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The Customer Journey of E-Banking Service: A Case Study

Senior Customer in Mueang District, Chiang Mai Province
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ABSTRACT

This research was conducted to figure out elderly customer’s behaviors and analyze
influential factors on using online-banking, in Chiang Mai District, Chiang Mai Province. Data
were collected, using research tools to review 400 participants (over 50 years old: elderly).
Frequency distribution, percentage, average and binary choice model were applied for
statistical analysis. The key findings pointed out that main users are female, ranging between
50 - 55 years of age, married, graduated (bachelor degree), retired, salary ranging between
30,001-40,000 baht. Forecast Model Development revealed that influential factors on
customer’s behaviors using online-banking were user’s skill; they would usually continue use
if they know how to use/ and pleased to use. Also, they would tell more others to use
online-banking. In Contrast, elderly who were retired (ranging over 60 years of age), graduated
(at least bachelor degree), would likely not tell others to use online-banking. Due to their
physical fitness were not supporting; less abilities, there could be less users on online-
banking. Thus, this is important to develop appropriate tools to meet their wants, especially;
convenience, safety system for ensuring elderly users, etc.

Key word: Financial Literacy, Savings, Retirement, Mueang Chiang Mai City, Chiang Mai
Province
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Variable Coefficient Std. Err. z P>z
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X5_Internet) 1.63 1.30 1.26 0.208
Xs_Like 3.48 1.23 2.82 0.005
X;_Service 0 (omitted) - -
Xg_Aptitude 0 (omitted) - -
Log likelihood = -36.053 Chisquared = 66.48
P-value = 0.0000 Pseudo R? = 0.4797
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Variable Std. Err. z P>z
(dy/dx)

X, Age 4.45 214.50 0.02 0.983
X, Edu 0.22 598 0.04 0.970
X5_Occ -5.30 191.61 -0.03 0.978
Xq_Income -1.01 27.45 -0.04 0.970
Xs_Internet 0.37 10.00 0.04 0.970
Xs_Like 0.79 21.32 0.04 0.970
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Log likelihood = -98.100 Chi squared = 249.22
P-value = 0.0000 Pseudo R? = 0.5595
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Variable Std. Err. z P>z
(dy/dx)

X1 Age -0.14 0.03 -3.56 0.000
X, Edu -0.12 0.03 -3.22 0.001
X5 _Occ -0.19 0.05 -3.78 0.000
X4_Income 0.07 0.04 1.76 0.078
Xs_Internet 0.24 0.06 4.04 0.000
Xe_Like 0.22 0.06 3.43 0.001
X7 Service -0.06 0.05 -1.21 0.226
Xg_Aptitude 0.31 0.07 4.29 0.000
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