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6. Conclusions

In online and mobile banking, services are offered in ways that differ according to the access points. Differences

range from optimizations of the user interface to extra services offered exclusively through a mobile app. This paper

describes a method to assess and compare the maturity and completeness of the offer through each channel, and

applies the method in a case study involving a number of Italian banks. Results of analysis show that mobile apps

have surpassed the corresponding mobile-optimized web applications as far as maturity of the platform is concerned.

The possibility to exploit capabilities of mobile devices motivates the greater amount of investments in mobile

apps, compared to the mobile web platform. A further motive is the possibility to gain access to data available from

mobile devices and benefit from the analysis of data, for purposes such as improving mobile marketing and employing

recommender systems. Therefore, it is likely for the gap between mobile web and apps to expand even further.
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