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ABSTRACT

Presently, the internet network communication has been growing and the usage rate has
been rapidly increasing. As a result, various business sectors have been applying the technology
for business operation. called the internet banking. Likewise, the executives of Novotel
Suvarnabhumi Airpoert Hotel recognized the significance of the internet banking technology. The
system thus has been applied for management of employee salary through the- TMB internet
banking. Therefore, the objectives of this research are to study usage behaviors and satisfaction
toward the TMB internet banking. The questionnaire is used for.compiling data totaling 245
cases. The percentage, mean and chi-square are applied for data analysis.

The demographic data showed that the majority of respondents was female; aged 31-40
years; educational background.was Bachelor’s degree; job level was operation; and average
monthly income was between 10,000 and 25,000 Baht.-The results on behaviors of TMB internet
banking usage showed that the majority of users had been using the service between one and three
years. They used the service between one and three times per month; the period of service using
was between 11:01 am and 15:00 pm during a lunch break. The average use period was less than
15 minutes per time. The place of using was various. The influencer was themselves. The
transaction mostly used was money transfer. The rationale of using was convenient, speedy and
time-saving. The findings on satisfaction toward the TMB internet banking service revealed that,
the service provision system, the respondents were satisfied at high level. The highest mean was

the bank fees were lower than other banks. For using process, the highest mean was order

I



requested where the usage was likely risky, for example, one-time password. For service
providers, the most satisfactory item was responsibility and service mind and knowledge of staff
for providing information. Meantime, the analysis results on correlation between demographic
data and service satisfaction indicated that, the department and monthly income correlated with
service system in term of apprehensive usage manual, diversified transactions and transaction
fees. For usage process, it was found that the department and monthly income correlated with
personal verification before using, one-time password request upon risk, system stability and
personal information safety. For call center staff, the department and monthly income correlated
with all items.

It is recommended that the service providers should-improve and develop log-in system
and system stability. The call.center staff should be trained-for-developing.competency to resolve
problems quickly. In addition, TMB should keep its advantage on low transaction fees compared

to other banks as well as consider safety of customers’ personal information.
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