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Independent Study Title Factors Affecting Behaviors of Customers toward the Currency
Exchange Service of Krung Thai Bank Public Company Limited

Name-Surname Miss Benjaporn Cheedim
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Independent Study Advisor =~ Miss Nopphawan Photphisutthiphong, Ph.D.

Academic Year 2012

ABSTRACT

The purpose of this independent study was to study the personal factors and the marketing
mix factors affecting customers’ behaviors toward the currency exchange service of Krung Thai Bank
Public Company Limited (“KTB Currency Exchange Service”) in Bangkok and Metropolitan Area
(BMA). The samples consisted of 400 participants, selected by using quota sampling, and the
questionnaire was used as an instrument for data collection. Statistics used for data analysis included
Percentage, Mean, Standard Deviation, the Independent Samples t-test, One-way ANOVA (F-test),
and Chi-square (xz- Test).

Due to the hypothesis testing between the personal factors and the behaviors toward KTB
Currency Exchange Service, the results revealed that the different personal factors differently
affected the frequency of using service. Besides, occupation and monthly income were significantly
related to the behavior in terms of the highest duration of using the service, the most frequently used
service type, and frequency of using service at a significance level of 0.05.

Regarding the marketing factors, the results showed that all aspects of the seven marketing
mix factors were related to the behavior toward the KTB Currency Exchange Service in terms of the
highest duration of using the service, the most frequently used service type, the most frequently
used currency, the day of using service, and frequency of using service. However, the people aspect
was not related to frequency of using service, and the process aspect was not related to the most
frequently used currency and frequency of using service whereas the physical evidence aspect was
not related to the most frequently used service type.
Keywords: behavior of using service, currency exchange service, krung thai bank public company

limited
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