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Abstract
This research aims to examine the influence of mobile application use on
customer satisfaction and retention in the banking sector through a
literature review approach. As technology advances, mobile applications
have become a vital tool for banks to provide more efficient and user-
friendly services to their customers. In this study, various relevant
literature is analyzed to understand how mobile applications contribute
to increasing customer satisfaction and loyalty. Findings from the
literature show that features such as ease of access, speed of
transactions, and personalization of services in mobile applications play
a significant role in increasing customer satisfaction. These
improvements not only improve user experience but also strengthen
their long-term relationship with the bank. Furthermore, the literature
shows that positive experiences gained from using mobile applications
have a direct impact on customer retention. By providing a reliable and
responsive platform, banks are able to maintain customer loyalty, reduce
churn rates, and increase customer lifetime value. This research
concludes that to remain competitive, banks need to continue to
innovate in their mobile application development and focus on
integrating features that address customer needs and preferences. Thus,
investment in mobile application technology not only increases
satisfaction, but also ensures the continuity of the relationship between
banks and customers in this digital era.
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INTRODUCTION

In the last few decades, mobile technology has experienced significant
rapid development affecting various industries, including banking (Oh & Kim,
2022). One of the main reasons why mobile technology is important in the
banking industry is its ability to make access to banking services easier for
customers. Previously, customers had to visit a bank branch to make
transactions or access their account information. However, with the existence
of mobile banking applications, customers can now access banking services
anytime and anywhere via their mobile devices (Erlangga & Nuvriasari, 2023).
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This not only saves time, but also increases overall customer comfort and
satisfaction.

Apart from that, mobile technology also plays an important role in
increasing operational efficiency and reducing costs for banks. By adopting
mobile banking solutions, banks can reduce their dependence on physical
branch offices as well as the personnel needed to serve customers on-site.
Digital transactions via mobile applications are usually faster and cheaper to
process compared to conventional transactions at bank branches (Marsya &
Hambalah, 2024). This allows banks to allocate their resources more efficiently
and focus on efforts that can increase innovation and competitive advantage
in the market.

Furthermore, mobile technology also enables banks to offer more
advanced services, such as real-time notifications, personalization of services,
and better security through biometric authentication. Real-time notifications
help customers monitor their account activity and obtain important
information directly, thereby reducing the risk of fraud. Personalization of
services allows banks to present financial solutions tailored to customers'
individual needs based on their transaction data. Security features such as
biometric authentication, such as fingerprint or facial recognition, ensure that
access to customer accounts is more secure. With all these benefits, mobile
technology has become a key element in digital transformation in the banking
industry (Rahayu & Widyastuti, 2022).

Digital transformation has become a major buzzword in the banking
industry over the past few years. Through digital transformation, banks seek
to overhaul and update their operational processes and services to meet
increasingly complex customer needs that demand a fast and efficient
experience. One of the tangible results of digital transformation is the
development and widespread adoption of mobile banking applications. This
application has changed the way customers interact with their bank, providing
instant access to a variety of banking services, from checking balances,
transferring funds, paying bills, to investing (Lelasari & Bernardo, 2023). With
mobile banking applications, customers are no longer limited by branch office
operating hours or long queues, providing invaluable flexibility.

The development of mobile banking applications is also driven by
technological innovations that continue to develop, such as artificial
intelligence (Al), blockchain and big data. The integration of artificial
intelligence enables more accurate and responsive service personalization
based on customer behavior patterns and preferences. Blockchain technology
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offers higher security for financial transactions, which is one of the main
concerns of customers when using digital platforms (Astuti & Awali, 2023).
Meanwhile, big data analysis helps banks identify trends and customer needs
more effectively, enabling them to offer more relevant products and services.
All these innovations contribute to improving user experience, operational
efficiency and bank competitiveness in the digital era.

Mobile banking services have a significant impact on customer
satisfaction and retention. In an increasingly digital world, customers expect
services that are fast, convenient and accessible anytime and anywhere.
Mobile banking applications meet this need by providing complete banking
solutions at customers' fingertips. Features such as easy fund transfers, bill
payments, balance checking, and real-time account information updates
enhance the overall user experience. When customers are satisfied with the
ease and efficiency of the services provided, their level of satisfaction
automatically increases, which ultimately makes them more loyal to the bank
that provides the application (Sihombing & Harahap, 2024).

Apart from increasing customer satisfaction, mobile banking services
also play a crucial role in customer retention. The convenience and flexibility
offered by mobile banking means that customers rarely think about moving to
another bank that may not offer similar services of the same quality. Banks
that successfully integrate advanced technology in their mobile banking
applications, such as artificial intelligence for personalized services or
blockchain-based security, further strengthen their position in the hearts of
customers. Through a positive and sustainable banking experience, banks not
only retain existing customers but also attract more new customers who are
looking for reliable digital banking services (Sriwidadi & Prabowo, 2023).

RESEARCH METHOD

This research will use a literature review approach by examining
various academic sources, industry reports and relevant case studies. A
comparative analysis of existing studies will be conducted to identify common
patterns and findings. In addition, interviews with experts and practitioners in
the field of content marketing will also be conducted to gain further insight
(Earley, M.A. 2014; Snyder, H. 2019).
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RESULT AND DISCUSSION
Advantages of Mobile Applications in Banking

Mobile banking applications are a revolutionary tool in the banking
industry, especially in terms of 24/7 service availability. With this application,
customers can access banking services whenever they need, without being
bound by bank operating hours or geographic location (Jayasinghe &
Withanaarachchi, 2024). This allows customers to carry out transactions such
as money transfers, bill payments, or balance checks at times that are most
convenient for them, including outside regular business hours. The availability
of 24/7 service also means that customers can immediately respond to
financial emergencies or take advantage of financial opportunities that may
arise at any time.

Ease of access is another advantage offered by mobile banking
applications. By having the bank app on their mobile devices, customers can
quickly and simply carry out various banking activities without having to visit a
branch office or even turn on their computer. Processes that once might have
taken hours or more can now be completed in minutes, with just a few taps of
the finger. This convenience not only saves customers' time and energy but
also increases productivity and comfort in managing personal finances
(Rahmadani et al., 2024).

Service personalization is a superior feature that is increasingly being
optimized in mobile banking applications. By utilizing artificial intelligence
technology and data analytics, banks can provide customized user
experiences based on each customer's unique habits, preferences and needs
(Wardana & Prasetyo, 2023). For example, the app can provide relevant
investment product recommendations, specific financial management tips, or
special offers tailored to customers' spending patterns. This personalization
not only increases added value for customers but also strengthens the
relationship between the bank and its customers, because customers feel
more cared for and understood by their bank.

In addition to key benefits such as 24/7 service availability, ease of
access, and personalization of service, mobile banking applications also offer a
high level of security which is a priority for many customers. This application is
usually equipped with double authentication features, data encryption, and
instant notifications for every transaction made. These features help protect
customers' personal and financial information from cyber threats
(Muchandigona & Kalema, 2023). With this additional layer of security,
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customers can feel safer and calmer when carrying out various transactions
via the mobile banking application.

Apart from that, mobile banking applications can also increase
operational efficiency for the bank itself. By reducing dependence on services
at branch offices, banks can reduce operational costs such as infrastructure
and human resource costs. This efficiency allows banks to allocate their
resources to more strategic matters, such as developing new products or
improving customer service. Banks can also respond more quickly to customer
needs and feedback, thereby improving overall service quality (Li, 2022).

In the future, mobile banking applications are predicted to continue to
develop and adapt to the latest technology. The application of technologies
such as artificial intelligence (Al), blockchain, and the Internet of Things (1oT)
has the potential to further advance the features and services provided by
these applications (Adiningtyas & Auliani, 2023). For example, the integration
of Al can help provide more responsive and personalized customer service,
while the use of blockchain can increase transparency and security in
transactions. By continuing to follow technological trends and innovations,
mobile banking applications can continue to offer significant added value to
customers and ensure their relevance in an increasingly digital banking world.

Use of Mobile Applications can Increase Customer Satisfaction

Using mobile banking applications can significantly increase customer
satisfaction. One of the main factors is the comfort and convenience offered
by this application. Through the mobile banking application, customers can
access banking services anytime and anywhere without having to visit a
physical branch office. The ability to carry out various transactions such as
fund transfers, bill payments, and balance checks with just a few taps of the
screen makes the banking experience much more efficient and hassle-free.
This flexibility is highly appreciated by customers who have busy and limited
schedules (Bui et al., 2022).

Additionally, mobile banking apps provide personalized features to suit
user needs and preferences. For example, the application can send instant
notifications for every transaction that occurs, helping customers keep track
of their financial activities in real-time. Some apps also come with budget
management and expense tracking, which can help customers plan and
manage their finances better. This level of personalization not only increases
convenience but also provides significant added value, which ultimately has a
positive impact on customer satisfaction (Thakur & Yoshiura, 2022).
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Security is also an important aspect that drives customer satisfaction.
Modern mobile banking apps come with a variety of advanced security
measures, including two-factor authentication, end-to-end data encryption,
and suspicious activity detection. These features help protect customers'
personal information and funds from digital security threats. When customers
feel confident that their transactions and data are safe, they tend to have a
higher level of satisfaction with the services provided. This certainty provides
a sense of calm and trust which is essential in the relationship between the
bank and its customers (Dewata, 2023).

Apart from that, increasing operational efficiency on the part of banks
driven by the use of mobile banking applications also has an impact on
customer satisfaction. By digitizing services, banks can reduce workload at
branch offices and focus on improving the quality of customer service. Waiting
times for resolving customer problems or questions can be shortened, and
banks can be more responsive to customer needs. This creates a faster, more
reliable and more satisfying service experience for customers (Pietrzak, 2023).
Overall, the integration of mobile banking applications results in a more solid
and positive relationship between banks and customers, which is reflected in
higher levels of satisfaction.

In this digital era, innovation continues to be a key factor in increasing
customer satisfaction. Banks that invest in mobile application development
are not only prioritizing current customer needs, but also preparing
themselves for the future demands of the banking industry. Those who are
able to provide digital solutions that are intuitive, safe and effective will have
more potential to maintain customer loyalty (Al-Baltah et al.,, 2024). In
addition, mobile applications that are continuously updated with new and
innovative features can provide greater added value, which in turn can
increase the bank's competitiveness in the market.

The benefits of mobile applications are also reflected in higher
customer engagement. This application facilitates better communication
between banks and customers through customer service features such as live
chat and a quickly accessible help center (Agilah & Fathoni, 2023). With this
easy-to-reach communication channel, customer complaints or questions can
be handled immediately, which helps build stronger and more trusting
relationships. This effective communication is key in increasing customer
awareness and understanding of bank products and services, which is
important for making better financial decisions.
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Furthermore, mobile applications open up opportunities for banks to
offer loyalty programs and special promotions that can increase customer
satisfaction and retention. Features such as reward points, cashback, and
exclusive offers that are only available through the application can add more
value to users (Yoewono & Ananto, 2024). In this way, mobile applications
become not only a transaction tool, but also a means to improve relationships
with customers through personalized offers.

However, even so, challenges remain in using mobile applications.
Banks must continuously strive to improve and optimize user interfaces and
perform consistent security maintenance to avoid vulnerabilities. Customers
must also be provided with adequate education about the application features
and how to use them safely (Wu et al., 2023). Thus, despite the challenges, the
potential for increasing customer satisfaction through mobile applications is
significant, considering the various benefits they offer. Investments in this
technology, if done wisely, will bring positive results for banks and customers
in the long term.

Mobile Applications Influence Customer Retention in the Banking Sector

In recent years, mobile applications have become an important tool for
banks in retaining and increasing customer retention. The convenience
offered by mobile applications, such as the ability to carry out transactions
anytime and anywhere, is highly appreciated by highly mobile customers. By
providing easy and fast access to banking services, banks can increase
customer satisfaction and strengthen their loyalty. The speed and efficiency
provided by this application also helps reduce queuing times and visits to
physical branches, which ultimately provides a more comfortable and
enjoyable banking experience for users (Yunanto & Medyawati, 2024).

Apart from ease of access, the unique features offered by mobile
applications also play an important role in increasing customer retention. For
example, real-time notifications regarding transactions and account status
provide customers with a greater sense of security and control. Loyalty
programs such as reward points, cashback and exclusive, personalized offers
can add value to users, making them more likely to stick with the bank's
services. Features for checking balances, paying bills, transferring funds and
financial management that are easily accessible through applications further
increase customer comfort and trust in bank services (Bag, 2022).

However, the integration of technology and security is also a big
challenge in using mobile banking applications. Banks must continually ensure
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that their applications are safe from cybersecurity threats, which can
undermine customer trust in the event of a data breach. Investments in
advanced security technology and regular updates are critical to mitigating
these risks (Vaddhano, 2023). In addition, banks need to provide sufficient
education to customers about safe application usage practices to reduce the
risk of user error which could impact the security of their accounts.

Overall, mobile applications offer great potential in increasing
customer retention in the banking sector. With a combination of convenience,
innovative features and guaranteed security, mobile applications can provide
a better and more integrated banking experience for customers. In the long
term, banks that are able to maximize this potential will be more successful in
building and maintaining strong relationships with their customers (llham et
al., 2022). While the challenges in implementing this technology should not be
overlooked, the benefits offered by mobile applications in maintaining
customer satisfaction and loyalty are significant.

Personalization of services through mobile applications is one of the
keys to increasing customer retention in the banking sector. By understanding
each customer's needs and preferences, banks can offer more relevant and
specific services and products. The use of data analytics and artificial
intelligence (Al) allows banks to collect and analyze customer data in depth,
so they can provide more precise recommendations and tailored special
offers. This data-driven approach not only increases customer satisfaction but
also creates a more personalized and meaningful experience (Bouhlel et al.,
2023).

The ability of mobile applications to provide direct and responsive
customer support is also an important factor in retaining customers. Features
such as live chat, customer service bot, and helpline available 24/7 allow
customers to get help whenever they need it. A fast and effective response
from the bank can reduce user frustration and increase their trust in the
services provided (Durai & Lallawmawmi, 2023). The better a customer's
experience with the support provided, the more likely they are to remain loyal
to using the bank's services.

In addition, integration with other digital financial services, such as e-
wallets, digital payments and online investments, can add added value to
mobile banking applications. Collaboration with fintech platforms or other
digital service providers can expand the financial ecosystem offered by banks.
By providing a variety of services in one easy-to-access application, banks can
create a more holistic and connected experience for customers. This
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integration not only increases user convenience but also strengthens the
bank's competitive position in an increasingly digital market (Verma et al,,
2024).

However, it is important for banks to continue to innovate and evolve
in their mobile application development. The technology landscape and
customer needs are constantly changing, so banks must proactively adapt and
update the features they offer. Customer involvement in the development
process can be an effective strategy to ensure that the application being
developed remains relevant and meets user expectations. Investing in
research and development, as well as listening to customer feedback, will help
banks design mobile applications that are not only sophisticated but can also
maintain customer loyalty in the long term (Lohachova et al., 2023).

CONCLUSION

The use of mobile applications in the banking sector has a significant
role in increasing customer satisfaction and retention. Mobile applications
enable customers to access banking services more easily, quickly and
efficiently. Through this application, banks can provide a more personalized
and relevant experience by offering features tailored to each customer's
needs and preferences. The ability to carry out transactions anytime and
anywhere, coupled with responsive customer service support, contributes
greatly to increased user satisfaction. This quality user experience is a key
factor for customers to remain loyal to using the bank’s services.

In addition, mobile applications strengthen the relationship between
banks and customers by providing various financial services on one integrated
platform. With the integration of features such as e-wallet, digital payments
and investment services, customers feel more connected and well served,
which ultimately increases their loyalty. Meanwhile, continuous innovation in
application development and attention to customer feedback are important
factors in maintaining relevance and attracting customer interest amidst
intense competition. With the right investments in technology and a focus on
customer needs, banks can ensure that their mobile applications not only
meet user expectations, but also build long-term relationships that are
profitable for both parties.

REFERENCES

Adiningtyas, H., & Auliani, A. (2023). Text Mining for Customer Experience
Mobile Banking Analysis. Proceedings of the 3rd International

1321



Conference on Advanced Information Scientific Development, Query
date: 2024-12-11 13:29:11, 162-165.
https://doi.org/10.5220/0012445800003848

Al-Baltah, I. A., Al-Sultan, S. Y., Al-hadi, M. A., & Zahary, A. T. (2024). Factors
Influencing the Adoption of Mobile Banking Applications in Yemen
Using an Extended Technology Acceptance Model. [ICI0LL DI
-134), 2(2, 000000000000 000000000 000000 0OoO000
146. https://doi.org/10.59628/jast.v2i2.890

Aqilah, S., & Fathoni, M. A. (2023). FACTORS DETERMINING THE USE OF
MOBILE BANKING IN INDONESIA. International Journal of Banking and
Finance, 18(Query date: 2024-12-11 13:29:11).
https://doi.org/10.32890/ijbf2023.18.2.2

Astuti, R. N. D., & Awali, H. (2023). The Effect of Trust, Product Quality, and
Mobile Banking Services on Customer Satisfaction at Bank Syariah
Indonesia Pekalongan Kajen. ZISWAF ASFA JOURNAL, 1(2), 117-134.
https://doi.org[10.69948/ziswaf.11

Bag, D. (2022). Customer engagement of mobile banking a case of mobile
money in rural India. International Journal of Electronic Banking, 1(1), 1-1.
https://doi.org/10.1504/ijebank.2022.10046686

Bouhlel, O., Garrouch, K., & Mzoughi, M. N. (2023). Assessing the Success of
Mobile Banking in Saudi Arabia. International Journal of E-Services and
Mobile Applications, 15(1), 1-24. https://doi.org/10.4018/ijesma.318088

Bui, N., Moore, Z., Wimmer, H., & Pham, L. (2022). Predicting Customer Loyalty
in the Mobile Banking Setting. International Journal of E-Services and
Mobile Applications, 14(1), 1-22. https://doi.org/10.4018/ijesma.296576

Dewata, Y. J. (2023). Legal Protection Against Internet Banking Users (Mobile
Banking) From Cyber Crime Efforts. Soedirman Law Review, 5(1).
https://doi.org/10.20884/1.sIr.2023.5.1.79

Durai, T., & Lallawmawmi, F. (2023). Application of Technology Acceptance
Model (TAM) in Fintech Mobile Applications for Banking. Fintech and
Cryptocurrency, = Query  date:  2024-12-11  13:29:11,  325-350.
https://doi.org/10.1002/9781119905028.ch15

Earley, M. A. (2014). A synthesis of the literature on research methods
education. Teaching in Higher Education, 19(3), 242-253.

Erlangga, J., & Nuvriasari, A. (2023). The Influence of Web Design, Ease of Use,
and Security on BNI Mobile Banking Customer Satisfaction. Indonesian
Journal of Business Analytics, 3(6), 2029-2038.
https://doi.org/10.55927/ijba.v3i6.5728

[lham, M., Samsul, I., & Marlyna, H. (2022). Consumer Protection Of Mobile
Banking Users (Case Study Of Commonwealth Mobile Banking Account
Breaking On Behalf Of Ilham Bintang). Unram Law Review, 6(2).
https://doi.org/10.29303/ulrev.v6i2.244

1322



Jayasinghe, A. N., & Withanaarachchi, Amila. S. (2024). User Experience in
Mobile Banking Applications in Sri Lanka: A Systematic Literature
Review. 2024 4th International Conference on Advanced Research in
Computing (ICARC), Query date: 2024-12-11 13:29:11, 264-269.
https://doi.org/10.1109/icarc61713.2024.10499765

lelasari, N., & Bernarto, I. (2023). The Impact Of Customer Satisfaction On
Customer Loyalty Of BCA Mobile Banking. Jurnal Manajemen, 27(1),
169-190. https://doi.org/10.24912/jm.v27i1.1121

Li, B. (2022). The Application Trend and Advantages of Mobile Technology in
Higher Education. Mobile Information Systems, 2022(Query date: 2024-
12-11 13:29:11), 1-9. https://doi.org/10.1155/2022/3874673

Lohachova, Y., Yesina, M., & Bobukh, V. (2023). Analysis of cybersecurity
features in banking mobile applications. Computer Science and
Cybersecurity, 1, 63-73. https://doi.org/10.26565/2519-2310-2023-1-06

Marsya, A., & Hambalah, F. (2024). The Influence of Service Innovation and
Service Quality on Customer Satisfaction Users of Mobile Banking Livin’
by Mandiri. BALANCE: Economic, Business, Management and Accounting
Journal, 21(2), 309-320. https://doi.org/10.30651/blc.v21i2.22827

Muchandigona, A. K., & Kalema, B. M. (2023). The Catalytic Role of Mobile
Banking to Improve Financial Inclusion in Developing Countries.
International Journal of E-Services and Mobile Applications, 15(1), 1-21.
https://doi.org/10.4018/ijesma.317923

Oh, Y. K., & Kim, J.-M. (2022). What Improves Customer Satisfaction in Mobile
Banking Apps? An Application of Text Mining Analysis. Asia Marketing
Journal, 23(4). https://doi.org/10.53728/2765-6500.1581

Pietrzak, P. (2023). How customers trust mobile banking applications.
Communication, Leadership and Trust in Organizations, Query date: 2024-
12-1113:29:11, 233-245. https://doi.org[10.4324/9781003370390-20

Rahayu, S., & Widyastuti, I. (2022). The Impact of Mobile Banking (M-Banking)
Services on Customer Satisfaction of the State Savings Bank (BTN).
Excellent, 9(2), 180-186. https://doi.org/10.36587/exc.v9i2.1363

Rahmadani, D., Hamzah, M. L., Angraini, & Saputra, E. (2024). The Influence of
E-Customer Service, Mobile Application Design, Brand Image, and
Customer Satisfaction on Interest in Mobile Banking Adoption. 2024 4th
International Conference on Emerging Smart Technologies and
Applications  (eSmarTA), Query date: 2024-12-11 13:29:11, 1-6.
https://doi.org/10.1109/esmarta62850.2024.10639012

Sihombing, E. E., & Harahap, K. (2024). The Effect of the Effectiveness of Ease
of Use and Customer Satisfaction on Customer Loyalty of Bank Sumut
Mobile Banking Users in Medan City. Journal of Finance and Business
Digital, 2(4), 601-614. https://doi.org/10.55927/jfbd.v2i4.6676

Snyder, H. (2019-). Literature review as a research methodology: An overview
and guidelines. Journal of business research, 104, 333-339.

1323



Sriwidadi, T., & Prabowo, H. (2023). The Effect of Service Quality on Customer
Loyalty Through Perceived Value and Customer Satisfaction of Jakarta
Mobile Banking Application. MIX: JURNAL ILMIAH MANAJEMEN, 13(3),
559-559. https://doi.org/10.22441/jurnal_mix.2023.v13i3.004

Thakur, T. N., & Yoshiura, N. (2022). Modeling and Verification of a Hybrid
Model of Mobile Banking Based Branchless Banking System in E-
Banking Using SPIN. 2022 11th International Conference on Software and
Computer Applications, Query date: 2024-12-11 13:29:11, 149-156.
https://doi.org/10.1145/3524304.3524326

Vaddhano, N. (2023). Continuance Intention of Mobile Banking Applications in
Indonesia: Integrated TAM-Delone and Mclean Model. International
Journal of Economics, Business and Management Research, 7(12), 1-22.
https://doi.org/10.51505/ijebmr.2023.71201

Verma, D., Kansra, P., & Khan, S. A. (2024). Apparent Advantages and Negative
Facet of Block Chain in Banking Sector: An Innovative Theoretical
Perspective. Financial Mathematics and Fintech, Query date: 2024-12-11
13:29:11, 19-27. https://doi.org/10.1007/978-3-031-47324-1_2

Wardana, Y. A.,, & Prasetyo, T. J. (2023). The Impact of Internet Banking,
Mobile Banking and Leverage on Bank Profitability in Indonesia.
International Journal of Research Publication and Reviews, 4(12), 2434-
2443. https://doi.org/10.55248/gengpi.4.1223.123447

Wu, L., Yu, D., & Lv, Y. (2023). Digital banking and deposit: Substitution effect
of mobile applications on web services. Finance Research Letters,
56(Query date: 2024-12-11 13:29:11), 104138-104138.
https://doi.org/10.1016/j.frl.2023.104138

Yoewono, H., & Ananto, P. (2024). Enhancing Bank Performance: Integrating
Enterprise Risk Management with Mobile Banking Applications. Journal
of Economics, Business, and Accountancy Ventura, 27(2), 207-216.
https://doi.org/10.14414/jebav.v27i2.4572

Yunanto, M., & Medyawati, H. (2024). Determining Interest in Using Mobile
Banking Applications in the Greater Jakarta. Journal of Economics,
Finance and Accounting Studies, 6(3), 46-54.
https://doi.org/10.32996/jefas.2024.6.3.6

1324



