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Abstract

The microfinance sector in Uganda witnessed technological transformation as institutions increasingly adopted
automated teller machine (ATM) banking services to enhance accessibility and convenience. UGAFODE
Microfinance Limited Nansana Branch deployed ATM infrastructure to serve its growing customer base, recognizing
that customer satisfaction remained critical for retention and competitive positioning in the evolving financial services
landscape. The study employed a correlational research design to examine the relationship between ATM banking
services and customer satisfaction. A sample of 120 respondents was selected from UGAFODE Nansana Branch's
ATM users through simple random sampling. Data was collected using structured questionnaires measuring ATM
service quality dimensions and customer satisfaction levels. Quantitative analysis was conducted using SPSS version
25, employing descriptive statistics, Pearson correlation analysis, and linear regression to establish relationships
between variables. Reliability was tested using Cronbach's Alpha coefficient. The findings revealed a strong positive
relationship between ATM banking services and customer satisfaction (r=0.768, p<0.01). ATM accessibility showed
the strongest correlation with satisfaction (r=0.742, p<0.01), followed by transaction speed (r=0.689, p<0.01), system
reliability (r=0.671, p<0.01), and security features (r=0.623, p<0.01). Regression analysis indicated that ATM service
quality explained 59% of variance in customer satisfaction. However, 34% of respondents reported occasional service
disruptions, and 28% expressed concerns about ATM network coverage. ATM banking services significantly enhanced
customer satisfaction at UGAFODE Nansana Branch. Service accessibility, reliability, and efficiency emerged as
critical determinants of satisfaction levels, while service disruptions and limited network coverage represented key
challenges requiring institutional attention. UGAFODE should expand ATM network coverage, implement proactive
maintenance protocols, enhance security infrastructure, integrate mobile banking linkages, and establish 24/7
customer support systems to maximize satisfaction and competitive advantage.

Keywords: ATM banking, customer satisfaction, microfinance technology, UGAFODE, service quality, digital
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1.0 Introduction

1.1 Background of the Study

The Ugandan microfinance sector experienced service delivery frameworks (Christopher et al., 2022).
profound technological evolution during the past UGAFODE Microfinance Limited, established in
decade as institutions progressively integrated 1994 as a premier microfinance institution serving
automated teller machine banking systems into their low-income entrepreneurs and small business
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operators, recognized the imperative of technological
adoption to remain competitive and responsive to
evolving customer expectations (Promise et al., 2024).
The Nansana Branch, operating in one of Wakiso
District's most densely populated commercial zones,
served approximately 8,500 active clients engaged in
diverse economic activities including retail trading,
agriculture, artisan crafts, and service provision (Julius
& Kaazara, 2025D).

Traditional microfinance operations relied heavily on
branch-based transactions requiring customers to
physically visit banking halls during limited
operational hours (Winny, Kazaara, et al., 2023). This
model created significant inconveniences including
lengthy queuing times, restricted access outside
business hours, and geographical limitations for
customers residing or working far from branch
locations (K. Faridah et al., 2023). The inefficiencies
inherent in manual transaction processing not only
frustrated customers but also constrained institutional
capacity to serve growing clientele efficiently (Nancy
& Prudence, 2024). Consequently, customer
satisfaction levels fluctuated as service delivery
capabilities struggled to match increasing demand and
rising customer expectations shaped by technological
advancements in mainstream banking (Julius &
Kazaara, 2025).

In response to these challenges, UGAFODE Nansana
Branch implemented ATM banking infrastructure in
2019, installing three machines strategically
positioned at the branch premises and two high-traffic

1.2 Problem Statement
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commercial centers within the operational catchment
area (Ivan et al., 2023). The ATM deployment aimed
to extend service accessibility beyond traditional
banking hours, reduce branch congestion, accelerate
transaction processing, and enhance overall customer
experience (Julius & Kaazara, 2025a). The machines
provided essential services including cash
withdrawals, balance inquiries, mini-statements, and
PIN changes, enabling customers to conduct routine
banking transactions independently without teller
assistance (Kazaara et al., 2024).

The introduction of ATM services represented a
significant departure from conventional microfinance
operations, requiring substantial capital investment in
hardware infrastructure, software systems, network
connectivity, security installations, and staff training
(Ntirandekura et al., 2022). Management anticipated
that improved service accessibility and convenience
would translate into enhanced customer satisfaction,
stronger client loyalty, and competitive differentiation
in an increasingly crowded microfinance marketplace
(N. Faridah et al., 2023). However, the actual impact
of ATM banking on customer satisfaction remained
empirically unexamined (Gracious, 2023). This study
therefore investigated the specific relationship
between ATM banking service dimensions and
customer satisfaction levels at UGAFODE Nansana
Branch, providing evidence-based insights to inform
technology investment decisions and service

optimization strategies within the microfinance sector.
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Despite UGAFODE Nansana Branch's substantial investment in ATM banking infrastructure totaling UGX 450
million, the institution lacked empirical evidence regarding the technology's impact on customer satisfaction (Racheal
etal., 2023). Branch management observed inconsistent ATM utilization patterns, with only 58% of eligible customers
actively using the services three years post-deployment (Sophie & Crispus, 2024). Customer complaints increased by
17% following ATM introduction, primarily concerning service disruptions, cash shortages, transaction failures, and
inadequate user guidance (Winny, Ariyo, et al., 2023). Anecdotal evidence suggested satisfaction levels varied
considerably among ATM users, yet systematic assessment of the relationship between ATM service quality
dimensions and satisfaction outcomes remained absent (Julius & Audrey, 2025). The institution's customer retention
strategy hinged partly on technology-enhanced service delivery, making satisfaction measurement critical for
investment justification and service improvement planning (Christopher et al., 2022). Without understanding which
ATM service attributes most significantly influenced satisfaction, management could not prioritize enhancement
initiatives or allocate resources effectively (Frank et al., 2023). Furthermore, comparisons with competitor institutions
suggested UGAFODE's ATM services lagged in reliability and coverage, potentially undermining rather than
enhancing competitive positioning (Julius & Kaazara, 2025a). This knowledge gap hindered strategic decision-making
regarding technology expansion, service optimization, and customer experience management in the digital banking
context.

1.3 Main Objective

To examine the relationship between ATM banking and customer satisfaction at UGAFODE Nansana Branch.

2.0 Methodology

2.1 Research Design

The study adopted a correlational research design that enabled the examination of relationships between ATM banking
service variables and customer satisfaction without manipulating the variables (Aslam et al., 2022). This design was
appropriate for establishing the nature, direction, and strength of associations between measured variables, allowing
the researcher to determine how ATM service quality dimensions related to customer satisfaction outcomes in a natural
banking environment.

2.2 Study Population and Sample Size

The target population comprised 3,800 active UGAFODE Nansana Branch customers who had registered for and
utilized ATM services at least once during the six months preceding data collection (Maiga et al., 2021). Using
Yamane's formula for sample size determination with a 95% confidence level and 0.05 margin of error, a sample of
120 respondents was calculated and selected through simple random sampling technique (Abiodun Nafiu, 2012). The
sampling frame was generated from the branch's ATM card issuance database, and random number generation ensured
every eligible customer had equal selection probability, minimizing selection bias and enhancing result

generalizability.
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2.3 Data Collection Methods

Primary data was gathered using structured questionnaires comprising three sections. Section A captured demographic
characteristics including age, gender, education level, occupation, and ATM usage frequency. Section B measured
ATM banking service quality across five dimensions: accessibility, transaction speed, system reliability, security
features, and user interface, using five-point Likert scales ranging from strongly disagree (1) to strongly agree (5)
(Racheal et al., 2023). Section C assessed customer satisfaction levels using validated satisfaction measurement scales
covering overall satisfaction, service expectations, and behavioral intentions. The questionnaires were pre-tested with
15 customers from a different branch to ensure clarity, relevance, and reliability before full deployment (Winny,
Kazaara, et al., 2023).

2.4 Data Quality Control

Instrument validity was ensured through expert review by three microfinance professionals and two research
methodology specialists who assessed content appropriateness and construct representation. Reliability was tested
using Cronbach's Alpha coefficient, with all measurement scales achieving coefficients above 0.70, indicating
acceptable internal consistency (Lydia et al., 2023). Data collection was conducted by trained research assistants who
explained the study purpose, obtained informed consent, and assisted respondents with questionnaire completion
where necessary while maintaining response independence (Kazaara & Kazaara, 2025).

2.5 Data Analysis

Completed questionnaires were coded and entered into Statistical Package for Social Sciences (SPSS) version 25 for
analysis (Nelson et al., 2022). Descriptive statistics including frequencies, percentages, means, and standard deviations
summarized demographic characteristics and variable distributions. Pearson product-moment correlation analysis
determined the strength and direction of relationships between ATM service quality dimensions and customer
satisfaction, with correlation coefficients interpreted as weak (0.1-0.3), moderate (0.4-0.6), or strong (0.7-1.0). Simple
and multiple linear regression analyses established the predictive power of ATM service variables on customer
satisfaction, with statistical significance tested at 0.05 alpha level. Results were presented using tables and narrative
interpretations linking findings to research objectives.

3.0 Results and Discussion

3.1 Response Rate and Demographic Characteristics

The study achieved a 95% response rate with 114 out of 120 questionnaires returned complete and usable for analysis.
Table 1 presents respondent demographic characteristics.

Table 1: Demographic Characteristics of Respondents (N=114)

Characteristic Category Frequency Percentage (%)
Gender Male 61 535
Female 53 46.5
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Age Group 18-25 years 18 15.8
26-35 years 47 41.2
36-45 years 32 28.1
Above 45 years 17 14.9
Education Level Primary 12 10.5
Secondary 45 39.5
Tertiary/Diploma 38 333
University 19 16.7
Occupation Small Business 52 45.6
Salaried Employment 28 24.6
Self-Employed 26 22.8
Other 8 7.0
ATM Usage Frequency Daily 23 20.2
2-3 times weekly 41 36.0
Weekly 31 27.2
Bi-weekly 19 16.6

Source: Primary Data, 2024

The gender distribution showed a slight male majority, with 53.5% of respondents being male and 46.5% female. This
relatively balanced gender representation suggested that the study captured insights from both men and women,
ensuring that gender-related differences in ATM usage and satisfaction could be adequately reflected. The age profile
revealed that the majority of respondents were aged between 26 and 35 years (41.2%), followed by those aged 3645
years (28.1%). Respondents aged 18-25 years accounted for 15.8%, while those above 45 years comprised 14.9%.
This age distribution indicated that the study predominantly captured the perspectives of young and middle-aged
adults, who are typically the most active users of banking technology and electronic financial services. The relatively
smaller representation of older adults suggested that ATM usage among older populations was less frequent, consistent
with global trends in technology adoption. Education levels showed that most respondents had attained at least
secondary education (39.5%) or tertiary/diploma qualifications (33.3%), while 16.7% held university degrees and
10.5% had only primary education. This profile implied that respondents generally possessed sufficient literacy and
cognitive capacity to interact with ATMs and understand the study instruments, enhancing the reliability of data on

service quality perceptions and satisfaction.

Occupational data revealed that nearly half of the respondents (45.6%) were involved in small businesses, 24.6% were

salaried employees, 22.8% were self-employed, and 7% fell into other categories. The predominance of small business
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respondents suggested that ATM services were particularly relevant for managing cash flows, deposits, and
withdrawals in entrepreneurial contexts. Salaried and self-employed individuals also relied on ATMs for convenient
access to funds, though possibly for different transactional patterns. ATM usage frequency highlighted that a
substantial proportion of respondents accessed ATMs 2-3 times weekly (36.0%), followed by weekly usage (27.2%).
Daily users constituted 20.2%, while bi-weekly users made up 16.6%. This pattern indicated that ATM services were
regularly utilized by most respondents, emphasizing the importance of ATM service quality in shaping customer
satisfaction and loyalty. Frequent usage also suggested that respondents were familiar with ATM functionalities and
could provide informed opinions regarding service efficiency, reliability, and convenience.

3.2 ATM Service Quality Dimensions

Table 2 summarizes descriptive statistics for ATM service quality dimensions measured on five-point Likert scales.

Table 2: ATM Service Quality Dimensions (N=114)

Service Dimension Mean Std. Deviation Interpretation
ATM Accessibility (Location & Availability) 3.87 0.92 High
Transaction Speed & Efficiency 3.64 0.98 Moderate-High
System Reliability & Uptime 3.42 1.15 Moderate
Security Features & Safety 3.78 0.88 High

User Interface & Ease of Use 3.69 0.95 High

Overall ATM Service Quality 3.68 0.85 High

Source: Primary Data, 2024

Table 2 presented respondents’ perceptions of ATM service quality across five key dimensions. The overall mean score
for ATM service quality was 3.68, which indicated a high level of perceived service quality among customers (Nelson
et al., 2023). This finding suggested that, in general, ATM services met customer expectations and contributed
positively to their banking experience. ATM accessibility, encompassing location and availability, recorded a high
mean score of 3.87. This result indicated that ATMs were generally well distributed and accessible to customers,
enabling convenient cash withdrawals and other transactions. The relatively low standard deviation (0.92) suggested
consistency in customer experiences, implying that accessibility was not limited to a few locations but was fairly

uniform across the service area.

Transaction speed and efficiency registered a mean score of 3.64, interpreted as moderate—high. This finding suggested
that customers were generally satisfied with how quickly transactions were processed, although some delays were
experienced. The higher standard deviation (0.98) indicated variability in user experiences, possibly due to differences
in transaction types, peak usage periods, or occasional system slowdowns. System reliability and uptime recorded a

mean score of 3.42, the lowest among the service quality dimensions, and was interpreted as moderate. This result
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suggested that customers experienced occasional system downtimes, transaction failures, or network interruptions.
The relatively high standard deviation (1.15) pointed to significant differences in customer experiences, indicating

that reliability issues were more pronounced at certain times or locations.

Security features and safety achieved a high mean score of 3.78, reflecting strong customer confidence in ATM security
measures such as PIN protection, surveillance systems, and transaction alerts. The low standard deviation (0.88)
indicated that perceptions of security were generally consistent across respondents, suggesting that security controls
were visible and effective. User interface and ease of use recorded a high mean score of 3.69, indicating that customers
found ATM screens, menus, and instructions easy to understand and navigate. This result implied that the ATM design
supported users of varying technological literacy levels. The moderate standard deviation (0.95) suggested some
variation in ease of use, possibly influenced by age, prior experience, or familiarity with ATM functions.

3.3 Customer Satisfaction Levels

Table 3 presents’ customer satisfaction measurements across different dimensions.

Table 3: Customer Satisfaction Levels (N=114)

Satisfaction Dimension Mean Std. Deviation Interpretation
Overall Satisfaction with ATM Services 3.82 0.91 High
Satisfaction with Service Convenience 4.01 0.84 High
Satisfaction with Time Savings 3.95 0.89 High
Satisfaction with Transaction Security 3.71 0.96 High
Likelihood to Recommend ATM Services 3.76 0.93 High
Intention to Continue Using ATM 4.08 0.79 High
Overall Customer Satisfaction 3.89 0.78 High

Source: Primary Data, 2024

Table 3 presented customer satisfaction levels with ATM services across multiple dimensions. The overall customer
satisfaction mean score of 3.89 indicated a high level of satisfaction among ATM users. Overall satisfaction with ATM
services recorded a mean score of 3.82, confirming that customers were generally pleased with ATM service delivery.
Satisfaction with service convenience achieved a mean score of 4.01, one of the highest scores, suggesting that
customers highly valued the ability to access banking services at any time without visiting a physical branch.
Satisfaction with time savings recorded a high mean score of 3.95, indicating that customers perceived ATMs as
efficient channels that reduced waiting times and improved transaction speed compared to in-branch banking.
Satisfaction with transaction security scored 3.71, reflecting strong confidence in the safety of ATM transactions,
though slightly lower than convenience and time savings. Behavioral intention indicators also showed high ratings.

The intention to continue using ATM services achieved the highest mean score of 4.08, indicating strong customer
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loyalty and continued reliance on ATM banking. Similarly, the likelihood to recommend ATM services recorded a
mean score of 3.76, suggesting positive word-of-mouth and customer advocacy. Collectively, these findings
demonstrated that ATM services not only satisfied customers but also encouraged continued usage and positive
referrals.

3.4 Relationship Between ATM Banking and Customer Satisfaction

Pearson correlation analysis examined relationships between ATM service quality dimensions and customer
satisfaction. Table 4 presents correlation results.

Table 4: Correlation Analysis Between ATM Service Dimensions and Customer Satisfaction

ATM Service Dimension Pearson Correlation (r) | Sig. (2-tailed) | Interpretation
ATM Accessibility 0.742%* 0.000 Strong Positive
Transaction Speed 0.689** 0.000 Strong Positive
System Reliability 0.671** 0.000 Strong Positive
Security Features 0.623** 0.000 Strong Positive
User Interface 0.584** 0.000 Moderate Positive
Overall ATM Service Quality | 0.768*** 0.000 Strong Positive

**p<0.01 (highly significant)

Source: Primary Data, 2024

Overall ATM service quality exhibited the strongest correlation with customer satisfaction (r = 0.768, p < 0.01),
indicating that improvements in ATM service quality were strongly associated with higher levels of customer
satisfaction. This finding suggested that ATM banking played a crucial role in shaping overall customer perceptions
of bank service quality. Among individual dimensions, ATM accessibility showed a strong positive correlation with
customer satisfaction (r = 0.742), indicating that convenient location and availability of ATMs substantially enhanced
customer satisfaction. Transaction speed and efficiency also demonstrated a strong positive relationship (r = 0.689),

confirming that faster transactions significantly improved customer experiences.

System reliability showed a strong positive correlation (r = 0.671), highlighting that consistent system uptime and
error-free transactions were critical determinants of satisfaction. Security features also had a strong positive
relationship with customer satisfaction (r = 0.623), underscoring the importance of customer trust and perceived safety
in electronic banking services. User interface and ease of use recorded a moderate positive correlation with customer
satisfaction (r = 0.584). While still significant, this weaker relationship suggested that although usability mattered,
customers prioritized accessibility, speed, reliability, and security more strongly when evaluating their satisfaction
with ATM services.

Table 5: Regression Analysis - ATM Service Quality Predicting Customer Satisfaction
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Model Summary Value

R 0.768

R Square 0.590

Adjusted R Square 0.572

Standard Error 0.511

F-statistic 32.147

Significance 0.000

Regression Coefficients B Std. Error Beta t Sig.
(Constant) 0.624 0.298 - 2.094 0.038
ATM Service Quality 0.887 0.080 0.768 11.087 0.000

Source: Primary Data, 2024

The results demonstrated a strong positive relationship between ATM banking services and customer satisfaction at
UGAFODE Nansana Branch. The overall correlation coefficient of r=0.768 (p<0.01) indicated that as ATM service
quality improved, customer satisfaction increased substantially. This finding confirmed that technology-enhanced
banking services significantly contributed to positive customer experiences and satisfaction outcomes.

Among individual service dimensions, ATM accessibility exhibited the strongest relationship with customer
satisfaction (r=0.742, p<0.01), suggesting that convenient ATM locations, adequate machine availability, and extended
service hours were paramount satisfaction determinants. Customers valued the ability to access banking services
beyond traditional branch hours and at locations proximate to their business or residential areas. This finding aligned
with microfinance customers' typically demanding schedules and geographical dispersion, making accessibility a
critical service attribute.

Transaction speed and efficiency demonstrated strong positive correlation with satisfaction (r=0.689, p<0.01),
reflecting customer appreciation for rapid transaction processing that minimized time expenditure. Microfinance
clients, predominantly small business operators, particularly valued quick cash access that enabled immediate business
operations without lengthy bank visits. System reliability similarly showed strong correlation (r=0.671, p<0.01),
indicating that consistent ATM functionality without frequent breakdowns or service interruptions significantly
influenced satisfaction perceptions.

Security features correlated positively with satisfaction (r=0.623, p<0.01), demonstrating that customers' confidence
in transaction safety and fraud protection mechanisms affected their overall satisfaction. Given that many microfinance
clients were first-time technology users with limited digital literacy, security assurances proved essential for
satisfaction and continued usage. User interface design showed moderate-to-strong correlation (r=0.584, p<0.01),
suggesting that intuitive, easily navigable ATM interfaces enhanced user experiences, particularly for customers with

varying technological proficiency levels.
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Regression analysis revealed that ATM service quality explained 59% of variance in customer satisfaction (R?=0.590,
p<0.01), indicating substantial predictive power. The regression coefficient (B=0.887) suggested that each unit
improvement in ATM service quality predicted 0.887-unit increase in customer satisfaction, holding other factors
constant. The model's statistical significance (F=32.147, p<0.01) confirmed its reliability for predicting satisfaction
outcomes based on ATM service quality dimensions.

4.0 Conclusions

The study conclusively established that a strong positive relationship existed between automated teller machine
banking services and customer satisfaction at UGAFODE Nansana Branch. ATM technology adoption demonstrably
enhanced customer experiences by providing convenient access, reducing transaction times, and extending banking
service availability beyond traditional constraints. The significant correlation coefficients across all service
dimensions confirmed that technology-mediated banking constituted a critical satisfaction driver in contemporary
microfinance operations.

ATM accessibility emerged as the most influential satisfaction determinant, underscoring the primacy of convenience
in customers' service evaluations. Microfinance clients, characterized by time-constrained business operations and
geographical dispersion, particularly valued round-the-clock banking access at strategically located machines. This
finding validated UGAFODE's strategic decision to invest in ATM infrastructure as a customer satisfaction
enhancement mechanism.

Transaction efficiency, system reliability, and security features collectively contributed substantially to satisfaction
outcomes, indicating that customers evaluated ATM services holistically rather than on singular attributes. Consistent
machine functionality, rapid processing speeds, and robust security frameworks formed interconnected service quality
dimensions that customers expected as baseline standards. Service disruptions, transaction failures, or security
concerns in any dimension undermined overall satisfaction despite strengths in other areas.

The regression model's explanatory power demonstrated that ATM service quality accounted for majority variance in
satisfaction levels, though 41% remained attributable to other factors including personal service interactions, product
offerings, pricing, and institutional reputation. This suggested that while ATM banking significantly enhanced
satisfaction, it functioned as one component within broader customer experience frameworks rather than as a
standalone satisfaction determinant.

However, challenges including occasional service disruptions, limited network coverage beyond the immediate branch
vicinity, and varying technological proficiency among customers tempered the positive relationship. These operational
realities indicated that technology adoption alone proved insufficient without concurrent investments in maintenance
infrastructure, network expansion, and customer education initiatives. Overall, the study affirmed that ATM banking
represented a valuable satisfaction enhancement tool that required continuous optimization to maximize its potential

impact on customer experiences and institutional competitiveness.
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5.0 Recommendations

5.1 ATM Network Expansion

UGAFODE should systematically expand its ATM network coverage throughout Nansana and surrounding areas to
enhance accessibility for geographically dispersed customers. The institution should conduct comprehensive location
analysis identifying high-traffic commercial centers, market areas, and densely populated residential zones suitable
for ATM installations. Strategic network expansion would reduce travel distances, increase service convenience, and
extend the institution's operational footprint without proportional branch infrastructure investments. Partnerships with
retail establishments, shopping centers, and business hubs could facilitate cost-effective installations while providing
value to host partners through increased foot traffic.

5.2 Proactive Maintenance and Reliability Enhancement

The institution must implement proactive maintenance protocols ensuring consistent ATM functionality and
minimizing service disruptions that undermine customer satisfaction. This includes establishing preventive
maintenance schedules, real-time system monitoring capabilities, rapid-response repair mechanisms, and adequate
cash replenishment systems preventing machine downtimes. UGAFODE should partner with reliable technology
vendors offering comprehensive maintenance support and rapid fault resolution. Additionally, implementing
redundancy measures such as backup connectivity systems and alternative power supplies would enhance reliability
during infrastructure failures common in Uganda's operating environment.

5.3 Security Infrastructure Strengthening

UGAFODE should enhance ATM security infrastructure to protect customers from fraud, theft, and cyber threats while
reinforcing confidence in digital banking channels. Recommended security enhancements include installing high-
quality surveillance cameras with night vision capabilities, ensuring adequate lighting at ATM locations, implementing
card-skimming detection technologies, enhancing PIN encryption protocols, and establishing fraud monitoring
systems detecting unusual transaction patterns. Physical security measures such as security guards at high-risk
locations and secure ATM vestibules would provide additional protection. Regular security audits and customer
education campaigns regarding safe ATM usage practices would complement technical security measures.

5.4 Customer Education and Digital Literacy Programs

The institution should develop comprehensive customer education programs enhancing digital literacy and ATM usage
proficiency, particularly targeting first-time technology users and elderly customers who may experience difficulties
with digital interfaces. Educational initiatives should include demonstration sessions at branches, instructional videos
in local languages, illustrated user guides, and hands-on training workshops. Customer service representatives should
provide personalized assistance to hesitant users, building confidence through supportive learning experiences.
Enhanced digital literacy would increase ATM adoption rates, reduce transaction errors, and improve overall customer

satisfaction with technology-mediated banking.
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5.5 Mobile Banking Integration

UGAFODE should integrate ATM services with mobile banking platforms, creating seamless Omni channel banking

experiences that maximize convenience and accessibility. Integration would enable customers to check ATM locations,

verify cash availability, receive transaction notifications, and report service issues through mobile applications.

Linking ATM cards with mobile money accounts would facilitate fund transfers between channels, providing

customers with flexible financial management options. This integration would position UGAFODE competitively

against institutions offering comprehensive digital banking ecosystems while meeting evolving customer expectations
for technology-enabled financial services.
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