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ABSTRACT

The objectives of this research were: 1) to study the level of continuance
usage and word of mouth of mobile banking user, 2) to identify the impact of disruptive
technology on continuance usage and word of mouth of mobile banking users, and
3) to identify the impact of user experience on continuance usage and word of mouth
of mobile banking users. The samples of this research were 400 members of mobile
banking users. This is a quantitative research and used questionnaire as a research
instrument for data collection. Data were analyzed by descriptive statistics, namely,
frequency, percentage, mean, standard deviation. The hypothesis of the study was
tested by t-test, one-way ANOVA, LSD and multiple regression analysis.

The outcome indicated that: 1) the level continuance usage and word of
mouth of mobile banking user were highest, average 4.53, 2) the factors of disruptive
technology that affected continuance usage and word of mouth were application
design and information quality, and 3) the factors of user experience of that affected
continuance usage were convenience, vale, quickness and usefulness and the factors
affective word of mouth were convenience, vale, usefulness and familiarity.
Keywords: disruptive technology, user experience, continuance usage, word of mouth,

mobile banking.
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