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ABSTRACT

In the mobile banking sector, maintaining stringent security without
detracting from user experience poses a significant challenge. This quantitative
research investigates the factors affecting user satisfaction with multi-factor
authentication (MFA) in mobile banking applications. The study focuses on user
experience, perceived usefulness (PU), perceived ease of use (PEU), user satisfaction,
trust, and perceived security as crucial determinants. Surveys were distributed among
mobile banking application users who regularly utilize MFA systems. Statistical
analyses, including regression analyses, were employed to evaluate the impact of
these factors on user satisfaction. The findings indicate that while trust significantly
boosts user satisfaction, this research contributes to understanding how MFA systems
can be optimally adjusted to balance security and usability. It provides valuable
insights for financial institutions aiming to enhance customer satisfaction and trust in

their mobile banking platforms.
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