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Abstract

Purpose - In this study, we tried to find out the determinants of the customer satisfaction in using
mobile banking applications.

Design/methodology/approach - We conducted an empirical study for hypotheses testing through the
analysis using survey data of experienced users in Mongolia. In this study, reliability test, factor
analysis, and regression were conducted using SPSS 26.0.

Findings - We found that the customer’s perception of information quality and system quality in
using the mobile banking application is positively associated with the customer satisfaction. in
addition, it was found that the convenience in using banking applications is also positively related
with the customer satisfaction.

Research implications or Originality - Based on the results of an analysis, it was confirmed that the
quality of the banking applications is important in retaining customers. the number of viewers is
found in most American films released in Korea.
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At T Wste] T4 mukd Aot ®utd WiHe 7§ Vs E8dke makdd 7171 E9
AAA Az AR ¢ AH]2E o] &38= ZA(Pousttchi and Schurig, 2004)& 7}2]ZIt}, o]& o] &3}
A =W AAE, AUME, oA} dsl= AlRtell 238 JFE AHEd 5 glo] AlF7HA Hlgo] HokEq,
tet 2R 38 4F 2 AN2E AT T 5 doh(lEeE, 2008),

A2 BEllME 3GE HIRS Wi-Fi, LTE 59 thst F4 §4l 71&S 883 AT 2o
FE A2t me SEg G0En Qe FAoth, BFe] A9 20099 AvlEEe] ffFalr}
Az Eo] #z= Y] FHle] o] 5%AlAKMobicom, Skytel, Unitel, G-Mobile)7} 2 o] FEAIMH|2~E
AFSEAL ek, 20199 BZo] B2ltAI 3]} Welek 1x} iAol w2 H & WA o]F5Al o8t
= 20104, 2,023,000 014 2019 o= 4,418,000 0 & w27 S71etdet. 2504 % Mobicomeo]
38,3%, Skytel& 17,43%, Unitel, 33,08%, G-Mobile®] 7% 11,46%2] A44-5-82 2431 glt}.

BEL 3 S 2 FuldEE Al W) AzAE gl BAR o5 JAE FudskE
2R FufEtal s EFAEES 7H APgoltt (BHE 9], 2013), SEARF B 1o A9 90%el| HdEk=
olF T4l AMHl= o] 8Art EAlE FF AnEES EUR g B39 o]5EA3 AL} o5 TiHy] Az
71959 A1F 21E 2 9 A Soll wEh A EHT £ e FAYS U Aoz B S 9l

BT 2uEES o] g3 Butd Wi w9 A9 20124l A& T 2020 @A, 2ol
FhskL A= 137K AT 235 BF makd WiF) o Mu|=E AlEstal ok 20199 52 SAAIS
A7} e 2ukd W7 55 o84l = BT oF 317191102 HAFEA, ol wig} o]EEAIA
B ofuet o] FFAIAEE ZIRte 2 st e Bukd Wi A= 414le) BA et A kel
R FFelnt.

wEba B 7o) BXe BF Hutd W ARSAE] TSR o3RS v =
o5 QelEy m7 wELele] PAE FEEH= Aotk o|E Ea) B wulal FEAus AF
T AT EE vtk 2utd B Rofe] ARAENA T RakdwlF Aujs A E
AgFA AXAS ATl st

L EE a7

F QUEYL el Sl W7 AEls 00T FukEE A AAE o2 AFE) AZeeln SlE Yol
TS 2000900 Fbels g QAel el Al F shbs Ae] Fskeh 1 HE olo] 20007

Rl
e

AH 072 Pgetr) A 2t EE APFE wabitel ZF 2852 mutd W AMH|AE AAF R
Asat7] AFRern Axe Butd WA Mu|art 2utEE o] 85| FQ o]§ AMulzrt Hio

ofof wje} Qe W7 AHl=u mutdd Wi AH|AE FAR g AFEe] s P HA oM 53
ok W Au)ze] #gE ASH AT ek WA AR 2E o] &3k o] AR BE R A&l
oo}l e FEWF JFE WA= FLo SHASTE dF AF7F FE olF L SUth

SEd (2014)9] 49 o= 2PE] EntdwllF] Mul= Aled dds o] 82t 7Y FaskA Azst
= 293 ZEE alsrEA, AeA, A Bl TS A= AR AHlE g o]E 8jlEe]
AT Rutd F8AH2 o] &9 A& o] &4 FH ok ol QS F= AE ATt A&
ZARE T8l S A, AH)ze] A&HR] ARS-S 918 ShEAdle ARE]], TS, el
T &, AR <A, a2e|a AlEdel disiMe ARTe, AUAE, 38718 AE W Fol FAHLS
2 s B

g (2013)2 T=o] Bekd wiF o84} 20017 g wukd Wi o]} 200 A4S tiFe R
A ZAME AR & makd B o8 nAEe] mutkd Wi AujE 8 el thsf A skt
o|& B3l stmo mutd W Au|2rt ol lEevhA AEakr] flgk a)lo] FOARIA =&zt
stgetl Fa 82lo2E WA A Sol AAIFHAH

Enkhtsetseg and Byun (2014)2] dAFolAs Zuldw=] AMuj2 o8-8 AAs =0

oJeEL. =1
co=w T
F2 995S BAST 58 1ol Ashs uet el dee ASR) T Hzlel 24 g
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thell AEgitt, Butd W] Mu|2 o] 8RS R AR AR AAseH
Heb 93 Fo] Mulx o] gl & vtE AHE AAE. 22 2d WSE SolMe S
e At sAHes fold JFE vIHS FAsA

LA (2015)¢] B-9= AEY WA Mu|A AFEAES des AR AR A w2kl W
ol 8=l Atd fr8Adoll TS vIAe adde VAt AHE 8793 v, ARS ojegte] 3
AE stetehz Aolddth. a8l Au|x o] &5 QIAA &7 3 AAFxste] o5k =4 adE
A ZA T AR (2015)9] ATelM s AEE ARAES R AvEE 7]‘3}«1 Rk S
B3 AH 2 o] gl T2 IFE HIXIL 8ES gehlled 24 Ao, AHl2 o]§ o o
A= Fe JFaJEET WAHe AAERtSEs SHEee] Bk a8, Q*J*é A
LRk

A&, AES, o8 (2017)9] Be 7IE dATolxl e Aful=
i /‘131*«1 FAo] Mulx o] g ¥ d1—-‘E9Jr FE A 9%
W7 Anl= £ F H1eda "Al, HEA ol WS 33 9
S5, WA, FA, HRM, THQlst T2 wEEele foldt 9% Ulilzl e A
(2019)9] ?i:r%ﬂ/\i—t— A FHI|E Mujs 540 il , Het
ol mutd Wi Aula ARG oo s PSR 0}014 ol 7|E AT WEES
=xE st g (Fig. 1) Zo] A & o

ol AT W8S AR Az Gololvt £-84 T 22 ol &AW} A= AHI: o] 84
of 3lo] FHHola FFA FF addsol = W Hboly el T3 T2 AMujke 54

o
i)

i
01?(\"

Bl c =3} 31 ol Q5SS 7ﬂh Aujx EA gold} %é_l =4
aclos TR AT DI AL

Table 1. Summary of the Past Research (Mobile Banking Service)

Independent Dependent
S Variable Variable
ErEY . . .
Safety, Convenience Continuous Intention of Use
(2014)
SEAE
('5_'{;) Security, Convenience Intention of Reuse
oll & 3|2
Hao Usefulness, Easy of Use, Risk of Security Intention of Use
(2014)
QA . . . Customer Satisfaction, Continuous
(2015) Information Quality, System Quality Intention of Use
HER Securit Customer Satisfaction, Intention to
(2015) y Use
AlSR
E'(‘—O?nﬂ Convenience, Security Customer Satisfaction
=24 Positive Psychological Capital, .
(2019) Service Quality Intention fo Use
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Fig. 1. Research Model
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2. 97 7He

wrkel W Aul el e F1H Ade] A9 2uAe] Gl AT Adel e a7t wo
w, olelat Ade) shiAe mutel W Au|ze] Abg wHERe] QoM Fad aclel @ el
gieHGunasekaran and Nagi, 2003). whebd 5rkel We] ol do] 3l wol 344 & nlx/v]
S5} kel W ge Au|s ol §AEE BT AH|s 29 SRk hsta Aol
Adzsl o Zelolde o Asshs gl FetHAYR, 2015).

Aelge Mulag olg5] A STt £AE A% 5 ehlks 0@ o) A olf WS
o A1) JL 112 FFsAol EHCERH, 2000). A5AT 0)2] (2012)) AFOE 2l 1l
Bl 54 % olg Belie] 1A el FHA RS HIAE Ao ANHT A, H8%,
oW (2017)8] chol mmwl mutel W Aulze] Helge A wEo] H(+) S v Ao

ol

Ao
el o H, Hejde Mu|2~rt Had e, Al&Etal HelsAl AR e Bl Au| 2 o] 8AE
o] AES vehll g+ Aolztar ARkt

DeLone and McLean(2004)& A5 AT, AHA| 28] AFREH A A28 T3 AR A4S
AREARe] RESol S mIXE T4 8102 AAEIAL Qlrh. Eubd HiF x|z} e F§ AH]ZolA
= A2E FE3E H% 2oz ¢ ArE wEA o] RoX L Agjsof st Al F&I Aol
AT oY 7HA] S8 JHREC] FGelof 3= AR FH Fo| BAE ool L] A3+ Fupd
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Wl gk Azl v
Al=E) FA2 dlofge

ATolM = o] 8AF jESdl
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A2 dFE £ 7 AvHel8-3], 2009).
Ak A|="lo] o HoF = glow ¢ Ato]Es) B¥d FH
nxE A gele] Hrl(Delone and Mclean, 1992). Baliey and
Pearson (1983)2 A|=H 3 Aol delidoly "]’\E\QJ FAd, Al2" T A, S AR
59 A WFE 28t SASAT. AR Aol e BRle] o] &sle §l AlelEdlM Mul2E
o] &% wl Fo] AF BGAY dsl= dRE dlolHE AlFA Kefa Alxge] Eqhgs Ak
WA "o 22 Q12lg ZHAl E Aol (e}, 2015).

olglgt WE& Edle mutd WA Au|xef bdAds} deld, R £ 5 AlAE Fo] v
A 2 v Aol pHEtal v 2ol 7pdE A

o&

= L
)
i
tlo

K5

mlo

l
q

_Il)l D{H

ob mlo

HL: b7 o Aulze] sbaAe wEme] g(ne] ek na Holck

H2: mwjellls) ) Alze] delde BEsel A(nel 9e vl Aoy

H3: il 9 Aulze] 4r FAL BEwe] (He] dFe v Aol
He: wolelil7 o Aulze] Axg] Ede BEmd Ao d3g v Aol

v, 24 94 2 2%

B dArere Am #3828 B2 mukd WA o Aulx ol gk thde s AEEALE NS
th % 21459 MEo] = AES A 21385 FAEA ) o83kt

(Table 1)} Zo] S5t} 2139 F FAJo] 721, ofAo] 1419Wollen AxdiE 2009t 30t)7}
IONE do] B=9 F BALEATY AFNUS & 5 Aok AP Bxe AFY, FERREA, A
TOF HFo] =32 & < U9tk WA ¥ FolAE Khan bank 9e oz wol AR&(60.7%)3k
I 9o 70%7F A SEAFEC] WA He ARES 7|zte] 1W 07lEE do] UlREe] o]&xrt
w7 Q] Au| 2ol & 9l

Table 2. Characteristics of the Sample

Classification

Characteristics Group FreeTreiay PeE )

Sex Male 72 338
Female 141 66.2

Teenage - -
20's 83 39.0
Age 30's 118 55.4
40's 1" 52

50's~ 1 5
University Student 22 103
Office Worker 41 19.2
Profession 35 16.4

Job Sales and Service 10 47
Technical and Production 8 38

Self-employed 44 20.7

Housewife 26 12.2

Others 27 12.7
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Golomt bank 23 10.8
Khan bank 142 66.7

. Trade & Development bank 20 9.4
Banmig‘ fop State bank 8 38
Xac bank 18 85

Ulaanbaatar bank - -

Others 2 9

~ 6 Months 13 6.1

Period of Using 6 Mon. ~ 1 Year 21 99
Banking App 1~15 Year 14 6.6
15 Year ~ 165 775

71 #4E o

& o n B 53 elAE
4ol AeE W7 AL o

o
-
Wl

el
% 4 48 u) A7) QPdEitha
A= AeE HelE g e g9 (2013)3% YR (2015)9] ?i:rLoﬂ 719ks) 5EEo 2 ZA319]
o e WA Au|=E o] &3] A= Held A= 7tE]7]H o= Gummerus and
P1hletrom(2011) 0.4 AT=Z s 57 FFEo = sukslgot

B FAo] A9 Eutd W Au| =5 ] st Al gHbE R o] J&do|u ofafe] &-0]4,

*e”‘]ﬁ' AT A= %‘% 2R3l doz 7oddl - 0 2H(2007)Y AF 5 FHus) 5Esto = FAY

t}, ‘Alz" 4’2 Yoo and Donthu(2001)9] 04 =9 A3 2ot W F A 2% obA,
[e]

GE Ay £ 5 T fdoes nF 6RFgo s AT FE5HSC wEr ] B9 mald
W) o) ARR A e 3 A FE(Giese and Cote, 2000)2 2719 FEom =AH T}

ML

3. 2187 3 e

J
A

O

B A7l A7 mY oA A" WrEe] AlEgd Bdd A5S 98l ﬂ%ﬂ}fz %ﬁ} H2E9} 92l
A4S 22 et 2Euts a‘ H2E 27, RE HyEe] FE28ts U 0.80]7d2] =&
Kol vob AlEAd FHelA olide] gles vEi e BHyd oA EE & Ja«l A2 gkel
0.5014¢] e RolFm glo] dA FF o] g

2247 el B4 doe ggel (Table 3) o

}H

\/

Table 3. Results of the Factor Analysis and Cronbach’s Alpha Test

Factor Cronba-

Survey Items ch’s

1 2 3 4 5) Alpha
Safety 1 0.826 0.154 0.223 0.222 0.052
Safety 2 0.839 0.185 0.090 0.195 0.084

Safety 3 0.835 0.193 0.210 0.119 0.125 0.930
Safety 4 0.832 0.047 0.067 0.157 0.158
Safety b 0.864 0.099 0.111 0.148 0.149
Convenience 1 0.131 0.797 0.230 0.199 0.209
Convenience 2 0.134 0.792 0.220 0.252 0.224

Convenience 3 0.254 0.758 0218 0.250 0.140 0.936

Convenience 4 0.107 0.782 0.307 0.360 0.067
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Convenience 5 0.144 0.763 0312 0.309 0.122
Satisfaction 1 0.195 0.299 0.754 0.309 0.191
Satisfaction 2 0.205 0.249 0.825 0.307 0.199 0,944
Satisfaction 3 0.168 0.319 0.847 0.070 0.194 '
Satisfaction 4 0.199 0.407 0.717 0.358 0.156
Info. Quality 2 0.262 0.358 0.212 0.722 0.116
Info. Quality 3 0.303 0.330 0.277 0.705 0.166 0,889
Info. Quality 4 0.220 0.368 0.248 0.702 0.133 '
Info. Quality 5 0.238 0.302 0.205 0.669 0.186
Sys. Quality 5 0.226 0.234 0.277 0.219 0.827 0,902
Sys. Quality 6 0.280 0.314 0.283 0.194 0.777 '
Total 4.199 4173 3.323 2.906 1.723
% Variance 20.995 20.866 16.614 14.529 8.617
Cumulative % 20.995 41861 58.475 73.004 81.621

4, 7P AA

B Aol A A sl SRS Fshe 1A, QA Bely, AR FY L A2
43 259 2riel W 9 Alse) BEEES 0|83 P FEAE AN ol Ul A
Sgus ool A8, 9%, &5, WA 9 18717 52 FAMSF(Control variable)z A3l ol
WsEe] Q o§ WEm 1]

(Table 4) s} o] mn 9 Aul2se] Al e BEwol fejulshl Sl JaHB=0.248,
P(0.001)& HIA ARLenl, A F(B=0.264, p(0.001)7 Al F2(B=0,290, p(0.001) A
9 olg WERe] J(+)e] e FAE Ao tehdeh, whe] b wEE] FAZ O fojn]
3 9 TR 2 AB=0.070, p)0.09)SE thEt b 12 ASIg UulA 7H 2~ A4 4e
w% e s,

_,d
el
0%,
oy

Table 4. Result of the Regression

Model Dependent Variable (Satisfaction)

Standard. Coefficient p-value

Sex 0.057 0.251
Age -0.035 0.492
Control Income 0.000 0.996
Variables Using App 0.061 0.223
Period of Using App 0.044 0.393
No. of Using App 0.012 0.816
Safety 0.070 0.226
Independent Convenience 0.248**x 0.000
Variables Quality of Info. 0.264x%* 0.001
Quality of System 0.290%xx 0.000

N 213

R? 0.553

Adjusted R? 0.531

F-value 24.962%xx

*p<0.05, **p<0.01, ***p<0.001
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= =
2 ATE B mildgg 9 Au2 o §AEE WO Aulx o)g WEREH %S FAE
F8 2905E B9 AT 250 9T ARE BAS 21399 o §ASH i A% 24
ARE FAFORA 1 ARE AW T 29 97 Bl AR vl 7o) SPEsE
3 e AN ol A A SQuEE e 25 e i o s i 3949 958
A Aoz et oleid £4 dng nigo R thest ge B A ANE 98 & Udd
A, ) 2rjd WO R ekl 3 2 AT S A2 A A oo T
oF ek Aolth. rkgvh ofn] dm gle] Sesk B Aul2E ol 88 F% AuA Fhe |5

ofm

Be 2Bl QAR AFANE B8] mHted AU aE ol§5he Aol Ao SHd Y e
HZE T Holeh & 4 olvh 4 AomAh A4 B olBatA, e ofslolA] ol/ke Z71wA
= 9@ Ao gu Pofsa Ae Bo] AAHHE Atk Ted 771 47wkt 1 878
ANE 5 Y Al ATHHoR wukd Au)2k B S8o) Y ES Aoy 9HHoE 878
23] Slshe AAAe el Basihuy 34 AdE JbsA ke Aul27t B89 Solch,
ol710] 71 2 Solu o] uh wukal WS L& Aulzolrh, wajel W A g o) §3helA
A Aol AF Ful, 7 o) QAR AL ched M AES AT 4 Qrkd AwAe BY
St gle Aeld,

B, el Al AF AlAE AHl2 el E2 elel 71 Bel A7 Aok drhs Holth,
Apl2s FAe ZHE B Ao 2 F AR FRA Shis Al olg A A Fash
s gne] FAolu] rx] shibs Auag o83k A2d AAle Fdoltt. o]F FAEE shel
wwael el Zo] ohet olel 7bd adigel BEHos FAA gl Al 4 Yeetn
stop @ Aoleh, AR FA] A9E MUl ol §A7E ABNE Aush dAvht AR EEA, el
Arht 88 A Fo WeS TPk glov] Azu Fde) AE A gEe) AP, FE, 9rE
Aelshs 20 A7 Fo) de EFHL Qo] Al thE Aol thek FAs) e mt opeh eyl
WESS $3 e Arlz AFel ddmet ZHeE AbgAel Fog slgolol dit,

spATre 2 Ade] IS ¥ 5 g wmesol Stk Zolch, 24 Asjolx] ehiye mu
W7 Q) Al BEEe] JEe VA e Ao ekt s o] Asrh A2 AFA Yol
Ade] P A 24 gl Hloke AL ovjshe e da ofujth, BEME thte] Fulgol
srhE ES HIES FOES ol §eka glon] ofF mubel Al ol%e Aol Bk, Loty
ol BN ot At makel Ael sl viet Aok AEl 5 el glon) ol Al
So] Ageke Adel we A4 ol e A WAl muked AdE & A3 Adel ol
dE dele 2 S gt A2 ong 4tk sAw B B4 AdAh A Adel
DR o] B AR ] FEHE A ZHIAE A B S AL ol e A
el AgelM kA B Relck, aelEe mubd W Al AR ol 84t elAlshs Ad ek
o R W A AT ke Adelel T el

2 e @7 2 FF AT B A A IT ARl= FL oo
2 AR ZIE5BOIETAM I $97144-50IUTAUD) 534e] 7

152 BEFo RN o2l Ak vFS PRl 94 £ k. Telm B A7)
S8 e e el Sz eel Aot Al ARl A A5l EEe] chl 4
AFuige] B4E welaha) Lok, ol o2 IT Au2 #el BaES Y2 oF oS3
Aol s 5 dohe Alze wutel WA o BYe pdstad dv £g g
e Aol AFED Qi AEES o F o UNshE BF FE AN2 Pol BE A7E
Fastes Afe 92 AT BEAIe) mid W dvls) vl
@ LA AR AT W BF B drEe S

oz AT olEE F
A glol mubel W <)

N oo,
1)
B
et
tlo

]
ol

X0, r
o
T
B
=y
it
el
2}
rlo

Z7] AFEA A AH 2 AlgA el o
ek BEdizt 2 & 9le Aoz sEd
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