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1. Scopul si obiectivele propuse spre realizare in cadrul proiectului

1) 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 urmatoarele elemente:
configuratia economica contemporana, comportamentul consumatorului, servicii financiar-
‘Pancare. mix-ul de marketing. strategia de marketing, fidelizarea clientului, marketingul relational
m.bancé. piata serviciilor financiar-bancare: 2) Elaborarea si implementarea metodelor de evaluare
a lmpqctului comportamentului consumatorilor de servicii financiar-bancare asupra performantelor
financiare ale bancilor din Republica Moldova. Sondajul elaborat in cadrul acestui proiect va servi
nu doar instrument de cercetare a piclei. dar si ca produs stiinjific va fi oferit bancilor autohtone
pentru a-l aplica periodic in activitatea lor pentru a stabili intr-un mod mai exact directiile
strategice de dezvoltare, determinate de evolutiile comportamentale ale consumatorilor de servicil
financiar-bancare si necesitatile lor reale in aceste produse; 3) Formularea recomandarilor privind
directiile strategice ale activititii bancilor din Republica Moldova si cele referitoare la
managementul relatiilor cu clientii in conformitate cu rezultatele investigarii pietei in scopul
fidelizarii clientilor si consolidarii potentialului economic al acetora; 4) Studierea experientel
internationale  in  scopul identificarii celor mai bune practici in domeniul cercetarii
comportamentului consumatorilor de servicii financiar-bancare si perspectiva implementarii lor in
practica bancilor licentiate din Republica Moldova; 5) Evaluarea impactului crizei pandemice
COVID 19 asupra comportamentului clientilor bancari si. in consecintd, asupra performantelor
bancilor autorizate din Republica Moldova; 6) Formularea recomandarilor de imbunatatire a
relatiet dintre banca si clienti si a reactiei bancii la comportamentul consumatorilor de servicii
financiar-bancare in conditiile economice contemporane

2 Obiectivele si etapele

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

3) [Elaborareca modelului comportamental al consumatorilor de servicii financiar-
bancare in contextul noii configuratii economice

4) Argumentarea stintificd a metodologiilor de eficientizare a managementului
comportamentului clientului de servicii financiar-bancare

3. Actiunile planificate pentru realizarea scopului si obiectivelor

1) elaborarea unci  platforme  metodologice  pentru  cercetarea  comportamentului
consumatorului de servicii financiar-bancare

2) crearea un cadru logic al analizei §i teoretic a evolutici comportamentului consumatorilor
de servicii financiar-bancare in condifiile economice contemporane

3) elaborarea chestionarului in scopul investigarii comportamentului consumatorilor

4) identificarca factorilor de influentd asupra procesului decizional de cumpdrare in baza
analizei rezultatelor cercetdrii picfei

5) cercetarca influenfei mixului de marketing asupra procesului decizional de cumpérare a
serviciilor financiar-bancare din Republica Moldova

6) fundamentarea unui model privind comportamentul consumatorului
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7) identificarca  segmentelor de consumatori de servicii financiar-bancare §i analiza
aspectelor specifice privind caracteristicile demogralice. socio-economice, geografice,
particularitdtile semnificative, niveluri si factori de decizie

8) Modelarea si previziunea sensului modificarii comportamentului consumatorului bancar

9) consolidarea evolutiilor comportamentale ale consumatorilor de servicii financiar-bancare
in Republicii Moldova in contextul noii configuratii economice

10) elaborarea cadrului de gestionare a relatiilor cu clentii in scopul fidelizérii acestora

I1)claborarca  recomandarilor privind masurile de crestere a gradului de incredere al
consumatorilor in institutiile financiare si consolidarca impactului  pozitiv asupra
clientilor, bancilor si cconomiei nationale, in ansamblu

12) proiectarea modelul de influentd asupra deciziei de consum al clientului bancar in
Republica Moldova.

4. Actiunile realizate pentru atingerea scopului si obiectivelor

1) Am analizat impactul crizei Covid-19 asupra comportamentulu consumatorilor de servicii
financiar-bancare din Republica Moldova,

2) Am elaborat chestionarul in scopul investigarii comportamentului consumatorilor;

3) Am studiat relatia client-banca in Republica Moldova si orientarea catre client ca strategie
de dezvoltare a bancii;

4) Am ilucidat principalele tendinte in comportamentul consumatorilor de servicii financiar-
bancare si posibilitatea aparitici unor noi tendinte:

5) Am identificat paricularitatile produselor si serviciilor financiar bancare care influenteaza
comportamentul consumatotilor;

6) Am elucidat etapele procesului decizional al consumatorilor de servicii financiar-bancare;

7) Am studiat increderea ca factor determinant asupra comportamentului consumatorilor de
servicii financiar-bancare din Republica Moldova;

8) Am determinat nivelul de educatici financiare a consumatorilor de servicii financiar-
bancare din Republica Moldova prin utilizarca sondajului;

9) Am cercetat nivelul de satisfactic s preferintele consumatorilor referitoare la modul de
interactiune cu bancile din Republica Moldova prin utilizarea sondajului;

10) Am analizat managementul relatiei cu clientii in bancd sub impactul noilor tehnologii
informationale;

11) Am proicctat modelul de influentd asupra deciziei de consum al clientului bancar in
Republica Moldova.

5. Rezultatele obtinute

& Manuscrisul tezei este realizat in volum de 50%

6. Publicatiile la tema tezei de DH
1. Carti stiintifice internationale - capitol:

MISTREAN, Larisa. Consumer behavior in the  new economic reality. Approaches 1o
personalized medicine: from paradigms (o challenges. In: Insurance and Risk Management for
Disruptions in Social, Economic and Environmental Systems: Decision and Control Allocations
within New Domains of Risk. 2022. ISBN:978-1-80117-140-3, eISBN: 978-1-80117-139-7.
Emerald Publishing Limited, Bingley. pp. 67-80. https://doi.org/10.1108/978-1-80117-139-
720211004
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2. Carti stiintifice nationale:

MISTREAN, Larisa. Produse si servicii bancare: Perspectiva consumatorului. Chisinau:
ASEM, 2022. 240 p. ISBN 978-9975-155-83-0.

3. Publicarea articolelor in editii indexate in baze de date internationale, inclusiv
ERIHPLUS:

1) 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 /ISSN¢ 1857-436X. Disponibil: hllps://icgirm.com/article-2021—1-6/

2) MISTREAN, Larisa. Customer orientation as a basic principle in  the
contemporary activity of the bank. in: Journal of Public Administration, Finance and Law.
2021. Issue 21/2021 Special Issue GEBA 2021 p.p. 39-51. https:/doi.org/10.47743/jopafl-
2021-21-05

4. Publicarea articolelor in culegeri de lucriri ale conferintelor internationale,
organizate in striainatate:

1) MISTREAN, Larisa. Developing relational marketing in banks to increase consumer’s
loyalty in banking services. in: The International Scientific Conference “DEVELOPMENT
OF THE BULGARIAN AND EUROPEAN ECONOMIES - CHALLENGES AND
OPPORTUNITIES™. Veliko Tarnovo: 27.-28.05.2021. [SSN 2603-4093
file:'C: Users/Cristian/Downloads/Godishnik_stopanski_5_2021%20(2).pdf

2) MISTREAN, Larisa. Bunking customer relationship management under the impact of
new information technologies. In: CoBpeMeHbIit MCHCUKMCHT: Npo01eMbl H ICPCNIEKTHBbI
Conferina stiintificd internationala: Culegere de articole selective, 29-30 aprilie 2021.
Canicr-ITerepOypr: Poey taperseunnii Ixonommacekuii Yunsepenrer, 20210 p. 483-490,
0.67 ¢.a.. ISBN 978-5-7310-5326-6. Disponibil:

hitps.: ‘uncconru/sites/default/files/sbornik_statey 2021 _ttogo.pdf

3) MISTREAN, Larisa.  @unancosas — cpasomnocmeu  noseoenue  nompedumeneti
hunancoso-O6anko6CKUX - yeiy?. In: Ilecras mexaynaponnas nayunas kondepeHumsa:
MeEAMCHAIIMHAPHOCTL B COBPCMCHIIOM  COIMAILHO-TYMAHUTAPHOM  3HAHHK-202]
(Mescmenuiamnapiocth=-2021). Conmainibie 1exnoiorut, KOJICKTHBIbIC USHHOCTH H
skotosgaeckne ety o dposost sipe, 22-24 wmoun 2021, Poctos-na-Jlouy,
1O acunin Qesrepatiiniii yunsepenier: MCETTIOMY 2021, p. 82-96, 2,0 ¢.a., ISBN 978-5-
9275-4035-8. Disponibil;
file:///C:/Users/User/Downloads/%D0%9C%D0%A 1 %10%93%D0%98-

20/
.

2021 “%D0%9C%D0% 8% 1%81 %D 1%82%0D1%80%D 1%8F%D0%BD,%20%D0%A 1

%) 1%682%10%B0%D0032%D0%35% D 1 %080- 1 pdf
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S. Publicarea articolelor in culegeri de lucrari ale conferinfelor internaionale, organizate in

fara:

)

MISTREAN, Larisa. The impact of COVID-19 pandemic crisis on demand for

financial-banking services. In: 30th Anniversary of the establishment of the

Academy of Economic Studies of Moldova”. International Scientific Conference,
24th-25th, 2021, Chisinau, ASEM, 2022, p. 415-427, 1,4 c.a., ISBN 978-9975-155-
66-3. Disponibil: https:/irek.ase.md/xmlui/handle/123456789/2089

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 Rescrachers, PhD and Post-Doctoral Students, 27 august
2021. Chisindu, 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

6. Teze in in lucrarile conferintelor stiingifice internationale (peste hotare):

1)

3)

4)

6)

MISTREAN, Larisa. Research of the level of loyalty of the consumers ofbankmg
services in the Republic of Moldova. In: Competitiveness and Stability in the
Knowledge-Based Economy: 14th International Conference, 21-22 October 2022,
p. 44, 0,31 c.a., [SBN 978-606-14-1865-7. Disponibil:
file:///C:/Users/Cristian/Downloads/1.%20Carte%20de%20abstracte_2022.pdf

MISTREAN L. Research on the Financial Education Level of the Banking
Consumers in the Republicof Moldova.. In: V1. International applied social sciences
congress (C-IASOS), 10-12 November 2022. Izmir, Tiirkiye: C-iasoS 2022, p. 36.
0.39 c.a., ISBN 978-625-44354-8-5. Disponibil:
https://drive.google.com/file/d/1Z4 X1 WN8bc6Aclfch_ohb9jKLcPbm90rn/view

MISTREAN, Larisa. The quality of banking products and services in the
perception of the consumer from Republic of Moldova. In: Globalization and Higher
IEducation in Lconomics and Business Administration: 13th  International
Conference, 20-22 Oclober 2022, p. 121, 0,29 c.a.

MISTREAN L. Theoretical approach of consumer behavior of Sinancial-banking
services. In: V. International applied social sciences congress (C- EASOS) 7-9
October 2021, Kusadasi, Aydin, Turkey: C-IASOS 2021. p. 103. 0.32 c.a.. ISBN
978-025-44354-5-4. Disponibil; I'llc:/.//(":/Uscrs/Uscr/l)ownloads/C—
JASOS_2021_international. pdf

MISTREAN, Larisa. (rmlampm ary 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. 0067 ca. ISBN  978-625-8009-05-7.  Disponibil:
hups://iwactorg/upload/file/2021-10-30-202 1 -0z¢t-metin-kitabi-30-10-202 1 -
1617d73¢ced4alc.pdl

MISIREAN Larisa. Offer of financial- bankzng services in contemporary
conditions. In: Compelitiveness and Stability in the Knowledge-Based Economy:
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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 13iCOnEc_2021.pdf

7. Diseminarea rezultatelor proiectului

1) Comunicare orali Ia conferinta internationali organizati in striinitate:

Raportor — cheic (keynote speaker) la conferinte stiintifice internationale:

1)

MISTREAN Larisa. Research on the Financial Education Level of the Banking
Consumers in the Republicof Moldova,. In: V1. International applied social sciences
congress (C-IASOS), 10-12 November 2022. Izmir, Tiirkiye: C-iasoS 2022.

2) Comunicare orala la conferinta internationald organizata in strainatate:

D)

4)

6)

7)

MISTREAN, Larisa. The quality of banking products and services in the
perception of the consumer from Republic of Moldova. In: Globalization and Higher
Education in Economics and Business Administration: 13th International
Conference, 20-22 October 2022. lasi: GEBA 2022.

MISTREAN, Larisa. Research of the level of lovalty of the consumers of banking
services in the Republic of Moldova. In: Competitiveness and Stability in the
Knowledge-Based Economy: 14th International Conference, 21-22 October 2022.
Craiova: iCOnEc 2022.

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

MISTREAN, Larisa. Coniemporary directions on how consumers interact with
financial-banking services. In: Sth INTERNATIONAL WEST ASIA CONGRESS
OF TOURISM., 24-26 October 2021. Canakkale. Turkey: IWACT 2021.

MISTREAN, Larisa. Offer of financial-banking  services in - contemporary
condirions. In: Competitiveness and Stability in the Knowledge-Based Economy:
13th International Conference, 29-30 October 2021, Craiova: iCOnFEe 2021.

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

MISTREAN, Larisa.  Customer orientation us 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. lasi: GEBA 2021.
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8) MISTREAN, Larisa. Qunancosas 2pamMomnocmbi HOBeOEHUe nompebumeneu
(PuUHaHcoBo-6anKoBCKUX  YCye. in: Illlecras MexayHapoAHas  Hay4Had
KoH(epeHuyus:  MeKIMCUMIHHAPHOCTE B COBPEMEHHOM  COLMAIBHO-
ryMaHuTapHoMm  3HaHHu-2021 (Mesancuunnuuapiocts-2021).  CounanbHbIe
TEXHOJIOTHH, KOJIJIEKTHBHbIC LIEHHOCTH M JKOHOMHYECKHE HHCTHTYTBI B 1ubpoBOM
mupe. 22-24 uious 2021. Pocros-Ha-/lony, IOxiibii (penepanbHbIl YHHBEPCHTET:
MCTH I0®Y 2021,

3) Comunicare orala la conferinta internationald organizata in tara:

1) MISTREAN, Larisa. Rescarch of consumer preferences and consumer satisfaction
level in the banking sector: study of the Republic of Moldova. In: The 3 rd
INTERNATIONAL SCIENTIFIC CONFERENCE “DEVELOPMENT
THROUGH RESEARCH AND INNOVATION - 2022”. Online Conference for
Reserachers. PhD and Post-Doctoral Students, 26 august 2022. Chisinau, ASEM

2022.

2) 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.

3) MISTREAN, Larisa. The impact of COVID-19 pandemic crisis on demand for
financial-banking scervices. in: 30th Anniversary of the establishment of the
Academy of Economic Studies of Moldova™. International Scientific Conterence,
241h-25th, 2021.

8. Concluzii

in urma realizarii proicctului de cercetare post-doc in perioada anilor 2021 -2022, am
cercetat comportamentului consumatorilor de servicii financiar-bancare atdt sub aspect teoretic, cdt
si practic.

Cercetarea s-a bazat pe studiul comportamentului consumatorilor de servicii financiar-
bancare in noua configuratic cconomicd din Republica Moldova si formularea unor recomandari
pentru a imbunétiay reactin bancilor. in sensul adaptarn oterter de produse si servicii la sulul
comportamental al consumatorior. prin ¢laborarca unor strategii de dezvoltare si de marketing
coerente. menite sa contribuie la imbunatagirea relagiilor banca-client, la consolidarea potentialului
financiar al bancilor si clienpilor acestora,

Cercetarile respective au fost expuse in 15 publicatii, din care: | capitol in carte editata
peste hotare ca coautor. | manual universitar ca coautor, 2 articole in edifii indexate in baze de date
internationale. 3 articole in culegeri de luer@n ale conlterinielor internagionale, organizate in
strainatate. 2 articole in culegen de luerari ale conferingelor internagionale, organizate in tard
participari la conferinie internajionale de peste hotare 6 teze la conferinje internationale peste
hotare. Printre rezultate, am putea  sublinia: determinarea comportamentului consumatorilor de
servicii financiar-bancare prin utilizarea chestionarului, identificarea factorilor ce determina
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comportamentul consumatorilor de servicii financiar-bancare: elucidarea etapelor procesului
decizional al consumatorilor de servicii financiar-bancare; analizarea managementul relagiel cu
clientii in banca sub impactul noilor tehnologii informationale si determinarea impactului asupra
nivelului de satisfactie si preferintelor consumatorilor din Republica Moldova; determingrea
impactului educatiei financiare asupra comportamentului consumatorilor de servicii financiar-
bancare din Republica Moldova, necesitatea cresterii gradului de educatie financiara in Republica
Moldova. cai de efectuare; proiectarea modelului de influenta asupra deciziei de consum al
clientului bancar in Republica Moldova. .
Cercetarile date au servit baza pentru proiect din cadrul Programului de stat, ce aslgu“'_l
continuitatea cercetdrilor pe viitor. De asemenea, am avut posibilitatea participarii la diverse foruri

stiintifice internationale si prin aceasta am contribuit la internationalizarea cercetarilor in plan
european.

Conducatorul proiectului conf. univ., dr. Larisa MISTREAN
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% UNIVERSITATEA "ALEXANDRU I0AN CULA" din IA$! y WWWLAIC.ER: |
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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.

.Dean,

FACULTY OF ECONGMICS AMD BUSINESS ADMINISTRATION
._//r.'ca/'
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LETTER OF ATTENDANCE

The organizing committee of the 11™ 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

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.

O S S eacd
_ J
December 03'%, 2021 Prof. Dr. Dimiter Velev
Sofia, Bulgaria ICAICTSEE-2021 Conference Chair

dgvelev@unwe.bg
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DEVIZUL DE CHELTUIELI PENTRU ANUL 2022

Conducitorul proiectului (postdoctorandul) Dr. Mistrean Larisa

f—

l Alte servicii

=

F_l-l-l-—-—-—ll

— —— T I{_clusiv:"ﬁ::q
: Codul Total | Bu Cofi are
: : _ -y getlan | ofinant
Denumirea codurilor economice P Mii lei e i e
| Bunuri §i servicii ] ) B _-:_ - _2_2 -_ . - ]
| Deplasari de serviciu ) 2227 13,8 13,8 .
Deplasari de serviciu in interiorul tarii | 222710 - - _ —
Deplasan de serviciu peste hotare B | 222720 13,8 138 —
lA!te cheltuieli curente ) | 281 106,2 106,2 o
| Burse pentru studentii autohtoni | 281211 | 106,2 106,2 —
B B | 2229 | — -
Servicii de cercetari stiintifice contractate | 222930 - R
e e T T
Servicii editoriale - - | 222910 | | S—
Majorarea valorii materialelor pentru
 3ea o es e s . ; 3351
Lscopun didactice, stiintifice si alte scopuri Ik -
Procurarea materialelor pentru scopuri 335110

didactice, stiintifice si alte scopuri

e ———

Total

d

Directorul institutiel

Academician, Rector ASEM

Belostecinic Grigore, dr. hab., prof. univ.

Conducitor proiect (postdoctorandul)

Economist

Pirlii Mariana

Mistrean Larisa, dr.

(semnatura)

W7

( semnatdra)

22 3




