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The Future of Mobile Banking

Gokgag Polat !
Abstract

With new technology, the bond between banking services, online systems and the customer are increasing.
Internet banking is a widely used contact method between the customer and the bank. It provides easy access,
time saving for the customer and cost saving and ability to be in touch with the customer to the bank. Now
with the usage of smart phones, internet banking takes one step further and allows the customer and the bank
to be in touch in all times. A lot of banks have applications for android processors or iPhones. Social media
also has an important effect on the increasing of usage rates. The aim of this study is to consider the future of
mobile banking and also in this study the adaptation process of the banks to mobile banking will be examined.
Mobile phone is more accessible than internet connection through personal computers and mobile phone
operators have a wider coverage area. It provides sustainable customer relations for banks which they do not
have any branches. For this research, expert opinion was taken. These experts are the banking professionals
who have experience more than five years in marketing and alternative distribution channel departments of
the banks.
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Introduction

With new technology alternatives marketing channels became very important for banks. Banks are able to
reach their customers through different channels like telephone, automated teller machine (ATM) and internet
besides retail banking. The technology adds new dimensions to the classic banking systems. For example,
over the last few years, self-service technologies have replaced the need for face-to-face interaction between
banks and customers [1].

One of the self service applications is mobile banking. Mobile banking (m-banking) is making banking
transactions on mobile devices like smartphones and tablets through applications. Mobile banking applications
are tailored to all major mobile service providers and banks.

Although ATM, telephone, and internet banking offer effective delivery channels for traditional banking
products, mobile banking as the newest delivery channel established by retail and microfinance banks in many
developed and developing countries is likely to offer even more services and have significant effects on the
market [2].

Traditional banking in rural areas does not work well [3, 4], because of poor transportation services, long
distances, and the resulting high cost of delivery. Branchless banking, in which a resident of a village acts as
an agent for a faraway bank, provides a way of connecting rural people to the banking world. It simplifies to
reach customers and contribute to sustainable customer relations. It enables a host of services including simple
withdrawals and deposits. It reduces two of the biggest problems to financial access: the cost of roll-out (the
cost of having a physical presence) and the cost of low value transactions [4].
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As the penetration of smartphones increases the tendency of the consumer to be online the usage of mobile
banking also increases. Besides the branches, call centers or ATMs are not only touch points for banks. Banks
invest in mobile banking applications to be more in touch with the customer in all times. By this way, banks
provide sustainable customer relations. It is also time saving and more efficient for the customer and cost
saving for the banks. Banks must also add value to their mobile banking applications to provide more
powerful customer relations.

Mobile banking has advantages for customers. Through mobile banking, customers can make different
banking transactions easily. Internet access cost is important but phone operators offer tariffs which include
internet usage. People do not need high internet package to use mobile banking. They can buy the package
which they need only and internet connection costs are even lower than internet usage costs from houses.

A lot of banks see the mobile banking as the most important trend in future. According to the Banks
Association of Turkey Report mobile banking user number was 8 million 853 thousand in third quarters of
2014 [5]. According to Financial Empowerment in the Digital Age research, Turkey is the leader at using
mobile banking in first half of the year 2014 in European Countries. This research also say number of mobile
banking users who use internet increased from 49% to 56% in Turkey [6]. The number of mobile banking
users increases but at the same time the number of internet and mobile fraud increases. According to research
made from Ernst and Young, 68% of smartphone users do not use mobile banking because of the security
reasons [7]. Fraudulent capture the password of customers and they can attain customers’ accounts. So fraud is
an important issue for customers as they perceive fraud as an important threat. To overcome fraud problems
banks try to increase their security precautions and give information to consumers to protect them against
fraud.

The purpose of this research is to consider the future of mobile banking and also in this study banks’
precautions to mobile banking fraud was examined. For this aim questions were asked banking professionals
in order to get more detailed information about the present and future mobile banking.

The significance of the paper is to emphasize the importance of mobile banking in future with developing
technology according to both banks and customers.

Literature Review

Internet banking is defined as the use of banking services through the computer network (the Internet),
offering a wider range of potential benefits to financial institutions due to more accessibility, user friendly use
of the technology and lower transaction costs [8].

Pikkarainen, Pikkarainen, Karjaluoto, and Pahnila highlighted two main reasons for the development and
proliferation of internet banking. First, the cost savings by the banks compared with the traditional channels;
second, the reduction of branch networks and, therefore, the costs with staff [9]. Jayawardhena and Foley also
identified the benefit of increasing the customer base, because using multiple distribution channels (branch
networks, Internet banking, mobile banking, etc.) amplifies market coverage by enabling different products to
be targeted at different demographic segments [10].

Internet banking offers many advantages both for the banks and customers. First the advantage of it for banks
is the potential savings from the cost of maintaining a traditional branch network, and it creates an opportunity
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to increase the consumer base by reaching a differentiated target group from the traditional bank customers
[11].

The development of electronic banking to mobile banking the services of bank have actually upgraded with
the introduction of different kind of innovative functions and practices, the question arise, whether the
technology will be adopted by the customer on same footing? Or the technological advancement would
discover easy way for acceptance by the user as compare to the internet? Many researchers take this question.
Customers are now more interested in new channel and less willing in doing transactions physically; they are
less loyal to traditional moves and methods and more demanding for superior service quality [12]. The
increasing circulation of mobile technology and WAP-enabled strategy has brought very visible development
in electronic banking [13].

Many of the determinants valid for electronic banking are also valid for banking through mobile devices [14].
Time saving, and freedom from the place and time constraints, immediacy or service speed, compatibility and
convenience with life style are the factor that stimulate the use of technology in service, while complication of
service like perceived cost, service ignorance of electronic devices, perceived credibility, perceived trust are
factors which require a brief touch for better understanding as comparative issues in both technologies while
increasing features of mobile phones and increasing numbers of mobile users making this device as big
channel and vast potential for service sector [15].

Banks are investing in mobile technology and security, developing smartphone applications, adding new
features such as remote deposit of checks, and educating consumers. Consequently mobile banking adoption
among consumers has been much faster than the adoption of online banking more than a decade ago [16].

Internet and mobile Internet banking services are the most innovative and profitable banking services
introduced by commercial banks in Turkey. According to Turkish banking Association’s (TBB) statements
Isbank offered the first internet banking service in 1997 to its customers and were followed by Garantibank in
the same year. And for year 2004 it’s reported that 22 banks in Turkey were offering internet banking services
to their customers. According to a recent statistic about the Internet Banking usage in Turkey made by Turkish
Banking Association, there are 15 million users registered for retail banking and approximately 1 million users
for corporate banking. This makes 16 million for overall registered users of which are 17% active for retail
banking and 47% for corporate banking.

Fraud encompasses a range of irregularities and illegal acts characterised by intentional deception or
misrepresentation, which an individual knows to be false or does not believe to be true. Fraud is
perpetrated by a person knowing that it could result in some unauthorised benefit to him or her, to the
organization, or to another person, and can be perpetrated by persons outside and inside the
organization. Fraud perpetrated to the detriment of the organization is conducted generally for the
direct or indirect benefit of an employee, outside individual, or another organization [17].

Methodology

Questions about mobile banking were asked to five banking professionals who are Individual Internet
Executive, Mobile Services Executive, Alternative Distribution Channel Specialist, Head of Anti-money
Laundering and IT Auditor of different banks and one consultant who gives consultancy to banks by face to
face in depth interview method. These people have more than five years’ experience in their areas. Questions
are:

° What are the main differences between internet and mobile banking?
° What does mobile banking bring as innovative to customers life or banking sector?
° Do you think that there is any security problem with mobile banking? What are the security problems?
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Why do banks give importance to mobile banking?

Is there any effect of social media on mobile banking usage?
What do you think about the future of mobile banking?
What can banks do to remove customers’ worries?

These questions were chosen to see the effects of mobile banking over banks and sustainable customer
relations. Most of the researches about mobile banking are focused on customers’ behavior. On this paper I
wanted to research the mobile banking under the aspects of banks. Experts’ opinions were received by the
questions if there is contribution or not to sustainable customer relations of mobile banking. While asking
these questions to Individual Internet Executive and Mobile Services Executive, these professionals answered
the questions together.

Findings

Firstly asked “what are the main differences between internet and mobile banking?”” All banking professionals
said mainly both of them includes similar applications. But, mobile technology grows more quickly than
internet technology both in Turkey and in the World. For this reason banks give more importance to mobile
banking investment. Mobile banking is not an alternative channel; it is now a basic service channel. Banks
have a lot of customers from all parts of Turkey. Some small towns do not have enough banking opportunities
and internet infrastructure. But banks reach easily to all of their customers through mobile banking. In the near
future all services done from internet banking will be also possible via mobile banking.

The consultant said that processes in banking sector started to be similar among competitors. Different thing is
only advertisements. With new innovative products people now are more mobile and to follow the agenda are
more online. Internet banking was the one of the first step of adaptation to changing world conditions. But it
was not enough to provide sustainable customer relations while smartphone user numbers were increasing
sharply. So mobile banking started to be important one step further than internet banking for banks. To get
new customers and to be in first place in market, banks should make more investment to their mobile banking
applications.

Second question is “what does mobile banking bring as innovative to customers life or banking sector?”
Mobile Services Executive, Alternative Distribution Channel Specialist and Individual Internet Executive said
customers think that mobile banking simplifies the financial management. Because customers always have
smartphones with them and they easily check their financial statements with mobile banking applications.
Also, banks expand their customer network easier than traditional banking. Fingerprint technology is slowly
entering our lives for mobile banking. It will simplify the usage and it will strengthen the security. To enter a
person’s bank account, you will need his fingerprint.

Head of Anti-money Laundering and IT Auditor said customers do a lot of banking transactions by mobile
banking except withdrawal, deposit, credit card delivery and transactions which need wet signature like
mortgage.

Consultant said that banking sector had a new platform through the mobile banking. Banks compete to have
best mobile banking application. Customers want from banks user friendly applications.

Third question is “do you think that there is any security problem with mobile banking? “What are these
security problems?” These questions were asked only to Head of Anti-money Laundering and IT Auditor as
these questions are mainly of interest to these two experts.
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Head of Anti-money Laundering said that mobile banking technology develops but also some new fraud
transactions improve with the technology. Banks make investment to prevent cyber-attack. To use mobile
banking customers have to have user name and a unique password. After entering these values a security
message is sent to customer’s mobile phone. Banks strengthen their security precautions. Smartphones may
receive some cyber-attacks but customers prevent that by using only secure and certificated applications.

IT Auditor said customers should never follow a banking link sent to them in a text message or e-mail. These
links can probably lead customers to fake websites and if customers enter their user name and password to this
websites, customers’ accounts become an open target to cyber-attack. Not to be exposed to fraud, consumers
should not share their all mother’s maiden name, credit card and debit card password, credit card security
number, internet branch password and internet banking login and disposable password.

Fourth question is “what can banks do to remove customer’s worries about security?” Alternative Distribution
Channel Specialist, Individual Internet Executive and Mobile Services Executive said that a lot of security
programs are used to prevent fraud. Education is given by banks about how customers can use this security
programs efficiently. Public Wi-Fi areas aren’t very secure. If customers want to control their bank accounts,
they do not use public wireless. Banking applications are more secure than connecting from websites of the
banks.

IT Auditor and Head of Anti-money Laundering said that banks buy new more powerful security programs to
prevent cyber-attack. To have a customer’s banking account, you must have both customer’s phone and his
password. A lot of tests were done to see the security defects. Firstly, new features of mobile banking were
used to willing customers. If there is not any problem, these features open to all customers’ usage.

Consultant said that every bank has their own security packages and different security precautions. To open
mobile banking operations, some banks want a user name and password and after that a disposal security
code sent to customer’s phone. This code is entered to screen and then customer can use banking application
safety. Some banks want customer number to reach bank’s mobile application and a photo which was chosen
by customer that was seen before. Consumers understand the page’s security through the accuracy of the
photo.

Fifth question is “why do banks give importance to mobile banking?” Mobile Services Executive and
Individual Internet Executive said that mobile banking is still developing platform and customers started to
prefer this platform more than the other channels. Banks want sustainable customer relations and for this
mobile banking is an efficient platform. Also, customers want faster and cheaper service. Making financial
transactions from mobile phones are also faster and cheaper than making these transactions from the branches.

Other banking professionals and consultant said the same thing as; people need to be more mobile than before.
For these reasons consumers want to make their banking transactions easily and quickly while they are
travelling.

Sixth question is whether there is any effect of social media on mobile banking usage? Banking professionals
said that Turkey is one of countries with highest number of social media users. All banks have social media
accounts and customers can follow the banks’ new products. Banks make campaigns to increase mobile
banking usage and customers know these campaigns although they are not going to banks’ branches.

Consultant said that lots of young people control their social media accounts when they get up. Banks have
advertisements on social media page to attract young people especially. Some banks present their customers
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money transfer opportunities through Facebook and consumers can see their total assets and credit card
statements with detailed graphs.

Seventh question is “what do you think about the future of mobile banking? “Mobile Services Executive and
Individual Internet Executive said that branchless banking’s importance will increase and mobile banking is
one of the branchless banking concepts. Mobile banking is relatively new compared to the other banking
services. Mobile banking usage rates increase steadily. Turkey is one of the leader countries among the other
European countries which use the mobile banking. Customers started to use cash less than the last years.

Alternative Distribution Channel Specialist said that in future, internet and mobile banking won’t be only an
alternative and especially will be channels used by young people. Y generation likes using technology, more
comfortable with mobile banking .

IT Auditor and Head of Anti-money Laundering said that banks try to minimize systematic defects to provide
more customer satisfaction. In future, mobile banking will be more secure and people won’t hesitate to use
mobile banking applications

Consultant said that mobile banking is important and also simplifies the life but increase in mobile fraud
worries the customers. Banks should improve their security prevention. Young people prefer mobile banking
mostly. If banks do not take precaution to minimize the fraud, older generations will not start to use mobile
banking. People who live in countryside and meet new with technology have difficulty in using mobile
banking but it is easier than internet usage. Via mobile banking, banks decrease their costs to meet customers.
Some education programs can be given about mobile banking to attract these people who live in countryside.
Also, banks want to decrease their costs and they will want price to make transactions which done in branches.
With this way, people will start to use mobile banking. If customers continue to come to branches to make
transactions, banks will take from them transaction cost. Population will have mobile banking usage habit and
bank branches will need fewer employees to carry on their daily processes.

Discussion and Conclusion
Results and managerial implications

With developing technology and trends, alternative distribution channels come into question for banks.
Especially mobile banking investments will increase in future.

Bank’s main aim is to maximize profits. There are a lot of banks in the market and profit margins are
decreasing day by day. Mobile banking will provide some advantages to banks. Banks will have advantage to
do their jobs with fewer employees and less cost.

According to answers which were taken from banking professionals and consultant and past researches,
traditional banking and internet banking are not so much popular any more, now mobile banking shows a
rising trend. With investment and new features, mobile banking will have a more important place in banking
sector. The rising of mobile banking will provide sustainable customer relations for banks. Because it allows
the customer and the bank to be in touch in all times. But also consumers should pay attention to security.
They do not use public Wi-Fi areas while using their bank accounts and should not follow fake links to protect
themselves from cyber-attack.
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The result of paper is investing in mobile banking and user number will increase in future. Also, fraud
attempting to mobile banking will continue but it will be difficult to capture consumers’ accounts if they take
enough precautions.

This research has contributed to past researches because questions were asked different people from different
banks. This study would make a significant contribution in understanding the behavior of banks and customers
about mobile banking.

However, the rise of the mobile banking covers wide range of subjects and future researches can have
different approaches to mobile banking. So future of banking sector, changes at branch numbers and mobile
application features can be reviewed for further studies.
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