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Abstract

Mobile Banking App are become a vital component of Banking. Earlier banking customers were required to travel to their bank in
order to process most of their transactions; today’s customers needed convenience, security, faster transactions, and new
technological services. Mobile Banking App has all these features attract new banking customers and retain existing customers.
Objectives of this paper are what are the features of Mobile Banking App.?To study Benefit of Mobile Banking App for Bank and
Customers, Compare Banks mobile app and Bank Web browser (Website) and what are the factors affecting usage of Mobile
Banking App. For this study questionnaire is prepared and filled by the customer having smartphone and android using Bank App.
Easy to open and access, Long process in website in case of login, it takes too much time and Time consuming are the major reason
people using Mobile Bank App over Bank Website. Limited access to phone functioning, requires internet connection, poor Wi-
Fi or 3G connection are most important factors which negatively affect usage of Mobile banking app followed by App is not for
blind people, Customer personal queries is not answered by App.
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I.  INTRODUCTION

Today we are living in the age where without smart phone or electronic devices our thinking is not possible.

Customers use mobile phones, tablets, smart phone & other mobile devices. Using mobile application platform they have all
information they need. That’s why mobile app is important in today’s world.

Mobile banking applications allow their users to pay for products simply by touching their phones to special “readers” at
checkout with the aid of “payment stickers” attached to their phone, which allow the phone to serve as a mobile wallet.

Mobile app is internet application designed to run on Smartphone and other mobile devices. Mobile application helps users by
connecting them to Internet services more commonly accessed on desktop or notebook computers.

No matter what your bank is, a mobile app can help you get and retain customers. If your product and services are available
online, and bank provides an app to its customer, then after downloading app in device, customer will be able to see and open your
app and purchase / search for a product and services online.

A. India ata Glance:

What banks are offering:-Banks offer App and wallet to its customers. Here are top five public and private sector banks (segment
based on asset) offering these services

1) Private Sector Banks:

1)  ICICI Bank Ltd has four apps—iMobile, Pockets, SMS Banking, etfCheque and Video banking.

ICICI bank offer Mobile App which make you to perform banking transaction satisfying and convenient.

iMobile innovative and unique feature that enable Mobile banking on your smarthphone’s keyboard. Eg iTrack (see the status
of all your deliverables), iLoan , Tax payment and gift voucher.

Pockets offer banking on Facebook. The first of its kind app uses Facebook so customer log in Facebook account to do banking
transaction fun and social. Eg Prepaid mobile recharge, Book movie tickets for your whole gang and send money to friend.

The eftCheque app is only for cheque-based transactions—It enable write (issue eftCheque to a mobile number of your choice),
deposit (deposit scanned image of physical cheque) handle query (check the status of check issued to or from your account) and
check history of transaction done through etfCheques app.

Video Banking app offering for Privilege, Wealth and NRI Customers. This app will help you connect with the ICICI Bank
customer service representative. It is a 24X7 service to solve day-to-day banking queries, provide product related information and
product offers.

2)  HDFC Bank Ltd apps— Chillr and PayZapp.

The official banking app Mobile Banking is also available in Hindi.

The Chillr is a multi-bank app that gives you the power to transfer funds, send and receive money, request payments and recharge
your mobile etc, so it is one stop solution for all your payment & mobile banking needs. Eg Safe money transfers, Split Your Bills,
Utility Bill Payments and Recharges, Transaction Statements and Interactive Timeline.

PayZapp lets you manage credit or debit card details, Recharge, Online Bill Payments, mVisa Payments, Travel, Shopping,
Movies buy movie tickets, music and groceries, avail great offers at SmartBuy, and send money to anyone in your phone book.
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Only one time wallet in the app is linked to your credit and debit card, no need to reload again and again. Customer card details
are secure with the bank and not stored on your mobile phone or on transacting sites.
3)  Axis Bank Ltd has so far launched three apps—Axis Mobile, PingPay and Lime.
Among three Lime is integrates a mobile wallet, shopping, payments and banking transaction, ambitious. Lime allows users to
load money from their debit and credit cards and through net banking. You can use it to recharge your mobile phone, make bill
payments and send money. Users can also book flights, buses and movie tickets.

Through social messaging channels like WhatsApp, Facebook, Twitter, Email and Phone Contact lists, ‘Ping Pay’ will enable
AXxis Bank customers to transfer money to any bank account.

71 Public Sector Banks

1) State Bank of India (SBI) has launched at least five products—apps and wallets for financial as well as non-financial services
(State Bank Samadhaan, State Bank Buddy, State Bank Anywhere, State Bank Freedom and SBI Quick). State Bank Buddy
is a mobile wallet, which can be used by the bank’s as well as other customers. SBI Quick app is a missed call banking app.
Freedom app allows balance enquiries and money transfer. State Bank Secure OTP is an OTP generation app for verifying
transactions.

2) Bank of Baroda has two apps—Baroda M-Connect and Baroda mPassBook. To register, you have to visit the bank’s ATM
or branch. In line with its existing customers’ needs who want a passbook, the bank also has an app for this—it provides
details of all types of transactions.

3) Bank of India offers two apps—StarToken NG and BOI Mobile banking—mboth of which allow basic banking services.

4) Punjab National Bank‘s PNB mBanking and PNB MobiEase give basic banking services.

5) Canara Bank has three apps CanMobile, Canara mWallet, and Canara e-infobook. CanMobile is a basic banking app whereas
e-infobook gives updates such as passbook information. Canara mWallet allows you to load money and pay bills.

Il. OBJECTIVES

1) What are the features of Mobile Banking App.?

2) Benefit of Mobile Banking App for Bank and Customers.

3) Compare Banks mobile app and Bank Web browser (Website).
4) What are the factors affecting usage of Mobile Banking App.

I1l. RESEARCH METHODOLOGY

This study is based on mixed method i.e. both Qualitative and Quantitative is used. Questionnaire is designed to collect primary
data. Secondary data is collected from magazine, report and previous study. Sample size is 50.Questionnaire is filled by people
who having smart phone and using Mobile banking App

IV. LIMITATION OF STUDY

The study is conduct in Bilaspur, Chhattisgarh. In this study questionnaire is filled by those respondent who having android phone
and using Mobile Bank App. Private and Public sector bank are not considered.

V. ANALYSIS

A. Features:
JJ What you get with your Banking App:

1) Log in with Touch ID, Fast, easy banking. No need to enter your pass code, Transfer money, pay your bills, and send money
to payees.

2) View account summary, mini-statement and transaction details for all your savings, current and credit card accounts, Payment
History, Rewards Point Summary. Do your personal banking anytime anywhere.

3) Have complete control over you Credit and Debit Cards: Convert Credit Card Transactions to EMI, Check eligibility for
Credit Limit Increase, Block and Replace your cards, Temporarily switch your debit card on and off, Modify your debit card
purchase limits as per your needs

4) Place service requests for following: Contact/email id Update, Physical Address Change, Manage PIN, E-statement
Subscription, Duplicate Statement, Block Lost/Stolen card, Replace/Reissue of card, Activate International Usage, Credit
Limit Increase, Card Upgrade, Request for statement of your account, new cheque book, issued cheque status and stop cheque
payment.

5) Mobile check deposits: - It allows you to bank where you want and on your schedule.

Complete control over the value of transactions made from the app. Modify your transaction limits with one click.

6) To allow us to give you a superior experience, we need your permission to access the following:

Location: To display the ATMs/Branches and Offers near you
— Photos and Camera: Personalise the accounts and payees added to the app
— Phone: To allow calling Axis Bank Customer service from the app
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— Device ID and Status, Mobile Number (SIM) and send SMS facility: To perform the required SIM locking to your device for

your account security by reading phone status and identity
— Calendar: Sync your scheduled payments
— SMS: To send activation SMS from your device.

#. Benefit of Mobile App:

Table -1
Sr.No. For Banks For Customer
1 Enhance your visibility: - Be visible to customer Time consuming
at all time.
2 Build brand and recognition. Convenient way to access you é aoct%(::nuttﬁ?tciiegily bills (Telephone, electricity
3. Provide value to your customers. Fast speed
4. Augment online sales Easy process
5. Create direct marketing channel Get notification of special /offers/new product and services.
6. Improve customer engagement Volume of information available
7. Cultivate customer loyalty Access any time whenever wants

. Advantage of Mobile App:
1) Uniform platform.
2) Paperless Banking
3) Extended banking hour for customers.
4) Less crowding at branch counter.
5) Better monitoring and control.
6) Get exciting offers and discounts

£ Data analysis and Interpretation:
1) Demographic Profile
Sample size=50

Table - 2
Status Male | Female
Student 13 13
Self employed
Business 5
Government Employee 4 4
House wife 1
Professional 10
Other

There were 50 respondent out of 50, 32 are Male and 18 are Female.Out of 50 respondent 26 are students, 10 are professional,
8 are government employee, 5 are business and only one respondent is housewife.

21 How do you know about Mobile App?
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Graph 1
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Interpretation: - 28 respondents are known about Bank app from bank employee followed by friend/Family.
) How frequently you are using Bank App from Smartphone?
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Graph 2

Interpretation: - Most of the respondent are using Bank app 2-3 times in week and some of respondent is frequently user. Few of
them are frequently users.
41 Using Bank App for the following purpose?

Table - 3
Sr.No. Reasons Yes | No
1. Check account 50 | 0
2. Bill and other payment 15 | 35
3. Shopping 8 | 42
4, Transfer funds 32 | 18
5. To know about other services of bank | 28 | 22

Interpretation: - Main purpose of using Bank app is for checking account, Transfer funds and to know about other services of bank.
%1 Mobile Banking App VS Bank Web browser?

Table -4
1. Prefer to use an App 2. Prefer to use a Website
Sr.No. Statement 1] 2
1 When i want information quickly 30 | 20
2 When i need to complete a task or transaction quickly 15| 35
3 When i am concerned about the security of my personal into. | 2 | 48
4 When i want to look for specific or right page. 38 | 12
5 When i want to compare options 14 | 36
6 When i need lot of information. 1149
7 Which is secured and safer option for Banking transaction? | 5 | 45

Interpretation:-Cases like when customer wants to look for specific or right page or want information quickly they generally prefer
to use an App but most of the time they prefer to use bank Website.
i) Why Mobile Banking App is better than Bank Web Browser?

Table -5
(1- Strongly Disagree, 2- Disagree, 3- Neutral, 4- Agree, 5- Strongly Agree)

Sr.No. Reasons 1123 |4]5
1 Long process in website in case of login, it takes too much time? 11 7|32
2 Easy to open and access 14 | 36
3 Time consuming 7 130]9] 4
4, Get notification of new product and services. 7110127 ] 3| 3
5 I love to use simple and well-designed Mobile App rather than websites. 12 (31| 4 | 3
6 If something forget (like-log out) then installed Banking App in your Smartphone will useful to 151280 2 | 5

reminding the thing.
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Fig. 1:

Interpretation:- Easy to open and access, Long process in website in case of login, it takes too much time and Time consuming

are the major reason people using Mobile Bank App over Bank Website.
7} Factors affecting usage of Mobile Banking App?

Table - 6
(1- Strongly Disagree, 2- Disagree, 3- Neutral, 4- Agree, 5- Strongly Agree)

Sr.No. Factors 1] 2 4 | 5
1. User thinks their App will be hacked by hacker. 17 25| 8
2. There are many options in bank app for transaction but it's not function properly. 32|18
3. Typically requires internet connection. 9 |41
4. There is poor Wi-Fi or 3G connection 12 | 38
5. Limited access to phone functioning. 5 |45
6. App should be simplified and security system should not vary on different level of transaction. | 12 | 29 9
7. Customer personal queries is not answered by App. 33| 17
8. App is not for blind people. 21 | 29
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Interpretation:- Limited access to phone functioning, requires internet connection, poor Wi-Fi or 3G connection are most
important factors which negatively affect usage of Mobile banking app followed by App is not for blind people, Customer personal

queries is not answered by App.
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V1. CONCLUSION

Today almost all Indian banks provide banking services through bank app to their customer. Benefit of Mobile Banking App for
Banks- Be visible to customer at all time, Build brand and recognition, Provide value to your customers, Augment online sales,
Create direct marketing channel, Improve customer engagement, Cultivate customer loyalty and for Customer- Time consuming,
Convenience, Fast speed, Easy process, Volume of information available, Access any time whenever wants. Out of 50 respondent
most of the respondent are using Bank app 2-3 times in week. Main purpose of using Bank app is for checking account, Transfer
funds and to know about other services of bank. In cases like when customer wants to look for specific or right page or want
information quickly they generally prefer to use an App but most of the time they prefer to sue bank Website. Easy to open and
access, Long process in website in case of login, it takes too much time and Time consuming are the major reason people using
Mobile Bank App over Bank Website. Limited access to phone functioning, requires internet connection, poor Wi-Fi or 3G
connection are most important factors which negatively affect usage of Mobile banking app followed by App is not for blind
people, Customer personal queries is not answered by App.
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