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Abstract

The objectives of this study were: (1) to study customers’ behaviors towards online services of
Thanachat Bank Public Company Limited in Khan Na Yao District, Bangkok Metropolitan; (2) to study level
of importance of marketing mix towards online services of Thanachat Bank Public Company Limited in Khan
Na Yao District, Bangkok Metropolitan; and (3) to compare the importance level of marketing mix towards
online services of Thanachat Bank Public Company Limited in Khan Na Yao District, Bangkok Metropolitan
classified by personal factors.

This study was a survey research. The population of this study was unknown number of
customers who received service towards online services of Thanachat Bank Public Company Limited in Khan
Na Yao District, Bangkok Metropolitan. The total of 384 samples was determined by Cochran's sample size
formula with convenience sampling method. Research instrument was a questionnaire. Statistics employed
for data analysis included frequency, percentage, mean, standard deviation, t-test and F-test.

The findings of this study revealed that: (1) most of customers’ behaviors towards online
services of Thanachat Bank Public Company Limited was money transfer with not over 1,000 baht each time.
Period of transfer was between 18.01-23.59 hrs. The frequency of transfer was more than 8 times a week.
Most of customers acknowledged online services via the internet media; (2) an overall level of marketing mix
was found at high level. When considered each aspect, it showed that the product aspect was at the highest
level, in terms of transfer reliability, and security. Other marketing mix factors such as price, service
procedure, distribution channel, personnel, physical aspect and market promotion were at high level; and (3)
the comparison of importance level of marketing mix classified by personal factors in terms of gender, age,
education, monthly income and profession, it was found no difference at statistically significance at 0.05

level.

Keywords: Customer behavior, Marketing mix, Online services, Thanachart Bank Public Company Limited
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Nﬂﬂ"li?’lﬂﬁﬂ‘]]ﬁ]ﬂ’ﬂuﬁﬂﬁumﬂﬁwﬂﬂﬁﬂﬂﬂ1ﬂ

Sclae: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 30 100.00
Excluded 0 .0
Total 30 100.00
Reliability Statistics
Cronbach's Alpha N of Items
0.853 29

MNMIHINUNNVBUATBINBIINLLUFBUD WY ANeINUAMLTEaUNINMIAAIA
A o ° ' y ¢ o
61]@\1ﬂ’]iﬂﬁﬂ’]ﬁﬂﬂuhlaum@Qgﬂﬁ}Tﬁu’]ﬂ?ﬁ I1UIU 30 >R Iléfﬂ’]ﬂ')’]lll%’ﬂllu (Reliability) U84

HUVEBLDNY N1 0.853
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MINTIMIULEzSeaz v aIHYANARIGNAMEUINS FUIIA 3110

(WY U) 114&%](5]514141&13 DIUNNNHIUAT

WA
Frequency Percent Valid Percent Cumulative Percent
Valid e 161 40.25 40.25 40.25
N 239 59.75 59.75 100.0
Total 400 100.0 100.0
91¢
Frequency Percent Valid Percent Cumulative Percent
Valid  én201 102 25.50 25.50 25.5
20-307 174 43.50 43.50 69.0
31-40% 85 21.25 21.25 90.25
41-50% 27 6.75 6.75 97.00
1NN 50 1) 12 3.00 3.00 100.0
Total 400 100.0 100.0
STAUMSANYIGIZA
Frequency Percent Valid Percent Cumulative Percent
valid  sininf3ayges 137 34.25 34.25 34.25
Ynyaas 233 58.25 58.25 92.50
ganImlsyanes 30 7.50 7.50 100.0
Total 400 100.0 100.0
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swldinasnerion
Frequency | Percent Valid Percent | Cumulative Percent
Valid  &nd 10,000 LN 49 12.25 12.25 12.25
10,000 — 20,000 11N 208 52.00 52.00 64.25
20,001 - 30,000 LN 65 16.25 16.25 80.50
30,001 — 40,000 VN 41 10.25 10.25 90.75
40,001 - 50,000 LN 26 6.50 6.50 97.25
11nn 50,000 DMLl 11 2.75 2.75 100.0
Total 400 100.0 100.0
215N
Frequency Percent Valid Percent Cumulative Percent
valid  viniSounindnin 82 20.50 20.50 20.50
gInvaIuAYMg 149 37.25 37.25 57.75
FU3IMI/STIANMND 61 15.25 15.25 73.00
WUNNUUTEN 92 23.00 23.00 96.00
AYATNIABITY 11 275 2.75 98.75
Suq 5 1.25 1.25 100.0
Total 400 100.0 100.0




&9

a a d o w
ngAnssuvesgnmlumsliuinmseeilativessinms suma 10a (NHvY)

Uszangsnssuiildusmadulsz

Cumulative
Frequency Percent Valid Percent Percent

valid  TouRu 178 445 445 445

Hszenssyl Tanaing

_ S 92 23.0 23.0 67.5

insan/lsznune/alsenuaia

Fseamaufuazyimg 47 11.8 11.8 79.3

asdeUYFauo 28 7.0 7.0 86.3

Y A A
udufeuaNwAaen 1MIves
. 25 6.3 6.3 92.5
e

AAMUNAAAUNUDITUIAT 16 4.0 4.0 96.5

asdOUIAIANY 13 14 3.5 3.5 100.0

Total 400 100.0 100.0

P nIFUIMs
Frequency Percent Valid Percent Cumulative Percent

Valid  00.00 - 06.00 48 12.0 12.0 12.0

06.01 - 12.00 95 23.8 23.8 35.8

12.01 - 18.00 114 28.5 28.5 64.3

18.01 - 23.59 143 35.8 35.8 100.0

Total 400 100.0 100.0
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anudlumsldusmaaeddanti

Frequency Percent Valid Percent Cumulative Percent
valid  1oeni13 e 36 9.0 9.0 9.0
3-5059 108 27.0 27.0 36.0
6-8n59 106 26.5 26.5 62.5
INNT 8 AT 150 375 37.5 100.0
Total 400 100.0 100.0
Yo a ¢ d'
3 nmsuimsesularvessinmsonaela
Cumulative
Frequency Percent Valid Percent Percent
. A a ]
Valid @0 layanoumesiina 114 28.5 28.5 28.5
A a o ¢
do TawaIng Insvial 74 18.5 18.5 47.0
A A a ¢
o Tayanaanuw 95 238 238 70.8
nIuNAMsIULIve e
- - 72 18.0 18.0 88.8
LERRING
ERITER IS ARG RET R RUN bt
- 45 11.3 11.3 100.0
UINS
Total 400 100.0 100.0
goARUNITUIMIIuAazASs
Frequency Percent Valid Percent Cumulative Percent
Valid Woonn 1,000 144 36.0 36.0 36.0
1,000 - 3,000 115 28.8 28.8 64.8
3,001 - 5,000 76 19.0 19.0 83.8
5,001 - 7,000 28 7.0 7.0 90.8
7,001 - 9,000 20 5.0 5.0 95.8
WNAN 9,000 17 4.3 43 100.0
Total 400 100.0 100.0
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Auafgnaza I DEUUNINTF IV

Hadaavilszaumamsanaia

adsarulszanmanmsaaia lagnnsin

Descriptive Statistics

N Minimum | Maximum Mean Std. Deviation

wl 400 2.80 5.00 4.2265 .44598
w2 400 2.75 5.00 4.1744 .50845
w3 400 3.00 5.00 4.1337 .53999
w4 400 2.40 5.00 3.9895 .62174
w5 400 2.75 5.00 4.1256 46863
w6 400 2.00 5.00 4.0117 .55183
w7 400 2.75 5.00 4.1450 142910
total 400 3.03 4.90 4.1183 32724
Valid N (listwise) 400

v a o d
ﬂﬁ]ﬂﬂd’?%ﬂi%ﬁﬁlﬂ1ﬁﬂ1§ﬂﬁ1ﬂ é’mwaﬂnmm

Descriptive Statistics

N Mean Std. Deviation

a d A A A °
1. yannam¥ulaNNLsede lumsm 400 421 694
FINTIUNNMINY
2. wonnansulnnuilasanylumsiiginssy 400 4.44 647
N19NITHU
3. UupumslFnusenndmduianuiueds 400 4.02 834

as 9 a & Aan d'l

4. M3 lFNUvoIBNNAATUIITNITNY 400 429 675
1 9
ADNIT MU

a s A Ao A
5. uonwansuNzluuy adunalsny 400 4.17 761
Valid N (listwise)




92

adsaivilszaumamsnaia ausim

Descriptive Statistics

Mean Std. Deviation
6 pnwaRFUTANUANAT ioenny 400 4.15 721
U5z Toanin 185y
7uenwan i limsigsnssunemsuiinn 400 4.01 784
Yy 1 A v 1 = Y a
Auan iesninszrdamsssuiionlumsldusms

a o Y oA A Y 9

g uaNNANTUIANUANANLMEUNUA 19918 400 421 746
lumsauma llvhgsnssunemsRusums
9 pnwanFUTANuRNANaeuA ST 400 433 669
anuilasanen lasuanmssiigsnssumanstu
Valid N (listwise)

adearudszaumaemsnaia MUF2INIINITIAD KNG

Descriptive Statistics

N

Mean

Std. Deviation

. Y v
1. M3A1Y InaaioAAAILe NWAIATUA1Y Play
<3
Store 130 App Store IANUEZAIN 5IA152
= d‘ A Y a <
2. Mmyaanzliouiien v g NNaAAFY
o [l <3
s ldedeazain saa57
a < o a  d
3. wewnansu Tumsiigsnssunems il
¥aN19N%e Userdanarlumsaunia
lihgsnssumemstuinsuinis
a s I ' °
4. sonnawiugeanmalumsmigins sy
a q' 1 = a A
NMaMsRun lneanuAanaiaaiou
Y a A A 9 ad
My T MINFUINTHI 0l IDN

Valid N (listwise)

400

400

400

400

4.15

4.23

4.19

3.97

.808

.843

728

822




93

adsaruilszanmanisnaia mumsauasumsnan

Descriptive Statistics

N Mean Std. Deviation

1. Tawanuennamsuaunsaadinmsansily 400 3.88 786
anausuuead
2. Tawanveenam U umede Tamama 400 4.08 879
Tnswiend Aodiun H35msihiaue Tavani
wigule

3. Tawanvosonnamauiins Tamaeds 400 3.91 912
afuauosnsaih i unsndoyaien e
AREAAN

4. ANTAIABAI VO WONNAAT L 15U NMIVOL 400 424 1.033
aulos Hudanaadmini i
917 91413 1A309AN HIDMIFUNNOUAT

5. U30VBNTIBAZIDAVDINI IFHUS M3 400 3.84 967

dog19n5 18U Valid N (listwise)
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Descriptive Statistics

N

Minimum

Maximum

Mean

Std. Deviation

1 winausnastinnug

9 a 9
ANl lumsesuiensly

a o 1A
R GIGE AT TGN
2. wiinausumseusa il
Mz M3 59089 ud

Yymmslduenndnsugndens

= Yy 9
AUNYNAIADINTT

3. wiinausmms iy poduius
Aa = <3
na gaw wazianuanlulans
IHusmslums lsuennama

o Aq Y A Ao
4. WinauRlRUIT M UL
Wgawe iz auiums liusmslu

M3 lFennanY Valid N (listwise)

400

400

400

400

2

4.23

4.26

4.04

3.98

782

.850

811

793

ﬂ%%ﬂd%uﬂﬁ%ﬁuﬂ]ﬂﬂ]iﬂ@1ﬂ ﬁmﬁ'nymzmamﬂmw

Descriptive Statistics

N | Minimum | Maximum | Mean Std. Deviation
1. FOIAOALNINANYIVDLONNAATY | 400 2 5 3.98 912
~ A A
FUIMSUANY LT
2. wonwarnsu lums 1uSmsves 400 2 5 4.12 914
FUIANTUANUNUANBLAZTINTD
A ~ 3
1505 MINTIANG2
3. 550U Tevnesanu lunseue 400 2 5 3.94 889
Aa @& 1 Y Aq ¥
ANUALAINVBIDUNAIATUIAGNAIN 19
U353 Valid N (listwise)
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adsaiuilszaumamsaaia munszuIUMsIHUSMS

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
1. vuneulumsithlFue nwanaud 400 2 5 4.14 820
ANuazaIn / 3357/ IFaudie /
liidudon
2. AWNIMNTIENIFINTTUNTRU 400 2 5 4.22 757
munowwand 18 gadeaiug
1ag3IAG)
3. sonwanFuiiszuums et 400 2 5 4.23 772
anuilasanovesioya
4. HOWNAIATUDE MIRIT2U 400 2 5 3.98 1.004

A luTlagn uaie Valid N (listwise)
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Group Statistics

LNE Mean Std. Deviation Std. Error Mean
wl 18 161 4.2248 45042 03550
N 239 4.2276 44390 02871
w2 Al 161 4.2003 51903 04091
N4 239 4.1569 50154 03244
w3 Al 161 4.1071 54322 04281
R 239 4.1517 53820 03481
wi Al 161 3.9876 59778 04711
R 239 3.9908 63860 04131
w5 Al 161 4.1071 45733 03604
R 239 4.1381 47663 03083
W6 Sl 161 4.0083 53871 04246
R 239 4.0139 56160 03633
w7 Al 161 4.1009 45102 03555
R 239 4.1747 41198 02665
total 8 161 4.1086 32655 02574
N 239 4.1248 32823 02123
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odedivdszaumamsamadiunaisnne

Independent Samples Test

Levene's Test
for Equality
of Variances t-test for Equality of Means
95% Confidence
Interval

Sig. Mean Std. Error of the Difference
F Sig. t df (2-tailed) | Difference | Difference | Lower | Upper
wl  Equal variances assumed .034 | .853 | -.061 398 952 -.00277 .04553  ]-.09227 | .08673
Equal variances not assumed -.061 | 340.013 952 -.00277 .04566 | -.09258 | .08704
w2  Equal variances assumed 227 | .634 .837 398 403 .04341 .05186 | -.05855| .14536
Equal variances not assumed 831 335.379 406 .04341 .05221 ]-.05929 | .14610
w3 Equal variances assumed .032 | .858 -.808 398 419 -.04453 .05508 | -.15281 | .06375
Equal variances not assumed -.807 | 341.249 420 -.04453 .05518 | -.15307 | .06400
w4 Equal variances assumed 940 | .333 | -.051 398 .960 -.00322 .06347 | -.12800 | .12156
Equal variances not assumed -.051 | 358.237 959 -.00322 06266 | -.12644 | .12000
w5 Equal variances assumed .021 | .886 | -.647 398 518 -.03093 .04781 | -.12493 | .06307
Equal variances not assumed -.652 | 352.819 515 -.03093 .04743 | -.12421 | .06235
w6 Equal variances assumed 2257 .134 -.101 398 920 -.00567 .05633 | -.11641 | .10508
Equal variances not assumed -.101 | 352.881 919 -.00567 .05588 | -.11556| .10423
w7  Equal variances assumed 1.619| .204 | -1.690 398 .092 -.07375 .04365 | -.15956 | .01205
Equal variances not assumed -1.660 | 322.014 .098 -.07375 .04443 | -.16116 | .01365
total Equal variances assumed .002 | .965 -.485 398 .628 -.01621 .03340 | -.08187 | .04944
Equal variances not assumed -.486 | 344.600 .627 -.01621 .03336 | -.08183 | .04941
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Padearuszaumemsnaadmunmaeg

ANOVA
Sum of Squares df Mean Square F Sig.

wl Between Groups 570 4 142 714 .582
Within Groups 78.789 395 199
Total 79.359 399

w2 Between Groups .935 4 234 .903 462
Within Groups 102.215 395 .259
Total 103.150 399

w3 Between Groups .262 4 .066 .223 .925
Within Groups 116.082 395 294
Total 116.344 399

wa Between Groups 1.682 4 421 1.089 .362
Within Groups 152.553 395 .386
Total 154.236 399

w5 Between Groups .060 4 .015 .068 991
Within Groups 87.564 395 222
Total 87.625 399

W6 Between Groups 446 4 112 .364 .834
Within Groups 121.055 395 .306
Total 121.501 399

w7 Between Groups 1.450 4 .362 1.988 .096
Within Groups 72.015 395 .182
Total 73.465 399

total Between Groups 454 4 113 1.060 .376
Within Groups 42.274 395 107
Total 42.728 399
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Jodsaiudszaumamsamad unmuszAUMIANE

ANOVA
Sum of Squares df Mean Square F Sig.

wl Between Groups .189 2 .094 A74 .623
Within Groups 79.170 397 199
Total 79.359 399

w2 Between Groups .346 2 173 .668 .513
Within Groups 102.804 397 .259
Total 103.150 399

w3 Between Groups .246 2 123 420 .657
Within Groups 116.099 397 .292
Total 116.344 399

wa Between Groups 1.182 2 591 1.533 217
Within Groups 153.054 397 .386
Total 154.236 399

w5 Between Groups .852 2 426 1.949 144
Within Groups 86.773 397 219
Total 87.625 399

W6 Between Groups 1.353 2 .676 2.235 .108
Within Groups 120.148 397 .303
Total 121.501 399

w7 Between Groups 469 2 234 1.275 .281
Within Groups 72.996 397 .184
Total 73.465 399

total Between Groups .387 2 193 1.813 .164
Within Groups 42.341 397 107
Total 42.728 399
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fasaaivilszanmamsamaduunamusnglamasnoion

ANOVA
Sum of Squares df Mean Square F Sig.

wl Between Groups 1.336 5 .267 1.349 .243
Within Groups 78.023 394 .198
Total 79.359 399

w2 Between Groups 1.360 5 272 1.053 .386
Within Groups 101.790 394 .258
Total 103.150 399

w3 Between Groups 1.331 5 .266 912 473
Within Groups 115.014 394 .292
Total 116.344 399

w4 Between Groups 1.026 5 .205 .528 .755
Within Groups 153.210 394 .389
Total 154.236 399

w5 Between Groups 499 5 .100 452 .812
Within Groups 87.125 394 221
Total 87.625 399

w6 Between Groups 2.268 5 454 1.499 .189
Within Groups 119.233 394 .303
Total 121.501 399

w7 Between Groups 1.521 5 .304 1.666 142
Within Groups 71.944 394 .183
Total 73.465 399

total Between Groups 424 5 .085 791 .557
Within Groups 42.303 394 107
Total 42.728 399
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adsaivilszaumanmsnaiaduunmue TN

ANOVA
Sum of Squares df Mean Square F Sig.

wl Between Groups 935 5 .187 .939 455
Within Groups 78.424 394 199
Total 79.359 399

w2 Between Groups 2.030 5 406 1.582 .164
Within Groups 101.120 394 .257
Total 103.150 399

w3 Between Groups 2.010 5 402 1.385 .229]
Within Groups 114.334 394 .290
Total 116.344 399

wa Between Groups 2.093 5 419 1.084 .369]
Within Groups 152.142 394 .386
Total 154.236 399

w5 Between Groups 491 5 .098 444 .818
Within Groups 87.134 394 221
Total 87.625 399

w6 Between Groups 2.082 5 416 1.374 .233
Within Groups 119.419 394 .303
Total 121.501 399

w7 Between Groups 1.576 5 315 1.728 127
Within Groups 71.889 394 .182
Total 73.465 399

total Between Groups 465 5 .093 .867 .503
Within Groups 42.263 394 107
Total 42.728 399
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