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Thesis Title : The opinion of customers in Bangkok metropolis

On the images of Bank of Asia Public Company Limited

Name : Miss Ananya Phuntmek
Thesis Advisor : Assoc. Prof. Suwattana Wongkaphunt
Department : Business in Mass Communication
Academic Year : 1999

Abstract

The objectives of the research on “The Qpinion of Customers in Bangkok Metropolis on
the Image of Bank of Asia Public Company Limited” are

1. To study the opinion of customers on the image of Bank of Asia.

2. To study the customers® gratification towards the services of the Bank.

3. To study the customers' exposure to public relations media of Bank of Asia.

The samples used in this research consist of 400 small-time customers of Bank of Asia

residing in Bangkok Metropolis area.

The findings of the research are as follows.

1. The majority of customers find that the general characteristics of the Bank are
modernity, which conforms to the lifestyle of the new generation, the use of modern banking
technology and impressive physical outiook of its premises. Ali these add to the positive image
of Bank of Asia.

2. Inview of the services, it is found that the majority of customers prefer to use cash
withdrawal services from the automatic teller machine (ATM). Additionally, it is found that their
gratification towards the services of the Bank are at an average level.

3. Inview of the exposure to media, it is found that the majority of customers are
exposed to television most. Meanwhile, they receive information about the activities of the Bank
from such public relations media as brochures and pamphlets most. The customers opinion
that Bank of Asia ought to participate in social activities but the samples are not quit aware of

the charitable involved by the Bank. Besides, in view of the press release of the Bank, it is



found that the sample group consumes insufficient information about the Bank. They want the
Bank to do more pubilicity via television, newspaper and website/internet.

4. Intesting all 3 hypotheses, it is found that the customers of differing age groups,
educational backgrounds and professions show different gratification towards the Bank's
services. The customers of differing sexes and income rates do not show a statisticaily
significant difference in terms of their gratification towards the services. Furthermore, it is found
that the customers of Bank of Asia do not receive sufficient information from the media

distributed by the Bank.
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factors influencing bank customers’ behavior)

External Factors fasginneiuan
a) Culture — (I) Culture
(i) Social class
b) Social (I) References groups
(it) Family

(i) Roles and status

Internal Factors taseinelu
c) Psychological - (I) Motivation and perception
(i) Attitudes and beliefs
d) Personal - Life-cycle position, age,
employment,
Economic standing,

Lifestyle, personality

Consumer

v
gnAn

The buying process

NT=LNUNN9T8

(Arthur Meidan, 1984: 23)
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