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Abstract

The research is aimed to study (1) the social and economic features of people using
the services of commercial banks in multi-national superstores (2) people’s behaviors on using
the services of commercial banks in multi-national superstores (3) marketing, social and
economic factors influencing the selection on using the services of minor branches and
automatic machines within multi-national superstores (4) people’s problems on using the
services of commercial banks in multi-national superstores in Hatyai City Municipality,
Songkhla Province. The data were collected via the structured questionnaire to achieve 180
respondents. The data are analyzed by the descriptive statistics and Chi-Square test.

The results reveal that most of the respondents, 66.7%, are female, and 33.3% of
them are male. The respondents are 20-39 years old, single and married equally. The majorities,
81.1%, were educated in the primary level to bachelor degree. The respondents, 56.1%, work as
company employees, state enterprise officers, and civil officers. The minorities, 12.2%, do their
own business. The respondents mostly earn their personal income less than 20,000 baht/month;
in addition, 66.7% of them earn their household income in between 10,000-50,000 baht/month.

The respondents regularly use the services of Bangkok Bank PCL, Siam Commercial
Bank PCL, Krungthai Bank PCL, and Kasikorn Bank PCL. Most of them, 72.8%, use deposit-
withdrawal services. The respondents, 60%, have been the clients of commercial banks for
more than 3 years. In view of using the services of commercial banks via channels within
multi-national superstores, 47.8% of the respondents use only the services of minor branches,
28.3% of them use only the services of automatic machines, and 15% of them use both types of

services. However, 8.9% of the respondents have never used both mentioned services.
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The main reasons of using the services of commercial banks in multi-national
superstores are described as details. The aspects of convenience to access the services and the
nearby locations are the main reasons. Most of the clients mostly use deposit-withdrawal
services. The average transaction value at minor branches and automatic machines is less than
30,000 baht.

The marketing factor in view of the place aspect reveals as following. The service
channels, which suit the numbers of users, influence the clients’ decisions to use the services of
minor branches and automatic machines within multi-national superstores in the good level. As
for the marketing promotion factor, the suitable marketing promotion and media diversification
influence the clients’ decisions to use the services of minor branches and automatic machines
within multi-national superstores in the bad level. In view of the aspects of product, price,
place, and marketing promotion influence the clients’ decisions to use the services of minor
branches and automatic machines within multi-national superstores in the neither bad nor good
level.

The quantitative analysis reveals that the personal and household income level
influence the using of the services of minor branches in multi-national superstores with the
statistically significant level at O = 0.05. Age, personal income, and household income
influence the decision on using the services of automatic machines with the statistically
significant level at Ol = 0.05. The educational level influences the decision on using the
services of automatic machines with the statistically significant level at OL = 0.01.

Problems on using the services of minor branches and automatic machines within
multi-national superstores are described as details. The respondents, 51.7%, had encountered
the service problem. The product aspect is raised as the main difficulty when using the services
through minor branches. Finally, the numbers of automatic machines are raised the major

problem when using the services through automatic machines.
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