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In studyiné the 4 customers opinions toward the Automatic
Teller Machine - (ATM)l services_ provided by commercial banks, . the
author had focused only on ATM card holders of Bangkok Bank, Siam
Commercial Bank and Thai Farmers bank with purposes to gather . the
customers opihions and’ suggestions and to study their behaviors
concerﬁing- the services as well as the problems which may arise in
order to benefit -the development and plapning on commercial banks
provision of ATM services

Hypotheses sel for this study are as follews :

1. The most important (reason-in using an ATM is convenience.

2. The "|customers will, after the ATM service is launched,

deposit, /_with or ‘transfer money through an |ATM more often than they

"have done earlier.

In this study, the author has applied the method of sampling.
to the customers at ATM booths in various districts of Bangkok
Metropolis by interviewing through questionnaires. The findings from

analysing the samples are as follows :



It is found that most customers ages range between 18 - 25
years, hold Bachelor s degree, work as company employees and earn an
income between 2,000 - 4,000 baht. They prefer the service of one
bank only. The foremost reason inducing them to use an ATM is
promptness. They do not have to waste their time on waiting for the
processes at the bank teller counter where other customers would also
have awaited same services. There are three factors affecting the
decision to select the bank i.c. an account has already been opened
with that bank, the location of the ATM is in the vicinity of office
and residence. Most eustomers use the service beyond banks Qorking
hours in order to with Araw cash. The deposit is rarely transated as
most of them would depositl through bank teller counter owing to lack
of either understandiﬁg how to operéte or confidence in the accuracy
of the ATM. With respect. to the transfer of money, most of the

customers never transact it .through an ATM. on average, ATM card

~holders wuse the services more than 4 times a month which is more

frequent compared with transactions effected by their deposits,
withdrawals or transfers through the teller counter before the ATM
service was introduced.

Most of|the customers think that the glass window enclosing
the ATM/ is 'necessary - for "the'sake of safety.  The proportion of
female customers supporting this necéssity is higher than that of
male one. They mostly agree that the ATM tranéaction record provides
sufficient details and that the illustrafion depicting the directions
to use, particuiarly regarding the deposit and transfer of mcney, are

quite helpful.



With regard to the problems arising from ATM servicé, they
seldom face queing. The ATM card holders of Siam Commercial - Bank
face this problem the most. The time spent on queing averages 5 - 10
minutes. Other problems occur from the machine s deposit envelope.
This often makes the customers bored due to waste of'time. Besides,
most customers do not know that the ATM can render other services in
addition to the deposit, with drawal, transfer of money and inquiry
of blance. |

Suggestions on_.the' direction to  provide services of the
Commercial Banks AIMS. aré / as follows : The directions on how to
operate an ATM for yarious transactions should be demonstrated to the
Customers when they applf for the éafds or receive them. The illustra-
tions depiciting the directions to use should be poéted beside the
ATM so that thégcustomers who=-are §till not getvused to it or never
use it for certain transactions can look:on while operating the ATM.
With regard to the advertisement of infofmation on the services of
the ATM, the Bank should use more advértising media to get all the
customers informed ‘and induce them to utilize the ATMs. Regrading
the location, Thé Bank shoﬁld éraw up-almap’showing loéations of all
ATMs and post it |beside the ATM or at.various branch offices‘or have
it illustrated on Ccard| = ‘envelopes or [pécket L calendars distributing
to the customers to mitigate the problem of queing. In additions,
the Bank should enhance the safety.for‘the customers who may use an
ATM in non - business areas or non - shogpingvcenters expecially
during nighttime. This can reflect their atéention to the customers

and create a good image.
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