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A STUDY ON THE IMPACT OF MOBILE BANKING ON CONSUMER SATISFACTION 

IN EMERGING MARKET 

 

DEEPA MUDDI 

PES UNIVERSITY, BANGLORE 

ABSTRACT 

This study examines customer fulfilment with mobile banking services by surveying 250 participants 

and utilizing regression analysis to evaluate the influence of different factors on overall satisfaction. 

The study looks at important factors like user-friendliness, security, speed of transitions, and 

incorporation into everyday financial activities to assess their impact on the user’s experience. The 

research was carried out to control the main factor which impact the acceptance and Mobile banking 

satisfaction. 

Findings showed that ease of use, speed and integration show a significant character in satisfaction, 

while safety and user interface design do not have strong impact. The result emphasizes the need to 

develop the user understanding and efficiency of the mobile banking in order to increase customer 

satisfaction and trust. 

KEYWORDS: Mobile Banking, User Satisfaction, Regression Analysis, Security Concern, Speed 

and efficiency, control over personal finance, user interface rating, frequency of use, ease of use, user 

experiences, Managing finance. 

INTRODUCTION 

Mobile banking involves using a mobile device is used to accessing the banking services and financial 

offerings provided by banks. It allows clients to view their bank account balance, complete online 

transaction, move money, settle bills., without having to go to a physical bank. 

Clients utilize mobile through SMS, USSD, or a bank-provided app installed on their mobile device. 

It provides customer with the convenience of accessing banking facilities at any period and from any 

place. However, it reduced banks’ costs and expand their clientele. Nevertheless, it does have its 

drawbacks. Less tech-savvy customer avoids it due to security vulnerabilities. 

History of banking on mobile devices- Today, individuals are so used to using their phones that is 

difficult for them to envision life without it. Even though mobile banking may appear to be a recent 

advancement, the initial efforts to conduct banking transition on mobile device actually occurred in 

the previous century, slightly trailing the emergence of online lending. Mobile banking originated in 

last 1990s and initial 2000s and closely tied to the rise of the internet. 
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Advantages and points of using Mobile banking. 

a. Ease of use- The m-payment application should be easily understood by the customer, requiring 

minimal or no learning curve. The consumer should also have the ability to customize the app to meet 

their needs. 

b. M- payments service need to allow transitions among customer (C2C), from businesses to 

customers (B2C), or between business(B2B) in a universal manner. Reporting should encompass 

national, district, and worldwide environments. Expenditures need to be feasible for both small worth 

micro-paymentsalso large rate macro payments. 

c. Safety, confidentiality, and confidence: A consumer should have confidence in mobile expense app 

worker their credit or debit card details will nonbe abused. In addition, customer privacy should be 

maintained when these transactions are documented, ensuring that credit histories and spending habits 

remain confidential and not easily accessible for public review. Mobile payments need to provide the 

same level of anonymity as money transactions. next, the system must be resistant to attacks from 

hackers and terrorist, foolproof. This could be offered through the integration of biometrics, 

passwords, and infrastructure of public key security in phone transaction system designs. 

d. Expense- the cost of m-payment should not exceed that of current payment methods as much as 

chances.  The mobilepayment key needs to rival different payment methods in terms of both expenses 

and convenience. 

e. Velocity:  velocity at which themobile-payment is processed should be satisfactory for both 

customers and traders. 

f. For cross border payments to make profit widespread acceptance, the mobile-payment application 

needs to be accessible on a global scale, worldwide. 

Feature of mobile banking 

1. Access to account details- It helps clients to gain information on bank, mini statements balance 

transitions history checks on deposits, loan and known card information. It also helps to access 

investment statements and manage policies. 

2. Financial Activities- It provides services to transact money from one bank to another it might 

be self-transaction or through third parties. It also includes payments through partnership with 

apps or certain companies. 

3. Financiers’ requirements- It allows investors to check on their portfolio or get updates on 

information that is required on their improvements of investment decision making. 

4. Services that provide assistance and aid- This service provides information to clients on their 

progress on loan, credit facilities, card applications and ATM. 

5. Updates on required information- Certain articles provides information on present financial 

requirements, News, recent trends of a particular bank. 

 

Issues related to Mobile banking 

(A few of the difficulties inked with mobile banking include (but are not restricted to): 
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 Accessibility depends on the type of device being utilized. 

 Concerns about safety and protection. 

 Dependability and capacity for growth. 

 Capacity for personalisation. 

 Distribution of applications. 

 Enhance synchronization skills. 

Advantages and Disadvantages of mobile Banking. 

Advantages 

 Provides banking services around the 24 hours. 

 Reduces the amount of time needed. 

 Offers a simple method for transferring funds and making payments. 

 Facilities simple tracking and monitoring of bank accounts. 

 Allows for prompt reporting of any illicit transactions or fraudulent behaviour. 

Disadvantages 

 Creates difficulties for account holders with limited technology skills. 

 Eliminates the personal element in banking operations. 

 Heightens worries about security and cyber fraud. 

 Delays or losses may occur in transitions as a result of errors. 

 Leads to understanding difficulties because of the complicated app interface. 

Literature Review 

(Deshwal, 2015)-  Technology is playing an increasingly role in the banking sector. It changed 

banking from a conventional physical model to a contemporary, convenient one. Technology has 

played a crucial role in improving customer service and stimulating industry growth. 

(rautela, 2013)-  Mobile banking enables customers to perform banking transaction with their mobile 

services. It provides ease and adaptability in contract to conventional banking techniques. Public 

banks in India have encountered difficulties in enticing customers towards mobile banking in 

comparison to private banks. 

(Cleveland, 2016)- The research explores how mobile banking affects the banking sectors.it explores 

the impact of mobile banking on financial performance, customer acquisition, and retention. The study 

examines elements like mobile banking functionalities, technological progress, population 

characteristics, data protection, and staff competencies. In general, the data indicates that effective 

implementation of mobile banking can enhance both bank performance and customer engagement. 

(Joshi, 2020)- The mobile provides customer with convenience and flexibility. It enables them to 

perform different banking activities through their smartphones. However, there are customers who 

my worry about security and their lack of technical expertise. 

(Corbitt, 2003)- The integration of the internet and smartphone has result in the growth of mobile data 

services. Mobile banking is service that permits customers to utilize banking services via their mobile 



IUT Journal of Advanced Research and Development 

Volume 9, No 2 (April2023–September2023) 

ISSN 2455–7846 

IUT Journal of Advanced Research and Development (IUT-JARD), The ICFAI University Tripura, reserve all rights 

 

 

P
ag

e1
2

 

devices. This paper explores that strategic impact of mobile banking and its possibilities in diverse 

markets. 

(Lauronen, 2005)- This article examines the generation of consumer value in mobile banking services. 

It recognises the value customers see and drawbacks of using mobile phone for banking, offering ideas 

for enhancing services and marketing tactics. 

(DRIGA, 2015)- Electronic banking services are more in demand because of their convenience and 

efficiency. Mobile banking has become has become increasingly popular because it provides a variety 

of advantages for both clients and financial institutions. This article presents an outline of mobile 

banking and its importance as a primary method of distributing banking services. 

(Aijaz A. Shaikh, 2015)- The article examination studies on mobile banking adoption and highlight 

crucial factors that impact consumer intentions. It emphasizes the importance of conducting additional 

research on the impacts of smartphone and tablet applications. 

(Asha Sahu, 2020)- The research examines the study of the adapting of the mobile banking210 and 

2018. It pinpoints factors that impact adoption and underscores that necessity for more research to 

advance mobile banking technologies in emerging markets. 

(Radhakrishna Nayak, 2024)- The research examines the utilization of mobile banking in nationalised 

banks within barkur village. It discovers that individual have greater knowledge of e-wallets and are 

not happy with software problems, bank rection times, security, and service levels. 

Objectives of Study 

 Assess customer contentment with mobile banking offerings. 

 Examine the significance of safety in the acceptance of E-banking. 

 Analyse how mobile banking affects financial management. 

 Analysing the main features that impact selectionof applicationin M-banking. 
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Research Methodology 

- Research Design-  

This research uses a quantitative, expressive research design to asses user satisfaction, trust in security, 

financial management impact, and factors affecting the selection of M-banking applications. This 

study will use a survey to gather information from individuals who use mobile banking. 

- Sample size-  

A study was conducted with 250 participants who regularly usage ofM-banking services. The size of the 

sample is extensive to give statistically important observations while also guaranteeing a variety of 

responses. 

- Data collection 

Primary Data Collection- Information was gathered through a google form questionnaire aimed at 

obtaining users thoughts and interactions with mobile banking. This survey includes 15 structured 

questions, mainly utilizing Likert scale and multiple-choice layouts, focusing on important factors 

such as frequency of use, satisfaction, confidence in security, and feature preferences. 

Scope of the study 

The research concentrates on 250 individuals who have used mobile banking services in the last three 

months, representing a wide range of demographics. It analyses important variable like how often it 

is used, user satisfaction, trust in security, and its influence on financial management to regulate the 

issues influencing the acceptance of mobile banking and user satisfaction. The study investigates user 

experience, security problems, also probability of suggesting mobile banking to others. Data was 

collected directly from users’ experiences and preferences in mobile banking through a survey on 

google form. 

Data Analysis and Interpretation 

 

The above chart represents 250 respondents in that 53.6% are male and 46% are female. 
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The above chart represents 250 respondents, of age group where 12.4% are between 18-20, 78% are 

between 21-30 of the age group, 2% are between 31-40 age group, 4.4% are between 40-50 age group, 

1.2% are above 50 years. 

1. Which Mobile Banking app do you prefer for your daily financial needs? 

The above table represents 250 respondents prefer to use 0.40% of M-Pesa, 4.40% respondent use 

PayPal, 72.40% respondent use Google Pay, 2.80% respondent use Apple pay, 1.60% respondent use 

Bank-specific app (e.g. Chase Mobile, Wells Fargo mobile), 1.60% respondent use Other 

(Specifically)- Phone pay. The majority of respondent prefer Google pay for daily financial needs. 

 

 

 

 

 

 

 

 

2. Which feature is most important to you when choosing a mobile app? 
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The 

above table represents 250 respondent which 54.40% respondent give important to Security, 11.20% 

respondent choose User interface, 19.60% respondent choose Transition Speed, 4.40% respondent 

choose Fees, 4% respondent choose Customer Support, 2% respondent choose Integration with Other 

securities, 3.60% respondent choose reward and offers. 0.40% respondent choose other (specifically) 

– All of the above. Thus, majority respondent choose Security as a feature is the most important. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

3. Have you experienced any financial losses due to mobile errors? 
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The above table represents 

250 respondents, where 30.40% respondent say YES, 69.60% respondent say NO that they 

experienced any financial losses due to mobile errors.  

 

 

 

 

 

 

 

 

 

 

4. Do you use mobile banking for Bill payment? 

 

 

 

The above table represents 250 respondents, where 78.40% respondent say YES, 21.60% respondent 

say NO that use mobile banking for Bill payment. 
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5. How useful do you find mobile banking for managing finance? 

 

The above table represents 250 respondents where 14% respondent say Very Useful, 18.8% 

respondent say useful, 20.80% say Neutral, 37.20% respondent say not very useful, 9.20% respondent 

say not useful at all. Thus, majority respondents’states that it is not very useful to mobile banking for 

managing 

finance.  
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6. Rate your agreement with the statement: “I would recommend mobile banking to others based 

on the experience.” 

 

 

 

 

 

The above table represents 250 respondents where 4.8% respondent state Strongly Disagree, 6.80% 

respondent tellDisagree, 22% of respondent say Neutral, 42% respondent states Agree, 24.40% 

respondent state strongly Agree. Thus, majorityof respondents states that they would suggest mobile 

banking to other after hearing about their experiences. 
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Regression Analysis 
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Interpretation  

1. Assess the overall Model Fitting 

 The R2 Value 0.535indicates that 53.5% of the variability in the dependent variablecan be 

accounted for by the independent variable. 

 An Adjusted R square value of 0.520 indicates that 52% of the changes in the dependent 

variable (overall satisfaction) can be accounted for by the independent variables. This shows 

that the model is a good fit. 

 Durbin- Watson equals 1.829, which examines residual for autocorrelation. A value near 2 

indicates lack of notable autocorrelation in the model, which is positive. 

 

2. The significant of the overall model. 

 The significance of ANOVA table is 0.000 which means that the model is acceptable. 

  F-stat is 34.713, and the p-value is 0.000: with avalue below 0.05, it shows  the model perfect 

is statistically important, suggesting that at least one predictor variable is able to accurately 

forecast the outcome variable. 

 

3. Examine the Regression Model’s Coefficients. 

 Ease of use(X)- The P- value is 0.034, lower than 0.05, suggesting a important positive parallel 

between this variable and overall satisfaction. Beat Coefficient of 0.154 indicates a moderate, 

positive impact on satisfaction. 
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 Integral part of financial routine(X)- P-value= 0.000, representing a extremely significant 

positive parallel with overall satisfaction, is below0.05. beta of 0.238 indicates a significant 

positive impact on satisfaction. 

 Speed and efficiency(X)- P-value of 0.000 indicates significance. Beta value of 0.0280 shows 

the most significant positive effect on overall satisfaction. 

 Predictors that do not have a Significant impact- Trust security(X), User Interface rating (X0, 

Control over Personal Finance(X), and Concern about security(X) have p-value beyond 0.05, 

representing they are not statistically substantial in forecasting overall satisfaction. 

 Analysing the coefficient table, we conclude that Constant, Ease of use with the Integral part 

of financial routine and the Speed and Efficiency are the significant variable. The regression 

equation will be shown below: 

(The overall Satisfaction = 0.183+0.156*Ease of use + 0.239* Integral part of financial 

routine+0.312* Speed and Efficiency). 

 

 

 

 

4. Examining the hypothesis 

 Null Hypothesis (H0)- There is no significant correlation between user satisfaction with 

mobile banking and factor such as ease of use, security, and frequency of use. 

 Alternative Hypothesis (H1)- There is a significant correlation between user satisfaction with 

mobile banking and factor such as ease of use, security and frequency of use. 

According to the result of regression analysis 

 Reject the Null Hypothesis (H0)- the overall model is statistically with an ANOVA p-value of 

0.000, suggesting a important associated between user satisfaction and several independent 

variables (ease of use, speed and efficiency, essential part of fiscal routine) 

 Accept the Alternative Hypothesis (H1) - factor like comfort of use, speed and efficiency, and 

combination into financial routine affect user satisfaction, according to statistical analysis. 

Therefore, As the regression model shows significance and statistical significance of key factor (Ease of 

use, Speed, Integration into Financial Routine), we reject the Null Hypothesis (H0) and Accept the 

Alternative Hypothesis (H1). This indicates a strong correlation between user satisfaction and theses 

variable in mobile banking. 

(Reject-H0 and Accept -H1). 

 

5. Analyse the Charts 

 Standard distribution: the Histogram and P-P plot show that the standardized residuals of the 

regression follow a normal distribution, which is crucial for validity of liner regression. 
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 Centring Residual: the average of the residual is almost zero, indicating minimal bias in the 

model’s predictions. 

 Consistency in Standard Deviation: A Standard Deviation of 0.984 for the residual suggest 

that the majority of residual are close to the mean, showing a dependable model fit. 

 Existence of outliers: The presence of outliners is evident in both visuals, particularly in the 

lower end, suggesting data concerns demanding additional analysis. 

 Result Confidence: The data points closely aligning in the P-P plot indicate the statistical tests 

for regression coefficients are valid, thus confirming the model assumptions. 

 

 

 

 

Findings and Suggestions 

 Most users (72.45%) show a strong preference for google pay for their daily financial 

activities, making it the top choice among the mobile banking apps used by respondents. 

 Security is the top priority- over half of survey participants (54.4%) prioritized security when 

selecting a mobile banking application. This emphasises the important role of trust in ensuring 

the security of mobile financial transitions. 

 Most respondents (69.6%) experienced no financial losses from mobile errors, suggesting that 

mobile banking platforms are generally dependable in preventing significant financial losses. 

 Regularly using mobile banking for bill payments in common among 78.4% of respondents, 

indicating that this service is a crucial feature offered by theses platform. 

 Improve security features- Due to security being the main concern for users, mobile banking 

services should keep investing in advanced security features such as biometrics, encryption, 

and two- factor authentication to uphold user confidence. 

 Options for customization – Providing personalized interfaces and interfaces and customizable 

feature may enhance user experience by allowing user to customize the app based on their 

unique preferences and financial habits. 

 

CONCLUSION 

The study emphasizes the crucial importance of mobile banking in increasing consumer satisfaction 

in developing markets. The shows that factors like user-friendliness, speed of transitions, and 

incorporation of mobile banking into everyday financial habit s greatly impact user satisfaction. 

Despite ongoing security doubts, users generally view the reliability of mobile baking positively. A 

large majority of respondents have not experienced any financial losses from mobile banking errors. 

These findings imply that mobile banking services need to prioritize enhancing features and speed in 

order to enhance user satisfaction and promote wider usage. 
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Moreover, the results highlight the important of ongoing investment in advanced security feature and 

customization options to tackle user worries and improve the overall experience. By giving important 

to these factors, bank can establish strong trust and dedication from their clients or customers, 

ultimately positioning mobile banking as the preferred choice in the financial services industry.  
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