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Abstract This study analyzes the characteristics of customer's preferences on
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banking

channels (branches, automated machines, telebanking, internet banking, and mobile banking) and

examines the factors influencing channel usage. To accomplish this, ANOVA and

multiple

regression analysis are performed using customer data from Bank A. The analysis reveals that

customers primarily utilizing branch counter transactions have a significant impact on the

profitability of 1st and 2nd grade banks, particularly among the age group of 50 years and

above. Additionally, it is observed that as customers’ loan, deposit, and financial

product

holdings increase, branch counter transactions also increase. On the other hand, it is found that

as the usage of mobile banking decreases in terms of loans and deposits, transaction volume

increases.
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sk nASFel e Al Ad Age Pt meAdwy Wit ANAFUE Aol Az
S ARt} o] One-way ANOVAEA Ax 3tk o= E&) 7 HI, H27F wex &<l
o FHE B 3 g2 A&, gidd shaLzp gho,
ME Ade dEshs 3T @i Adass
Table 1 Descriptive Statistics
Variables Contents Min Mean Max
10s: 3%, 20s: 11%, 30s: 18%, 40s: 23%,
Age group 10s, 20s, 30s, 40s, 50s, 60s, over 70s

50s: 22%, 60s: 15%, over 70s: 8%

Customer class

1: loyal 2: Excellent 3: Good 4:
Superior 5: Regular customer

sex 1: male 2: Female 1: 54%, 2: 46%
Number of window The number of transactions made
. 0 0.70 2044
transactions by customers at the branch counter
Numb f telebanki Thi b f t ti d
umber o e.e anking e number of transactions mé.l e 0 0.64 2439
transactions by customers through telebanking
Number of Internet . The number of transactiéns made
. by customers through internet 0 1.14 11948
transactions .
banking
The number of transactions made
Number of Mobile banking
Hnber o O, ¢ by customers through mobile 0 11.02 7412
transactions .
banking
Numb f ATM Th b ft ti d
umber o. e number of transactions made 0 315 1501
transactions by customers through ATM
The 1 rtfoli t f th
Credit amount © Jodll DOTtiotio amount as of the 0 7,328,000  [18,720,000,000
end of 2021
The total amount of funds received
Receiving bal 0 3,880,000 [1,119,000,000,000
ceetving batance by the bank as of the end of 2021
Amount used for this bank The total d t held
ount used for this e total car usage amount he 0 1,082,000 5.940,000,000
card by customers with the bank
Main bank status Y Y: A bank N: Other bank
Specific Money Trusts, IRPs,
Trusts, Bancassurance, Funds,
Number of financial Demand Deposit Products, Profit 3 413 14
instruments held Securities Installment Products, ’
Profit Securities Demand Deposit
Products, Profit Securities MMFs
The profit excluding direct/indirect
RAR expenses, losses, and other costs |-1,652,000,000 25,460 7,345,000,000
from the bank’s
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Table 3 Number of Channels Usage by Customer
Class One-way ANOVA

Desc'rip‘tive ANOVA
statistics
Customer Tukey
h I A F P
Channels class verage HSD
1 14.0 1>
2 8.70 2 >
Window 3 4.73 16300.30 | 0.00] 3 >
4 3.27 4 >
5 1.35 5
1 8.31 4 >
2 10.90 3>
ATM 3 12.90 91553 0.00] 2 >
4 13.40 1>
5 7.86 5
. >
Tel : 3, 4
o 3 260 5310 | 000 ”
Banking 1 239 > 1,
5 0.93 5
1 10.80 1>
Internet 2 8.06 2>
n T
Banki 3 3.29 3303.60 | 0.00] 3 >
anking 4 2.42 4>
5 1.01 5
S
Mobil : > 3
© .le 3 25.10 3287.00 | 0.00]
Banking 1 26.20 > 1
5 17.00 > 5
43 4 Agdiel nd Sgof mE MY
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Fig. 2 Two-way ANOVA Analysis of
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