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ABSTRACT

This research was conducted to examine the satisfaction, problems and
constrains in using self-service banking system of the customers of Krungthai Bank Public
Company Limited in Amphur Muang, Chiangmai Province. The data were collected by using
400 sets of questionnairs to gather data from customers who used 13 branches. The collected data
were analysed by SPSS for Windows program aad using frequencies, percentages, and means.

The results of study showed that most of the customers were male, ages between
20 — 25 years old, unmarried status, had Bachelor’s degree and mostly school students and
umversity students, Their expenses were between 10,001 — 15,000 bath per month. The majority
had perception of the self-service banking available, but lacked of knowledge using and
unconfidence in security system.

The demand levels satisfaction towards Self-Service Banking systems were
ranked as follows: peopie, process, price, place, promotion and product. Product: Krungthai
Telebank service, most customers wanted to check balance accounts service; Internet Banking
service, most customers wanted to check bank statements; E-commerce service, most customers
wanted to use the tax revenue payments service; and Custom tax payments service, which the
least number of customers used. Price: most custormners wanted initial fee and annual fee
exemption. Place: most customers wanted the 24 — hour service. Promotion: most customers
wanted the information from television and newspaper. People: most customers wanted to ge
mformation from the bank staff when they had serviee problems. Process: most custorners wanted

the security service, including convenience, fast and correct services.
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The problems and threats in self-service banking service were ranked as follows:
custom tax payments service, e — commerce service, Krungthai Telebank service and internet
banking service. Krungthai Telebank service: most customers were umsatisfied with busy
telephone lines. Internet Banking service: most customers were unsatisfied with accessing line
problem. E — commerce service and Custom tax payments: most customers were unsatisfied with

complicated service.
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