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Loyalty in using mobile banking services of working
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Abstract

This research aimed to study the loyalty in using Mobile Banking services of working
people in Dusit District, Bangkok, classified by demographic, and to study service quality
factors affecting loyalty in using mobile banking of working people in Dusit District, Bangkok.
The sample comprised 400 working people who used mobile banking in the Dusit District,
Bangkok, using purposive sampling and convenience sampling. Data were collected via
questionnaires and analyzed using percentages, mean, standard deviations, Independent
Samples T-test, One-way analysis of Variance, and multiple regression analyses by Statistical
Package for Social Science. The research findings indicated that working people with different
educational levels and incomes had different loyalty to using mobile banking at a significance
level of 0.05, while working people with different sex and occupation had no different loyalty
to using mobile banking. The findings also revealed that the overall service quality of mobile
banking, including Reliability (p=.319), Responsiveness (=913), Assurance ( f=.914),
Empathy (B=.118), and Tangibles (=.174) affected loyalty in using mobile banking services
of working people in Dusit District, Bangkok (Adjusted R> =.692) at a significance level of
0.05
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o
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Aaaaile Tl lun"934e Ae wuugeLnNL (Questionnaire) Afdusonutlaneda uiseanidi 3 dow

dsznausaadauil 1 danwoszlszrinsnfresmaunuuasunin i wa andiw nsdne uavaneldsaien dou

#1 2 AnuAAEILN A UAMNIWNNSLRLEN 195981989370 Akroush, 2019; Zarnadze and Pereira, 2021; Hariawan



etal., 2021 WazdIUN 3 ANAATILIAEITUAIINAISNANA lNNT I U3N9suIANITNeInsAnyiiede  (Mobile
. Ay a . ¥ o , . ¥ o

Banking) 191989410 Liu and Wang, 2017; Zhou, et al., 2021 Taadaa1niuludoun 2-3 idudaaA1oiuuuy

WANAALANNNIAINTA 5 FeAULLLALARNALNE (Likert scale) bazlAA1tiLN1INARAL AN AR TN

(Content validity) 299uULI&aLNNAREIAT IOC LazAMLTanials (Reliability) Aa2iAn Cronbach alpha fungs

dszansfldldnguilnvung (Pilot-test) A1uaU 30 A HAagis11919 0.915 - 0.932 A9 lAAININNGT 0.7 HAuA
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Weasrulne ldatfianssniun (Descriptive statistic) 1A AT (Frequency) 7atia (Percentage) (ANLaR¢g
(Mean) uazAguLTElIUNIATFIY (Standard Deviation) iiauanuasszAuvesiudsnans uazldainizeey
110U (Inferential statistic) zﬁwﬁlmiwmmmumﬁﬂm A9 mimmmummLLmnﬁhwmﬂ'ﬂL'aawmmjuﬁq@ﬂw 2

mﬁmﬁuﬂu@mxrﬁi@ﬁu (Independent t-test) kazN133LATIZW A 1KLL TUTIUNTGLAEA (One-way analysis of

Variance) #arn193tATITikLILnAneanAn (Multiple Regression Analysis) RrzFusie & AuN194DA 0.05

NANN5IAE

HANSILATISUTRNALTINTTON

1. AnmUEnNUIETINTANARTIBINgNAIeH1e Aa1uIu 400 AW wudn douluaiiduwends auau 215
s Anluferas 53.75 uazinAtiaanuu 185 au Andudenay 46.25 Hendnitludrsanisminemuigiana
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X SD t Sig. F Sig.
WA St 3.94 0631 -1.71  0.206
ga 417 0.697
BTN 197N 19/NINe 3.97 0.511 0.778  0.540
§giauna
§3NAIURING 4.01 0.592
WINULFENENTWENANN  4.01 0.594
%‘Iu“] 3.96 0.561
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ANHULAIULAAR NANNLANGAINY Mean Std. Error  Sig
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n V) (-(J)

22AUNTANEN ANty A3 genaniBeyeynsis -0.22 0.068 0.021*
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