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ABSTRACT

The four objectives of this study are: 1) to study the general characteristics and behavior
of clients using the internet to carry out transactions with the Thai Military Bank (Pcl) in Mueang
District, Chiang Mai Province, 2) to determine the marketing mix affecting user decisions, 3) to
study their level of user satisfaction, and 4) to examine the problems, obstacles and
recommendations of the customers.

The data used in this study was primary data collected using a questionnaire, and based
on a random sample of 360 clients who use the service across all twelve branches in the District:
30 people for each branch. The statistical methodologies adopted for the analysis were descriptive
statistics and a rating scale using Likert’s concept.

In the preliminary study, the majority of the respondents were male, between 31 and 45
years old, undergraduates or government officials, and with incomes in the range 20,001 to

30,000 Baht per month.



The behavioral study found that the majority of the sample group rated using the internet-
based services for more than one year first, with their source of information being a
recommendation form a bank employee. The reason given for using the internet was that they
could save on the time and costs spent traveling to the bank. The purpose of using the internet
was to be able to check on their available balance and transaction records whilst at home. The
average amount per transaction was less than 10,000 Baht, with the fees ranging form 21 to 31
Baht. In addition, they believe that the use of these services will increase in the future.

The study on the marketing mix found that the top three most important factors given by
the sample group were price, the service process and the product, respectively, with all these
factors rated as highly important.

The satisfaction study revealed that the greatest levels of satisfaction with the product
were expressed towards: 1) service security, 2) price, that is, the most appropriate transaction
fees, 3) the service channels offered, in particular a 24-hour inquiry transaction service with no
limit on service location, 4) the promotions offered, including joining fee exemptions and annual
fees, 5) the bank personnel; with customer attention given from the beginning through to the end
of the process, 6) the servicing process, including confidence in the information provided about
the security system, and 7) the physical aspects of the service, such as service update tools and
equipment.

The study on problems and obstacles showed that the highest-rated problem was delayed
receipt of the one-time password (OTP) in order to engage in each transaction, and the second

highest-rated problem was no provision of gifts to the users.



