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ABSTRACT

1.INTRODUCTION

The banking industry plays a vital role in the daily lives of modern
societies around the world. Advances in the internet,
smartphones, and emerging technologies such as artificial
intelligence, blockchain, cloud computing, and open APIs have
significantly transformed the nature of banking. One of the most
noteworthy changes has been the shift from traditional banking to
digital banking. Given the influence and evolution of digital
banking, it is essential to enhance the mobile banking experience
to improve customer interactions with bank brands. Every
interaction between customers and banks is crucial for maintaining
relationships and delivering value. Therefore, this research aims to
enhance mobile banking touchpoints by identifying the concerns
and challenges faced by the target audience.
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2. MATERIALS AND METHODS

The statistical population for this research consists of all customers
in the banking network who have downloaded and installed at least
one banking application available in the country through Cafe Bazar,
Maiket, and Sipche online stores. A non-probability, purposeful
sampling method was employed, selecting eight bank associates
from both high-ranking and low-ranking institutions, including,
Melli, Mellat, Saman, Saderat, Tejarat, Passaguard, Parsian, and
Sepeh banks. A total of 548 comments were analyzed. Data
extraction was performed using the Python programming language.
For data analysis, a qualitative content analysis method with a
cumulative approach was utilized. In this conventional content
analysis, categories were derived from the data during the analysis
process. The study purposefully selected customer opinions from
eight private and public banks in the country. The analysis of these
opinions involved three key perspectives: open coding, theme
development (sub-themes), and focused coding (main themes). To
ensure the validity of the research, the researchers conducted the
coding process simultaneously and reached a consensus of 93%. In
this type of analysis, predetermined categories were avoided;
instead, categories and their names emerged organically from the
data. This systematic approach focused on the opinions and
concerns of customers regarding the installation of the applications,
their experience after installation, and their use of the programs.

3. RESULTS AND DISCUSSION

The analysis of the banks in question highlights several significant
issues with their applications. Five applications, in particular,
exhibit the most critical problems after they have been used.
Additionally, three applications present major challenges for
customers during the installation and usage phases. The primary
concerns arise during installation and when users first access the
application. These concerns include infrastructure problems that
occur during the initial entry into the program.



Once installed, key issues identified include the overall quality and
speed of the program, the effectiveness of SMS notifications, and
the processes for depositing and withdrawing money. Other
important areas of concern include the timely generation and
automatic transfer of dynamic passwords, as well as the fees
associated with basic banking operations. After installation, the
most pressing issues revolve around the need for efficient, fast,
and continuous customer support services. Furthermore, there are
concerns about the efficiency of updates, the addition of a tab for
the names of both the depositor and the recipient during
transfers, and the ability to open various accounts online and
offline. Users frequently request features that allow them to block
lost cards and to save card numbers. According to a recent survey,
users’ express frustration when they encounter problems related
to bill payments and password difficulties. As a result, domestic
banks competing in the electronic banking sector must improve
the quality of their mobile services and increase the speed of
service delivery. By enhancing communication, demonstrating
goodwill and honesty in their services, and creating a sense of
satisfaction with offline experiences, banks can ultimately foster
loyalty among their customers.

4. CONCLUSION

The personalization of mobile banking for retail customers is
essential. It is recommended that each bank provide the necessary
platforms during critical times. Neglecting to enhance this aspect
could harm the bank's positive image in the eyes of customers.
Moreover, the findings from this research can be used to improve
the customer journey map within the bank. Various elements have
been examined, including account setup, usage, and post-program
experiences, all of which are significant to customers. Key features
to consider adding include the ability to open current accounts and
obtain checkbooks, saving frequently used card numbers, increasing
loan amounts, including depositor names in fund transfers, and
adding tabs for depositors.



These enhancements could greatly improve customer satisfaction.
This study focused on data gathered from Cafe Bazaar, Myket, and
Sipche due to the wide range of platforms available for downloads.
Additionally, the research was limited to the mobile banking
applications of eight state-owned and private banks in the country.
These banks were selected purposefully based on their current
status, aiming to include both high-end and low-end banks. A
comparative study among all private and state-owned banks is
suggested to identify the distinguishing features of their mobile
banking services and gather customer perspectives. This would help
in effectively utilizing successful mobile banking models from both
the public and private sectors to enhance brand touchpoints.
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Abstract

Considering the penetration and development of digital banking, one of the basic
levers to improve the touch points of bank brands is to rely on applications. Every
contact point between the customer and the bank is essential to maintain this
relationship and provide value, therefore, in this research, it is aimed at improving the
contact points of the applications in order to identify the harms and concerns of the
target society. The statistical population for this research consists of all customers in
the banking network who have downloaded and installed at least one banking
application available in the country through Cafe Bazar, Maiket, and Sipche online
stores. A non-probability, purposeful sampling method was employed, selecting eight
bank associates from both high-ranking and low-ranking institutions, including, Melli,
Mellat, Saman, Saderat, Tejarat, Passaguard, Parsian, and Sepeh banks. A total of 548
comments were analyzed. Data extraction was performed using the Python
programming language. For data analysis, a qualitative content analysis method with a
cumulative approach was utilized. The method of qualitative content analysis with
cumulative approach was also used for data analysis. Based on the system approach,
the opinions and concerns of customers in three modes of installation and entering
the program, after installation, during use, and after using the program, were analyzed
and reviewed. The results showed that the most important damage during the
installation and entry into the program in the investigated applications is the
infrastructure problems at the time of entry into the program. After installing and
while using the application, the quality and speed of the application, receiving SMS,
withdrawing and depositing money and dynamic password in a quick time,
automatically transferring the dynamic password to the application and receiving fees
for performing simple banking operations, and after installation and use, including
support services Suitable, efficient in updating, adding the tab related to the name of
the depositor and the destination person at the time of transfer, the possibility of
opening different accounts online and offline, creating the ability to block lost cards
and save cards and numbers were identified as frequent indicators.
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