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Abstract :

The study aimed to determine the impact of mobile banking application quality on
customer loyalty at Jumhouria Bank, Souq Al-Juma branch in Tripoli. It focused on
key dimensions including: ease of use, security and privacy, performance speed,
and reliability. The study adopted the descriptive analytical approach, and data were
collected from a random purposive sample of 143 users of the “Masrafy Plus”
application. The data were analyzed using descriptive statistics, Pearson correlation

coefficient, simple linear regression, and stepwise regression.

The results indicated that the quality of the mobile banking application has an effect
on all variables (ease of use, security and privacy, performance speed, and reliability)

on customer loyalty. This study also contributes to providing recommendations for
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improving the quality of the “Masrafy Plus” application in order to enhance customer

loyalty and strengthen their trust in the bank’s digital services.

Keywords: Mobile banking application quality, Masrafy Plus application, ease of use,

security and privacy, performance speed, reliability, customer loyalty
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