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Abstract

This article aims to investigate the acceptance level of service innovation that affects performance
of personnel at Bangkok Bank, Pathum Thani branch. It also aims to examine the connection between service
innovation acceptance and performance of personnel at Bangkok Bank, Pathum Thani branch, during the
onset of COVID-19. This study is a mixed methods research in the form of quantitative research using a
quota sampling approach at Bangkok Bank branches in Pathum Thani. There are 160 subjects from 26
branches, followed by qualitative analysis, including purposive sampling and criterion sampling. The
subjects chosen have more than 5 years of work experience at Bangkok Bank and an exceptional level of
assessment result in 2020, including 5 branch managers and assistant managers and 5 branch personnel.
The tools adopted in this study include questionnaires and semi- structured interviews. The statistics
employed in the data analysis are frequency distribution, percentage, mean, and standard deviation. To
evaluate the hypothesis, multiple linear regression analysis statistics is used at a statistically significant level
of 0.05.

According to the study's findings, 1) Bangkok Bank personnel in Pathum Thani province are
primarily female, aged 25 to 35, with 7 to 10 years of experience. 2) The findings indicate three factors
influencing the performance of Bangkok Bank personnel at the Pathum Thani branches during the COVID-
19 pandemic. The total level was found to be at the agreed-upon level. When each area was considered, it
was discovered that ease of use had the highest mean, followed by perceived advantages and aspects
supporting the internal environment, respectively, and 3) An analysis of data on the performance of Bangkok
Bank, Pathum Thani branch personnel includes three following aspects: time, work quality and work quantity,

from highest to lowest mean.
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