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Abstract

This research is a quantitative research with objectives to compare the success and
satisfaction of users of Mobile Banking services provided by Thai, Singaporean and Malaysian
banks classified by users’ general information and usage behavior, and to study the influence
of electronic service quality on the success and satisfaction of users of Mobile Banking services
provided by of Thai, Singapore and Malaysian banks. Study samples were 450 users of Mobile
Banking services provided by Thai, Singaporean and Malaysian banks Siam Commercial Bank,
CIMB Bank and UOB Bank lived in Chonburi province by using the questionnaires to collect
the data. The statistics used in data analysis were percentage, mean, standard deviation,
independent sample T-test, One-way ANOVA and multiple regression analysis.

The results showed that users of Mobile Banking with general information in terms of
age and education level affected the success and satisfaction of Mobile Banking services
provided by Thai and Malaysian banks differently. In addition, Mobile Banking users with
different usage behavior in terms of usage period affected the success and satisfaction of
Mobile Banking services provided by Singapore and Malaysia banks differently. Finally, the
electronic service quality in terms of privacy and accessibility to services affected the success
and satisfaction of Mobile Banking services provided by Thai, Singapore and Malaysian banks
with statistical significance at the level of 0.05. From the results, it is suggested that the Mobile
Banking systems including Internet privacy, and support the accessibilities of the users to

variety of applicants so that it is convenient and suitable for users.

Keyword: Success and Satisfaction, Mobile Banking, Thai, Singaporean and Malaysian Banks
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* 9y slitudANNEnAN 0.05
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- Aduszans -
AAINNITUINIG Statistics
Y N t. Sig.
dannsaiind Std. Toleranc
B Beta VIF
Error e

A 1.109 249 4.453 000
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AT (Xs) A7 077 196 2.229 027* 384 2.602
ASLNDINTIAUSNNT (Xa) 457 .060 517 7.587. .000% 639 1.564
R.=0.754 R Square = 0.569 Adjusted R Square (R%) = 0.557 (55.7%)
F. = 47.846 Sig. = 0.000 Durbin-Watson = 2.098

* pealitydAyNI9atan 0.05
NANINAFDUANNAFIU WU ANAIMNITUINISBENIeling duaaludiudy uasnis
Wrtensleusnng duane aaudsauaraiufianalalu Mobile Banking suiasdeyviidanlus

peslitd1Agyn1saian 0.05

33



Humanities and Social Science Research Promotion Network Journal

Volume 1 Issue 3 (September - December 2018)

A19197 5 Nan15ILAIIZRNIsanaBULiaNAda UAIINAALWLABITUANAINAITUSAIS
diannsedind finase Anudusauazauienelalu Mobile Banking suimsdayduiaide

AMINTWANTUIANS AnduUszans . Collinearity Statistics
dildnwsaiind B Std. Error Beta - > Tolerance VIF

sl 736 225 3270 001
ﬂ’J’llJ‘th%EJaEJ (X1) .107 .089 A11 1.205 .230 .282 3.548
ANTHOVAUDIAINFDINTT (X2) 137 072 .154 1.916 057 .369 2.707
Auudiud (X3) 222 .067 .260 3.335 .001* .392 2.553
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F. = 68.974 Sig. = 0.000 Durbin-Watson = 2.032

* pgafitfudAyn19adan 0.05

NANINAFDUANNAFIN WU AMNIMNISUINTBLEnnIelind dnuauudiui waznis
Wniansliuing nane Audusauazaiuiianelaly Mobile Banking suiansdgyanduiaide
agnadiedfyneadaf 0.05

afusemHa

PnNsEnwIAgIiuaudSwaraufianalaly Mobile Banking sevinssunAsdnywd
e Feeluf uazanaide ansnsnefumenanisdinu s

1. foyavluvesmeuuvuasuany funndafu fnadomnudifauazanufisnelaly
Mobile Banking se%313su A1 sdeyvilng @salUs uasual@y wans1adl 9INNanITITENUI
foyavluvestnouuvuasuniy Tusu e 01g aaunw sefunsAnu s1eldldeseiieu uas
9130 dwaneaudusauazauiewslalu Mobile Banking lidumnanafiu Tusuimsdaufgdenlus
Fanan1sdnwilaenndostueuidoves desunn usaun (2553) lddnwdes dadedifinadents
dndulaldusnissuimsniedumesidn nsddnw gndsuraisngslne ananlannasy dandnnen
NaNTITeNUT nufegeiifing 01y sEfUNMIAnY 93N wagneldladeunndaiy Tnsindule
Tngdflsdsdadonslunarnisueniiinasenisfadulalduinissuraismisdunediinues
surmsngsinglaiumneinefiu wazngusiedisil e ong uazseldladeuandnaty azdinisdndulalng
Arilafatladonmninnislivinsifinadonisdndulalduinissurarsmisdunedidnves
suwiAnsngtineldunnsieiu

2. wyAnssulduinis Auansraiu Srnadeaudniauazanuiianelaly Mobile Banking
5¥NINEUIMTAYVIRING FanlUs wazuai@e wanAeiy 31ANan1sITenUd waRnssuldusnig
suanudlunslduinsseiieu szegnanldau Faanansiginssy uazdnvusdeyailduins
finasianudniauazainufianalaly Mobile Banking liunnsinsiu Tusuiasdyuiilng dewma
msfiniiaenadesunuideves $misa wana (2556) IdAnuides Jadefidmanonisinaulald
U3N155u1A5BUMesIN (E-Banking) 204§uslnAnsdlifinyi: JaminnszunsAIoysen Nan153de
WU Muieuiisunisdnaulaldusnissuiesdiannselind Suunautadesiungfnssunisld
dumesilanudn Jadedrunginssunislddumesiindisiu In1sandulalduinissuinns
diannselindlaunnmnaiu

34



NIANTATOVIAUATUNTIENUYRemanSuazdIrurans

Ui 1 atfuil 3 (Fueneu - Sunau 2561)
3. AuUAMNSUINMIBanMsedind finade AudSuazaufianselalu Mobile Banking
FEUIsWIANTEYYIRLIVY AAlUS wazuale 91nNanTITENUIN ANAINNISUINIBLENTTeTnd
Auadudiudd wazsun1sdifanisliiuinig fnase audusawazarufianelaly Mobile
Banking S¥i195u1ANsdyuAlng Awalus waranade Seaenndesfuauddoves Tursnn ik
(2556) AnwITes AnmduazvirunAilrongfinssuiiazidonlduinig Intemet Banking ¥83gnAn
sunseonduludmind i nansidewudn annmmsliuinmssuasidudals suanndedie
16 Frunsmevaues fumslianusiila wagdunindfedala feuduiusiessduauiianela
AONISITUSANT Internet banking Y8IsUIATOONEY

Forauauusiildannsinideluaed

5u1A15HLAU3N1S Mobile Banking A1siin1susulgsludiumududiuds aisinig
Usuugsdeyadusnvesifltliasadouazgniiuidunnudunuludanmsldsiaiudiue unaiadu
Tne Touch ID msiinmsdnfvasindelumadueuniiedunensenanarsifiolunisanden
Insdwisnunisiintanisiiuinng

uenanil MesuimsmsiinafiuuasulssanuasaveseUndedulisesiunsld
auiinanuans Wannseldauldasmnuagmngausugliundedu fsnsdendudiszuunisd
msusuUgsidndslade s awilidldanunseslafernnuazamnauisuasiiesenisldau

anvng 1ensldeuvuleundiaduiitym nesuiasmsaziivesmanisindeluns
uwidymldegnng warmsiianenseiidaseiieafulamnisidauueundindulaense

Fowuauuslunisiiseadesely

INNANTIVBUIAU mmf\]sﬂuamﬂmmiﬁﬂwﬂwmamammawﬂummamawam \iove
mﬂwmwmmmama wazauianelalnesauanniu uenani msvhnsAnwiindndede
3uq 07 dunsduaiumensann wazaalinddalunisléuinig Wererhlimsuiadeifiaass
LLasmmmm{]mmﬁLﬁmqﬂmﬂ%ﬂ%ﬂ’ﬁ Mobile Banking uazanying AIsviIN1ANYIITE lAens
Auteyalunuuduiunndsesnly wu msduneel Welvinguieeslfuaninudniifuresmules
p8198a5y Loz lmsuiadounnses uagtlymirneg uagtihdelausnugiilduuiuusaey
Wil Mobile Banking

LONENTD9DY

fiaen 1y Uy, (2549). adRAMTUUITL. (faindadi 2) N3N Lssiungunansal
UAINESe.

Aung aAUTyeana. (2558). waanssuguilaa. nsawne: Tliadifes,

Fy1ae NInATY. (2554). AMUNNIYVDIAUNINAITIWIUINNG. (InentinusuIyanu]iads, andu
walulagnszasung LlWAuIAIANTEUa).

su1AsBleLdud. (2560). CIMB clicks on mobile. W1fisl@ann https://www.cimbclicks.in.th/
mobile-service.htm

sUNANSIEWIYE. (2560). SCB Easy. 1189taa1n http://www.scb.co.th/scbeasy/protection

35


https://www.cimbclicks/

Humanities and Social Science Research Promotion Network Journal

Volume 1 Issue 3 (September - December 2018)

suiAnsglad. (2560). UOB Mighty. 11n8ialaann http://www.uob.co.th/mighty/index.html

suIAsuaUsEwelng. (2560). §3n53UN15Y158RUNIUUIATS Mobile Banking waz Internet
banking. 1ifsl@a1n http://wwwz2.bot.or.th/statistics/ReportPage.aspx?reportiD=688

59 LUUET. (2552). msv’%mwé’amsmaﬁﬁNaﬁiaﬂfnuﬁawa’[,waaé'agaﬂﬁ'ﬂﬁ’mﬁmaii NSAIANY
U3t ada wienwwash s1in W) (mentinusuImsgsiaum e, a1u1iv
US53N, TUNNINeNay, UMINe1aungunm).

Wun3ni 1. (2556). ﬂfmuj’;t,l,azﬁﬂuﬂaﬁﬁwasiawqansiuﬁazlﬁan‘lﬁﬁ’u’%nﬁ Internet banking
vasgnAtsuIAseaNduludmdIagune. (meninusuimisgsiaumdugin, a1u13n
UIM5§IN9, UnudnInenae, WANGEIL).

Nequn Ausmun. (2553). Jadefifinasanisindulaldusnissurnsmeduwmasidn nsdifnu
anAsuIr1Ingelve arvilannasy Jariawe. (nerdnususmsgsiaum Ui,
ansTansily Jadfininende, UNNINYIRY VA AIUNER).

Ty Aauns uasRnAius ase¥afifosh. (2554). TedeiifiBnswadanisindulaléuinmssuians
vuBuwasidnvasgndtsuiatsngaunn 9ia @) luengamnamuns.
('3‘1/1mﬁwua‘u‘%maqaﬁwmﬁ’m%m, #UIVIVINNTTING, AMLUIMTTING, UMY
Sedn).

$oniSen wamna. (2556). Uadeiidenasionmsiadulalduinissunmsdumesiidn (E-Banking) was
Huslnanstlfinw: Jmdanszuasaiaysen. (Inelnusuimsgsiaumdudga, a1913n
UIMI§INA, AMTUSMSTINIMazImAlUlagasaume, unninendumalulagsvuna
GREERIG))

v 6 [

JENIY LRANATEINU. (2542). AMAIWILIINUINIG (NUNATIN 2). NN Ussvvu.

]
o ¢ ¢ o a

JeaY RANTTEIR. (2543). AMAMWINAIUUINIS 1 (RNNASIT 4). NJanns: dunAuadEsy
walulad (ne-gUw).
ATIEYT N13NITITTL. (2556). N3HFa11 Mobile application Faesimungsiveeslsludinuoaulal.
2138150 InamAluladunuasusial, 3(1), 45-56.
ATI5904 1350, AN L39S, 098713 Uneanlly wastSey SnEnuud. (2546). MIUINIINITAAIN
gAlvial NFUNN: 5ITUENS.
av1an wandudsudaa. (2554). wurliunslluuneuanwndiadu: Usages trend of mobile

application. NFWNN: FENRNNININGITUNFANN,

3
a
g

Aued MadanIns. (2550). IABASUNMIAANAUZNS. NFVeT: T WELLNE,

o525504 lala. (2555). Yadedifianuduwudsenislduinmsdumeiiiauusiisveassuiasenudy
Tudwinanuna. ('3‘1/1mﬁwuéﬁmaqsﬁwmﬂ’m%m, AUIYIVIINTTING, Ususminenay,
W INedeLut).

Cochran, W. G. (1963). Sampling techniques (2™ ed.). New York: John Wiley and Sons.

Parasuraman, A., Zeithaml, V. A,, & Berry, L. L. (1985). A conceptual model of service quality
and its implication. Journal of Marketing, 49, 41-50.

36


http://www2.bot.or.th/statistics/

NIANTATOVIAUATUNTIENUYRemanSuazdIrurans

Uit 1 atiufl 3 (Fueneu - Suaneu 2561)

Parasuraman, A., Zeithaml, V. A, & Berry, L. L. (1988). SERVQUAL: A multiple-item scale for
measuring consumer perceptions of service quality. Journal of Marketing, 64, 12-
40.

Parasuraman, A., Berry, L. L., & Zeithaml, V. A, (1990). Delivering quality service: Balancing
customer perceptions and expectations. New York: The Free Press.

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL a multiple-item scale for
assessing electronic service quality. Journal of Service Research, 7(3), 213-233.

Schiffman, G. L., & Kanuk, L. L. (1987). Consumer behavior (3 ed.). Englewood Cliffs,
New Jersey: Prentice-Hall.

Schiffman, L. G., & Kanuk, L. L. (1994). Consumer behavior (5" ed.). Englewood Cliffs, N.J:
Prentice Hall.

Schiffman, L. G., & Kanuk, L. L. (2003). Consumer behavior (5" ed.). Upper Saddle River, NJ:

Prentice Hall.

37





