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Influence of Debit Card’s Product Image on Perceived Service Quality and Loyalty
towards UOB Debit Card Product
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Abstract
The objectives of this research were : 1) to study the influence of Debit card image

towards the perception on service quality 2) to study the influence on the perception of
service quality towards product loyalty on UOB Debit card 3) to study the influence of the
image of Debit card towards product loyalty of UOB Debit card and 4) to study nature of the
moderator variables of the perception of service quality between image of Debit card and
product loyalty of UOB Debit card by collecting information from 400 samples of UOB Debit
cardholders in Bangkok area. The tool used in the research was questionnaire. The statistics
used for data analysis were frequency, percentage, mean, standard deviation. The hypothesis
test was done by a simple and multiple regression analysis.

The result of the research found that 1) based on general information about number
of those who had Debit cards, it was found that the majority had UOB Unlimited Plus Debit
card for an averaged period of over 3 years. Reason for choosing Debit Card was due to the
fact that, there was no charge for withdrawing cash and enquiry balance at any ATMs. It found
that the majority also had Debit cards issued by Kasikorn Bank, Siam Commercial Bank, Bank of
Ayudhya and Government Saving Bank. The average Debit card holding was 2 cards per person.
Average frequency of using Debit card was 3-4 times a month. It was mostly used for money
transaction purpose at ATM to withdraw cash from ATM machines. Places where Debit card
was used most frequently to pay for coods/services were department stores and supermarkets
with the average spending through Debit card below 5,000 Baht per month. 2) perception on

the image of bank’s Debit card in terms of transaction costs, innovation, reliability and
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privileges in general was at moderate level. However, the privileges that covered medical
expenses and life insurance in case of accident had the averaged perception at the highest
level. 3) perception of service quality was at moderate level in which the point that had an
average perception level on service quality at a high level were - serviced correctly,
answered questions clearly. 4) product loyalty on Debit card of the bank was at moderate
level. However, it was found that if the Debit card was damaged or lost, a request for the new
Debit card of same was at a very high level of perception. Based on the hypothesis test result,
the overall image of Debit card and image of reliability had a positive influence on the
perception of service quality. Perception on service quality had a positive influence on
product loyalty and the overall Image of Debit cards, and transaction costs, reliability, privilege,
they all had positive influences on their loyalty to the product with statistical significant at
0.05 level. In addition, perception of service quality was the moderator variable between
Debit card image and product loyalty with a statistical significant at 0.05 level. The test result
indicated that the perception of service quality was the moderator variable under partial
mediator. However, the result of this research could be regarded as a guideline to improve
the image of UOB Debit card and develop service quality as both factors had an influence in
building product loyalty to bank's product, after all.

Keyword : Debit card, product image, perceived service quality, loyalty
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Heddayi 0.5 wiennadeiiunieadn 95% Taeduussavdwear (O - Coefficient) 189ATOUUIY
(Cronbach) (yeywsl A3azann, 2545: 99) TngHANSNAdUAIANLLT B UYBIA I LLAAZ AL WU
993 Cronbach Alpha fifnaglugis 0.630 - 0.921 (wansdoyadnsai 1) FsAAnudesiumsegly
seFUTiinn 0.6 ﬁﬂﬁ’uLLwaaumuﬁqa‘ﬁ’mayflummsﬁmmL%ﬁ’uqqLLazmmmﬂﬂlﬂﬁﬂumimaaiﬂ,é’

(Nunnally, 1967)

48



Veridian E-Journal, Slipakorn University atumwlng avuyvemans deumans wazfaly

ISSN 1906 - 3431 Uil 8 atuil 2 Weungquanau - Awnau 2558

a 8 5 ¢ "W a £
13199 1 AUINUNRIAYTENU LazAduUsEanswaan

s Athaiinesdusznau AduUszansuaanh
Factor Loading (Cronbach's Alpha)
Aanualinsndn 0.547-0.849 0.847
ATUAUYUTINTTH 0.611-0.807 0.776
AUUINNTTY 0.782-0.991 0.630
fupanindede 0.669-0.839 0.649
puansUsEleviing 0.819-0.851 0.773
nsSuIAMAINUING 0.668-0.848 0.921
ANNRSNANARoNaRS N URTIATA 0.726-0.898 0.826
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4.20 WEdINIn 3) 2.61 - 3.40 wedesUIunae 4) 1.81 - 2.60 vwedstey wag 5) 1.00 - 1.80
vanefationiian

3. MsiAsIsRAduUsEanS anduiusuuuiiosduiiemauduiusseninadauds
Mnildnsiesednnuanaesetsine (Simple Regression Analysis) #1%5UNTHATIZRBNINATOS
61’3LLUsaaizﬁﬁﬁaé’hLLUsmmLLazmﬁmeﬁmmmaamwuwmm (Multiple Regression Analysis)
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($osay 47) szdunsfne UiawarUSyaes Govay 58.8) anuninlan (Saeaz 53.3) s1eldinduse

WausEndNg 15,001-30,000 U (Fegay 36.5) a1mninauuTenenyukazanIn (Sevay 64.75)

o w '

2. wamsisgndeyamluineiiudnsiadnsuiaisgled 91in W) wudi @l

v aa

A v a I v v/ A v a I U IS b
teasestinsinlnglol dudlin wia (Gevay 42) szzlailunishensestnsininglodunnndt 3 U (See

ay 32) wnalunsidenlduinistinantnglodmsznsamsssudonlunmsidnoeutuan deunuyeni

Aeiidunnsuiang (Feeaz 20.63) feasesdnaniniusuimsndnsive (Sevaz 17.78) S1uiudnsndn
fidenses 2 Tu Govar 34.5) audlunslivinmsdasndaifouas 3-4 ads (Govay 26.8) viganssudl
1383 ATM ¥8s5uAs (Foway 59.81) Tinsiadniivhaassnaudmieyivosiniiin (fevay 32.31)
Fonldusnsussiammsiinaeuliuanainiaies ATM (Fevar 31.9) lareriutnsadadeifeusiingi
5,000 u (Fewaz 35.40)

3. wamsinsgndeyamiliiiertuamdnealinaadn MsfuiamunInuins wazay

Y

wininsvesgnangtetnsindnsuinisgled 91da (mww)  wudr nssuiandnualtnsindnlu

s agluseaudiungs (X = 3.38, S.D.= 0.8) auenNiaNsansIeau wud auansusylewd

o =B

UnsdiAnadugefign (X = 3.44 , SD. = 0.96) 599a331 D FUFUNUFINTIN (X = 3.39, SD. = 0.81)

fuuTRnssy (X = 336 , SD. = 0.84) uadIUANNUNTeED (X = 3.31 , S.D. = 0.85) ANUA1FU

o

AunsuinunnuInsluninsiy egluszAuuiunanadenadewiniu (X = 3.18, S.D. = 0.82) uax

v a £ v ¢ o o

AuRssninAvesgnAddendnduandnsinnsuinsgled 91n W) Tunnsiueglusyiuliy

nansfidademiniu (X = 351, SD. = 0.77)

a a ! 2/

4. mylesgvianduiusvesiiuusnmdnualinsadaiidvinadenissuinunimuinig

wazANIENANAeNan U Tnsaln  fgn1IadeuAtanduRuSLU UL SdU (Pearson’s
. . . U ! v g.Jl o v a Q‘ 1 v (3 = 6 o/ U !

Coefficient Correlation) sgwinangudanls antuiiAmdudsyandandusiusuuuiiesduseninngy

fudsiilduniinsedt swfumsmanunindanuduiussenindnlsudaze evanidsadaym
AnudNussE Iy sigeauAuly Jgminissudunsaatedinds (Multicollinearity)  1ng
NIUTENRUMINAFBUAIAIUNUNIU (Tolerance) WagA VIF (Variance inflation factors) Y467
uwswiagd wud1 edudssBvdanduiusiuusiamnaniind 0.75 uarlifigladitamnissa

wWunsmaneimiuls (VIF) lnelenagsyning 0.1-10
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: 7 2 | e | 8 |& S
AkUT e 7 @ S s S
& o 5 = e
ve & - 3 - g
[ I = 'ag e @
z. = = r= - T 3
= = - w2 - = - n
a: e P = wr P =
= [cN @ [\ < o @ >
AUYUTINTTY 1.12
AUUINNTTU 0.28* 1.35
AMUUTDDD 0.22* | 0.40% 1.38
andusylevivng 0.27* | 0.43* | 0.47* 1.44
ma%’ui@mmwu%mi 0.32% | 0.45% | 0.64*% | 0.45*
ANNAISNANA 0.30% | 0.38* | 0.59* |0.41* |0.73*

*0<0.05

5. Mmdnwaldnsiadnddninanisuindenisiuiaaninuinisvesgnaisuiais gled

[

1A (@BU) MNNITIATILVIANNAANBE DL TAILUTMINAD N1TTUIAMAINUTNTLAZIIRILUS

A U L3

daszfie nmdnwaldnsindn wull Mudnvalinsinlnvessuinsiagsuiidninanisu naensiug

ANNINUINITVBIGNAISUIANT (B = 0.65, p<0.05) \iensraaeuinandnualtnsindadulatiedid

a

dnsnauandenisiuiamamuIng fIdedeinisageuidusiesiu lneiansuna1dudseans

£ [

anduiiusseniniaulsdasedlann duvugsnssy suuinnssy anudLeie wasdnsuseleviiu

o Aaa %

n1ssudaunInuinis aziulandiiisanudndedenidninanisuindenisiuinmnImusnig

(B = 038, p<0.05) drudunussnssy suuinnssy wazansustlevivashifidvwansuandenis

Suinaunmusns (B =017, B =-0.15, B = -0.14, p>0.05)
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o w

a
swiansgled 91in (unww)

Model Beta | Std. Error | t Sig
ATl (a) 047 | 0.16 a.42 |0.003
awanwaltnsindnlaesiy | 0.65 | 0.03 17.16 | 0.000%
AUYUTINTTY 0.17 ]0.19 1.78 | 0.078
uUUIRNTIY -0.15 | 0.07 -1.56 | 0.122
mmmv‘ﬁaﬁa 0.38 0.07 357 | 0.001*
ansuszloviing -0.14 | 0.05 -1.34 | 0.185
F=9362,R=0.70, Adjust R2 =0.48

*5<0.05

6. NMsSuiAuAINUINTHBVENaNIIUINdeANAsT RN enEn Susi UnsIndnsuianse
Lot 91iin (W) lngldnmslienegviauannegegiesdng diuusaume ANuassnansneninsiue
Unsinin waziidudsdasehe nsiuiamnInuInIg wud n1sfunmnImusnasiiavinanisuInse

pnuasinindnenantausitnsindnsuins (B = 0.94 , p<0.05)

v a a o 6

M1597 4 NANTNAFBUBNTNANIUINTENININTTUIAMNINUINTNdseAINISNANAsaNEnTouai

o w

ﬂﬁiL@ﬁmﬁu’]ﬂWi%I@ﬁ 3100 (UWI1VU)

Std.
Model Beta t Sig
Error
AAST (a) 047 |0.12 7.80 0.000
mﬁuiﬂmmwﬁmi 0.94 0.08 12.14 0.000*
F =457.86, R = 0.73, Adjust R2 =0.53

*5<0.05

a0 a [ I3

7. amdnualdnsindniisnsnanisuindernuassninddendndugiinsindnsuinisgle

7 910 @mvw) Weldnsinseiniuannegegnadng JalUsaufe ANNASNANARBNARA eI UNS

WUM LaziiflhUs9asema ANanwalUunsiATN WU ANENYAURSATATDISUIANSIAESINTDNSNA

v v Al a o L3

YNUINABANNUIISNANAADRNANAUNURTATNTUIATT (B 0.58 =, p<0.05) LWONTIAFOUIININAN WAL

A o

Unsindamulatneniisnsnisuinsennuasindnidendnduandnsninsuins §idedsinismagey
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anudetie uazdniuseleniiunisiuinunimuinis asdiuldinfurugsnssy anuundede way
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v a1 a o L3

. B = 025 , p<0.05) duuianssuliiidnsnanisuinderiiuasininidenandusitnsiada
(B =001, p>0.05)
A1519% 5 NANNSNAABUBNTNANIUINTEMINNNENWAUUATLATANLRBAIINIIS NANARDKNANA UTIUTR S

winsuwimsgled 911n ()

Model Beta >td. t Sig
Error

ﬂlﬂm‘ﬁl (@) 0.84 0.19 4.42 | 0.000

amanealtnsindnlagsin | 0.58 | 0.03 14.33 | 0.000*
funugsnssy | 0.14 | 016 2.15 | 0.034*
AUUTANTS 0.01 0.06 0.15 0.883
ﬂ?’]iJﬁ’]L%E]aE] 0.84 0.06 11.61 | 0.000*
ansuselowutng | -0.25 | 0.04 -3.32 | 0.001*

F=6498, R=0.63 Adjust R2 = 0.39

*5<0.05
8. Mssuiamninuinisaduiudsnanssenininnanvalinsindnuazaiuassning
Aondnfngitng winsuiasgled 9ain Wnww) legldnmsleszgvanunnnssuuunyam lagufum

muadflinaasures Baron & Kenny lunisvageuauufigiuaisdunauns 4 wuil nmanuaived

a

UnsindnuaznissuiaunnusnisiianuduiusiuegaiidedAyiasananardudse Ansanduius

14 °o v a '

Faviriu 0.65 nssuiaunnuinisiaranusninaiauduiusiuegaliudAyiansanaina

o

'
=

duUszAnsanduiusduriniu 0.94 nMwdnwalvestnsninlazauaasnanadaNuduRuSAuRI5UN
PNAFUUTEAVTanduRUSTUvIIAY 0.58 wavtilenruaumfiiklina1she n1ssusnanInuINg vilv
AaNwAlURIATALENSNANIIUINABAINAITNANAanasLRIATTudAY NTUIINAEUUTEENS

avduiiusgaiiiu 0.19 Feaguladn nssuiruninuimadusauusnans Partial Mediator
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amdnuaitasindnuarannuasininadenindaaidnsindnsuinisgled 31in (umww)

R Adjust R’ Beta
AUNAFIU 1
andnwalUnsindnddnswanisuindenisiuiamain | 0.70 | 0.48 0.65*
UuINg
AUNRFIU 2
nsfuinuatnuInisiiBninadenisuindeaiiy [ 0.73 | 0.53 0.94*
25nAnd
AUUAFIU 3
Aanwalunswdnlavinaniauindenuaesndng 0.63 |0.39 0.58%
Gl
n13fuinuAINuINITiENSnadentsuIndend1 | 0.73 | 0.53 0.61*
3ndin 0.75 | 0.55 0.19*
AnanwalUnsiadnidnsnanisuindenusndna

*5<0.05
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