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Abstract

Purpose — This research is the first to use bibliometric analysis to provide insight into the landscape and
forecast the future of customer experience research in the banking sector.
Design/methodology/approach — We used bibliographic coupling and co-word analysis to delineate the
existing knowledge structure after reviewing 338 articles from the Web of Science database.

Findings — The bibliographic coupling analysis revealed five key clusters: customer engagement and
experience in digital banking; customer experience and service management; customer experience and market
resilience; digital transformation and customer experience; and digital technology and customer experience—
each representing a significant strand of current research. In addition, the co-word analysis revealed four
emerging themes: customer experience through Al and blockchain, digital evolution in banking, experience-
driven ecosystems for customer satisfaction, and trust-based holistic banking experience.

Practical implications — These findings not only sketch an overview of the current research domain but also
hint at emerging areas ideal for scholarly investigation. While highlighting the industry’s rapid adaptation to
technological advances, this study calls for more integrative research to unravel the complexities of customer
experience in the evolving digital banking ecosystem.

Originality/value — This review presents a novel state-of-the-art analysis of customer banking experience
research by employing a science mapping via bibliometric analysis to unveil the knowledge and temporal
structure.
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Introduction I’

In the past three decades, customer experience has garnered significant attention from
scholars and practitioners (Jain et al., 2017). Marketing Science Institute has ranked customer
experience management among the “tier 1 research priority” (Kandampully ef al, 2018). In Kybernees
1982, Holbrook and Hirschman (1982) published a founding article revealing that — ©Emerald Publishing Limited
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consumption is a process encompassing feelings and pleasure, proposing the experiential DOT 10.1108/K-11-2023.2251
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