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Abstract

In light of the rapid digital transformation in the banking sector, this study aimed
to measure and analyse the level of customer satisfaction with mobile banking
applications in Sudan by examining the impact of several technical and service-
related factors, including: usability, security and privacy, quality of banking
services and modern technologies, technical stability, and customer support. The
research problem derivates from the observed variation in user satisfaction
despite the growing adoption of digital platforms by Sudanese banks. The study
utilized a descriptive analytical quantitative approach and collected data using a
structured questionnaire distributed to a random sample of 277 active users. The
instrument was developed based on established theoretical frameworks,
specifically the SERVQUAL and Technology Acceptance Model (TAM). The
results revealed that usability and interface design were the most influential
factors on customer satisfaction, followed by service quality, then system
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stability and technical support, while the effect of security and privacy was
relatively limited. The overall customer satisfaction level was found to be
statistically high (mean = 3.89 out of 5), and the regression model explained 68%
of the variance in satisfaction (R* = 0.677). The study recommends adopting
user-centered design approaches, investing in digital infrastructure, improving
technical support, enhancing security systems, and introducing innovative digital
banking services, in order to strengthen customer loyalty and support sustainable
digital transformation and financial inclusion in the Sudanese banking sector.

Keywords: Mobile banking, Customer satisfaction, Digital transformation,
Service quality, Usability.
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TECH 0.169300  0.045706 3.704074  0.0003
R-squared 0.677049 Mean dependent var 3.885632
Adjusted R-squared 0.672299 S.D. dependent var 0.867285
S.E. of regression 0.496479 Akaike info criterion 1.455333
Sum squared resid 67.04553 Schwarz criterion 1.520748
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