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English Abstract

In recent years, in order to gain the digital finance market, digital banks in Taiwan have been
launched favorable measures and digital services to compete with each other. However, in the view
of customers, the topic would be what kind of digital finance service do people need? It’s exactly an
important issue in the field of digital banking service. Therefore, for the purpose of conducting an
empirical research, the study has taken digital bank in Taiwan as an example, and tackled service
experience, consumer perception and the willingness to use and actual usage behavior in the
Technology Acceptance Model. Moreover, the result of empirical research has mutually verified by
the perspectives of the digital bank professionals in Taiwan; finally, drawing out the research
conclusion to provide isights for financial professionals with respect to deal with the challenges
from Internet-Only banks and to develop digital finance service. Based on the aforementioned, the
study has three research purposes: (1) To fully understand the status quo of digital banking service
experience, consumer perception, the willingness to use and the actual usage behaviors; (2) To
discuss the influence between digital banking service experience, consumer perception, the
willingness to use and the actual usage behaviors; (3) To compare the perception differences
between costumers and banks regarding digital banking service experience, consumer perception,
the willingness to use and the actual usage behaviors.

For research methodology, the study at first applied a questionnaire approach to get a better
picture about customers’ perspective regarding digital banking service experience, consumer
perception, the willingness to use and the actual usage behaviors, and also the influence among
those variables; depend on that, the study further analyzed the interview data from the digital bank
professionals with qualitative data analysis and compare quantify result from the customer with
qualitative result from the digital bank professionals. In the aspect of questionnaire survey, the study
took general customers as the research subject. There were 316 questionnaires distributed and 316
valid questionnaires were retumed. The valid response rate was 100%. As the matter of qualitative

research, the study interviewed senior supervisors from two traditional digital banks and an

I



Internet-Only bank.

The conclusions found that the questionnaire result is almost identical to the interview content
from the digital bank professionals. The conclusions are as the following: (1) Not only Service
experience has shown positive influence toward consumer perception, the willingness to use and the
actual usage behaviors, but the digital bank has also changed direction to prioritize customers and
dedicated to improve service experience; (2) While consumer perception has shown a significant
positive influences toward the condition of usage and usage frequency in digital bank, both digital
bank and Internet-Only bank have been committed in customers’ need as a core value to develop a
new digital financial service, improving customer's willingness to use the digital bank; (3) The
willingness to use has shown significant positive influences toward the condition of usage and
usage frequency in digital bank. Due to the advanced technology and the digitalization of personal
banking services on remittance, payment and withdrawals, the majority has accustomed to use
various banking services by digital bank, especially under the impact of pandemic, even further
spike a short term need for digital banking service.

Keywords: Digital banking, Technology acceptance model, Internet only banks, Service experience
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