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Abstract

Customer satisfaction is the most important measure for any organization or company,
regardless of the sector, including the banking sector. With this measure, it is possible to
identify the extent to which the organization is able to satisfy customers with its offer and
services. This section will discuss customer satisfaction and its importance for financial

institutions, banking sector.

The purpose of the study is to analyze and evaluate the effect of Mobile Bank of Georgia
on customer satisfaction. During the research, the three reasons that have a significant
impact on the level of customer satisfaction were identified. These features are: usability,
simplicity and security. In the course of the research, a quantitative type of research was
used, within the framework of which the Bank of Georgia mobile application users from
all over Georgia participated in the survey. Based on the results of the research, it can be
said that the use of the Bank of Georgia mobile application has a positive effect on the
satisfaction of the Bank of Georgia in general. It was also found that most of the users of
the mobile application, based on their personal experience and satisfaction level, would

recommend others to use the mobile application, which would really save them time.

Key words: Mobile Bank of the Bank of Georgia, customer satisfaction, Bank of Georgia
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