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ABSTRACT

Mobile banking has become a primary channel for digital financial
transactions in Thailand, particularly for utility bill payments which occur repeatedly
on a monthly basis. This quantitative research examines the factors of electronic
service quality (E-S-QUAL) and digital trust affecting the continuance intention of users
who pay utility bills via mobile banking applications. The conceptual framework
integrates the E-S-QUAL dimensions proposed by Parasuraman et al. (2005), namely
Efficiency (EFF), System Availability (AVA), Fulfillment (FUL), and Privacy (PRI), with
Digital Trust (TRU). Data were collected through an online questionnaire via social
media platforms from 196 mobile banking users in Thailand who had experience paying
utility bills through mobile banking applications. Data were analyzed using
Confirmatory Factor Analysis (CFA) and Multiple Regression Analysis.

The results revealed that Fulfillment (FUL) and Privacy (PRI) had significant
positive effects on Satisfaction (SAT), with FUL having the strongest influence in this
group, while Efficiency (EFF) and System Availability (AVA) were not significant when

analyzed in the combined model, which may be attributed to the majority of
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respondents being experienced users who perceived these factors as baseline
requirements rather than satisfaction-enhancing attributes. Privacy (PRI) was the only
factor that significantly influenced Digital Trust (TRU), reflecting its dual role in
simultaneously affecting both Satisfaction and Digital Trust. Furthermore, Digital Trust
(TRU) had a significant positive effect on Continuance Intention (Cl), whereas
Satisfaction (SAT) was not significant when controlling for TRU in the combined model,
suggesting that in the context of online financial transactions, digital trust is the decisive
factor in sustaining long-term continuance behavior. The findings are beneficial for
commercial banks and mobile banking application developers, with emphasis on
developing tangible data protection measures that users can genuinely perceive,
ensuring transaction accuracy, and building long-term digital trust to retain users and

promote sustainable continuance usage.

Keywords: Electronic Service Quality, Digital Trust, Continuance Intention, Mobile

Banking, Utility Bill Payment
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