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Abstract

This article examines the scientific mapping of customer experience in the capital market
during the Coronavirus epidemic and analyzes the key trends and changes by examining and
illustrating the state of scientific productions using scientometric methods. Covid-19 and
customer experience in the context of the capital market based on scientometric techniques,
articles indexed in the Web of Science database in the period of 2019-2024 and research gaps
have been identified. The current research is of a descriptive and applied nature, which was
conducted through co-occurrence analysis of words. The statistical population of this study
comprises scientific articles in the field of Covid-19 and customer experience. A total of 349
articles were selected from two fields closely related to business management, business and
business finance, and the data were analyzed using VOSviewer software. The most frequent
words were "Covid-19", "effect" and "customer satisfaction" which are the results of co-
occurrence analysis and are related to the word "online.” Two thematic clusters were also
identified: the shift to online services and customer experience risk management.
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