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Factors Related to the Service Quality of Mobile Banking of the Government

Saving Bank at Prachuap Khiri Khan Branch
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ABSTRACT

This research aims to study the personal factors that affect the quality of service of
Mobile Banking of the Government Saving Bank Prachuap Khiri Khan branch, and service quality
factors associated with quality of service of Mobile Banking of the Government Saving Bank
Prachuap Khiri Khan branch. The samples are 328 users of mobile banking services of the
Government Saving Bank Prachuap Khiri Khan branches in analyzingthe statistics used were
mean, standard deviation and the correlation coefficient Pearson,

The research found that users of Mobile Banking of the Government Saving Bank
Prachuap Khiri Khan branch were more than male Aged between 26-33 years, single, and got
bachelor’s degree education. Professionals employed Private employees and a monthly income
10,001-30,000 baths, the quality of service of Mobile Banking of the Government Saving Bank
Prachuap Khiri Khan branch overall the level found by the Mobile Banking services of Bank.
Prachuap Khiri Khan featured in the branch experience providing quality services and most are
minor. Expectations with quality, service and attention to the perceived quality of service is
minimal. The service quality of Bank Mobile Banking. Major Prachuap khiri Khan Overall the level
found by the Mobile Banking services of Bank. Prachuap khiri Khan featured in credibility, trust
and know and understand the service the most, followed by the confidence of clients and to
focus on the concrete of the minimum. The study of the relationship between service qualities.
Found that quality of service is related to the quality of service.

Recommendations from the study showed that the Bank should have a public relations
client to access the Mobile Banking services of more banks. Should be improved and the use of

application functionality that can be easily used and more convenient.
Keywords: Factors of the Quality of Service, Quality of Service, Mobile Banking
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AMITIREUAEYNGBY (Toffler as Cited in Kock, 2001) suiAsane 9 Imsimaluladidnanldfums
Tiusmsgniwessumsmaneguuuuliinesdunslitinseddy (aTM) Tesiasho Sumesidaudeiia
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YBULUAYBINTIAY
1. wsulnUsseInIuasngudlatng
Uszanslunmsideluaded de gnénilduinisTuuisuusdisves suransooudu anan
UssmuAsiussaniadu 1,820 au
nusote dur gndrilduinisTuunsuusifasessuasosudu avussarudiiug
S 328 A SuamanduiethdliEnismlnegnsves nls swni (Taro Yamane) #i
Uunuen n= _ 1,820 = 328 AU
1 +1,820(0.05)"
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1. wiasleldlunisise

w3eadieflilunissausiudeya Ao wuuasuny (Questionnaire) Fefifuatratunia
Taqusvasdveamsidy wielilumafususudoya Tasudsoend 3 daw ldun

duil 1 wuudeunmiAtfuieyashuiiedudiuyanaresirounuugouny Usznausie e
91y AN MANSE SERUn1SAnY 1@ s1elfadedaiiey nvazuuvaeuannduluunsIvaey
578M5 (Check List)

dwit 2 wuuaeunuAstuiadsgunmnisThuimsessunanseey ausEaavATIS
wadu 3 d i anumanafunanwmsliuinns mssufiuannimnnsliudnmg Ussaunsaims
Tuinmsiugaunmnisliudnes dnvazveaniasiiofiumanuiiidnsasitunnsiaduuuaiam
(Likert's Scale) Sausazdnugpeutuuasunuionaovliifssdmouiisasiidneulidonmussiy
ANudRyRe mnﬁqm 1n Wunans e waztiesiign mudiu (Yryrw A3azenn, 2543, wiin 100)

doil 3 uuugeuMIAmAUAA TR EMIessIANseRNEY MusEauATIuE ey
5 6 funt efugusssmensing msnidefielinde nmameuauesedingns nstieudeshy

1w

sofSuuinisuarmsiinuazdilagzuuins dnvusveariesiolumaniiidnuastunesinduuy
AR (Likert's Scale) Fausaedonimeuuuumeumuiienneulfifissimeuisuasiidmeuliidanm
guAY Iy Ao wnfign snn Uhunans en wasesiiga mud iy (e eazenn, 2543, uth 100)
2. mafiusausaudoya
Hoyaililunsinudedeiidniusdenmunmmsliuinslnnewueife sunmseoudu am
Useaaufitus uesnilu 2 Uszuom fe
2.1 Yoyaugundl (Primary Data) l¥Bmsfiusunudeyasngnéitliuinmsluusuusriia
YOIBUIATOBNFY @ UTHAIATTUS ruau 328 au Teemsluvuasuny
2.2 foyaniinil (Secondary Data) InemsAuairdoyainuiisde 1sans Aofefant lonans
AT q Mdeades wasmstuaioyariumessuusunediin
3. Mmylesevideya
3.1 mnaszideyalagliafifilanssaiun (Description  Statistic) léun nsuansdnfosas
Fedeieasudayaduiuanuuuaounuilifuly
3.2 mynswidoyalagliadfidsoyuiu (nferential Statistic) leiun afdnsnaaeuay
unesRLedY esdesnduUsTNs (T-Test) NITNARBUANLLANAARABIANTIABINGLUTEINS (F-test)
wazmsvadeuidUssAvsanduiusuuuifiosdy  (Pearson’s  Correlation  Coefficient) Tunisin
mnuduiussgnindadeguamnistiuinmsiununisiivinsTuuieuusifessunaseandy @
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1. avmdugusssuvesuinmsg
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. 2. ardndeielingdas
5, 90TW o
v 3. MINBUANBIRBLTUUINNT
6. swlanoiiou

4. pMsinnandeiiudelTuuing

5. MmsfanuazitilagFuuinis

JadaqaunmmsTiiuing
1. maeniaiugunmnsiuing
2. m3fuifiuannmnisliuing
3. Ysraunsainisiuinisiuaaunm
nsliuins
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1. nq’mc#Taaehaﬁmammuaaumumsﬁnwﬁﬁaﬂ%”’aﬁ wui g‘ﬂﬁu’%mﬂumHLLuqﬁﬁamaaﬁumﬁ
pauAU auUsraauAstusdninaidhuwends fovay 59.6 Songsewing 26-33 U Seuax 58.3 aonunmlan
Yavay 67.5 waumsinuUSned Sesas 74.2 Ussnouendingnana wilnnuenuy Sevaz 46.4 Ineldsie
\feu 10,001-50,000 U Seway 53

2. wamsdnuiadsqumwnslduinsvessuimssandu aunssuASTus wazquAWAT
TWU3n159095UIANTeaNaAY @nUsEaIuRstus muszauaNddn

A5199 1 uansseiuamAsiiuliadunannwnisiuinmsluuenusifsuessunaseasiy
auUsERIUASTUS (M)

Tadwgaunmmsliuinig Mean S.D. szRuAdAY
1. anueanlafugaunmmisiiinng 3.81 0.62 N
2. m3fudiuannmnsliuinig 3.80 0.63 3N
3. Uszaumseinistiuinnsiiuqaunimnishiuing 3.85 0.63 N
g 3.83 0.55 EART
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Qs

bivimsfuguammslivimsuniigadiade = 3.85 sosaanfe awananistuamamnsliuing

3

Fwade = 3.81 wasnsfuiiugummnisliudnistienign dade = 3.80

A ar o LY Qy = eded ar
A3 2 uansseAuAARiunuamnsTRuS MsTuvsuusRweswATNAY aunUsEaIURTIuS

(nwmsm)
AmunwmNsIRUINY Mean S.D. sEAUANNENARY
1. armudhugusssuvasudnms 373 0.64 2N
2. anmhdatialinele 3.80 0.63 1N
3. MINBUANLIBNSULINIS 3.74 0.61 N
A O 1 ve a

4. mslinnuedusedfuuinng 3.77 0.65 1N
5. migdnuasiilagiuuims 3.80 0.64 N

59 3.77 0.58 un

NN 2 wuh nquadlianudndiuisiuguamnsiiusnsTuueuuaiises
sweseeniu a1vUsuATIus mmslussdudiudenn dede = 3.77 Wefinsanifusede
Sesdrduradennuinlumdesnuinasiiessd wui Fldvinsianuduieluaunindetie
BndleuaznisfinuasidilagSuuinmsuniign dneds = 3.80 sesaunfio msliinnuidesiusie
f3uuims Aade = 3.77 nazanudugussesimsiiusiedosiian diads = 3.73

3. amsdnuiladdayanafidmasionanmmsliusnsueuueiissumsosdy
a1 1sEaUAsTus

a3197 3 udnmansiSeuiieudiadie (ttest) mudatiueslduimsinewusiimesnmsosyiu
a9 U5ERUATTLE SUneNLwe

AMATHWMSIAUTMS e YL t Sig
Mean S.D. Mean S.D.

1. avuidugusssuvesims 363 | 074 | 3.80 055 | -1.614 | 0.157
2. ahidedialinda 368 | 0.1 3.88 056 | -1.992 | 0.185
3. MIRBUAUBIADYTULINS 3.64 0.66 3.80 057 | -1.524 | 0.690
4. msWmnudleshsioffuuims | 3.65 0.72 3.85 059 | -1.851 | 0.201
5. msganuasiinlagiuuinis 3.72 0.71 3.85 059 | -1.125 | 0.520

5 366 | 0.66 | 3.84 051 | -1.774 | 0.334

o = i a < o [YAS & a
NNANTNTA 3 MsFEnyITsuisua AR UlEUS MsTusuussAvessimsendy
sz auATius Tunwsaadwunine wud fif ¢ = -1.774 wazen Sig. = 0.334 Fauandlmisiuiingy

'
an o

Mvdrammenaswandainrudaiuliuandsussdlififoddymadinsesu 0.05
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< = o d a P & a
aeefl 4 uanmamsSsufisuaRaY (F-test) AnuAniureslduinsluuenusifwosuimsesudy
arnszaauAidus duunauteduduyana

o 218 01U szeiun1sinen 21T selddaifiou
AUAMTUINS
F Sig. F Sig. F Sig. F Sig. F Sig.
1. ﬂ’ﬂm@u?}ﬂﬁﬁu 1277 10282 | 0336 | 0799 |4.293 | 0003 | 0895 | 0469 | 0521 | 0.669
Ypauinng
Z.ﬂ'J’IQJﬁ'\L%’eJﬁa 1.546 | 0.192 | 0591 | 0.622 | 2732 | 0.031 | 0.903 | 0.464 | 0.674 | 0.569
1nala
3. ASRaUAUBIRe | 0.875 | 0.481 | 0582 | 0.628 | 2.799 | 0.028 | 1.126 | 0.347 | 0.768 | 0.514
Aiuuins
4. mslan 1.383 | 0.243 | 0503 | 0.681 | 2.755 | 0.030 | 2.029 | 0.085 | 0.953 | 0.417
WesiusorFuusnis
5.ﬂ15§5ﬂLLﬁSL‘2’JI'1h 0741 | 0.565 | 0.143 | 0.934 | 2559 | 0.041 | 0450 | 0.772 | 1.329 | 0.267
A3uuinis
39 1.186 10320 | 0.325 | 0.807 | 3.499 | 0.009 | 1.089 | 0.364 | 0.807 | 0.492

el 4 msfnsisudisussdadiuieudliuinisiunsuueiiesmseeniu
aUsEauATTuslunwsin Swunmuildvdiuynna wut engllen F = 1.186 uay ¢ Sig. = 0.320
Fauaadliiutnogronduiedsiiunndaiufirnudaiuliuandreiu aomunmden F = 0.325 uag
1 Sig. = 0.807 Fauandlfifiuianiunmussnguirotheiiuansefuiipudatulinanseiu endinden
F=1.089 Wazen Sig. = 0.364 Suansiiifudoninuenguitetaiuanmefuinnufafuliuandaiu
warseldvadousien F = 0.807 uagen Sig. = 0.492 JauamslififiuiiselduandafufiamAadhibl
wansnaty oeslaifiveddmeadiiisesdu 0.05 dwussfunsfinentidt F = 3.499 uawen Sig. = 0.009
Fauandlisiuhsviunsansiiuanseiufirdadiuiunndaiy ethefiduddgmeadiaisedu 0,05

d. wamsﬁmem{]a%ﬂ@mmwms‘lﬁu‘%msﬁﬁmﬁuéﬁuqz:umwmﬂﬁu%ms‘lummmaﬁﬁwaa
sunmseRIAY ey aaATIuS Serudiug feil

a £ o e &

#1599 5 uansran silSeuisuaduseansanduiudiiesau (Pearson’s Correlation Coefficient)

o

ﬂmaqmmwmﬂwmmwanwuﬁ'ﬂuﬂmmwms'l.wsmﬂmnmmaﬁﬂwmﬁmmsaamu

5

UEAIUATUS
YadegaunmnisTiuinig
auAWNI5IuS NS 1. anueanie 2. Masuiiu 3. Uszaun1sains
‘ fuAmuAIwAS ANTHATS Wiusnsiiugninw
Trusnng Tusnng nsliimsg

1. mmtﬂugﬂﬁisu Pearson Correlation 0.586 0.660 0.713
VIUINT Sig. 0.000 0.000 0.000
2. mmﬁ"u%aﬁa Pearson Correlation 0.510 0.618 0.679
Tindla Sig. 0.000 0.000 0.000
3. NMIHOUAUDIND Pearson Correlation 0.562 0.643 0.708
iuuinis Sig. 0.000 0.000 0.000
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TadwannmmsTiudnng
ANWASUS S 1. Araand 2. M3susiu 3. Uszaumsainig
, fuanATANS ANATHNS Tiuinsiuannim
Wiusnis iusms nsliuinis

4, msledesiu | pearson Correlation 0.513 0.604 0.636
mofsuuINg Sig. 0.000 0.000 0.000
5. m3fdnuaziinle | Pearson Correlation 0539 0.584 0.660
Hiuuinig Sig. 0.000 0.000 0.000
sl Pearson Correlation 0.592 0.679 0.742
Sig. 0.000 0.000 0.000

NNANTA 5 MsAnuUeudiousdussavtamduiug (Pearson’s Correlation Coefficient)
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