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ABSTRACT

The purposes of this independent study were to study the factors affecting decision
making on using Internet banking in Bangkok Metropolitan and problems experienced by users.
Data used in the study were collected from 7 commercial banks in Bangkok Metropolitan with 50
samples from each bank. In total, 350 respondents were included. Data were collected by
questionnaires and analyzed by using descriptive statistics i.e. frequency, percentage, and mean.

The results of the study showed that the majority of respondents were female, aged
between 31-40 years old, marital status single with bachelor’s degree earning between 10,001-
20,000 Baht and worked as bank clerks or in private companies.

Most respondents had been using internet banking in Bangkok Metropolitan for 1-2
years. They usually used internet banking service on average 2 times per month. The service
used most often was account balance check.

The marketing mix factors affecting decision making on using internet banking had the
overall average scores at a high level of importance were price, product, promotion and place

respectively.
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The first 3 subordinate marketing mix factors that had the highest average scores at a
high level were as follows:

The product factor consisted of the bank’s security system, ease of use and convenience
and fast access to the information.

The price factor consisted of the initial fee, the annual fee, and other service fees such as
purchasing payment and statement request.

| The place factor consisted , convenience in application, ease and fast application process,

and 24 hour service.

The promotion factor consisted free trial for new members, appropriate advice given by
staff and premiums upon application.

The first three problems faced by the customers were the doubt in banking security
system during transaction, no free trial for new members and, high initial fee and annual fee

compared to other service fees.




