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USERS SATISFACTION OF MOBILE BANKING (MYMO) OF THE GOVERNMENT
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94 P. 2020.

This research aims to 1. examine the satisfaction levels of Government Savings Bank
mobile banking (MyMo) users, and 2. investigate the e-service quality of the mobile banking
(MyMo) affected on the satisfaction of the Government Savings Bank service users in 6 aspects,
namely reliability, responsiveness, security, convenience, easiness to operate, and efficiency.

The study was conducted with 385 mobile banking (MyMo) users using a questionnaire as an
instrument for data collection. Data was analyzed using percentage, average, standard deviation
and multiple regression analysis.

It was found that most of the respondents were female, aged between 36-45 years,
working as government officials and state enterprise employees, with higher than a bachelor’s
degree, and average monthly salary of 30,001-50,000 baht; the users learned about mobile
banking (MyMo) from the bank staff; most of the services used were money transfer; the
frequency of service use was around 1-5 times; the average amount for each transaction was
10,001-20,000 baht. Regarding the effects of e-service quality on the satisfaction of Government
Savings Bank mobile banking (MyMo) users, there were four aspects of e-service quality, namely
reliability, responsiveness, convenience, and easiness to operate, which had positive relationships
with user satisfaction. The most influential e-service quality was reliability, followed by
convenience, responsiveness, and easiness to operate, respectively. Meanwhile, security and
efficiency of the application did not affect the satisfaction of the Government Savings Bank

mobile banking (MyMo) users.
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