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Tom tit:
ghién cibu nham kiém tra trai nghiém khdch hang khi tiép cdn cde dich vu
Nngdn hang kjf thudt s6 va xem xét tac dong ciia nhitng trdi nghiém dé dén
hiéu qua tai chinh cua cac ngan hang thwong mai trén dia ban tinh Bac Liéu.
Théong qua phwong phéap chon mau thudn tién phoi hop dinh mirc, bai nghién ciru dya
trén bang héi danh cho khach hang da va dang trai nghiém cac dich vu $6 héa ma ngdn
hang cung cap Voi phirong phap PLS-SEM cho ket qua nghién cu’u rang cdc thugc tinh
anh huong dén trai nghiém ngdan hang kj thudt so gom c6: niém tin thwong hleu tién
loi dich vu, chat lwong dich vu, gida tri cam nhdn, déi méi ngdn hang ky thudt $6 va rii
ro dwoc nhan thirc co tac dong dén trdi nghiém khach hang va hiéu qua tai chinh cua
cdc ngan hang. Bén canh do, ton tai moi quan hé gian tiép giita trdi nghiém khdch hang
va hiéu qua tai chinh ngan hang thong qua sy hai long va long trung thanh cua khach
hang.
Tir khéa: Hidu qua tai chinh ngén hang, ngan hang kj thugt so, trdi nghi¢m khdch
hang.

Abstract:

The study aims to examine the customer s experience when accessing digital banking
services and examine the impact of those experiences on the financial performance of
commercial banks in Bac Lieu province. Through the non-probability sampling method
and the norm, the author investigates based on a questionnaire for customers who have
been experiencing the digital services provided by the bank. With the PLS-SEM method,
the research results show that the attributes affecting the digital banking experience
include: brand trust, service convenience, service quality, perceived value, digital banking
innovation, and perceived risk have an impact on the customer experience and financial
performance of banks. Besides, there exists an indirect relationship between customer
experience and financial performance through customer satisfaction and loyalty.
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(Két qua nghién ciru dwoc tai tro boi truong dai hoc Bac Liéu thong qua hop
dong so 25/HD-KHCN)
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