
Journal Publication of International Research for Engineering and Management (JOIREM) 
Volume: 04 Issue: 3 | Mar-2026 

ISSN (O) 3107-6696 

 

© 2026, JOIREM      |www.joirem.com|        Page 1         ISSN (O) 3107-6696 

A Study on the Impact of Mobile Banking Application Usage on Customer 
Engagement and Satisfaction 

Kevin Shiju  

Kristu Jayanti University 
---------------------------------------------------------------------***---------------------------------------------------------------------
Abstract - This study examines the impact of mobile banking 
application usage on customer engagement and satisfaction 
using a secondary data-based analytical approach. With the 
rapid digitalization of banking services, mobile applications 
have become a primary channel for financial transactions and 
customer interaction. The study analyzes usage patterns based 
on transaction frequency, service adoption, and digital 
engagement indicators derived from industry reports, banking 
statistics, and existing literature. The findings indicate a strong 
association between increased mobile banking usage and 
higher levels of customer engagement, convenience, and 
service satisfaction. The study further highlights that ease of 
use, accessibility, and service efficiency play a critical role in 
shaping customer experience. The research contributes to 
digital banking literature by linking mobile application usage 
behavior with customer-centric outcomes in a technology-
driven financial ecosystem. 
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1. Introduction 

The banking sector has undergone significant transformation 
with the adoption of digital technologies. Mobile banking 
applications have emerged as a key interface between banks 
and customers, enabling instant access to financial services 
such as fund transfers, bill payments, account monitoring, and 
investment services.In recent years, the adoption of mobile 
banking has increased substantially due to smartphone 
penetration, internet accessibility, and the demand for 
convenience. Customers increasingly rely on mobile 
applications for routine banking activities, reducing 
dependency on physical branches. 
This shift has not only changed transaction behavior but also 
redefined customer engagement. Mobile banking platforms 
provide continuous interaction, personalized services, and real-
time updates, which influence customer satisfaction levels.This 
study aims to analyze how the usage of mobile banking 
applications affects customer engagement and satisfaction 
using secondary data insights. 
 

2. Statement of the Problem 

Although mobile banking applications offer convenience and 
efficiency, their effectiveness in enhancing customer 
engagement and satisfaction remains a critical area of analysis. 
The key research question is: 
Does increased usage of mobile banking applications lead to 
higher customer engagement and satisfaction? 
Sub-questions include: 
How do usage patterns reflect customer interaction with 
banking services? 
Does higher app usage translate into better customer 
experience? 
What factors influence satisfaction in mobile banking? 
Do digital features enhance customer engagement? 
 

3. Objectives of the Study 

To analyze customer usage patterns of mobile banking 
applications based on transaction frequency, service utilization, 
and feature adoption. 
To examine the relationship between mobile banking usage and 
customer engagement. 
To evaluate the impact of mobile banking applications on 
customer satisfaction in terms of usability, accessibility, and 
service efficiency. 
To interpret industry trends related to digital banking adoption 
and customer behavior. 
 

4. Review of Literature 

Digital banking has become a critical area of research in 
financial services. 
Davis (1989), through the Technology Acceptance Model 
(TAM), highlighted that perceived usefulness and ease of use 
influence technology adoption. Subsequent studies have 
applied TAM to mobile banking, showing that user-friendly 
interfaces increase adoption rates. 
Research indicates that mobile banking enhances customer 
convenience and reduces transaction costs. Studies also suggest 
that digital platforms improve customer engagement by 
providing real-time interaction and personalized services. 
Recent literature emphasizes that customer satisfaction in 
mobile banking depends on factors such as application 
usability, security, service quality, and accessibility. However, 
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there is limited research connecting actual usage patterns with 
engagement and satisfaction outcomes using secondary data 
. 

5. Conceptual Framework 

The study is based on the following relationship: 
Mobile Banking Usage → Customer Engagement → Customer 
Satisfaction 
Independent Variable: 
Mobile Banking Usage 
(Proxies) 
Transaction frequency 
Number of services used 
Feature adoption level 
Mediating Variable: 
Customer Engagement 
Frequency of app interaction 
Digital activity level 
Service utilization 
Dependent Variable: 
Customer Satisfaction 
Perceived convenience 
Service efficiency 
Ease of use 
Moderating Factors: 
App usability 
Network accessibility 
Security perception 
 

6. Research Methodology 
 

6.1 Research Design 
Descriptive and analytical research design using secondary 
data. 
 

6.2 Data Sources 
RBI reports on digital banking 
Banking industry reports 
Financial institution publications 
Research articles on mobile banking 
Digital transaction statistics 
 
6.3 Data Period 
 
2020–2023 (high digital adoption phase) 
6.4 Variable Operationalization 
Mobile Banking Usage: 
Growth in digital transactions 
Increase in mobile banking users 
Adoption of multiple banking services 
Customer Engagement: 

Increase in app interaction frequency 
Rise in digital service usage 
Customer Satisfaction: 
Improved service efficiency 
Reduced transaction time 
Increased convenience 
 
6.5 Analytical Approach 
The study uses: 
Trend analysis of digital banking growth 
Comparative analysis of usage patterns 
Interpretation of relationships based on published data 
Proposed Model: 
Customer_Satisfaction = α + β₁(Mobile_Usage) + 
β₂(Service_Quality) + ε 
 

7. Data Analysis and Interpretation 
 

7.1 Growth in Mobile Banking Usage 
Data from RBI reports indicate a significant increase in digital 
transactions and mobile banking users between 2020 and 2023. 
Interpretation: Increased accessibility and convenience have 
driven adoption. 
 
7.2 Usage Patterns 
Customers increasingly use mobile banking for: 
Fund transfers 
Bill payments 
Account monitoring 
Online purchases 
Interpretation: Higher service utilization reflects deeper 
engagement. 
 
7.3 Customer Engagement 
Frequent app usage and multi-service adoption indicate higher 
levels of digital engagement. 
Interpretation: Mobile banking enables continuous interaction 
between banks and customers. 
 
7.4 Customer Satisfaction 
Secondary data suggests that mobile banking improves: 
Transaction speed 
Convenience 
Service accessibility 
Interpretation: Enhanced usability and efficiency contribute to 
higher satisfaction levels. 
 

8. Findings 

Mobile banking usage has increased significantly in recent 
years. 
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Higher usage is associated with increased customer 
engagement. 
Customers using multiple services exhibit stronger engagement 
levels. 
Mobile banking contributes positively to customer satisfaction. 
Ease of use and accessibility are key drivers of satisfaction. 
 

9. Implications 

For Banks: 
Improve user interface and app performance 
Enhance security features 
Provide personalized services 
For Customers: 
Utilize multiple features for better banking efficiency 
Adopt digital platforms for convenience 
 

10. Limitations 

Based entirely on secondary data 
No primary customer-level responses 
Satisfaction is inferred, not directly measured 
Limited to available industry reports 
 

11. Scope for Future Research 

Primary survey-based studies 
Comparative analysis across banks 
Impact of AI and personalization in banking apps 
Cross-country digital banking comparison 
 

12. Conclusion 

Mobile banking applications have become an essential 
component of modern banking systems. Increased usage of 
these platforms has significantly enhanced customer 
engagement by enabling continuous interaction and easy access 
to financial services. The study concludes that mobile banking 
plays a vital role in improving customer satisfaction through 
convenience, efficiency, and accessibility. However, the 
effectiveness of these platforms depends on usability, security, 
and service quality. Future advancements in digital banking are 
expected to further strengthen customer experience. 
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