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Abstract

This study examines the reputation indicators of Thai Commercial Banks, and its
objectives are the following:

Firstly, to identify the characteristics that contribute to the indicators of bank
reputation. Secondly, to study the different weight these factors have on rankings the
corporate reputation indicators of Thai commercial bank. Thirdly, to compare the general
populations to people in the banking industry on the different weight these factors have on
rankings. Lastly, to compare the differences between ideal indicators to actual impressions
by looking at two banks: Kasikornbank Public Company Limited, and Bangkok Bank Public
Company Limited.

This research was conducted in 2 steps. The first methodology used was a
qualitative study. In this first step the researcher interviewed management executives from
the corporate communications or public relations departments of the top four most
profitable banks in Thailand. This step identified the factors that increased a bank's
reputation within the banking industry of Thailand. The second step was a quantitative
study. A questionnaire was used to collect information from subjects. A total of 380 people
were surveyed, including 280 from the general population and 100 people from the banking
industry. The data was analyzed using descriptive and inferential statistics. Descriptive
statistics showed the percentage, mean, and standard deviation, while inferential statistics
reported results from the independent samples t-test and paired t-test (dependent samples
t-test).

The research found that the reputation indicators of Thai commercial bank
flowed from 25 individual characteristics, grouped into eight factors: 1) Product and Service,
2) Innovation, 3) Workplace, 4) Governance, 5) Regulatory Compliance, 6) Citizenship, 7)
Leadership, 8) Performance. People from the general population and people working in the

banking industry attached different levels of importance to different factors. However, both
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groups said Governance is the most important factor, and that Product and Service ranked
second.

By using an independent t-test to compare the importance of each factors
between bank workers and the general population, it was found that bank workers rated all
factors higher than people in the general population, at a statistically significant level of .05.
However, the Regulatory Compliance and Social Responsibility factors were not significantly
different through all individual characteristics.

The results of the data analysis comparing ideal indicators to the actual
perception, KASIKORNBANK and Bangkok Bank were statistically significant at a level of .05
through all characteristics. The results showed that people's perception of both
KASIKORNBANK and Bangkok Bank were lower than the ideal indicators.

Keyword : Indicator, Reputation, Commercial Bank
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