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Independent Study’s Title The Effect of Digital Banking Service Factors on the

Performance of Krung Thai Bank Customer Service
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Student’s Name KitipongY ossak
Major Management
Academic Year 2018
Advisor NarineeSaengsuk, Ph.D.

ABSTRACT

The objectives of this research were (1) to study the effect on the performance of Krung
Thai Bank customer service officers and (2) to study the effect of digital banking service factors
on the performance of Krung Thai Bank customer service officers. This study was a quantitative
research. Data were collected through online questionnaires. The sample of this study was 299
Krung Thai Bank customer service officers. Data were analyzed using statistical methods.

The results of this research indicated that most of the respondents were female, between
26-35 years old, single, graduated with a bachelor's degree, worked as customer service officer,
and had 5-10 years of work experience. Four external environment factors, namely: political
and legal, economic, social, technological factors influenced the provision of digital banking
services. These factors were related to the performance of Krung Thai Bank customer service
officers, leading to their needs for self-adaptation, developing learning, and attitude at work as
well as serving customers with a significance level of 0.05

Keywords: Digital banking, External environment, Operational effect
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