


 
 

A Study of Correlation of Age with 
Customer Satisfaction in Mobile Banking 

 The study of customers perception towards mobile banking examined 
with an appropriate set of standard conduct variables based model. 
Selected banks based on providing mobile banking. The results 
obtained presented with the relationship of Age with the use of mobile 
banking of the customers in the selected banks. Mobile banking users 
are categorized in to different age groups which start from less than 25 
years and ends on 55 years or more categories. Data is analyzed with 
the correlation for variable with no category has used. Findings include 
customers of age group of 55 years and above find the 
performance/service quality risk solution in mobile banking more 
important than those of other groups. It is also found that age has 
significant impact on customer satisfaction in mobile banking services. 
Suggestions include providing trial and demo classes for users by 
banks, providing less processing time and making easy transactions for 
better customer satisfaction in mobile banking. 
Key words: Age, Mobile, Banking, Customer, Satisfaction 

 



First variable (Y1) is taken problems in mobile banking which considers risky mode of 
transactions. Slow network, lot of mental efforts are needed etc.  Second variable (Y2) 
consists of different parameters of customer satisfaction like efficient management of 
money, easy to use, quickness etc.  Whereas (Y3) is the third variable consisting 
infrastructure risk including limited coverage, low involvement of service providers, 
delay of transfer of funds etc. Political and regulatory risk (Y4) is discussed in fourth 
variable which consists of lack of promotional efforts by the government and delay in 
justice etc. Service Quality risk (Y5) includes complex to use. No consideration of 
customers own terms and set preferences. Personalized risk (Y6) is discussed with the 
sub points like lack of confidence, resistance to change etc.  Security risk (Y7) in mobile 
banking includes misuse of personal information, customers privacy, fake text messages 
etc. operational/ technological risk (Y8) is covered with the points transactional errors, 
poor technology, need to have advanced features in mobile.  Measures to minimize 
security risk solutions (Y9) include use of facial recognition technology, providing digital 
certificates etc. Technological risk solution (Y10) include technological up gradation and 
trial & demo class to mobile users. Financial risk boosting measures (Y11) have parts like 
assurance to the customers not to be made responsible for falsified transactions, free 
of cost service.  Performance and service quality measures (Y12) include easy 
performance in mobile banking, reduction in transaction processing time, reliable 
mobile banking model, target of maximum coverage etc. 



Purpose of Research Methodology 

The present study is put out to know the Impact of Age 
groups on the Instinct in Mobile Banking mobile banking 
and factors responsible for such risks in the selected 
banks and to suggest measures for improving risk 
solutions. In this broader framework, the following are 
the specific objectives of the study:  

• To examine the risks to the customers due using of 
mobile banking and factors responsible for such risks at 
different age groups 

• To suggest measures for improving risk solutions in 
mobile banking at different Age groups 

 



Research Hypotheses  

To validate the results of the study, the following 
hypotheses have been formulated: 

• H01: There is no significant difference of age 
groups in the factors responsible for risks to the 
customers arising out of mobile banking in the 
selected banks. 

• Ha1: There is a significant difference of age groups 
in the factors responsible for security risks to the 
customers arising out of mobile banking in the 
selected banks. 

 



Findings 

Customers of age group below 25 years are more satisfied in mobile 
banking than the customers of other age group. Statistically, there is 
no significant difference in the customer satisfaction in mobile banking 
among the age groups. Therefore, the null hypothesis (H01) is 
accepted. Customers of age group of 55 years and above (Mean=3.63, 
SD=0.93) and 35-44 years (Mean=3.63, SD=0.92) find the 
performance/service quality risk solution in mobile banking more 
important than those of other age groups.  
Statistically, there is no significant difference in the viewpoint of 
customers regarding performance/service quality risk solutions in 
mobile banking among the age group below 25 years (N=66), 25-34 
years (N=56), 35-44 years (N=43), 45-54 years (N=35) and 55 years and 
above (N=4) at 10 percent level of significance (p=0.60, df=4, 199).  
Therefore, the null hypothesis (H01) is accepted. 
 
 



Suggestions  

Customers of age group of 55 years and above find 
the security risk solutions in mobile banking more 
important than those of others. That is why more 
safety of personal information, real time capability, 
digital certificates are recommended. 

Customers of age group of 35-44 years find 
technological risk solutions in mobile banking more 
important than those of others. That is why skilled 
bank staff to provide assistance in mobile banking, 
technological up gradation is recommended 

 

 



CONCLUSION 

• Customers of age group of 55 years and above 
find the performance/service quality risk 
solution in mobile banking more important 
than those of other age groups. So maximum 
coverage, freedom to set their terms and 
preferences should be provided.  

Overall it is concluded that customers of age 
group below 25 years find more satisfaction in 
mobile banking than other age groups.  

 


