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The Impact of Banking Service Quality on Customers’ Decision of Using Mobile
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Abstract
The purposes of this research are 1) to examine characteristic demography, banking

service quality, and decision of using mobile financial application of customers at Thanachart

bank, Omnoi branch. 2) To study the difference of characteristic demography that is affected
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on decision of using mobile financial application of customers at Thanachart bank, Omnoi
branch. 3) To learn an impact of service quality that is affected on decision of using mobile
financial application of customers at Thanachart bank, Omnoi branch. The population used in
this study are the users of Thanachart bank, Omnoi branch by using the survey method to
collect data and the data analysis will be done by using statistical tools which are the
descriptive statistics (percentage, mean, and standard deviation) and inferential statistics
(Independent - Samples, T-test, One-way ANOVA, and Multiple Linear Regression). In this
research found that 1) 62.30 percent of the respondents are female. 45 percent of the
respondents have an age less than or equal to 20 years old. 75.30 percent of the respondents
are single. 55 percent of the respondents have an education level below bachelor’s degree.
46.80 percent of the respondents are students and 46 percent of the respondents receive the
average monthly income of 10,001 - 20,000 baht. The results of this hypothesis testing show
that the differences in demographic including genders, education levels, occupations, and
average monthly incomes have no impact on customers’ decision of using mobile financial
application at a significant level of 0.05. However, the demography of the age has the
significant impact on customers’ decision of using mobile financial application at a level of
0.05.In contrast, the physical service quality and reliability have no impact on the customers’
decision of using mobile financial application at a significant level of 0.05. Other service
qualities that include responding to customers’ needs, giving confidence to customers, and
understanding the needs of customers have a significant impact on the customers’ decision

of using mobile financial application at 0.05.
Keywords: Service Quality, Service Using Intention, Mobile Financial Application
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