
  4th National Business and Management Conference 

  Ateneo de Davao University 
  July 22-23, 2016 

 

630 

 

Session R - Finance (2) 
 

A COMPARATIVE EXAMINATION OF THE LEVEL OF MOBILE BANKING 

SERVICES OF SELECTED PUBLICLY-LISTED UNIVERSAL BANKS IN THE 

PHILIPPINES: A QUALITATIVE STUDY 

 
Frederick P. Romero 

De La Salle University – Manila 

 

Abstract 

 

The last decade saw an increasing level of online services offered by the banking 

institutions in the Philippines. The banking industry has taken initiatives to provide most of their 

products and services be available using the internet, as most, if not all, of the companies now have 

online banking feature where in clients can transact anytime and anywhere. This on-going 

advancement in financial technology plays a vital function in the day-to-day lives of their current 

clients as it provides them convenience, efficiency and security in dealing with banking 

transactions related to their personal and business needs. However, only few of the publicly-listed 

universal banks in the Philippines offer mobile banking services through the mobile banking 

application software, also known as banking mobile apps. Although previous studies by 

researchers covered the importance, scope, perception about online banking services and the 

impact of financial technology, the literature on banking mobile apps is still very scarce. An in-

depth comparative analysis banking mobile apps of selected universal banks in the Philippines 

would be give significant information on this aspect. Using content analysis methodology, this 

paper seeks to examine the mobile application of three universal banks in the Philippines, namely: 

Banco De Oro (BDO), Bank of the Philippine Islands (BPI) and Metrobank. Specifically, the study 

would like to compare the pre-login and after login features of the mobile apps of the selected 

universal banks in the Philippines. 

The results shows that the various mobile application features of the three banking 

institutions differ with each other. Some of the difference include: general information, security, 

account information, investment services and online requests. Overall, the paper would advise to 

include the useful banking services of other bank’s mobile application in order for the other banks 

to improve the level of capabilities that their current banking mobile application is offering. In 

addition, this study is provides meaningful evidence that mobile banking is already providing more 

and more services to the clients, thus, other universal banks without a mobile banking app should 

consider adding this offering to their retail and institutional clients. 
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Introduction 

According to Lotfizadeh (2015) the overall market, which includes the financial sector, has 

experienced vast improvements on their products and services with the emergence of information 

technology growth and communication networks development during the last few years. The study 

added that these enhancement and new techniques in their day to day operations have increased 

the companies’ efficiency and productivity. The new ways of information transfers and 

development of large information databases helped the firms in reducing their operating costs, 

proliferation and communicating with their clients. With regard to the financial and banking 

industries, there are few studies that report the development of the current financial and banking 

services as a result of the introduction of these information technology software and 

communication systems. Lotfizadeh (2015) said that the modern software and technology that 

were introduced in the market pushed the banking firms to introduce new banking products and 

personal financial management services which further improve the banking sector’s development 

and growth. The two evident technological advancement on banking products and services are 

internet banking and mobile banking. 

Internet banking also referred as online banking or E-banking utilizes internet connection 

in order to access a banking company’s services such as bills payment, loan payments, fund 

transfers, account information requests, investments, etc (Singh 2012). The use of this medium 

enables the banks to entice their current and prospective customers because of the convenience 

and efficiency it brings to the table. Given this emergence on the use of internet banking in the 

banking industry, more and more studies have been conducted to examine its importance, 

coverage, risk and other factors that affects and can be caused by the e-banking services. Mannan 

(2010) and Singhal & Padhmanabhan (2008) studies looked at the perspective of the customer’s 

opinion in order to examine their perception towards the internet banking products’ service quality, 

impact and adaptability. However, Singh (2012) said that analysing the technological 

advancements in the banking companies can also be done to obtain meaningful information 

without seeking perspectives from the customers themselves. Although studies above looked at 

the internet banking services of banking institutions, this paper focuses mainly on the mobile 

banking services of the sector. 

According to Fenu (2015), mobile banking or often termed as m-banking, has become one 

of the latest electronic distribution channels for the banking industry. This new platform in banking 

serves as an important agent in providing both customers and banks efficiency and convenience in 

most developed countries and other emerging countries as well. The banks can employ mobile 

banking services in their operation and growth prospects since the use of mobile phones have 

grown in any markets during the last few years. More and more people are using mobile phones 

in their everyday lives such as in work, family matters, education and other public services. This 

reality enables the banks to reach more through the mobile banking that they offer. CGAP added 

that mobile banking minimizes the time and distance spent by people in going to the nearest retail 

bank branches which denotes that it provides one aspect that is really important to these consumers, 

and that is accessibility. The basic mobile functions such as mobile browsing, text messaging, 

application downloads and preloaded applications were integrated with the normal banking 

services offered by banks thus, creating the m-banking services for the markets (Chitungo & 

Munongo, 2013). 

In addition, in terms of the growth of mobile usage of customers during the last few years,, 

Fenu (2015) mentioned that there is a steady development in the smart mobile devices in 
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penetrating the consumer market. There are different benefits that smart phones provide versus the 

normal desktop and laptop computers namely: mobile phones are easier to carry especially for 

those individuals that are always traveling, tablets and mobile phones can have longer battery life 

and available instantly. Given these developments in the mobile usage of the consumers, it can be 

inferred that companies such as banks can obtain an increase in expected return of investments in 

these mobile banking services since it provides them benefits such as: increased level of trust from 

its customers, other source of income achieved through understanding the customer data, 

introduction of entirely new banking services, better conversion rate of prospect customers and 

they can also obtain increased level of potential customers. 

This paper ultimately examines the mobile applications of the top three publicly listed 

banking companies in the Philippines, namely: Banco De Oro, Bank of the Philippine Islands and 

Metrobank. The paper compares each of the bank’s pre-login, after log-in features, as well as their 

normal m-banking services such as fund transfers and bills payment features. 

 

Review of Related Literature 

Fenu (2015) defined the word ‘mobility’ as how the use of mobile devices and gadgets can 

provide its users a higher degree of independence from space and time achieved in ICT processes. 

Some of the drivers of the companies’ decision in investing on this business mobility includes: 1. 

They are taking advantage of the developing mobility of their respective customers, 2. Investments 

in mobility provides them savings on costs, 3. Business mobility also provides them operational 

efficiency and productivity, 4. It also provides them workforce or employee mobility. On the 

bank’s perspectives, Fenu (2015) explained that the emergence of mobility in banking industry 

creates changes in their overall business operations as well. M-banking provides the bank lower 

costs per transaction as compared to the normal branch banking. Given this, the banking institution 

can encourage more of the customers to migrate to m-banking since they can charge lower fees for 

transactions carried out through the mobile platform (CGAP, 2006); the mobility change may be 

attributed to the banks’ answer to the changing needs and requirements of their respective customer 

base. However, a study by Shaikh and Karjaluoto (2015) identified four major factors of mobile 

banking, namely: perceived risk, perceived, ease of use, perceived usefulness, and compatibility. 

 

Perceived usefulness 

Perceived usefulness is defined by Davis (1989) as ‘the degree to which a person believes 

that using a particular technology enhances his or her job performance’. Akturan & Tezcan (2012) 

and Amin, Hamid, Tanakinjal, & Lada (2006) added that the usefulness of these mobile banking 

systems is one of the main reasons of the customers’ adoption; Tan & Teo (2000) added that this 

external efficiency and effectiveness are then associated to the perceived usefulness of the m-

banking products and services. 

 

Compatibility 

Wu & Wang, (2005) said that one of the most commonly used factor that can be related to 

mobile banking adoption is its compatibility. Rogers (1995) defined compatibility as how the 

mobile banking platforms are well suited to the potential adopter’s existing values, previous 

experiences, and current needs. 
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Perceived ease of use 

Davis, Bagozzi, & Warshaw (1989) defined the perceived ease of use of mobile banking 

services as to the ‘degree a person believes that using a particular system is effortless’. This is 

important since the banking institutions can get additional benefits if their mobile banking services 

have user-friendly interfaces; this characteristic can provide positive attitude towards mobile 

banking. Wu & Wang (2005) added that the customer’s adoption of and intention to use the bank’s 

mobile banking can be influenced by the services’ perceived ease of use. 

 

Perceived risk 

Although there are different benefits that banks and the customers themselves obtain when 

using mobile banking services, there are some risks associated with the technology as well. 

According to Corradi, Montanari, & Stefanelli (2001), bank fraud and security issues are few of 

the major risks associated with mobile banking. Wu &Wang (2005) referred this as the mobile 

banking services’ perceived risk, which they defined as the association of the financial product 

performance and the social, psychological, physical, and time risks connected with consumers are 

using these services. Numerous studies suggest that the consumer’s adoption to the technology is 

reduced when the perceived risk using the mobile banking services is higher (Liu & Chen, 2009; 

Mallat & Rossi, 2009; Yang, 2009; Zhang, Zhu, & Liu, 2012) 

There are other studies that provide knowledge regarding the development, adoption, and 

impact of mobile banking in the overall banking system of countries. Gu, et al. (2009) and Safeena, 

et al. (2012) reported that m-banking helps banking institutions to provide easy, quick and 

convenient services to its customers; it also helps them offer fast and quick information for their 

clients. Also, Dineshwar &Steven (2013) said that the growth of m-banking services is also an 

important factor in the development of the bank and the mobile provider services industries’ 

strategic growth. Wessels & Drennan (2010) added that the growth of mobile banking services 

offered by bank has become an emerging aspect of the electronic banking in the market. On the 

other hand, Dineshwar &Steven (2013) mentioned that customers of banks are still feeling 

reluctant on using mobile products and services caused by the perceived risks in using them. 

Dineshwar & Steven (2013) and Gu et al. (2009) and Safeena, et al., 2012) even added since this 

new technology is still in the early stage of development, security concerns and uncertainties still 

exist; these characteristics make them incomparable to the other normal banking products and 

services.  

 

Methodology 

This paper examines and investigates the mobile banking applications of the top three 

publicly-listed banking companies in the Philippines, namely: BDO (with Php1.9 Trillion assets), 

Metrobank (with Php1.5 Trillion assets) and BPI (with Php1.2 Trillion assets). The study compares 

the characteristics, capabilities, features and other services offered by the banks’ apps. The 

methodology is based on the process done by Singh (2012); however, the study looked at the online 

portals of the banks rather than the mobile banking apps. The mobile apps of the banks were 

downloaded from the application store of the mobile devices with no extra fees. The researcher 

created an account on each bank’s mobile apps and examined the different features and services 

of the application using the content analysis technique. 
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Each of the features and banking services offered by the banks’ mobile apps were studied 

and compared based on their ‘Pre Login’ and ‘After Login’ features. If service is available, the 

code (X) will be used, otherwise, non-availability of service will show (NA). The pre-login 

features services that do not require log-in details such as Quick Links, Branch ATM Locator, FX 

Rates, Social Media links. On the other hand, after login features were categorized into four 

aspects: Account Information, Fund Transfer, Bill Payment & mobile reload payments and 

General information and other options. 

 

Results and Discussion 

Pre-login features 

Customers need to request access to the bank’s mobile application via enrolment online or 

through the bank’s branch. After enrolment, the customer will receive a notification email that 

gives them their username and password. This detail will be used in accessing their bank’s mobile 

application. The banks’ prelogin features comparison has been shown in Table 1. 

 

Table 1: Comparison of Pre-login features of Mobile Apps of Selected Banks 
Pre-login Features BDO BPI Metrobank 

Forget User ID and Password X X  

Mobile Banking Account Enrolment X X X 

Account Lock Webpage X   

One Time Password (OTP) Generator X   

Quick Balance Page X X  

 

Table 1 reveals that BDO and BPI mobile banking apps enable the customer to obtain their 

user ID and/or obtain a temporary password using the Forget User ID and Password function. 

Metrobank’s mobile app does not have this functionality. In addition, only BDO’s app has the link 

when the customer’s ID has been locked due to multiple inputs of incorrect password. In addition, 

BDO’s app can make customers to have a One Time Password (OTP) Generator, which require 

customers to input a code sent to their mobile phones via text or answer a personal question. This 

function increases the security concerns of customers using the m-banking application. Lastly, 

only customers of BDO and BPI can view their account balance using the Quick Balance function 

in the mobile application. Customers no longer need to type their login credentials to quickly check 

their account balance. 

 

After Login Features 

The banks’ After Login feature includes all banking products and services showing in the 

mobile app after the customer logged in. Much like of the study of Singh (2012), these features 

are based on four sub-group i.e. Accounts Information, Fund transfer, Online Bill Payments and 

e-commerce payments, and General information. 

1. Account Information 

According to Singh (2012), customers of the banks usually use the mobile applications for 

accounts related information such as balance query, mini statement, summary of account and 

others. The comparative position of the Philippines banks has been shown in Table 2. 
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Table 2: Comparison of Account Information Related Features of the Banks’ Mobile Apps 
After-login Features BDO BPI Metrobank 

On screen Display of Account statement X X X 

Number of transactions in mini statement 

Last 10 

transactions; 

can edit date 

with no 

maximum # of 

transactions 

No specific 

# of 

transactions 

**mobile 

functionality of 

Metrobank for 

historical 

transactions was 

encountering 

issues at the 

time of the 

examination; 

mobile text 

received upon 

checking the 

historical 

transaction 

Specific Transaction Details (Branch names, Running 

balance, etc.) 
X NA NA 

Maximum Time/Transaction range of Accounts Statement 3 months 2 months NA 

On screen Display of Investment statement NA X NA 

Subscription and Redemption of Investment NA X NA 

 

Table 2 shows the three banks’ after login features. All of the banks display the customer’s 

account statement. Although BPI’s app does not have any specific # of transactions displayed in 

the screen, customers cannot edit the date range as it is only covering transaction for the last 2 

months. BDO also has no maximum # of transaction displays when customers are editing the date 

range; maximum 3 months historical account statement. Lastly, only BPI’s app can enable 

customers to subscribe and redeem their mutual fund investments; the investment account 

statements are also available in the mobile app of BPI. 

 

2. Fund Transfers 

Since m-banking services include all general banking products and services offered in a 

typical bank branch, the banks mobile applications also are capable of transferring funds from one 

account to another. This is an important service for both banks and customers since financial losses 

may happen in case of mistakes from any parties. Ideally, the banks’ mobile app enables the 

customer to transfer the funds to its own account within the bank, to third party of same bank and 

interbank transfers. The Philippine banks’ fund transfer features and services are reported in Table 

3. 

 

Table 3: Comparison of Fund Transfer Related Features of Selected Banks’ Mobile Apps 
Fund Transfer Features BDO BPI Metrobank 

Display of account balance on fund transfer screen X X NA 

Transfer Funds to Own Account Under the same Bank X X X 

Transfer Funds to Another Person Under the same Bank X X X 

Transfer Funds to Another Person from other bank X X NA 

Transfer Scheduler X NA NA 

 

Table 3 shows the comparison of the three bank’s fund transfer features. There seem to be 

no difference between the BDO and BPI’s mobile applications as all enable the customer to display 
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the account balance on the fund transfer screen; both allow the customers to transfer funds to 

another person and to persons from other banking companies. Metrobank, however, does not have 

a functionality to show the account balance on fund transfer screen and transfer to other banks. 

Lastly, only BDO can allow customers to schedule their fund transfers. 

 

3. Bill Payments and Mobile Re-load payments 

Based on numerous studies, one of the reasons why there is a growing usage of mobile 

banking is the convenience and efficiency of the apps’ bill payments and Mobile Re-load 

payments. By using the mobile app, customers can already pay their various bills such as 

telephone, electricity, insurance, credit card and etc. There are two ways in which customers can 

make payment, namely: manual payment when payment is due or by set up ‘Regular Pay’ 

instructions. In addition, banking mobile apps can also allow their customers to re-load their 

prepaid mobile phones. The bills payment and mobile re-load payments of the banks are presented 

in Table 4. 

 

Table 4: Comparison of Bill Payments and Mobile Re-load payments of Banks’ 

Mobile Apps 
Bill Payments and Mobile Re-load payments BDO BPI Metrobank 

Display of List of Billers X X X 

Payment from credit card X NA NA 

Payment Scheduler X NA NA 

Payment History option X NA NA 

Facility of Prepaid Reload X X X 

 

All of the banks can enable their customers to pay merchants via mobile bills payment 

feature and also reload their prepaid card mobile phones using the mobile app. However, among 

the three banks, only BDO facilitates bill payments via credit card accounts. In addition, it allows 

customers to schedule their bills payment especially to those expenses that are fixed in amount and 

occur regularly such as insurance payments and other utility expenses. Lastly, BDO mobile app 

also displays the historical payments by their customers for easy tracking of payments made. 

 

4. General Information and Other Options 

Lastly, the study also examines the general information and other options that the mobile apps 

of the banks provide to its customers. This general information includes change password, 

application settings, promos, ATM/Branch locator, Contact Us, FX rates, Credit Card/Loans 

Inquiry. Based on the comparison of the banks’ mobile apps general information and other options 

presented in Table 5, the three companies offer almost the same information in their mobile 

banking application. 
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Table 5 

Comparison of the Mobile Apps’ General Information and Other Options 
General Information and Other Options BDO BPI Metrobank 

ATM/Branch Locator X X NA 

FX rates X X NA 

Credit Card / Loans X X NA 

Contact Us X X X 

Mobile App Terms and Condition X X X 

Bank’s Promos X X NA 

Bank’s Social Media NA X NA 

Stop Payment Order X X NA 

Enrol Additional Account NA X NA 

Checkbook Reorder X X NA 

Properties for Sale X NA NA 

 

Conclusion and Recommendation 

This paper aims to investigate and compare the mobile banking applications of the top three 

publicly-listed banking companies in the Philippines. The study is based on the methodology by 

Singh (2012), although this paper looked at the mobile application as opposed to the online-web 

page banking services of the banks. The comparison is based on key features of the mobile apps, 

namely: Pre-log in features, Account Information, Fund Transfer, Bill Payment & mobile reload 

payments and General information and other options. The researcher used content analysis 

technique in examining each of the bank’s mobile applications. 

Based on the examination made, it can be inferred that the three banks attempt to make 

their mobile version of their banking products and services to be efficient, user-friendly, 

informative and secure. However, BDO offer more banking and non-banking functionalities as 

compared to the other two banks. These services include: properties for sale service, bills payment 

using credit card, bills payment and fund transfer scheduler and history options, One Time 

Password option and Account Lock option. Lastly, Metrobank’s mobile banking application seem 

to be lagging compared to the other two banking companies, despite being 2nd ranked banking 

institution in the Philippines based on recent total assets. 

According to Fenu (2015), banks can exploit the added capabilities of mobile devices by 

increasing the company’s funds in improving the mobile apps features, security and functions as 

compared to the their web platform. This is true since more and more customers are using their 

mobile phones in their day-to-day activities as compared to desktop/laptop computers. The other 

banking institutions in the Philippines that has yet to have the mobile banking application can also 

consider this technology in order to serve their customers more efficiently, provide more 

convenience and also give the banks lower cost of operations. They can use this study in creating 

a cost-benefit analysis in the current platforms that they offer to their respective customers and 

also understand their competitive advantage vis-à-vis their competitors. Currently, the other top 

10 banking companies in the Philippines that provide mobile banking applications include 

Landbank of the Philippines, Security Bank, Chinabank RCBC and Union Bank of the Philippines. 

For future studies, researcher can look for other banking and non-banking services that has 

yet to be part of the current banking products and services offered by these universal/commercial 

banks. In addition, future studies can also look at other industries, aside from banking sector, and 

examine how mobile apps can improve their normal business operations, products, services and 

customer satisfaction. 
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