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ABSTRACT

This study involved consumers’ behavior in using ATM services of a commercial
bank in Chiang Mai City area. Specifically, it analyzed the reasons are the behavior of
the bank’s customers to use other bank’'s ATM services, examined the shares of
transaction that customers utilized, and identified the reasons for making other financial
transactions apart from cash withdrawal, as well as investigated the problems and
opinions of the bank’s customers. Data and information were collected from 250
samples, indentified by proportionally purposive sampling method, who were holders of
ATM cards issued by 12 branches of Ayudhya Bank in Chiang Mai City area including
Chiang Mai, Nong Prateep, Pratu Chang Phuek, Chang Klan, Mahidol, Airport
Intersection, and Chotana branches, and Huay Kaew sub-branch. Analyses were based
on descriptive statistics such as frequency and percentage. Chi-square test was
performed to assure the relationship among various factors at 0.05 statistically significant
level.

The firdings revealed that most Ayudhya ATM card holders used the bank’s own
ATM facilities since they knew they had to pay fee for using other banks’ services. The

reasons for them to use other bank’s ATM facilities were the inadequate number of



machines provided by Ayudhya Bank and the frequent malfunction of the ATMs. The
most common ATM transaction made by the samples under study was cash withdrawal,
followed by inter-bank money transfer, payment for utility bills, and payment for purchase
of goods and services. The main reason for using ATM services was the 24 hours
services. The factor most influential for using Ayudhya ATM services appeared to be the
feature of the card which allowed the making of all banking transactions with all other
commercial banks. The factor contributing to the use of other banks’ ATM facilities was
the inadequate availability of Ayudhya Bank’s machines.

The samples under study advised that the service they desired most was safety,
particularly installment of close-circuited television to ensure safety like the condition in
the bank’s branch offices. To improve services, the Bank should provide more ATM
facilities, establish safety measures and arrange for bank staff to station at various busy
ATM spots such as these in shopping centers and office buildings to help customers in
using different options of ATM card services correctly. All these should help maximize

customers’ satisfaction and increase options in baking services for customers.



