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Computers are a common tool in virtually every household and the
use of the Internet is widespread. Consequently, commercial banks saw this as
an opportunity to reduce working processes and costs by providing customers
with a wide variety of services online. Hence, commercial banks place
significant importance on Internet banking to market their products. However,
based on research conducted last year, commercial banks found out that only
a certain percentage of computer users knew how to use Internet banking
properly. The purposes of this research were as follows: (1) understanding
Bangkok consumers in terms of their knowledge, attitude, confidence and the

obstacles with regard to conducting financial transactions through Internet

(6)



172099

banking services, (2) examining the factors which determine Bangkok consumer’s
behaviors toward conducting financial transactions through Internet banking
services, and (3) investigating factors influencing consumers’ confidence and
trust in banking services through Internet.

The research was based on 400 questionnaires answered by Internet
users aged above 20 years old and residing in the Bangkok area. The two
methods that were used in analyzing the data were logistic regression and
analysis of variance (ANOVA). The results of the research were as follows:

1. The sample groups were mostly males aged between 20-29 years
old. They were Bachelors’ degree holders or the equivalent, and company
employees earning a monthly income of between 10,000-19,999 baht. Average
usage of Internet banking services amounted to 1-6 times per month. In
addition, the services of Siam Commercial Bank and balance inquiries were
the banking services most frequently selected by Internet users.

2. The sample group obtained information regarding financial services
from Internet banking websites. They possessed a medium level of knowledge
and understanding regarding the definition of Internet banking services, but
they had a high level of knowledge and understanding regarding Internet
banking services. The study also discovered that the sample group had an
agreeable attitude with regard to Internet banking services and had a high
level of confidence in the data security system in Internet banking. It also
revealed that most of the sample group decided to use Internet banking

services in the future.
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3. In testing the original hypotheses, it was also found out that a client’s
income, knowledge, understanding, and attitude with regard to Internet
banking services were the major factors influencing the consumer’s decision
in conducting financial transactions through Internet banking. In addition, age,
attitude and consumers’ confidence and trust in the data security system of
Internet banking services were the main factors influencing the consumers’

confidence in the accuracy of Internet banking services.
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