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ABSTRACT   (Heading: Bold, UPPERCASE, 11 pt · Body: 11 pt, single spacing)
Single paragraph, maximum 170 words, no references. State the objective, methodology, key results and main conclusion.
Mobile banking has rapidly transformed the delivery of financial services, yet its influence on customer satisfaction in regional markets remains underexplored. This study examines the relationship between mobile banking adoption and customer satisfaction among commercial bank users in the Eastern Province of Sri Lanka. A quantitative approach was adopted, and data were collected from 240 mobile banking users through a structured questionnaire using convenience sampling. The data were analysed using descriptive statistics, correlation and multiple regression. The results reveal that perceived ease of use, transaction speed and service reliability have a positive and significant effect on customer satisfaction, with service reliability emerging as the strongest predictor. Perceived security concerns showed a weak but significant negative association. The study concludes that banks seeking to improve customer satisfaction should prioritise reliable and secure mobile platforms supported by responsive customer service. These findings offer practical guidance for bank managers and policymakers promoting digital financial inclusion in developing regions.
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INTRODUCTION   (maximum 500 words, Heading: Bold, UPPERCASE, 11 pt · Body: 11 pt, 1.15 spacing) 
The proliferation of smartphones and affordable internet access has accelerated the adoption of mobile banking across both developed and developing economies. In Sri Lanka, commercial banks have invested heavily in mobile platforms to reduce operating costs and extend their reach to previously underserved populations (Wijesinghe & Kumara, 2021). While these investments are substantial, the extent to which mobile banking translates into higher customer satisfaction is not well established, particularly outside major urban centres.
Prior research has linked technology adoption to satisfaction through constructs such as ease of use and perceived usefulness (Davis, 1989), yet evidence from regional Sri Lankan contexts remains limited. Addressing this gap, the present study pursues three objectives: (1) to assess the level of mobile banking adoption among commercial bank users in the Eastern Province; (2) to identify the factors that influence customer satisfaction; and (3) to determine which factor most strongly predicts satisfaction.
METHODOLOGY   (maximum 400 words Heading: Bold, UPPERCASE, 11 pt · Body: 11 pt, 1.15 spacing)
This study adopted a quantitative, cross-sectional survey design. The target population comprised active mobile banking users of licensed commercial banks in the Eastern Province of Sri Lanka. A sample of 240 respondents was selected using convenience sampling, and data were collected through a structured questionnaire measured on a five-point Likert scale. The instrument captured four independent variables — perceived ease of use, transaction speed, service reliability and perceived security — and one dependent variable, customer satisfaction.
The reliability of the constructs was confirmed using Cronbach's alpha, with all values exceeding 0.70. Data were analysed using descriptive statistics, Pearson correlation and multiple linear regression in SPSS (Version 26). Regression assumptions of normality, linearity and multicollinearity were tested prior to analysis.
RESULTS AND DISCUSSION   (maximum 500 words Heading: Bold, UPPERCASE, 11 pt · Body: 11 pt, 1.15 spacing)
The majority of respondents (68%) reported daily use of mobile banking, indicating a high level of adoption. As shown in Table 1, all four independent variables were positively correlated with customer satisfaction, and the regression model explained 61% of the variance in satisfaction (R² = 0.61).
Table 1. Regression results for predictors of customer satisfaction (Caption above table: Title Case, 10 pt)
	Predictor
	Beta (β)
	t-value
	Sig. (p)

	Service reliability
	0.38
	6.12
	0.000

	Perceived ease of use
	0.29
	4.55
	0.000

	Transaction speed
	0.21
	3.40
	0.001

	Perceived security
	-0.14
	-2.18
	0.030


Number tables consecutively; caption above; content 10 pt; keep borders minimal and within margins.
Service reliability was the strongest positive predictor (β = 0.38, p < 0.001), consistent with the view that consumers value dependable transactions over speed alone. Perceived security showed a weak negative association (β = -0.14, p < 0.05), suggesting that lingering security concerns modestly reduce satisfaction even among frequent users. These results align with the technology acceptance literature while highlighting reliability as the decisive factor in this regional setting.
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Figure 1. Mean satisfaction scores by frequency of mobile banking use (Caption below figure: Sentence case, 10 pt)
Number figures consecutively; caption below; centered; ensure figures are legible in black and white.
CONCLUSION   (maximum 100 words Heading: Bold, UPPERCASE, 11 pt · Body: 11 pt, 1.15 spacing)
This study confirms that mobile banking adoption significantly influences customer satisfaction among commercial bank users in the Eastern Province, with service reliability as the dominant driver. Banks aiming to strengthen satisfaction should therefore prioritise reliable, secure platforms backed by responsive support. The findings are limited by the use of convenience sampling and a single geographic region; future research could employ probability sampling across multiple provinces and incorporate longitudinal data to capture changing user expectations.
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