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ABSTRACT

This study investigated 1) Expectation of customers using mobile banking from Bangkok bank, Hemaraj
Saraburi Industrial Land branch; 2) Satisfaction of customers using mobile banking from Bangkok bank, Hemaraj
Saraburi Industrial Land branch; 3) Comparison of expectation of the individuals using mobile banking from
Bangkok bank, Hemaraj Saraburi Industrial Land branch; and 4) Comparison of satisfaction of the individuals using
mobile banking from Bangkok bank, Hemaraj Saraburi Industrial Land branch.

Samples of 400 cases of customers using mobile banking from Bangkok bank, Hemaraj Saraburi Industrial
Land branch were collected using simple random sampling method. Sample size was calculated at 95% confidence
interval with 5% error. Data were collected using questionnaires. Percentage, mean, standard deviation, t-test, One-
way ANOVA, and LSD were used for data analysis.

The results showed:

Most customers using mobile banking were female with age range from 26-35 years old and held bachelor
degree. Job occupation is mostly office employee with salary of 30,000-40,000 Baht per month. Overall
expectations of customers using mobile banking were high in levels. Security part was highest while customer needs
part was lowest. Overall satisfactions of customers using mobile banking were high in levels. Customer needs gave
out highest while security gave out lowest. Customers using mobile banking that were different in sex, age,

education, occupation and salary had particular expectation on mobile banking were statistically significant at .05



level Lastly and Customers using mobile banking that were different in sex, age, education, occupation and salary
had particular satisfaction on mobile banking were statistically significant at .05 level.

To conclude, the significant of mobile banking are security and reliance. Although results showed
customers less satisfied in security than it expected. Hence, bank should be more concern on security and maintain

customer retention.

Keywords: 1) Expectation 2) Satisfaction 3) Mobile banking
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