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ABSTRACT

The objective of this study is to determine key factors that create loyalty
among mobile banking users. The three main key factors are technical quality,
application quality, and customer service quality. Technical Quality consists of three
sub-dimensions: technical protection, transaction procedure and security statement.
Application quality consists of three sub-dimensions: content, design and reliability of
the system. Customer service quality has two sub-dimensions: channels to assist
customer and responsiveness of customer service. Transaction procedure and security
statement are the key factors that enhance perceived security among users. Key factors
that effect on customer trust consist of transaction procedure, security statement,
reliability, responsiveness, and perceived security. Trust among users lead to enhance

customer’s satisfaction and loyalty.
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