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ABSTRACT

This research, a quantitative one, had the following as its objectives: to study the state of
the use of the financial service by ATM’s, to study the levels of the clients’ satisfaction as well as the
clients’ satisfaction with the operation of the ATM service by commercial banks in Hatyai District,
Songkhla Province. The research instrument was a questionnaire administered to a sample of 151
clients of the ATM service offered by the following commercial banks in Hatyai District, Songkhla
Province: Bangkok Bank, Hatyai Branch, Thai Commercial Bank, Prince of Songkhla University
Branch, and Thai Agricultural Bank, Hatyai Branch.

The findings of the study were as follows. Most of the clients were male and married,
worked as employees of private or business enterprises, were 33.64 years old on the average, finished
bachelor’s degree education, earned an average of 13,977.7 baht per month and spent 9,563.3 baht per
month on the average. The clients had never undergone training in the use of the ATM service, and
made use of the service 2.91 times per month on the average. The type of the ATM service used by
most clients was withdrawal. The ATM service most used by the clients was located in a convenience
store. The clients had the knowledge of how to use the ATM service. The levels of the clients’
satisfaction with the service were found to be the following. At a high level were the aspects of
accuracy and speed, readiness of location as well as supplies and equipment, readiness of the
technological system available, and readiness of the steps of the service and public relations.

Regarding the factors relating to the satisfaction with the said service, these were age, educational
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level, knowledge and understanding, and availability of instructions, with statistically significant
relations at the 0.05 level, thus confirming the hypothesis. The most outstanding problem was the lack
of safety at ATM locations. The problems and suggestions raised were the following. ATM locations
were not safe, causing a large number of users of withdrawal service to take extra precaution, with
some locations being in deserted areas, rated at 88.74 per cent. The most outstanding suggestion was
that the ATM service system be speedily put right when a machine breaks down, rated at 88.74 per

cent.



