
I ..,. 
U't1't1 3 

n11ftn'l!I-1L~a..J "f1 rn.nTV'ln111'!Ku'1m1~ii~iil~ am:::u1um1i~ffu1-;J 1iu1n 111l'U.1 f111 
' 

a1m1~..JLf111:::lf ~"ll1~Mru1iiln" f"lf..Jd dJum11-:ilm.:n..JLfl11-;J (Survey Research) t~£Jnl1 
' 

1iuuu ~au tn:IJ (Questionnaire) dJuLf"l~eJ..J ii a 1um1Ln1111 1111 :JJ-iJ eJ:IJiil ii ili~1 L ii. u n 11i -:5' £J 
" 

1. lh:::"lfln1LLiil:::n~:JJi1mh..J 
' 

2. Lfl~a..Jii a~h1um1LnU111111:JJ-iJ a:JJiil 
" 

3. m1LnlJ111J11:1J-ira:IJiil 
" "' ..... 

4. n111Lfl1l:::VI"llel:IJiil 
" 

5. ~ii~~h1um1lLf111:::lf-ira:JJiil 
" 

1.1 1h:::"lf1n1 (Population) 

th:::"lf1n1~h1um1ftnMlf1f..Jd i.~mi iilmh~m1iu'1m11l'U.1m1a1m1~..J Lf111:::~ 
" ~1"1l1~Mruhn ~l'U.ff'U.L ~a~ar.i mimLri1Jf1ii11mn1f1i'~LLiil::: th:::"D"1"lfurt1 i.u LLii1:::~1 un11 L~ u 

q Ill q "' 

L'lf'U. t:J1n (leJ'U. "li11:::L~'U.rl "li11:::fll~ll11ruu1nf1 1J1'U.1'U. 23,453 uru:a -;J1n1:::1JlJ~1'U.-iJeJ:IJiil 
cu cu QJ .., cu 

Core Bank System (CBS) ll'U.1fl11eJ1fl11eJ1fl11~..JLf111:::lf ~"ll1~Mru1iiln lJ 2559 
' 

1.2 n~:1Ji1ari1-.1 (Sample Size) 
' 

1.2.1 m1rhV1U~"llU1~i1 ar.i1-.1 n~:1Ji1 ari1..J~b1um1ftnM1 f"lf..J if i.~LLri iii n fi1 
' " ~ m1iu'1m11lU1m1a1m1~..J Lf111:::lf ~"ll1~Mru1iiln 1l1u1u 393 flU t~ £J 1i ~~ 1f11 u 1 ru V\1 

' " 
"1l u1~n ~:JJi1 ari1--.1 ~1:::iu m1:JJL ~mTu 95% LLiil:::n1VIW1lf11l:IJflii11~ Lfl ~au~ tJ a:JJi'u i.~ fa tJ iii::: 

' 
0.05 t~£J1im11..J"lleJ..J Taro Yamane (~l:IJiil ~1mirm1, 2549) 

' 

n = N 
2 

1 + N( e) 

Lria n = "111u1un~:1Ji1mh..J 
' 

N = ~lU1U11:1Jlf..JVI:IJ~"llel..JU1:::"lflm~1"lf1um1ftnMl 
e = fl11:1J~~~iil1~~tJeJ:IJi'1JL~ (n11ftnM1flf..J'ifnlVIU~1'\KLrhnu 0.05) 
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n = 23 453 

1 + 23.453 (O.o5/ 

N = 393 fi'U. 

oiCII.Q I a,.. I , 

'",llfnTHUJ<nltlr.n" (Sampling Method) q 
1.2.2 

t <n tJ 1i fl11 :JJ U. T'il:: L lJ wrh n11Li:JJ i1 e:J rh" LL 1J 1J ~ 1 tJ Sample Random 
q 

Sampling c.Ji-:iltJL~13hL it'U.m11iLL1J1Jffe:J1Jm:JJff-11T'ilie:J:JJ~~nnn~:JJi1 mh" Luvn::~m11 ~ :JJ11i 
'il cu 'I 'il 

u1m1~1'U.n11L~'U. U.hn - n e:J'U.) LL~::~'U.L~€1~ e:J~ tl1fltJ lf'U.1fl11tl1fl11ff" Lfl11::vl ff1"ll1 
'U 

W"Mrnt~n 1'U.n~Trhm1 8.30 'U.. - 15.30 'U.. -:il1'U.1'U. 393 'lf<n 
q q 

2. t~~u~liu~l~l:t.~.n1'l':J~u 

1 un11~ n "M1fl f" d ~i -:il tJ L<n1iLt1J 1J ffe:JlJ n1 :JJ (Questionnaire) l tJ UL fl~ e:J" 1i e:J 1 'U. 'U 

"' "' n11ftn"M1 LL~::111J11 :JJ"ll ti:JJ~ 
'U 

1. 111J11:JJ~n"M1iti:JJ~u~:: "1'U.i -:il tJ ~ t ~ tJ 1 i e:J" L ~ t1 :JJ1tl1:: tJ n <n1"1f1 un 1ru~n "M1 
'U q 

lf'U.1fl11tl1fl11ff"Lfl11::vl "JJa:JJ~\Pl"n~11U1:JJ1 tJ fu 1'lf1 un11a-f1" 1tl LLlJ 1J LL~:: L ifmn ~1'111 fu 
'U 'U 

UlJlJ fftllJ tl1:JJ"1'U.i-:il tJ l ~€1 1iLUU LtJ <il1:JJl<nntJ1::ff"fllUn11i-:il £.J 
q 

"'.,/ "'
4 1J 1"' J" tl "' '~.J' 2. ff11"lfnti":JJ€J•Im 'U.U1J1Jfft11Jtl1:JJ 'VIfi1€11Jfi~:JJbU€l'V11 1::ne:J1J<i11tl 3 ff1U <il"'U. 

q 

Li1'U.~ 1 i t1:JJ~J1 '1.tl"IJ e:J" ~<n au u u u ffEllJ n 1 :JJ L ~ El111J 11 :JJ"JJ El :JJ ~ L~LL ri K n "Mrn:: 
'U 'U 'IJ 

tl1::"1f1n1"IJEl"n~:JJi1El~1" ;"tl1::nuu~1tJ L~ft a-n1UT11~ El1tJ 1::iun11~n"M1 u11f~ 
q q 

11tll~ tl1::tTl'Y1~1iu1m1 ;"Lllufi1tl1:JJU1J1JU~1tJU<n (Close-ended Questions) Ll1J1Jl~Eln 
fi1<nu1J -:il1u1'U. 7 iu 

q 
Li1'U.~ 2 ffEl1Jtl1:JJf111:JJ~<n t ~'U.fl nl.Tl1 ~ n111 i u1n 111ru 1 fl11 El1 fl11 a-" L '111:: vi 

ff1"ll1W"Mrnt~n m:JJi1Ll1J1J SERVQUAL Model t<ntJ~El"~1.h::nuu1'U.m11<n 5 ~1u -:il1'U.1'U. q 

1. fl11:1Jttltntllf11:1J"lJEl"1J1m1 (Tangibles) 
'U 

2. m1:JJU1L~Elnu'1.1111'1.~ (Reliabilities) 

3. n11<i~El1J ffUEl"~ El~ml1 (Responsiveness) 
'U 

4. m11ifi11:1JL~ElJ'U.Llri~m11 (Assurance) 
'U 

5. m1f1inu~::Li1h~m·h (Empathy) 
'U 'U 

Li1'U.~ 3 a-e:Ju tl1:1Jf111:JJ~ <nL ~un1::1J1'U.m1i<n ~'U.h L~Eln 1iu1m1 1i'U.1fl11 €11 fl1'd 

a-" Lfl11::'1f ff1"ll1W"Mrnt~n -:il1'U.1'U. 21 i e:J 
q 
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1. fufr-r:n:JJ~£1-JnTd (Need Recognition) 
~ 

2. ~U'Vl1i£J:JJt'l (Information Search) 
~ 

3. U"d::LaJWY11.JL~eJn (Evaluation of Alternatives) 

4. i~ffUhL~£Jn1iu1m"d (Purchase Decision) 

5. 'Wr]&in"d"d:JJ'Vl;.Jm"d1iu1m"d (Post Purchase Behavior) 

3. ~f1.J Lfl~£1-Jli £1~-J LlJ'ULLU U ~€JU fi1:JJ 1lf fl"d£1Uflt'l:JJL d£J'Vl1~fh'VlU~ 
q 

4. 'Y1~~£Juwn:JJL ~ r.J.Jm.J (Validity) T~uU1LLUU~£JUrn:JJ 1i~'Yl"d.Jflrn1~ L ~£1 
~ q q 

~1111 ~€JU fl11:JJ~"d.JL:n.JL d£J'Vl1 (Content Validity) "lJ £1-J LLUU ~£1Ufi1:JJtf.JUUU t~r.~ hrirr'l·'11i"l1U 

q,... • 0 I 0.,.. &:II "' fl11:JJ~€l~flt'l€l.J (Index of item objective congruence: IOC) 111U1U 3 'Y11U ~.JU 

4.1 EJ11111tf ~"d.EJ"dru 'U.ff'Yllf £11111"dtfu""J::-;J1'Vl;n~~du1'Vl1"dli"dn11:JJ'Vl1u""'rn41~ 
q q cu q 

~"ll1l"l11m"d-:il~m"d'l.J"d::r.~n<?l 
q 

4.2 EJ1111"dtJ ~1.f~u1 ff'Ylli~1 :JJ £J1111"dtJU"d::-;11'Vl ;n~~1u ru~u rn41~ ~"ll1l"l11 
~ ~ 

5. 'Vl1fhi"l1Ufl 11 :JJ ~€1~ fl ~ €1-J ( IOC) "lJ €1-J LL~ t'l:::i £lfh r11 :JJ t~ r.1 1 tf ~'Yl "d .J f1 rn1 ~ iil.J 
~ q q 

fl11:JJL ~Ui£lfhfi1:JJLL~t'l::i£J ~.Jfh'VlU~fl11:JJ~~L ~ULli.Jd 

+1 

0 

"" fl:::Lmu -1 'Vl:JJ1r.Jrl.J 

iif111:JJL ~U~1 r.Jl1i £lfl1fi1:JJ b-1~ 

13-iuuhi£Jf11m:JJhr1~'Vl1£JL3-i 

6. f1~L~£Jni£Jf111:JJ~ iifi1 :JJ1 n n 11 o.s LL!il::u fu 111 .J-iJ £J f11 r11 :JJ 1 ui £1~ ii fi1 fl 11 :JJ 
q 

~€l~fl ~€l.JU£1£Jn11 0.5 ufu'JJ"d.J LLnL"lli €lfl1m:JJ~1:JJfl1LLU::u1"1J £1-J ~L ~£.11"111ru U1L~U£1£11111 d tf 
q ~ ~ 

~'l.J1nM1 L ~£1"1J Elfl11:JJL ~ U"l1€JU LL!il:::~"d111~€JU fld1:JJrln~ El.J 
~ 

7. ~1111 ~€lU'Vl1fl1f111:JJL~mJu (Reliability) t~ r.JU1 LLUU ~€JU r11 :JJ 'Y1 ~ 1il £1-J L n U i £1 :JJ 1il 
~ 

(Try out) 111nn~:JJ~~:JJ11iu1m"dli'U1fl11Ellfl1"d~.JLfl"d1:::'!-f ~1"ll1VlMru.T!iln -;l1u1u 30 "11~ 
q cu q q 

t~ r.~fi1~ £J£Jn :JJ1fl1"diifil :JJ1nn-J1 o .80 ~.J Lllum"du.J.:ff11iif111:JJ~£J~f1 ~£J.J1l1 r.~ 1u"d::'Vl11.J i £J f11 

rll:JJ"lJ£1-JLL~iil::~hu 

8. U.1-iJ £J:JJt'lLU'Wl::~iim"d1<il:JJ1~"d~1u'l.J"d~:JJlru.filmf11u1rn'Vll f1 11 :JJ L ~ EJ ~ u t~ r.~ 1 i ~ 

g... d, oC::Io ~ 0 I ~fil"d"lJ£1-J fl"d£1UU1fl (Cronbach's Alpha Coefficient) ~1£.1Lfl"d€l.Jfl€l:JJ'W1Lfil€l"d fll'U1lli'Vllf11 ~ 

i:JJU"d::ff'YllfLL£11ilYh (Alpha Coefficient) 111n~t'lnl"d'Y1~~£1Uf111:JJL~€l~U (Reliability) iifi1 

L'Yhnu o.97 
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r;;;t '1.< 

3. nTHntJ"i'1U'l13J'lle:J3J~ ... 
nTanu11u11 6J"JJ mJ~ 1um"J~nM1fr¥"d ii.ffu\91 e:mm1~h b il.u"1uii£J ~s i.ud 'IJ 

1. c.Jii fJ t~liu 1 fJ11 fJ ~:: b ~ fJ \91 b ds'V\111 6J n "iTin11 1 i nu vn!n" 1 u~ 1u ~ mi'1 b ~ fl 
'IJ 'IJ 

o A f>' 6"'.:::. 'i-1 A Q d 
\911b UUn11bb":\ln bbUlJ ~e:JU tl16J\9116J bf11Ub\9lfl11J1n11~nf11m1b"Ubb~:::~Ub "lffl 

'IJ 

2. c.Jiimt1uuu~sum6J~111-:u"lYs6J ~~ 1 fJ \91 Ub s" -:u 1 n ~ n il1 ~ 6J11 iu1nTHiU1 1'111 
'IJ 'IJ 'IJ 

fl1f111~"bfl11::lf ~"1.11~Mrn1~n 
q 

3. C-JlifJbb":\lnbbUU~fJUtl16J 1<il£JiTin11~6J i1 m.h"bbUU U" b ~ ru 1\91 fJ n111fl":\l un1::J" 
'IJ q "' 

bbU 1J ~flU tl16J 

bdm nU11 1J116JbbUU ~flU tl16Jfi1U \9116J,)1U.1U.~rl1'V\U.\91 Llbb~1 c.Jli fJ i,~~h b Uu.m1i"d 
'IJ 

1. 11U116Jbbuu ~t~um6J~i.~-:u1mnu"JJs6J~~~6J11iu'1m1llu1m1s1 1'111~" bfl 11::lf 
'IJ 'IJ 

~1"1.11~Mrn1~n ,]1u.1u. 393 "lf\91 
q q 

~ ~ ~ 

2. \9111 -:u ~su fi116Jf11U m U."ll fl""ll fl6J~ bb~::fi116J~6JU1rn"l.l s" bbU u ~sum 6J 
'IJ 'IJ 

3. ~"1~ ~ 1 UbbU U ~e:JU tl16J~ iifi116J~6JU1ru ~L~iinl"J\9111":\1 ~e:JU lJbb~1 
'IJ 

4. bdskrn-:uu~::i.~uuu~sum6Jfi11J ,]1u.1u 393 "lf\91 \9111-:u~sUfi116J~6JU1rnrisu 
q 'IJ 

ttl i.uu1::m ~c.J~ 1u·mn16J'Yl1"~'~ e:J6J~1 b\9lsf 

s. 1 bfl11::1-f c.J~-iJ e:J6J~ 1\91 £J 1ibfl~fl"~'~ s6J~1 b\91 t~f 1um1f11u.1 rn'VI1fl1'Yl1" ~n~i"d 'IJ 

5.1 -irs6J~~1U.~ 1 -irt~6J~J1i.u ibfi11::'V11<il£Jn11'V\1flTfs£J~:: (Percentage) 'IJ 'IJ 

5.2 -irsm1~1u.~ 2 bb~:: 3 mu..n1vm111iu'1n11 bb~::n1:::U1Un11i<il~u.h1i 'IJ q 

u1m"JllU1fl11fl1f111~"bfl11::lf ~"1.11~Mrn1~n lbfi11::'V11<il£Jn11'V11fl1bU~fJ Mean ( ~ ) ~1 u. 
q 

d , , AA A 6" A 

b1JfJ"b1JU6J1\911!1U. Standard Dev1at1on: S.D.) bb~::~tl\9ln111bfi11:::'V\tl<iltlflfJb"lf"y.j'Vl (Multiple 

Regression Analysis) 

5.3 uuu~sum6J1U~1U.~ 2 bb~::: 31im\911l\91U1::6J1llifl1 (Rating Scale) 1i 
"' . . 

fl:::bbUU1:::iu i" bb~fl1fl:: bb u.uus£Jfi ~\91 ~ fl 1 n"fi1fl::bmumnfi~<il ~ fl 5 
q q 

n11i b fl11:::vi"JJ fl 6J ~ bb~:: bb~\91" c.J~ dj UbbU u ~flu tl16J 6J1<il11 ~1 UbblJ u tl1::m rnfi1 (Rating 'IJ 

Scale) 5 1:::iu 1<il£Jiimrn"t1m11'1Kfl:::bmu.i"d (Cooper, D. R., & Schindler, P. S.,2008) 

1:::iu fi116J~\91 b ~U.6J1n 

1:::iufi116J~\91 b ~UU1u.n~1" 

= 
= 

= 
4 fl:::bbUU. 

3 fl:::bbU.U 



1::iu~1111~<i1L ~uum.J 

1::iu~1111~<il L ~uU:m.rYi ~<ii 
• 

'll 
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= 
= 

2 ~::Lmu 

1 ~::Lmu 

5.4 n11LLUi.'l~i.'l"liEJ1.1i.'IGfl'VIfmhunru'h5u<ii1tnwffu 1um1rl1'VIU<il"lh.J.ffu Tm.J 

n111"1ff11EJli1J1£..1Gfl'VIfULL~i.'I::"Ji'd.J.ffu LLi.'l::~<il1fl1U1lli ~'ii£.Jrl1VIU<i!Lnlli6fi"'Vi;£.J (Range) "lJEJ.J 
'll 'll 

" ~::LLUULL~i.'I::"Ji'd.JL'I'hnu 0.80 i.JU 

" 
-ri1.Jiu"lJ EJ.J'h~::Lmu 

1.00- 1.80 

1.81 - 2.61 

2.62- 3.42 

3.43- 4.23 

4.24- 5.00 

= 5-1 

5 

= 

1::iuuEJ£.J 

1::iut11uni.'I1.J 

0.80 

~'ii r.J'tb"liEJ1.1i.'1~111J11:1JL~1.11U1::1.1d i.'l~i.'l ~d £..1 1U11.1LLn11.1 ~1 L 111 1U '1'11-J ~ El1.1 'Yi1 L <il Elf 'll 'll 'll 

T<ii£.Jfi11iL~11::lf~il~h-n.Jv.~11lliU1 (Descriptive Statistics) i.Jd 

1. "liEJ1.1i.'l~l LU LLi.'I::U1:Lll'l'ln111"lfu'1m11lU1m1e:J1 ~11~-J L fl11 :lf ~1"1J 1 Vi 'Mlli 11.'1 n 
'll • 

"lJEl.Jn~:IJi1mh.JiL~11:'V11<ilv1i 'hfe:Jr.Ji.'l:: (Percentage) • 
2. flrutl1Vo~m11~u'1m1"1J El.Jli"U1m1mm1~.J L~11::lf ~1"ll1'W"Mru hn lif\1 Lu~ £.J • • 

- I .d. 
Mean ( x ) LLi.'I:~1UL1J£.J.JL1JU1.11<i11~1U Standard Deviation: S.D.) 

3. n1::1J1Um1i<il~uhL~e:Jn1iu'1n11 1i"U1 ~11EJ1~11~.J L~11::lf Gi'1"ll1'W"Mruhn 
• 1ifi1LU~£.J Mean ( ~ ) LLi.'l:l.'huLrir.J.JL1JU1.11<i11~1U Standard Deviation: S.D.) .. 

El1m1~.JL~11:'1-f ~1"ll1'Yi"Mru1l.'ln 1i~il @1 n11i L ~ 11:-J n <il n El r..1 L -n .J 'V-I VI (Multiple Regression • • 
Analysis) 


