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58930157: MAJOR: PUBLIC AND PRIVATE MANAGEMENT, M.P.A.
(PUBLIC AND PRIVATE MANAGEMENT)
KEYWORDS: SERVICE/ QUALITY OF SERVICE/ DIGITAL BANKING SERVICE
SYSTEM/ BANGKOK BANK PUBLIC CO., LTD.
PATCHARA SANJAIVUT: QUALITY OF DIGITAL BANKING SERVICE
SYSTEM OF BANGKOK BANK PUBLIC CO.,LTD. BANGPAKONG BRANCH BASED ON

BANK CUSTOMERS’ OPINIONS. ADVISOR: RACHATA CHANNOI, Ph.D. 79 P. 2017.

The purpose of this study was twofold. First, it aimed at examining a level of quality of digital
banking service system of Bangkok Bank Public Co., Ltd, Bangpakong branch based the opinions of bank
customers. Also, this study intended to compare the level of quality of digital banking service system of
Bangkok Bank as classified by the bank customers’ characteristics. The subjects participating in this study
were 326 bank customers who used digital banking service system provided by Bangkok Bank, Bangpakong
branch. These subjects were recruited based Yamane’s sampling formula. The instrument used to collect the
data was a questionnaire constructed by the researcher. The statistical tests used to analyze the collected data
included frequency, percentage, means, standard deviation, t-test, and One-way ANOVA.

Regarding the subjects’ demographic information, the results of this study revealed that the
majority of them aged 25-30, using the digital banking service for the purpose of checking their account balance
via the bank website. Also, they rated the physical quality of digital banking service system of the Bank at a
very good level. When considering each aspect, the one in relation to channel for banking application was rated
at a very good level. Also, the quality of safety of the system was rated the highest, followed by its
effectiveness, and physical environment, respectively. Regarding the digital banking service system via the
bank website, it was also rated at a very good level. Specifically, the quality of safety of the system was rated
the highest, followed by its effectiveness, and physical appearance. In addition, based on the results from the
comparisons, it was shown that there were statistically significant differences in the level of opinions towards
the quality of digital banking service system of Bangkok Bank among the bank customers who had different
age and type of used digital banking service at a significant level of .05. Finally, no statistically significant
difference was found in the level of opinions towards the quality of digital banking service system of Bangkok

Bank among the bank customers using different types of digital banking service.
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