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ABSTRACT

In the past fe@ years, the Introduction of computer technology
into the banking business has greatly transformed commercial banking
service. New computers technologies have been successively employed
to increase customers convenience. One important initiation in this
field is the installation of an on-line computer system among various
branches of a bank, resulting in many new kinds of service called
"Electronic Banking''. One such electronic banking is the EFTPOS or

Electronic Fund Transfer at the Point of Sales which is being widely
used in many countries and has recently been launched in Thailand.
As EFTPOS is a novel kind of banking service that has yet to gain its
popularity, it is of great interest to survey and analyse the

customers' opinion of it.

The aim of this research is to collate the customers' opinions
and behaviour in using the EFTPOS, the problems they have with it
and the tendency of their demand. The research method used is a sampling

survey of the opinions of both consumers and non-users of the



EFTPOS at various places of service and automatic teller machines

in Bangkok by means of a questionaire. The research target group
is the customers of the electronic banking service of Bangkok Bank.
Giam Commercial Bank and Thai Farmers Bank. The summary of the

research result is as follows :~-

Most of the EFTPOS consumers are private employees between
18 to 25 years of age, with college education and a monthly income
of 2,000 to 4,000 baht. The ATM card mostly used by these people is
that of the Siam Commercial Bank. Their most important motivation
to use the EFTPOS is the convenience it provides i.e. they can
purchase things without having to bring enough, or even any, cash
along. The most effective medium by which they are informed of the
EFTPOS is the advertising poster in department stores. In general,
they use the EFTPOS mostly in department stores and supermarkets
during holidays about 1 to 2 times per month. Their average EFTPOS
spending ranges from 100 to 500 baht at a time. This represents no

increase in their spending compared with the pre-EFTPOS period.

Most consumers consider the EFTPOS fairly and considerably
serviceable to them and expect to continue using it. The majority of
the consumers think that the EFTPOS operating procedure is not
complicated. Among those who think it to be so, the femal are
preponderant. As to the present problemsvof the EFTPOS, one is the
insufficient number of the EFTPOS terminal. Averagely, it takes
them 3 minutes to queue up and another 3 minutes to operate the
machine. Apart from that, most consumers think that there are still

too few locations of EFTPOS. They would like to have the EFTPOS



installed in more department store and gas stations and the services
provided should be extended to include public utilities payment and

cash drawing.

The survey shows that the non-users of EFTPOS are of the
same age and socio-economic background with the consumers. More than
half of the non-users are not informed of the EFTPOS at all. The
rest of them do know about it from various mass media the most
effective of which are newspaper and magazines. The primary reason
for their not using the EFTPOS is that they are accustomed to cash
payment. The secondary ones are the too little amount of money paid
and their lack of information about the EFTPOS operating procedure.

However, most of them expect to use it in due occasions in the future.

On the basis of the research findings, a number of measures
can be taken to improve the EFTPOS. Marketing activities such as
advertising and public relations should emphasize the convenience
and safety provided by the EFTPOS for the customers and try to change
the customer's attitude that is is embarrassing to use the EFTPOS
for small payments. Customers should be effectively informed of
the method and locations of EFTPOS. Advertising should be increased,
especially by means of the most effective media ie.posters in department
stores and bank and their employees who have close contact with the
customers. The EFTPOS operating system should always be maintained
in good conditions and developed further. More EFTPOS machines should
be installed where customers' demand is high. Easy and convinent
access should be an important criterion in choosing a machine's

location. Prominent and clear signs of a machine should also be



provided. Finally, the EFTPOS should be extended to other feasible
businesses such as gas station, co-operatives, restaurants and
payment of public utilities bills etc. so as to increase the customers'

convenience and employ the EFTPOS at its full capacities.
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