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2. Pentru realizarea obiectivului ,Investigare

Scopul si obiectivele propuse spre realizare in cadrul proiectului in anul 2021
Elaborarea cadrului conceptual si cadrului metodologic aferent comportamentului
consumatorilor de servicii financiar-bancare in contextul noii configuratii economice.
Cadrul conceptual care va fi dezvoltat in urma cercetarii va cuprinde cel putin urmétoarele
elemente: configuratia economica contemporand, comportamentul consumatorului, servicii
financiar-bancare, mix-ul de marketing, strategia de marketing, fidelizarea clientului,
marketingul relational in banc, piata serviciilor financiar-bancare.

Etapele in anul 2021 (obligatoriu)
1. Abordari teoretico-metodologice privind comportamentul consumatorilor de
servicii financiar-bancare in contextul noii configuratii economice

2. Investigarea comportamentului consumatorilor de servicii financiar-bancare in
Republica Moldova

Actiunile planificate pentru realizarea scopului si obiectivelor (obligatoriu)

elaborarea platformei metodologice pentru cercetarea comportamentului consumatorului
de servicii financiar-bancare;

crearea unui cadru logic al analizei §i teoretic a evolutiei comportamentului consumatorilor
de servicii financiar-bancare in conditiile economice contemporane;

elaborarea unui chestionar in scopul investigarii comportamentului consumatorilor;
identificarea factorilor de influenta asupra procesului decizional de cumpdrare in baza
analizei rezultatelor cercetirii pietei;

cercetarea influentei mixului de marketing asupra procesului decizional de cumpdrare a
serviciilor financiar-bancare din Republica Moldova.

Actiunile realizate pentru atingerea scopului si obiectivelor (obligatoriu)
1. Pentru realizarea obiectivului ,,Abordari teoretico-metodologice privind comportamentul

consumatorilor de servicii financiar-bancare in contextul noii configuratii economice™ au
fost realizate urmatoarele actiuni:

a) Sintetizarea §i dezvoltarea platformei metodologice
comportamentului consumatorilor de servicii financiar-bancare in noua configuratie

economica. In special: - a fost elaborate platform metodologica pentru cercetarea
comportamentului consumatorilor de servicii financiar-bancare; - a fost creat un

cadru logic al analizei i theoretic al evolufiei comportamentului consumatorilor de
servicii financiar-bancare in conditiile contemporane.

b) Identificarea indicatorilor ce determina comportamentului consumatorilor de servicii
financiar-bancare. In acest scop:- a fost analizati evolutia comportamentuluj
consumatorului de servicii financiar-bancare sub incidenta schimbarilor economice

contemporane; - au fost identificati indicatorii care determinar evoluia
comportamentald a consumatorului de servicii financiar-bancare.

pentru  cercetarea

a comportamentului consumatorilor de servicii
financiar-bancare in Republica Moldova” au fost realizate urmatoarele actiuni:

a) Elaborarea metodologiei cercetarii calitative $i cantitative a comportamentului
consumatorilor de servicii financiar-bancare

in noua conditiile economice
contemporane. In special: - a fost elaborate ch

estionarul 1in scopul investigarii

2

N4



comportamentului consumatorilor de servicii financiar-bancare; - a fost inaintata o
solicitate oficiald bancilor din Republica Moldova pentru asigiurarea unui nivel mai
inalt de acoperire §i cunoasterea opiniei a cat mai mulfi consumatori de servicii
financiar-bancare.

b) Identificarea factorilor ce conduc la modificarea in timp (pe termen scurt, mediu si
lung) a comportamentului de consum. In acest scop:- a fost efectuatd evaluarea
elementelor definitorii ale pietei serviciilor financiar-bancare autohtone; - a fost
realizata analizat sistemul managementului realatiilor cu clientii sub impactul noilor
tehnologii ale informatiei.

S. Rezultatele obtinute (dupi caz; selectati rezultatul obtinut)
% Manuscrisul tezei este realizat in volum de %
% Teza este la etapa de sustinere in:
a) unitatea primari
b) Seminarul Stiintific de Profil
¢) Comisia de sustinere publici

d) Confirmare la ANACEC

% Teza a fost sustinuti si obtinut titlul de DH la (data) prin decizia Comisiei
de sustinere publicd din cadrul (Institutia), confirmata prin
Decizia Consiliului de Conducere ANACEC nr. , din

6. Publicatiile la tema tezei de DH (obligatoriu)
1. Publicarea articolelor in edifii indexate in baze de date internationale, inclusiv ERIHPLUS:

MISTREAN, Larisa. Behavioural evolution of consumers of banking services in the
COVID-19 pandemic situation. in: The Journal of Corporate Governance, Insurance, and
Risk Management (JCGIRM), 2021, Volume 8, Series 1, p. 84-100, 1,39 c.a., ISSN 2537-
6179 /ISSNe 1857-436X. Disponibil: https://jcgirm.com/article-2021-1-6/

2. Publicarea articolelor in culegeri de lucrari ale conferintelor internationale, organizate in
strdinitate:

a) MISTREAN, Larisa. Banking customer relationship management under the
impact of new information technologies. in: CoBpemeHHbI  MeHEKMEHT:
npoGsiembl 1 nepeniektubl:  Conferinta  stiintifica internationald: Culegere de
articole selective, 29-30 aprilic 2021. Canxr-letepGypr: TocymapeTennbIit
DxoHomuueckuit Yuusepeurer, 2021, p. 483-490, 0,67 c.a.,, ISBN 978-5-7310-
5326-6. Disponibil:
https://unecon.rw/sites/default/files/sbornik_statey 2021 itogo.pdf

b) MISTREAN, Larisa. (f)llilallC()(}a}l’\ epamMomrocmelt nogedenue nompebumeneii
tunancoeo-6ankosckux  yenye,  In:  lllecras MEXAYHApOJHAs  Hay4yHas
kondepenuns:  Mexancuunannapuocrs B COBPEMEHHOM  COLIMANIBHO-
FYMaHHTApHOM  3HaHMU-2021 (MemucuunnmlapnochOZ1). CouuanesHele
TEXHOJIOTMH, KOJVICKTHBHBIC LICHHOCTH M SKOHOMUYECKHE HHCTHTYTHI B LHMPOBOM
mHupe, 22-24 wions 2021. Pocros-na-Jlony, HOxHbiii GenepanbHeli yHuBEpCHTET:



MCTU 10DV 2021, p. 82-96, 2,0 c.a., ISBN 978-5-9275-4035-8. Disponibil:
file:///C:/Users/User/Downloads/%D0%9C%D0%A 1%D0%:93%D0%98-

2021 %D0%9C%D0%B8%D1%81%D1%82%D1%80%D1%8F%D0%BD.%20%
D0%A1%D1%82%D0%B0%D0%B2%D0%B5%D1%80-1 .pdf

3. Publicarea articolelor in culegeri de lucréri ale conferintelor internationale, organizate in
tara:
MISTREAN, Larisa. The impact of COVID-19 on consumer behavior of financial-
banking services. in: THE 2 ND INTERNATIONAL SCIENTIFIC CONFERENCE
“DEVELOPMENT THROUGH RESEARCH AND INNOVATION - 2021”. Online
Conference for Reserachers, PhD and Post-Doctoral Students, 27 august 2021. Chisinau,
ASEM: p. 140-147, 2,0 c.a., ISBN 978-9975-155-54-0. Disponibil:
https://ase.md/files/publicatii/epub/conf 08.21.pdf

4. Teze in in lucririle conferintelor stiintifice internationale (peste hotare):

a) MISTREAN L. Theoretical approach of consumer behavior of financial-banking
services. In: V. International applied social sciences congress (C-IASOS), 7-9
October 2021. Kusadasi, Aydin, Turkey: C-IASOS 2021, p. 103, 0,32 caa, ISBN
978-625-44354-5-4. Disponibil: file:///C:/Users/User/Downloads/C-
IASOS 2021 _international.pdf

b) MISTREAN, Larisa. Contemporary directions on how consumers interact with
financial-banking services. In: 5th INTERNATIONAL WEST ASIA CONGRESS
OF TOURISM: Congress abstract book, 24-26 October 2021. Canakkale: IWACT
2021, p. 81-82, 0,067 c.a, ISBN 978-625-8009-05-7. Disponibil:
https://iwact.org/upload/file/2021-10-30-2021-ozet-metin-kitabi-30-10-2021-
1617d73ee44alc.pdf

c) MISTREAN, Larisa. Offer of financial-banking services in contemporary
conditions. In: Competitiveness and Stability in the Knowledge-Based Economy:
13th International Conference: Book of abstracts, 29-30 October 2021. Craiova:
iCOnEc 2021, p. 31, 0,065 c.a., ISBN 978-606-14-1781-0. Disponibil:

file:///C:/Users/User/Downloads/Carte%20abstracte _131COnEc 2021.pdf

7. Protectia rezultatelor obtinute in forma de obiecte de proprietate intelectuali (dupa
caz)
Lista OPI obfinute in cadrul realizdrii proiectului, cu indicarea institufiei ce a acordat
OPI nr. de identificare, autorilor, datei de inregistrare.

8. Diseminarea rezultatelor proiectului (obligatoriu)
1. Comunicare orala la conferinja internajionald organizati in striinitate:

a) MISTREAN, Larisa. Assessment of consumer satisfaction of financial-banking
services in the Moldova. Tn: 11th International Conference on Application of
Information and Communication Technology and Statistics in Economy and
Education - ICAICTSEE-2021, 25-26 November 2021. Sofia, Bulgaria:
ICAICTSEE-2021.




b) MISTREAN, Larisa. Contemporary directions on how consumers interact with
Jfinancial-banking services. In: 5th INTERNATIONAL WEST ASIA CONGRESS
OF TOURISM, 24-26 October 2021. Canakkale, Turkey: IWACT 2021.

c) M]STREA]:I, Larisa. Offer of financial-banking services in contemporary
conditions. In: Competitiveness and Stability in the Knowledge-Based Economy:
13th International Conference, 29-30 October 2021. Craiova: iCOnEc 2021.

d) MISTREAN L. Theoretical approach of consumer behavior of financial-banking
services. In: V. International applied social sciences congress (C-IASOS), 7-9
October 2021. Kugadasi, Aydin, Turkey: C-IASOS 2021.

e) MISTREAN, Larisa. Customer orientation as a basic principle in the
contemporary activity of the bank. in: Globalization and Higher Education in
Economics and Business Administration: 13th International Conference. 21-23
October 2021. lagi: GEBA 2021.

f) MISTREAN, Larisa. ®unancosas epamomuocmeu nogedexue nompebumeneu
gunancoso-6ankosckux  yeaye,  In:  Illecras MEXIyHapoaHas  HayyHas
KOHpepeHLHs: MeXIHCUMIIHHAPDHOCTE B COBPEMEHHOM COILMATTHLHO-
ryMaHuTapHoM 3HaHHH-202]1 (MexaucurnaunaprocTs-2021).  CounaibHele
TEXHOOTHH, KOJUIEKTHBHbIE LCHHOCTH H JKOHOMHYECKHE HHCTHTYTHI B LIKGPOBOM
mupe, 22-24 mions 2021. Poctos-Ha-[ony, FOsxkHblit (benepanbHbIii YHHBEPCHTET:
MCI'U IOdY 2021.

2. Comunicare orala la conferinfa internationala organizata in tara:

a) MISTREAN, Larisa. The impact of COVID-19 on consumer behavior of financial-
banking  services. In: ,THE 2 ND INTERNATIONAL SCIENTIFIC
CONFERENCE  “DEVELOPMENT THROUGH RESEARCH AND
INNOVATION - 2021". Online Conference for Reserachers, PhD and Post-
Doctoral Students, 27 august 2021. Chisinau, ASEM 2021.

b) MISTREAN, Larisa. The impact of the COVID-19 pandemic crises on demand Jor
financial-banking services. In: ,30 YEARS OD ECONOMIC REFORMS IN THE
REPUBLIC OF MOLDOVA: ECONOMIC PROGRESS Via INNOVATION AND
COMPETITIVENESS™. International Scientific , 24-25 septembrie 2021. Chisinau,
ASEM 2021.

3, Comunicare orald in cadrul mesei rotunde ,Behavioral economics™ Canakkale Onsekiz
Mart University, Faculty of Applied Sciences, Canakkale, TURKEY.

4. Concluzii in limba roména si engleza (obligatoriu).

Elaborarea §i implementarea metodelor de evaluare a evolufiei comportamentului
consumatorilor de servicii financiar-bancare in conditiile economice contemporane va avea
un impact benefic atdt asupra clienjilor, cit si asupra bincilor. Sondajul elaborat in cadrul

160



Conducatorul proiectului Larisa MISTREAN dr., conf, univ.

acestui proiect va servi nu doar instrument de cercetare a piefei, dar $i ca produs stiingific
:/a fi oferit bancilor autohtone pentru a-1 aplica periodic in activitatea lor pentru a stabili
Intr-un mod maj exact directiile strategice de dezvoltare, determinate de evolutiile
comportamentale ale consumatorilor de servicii financiar-bancare si necesititile lor reale in
aceste produse. Propunerile formulate in urma efectudrii cercetarii vor genera un impact
Necuantificabil ca rezultat al utilizarii in practica de cétre bancile autohtone. Cunoagterea de
Cétre banci a evolutiilor comportamentale ale consumatorilor de servicii financiar-bancare

Va permite elaborarea si implementarea unor strategii reale de dezvoltare in corespundere
Cu cerintele pietei, lucru ce se va rasfran
performantelor financiare ale bancii
inregistrand un efect multiplu,

ge pozitiv atét asupra clientilor, precum si asupra
$i ca rezultat societatea va avea de castigat,

The elaboration and implementation of the methods for evaluating the evolution of the
behavior of the consumers of financial-banking services in the contemporary economic
conditions will have a beneficial impact both on the clients and on the banks. The survey
developed in this project will serve not only as a market research tool, but also as a
scientific product will be offered to domestic banks to apply periodically in their work to
more accurately establish the strategic directions of development, determined by
developments behavior of consumers of financial-banking services and their real needs in
these products. The research proposals will have a significant impact as a result of their use
in practice by domestic banks. The knowledge by the banks of the behavioral evolutions of
the consumers of financial-banking services will allow the elaboration and implementation
of real development strategies in accordance with the market requirements, which will
positively affect both the clients and the financial performance of the bank and as a result
the company will gain, having a multiple effect.

7/



et i CERTIFACATE

Research o—u >.—I—.mzc>znm

We hereby certify that

Dog¢. Dr. Larisa Mistrean

has participated and presented the following “Online Presentation” at the Congress:
TITLE

temporary Directions on How Consumers interact With Financial-

Banking Services

Prof. Dr. Faruk ALAEDDINOGLU

24" - 26" September 2021 eas of Organizing Conimittee
VAN - TURKEY
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81-95-266. dpakc: 962-39-03,
www.unwe.bg

Bulgaria, 1700 Sofia,
Studentski grad "Hristo Botev"
Phones: (+ 359 2) 963-00-42,
(+ 359 2) 81-95-211, 266,

Fax (+ 359 2) 962- 39- 03,
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LETTER OF ATTENDANCE

The organizing committee of the 11t International Conference on Application of
Information and Communication Technology and Statistics in Economy and
Education - ICAICTSEE-2021, November 25 - 26", 2021, University of National and

World Economy, Sofia, Bulgaria, http://icaictsee.unwe.bg, has the pleasure to
confirm that the paper:

ASSESSMENT OF CONSUMER SATISFACTION OF
FINANCIAL-BANKING SERVICES IN THE MOLDOVA
by
Larisa Mistrean
Academy of Economic Studies of Moldova, Chisinau, Moldova

was orally presented in person at the ICAICTSEE-2021, Sofia, Bulgaria and it will be
included in the ICAICTSEE-2021 Proceedings, published after the conference.

~ " 77 //
/ o tj{

December 037, 2021 Prof. Dr. Dimiter Veley

Sofia, Bulgaria ICAICTSEE-2021 Conference Chair
dgvelev@unwe.bg
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[lokymenr: CepTudukar yuacrHuka kondepenuumn
Homep: KC-2021-078
Meponpustue: Wecran MexayHapoAHaR HayuHaR KOHGepeHLA
HazBakue: MeXaucumnnuHapHoCTb B COBPEMEHHOM COUMANBHO-TYMaHUTAPHOM 3HaHK-2021
(MexancumunnnapHocts-2021).
(ouuaanble MEXHON02UU, KONNEKMUBHbIE YEHHOCMU U IKOHOMUYecKue
UHCMUMymbi 8 4u@posom mupe
Opraxusaropbi: HOXHbIR GenepanbHbiv yHusepcuTeT
Pabouas rpynna «MexaucuunnuHapHble COUManLHO-ryMaHuTapHble ucaienosaHma KxHoro
enepanbHoro yHusepcutera» (MCTU 10OY)
Darbi: 22-24 oA 2021 ropa
Yuacruu: MUCTPAH Napuca UsaHoBHa
Addunuaums: Monzasckas skoHoMMueckas akanemua (Kuwwnés, Pecny6nvka Mongosa)
[Jloknan: OuHarcosas 2pamomHocmb u nosedeHue nompebumeneli PUHAHCOBO-6aHKOBCKUX yaye
NOAMNUCAHO: o KNEVHEP T'eopruit Bopucosuy
( % "n.-kopp. PAH, npodeccop, npezcepatens Mporpammuoro
’/’ s »f‘_?/g , KOMHUTETa KoHdepeHuuK «MexaucumnnuHapHocrb-2021»
3aBepeHo: 3nekTpoHHas uudposas noanuce  BAXEHOBA Enewa H0pbesHa
Ceprgu&#um;m.'Keaﬂugluuﬂfgﬂﬂﬁblﬁ 3am. npefcepatens OpraHU3auMOHHOTO KOMUTETa
B A ena Kpoestia
P KOHQepeHLUM «<MexaMCUMNAMHAPHOCTb-2021»
[eticmeumenen: c 24 mas 2021 do 24 mas 2022
ﬂpMMeLIaHMe: InexTporHblil cepTudukaT yuacthuka (3CY) Kondepenyuu «MexancumnnuHapocTy-2021» sensetca IMEKTPOHHBIM AOKYMEHTOM,

MOANMHHOCTL U IETUTAMHOCTb KOTOPOTO NOATBEPKAETCA KBANNGULMPOBAHHOR INEKTPOKHOM NOANUCHIO (03 N2 63 01 06.04.2011 «06
3NEKTPOHHOA NOANMCn). 3CY NpeACTaBNAET Co6oi apXMB, KOTOPLIA COfepAKHT epylowme dainot: (1) «(epmqmKar_mamumm.pdf»
(moxymenT Adobe Acrabat); (2) «Cepruuar_Oamunua.pdf.sig» (noanucs PKCS #7); (3) «Baxerosa Enexa KOpbesna-20210524 cer»
(ceprugurar besonacioctu); (4) «KontypKpunto. Kak nposepurb 3nexTponHyio noanmch. pdfs (aokymex Adabe Acrobat).
BAXHO! Tonbko komGuHauua paina ceptudmkara «Ceptudukat_Oamunua.pdfs u daina otcoepuHEHHO# INEKTPOHHOM NaANMcH
«CepThpuar_OamunuA.pdf.sig» ABNACTCA OPALMANBHLIM IOPUQUIECKA 3HIUMMBIM SMEKTPOHHbIM AOKYMEHTOM, Npu ycnosum
MOMOXUTENLHOMO pe3ynbTata NPOXOXAEHUA NPOBEPKM SMEKTPOHHOTO CepTudukata NogmucH «Baxewosa
20210524.cer. [InA ueneii BeieHnA apXuBOB UNH NpebABACHIA B NtoGble MHCTaHLMA Coxpanniite 06a paitna, cocra
3NEKTPOHHI AOKYMEHT (3neKTPOHKbIIi CepTdukar YuacTHika Kodepenumm) ¢ anexrponmoi NoANMCbI0.

Enena Opwesma-
BAAIOWMX eNHBIN
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CERTIFICATE OF PARTICIPATION

This is to certify that
Larisa MISTREAN, PhD

participated in the International Scientific Conference
30 YEARS OF ECONOMIC REFORMS IN THE REPUBLIC OF MOLDOVA: ECONOMIC
PROGRESS VIA INNOVATION AND COMPETITIVENESS",
dedicated to the 30th Anniversary of ASEM
Chisinau, Moldova, 24-25 September, 2021
and successfully made a presentation on
#THE IMPACT OF THE COVID-19 PANDEMIC CRISIS ON DEMAND FOR
FINANCIAL-BANKING SERVICES”.

OF ECONOMICS

Chisinau
September 2021
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CERTIFICATE OF PARTICIPATION
This is to certify that Larisa MISTREAN
participated in the International Scientific Conference
“DEVELOPMENT THROUGH RESEARCH AND INNOVATION - 2021”,
lInd Edition
Chisinau, Moldova, August 27th, 2021
and successfully made a presentation on
"“THE IMPACT OF COVID-19 ON CONSUMER BEHAVIOR OF ﬂ_Z>ZQ>_, m>zx_zm SERVICES”.
Academician
Edre Belostecinic,
,m.m, _Rmmw,w: dies of Moldova
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W UNIVERSITATEA "ALEXANDRU 10AN CUZA” din IA$ . www.uaic.ro

CERTIFICATE OF ATTENDANCE

This is to certify that Larisa MISTREAN attended the 13" International
Conference GLOBALIZATION AND HIGHER EDUCATION IN
ECONOMICS AND BUSINESS ADMINISTRATION — GEBA 2021 held
between 21 and 23 October 2021.

Larisa MISTREAN presented the paper CUSTOMER ORIENTATION

AS A BASIC PRINCIPLE IN THE CONTEMPORARY ACTIVITY OF THE
BANK.

Professor Teodora Cristina Roman, Ph.D.

BUSINESS ADMINISTRATION
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International West Asia
Congress Of Tourism
Research

IWA

V. International West Asia
Congress of Tourism Research
24 — 26 September 2021

315t August 2021
Notification of Publication Acceptance

Paper Title: Contemporary Directions on How Consumers interact With Financial-Banking
Services

Dear Dog. Dr. Larisa Mistrean,

The Organizing Committee of “V. International West Asia Congress of Tourism Research”

is pleased to inform you that your paper has been accepted for publication in IWACT21
Abstracts Book.

Once again, thank you for your contribution.

With best regards,

Prof. Dr. Faruk ALAEDDINOGLU

Conference Chair
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