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Abstract

The factors affecting satisfaction in choosing mobile banking services of Gen Y people in Bangkok.
Objectives are: (1) to study personal factors affecting mobile banking service usage behavior of Gen Y people
in Bangkok and (2) to study the marketing mix factors (8Ps) relationship with mobile banking service usage
behavior of Gen Y people in Bangkok.

The sample group used in this study was 400 peoples of Gen Y in Bangkok using a questionnaire as a
tool to collect data. Statistics used in the analysis include: Multiple Regression Analysis at a confidence level
of 95%

The results of the hypothesis testing found that: (1) personal factors gender, age, education level,
occupation, and average income different affecting mobile banking service usage behavior of Gen Y people in
Bangkok different with different statistical significance at the 0.05 and (2) the marketing mix factors (8Ps) by
product, price, location, sales promotion, personnel, image and presentation, process side and performance
relationship with mobile banking service usage behavior of Gen Y people in Bangkok with different statistical
significance at the 0.05.

Keywords: Factors affecting satisfaction in choosing Mobile banking services ; Personal factors ; Marketing
mix factors
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