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A Study on Strategy and Customer Satisfaction of
Domestic Financial Institutions Launching into Vietnam

— Focused on Mobile Banking —

Kim, Suk Gyoo

Department of Business Administration, The Graduate School,

Pukyong National University

<Abstract>

Since the COVID-19 pandemic, each country has implemented a series
of fiscal input expansion and monetary easing policies, and the
difficulties of financial institutions have been prolonged and fixed. In
addition, as high-tech technology called the "4th Industrial Revolution”
is introduced in the financial industry, digital finance expansion and
digital financial transformation are taking place. Moreover, as fintech
companies which combine technology and finance and big tech
companies which use digital technology and data quickly enter the
financial industry, traditional financial institutions are seeking ways to
survive and develop. One of the alternatives is to expand overseas
expansion of domestic financial institutions. The need for overseas
expansion 1s Increasing as an essential strategy for continuous growth
considering the domestic financial environment that will become more
difficult in the future.

According to the Financial Supervisory Service, domestic banks had
204 overseas stores in 39 countries at the end of 2021, up seven from
179 in 39 countries at the end of 2020. The location of new branches
was mainly in Asia. Among them, the store assets of Vietnam, where

19 stores are located, increased 16.0% year-on-year to $13.59 billion in

_iX_



2021, and net profit increased 15.2% year—on-year.

This study aims to analyze the strategic aspects through the cases of
Shinhan Bank and Woori Bank, focusing on the Vietnamese region,
which 1s undergoing a relatively successful overseas expansion
evaluation. As a result of conducting a 30-day survey online through a
mobile questionnaire, 118 customer survey responses and 195 employee
survey responses were used for analysis. Demographic characteristics
analysis, reliability analysis, and t-test were conducted on the
questionnaire from the customer perspective and the employee
perspective, respectively. In addition, the maintenance area, concentration
area, excess area, and low-priority area of importance and satisfaction
were 1identified through IPA analysis. The difference between the
service provider and the customer was confirmed.

As a result of comparative analysis from the perspective of users and
providers of mobile banking apps, customers (users) showed high
importance and satisfaction in terms of human self-efficacy and
usefulness, and executives and employees (providers) showed high
security and ease of technology. The current study revealed that there
is a difference in the importance and satisfaction of mobile banking app
users and providers. Providers think that the technical aspect 1is
important factor on customers’ satisfaction. However, customers tend to
value the experience of saving time and minimizing inconvenience while

using mobile banking apps rather than technical convenience itself.

Keywords: Digital finance, customer satisfaction level,

mobile banking, IPA analysis
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