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ABSTRACT

The objectives of this research were to study the internet banking usage behavior
in Generation Y customers of Bangkok Bank Public Company Limited at Hatyai district, Songkhla
province and the relationship between marketing mix and internet banking usage behavior. The
samples were 385 Generation Y customers who have used internet banking service of Bangkok
Bank Public Company Limited at Hatyai district, Songkhla province. The data were analyzed by
frequencies, percentages and chi-square test.

The research results found that most of Generation Y customers have used the
internet banking service for 1-3 years, with more than 5 times/ month and frequently used
financial service was transfer money. They used this service because it was quick and easy that
decided to use by themselves. The period of time for used service was 6.01-12.00 pm., mostly
used via a mobile phone, and they studied and learned how to use by themselves. When customers
used service in each time, they employed to make financial transactions less than 15 minutes, paid
a fees less than 25 Baht., and found problem about slow data accessing. Moreover, they believe
that the use of this service will increase in the future. Considering, marketing mix factors related
to internet banking usage behavior with a 0.05 significant differences as the following; 1) Products
related to service channels, service usages, and period for use service 2) Price related to service
fees 3) Place related to frequency of use, types of financial services, and service channels. 4)
Promotion related to quantity to use service in the future and 5) Process related to frequency of
use. However, people and physical factors not related to internet banking usage behavior.

The suggestion of this research is bank should reduce fees of internet banking

service for lower than branch services to motivate customers even more use service.
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Abstract

The objectives of this research were to study the internet banking usage behavior in
Generation Y customers of Bangkok Bank Public Company Limited at Hatyai district, Songkhla
province and the relationship between marketing mix and internet banking usage behavior. The
samples were 385 Generation Y customers who have used internet banking service of Bangkok
Bank Public Company Limited at Hatyai district, Songkhla province. The data were analyzed by
frequencies, percentages and chi-square test.

The research results found that most of Generation Y customers have used the internet
banking service for 1-3 years, with more than 5 times/ month and frequently used financial
service was transfer money. They used this service because it was quick and easy that decided
to use by themselves. The period of time for used service was 6.01-12.00 pm., mostly used via a
mobile phone, and they studied and learned how to use by themselves. When customers used
service in each time, they employed to make financial transactions less than 15 minutes, paid a
fees less than 25 Baht., and found problem about slow data accessing. Moreover, they believe
that the use of this service will increase in the future. Considering, marketing mix factors related
to internet banking usage behavior with a 0.05 significant differences as the following; 1)
Products related to service channels, service usages, and period for use service 2) Price
related to service fees 3) Place related to frequency of use, types of financial services, and
service channels. 4) Promotion related to quantity to use service in the future and 5) Process
related to frequency of use. However, people and physical factors not related to internet
banking usage behavior.

The suggestion of this research is bank should reduce fees of internet banking

service for lower than branch services to motivate customers even more use service.
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