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Abstract

The rapid development of Financial Technology (FinTech) has significantly reshaped the global banking industry, offering new
opportunities to enhance service quality, operational efficiency, and customer satisfaction. In Vietnam, where digital
transformation has accelerated in recent years, commercial banks have increasingly integrated FinTech solutions such as mobile
banking applications, e-wallets, digital payments, biometric authentication, and Al-powered customer support. This study employs
a qualitative descriptive approach to examine how FinTech applications contribute to improving the customer experience in
Vietnamese banks. By synthesizing secondary data from industry reports, regulatory documents, and previous empirical studies,
the research highlights several key improvements brought about by FinTech, including faster transaction processing, greater
convenience, enhanced personalization, and strengthened security. The findings indicate that FinTech has enabled Vietnamese
banks to provide more seamless, user-friendly, and customer-centric digital services, which play a crucial role in increasing
customer engagement and loyalty. However, the study also identifies several challenges, including cybersecurity risks, uneven
digital literacy among customer groups, and limitations in technological infrastructure across smaller banks. The analysis suggests
that while FinTech adoption has made substantial contributions to enhancing customer experience, further investments in
innovation, regulatory support, and digital ecosystem development are essential to fully leverage its potential. The study provides
meaningful insights for banks, policymakers, and financial technology developers aiming to advance digital banking services in
Vietnam.

Keywords: FinTech; customer experience; Vietnamese banks; digital banking; mobile banking; e-wallets; digital transformation;
qualitative analysis.
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1. Introduction

The rapid advancement of Financial Technology (FinTech) has
fundamentally transformed the global banking landscape,
reshaping how financial services are delivered and experienced by
customers. FinTech encompasses a wide range of digital
innovations including mobile banking, artificial intelligence (Al),
blockchain, big data analytics, and e-wallet platforms that aim to
enhance convenience, accessibility, and efficiency in financial
transactions (Arner, Barberis, & Buckley, 2017). As customer
expectations shift toward faster, more personalized, and seamless
digital services, banks worldwide have increasingly adopted
FinTech solutions to remain competitive and strengthen customer
relationships. The integration of FinTech has become not only a
technological evolution but also a strategic imperative for financial
institutions seeking to improve service quality and overall
customer experience.

In Vietnam, the adoption of FinTech in the banking sector has
accelerated significantly over the past decade, driven by rapid
digitalization, supportive government policies, and the rising
demand for convenient digital financial services. The State Bank of
Vietnam (SBV) has implemented various initiatives to promote
cashless payments, modernize the financial infrastructure, and
create a conducive regulatory environment for digital banking
innovation (SBV, 2022). As a result, mobile banking applications,
QR-code payments, e-wallets, and biometric authentication
technologies have become increasingly prevalent. According to the
Vietnam Banking Association, digital transactions grew by more
than 90% annually between 2020 and 2022, demonstrating the
strong shift toward digital financial services among Vietnamese
consumers (VNBA, 2023). This rapid digital transformation has
made FinTech a critical driver of customer experience
enhancement within the Vietnamese banking system.

FinTech applications have contributed to multiple dimensions of
customer experience, such as faster transaction processing,
improved security, real-time customer support, and higher levels of
personalization through data-driven insights. Technologies such as
Al-based chatbots, automated onboarding, and biometric login
systems have enhanced convenience and reduced service friction,
enabling banks to deliver more consistent and user-friendly digital
experiences (Lemon & Verhoef, 2016). For consumers, particularly
younger demographics and urban populations, FinTech has become
an essential component of daily financial activities. However, the
impact of FinTech adoption is not uniform across all customer
segments. Challenges remain regarding cybersecurity risks, digital
inequality, and gaps in technological readiness, particularly among
smaller banks and rural populations (World Bank, 2023). These
issues underscore the need to examine both the opportunities and
constraints of FinTech in enhancing customer experience in
Vietnam’s banking sector.

Although international studies have extensively explored the role
of FinTech in improving service quality and customer satisfaction,
research in the Vietnamese context is still limited and fragmented.
Existing studies primarily focus on quantitative assessments of
customer satisfaction or adoption intention, with less emphasis on
qualitative, contextualized analysis of how FinTech applications
concretely shape customer experience in practice. Moreover, many
academic discussions overlook the operational challenges faced by
Vietnamese banks in integrating FinTech solutions, including
regulatory barriers, cybersecurity concerns, and technological
capacity constraints. Therefore, there is a need for a more

comprehensive, qualitative understanding of the role of FinTech in
enhancing customer experience within the Vietnamese banking
sector.

This study aims to fill this gap by conducting a qualitative
descriptive analysis of FinTech applications and their impact on
customer experience at Vietnamese banks. By synthesizing
secondary data from academic studies, industry reports, and
regulatory documents, the research provides a contextualized
understanding of how FinTech contributes to digital service
improvement, customer satisfaction, and competitive advantage.
The study also identifies key barriers to effective FinTech
implementation and discusses potential directions for strengthening
digital banking services in Vietnam. The findings contribute to
both academic literature and practical policymaking, offering
valuable insights for banks seeking to leverage FinTech to elevate
customer experiences in an increasingly digital financial
environment.

2. Literature review

FinTech, broadly defined as the application of digital technologies
to enhance or automate financial services, has transformed
traditional banking by improving efficiency, accessibility, and
customer interaction. According to Arner, Barberis, and Buckley
(2017), FinTech represents a convergence of finance, technology,
and innovation, creating new service models that reshape customer
expectations. Customer experience, on the other hand, is
conceptualized as customers’ holistic perception of their
interactions with service providers across the entire service journey
(Lemon & Verhoef, 2016). In the banking context, customer
experience is influenced by several factors including speed,
convenience,  personalization, reliability, and  emotional
engagement. The integration of FinTech tools such as mobile
applications, Al-driven support, and digital payment systems has
therefore become a strategic approach for financial institutions
seeking to enrich customer experience and improve satisfaction
(Gomber et al., 2018).

FinTech technologies have significantly transformed the delivery
of banking services globally. Mobile banking applications allow
customers to perform transactions anytime and anywhere,
contributing to enhanced convenience and service accessibility
(Shaikh & Karjaluoto, 2015). Digital payment innovations such as
QR codes, e-wallets, and contactless transactions have accelerated
transaction speed and reduced dependency on physical banking
infrastructure (Ozili, 2018). Meanwhile, Al-powered chatbots and
automated customer service tools enhance real-time support and
improve responsiveness (Huang & Rust, 2021). Blockchain
technology has also contributed to improving transparency and
security, particularly in payment processing and transaction
verification (Yermack, 2017). Big data analytics enable banks to
better understand customer behavior, segment customer groups,
and deliver personalized banking experiences through tailored
offers, targeted marketing, and predictive financial advice (Jagtiani
& Lemieux, 2019). Collectively, these technological innovations
significantly elevate the quality of financial services by increasing
speed, efficiency, and service reliability.

Research on FinTech adoption in emerging markets highlights both
opportunities and constraints. Studies in Asia, Africa, and Latin
America show that FinTech drives financial inclusion, improves
customer satisfaction, and boosts competitiveness within the
banking sector (Milian et al., 2019). However, emerging markets
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also face barriers such as limited digital literacy, inadequate
technology infrastructure, cybersecurity risks, and regulatory
challenges (Ozili, 2018). In countries like India and Indonesia,
FinTech has boosted digital payments and enhanced customer
experience, but gaps remain in rural outreach and service
standardization (Demirgiic-Kunt et al., 2020). This dual nature of
FinTech offering both transformative potential and systemic risks
underscores the importance of contextualized analyses when
evaluating its impact on customer experience in specific
economies.

FinTech adoption in Vietnam has grown rapidly in the past decade,
driven by government initiatives promoting digital transformation
and cashless payment ecosystems. Vietnam’s FinTech market
expanded significantly after 2020, with strong growth in mobile
banking, QR payments, biometric authentication, and e-wallet
services (VNBA, 2023). According to the State Bank of Vietnam
(SBV, 2022), digital banking transactions increased by more than
90% annually between 2020 and 2022, demonstrating both
customer demand and banks’ commitment to digital
transformation. Academic studies in Vietnam indicate that FinTech
enhances customer satisfaction by improving convenience,
transaction speed, and perceived service quality (Nguyen &
Huynh, 2021). However, research also highlights challenges such
as cybersecurity concerns, customer data privacy, inconsistent
service quality among banks, and digital inequality among
different customer groups (World Bank, 2023). Many Vietnamese
banks, especially smaller institutions, face financial and
technological constraints that limit their ability to implement
advanced FinTech solutions. While existing literature recognizes
the positive role of FinTech in enhancing customer experience,
most studies rely on quantitative surveys and focus primarily on
consumer perceptions. There is limited qualitative research
analyzing how specific FinTech applications shape customer
experience in practice, and even fewer studies explore challenges
faced by banks during FinTech integration.

situation of

3. Current Fintech
adoption and customer experience in

Vietnamese Banks

In recent years, the Vietnamese banking sector has undergone a
rapid digital transformation driven by rising customer demand for
convenient financial services and strong government initiatives
promoting cashless payments. According to the State Bank of
Vietnam (SBV, 2022), digital banking transactions increased by
over 90% annually between 2020 and 2022, demonstrating a
substantial shift from traditional in-branch services to mobile and
online banking platforms. Major commercial banks such as
Vietcombank, BIDV, Techcombank, and VPBank have invested
heavily in mobile applications, automated onboarding systems, e-
KYC (electronic Know Your Customer), and integrated digital
payment solutions. These developments have significantly
expanded customer access to banking services, reduced waiting
times, and enabled 24/7 service availability, marking a notable
improvement in the overall customer experience.

Mobile banking has emerged as the most widely adopted FinTech
innovation in Vietnam, with nearly all commercial banks offering
highly functional mobile applications. These platforms allow
customers to conduct fund transfers, bill payments, savings
deposits, and loan applications with unprecedented convenience.
The rise of QR code payments and e-wallets such as MoMo,

ZaloPay, and ShopeePay further enhances transactional efficiency,
especially among younger and tech-savvy consumers. As a result,
customers increasingly expect seamless, fast, and frictionless
digital interactions. Banks that successfully integrate these features
have reported higher levels of customer satisfaction and
engagement, as noted in industry reports by the Vietnam Banking
Association (VNBA, 2023). The improvement in convenience and
accessibility reflects FinTech’s growing influence on shaping
customers’ perceptions of service quality.

In addition to convenience, FinTech adoption has also improved
personalization and customer support. Many Vietnamese banks
have deployed Al-powered chatbots and automated service tools
capable of handling common inquiries, providing transaction
instructions, and recommending financial products based on
customer behavior. Big data analytics enable banks to segment
customers more precisely and develop personalized services, such
as tailored credit offers or savings recommendations. These
innovations contribute to a more customer-centric approach,
aligning banking services with individual preferences and reducing
the need for physical interactions. As customer expectations
evolve, the ability to deliver personalized digital experiences has
become a decisive factor in customer retention and competitive
advantage.

Despite these advancements, several challenges constrain the full
realization of FinTech’s potential to enhance customer experience.
One major concern is cybersecurity. As digital services expand, the
vulnerability of financial data and digital transaction systems
becomes more pronounced. Vietnamese banks have faced
increasing risks related to fraud, phishing attacks, and data
breaches, which undermine customer trust in digital banking
services (World Bank, 2023). Additionally, the level of digital
literacy varies significantly across demographic groups. While
urban customers readily adopt mobile banking and e-wallet
services, older adults and rural populations encounter barriers in
using digital interfaces, limiting the inclusiveness of FinTech-
based customer experiences.

Another challenge arises from disparities in technological capacity
among Vietnamese banks. Large banks possess the financial
resources to adopt advanced FinTech solutions, whereas small and
medium-sized banks struggle with outdated IT infrastructure, high
implementation costs, and a shortage of skilled technology
personnel. This creates an uneven digital development landscape,
with service quality and customer experience varying significantly
across institutions.  Furthermore, regulatory limitations—
particularly concerning data privacy, digital identification, and
cross-platform integration—continue to restrict banks from fully
optimizing FinTech applications. These constraints highlight the
need for a more cohesive digital ecosystem to support sustainable
innovation in the financial sector.

Overall, the current situation shows that FinTech has made
substantial contributions to enhancing customer experience in
Vietnamese banks by improving convenience, efficiency,
personalization, and service accessibility. Yet, the full potential of
FinTech remains partially unrealized due to persistent challenges
related to cybersecurity, digital inequality, technological readiness,
and regulatory barriers. Addressing these issues is essential for
maximizing FinTech’s role in shaping a secure, inclusive, and
customer-centric digital banking environment in Vietnam.
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4. Conclusion
The findings of this study demonstrate that FinTech has played a
transformative and increasingly indispensable role in enhancing
customer experience within  Vietnamese banks. Through
innovations such as mobile banking applications, digital payments,
biometric authentication, Al-powered customer support, and big
data analytics, FinTech has significantly improved convenience,
accessibility, and service quality for a wide range of customers.
Vietnamese banks have leveraged these technologies to streamline
service processes, reduce transaction time, personalize user
interactions, and strengthen security mechanisms. However,
despite these notable improvements, the benefits of FinTech
adoption are not evenly distributed across customer groups or
banking institutions. Challenges such as cybersecurity risks, digital
literacy gaps, technological disparities among banks, and
regulatory constraints continue to limit the optimization of
FinTech-driven customer experiences. These findings indicate that
while FinTech has substantially enhanced digital service delivery,
further development is required to ensure that its impact is
sustainable, inclusive, and aligned with long-term customer needs.

Based on these findings, several policy implications can be drawn
to support the effective integration of FinTech into the Vietnamese
banking system. First, strengthening the regulatory framework is
essential to ensure secure and transparent digital financial
environments. Policymakers should develop clearer regulations on
data privacy, digital identity verification, cybersecurity standards,
and cross-platform interoperability. Such measures would build
customer trust, encourage greater FinTech adoption, and reduce
systemic risks associated with digital banking. Moreover, the State
Bank of Vietham should continue fostering a conducive
environment for FinTech innovation by promoting sandboxes and
pilot programs that allow banks and FinTech firms to test new
technologies under regulatory supervision.

Second, improving technological infrastructure across banks
particularly small and medium-sized institutions is crucial for
narrowing the digital divide. Government agencies and industry
associations should encourage investments in modern IT systems,
cloud computing, and cybersecurity protection. Financial support
programs or public—private partnerships may help smaller banks
upgrade their digital capabilities and compete more effectively in
the rapidly evolving digital landscape. Strengthening technological
readiness would also enhance service consistency, ensuring that
customers across regions and banks receive reliable digital
experiences.

Third, customer education and digital literacy programs are
necessary for promoting inclusive FinTech adoption. Banks,
regulators, and FinTech firms should collaborate to design
awareness campaigns, training programs, and user-friendly
instructional tools that help customers especially older adults and
rural populations navigate digital platforms safely and confidently.
Improving digital literacy would not only enhance customer
experience but also reduce vulnerabilities to online fraud and cyber
threats.

Finally, banks should prioritize customer-centric innovation by
leveraging data analytics to deepen customer insight, optimize
service personalization, and enhance proactive support. Investing
in human resources particularly in digital technology, data science,
and cybersecurity is essential for sustaining long-term FinTech

development. Banks should also incorporate user feedback into
system design to ensure that technological advancements align
with actual customer expectations and service needs.

In conclusion, FinTech has emerged as a critical driver of customer
experience enhancement in Vietnamese banks, offering substantial
improvements in convenience, efficiency, and personalization.
However, to fully realize its potential, coordinated efforts from
policymakers, financial institutions, and technology providers are
necessary.  Strengthening digital governance, improving
technological infrastructure, expanding financial literacy, and
fostering customer-centric innovation will be vital to shaping a
secure, inclusive, and resilient digital banking ecosystem in
Vietnam. These measures will not only elevate customer
experience but also enhance the overall competitiveness and
sustainability of the Vietnamese banking sector in the digital era.
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