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Abstract

This research aims to study 1) the effects of technology acceptance on
customer loyalty for electronic banking 2) the effects of electronic services quality on
customer loyalty for electronic banking. The sample size was 400 customers in
Thailand who used to use electronic banking services. The research instrument was
questionnaire. Statistics used for data analysis were frequency, percentage, mean,
standard deviation and multiple regression analysis.

Research results revealed that 1) technology acceptance including effort
expectancy, facilitating conditions, hedonic motivation, price value and habit
dimensions have positive relationship with overall customer loyalty. with the significant
statistic level at 0.05 whereas, performance expectancy and social influence
dimensions have no relationship with overall customer loyalty. The predictive power
was at 65.40 percent. 2) electronic services quality including efficiency, system
availability, fulfilment and privacy have positive relationship with overall customer
loyalty. with the significant statistic level at 0.05. The predictive power was at 67.20
percent. The commercial bank executives must create technology acceptance and
improve electronic service quality to meet the demand and create users trust; which
will result in customer loyalty of electronic banking.

Keywords : Technology Acceptance, Electronic Services Quality, Loyalty
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P-value = 0.000*
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P-value = 0.000*
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