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Degree Sought Master of Business Administration
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Abstract

The purposes of this research were; to study the Users’ Satisfaction of using KTB
NETBANK and K-CYBER BANKING/ K MOBILE BANKING PLUS services for developing the
system to meet the needs, and; to study customers’ loyalty that influences on the
volume of KTB NETBANK and K-CYBER BANKING/ K MOBILE BANKING PLUS service usages.
This research applied American Customer Satisfaction Index (ACSI) model as a research

framework.

Simple random sampling technique was applied to select 566 customers of KTB
NETBANK and K-CYBER BANKING/ K MOBILE BANKING PLUS in Bangkok Metropolitan Area
to answer self-reported questionnaire. Data was analyzed by bivariate analysis consisted

of t-test, F-test, and correlation analysis.

Research findings revealed that; K-CYBER BANKING/ K MOBILE BANKING PLUS
customer satisfaction was statistically significant higher than that of KTB NETBANK ; Value
of service , Quality of service and Expectation of service had statistically significant
relationship with customer satisfaction, and customer satisfaction had statistically

significant relationship with customer loyalty.

Keywords: User satisfaction, KTB Netbank, K - Cyber Banking/K- Mobile Banking PLUS
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2.1 v Diffusion of Innovation
Fuhlildunszuiunissensuuinnssuvesnuludiny Gsmunwifangufves Rogers
lowusnguanludsnunazsousumsunsnszaevesuinnssulinail

a [ ¥ ¥

2.1.1 Inventor AeaunguusnludsaufiuonannduisussRvsAnduuddeuluaud
Anuitmnuiiumelulad uazvouiamumaluladogiaue

2.1.2 Early Adopters \unguiiveuasseslslvilg uazdeudaigiug enaduiniunis
URRTINNEVG AT

2.1.3 Early Majority ﬂaq':m'fﬁ]zﬁm?ﬁu%lé’é’aqﬁwmmauLwiéfaﬂ%’muiﬁdw wagdl
Uiﬂa%ﬂmsé\’mau%Lﬁaﬂui’mﬂﬁmjaaﬂdmﬁﬁﬂ@ﬂﬂﬂﬂﬂié\’mauiaeuaqaaQﬂfjuLL’iﬂ

2.1.4 Late Majority nguiinazdldimeluladuioutnnssuenszdunniuluuds uasd
Anudndudeinisldnuaie) Jaegldlupnufnvesideundt uinnssunsamalulaglaife
nmsseusursnunguillafoiusvauaud IS

2.15 Laggard tWunguiiilfinaluladvieuimnssudlonnsulund wasiunguaaviely
fea nuilwdentelngasuniudeyarnauseudndlasianizgnginssuvesauludanungs

naue (Rogers, Everett M, 1962 pp.10-12)
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2.2 wAANgE]) The Use and Gratification

naufn1slduseleviuazaiuiianela (The Use and Gratification Theory) @saglv
anudAyiudlduinisuarnisdenlddouseiansig ieneuausininudeinisvewmunes 1Ju
nsAnwgldusnsiieivanzdaukarinla Fenelviiinaiuienisvessasynna Lagdl
AUV IaeINIstiusnssneiu neliinanuianelauasaiudents Nensaglilinaiing
ALY (Katz, Blumler & Gurevitch, 1974, p.31)

a 9 v A ¢ Y a [ a aa A Y a
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(% s @ =

Uselevianndessulau SCG Experience Amuduius Auaaufisnelasedessulail SCG
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. Y a v a Y a | A | | P \
Experience ¥8§luTn13 Inggnldusnis Iusnisuinmlanazdenaseninuianelasied
aaulail SCG Experience 1nW1UU (U9 #BAB1YE, 2557, 1190-97)MgAN35UN1TUASY
n1slduseleviiasnanuianelavesldnuluunnjannuviuasdedessulatves SCG

Experience

2.3 uwwifnuasvgus) America Customer Satisfaction Index (ACSI)
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AN 2.1 WUURNaRs America Customer Satisfaction Index (ACSI)
un: unna sulNG. (2554). wi 7.

nameuuy Jadeusnndisendnuiianalaveslduinishe AmMAINYIUINIS

(Perceive Quality) {un1sinanndsyaunsalaswesylduinig Inednisaeuauglduinisiu 3
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TONANFD 1399ANNIMNUINITIUAINTIM (Overall) AN IMUINTIUIURUUAITABUALBIAIY
foan1sdiuyAAa (Customization) kagAnAMUINIsluLdALYetie (Reliability)
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AN MBIUINISAIUTIATLARSLS Wunisuidadesiusandiunfiatsan lnsannansenuises
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Fodfnauiulszaaveltuinstsdmaliteyaanunsaiieuiieuiulanuu

A [
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Re

UsnNouale ANNAIARTIIIAATUNBUNITLTUTN1S (Prior Consumption Experiences) 1ag
ALEUINSUTTRLaNYRINIWING 9 MTUULINIINYARSDY AIUAIANTIFBNITUTNNG UTBNT
UINsnilgaun ndaszasun1ugliuinislugaing Ae AMNTINNITHOUANBIAIILABINITEIY
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ynRa wazanuudelie sululszhudeiiuiunisaeuniusesnunInu3nis dundmnui
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walavesgnan mngnainauldnelasvdsduiausesnisieuseuvesgnan (Customer

Y

Y a a

Complaints) kazUaguauindnen1slduinig (Customer Loyalty) fawlaglduinisiinainy
Linalalunrslduinistuazuanteanasinisfie nsdadeseassuludaiauaniadliusinig
Y a 1 dyr:.fo./ = al' [ I3 3 vl Y a = (v 1 Gl
Algusnisnquiindsiilenianazndunnlugninlasnmngliuinisiinisusuugessuulng vie

a Y a 1 1 I LYY Y a Ve (Y] a < a
nswdeululdusnisvesauds wilumenduiumndlaus nsidnneladuuinisfaziiananss
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susuuf Wunianiswazliiduninis dunisiiudeyasesnuasindnfssuiadu des
UsglAufe n15%8%91 (Repurchase Likelihood) wagni1ssensulalunisildsunlasasssian
(Price Tolerance) (nAna efl9A39A, 2551, n15-9)na1nen1saniugsnalaglinisinds

AN neteinsidunsinanuiiswelavesgnAiinaneduiuasuinisdslulsenaeisnad

o dl' a Y] =~ v ) & ! 4' A ad
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America Customer Satisfaction Index (ACSI

n1sinauiianelaveliuinisgsnssuesulauveanissuinisiaglyd American
Customer Satisfaction Index Model (ACSI Jiuta3osfiadldinariuianels Tugiuniiu
Fosmsfigldusnisgsnssuesulailirudwydusdrads Tnednuasisures ACSI Fofnain
Usgaunsaiadsnsvigsnssuassiunisesulay iunaninseunquiisSosieadou uagay
enAnfdmTuglduInisgsnssueeulatvemiisuiais wagiiaudangulunisdunldy

& av v ° = a 19 ¢ %
u@ﬂﬂ"lﬂumﬁ‘ml@ﬁ’]m?iﬂu’]&nL‘UiEJ‘ULV]EJULLagiﬂﬂqﬂﬂqﬁmwa‘Uigﬂ@Uﬂqﬁiu@uqﬂﬁm@Qﬁuqﬂqilﬂ



12
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WINQIVeY, 2540, ¥16)
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AUAIANTIVBLELTUINTT (Customer Expectations) M1unanngug n15A1ANIves
E?L%U%ﬂﬁ (Customer expectations) U84 (Zeithaml, Parasuraman & Berry, 1990, p.19) ﬁ?u
Aaantladeriddey 5 Jade Ao

1. Uszaumsalvesgfliuinslunisldvinsiinuanluedin

2. foyaiilssuanduenianveaiioudlduins

3. MIANYITOYAIINAUYITUIDITUIANS

4. nslasanvessuianstutesneginssueaulal

5. ANARRIN1sEINmveIRlYUIN1S

Nnnguinsmanisesgliuinsauingndrefunds masuinsanansanouaues
Usnshanuanuatanisweglduinisidasdamalu@auindennuianelavesldusnisus
lunmanduiumnsuinsidaiunsanauaussuinig lamuauainniweslduinisteuas
denalusausdeniuianelavesdlduinisiduiu (Zeithaml V.A,, Parasuraman A., & Berry
L.L., 1990, p.19)
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Y
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nhmsldremnduremsuasnetemmseulaiifunsigenssuienuiesiomn tag
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AINA1 kagANABINITaIUmluN15NgINTIUA199 Tunsiaanuaianiweslduinisens
Junmsaenideesaulunislduinisdesmenisvigsnssuesulativemiasuians

Faaoandosiu anuaaniswesglivinisnisigsnswesulatvesgléuinisiou
FosnssnAmiensidedagndes fliuinisidntaendeilevignssussulatfuiiuled
Y095u1ANT luinisaunsadhiiaduledvessuinisidedissiniuaziienie nsinginssy
soulaliIuMAIvTeBUIAITANNTAALTUNITIUESIUSYIINEANTIAGT UAZSUIAITYIY
LLﬁ{]cymﬁQiﬁé’fﬂ%ﬂwswuﬁ“Umw‘hqammaaulauﬂlﬁasmimﬁ’s (iney Ainee, 2557, ni57-64 )
Hadeiifiandnasenisindulalduinisgsnssunianisfuinudessulat nsdlfnwn suians @
lowuTlneg $1n ()

n1sAanislunisviginssuesuladvemissuiaisaziiauduiuslugauinaunin
U3NSUazANATUINNG ANAMANTUINNT el Msiisuliisulssaunsalvesduuinng
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y3oldianala LLazLﬁu?ﬁﬁﬁwiﬁmmmi’mmmwmﬂﬁu’%mﬂ@f (Cronin and Taylor, 1992,
pp.55-68)

AMNINNTUINNG M8l dIUTE18Y0INITUINNG NTELIUNITUINNG LazsUIANTT
THuinag farunsansvausmioliiinanufisnelaluaiiuaianien esgflduinig
(Cordupleski, Rust, and Zahorik, 1993, pp. 199-215)

AAINNITUINTS MUneds AadnwazwazUselevivensldnulaesiuveinisiiuinig
flagsinlanunsanevaussnsldaulfinuzandmiunisldnuasnadosisnnudosnisld
vinslusnunisnanaiinssfuaudesnisveslduinsuazasnndosiuunsgudsiidosns
wazA1AnisvaglyuIng (Crosby, 1979, pp.55-68)
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Y Y

1%

lnelugndndudfidminegremainssaidefiannuieg aruazaindedlfduddey wsilu

Jagtunmsiaundndusnldmaluladas adududeudieindedlyd 1y asufineinie

Y

Y aaa o

wsedldlniisineg Wudumiawesguuuusazrausslevivesgnaifidssneanuasanlely

aa o w N a Yyl a o ¢ a o v | PN | 19 Y ¥  a o a
FIRUTLANIU IUﬂimV}Qﬂﬂ'ﬂﬂ%@mamﬂm%“ﬂu@uuuaj LLUUQUWZ‘:{@I@EJWQUE]EJQﬂﬂ’]W@QﬂJﬂ"Iﬂ']@J d

1Y
¥

Uy fideasde vsevnanuiineiutuneunsidnuvemandueitu 9 msizgnAfgedum
Tudr3anlifianelavseusnig liluegsiimanialy
n13USNsEbUSN1TwaskaUseleyin19a1uLIan (Customer Service and the Time

Benefit) N13USN153wISuRULilagnAnuAeInslnedliussE Aeanauawedliiuiualy
Aosnsiwiiudl AedliusnisdediaunieuliuinisungnAeans MsUjifnuegasngs
v I | 1% Y o i 1 1 ' v o v a Yo
meAnuinla wu dgnendidaym laistignarsewiu ldastanihnanusuiiaveulviiu
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& Berry L.L ,1990,p.19)
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U3N13 (Perceived Performance) UINAUANNAIARIINLADUIN1THU (Expected Performance)
(Kotler, 1997, p.92)

ANUienela e ANuIAnuTAmIINATIATER INTIRilauydTuilnNABINTS
§1AUABINITUUIATUNITNOUAUBIIMANTBUNEIU ANULATEAT oA ATUNanelady
Andy waglunienduiu anudesnstulilasunisnevaussnnuasuatazaulifianela
WIANTY (FNYaITTal WTkis, 2545, Ut19)

anuianalavesilduinis 3e “Customer Satisfaction” \luaruidnveagldusnisi
wanseanuidludnuzratnNUBUAnIaAURan I IneinannsiUSeufisunasnsnlaan
nslduInsivanuAuAIaivegliuinig Ineanuiewelavesdliuinis awnsanelia
ANUAISNANALIUUINTT (Loyalty) Feagtaun@esusununisigusnisiuinau thansleen deay
denadluisesvasiuualdIedmiugliuinisinidnme Tnganuanisideves Reichheld &
Sasser (Reichheld & Sasser,1990, pp. 105-111).
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maswaslglduinafennufioelalunislduiniswasnduanlddluadudely sauludans
Byrudlduinsinudulildnussuunmsheinssuesulatifumsuiase
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Items

Loading  Variance Alpha

mmm@%iﬁ‘ua\‘i@uﬂﬁﬂ (Customer Expectation) 0.7878 0.8652
AIUATAINTIAL? 0.8943
ANNYNABILIUEN 0.8631
ANUUABANY 0.9047

1ULBIABAMAINUINT (Perceived Quality) 0.7743 0.9023
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szuuUaeniy 0.8202
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Lifiernnainnaunnsas 0.9026

yuyRIreAMAT (Perceived Value) 0.7903 0.9107
A UM IlFUTiaamIz 0.9083
AN vesIMslduliumnga 0.8212
ANYNABIVBINITINGINTTULANUWIINZ A 0.9125
ANUADANEYDINITYINgINTIUTAMIMINEY 0.9106

AUNaNelaRau3nIs (Customer Satisfaction) 0.7763 0.8555
AaufisnalalupnuasaIngIng, 0.8853
Aauianelaluaugnaeusiug 0.8434
Ausnalalunulaenievadsyuy 0.9132

N135509138U (Customer Complaints) 0.8920 0.9376
Aasillonalunsnmsiesteusiagaulaseuy 0.9353
anilemariazuendeluiFestiyvsonuiin 0.9427
anillomafazimeunstiyviuszausoasisuu 0.9552

ANUANAUBIgNAT (Customer Loyalty) 0.9217 0.9144
Tuadsreluamaglduinizen 0.9600
Ansazuuzt B ulduInns 0.9600
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