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Abstract

This research aims to study a type of service in digital banking and commercial bank
employee’s perspectives, effect on work performance and their adaptability. This study is
qualitative research. Data was gathered from internal bank documents and semi-structured
in-depth interviews. Informant were selected by purposive sampling. 3 groups of informants
were branch managers, customer service officers (CSO) and marketing officers (MO) who are
employed and work at branch of the bank in Chiang Mai, Thailand. Participative observation
was also applied. Data was saturated while collecting and analyzing at the 8" informants. No

new information emerged.

As a result, the digital banking provided customers convenience which saving cost
and time. These were the most influential aspects of customer service. Digital banking
effected a change of commercial bank’s policies and developed products and services to be
more integrated. However, the number of branches also declined due to decreasing of
customers visiting branches. So, employees had to change work processes and developed
knowledge and skills especially relating with digital technology, even through employees
perceived that the some customers were not ready to adopt the digital banking service.

Keywords: Digital Banking, Change Management, Technology Acceptance Model (TAM),

Customer Services
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