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Online Banking Problems Affecting Satisfaction Mobile Banking

Application of Consumers
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Abstract

The objective research was (1) to study problems of the online banking system (2) to study
Online Banking Problems Affecting Satisfaction Mobile Banking Application of Consumers according
to personal factors. The sample was obtained from 400 users. The tools used for data collection were
questionnaires. The statistics used in the research were frequency, percentage, mean, standard deviation
and t-test. F- test, LSD Method and Chi-Square (")

Research results

From the research it can be concluded that the results of the study of general data of the sample
showed that most of the consumers were female, aged 31-40 years, with a master's degree, occupation

of private company employee and average monthly income was 21,001 - 30,000 baht.
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The results of the Mobile Banking application problem study found that the time when most
of the Mobile Banking application was used by the consumer was 12.01-18.00 hrs. Mobile Banking
applications include other bill payments using the signal of the phone signal system, such as 4G system,
use in the phone system of smart phones, such as IOS system (only available for IPHONE, IPAD
phones). Used, the banking system alerts the bank's system was interrupted. Experiencing the problem
of the date that the transaction cannot be completed in the end of the month, the transaction volume
fails 1-2 times a month, when the user fails, the user will try again immediately after the system crash.
Most of the users have problems with the transaction process and then crash while the money is being
transferred successfully

Consumers' Satisfaction level of Mobile Banking Application Service Overall, at a high
satisfied level, the product side was the average at the highest level and the other four aspects were the
high satisfied level. In descending order: physical aspect, price, promotion, personnel, distribution
channel. And the process side, respectively

The hypothesis testing found that (1) Satisfaction Mobile Banking Application of Consumers
different when different group of gender, age, educational attainment, occupation and average income
at significant of 0.05 level. (2). Problems of using the Mobile Banking application for the time of
transaction, The phone system in use, active signal system in terms of the date that the user has entered
system and there was a problem number of failed transactions, what do they do whenused application
was not successful and the failed transactions had affecting satisfaction Mobile Banking Application
of Consumers at significant of 0.05 level. And found that the process of the failed transaction had no
effect on consumer satisfaction of the consumer's Mobile Banking application at significant of 0.05
level.

Keywords: Mobile Banking Application, Service Satisfaction, Service Quality.
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