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Abstract

In this independent study, the researcher examines 1) It explores the attitude of clients in
Bangkok metropolitan area towards merger plan between both banks. 2) It also examines the
confidence of clients in Bangkok metropolitan area to use services of to-be-merged banks. The
sample in this study was the service users of any bank in Bangkok. That is aged 20 years and
over, amount 400 The instrument used to collect the questionnaires were validated quality with the
reliability of the questionnaire was 0.945 The data obtained were analyzed using descriptive
statistics including the Frequency, Percentage, Mean and Standard deviation. Assumptions
by Analyze inferential statistics , including t-Test, One way Analysis of Variance compare pairs by Least-
Significant Different (LSD) and Pearson’s product moment correlation coefficient method. The
research findings reveal that 1) Clients with different gender, age, educational level and occupation
have an indifferent confidence to use services in terms of ‘tangibility’, ‘reliability’, ‘responsiveness’,
‘assurance’ and ‘empathy’. Although clients with different average monthly income have different

confidence to use services in 2 aspects: ‘assurance’ and ‘empathy’; the confidence in 3 aspects:



‘tangibility’, ‘reliability’ and ‘responsiveness’ is indifferent. 2) The relationship between the attitude
and confidence to use services of to-be-merged banks is found. Despite the fact that the attitude in light
of knowledge and understanding has a relationship with the confidence to use services in terms of
‘empathy’ in the same direction with very low relationship values. It has no relationship with ‘tangibility’,
‘reliability’, ‘responsiveness’ and ‘assurance’. Meanwhile, there is a relationship between the attitude in
light of emotions, feelings and behaviors and the confidence to use services of to-be-merged banks in
all aspects of service quality in the same direction, with a low to very low relationship. In conclusion,
the banks with the merger between TMB Bank Public Company Limited and Thanachart Bank Public
Company Limited should encourage to clients’ attitude in light of better knowledge and understanding
of merger plan. And the clients still have a high level of confidence to use service of to-be-merged

banks and the highest level of confidence towards ‘responsiveness’.

Keywords : Merger, Attitude, Confidence
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