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ABSTRACT
TE 155088

The purposcs of this independent study were to study the attitudes and the problems of
commercial bank users in Muecang District Chiang Mai Province towards Internet Banking
service. In this study, the data were collected by using 318 sets of questionnaires to gather data
from customers who had been using Internet Banking scrvice of commercial banks in Mucang
District Chiang Mai Province. The collected data were analyzed by using frequencics,
percentages, and means.

The results of the study showed that most of the respondents were male, single, aged niot
over 25 ycars old. Majority of thein were students at bachelor degree level. They had monthly
income between 10,001 — 15,000 Baht.

The cognitive clement regarding Internet Banking scrvice was at a moderaic level. The
Intemmet Banking service that was mostly aware was banking inquiry. Most respondents used
Internet Banking service by bank employee’s recommendation. The benefit of Internct Banking
service obviously was time saving.

The affective element regarding satisfaction towards Internet Banking scrvice were

ranked by mcans as follows : place, physical evidence, process, product, promotion, pcople and
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price. The sub-factor in each category that was rated at the highest mean score of satisfaction
level was reported. Product @ the respondents satisfied at a high level with the rapidness and
casiness of the service provided to customers. Price @ the respondents satisfied at a high level
with the initial fee. Place @ the respondents satisficd at a high level with the 24 - hour operation.
Promotion : the respondents satisfied at a high level with the exception of services fee such as
transaction fce. admission fec and annual fee. People : the respondents satisfied at a high level
with the employce relation. politeness and willingness to give advice. Physical cvidence : the
respondents satisfied at a high level with the bank’s image and trustworthiness. Process :  the
respondents satisfied at a high level with the accuracy of service.

The behavior clement of Intemet Banking scrvice, it was found that most respondents
tended to usc banking inquiry. The maximum amount in performing transactions was not over
than 5,000 Baht per time. The commission fec was in average of the 11 — 20 Baht per time. The
main objective in using the Internct Banking was time saving. The respondents frequently used
Internet Banking scrvice at their office on average of 1 — 3 times per month. They had opinion
that the usage of Inteinet Banking service would be highly increased in the future,

The problems in using Internet Banking service werc ranked by ineans as follows :
product, price, process. people, promotion, place and physical evidence. The sub-factor in cach
category that was rated at the highest mean score of problem was reported. Product :  the
respondents did not understand the Internet Banking pattern. Price : the respondents had to pay
high transaction fee. Place : the respondents faced the problem of inadequate advices and
persuasions from bank employees. Promotion : the respondents weie not exposed by advertising
media. Peopic : the bank employce did not provide sufficient infoimation. Physical evidence :
the respondents perceived that the machines and equipments were out of date that caused a delay

of services. Process : the respondents did not understand the process of Internet Banking service

that was sophisticated.



