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Abstract
The objectives of this research were to 1) study the expectation of customers towards using
mobile banking service 2) study the satisfaction of customers towards using mobile banking service,
and 3) compare the expectation and satisfaction of customers towards using mobile banking services.

A sample of 530 mobile banking users was collected by using questionnaires. Descriptive statistics
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used for general data analysis consisted of frequency, percentage, mean, and standard deviation.
The inferential statistics used for hypothesis testing was the Paired-Samples t-test. The research results
indicated that 1) mobile banking users had expectations at a high level in all aspects. The mean (X)
score for each aspect was as follows, 4.05 for security, 4.03 for reliability, 3.98 for service accessibility,
and 3.84 for demand responding, respectively. In terms of user satisfaction, although satisfaction was
at a high level, the average in each aspect fell below expectations. The mean (X) score was confidence
(X=3.95), security (X=3.95), service accessibility (X=3.91), and demand response (X =3.83), respectively.
2) comparison between expectations and satisfaction, it was found that the expectations and
satisfactions of mobile banking users had statistically significant differences in terms of reliability, service
accessibility, and security except in terms of meeting needs. The remaining aspect of demand

responding was found not different.

Keywords: Expectation, Satisfaction, Mobile Banking Service
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