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ABSTRACT

In the past, commercial banks focused on price war to attract customers on loan requests.
However during economic downturn, many commercial banks faced losses causing them to adjust
their strategies to be in line with said situation. From the continuation of competitive situation,
Kbank adjusted its strategy to overcome situation and stiff competition therefore the researcher is
interested to confirm marketing factors that impact Kbank services usage’s behaviors in Bangkok
areas in order to develop approaches and methodologies in developing Kbank services.

The results of sample groups’ survey stated that sample groups are mostly female at the
age between 31 and 40 years old, single, bachelor degree possession, private companies’ worker
with salary ranging from 30,001 to 40,000 baht. The survey results found that one of the factors
attfacting customers to deposit and/or withdraw is the numbers of bank’s branches. Customers
normally use bank services in department stores during weekend via self-service machines.
Customers learn information from television and mostly use services 1 to 3 times a month. The
results of the study on importance level also found that customers see product and fee factors as
an importance while service channels, marketing communications, physical characteristics of the
staffs and operational processes are among the most important ones. The analysis of relationship
between personnel and marketing factors that impact Kbank services found that gender, age,

marital status, career and monthly incomes have different impacts.

I11



The conclusions of the study suggested that banks should increase its service varieties for
examples services through mobile applications and should use better technologies to provide
innovative products and services over its competitors. Banks should also charge appropriate
service fees, equal loan interests at willing to pay level. Moreover banks should expand branches
to other attractive locations such as new tourist attractions. Banks should promote new services
through marketing booths and join more social activities like communities. Banks should improve
service skills of bank’s stéffs to serve faster so that service time is short and clear. Moreover
should increasé the numbers of security and polices with monitoring systems to prevent staffs’

corruption.
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Mean if Item Scale Variance if | Corrected Item Alpha if Item

Deleted Item Deleted Total Deleted
X1 80.8000 40.5895 0.4951 0.7883
X2 81.1500 39.8184 0.4640 0.7887
X3 81.5500 40.0500 0.4704 0.7886
X4 81.4000 41.8316 0.3620 0.7950
X5 81.2000 43.3263 0.1222 0.8079
X6 81.3500 45.0816 -0.0499 0.8134
X7 81.3500 40.8711 0.4216 0.7917
X8 80.4500 43.9447 0.0688 0.8097
X9 80.5500 42.7868 0.2057 0.8027
X10 80.7000 41.3789 0.2768 0.8005
X11 81.4500 44.1553 0.0187 0.8159
X12 81.0500 42.0500 - 0.4337 0.7931
X13 81.2500 45.0395 -0.0434 0.8126
X14 80.8000 41.0105 0.4413 0.7910
XI5 80.8000 43.5684 0.1646 0.8035
X16 80.9000 43.5684 0.3195 0.7989
X17 81.1000 35.6737 0.7446 0.7668
X18 80.9000 40.9368 0.4437 0.7908
X19 81.1000 36.6211 0.7659 0.7681
X20 81.0500 37.3132 0.6513 0.7753
X21 80.9500 40.1553 0.5898 0.7843
X22 81.0500 41.6289 0.4050 0.7932

N of Items = 22

Alpha = 0.8028



$ a s LY o o w = Y o
ﬂ'li'N«ﬂ'lﬂN‘H'Jﬂﬁ 2 Nﬁﬂ']i’)!ﬂ513?753ﬂﬂﬂ'3'luﬁ'lﬂﬂ]u"llf‘)\3ﬂ%i]EJ@sll'l'lJWﬁﬂﬂmm

ey e . FTAUANUEIAY L GRUSTINSIN
P8R IUNAAN N U ~ 5 AunaY
Hoshga WINNYA WINTTIU
AanurannaevesgluuumsIiusns 400 3 5 4.50 0.580
m3ldma TuTagnnumislunis1duSois 400 1 5 4.08 0.762
A a @ I'd = ] ] 4
UnanA LAz UM I HANA19IATUIAITOU 400 1 5 3.82 0.807
MINMANUINT 3 Han15 AT IEHTzAUANYE IR vesTadedus I
oY f LAUANUFIATY .4 dadeauuy
1J998A11U51a1 U 3 . ANy
LI MNNYA AT
3/
sarmenidiulugmunzay 400 3 5 3.87 0.678
BRIIABITUEIENNST 1DURUTZHINTIUT (LONIUA)/FUIATOU 400 3 5 3.86 0.702
N E ATl
Fa51MI NI AU LT M ATATIATAAMUIZ AL 400 3 5 3.79 0.645
9R51A155 U ENNTNITRS ATM MU EY 400 2 5 3.85 0.680

79



4 o d @ o o @ 1 @ o 1
ﬂ’]i‘l\‘ieﬂ’]ﬂwuﬁlﬂﬁ 4 Wﬂﬂ'ﬁﬁllﬂ?’lgf"ﬁigf'ﬂ‘Uﬂ'J']ﬂJfﬂﬂﬂfUﬂﬂﬂﬂ%Uﬁ?u“ﬁ@ﬂﬂ’lﬂﬂ’]iﬂﬂﬂ’]ﬁu’lﬂ

vy o . FTAVANNTINDY Do daulisayy
M9 UFBINIINTIATIHUY U ~ ~ AURRY
HoeTige WINTga WIS
Tansoungu azaanlumsldusms 400 3 5 4.37 0.663
=Y A ] g
Anno TAna1099InIe NIN1eATIAZ NSO 400 3 5 4.37 0.673
! = J w o w ar 4
AT NMANUING 5 namT T IEHsrAuaNud Ay eTilsdumsdeaIsnmsana
vy 4 y sTAUANNTIATY D aouuy
Havea UM ITea1IN1IAnIa 91U =~ b I AURDY
RN Mnnga WINTIU
M3 Tawaruions o 400 2 5 4.40 0.753
Twiinaueen lluugihinimsana 400 1 5 4.13 0.853
UMTUINUDIYIY VOIMUA LUNANAAIN ) 400 g 5 4.36 0.650
MIIANINTTUNAIAY 400 3 5 4.20 0.673
msan/ondumsssuiion 400 3 5 435 0.597

£9



{ a o @ o o o
ﬂ151\1ﬂ1ﬂwu?ﬂﬁ 6 Nﬁﬂ']i')m'i']&“ﬁ53@‘1]?‘1'3']11ﬂTﬂiyﬂlﬂﬁﬂﬂ%ﬂ@sﬁuﬁﬂHﬂl%ﬂ']ﬂﬂ'l‘w

.y . . szauANUdIAg Lo Aoy
Jagsauanyuzmenn DRITELY 5 ANy
wINNga NI
A o~ o o ~ oA
FoITUWATMNANY VBT IAITANUUUTEND 400 5 4.42 0.636
ANMMIEANVBIMIAnEInIs I uaz neuen1A1S 400 5 4.37 0.607
AU NUATAINNIINOADANNABINT 400 5 431 0.515
MINNNUINT 7 namsiaseHszauanudvgvesieduyaaing
. » / FEAUANNTIALY L GIIRTEENY
HJadearmyaning 19U 5 ANy
wNAga WIRNTFIY
] = s
anusaE lumsldusmsveswiinau 400 5 4.20 0.744
anugndealumslfuimsveswineu 400 5 4.33 0.597
361 WITYIN MTUFINTY HAZBTIFIVOINTINIIU 400 5 4.29 0.602
wiinaudinnwd enudr b lundasasiuazuims 400 5 4.25 0.720

¥9



H a d @ o [
ﬂ]i'Nﬂ]ﬂN‘N']ﬂﬁ 8 Wﬁﬂ']i?lﬂi']g'ﬂigﬂ‘ﬂﬂ'ﬂllﬁTﬂﬂJﬂJﬂQﬂ%%UﬁTUﬂizﬁjuﬂ'ﬁ

oy . TEAUANUTINY o audeany
198AIUNTLUIUNT ORITELY —~ = AIRAY
Uosnga mniga UINTFIU

:" 9 Y a 1 1 9

vuaoulumsnlsuSnmsazain 9o ligudou 400 2 5 4.38 0.753

= 9 a = Y a

M5 l¥szuual vazianuauenialunmsvusns 400 3 5 4.34 0.620
uszvusnmnnulasasis uazdeyahn 14aleld 400 2 5 4.14 0.703

$9



1
A

Fo-uimana
O = aAf a
Muneull Ha
da
ANTUNUNA

d‘ 1 (%
asunegagiiu
sz iamstinn

d o
Uszaumsaiiianu

UNTI 235001 WO

27 SUNAN WA, 2533

WHIANTEUATATBYTEY

64/2 My 7 AUanands suNeMIALINGN

TN TANIZUATATOYTHN

WAL 2552 UTHIFINUAYAT IN1RENITUIMITUALZIANS
aoniuma TuTagnszaomnd udrqammisaianszals

WAL 2556-2557 134N nens Ing $10@ (uvww)

AU RUIYITRUTMsieRaN ST UUTRINNAITRARD

9na1





