exceeding 1,000
baht per time (43.63 percent), and the top reason for using electronic banking services of
Kasikornbank Public Company Limited was that the users chose electronic banking services
because of its convenience (94.29 percent). For factors affecting the satisfaction of electronic
banking services, it was found that the consumers were satisfied with the products, prices,
distribution channels and marketing promotions at a high level with total means of 4.06, 4.12,
4.21, and 3.90, respectively. The results of the Logit Model analysis found that factors affecting
consumer satisfaction towards using electronic banking services were statistically significant at
the 0.01 level. These factors included the security of the electronic banking services and the
procedures of using the electronic banking services. Factors with a statistically significant at the
0.01 level included the design of the electronic banking services website, the electronic banking
services system fees, the educational level of electronic banking services consumers, and the
gender of the electronic banking services consumers. For problems of using electronic banking
services, it was found that for the sample group, the top 3 problems faced were; 1) the frequent
problems when trying to access the website (37.66 percent), 2) format of the services were too
complex or difficult to access (27.79 percent), and 3) users did not understand the procedures for

accessing the website structures (25.45 percent).



