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ABSTRACT

The independent study is about customers’ behavior and satisfaction towards using MyMo by GSB
banking application for users living in Phitsanulok City.

The aim of this study is to [1] study behavior of the users living in Phitsanulok City who use MyMo
by GSB application, [2] to examine the level of customers’ satisfaction and relating marketing mixes (7Ps)
of the users of MyMo by GSB application in Phitsanulok City area. This quantitative independent study
is a survey research. The sampling population is the MyMo by GSB application users living Phitsanulok City
area, including both male and female with a total of 400 samples. The data is analyzed using descriptive
statistics, namely percentage, mean, standard deviation, and hypothesis testing. The inferential statistics used
in this study include the comparison of 2 different groups of qualitative variables which are not correlated
(Chi-Square), T-test analysis, One-way ANOVA, and the difference comparison using Scheffe method, at the
0.05 statistically significant level.

The results are as follows.

1. Most of the respondents are female aged between 15-29 years old with Bachelor’s Degree. Their
occupations are government officials or state enterprise employees with the average monthly income of
10,001-20,000 baht.

2. The behavior of the users shows that the respondents use MyMo by GSB application on average,
1-2 times weekly during 4.01-8.00 p.m. They use the application via their mobile phones to make transactions
(transferring money and paying loans).

3. The satisfaction level of the marketing mixes (7Ps) is very high.

4. For the first hypothesis which is personal factors of the users correlate with the consumer behavior,
the testing result shows that gender has a correlation with the usage frequency and the purposes of using MyMo
by GSB application. However, it doesn’t show a correlation with the time of use. While the age of the users
correlates with the frequency, time of use and the purposes of using MyMo by GSB.

5. For the second hypothesis, which is different personal factors impact the level of customers’
satisfaction differently, the results show that different occupations affect the satisfaction levels differently in
5 aspects namely the installation process and the understanding of the usage, overall experience, user interface,

personnel and physical evidence.

Keywords: consumer behavior, customer’s satisfaction, application
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