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Abstract

This research aimed to 1) identify the expectation and satisfaction on the service quality
of Kasikorn Bank'’s electronic banking in Songkhla during the covid-19 pandemic and 2) compare
the expectation and satisfaction on the service quality of Kasikorn Bank’s electronic banking in
Songkhla during the covid-19 pandemic. The research hypothesis predicted that the differences
in demographics may result in different expectations and satisfaction of the service quality. The
samples were 400 Kasikorn Bank’s electronic banking users in the Songkhla area during the
covid-19 pandemic. The statistical tools used in the analysis were frequency, percentage, mean,
standard deviation, paired sample t-test, t-test, and F-test with One-Way ANOVA.

The result stated that the samples had a high level of expectation on the service quality,
particularly on the responsiveness followed by reliability, empathy, service, and creditability.
Moreover, the samples also reflected a high satisfactory level of service quality, specifically on
the responsiveness followed by reliability, creditability, service, and empathy. However, there was
no statistically significant difference between the expectation and the satisfaction. In addition, the
samples differed in terms of work duration, educational background, and income showed a

different expectation and satisfaction as the statistically significant level at .05.
Key Words : Expectation, Satisfaction, Service quality, Covid-19, Electronic banking
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