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ABSTRACT

This independent study aims to study perception of customers in Amphoe
Mueang Chiang Mai towards service quality of KTB Online. The subjects for this independent
study consisted of 200 KTB Online customers’ in Amphoe Mueang Chiang Mai who regularly
uses KTB Online and were convenience sampling. Questionnaires are used to collect data and
statistics used to analyze the data are descriptive statistics including frequency, percentage and
mean and inferential statistics including T-test and ANOVA.

The results of the study shown that most of the respondents were female
educated to graduate or equivalent level, and the largest groups of respondents was age between
20 and 30 years old, income between 10,000 and 20,000 Baht, duration of use KTB Online was
up to 3 years and the most of transactions used were check account balances or account statement.

This study found that dimension of efficiency and dimension of privacy were
two top dimensions average perception score of E-S-Qual model and dimension of system
availability was the lowest. The opinions “This site is simple to use.” was the highest average
perception score of all opinions in E-S-Qual model and “Pages at KTB Online do not freeze after
I enter my order information.” was the lowest.

The respondents highest dimension average perception score of E-RecS-Qual

model was contact dimension and opinion “This site provides a telephone number to reach the



i)

company.” was highest average perception score. Compensation dimension was the lowest
dimension average perception score and opinion “I can adjusted or cancelled transaction from
everywhere.” was the lowest average perception score.
The overall satisfaction of respondents towards KTB Online use in high level.
The suggestions for develop KTB Online to become the convenience bank
should be developed speed to increase strengths of KTB Online, developed communication in

order to enhance service delivery and developed flexibility to minimize potential problems.



