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An Investigation into Usage Behavior and User Satisfaction
of the Krungsri Mobile Banking Application

in Nakhon Si Thammarat Province.
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ABSTRACT

This research aimed to examine demographic characteristics, usage behavior, and
satisfaction levels of users of the Krungsri Mobile Banking (KMA) application in Nakhon Si
Thammarat Province, as well as to analyze the relationship between usage behavior and user
satisfaction based on the consumer behavior framework and the service marketing mix (7Ps). This
study employed a quantitative research approach using a questionnaire to collect data from a sample
of 400 KMA users. The data were analyzed using descriptive statistics and inferential statistics.

The findings revealed that most users were of working age and regularly used the KMA
application, primarily for fund transfers, balance inquiries, and bill payments, reflecting the
important role of mobile banking in facilitating daily financial transactions. Overall user
satisfaction with the KMA application was found to be at a high level across all dimensions of the
service marketing mix (7Ps), particularly in terms of product quality, service process, and physical
evidence. Furthermore, usage behavior—especially frequency of use and ease of use—showed a
positive and statistically significant relationship with overall satisfaction and intention to
recommend the application to others.

These results indicate that the KMA application effectively meets the needs of users in
Nakhon Si Thammarat Province. The findings can serve as practical guidelines for improving
mobile banking services to enhance user experience and support long-term customer loyalty.

Keywords: Usage Behavior, Satisfaction, Mobile Banking, Krungsri Mobile Banking (KMA)
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