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b < .001) sesaunie “Usvansamwassyuu (Effidency)” Feilovnasenudslaldusns (B = .092, p =
016) Wnglupaanunsnesuneamuulsunuvesnuaniilifesas 55.5 wagausilaliuinmslafesas 62.3
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Abstract

The research aimed to (1) examine the level of service quality of SCB EASY, the mobile banking
application of Siam Commercial Bank Public Company Limited, by comparing customers’ expectations
with their perceptions, and (2) investigate the effects of service quality on customer engagement and
their intention to continue using the service. The sample consisted of 267 bank customers residing in
Bua Yai District, Nakhon Ratchasima Province. Data were collected using a structured questionnaire and
analyzed using a statistical software package. Descriptive statistics, including mean and standard
deviation, were employed to assess variable levels, while multiple regression analysis was used as the
inferential statistical technique.

The findings revealed that both customer expectations and perceptions of the service quality
of the SCB EASY application were at high levels across all dimensions. The highest-scoring dimensions
were convenience, security, reliability, and system stability. The analysis of the expectation—perception
gap indicated that customers’ perceptions were closely aligned with their expectations, suggesting that
the service quality of the application effectively meets user needs.

For the second objective, the regression analysis showed that System Quality was the most
influential factor affecting both customer commitment (B = .746, p < .001) and intention to continue
using the service (B = .777, p < .001). The second influential factor was Efficiency, which significantly
predicted intention to use (B = .092, p = .016). The model explained 55.5% of the variance in customer
commitment and 62.3% of the variance in intention to use.

Overall, the results indicate that system quality and system efficiency are critical determinants
in maintaining customer loyalty and promoting continued use of mobile banking services. Therefore, it
is essential for the bank to enhance the stability, security, speed, and user-friendliness of the system,
as well as design a user experience that meets customer expectations. These improvements will help
strengthen users’ trust and satisfaction with Siam Commercial Bank’s mobile banking services,
particularly the SCB EASY application.

Keywords: Service Quality, Mobile Banking, SCB EASY
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Uaonfoagine vnusfiauves Guo et al. (2023) lufmindeduiddn fuvsiu “Usslomifisug (perceived
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Tuga9d 2024-2025 NM5915INTTUNINTIURIUYRIMIRTT A luUssnalneddnsinisiulnedi
sietflos avviouliifiufisnisidsusinugdenul3ituan (Cashless Society) ag1saLau doyaninsunnsuss
Usznalne (2025) svyin S1uaudy@ildanu Mobile Banking Lﬁuga%uLﬁuﬂdﬂ 132.8 &1utny? vausfivsunm
gInsIusuYenlienaliunnnit 3,892 Ausen1seiiou kavdyar13INTINTINNTGT 7,043 Wuduum Ty
\Weudnnean 2025 Wsadeuwded uandliiiiuin Mobile Banking linareifusesmandniiguilaalneldly
nsloudu 19213u wazaauliu 11NNIYeINIIUUR LANDE19TALIY (Bank of Thailand, 2025) 511013
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drfgyroanudnsavesiliuinis (Arcand et al., 2017).
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muﬁ%’mﬂ’wmummﬁLﬁumiﬂi”Lﬁu'ﬁvéﬁ’uﬂmmwu'%mw%wqaﬂiﬁumiaam%‘umﬂiuiaﬁ uiflifieslsifaud
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518ld sreznaiilduins Mobile Banking vassunnsmidld waraudlunslduinis shuau 5 e

@il 2 AuAMUINIsUIAITAAET (Mobile Banking)
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TniFouiisunmnmilifuais (Actual Service Quality) fugaunIwdin1anTs (Expected Service Quality)
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Fuuseiu AnwazaIn dumediawasiliaes wavAmAINTEUU WAL131NNTOU SERVQUAL (Parasuraman et
al,, 1988) iuay 6 Yo 31U 54 U8
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Dunvvasuanudatele $1uiu 12 9o MuestanuudiAm 5 seauduiu ned1edsainauves
Shankar and Rishi (2020), Mbama and Ezepue (2018) wag Tam and Oliveira (2017)
NEIUANIIVIARBUAMNTNYBLATE DI TY
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1. lausuuvasunuatuindlioannssivnwasadeuuarlidaiauauus niouufuugwmnu
AUz

2. iauasiefidenwy 3 iufienmaaeusnuiiisanssweaion (Content Validity) Tngldi
mnugenAded (100) Junmsinruiiissnseivual e 10C > 0.70

3. naseslduvuasunuiugldusunaindu SCB EASY 1y 30 au tiedeszimnutndefio
(Reliability) vosdaray tneldrduusyaniuoanivesnseuuin (Cronbach’s Alpha) e taninudenades
Tugadanu
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Nan15AAsIzRiAdaTete

Mnmsieszinnuindeiiovesyadnuluudazdnu nuirmduussaviueanivesnseunineg
Tura9 0.864-0.901 FaAunaridusifidmualii 0.70 uavagviouimadnufiauaenadodusedunnis
Fifew InefissazBonandulssavuoandall Anulaonse (0.888), Arundefiold (0.893), Anmdiglunis
14911 (0.894), Uszansan (0.864), n15mauaued (0.881), NM5UseiiuamnIn (0.873), ANUaLAINAUY
(0.892), Buwmosintnuasfians (0.858), AmAMIEUU (0.876), AnugWLSD SCB EASY (0.872) kavaArusila
Tunsldu3nns SCB EASY (0.901) nadwsisnaniudiuin dedanluuuasunuiimiuaenndeuaziindeiio
iganedmsunisiluldiiudeyasislunisive
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1. Ifevimildeduaednvaldnusvesygynaingdnnissuansinendlvd awdilng sune
v Smiauasnedin Weifususmdeyaangnivessuians

2. 3% Tuadlignénguidmnennuneasdenietunadisslasnmsifelaenslignéd
g 1umTafaduas (Information sheet) LA B uinnUszasdvoen1sive anslunisdennounieluney
wuvAeUATY MssnvANLdUTesneuLuVAeUaTY Uselem uageundes fagiAnduiugrouuuuaauany
suwonuBusesLaraududiolunmouLuUAs U I INgNAlFUINTwENAIATY SCB EASY

3. dmiugnmiiBuseinsiulassnsiselaenmsidueaasinslunsnouuuuasuay gisel
szevnamnzauadlildanuiiigniasaandwmsuldlumsneuuuuasunu

4. fouSULUUADUNUAY §I38ALATINHOUAIUYNADILATAIINANYTAIATUIUYDILUUABUATY
Tunsdlfuuuasunalsianysal {3duaziesvelimeunuuasumufinnsanmeunuuasunuiiinfslugiuiids
Lalanysal

nsesvidaya

HAFulamindeyadnuuuasuauantuiinadlursuiiumnesuarlinsivviteyalasldlusunsy
didagu adnlilumsiinseideyauazinausilumautana fvualissi

1. Foyahiluvesinouuuuasuniy Jinszilagliadinssann 1iun Annud (Frequency) wae
A38ay (Percentage)

2. 5EfURAAMUIN1Y8Y SCB EASY Aaszilanldeniade (X) Andeauunnsgiu (SD) ula
waradelagldinasifiygw Aiazenn (2560) Wémualy deil
Aade 4.51 - 5.00 MNed Qmmwu’%miizﬁumﬂﬁqﬂ
Aade 3.51 - 4.50 MNefs AUAINUIANTIZAUN
Aade 2.51 - 3.50 e AuAINUINTITAUUIUNAN
Aade 1.51 - 2.50 anefa AunnuIIsEiUos
Aade 1.00 - 1.50 maneds AunnuInssziuosiign

InaUTiNIuUananT Gap (81989 SERVQUAL: Parasuraman, Zeithaml wag Berry (1988))

Gap > 0.00 e geandwseuiniuanuaanis (gnAlasuuinis “egnfimanimiedini”)

~0.01 89 -020 DY ANUWANANSSEAUTREINN  (USMsAnIeaniadisadntes aunsaseusule)
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-0.21 1 -0.40  vngfy ANUUANANTEAULIUNGNY  @NANSUFANUIAUIGREIE ATTUTUUTY)

~0.41 §9-0.60  wedia dnanumanisreudian @nalifiewelaunsUsziivediaiulade)

o o [%

-0.61 wiseteund1 wunedia sndanuaanisluszavann (Julgmddy fessuusaseio)

3. NANTENUYRIAUAINUINTNdeA U NTuLaz A uRallunsdusnng Aeseideyalagly
atfayuy lakd NsImTeiauanaaeny (Multiple Regression Analysis)

NAN1538

nuATeEdumIfeideina §ifldiinnsfnwuerannsoagUiansisonutagUszasdldded

Foyavhluveaneunuuasuaiunyi1 nqusetsdwlnaidumands engszmning 31-40 Y au
MM3ANEIIZAUUS YIRS LarUsznouaITRninauLenTY Tnefisneldadeseiiousewing 15,001-25,000 U
fuszaunmsalldanuneundiadu SCB EASY unnndn 3 U

Faquszasdil 1 Anwnszduauamuinissunasiadauiivessuiansinenidisd (uvivw) $ain
TagtUSauLigusEnI19AUAINNISIUNITAAINTUIVRIGNAT AINHANITITENUTIAMAINUTNITVDY SCB
EASY fi§1uau 9 finu Uszneudae anuvasade anwudtslunisldam Uszdnsam ansnindede ns
SuUseiu MINEUANRY ANNAZALN N1TRONLUUNTINE LavAMAINTEUU NANITIATIZVTEAUAMAINUINNT
Tnoldanadsnazandouuuinnigiu nansinseissdununnuinisues SCB EASY $1uau 9 sy Tngld
AadsuarALIsLULINATIIL FIn519 1

M990 1 MsilSguiigusEiuanuAAnTsagANTUIVeINAN (Expected-Perceived Quality
Comparison)

N - Expected Perceived Gap
ARAUAINUINIT SD SD nsuUana
! Mean Mean (P-E)
1. mudasnsie (Security) AULANAINTZAU
4.65 .55 4.58 535 -0.07
198N
2. aandetield (Reliability) AULANANTZAU
4.63 .54 4.53 564 -0.10
198N
3. pudglunisldeu (Ease of AULANANTZAU
4.64 .53 4.58 529 -0.06 .
Use) UDYUIN
4. Uszansnm (Efficiency) AULANAINTZAU
4.60 .56 4.54 497 -0.06
Uo8N
5. NM3RBUEUBY (Responsiveness) AULANAINTZAY
4.61 .59 4.55 507 -0.06
U98N
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aa - Expected Perceived Gap
URAAUNINUSINIG SD SD nsulana
' Mean Mean (P-E)
6. NN55UUsEAU (Assurance) AULHNFITEAU
4.62 .58 4.54 534 -0.08 .
*oyuIN
7. AudzAINau1Y (Convenience) AULHNF1TEAU
4.60 52 4.56 516 -0.04
UaEuIN
8. dumaslawaziaes (nterface ANULANANSTEAU
4.61 .50 454 489 -0.07
and Features) UBYUIN
9. AMAINVDITLUU (System AULANFINTZAU
> 462 52 4.57 492 -0.05
Quality) UBYUIN
- L, ANULANAIITEAU
ANINUSNISIINNG 9 AU 4.62 52 4.56 418 -0.06
: aguIn

911507 1 1Udn Aeds “Annumends” vesnanIwuInisueUndlaty SCB EASY fanadusom
4.62 (SD = 52) Bseglusziuanniian ssunelaingniaaninaunmuinislussduganalunnduvenisly
uLeUnAlnTuAdravessuas wazluduves “Anuiud” anmsldanuets wuiiliiadesan 4.56 (SD =
418) agluszdu 1nflagn o5ueliinszaunsaliignildsulinunmgauaslndidssiusesuaunanidy
UNUNNARYBINITUINNS

dethszduanumenimndisuiiisuiussiuausud wuinlunndafien Gap (P-E) Anauiiles
\@ntes ogluras —0.04 fis -0.10 Famminaei SERVQUAL fdointdumnuunnaisseduesuin (sightly
below expectation) wazdeglusziufiveniuls Taslawziuanuazainauts (Convenience), ANATNYDS
52UV (System Quality) wae avudrelunisldau (Ease of Use) ifidn Gap Gi"wﬁ'qm (-0.04 9 -0.06) Us¥3
SCB EASY fqaudwnumuazain anudiesienisliau wazanuiafiosvesseuy 3718 Gap gefian loun
AuFefiold (Reliability) wazn1s3uUsEAu (Assurance) (-0.10 fis -0.08) agluszdiuauuansesziuios
un Lidedudymddylunisliuing esuigldignisiarmmenisigadufieslusundedelduas
ausiulalunsvhgsnssumienisiuddva
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inguszasAtan 2 nansenuvesamuIwUINsiddaaugnwukazauaslalunslduinig an

NAN1TIRE A6
A5197 2 Qzumwu'%mi%m SCB EASY ‘ﬁdx‘iNaﬂsswuﬁamwg‘nﬁummgnﬁ'}
Unstandardized Standardized
Coefficients Coefficients t P
Model B Std. Error Beta
Constant 974 .200 4.877 .001
System quality 189 .043 746 18.194 .001

R’ = 556, Adjusted R* = 555, F = 331.033, P = 0.001
NA1519N 2 AMATNUIN5VBY SCB EASY ﬁa'amamwwiammp&ﬂﬁmmqﬂﬁﬂ‘wmh AAINTZUU

q

aad

(Systern quality) 84 SCB EASY ilutladefidanasdonnuyniiuvesgnitegresfiteddgmeadAnszdu .05

TnganansasduieanuulsuTiuvesruyniulasosag 55.5 (Adjusted R” = .555)

M19199 3 AMATNUINITVRY SCB EASY Tidnansenusannuaslalunislduinisvasgnin

Unstandardized Standardized
Coefficients Coefficients t P
Model B Std. Error Beta
Constant 151 262 - 574 567
System quality .874 .043 N 20.534 .000
Efficiency .103 .043 .092 2.423 016

R® = .626, Adjusted R’ = .623, F = 220.367, P = 0.001

M5 3 AUNINUIN1TTE SCB EASY Tidwmansznuseaudalalunisliuinisvesgndmnud
AATNYBITEUU (System quality) LagUsednSaw (Efficiency) 89 SCB EASY Jutledeiidwmanseznuse
Ausdlalunnsliu3nts (ntention to use service) woagnénoensditiddamvadadissdu 05 Fuks 2 Jade
Tanunsnesuisanuudsusiuvesaudslalunisidusnisiadesas 62.3 (Adjusted R = .623) Tngns
fisananadulszavsiiduanasguaunsoinalidn auamuesszuy (Beta = .777) Wuiladeiidma
nsznudearidlalunsléuimavesgndnanniign sosasunfenansznuvesUssAvinm (Beta = 092)
dyduazaiusena

Yoyaviluveaneunuvasuaunuin nauisegdnlngdunands engsening 31-40 U au
MM3ANEIsEAUUS YIRS LarUsznoua Tnniinauenwu Tnefisuldaasneifousewing 15,001-25,000 U
fusvaunisalldauweundindu SCB EASY 1nni1 3 U

aguarefunenamuingUszasdnded 1 wuin szduANumaviswesgnArenaAINUINITYRe

waundindu SCB EASY aglusediugunnynid (X = 4.62) axvisuliiuinglduinisiinnuannisaswouinis
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sumsAavialugatiagiu dsaenndesivuiunnisldon ARvlnedsnidlulssmalng gnéndanuseans

Uimsfifianuvasnsiogs 1auie avan wasdinmunindetio stseduaumanisiigadsasviounaudety

Tunanpsunasaaviafitutu TneduslaaSeufisuaunmuinmsseniantunsuegisdeiilos
luiuanusuianmsldnuase nudgnAusziiuaunmusnisvaakaunaindy SCB EASY aglu

o

sEAUgUNNULALITY (X = 4.56) a5unglainueundinduaiunsnnauaueinufeIn1svesgnaAlaegnell

]
a

Usgdnsam valudunnuasads arwazaanauis arudislumslda saeasuauiaiissvesszuy
agnslsfmu WeiFeuiisufussiuanuannds nuinaiauwanens (Gap) o¢/lu%29 -0.04 9 -0.10 Fado
31 “dosun” munasi SERVQUAL manedsgadnlauuinisindidssiuiiniandslunndd Tasiamizsnu
Convenience, Interface Wag System Quality ?quﬁ%umiﬂssLﬁuiﬂé’Lﬁmmmmwi’qmﬂﬁqﬂ

og1slsfinu TATny Gap gegn leun Reliability 4@z Assurance (~0.10 fis —0.08) usidsaglusesi
ansuansadnifos udasviouingnliirudifasunnnindefievesszuu amnuusiugwesgins way
arusfulalumsldaudufivy aenndosiunuas Arcand et al. (2017) uay Shankar & Rishi (2020) 7131
TuuSunvesusnsmnisiiundna anaud edelduazanuvaondodu “danuguddasasne (core
structural dimensions) ¥83AATWUIAS Mobile Banking 1{la1a1ngnéaesitsunassesanusaiuyseiu
AINHYNFBIVBITINTTH ANMANYTVBITEUY AMURensiBveteyadiuyana uazn1sdesiunislasnssuvise
n1sudn Fadutiadoidmalaenseno arufiewsla (satisfaction) uag arusalaldaulusrerenn
(continuance intention)

maraddnyAe AanmusssruulussdiUsznoundniignAltlunisussifiurmmnindefie mnuadios
uazanuasnfovoweundiniy dedmalnenssieauilindauararufionelavesgnd Tnonamsided
A9ARA DI UNUYBY Parasuraman et al. (1988) fi5zy31 Anwundefe waz augndesvesszuy u
oafUsEneUVENYBIRUININUI NS TR NadaALianslauas A wNUTEIgNAT uanaInd Zeithaml et al
(2002) A mavszananaganssuogagniouanaios WWutladeddniiadunnulindaluuinighava
dUn15AN®Ives Jun, M., & Palacios, S. (2016) s8U71 LoUNAATUNIINSIIUATsEUULd uiiou wag N3
Jan1stymegremiag Tuasennuyniuvesgnailuszezen

ayUuaveAuTenaniuingUszasdded 2 nuin annwszuU (System Quality) iusuusiisiavina
aviigmiatonruyniuuazanuddlaliuinisosalitioddgymeadn esuielat mnaties evusoiiouas
mdetiovessyuuiiiuesdusznouddnesuszaunisainisld Mobile Banking lugafidvia

é’mmmgﬂﬁumaaqﬂﬁw (Customer Commitment) KAN1TILATIENANNDENUTT ANAINTEUY W
Haduifeniidenasonnugmiuresgndn (B = .746, p < .001) TasanunsaeBunsmnuudsusiulsdie 55.5% 3
aenAdeafuauiTeves Shankar & Rishi (2020) 7143121 nd afieveanisvigsnssuuuuesulatiiu
Farmuanulindauazanudniluudns Mobile Banking wonannii nadsaenndafiuuues Silanoi et
al. (2023) finuingl#u3ns Mobile Banking luuszimalnedianuaamisgdlusuanudasade anuusiue
wazmNLEREsYeIsy Uy Fulumusddyiifmusviruaftagnginssumsldanuuesgndn oy ANUKNIY
1099nAWD SCB EASY Feduagfunuanunsnvesszuulunsvhauldesresuiu Taldu ladwiag wagl
ANNIEAN “L%@Iﬁ]lﬁnﬂﬂ%ﬂﬁﬁﬁﬁjﬂﬁm” Faduiugiuddyesuinimmansiuaia

@ '

AuAuealaldu3nis (Intention to Use) nan1sinszvianneenytadounansin i 2 duwdsiidea

a o [

pg1elivudAmanusdlaldusns town

o
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(1) AMAINTEUU (System Quality) ﬁéw%waqﬂﬁqm (B =.777, p < .001) e3uelaiglelvinnuddsy
fuanuaieswavAuUaenfevessyuu Fadenndasiu Mbama & Ezepue (2018) ﬁssya'ﬁsvvﬁlm'mfmaz
\adesaanasionIseeNsUlazn15ITaI FinTech vaigdl Tam & Oliveira (2017) 8ugurmImadesvoassyy
ushusaayvesnisgeusumaluladniunsisu

(2) Usgdnsnm Efficiency uwidvdwaazligavinunimszuy (B = .092, p = .016) windied1Agymig
afid demneaudn guslaamans “anusiaisuazusyviana” Tunsvhgsnssy wu msleuiy nst
s+¥a waznsnsedeusentimnueU nevauedldiiuarliine aviueudalaldusnisluounnn
KafiaenAdDaTUILYaY Shankar & Rishi (2020) BsnuinanuazamnTiniuazUszdvnmaedasadiiszuy
usmmdndungnssunisléan Mobile Banking agnssiaiilos

ANNNTEUY (System Quality) Wuiladeiieriifidnsnasemnuyniiuvesgniiegafidedidams
anfAviszsy .001 Imaﬁmé’wszﬁwﬁ%ammgm Beta = .746 WazilaA1 t = 18.194, p < .001 RUIBAIINTINAIN
AAMIZUURTY gnénazilssdumugnitusiensliuinisgeiunuludie BueaaunsaesunearuysUey
yosANUNITUle 55.5% (Adjusted R2 = 555) Fadioinogluszdugedmivauidedunginssuduslaaly
U3UNYBs Mobile Banking agulénamnmszuudutiadendniifmunanuyniuvesgniueundiadu sca
EASY
dalauauuy

daiawauuzlunmsimanisideluly

1) AUk UNAIATY SCB EASY AISWAILIAMNAINTZUY (System Quality) aterailo 1oy
UszdnSaimdsiies anuaiesvesssuu andgyniwelan Ysudgeaauialunisvigsnssy
PriiiunnugniuLeIgni ananudssdenisérelulfuetvesguds uasifinmnudesluuinsadvaves
SUIANT

2) Warndumedwslildnuiedmivgndmnngute Tnonisusulassadrauyliouiety iy

U
Yy ]

Auuzi (guide) wazdnydnvalidiladne Yreananududeulunsldanu viligldidnazainuazdl
Usraunsalidsuan deasonnuddlaliuinisedisianiios

3) fhepnudasndeleiues miLﬁmmmmsﬁmmmﬂaamﬁaL‘Tmiﬂ (Proactive Security)
BUMATEUUNTIITUTINSIUAAUNG seuudasiu phishing wawsrUUBuSufnuvatety iloanaudsamis
lowe$ nmnudesiuvesdld shlsignindvhesnssumamstuihuiiofeunniy

4) 118uTn13gnA1 (Customer Service) AIsALTH e funoUANDI081359AL57 (Responsiveness
Features) 1fis¥99119 chatbot §9838 ABUAANLUY real-time USuUganmsudaiiougsnssuiliigndnidn
Ie¥unsqua iinssdumugniusasa el

Forauouurluniduauioly

1) M5ANY1 Mobile Banking Tuvansueuvemaiusunans Inen1si3euiieunnnimusnisvedusiay
su1A1s i eglassaiisnisudsdunas Jadeivinlignadenldueundindu vl lddeyaidaussuiiien
(Benchmarking) waranansoimulanmatladofidsnasenudnivesgndldusiugide

2) msldIEn1sITenuUNaNkaTY (Mixed Methods) isaranainmiinifia iefiudeyaidedn wu
ANUFAN Anageduy Ussaunisalnslénuase ilildnan1sidedinnuiings Yaeesuiengdnssuduslnalad
T uarladaauouwusntluldliass
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3) msAnwitiadesussanaulauesuazaudss (Cyber Risk & Trust) Wi al¥isuiasananse
ponuUUIFUUANLURDRSsuazaunudelalildlaRTy

4) s uUsFungAngsy (Behavioral Variables) 19 nnsgaysumalulad (TAM/UTAUT)
Uszaumsali ¥ (User Experience; UX) waganainniaadiumalulag (Technostress) Anwidadenginssu
funumandglumsaaulsldusnmsmenstuisva iewanlumansineausalaldusnsiaunse
uazusug Nty
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