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1. Introduction

Abstract

The purpose of this paper is to analyze factors influencing banking ser-
vice quality regarding supply chain finance (SCF)- evidence from Vietnam
Technology and Commercial Joint Stock Bank. It is indicated that to involve
financial service providers in the integrated management of supply chain
is important to stimulus flows of cash, products and information. We con-
duct a survey with 178 companies that are using SCF service of Vietnam
Technology and Commercial Joint Stock Bank, and apply the SERVPERF
model to measure how customers’ satisfaction is affected. The findings
agree with the previous studies of banking service quality. The empirical
results show that the banks’ SCF service quality is positively influenced by
Tangibles, Reliability, Responsiveness, Assurance, Empathy and the bank’s
price policy. Particularly the price element have the most significant im-
pact on customer’s perception of service quality.

methods to measure service quality in bank-
ing industry and SCF. To measure the service

upply chain finance (SCF) is considered

as an intersection of Finance and Supply

chain management research. It is indi-
cated that companies focusing on their physical
supply chain while disregarding capital flow
will only partly succeed (Fairchild, 2005). SCF
has attracted much interest in the last decade,
as the important role of strong supply chains in
an economy is highlighted in many researches
(Ma et al., 2020) and the increase in capital
need of industry participants stimulus a sus-
tainable growth of SCF in Vietnam.
Accordingly, in this work, we provide litera-
ture review of SCF practices and empirical

* Corresponding author.

quality of SCF in Vietnam, we use the case of
Vietnam Technology and Commercial Joint
Stock Bank (Techcombank) to collect data

and survey from companies which involved

in SCF practices. The SERVPERF model has
been employed with six hypotheses to measure
how significantly influencing factors impact
customers’ satisfaction.

2. Literature review
2.1. Supply chain finance

Hofmann (2005) suggested SCF as an inter-
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organization in which two or more entities and
financial service providers involve to jointly
create additional value. SCF mainly focuses
on developing a financial solution that can
benefit the entire supply chain, rather than
individual companies’ interest (Gelsomino et
al., 2016; Zhao and Huchzermeier, 2018). With
the aim of optimizing the usage of the capital,
the objective of SCF is to speed up cash flow
to enhance the creditability of supply chain
members, while reduce the overall capital cost
(Pfohl and Gomm, 2009). By integrating all the
financing processes, buyers can easily access
loans from financial service providers, and
suppliers also have an option to receive pay-
ment early, thus reduce their financial burden.
Also, the flow of products, cash, information,
etc., can be enhanced (Hua and Chen, 2016).
The role of financial service providers (FSPs)
in the integrated circle of supply chain fi-
nance has been discussed in SCF literature.

It is agreed that FSPs is a crucial link in the
chain because they help release capital and
strengthen the connection between buyers and
suppliers (Seifert and Seifert, 2011; Silvestro
and Lustrato, 2014).

Besides the relevance, research on the ser-
vice quality of SCF practices is scarce in SCF
literature. Martin & Hofmann (2017) applied
the quality gaps model (Zeithaml et al., 1993;
Mauri et al., 2013) to explore causes for dif-
ference between customer expectation and
perceived service quality in SCF practices. Ac-
cordingly, there exist five types of gaps which
affect the service quality of FSPs in SCF. The
first is the gap between the service providers’
perceptions of customer expectation and actual
customer need. The second gap referred to the
ability of FSPs in conveying their perceptions
of customer expectation to their products. The
third is the gap between promised service in
quality specifications and the actual service
provided to customers. The fourth gap exists
when service is not delivered as described in
external communication between FSPs and
their customers. The final gap is about cus-
tomer expectation and their actual perceived
service quality.

In developing countries such as Vietnam,
financial service providers have not taken full
advantage of SCF yet. Also, the question of
how to measure service quality of FSPs in
SCF practices is not yet answered in previous
studies. Thus, this study will give solutions for
FSPs, particularly banks, in providing service
for supply chain players in Vietnam. Although
previous studies highlighted the role of online
platform providers, investors and hedge fund
beside the traditional capital provider which is
banks (Hofmann and Belin, 2011), we focus
on banks owning to its dominance in Vietnam
SCF market shares (PwC, 2020). Also, due to
the availability of data, we limit our study to
Techcombank which is providing many large
corporations in Vietnam with SCF service
(Techcombank, 2021).

2.2. Measuring service quality

Service quality is difficult to be defined due to
its unique features such as intangibility, hetero-
geneity, inseparability and perishability (Chang
and Yeh, 2002). Parasuraman et al. (1988)
suggested the most acceptable definition that
service quality is reflected by customer judg-
ment about a service provider’s performance.
It can be measured by the gap between custom-
ers’ expectation and their perception of actual
service experience.

Researchers have recommended numer-

ous models to measure service quality, and

the most widely used in banking sectors is
SERVQUAL instrument (Parasuraman et al.,
1988). The model measures five dimensions of
service quality:

(1) Tangibles: the physical objects such as
equipment, facilities and personnel

(2) Reliability: the ability to provide accurate
and dependable services

(3) Responsiveness: the willingness to help
customers and provide prompt service

(4) Assurance: the courtesy and knowledge of
the employees who can inspire trust

(5) Empathy: Care and individual attention
These dimensions include 22 items which are
measured in two ways: customers’ expecta-
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Table 1. Empirical review of banking service quality researches using SERVPERF model

Study Country | Sample size |Scale Dimensions Reliability
4 dimensions:
. - Service system quality
Aldlaigan and 975 bank 21items, | pohavioral service quality 0.80-0.93
UK seven-point ) : . (total
Buttle (2002) customers . - Machine service quality
Likert scale . . sample)
- Service transactional
accuracy
5 dimensions:
- Core service or service
product
Sureshchandar ' 277 bank 41 |tems;_ - Hgman element of service
India seven-point |delivery 0.82-0.96
et al. (2002) customers . o :
Likert scale |- Systemization of service
delivery
- Tangibles of service
- Social responsibility
Jabnoun and | United 462 bank 22 items; ?:Lnr;eannsfgﬁ;
Al-Tamimi Arab seven-point . 0.77-0.93
. customers . - Tangibles
(2003) Emirates Likert scale
- Empathy
4 dimensions:
Karatepe et al. 1,220 20 |tems; - Serwcelenwron'ment
Cyprus five-point - Interaction quality 0.81-0.92
(2005) customers .
Likert scale |- Empathy
- Reliability

tion of services and their perception of service
providers’ actual performance (P). The greater
the gap between E and P is, the lower service
quality is.

However, there have been extensively debates
on SERVQUAL model, regards to its reli-
ability, validity when being applied in various
services and the stability of its factors (Lad-
hari, 2009). Cronin and Taylor (1992) argued
that only customers’ perception can reflect a
service quality, while Baumann et al (2007)
suggested that the expectation element make
respondents confused when giving answers,
thus impair the quality of data collected. Many
studies have found the SERVPEREF superior
than SERVQUAL because it provides more ef-
ficient scale and reduce the length of question-
naire by 50 percent (Bolton and Drew, 1991).
As each item of the service quality is addressed
once, it takes less time to implement the survey
and process data.

Source: Own elaboration based on previous studies

In terms of corporate banking sector, SERV-
PERF model based solely on customers’
perceptions has been widely applied to evalu-
ate service quality at commercial banks. For
example, Aldlaigan and Buttle (2002) doing re-
search on UK banks’ services, Sureshchandar
et al. (2002) applying quality model in India,
Jabnoun and Al-Tamimi (2003) employing
SERVPERF model to asset banking services
in United Arab Emirates and Karatepe et al.
(2005) examine the service quality of Cyprus’s
commercial banks. Most of the dimensions

in these researches are similar to those of
SERVQUAL, and in specific contexts of bank
service, researchers have used alternative fac-
tors to illustrate the particular characteristics.

2.3. Banking service quality

Empirical studies show that banking service
quality can be illustrated through some dimen-
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sions such as Tangibles, Reliability, Respon-
siveness, Assurance and Empathy.

- Tangible elements (TAN) measures the qual-
ity of physical facility and how good appear-
ance of the employees in the banks is. The
tangibles have positive impact on customers’
satisfaction (Jabnoun and Al-Tamimi, 2003).

- Reliability (REL) is the capability to provide
accurate and trustworthy services as promised.
A bank who can keep their promise by quali-
fied service can enhance customers’ sympathy
(Martin & Hofmann, 2017).

- Responsiveness (RESP) which refer to the
bank’s willingness and ability to promptly
response to customers’ need is a major variable
to evaluate a bank’s service quality. According
to Ali and Raza (2017), prompt reply can retain
the interest of customers, thus enhance their
satisfaction and loyalty to the service. It is sug-
gested that responsiveness has positive impact
on customer’s satisfaction.

- Assurance (ASSU) or the Safety is reflected
by knowledgeable and courteous employees in
the banks. The element is suggested to posi-
tively affect customers’ satisfaction (Aldlaigan
and Buttle, 2002).

- Empathy (EMP) showing the ability to listen
and get insight into customers’ particular
needs. Positive customer perception of the
banks’ empathy will result in satisfaction with

IT: IT infrastructure

I o

REL: Reliability
LS

RES: Responsiveness

. -

PRO: Products

L. -

'

INFO: Information sharing

s ~

P: Price

b

the service (Karatepe et al., 2005).
3. Research model and Hypotheses

According to Parasuraman et al., (1988) and
Cronin and Taylor (1992), we constructed a
model based on 5 factors of SERVPEREF, but
some modification was made to reflect the
characteristics of SCF service, particularly in
Vietnam.

Firstly, there is an increased usage of multiple
platform solutions and e-banking in SCF ser-
vice (Pfohl & Gomm, 2009). Also, new emerg-
ing technologies such as artificial intelligence
and blockchain are expected to have signifi-
cants impact on SCF, not only in developed
nations but developing countries as Vietnam
(PwC, 2019; Li et al., 2020). Therefore, we
replaced the factor “Tangibles” of SERVPERF
by “IT infrastructure” denoted by “IT”.
Secondly, we kept the item “Reliability” (REL)
and “Responsiveness” (RES) of SERVPERF
model. It is suggested by Silvestro & Lustrato
(2014) that uncertainty during economic reces-
sion resulted in a loss of trust among supply
chain partners. In the context of Covid-19
pandemic causing supply chain disruption,
payment delays and increasing transaction risk,
prestige of banks reflected in the two above
factors is becoming a priority for buyers and

[ UOLIRJSTIRS IMUOISN)Y :5;)]

Figure 1. The proposed model

Source: Own elaboration
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suppliers in supply chain (Moretto & Caniato,
2021).

Thirdly, we added to the model a factor that
reflects the bank’s products. Wetzel & Hof-
mann (2019) showed that banks now regard
SCF as a mean of service differentiation. Also,
it is shown by Demica (2010) that there was
increasing competition among banks in provid-
ing corporate clients with financing methods
and SCEF solutions. Therefore, we used “PRO”
which stands for “Products” as the forth factors
that refers to assurance and how convenient
clients can access banks’ SCF services.
Fourthly, SCF involves integrating the finan-
cial activities of multiple partners to optimize
the benefit of the entire supply chain (Pfohl
and Gomm, 2009). Also, due to growing
complexity of global network, differing financ-
ing technologies and regulatory frameworks,
information transparency is becoming impor-
tant to both buyers and suppliers (Silvestro &
Lustrato, 2014). These, together with Mathis
and Cavinato (2010), highlighted the need for
integration of banks’ information systems and
their clients’. Also, it is suggested that banks
have a decisive role in facilitating information
sharing in supply chain (Blount, 2008). To
reflect the collaboration between partners in
SCF, we employed the “Information sharing”
denoted as “INFO” as the fifth factors of the
model.

In addition, according to Nguyen Hong Quan
(2020), price and interest policy has positive
impact on e-banking service satisfaction. Also,
Matzler et al., (2006) suggested that retail
banks should pay more attention on dimen-
sions of price satisfaction to gain customer loy-

alty and, therefore we adopt the “Price policy”
denoted as “P” as the sixth item of the model.
The independent variable which is denoted as
“CS” is customer satisfaction in SCF service.
Thus, there are six hypotheses as follows:

HI1. IT infrastructure in supply chain finance
services significantly impacts customer satis-
faction.

H2. Reliability in supply chain finance services
significantly impacts customer satisfaction.
H3. Responsiveness in supply chain finance
services significantly impacts customer satis-
faction.

H4. Products in supply chain finance services
significantly impacts customer satisfaction.
HS5. Information sharing in supply chain fi-
nance services significantly impacts customer
satisfaction.

H6. Price policy in supply chain finance ser-
vices significantly impacts customer satisfac-
tion.

4. Methodology
4.1. Measurement instrument

Based on literature reviews, we design scales
to make a survey. Firstly, we conduct a pre-
liminary research to supplement and adjust
observed variables for the scales. We consult
experts by interviewing 5 Techcombank’s
branches managers and 10 random corporate
clients. The results of this preliminary study
are the basis for determining the main factors
affecting the quality of SCF service in Tech-
combank, thereby completing a questionnaire
for the official survey. The questionnaire has

Table 2. Factors and Variables on SERVPERF

Num Factors Variables Questions References
1 IT1 The bank provides corporate clients with e-bank-
ing platform Aldlaigan
. The bank’s e-banking platform offer a wide range  and Buttle
2 [ITinfra- T2 of functionalities (2002), Pfohl
structure - :
3 (IT) IT3 The bank employs new emerging technology in & Gomm
upgrading its products (2009), Li et
4 T4 The bank’s security system instills confidence in  al., (2020)

you.
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Num Factors Variables Questions References
When you have a problem, the bank shows a
5 REL sincere interest in solving it S#rezh- t
The bank performs the service right the first time, chanaar
6 I REL2 al. (2002),
Reliability nearly error free records Karatepe ot
(REL) When the bank promises to do something by a P
7 REL3 tain ti it d al. (2005),
certain time, it does so. — . Moretto & Ca-
8 REL4 ;tr;/e bank guarantee customers’ information secu- niato, (2021)
9 RES1 The bank’s process is simple to follow
10 RES 2 Employee_s in the bank explain the services in Karatepe et
Respon- great detail al. (2005)
11 siveness RES 3 Employees in the bank are always willing to help  aji ang Réza
_ (RES) you. (2017)
12 RES 4 Employees in the bank promptly respond to your
request.
13 PRO 1 The ba_mk introduces you a diversified product
portfolio Suresh-
14 PRO 2 The bank offers you flexible policies chandar et
15 Products pRrog3 You are offered a product that fits your specific al. (2002),
(PRO) needs Wetzel & Hof-
16 PRO 4 The bank provides you with better financing solu- Mann (2019),
tion compared to other banks Demica
The bank’ products are easy to access online and (2010)
17 PRO 5 :
offline
18 INFO 1 The ban!< is willing to share your partner’s credit
status with you
19 INFO 2 You t:;an easny access information about the
Information bank’s strategic partners
sharing INEQ 3 The bank publicly informs customers about its new :Iar(gtggg) et
(INFO) projects or new products BI- ¢ 2(308
21 INFO4  You can easily track your financing process online ount( )
The bank publicly and transparently informs cus-
22 INFO 5 tomers about the fee schedule, interest rates and
exchange rates related.
23 P1 The bank offers appropriate interest rates Narteh
Price The bank has a flexible interest rate schedule that (2018),
24 P2 ) ,
P) fit customers’ needs Nguyen Hong
25 P3 The fee policy is appropriate to customers Quan (2020)
26 CS1 Overall, | am satisfied with the bank services Shanka
Customer : ; . (2012)
57  Satisfac- g2 I intend to contlnue being a customer of the bank o ,
tion for a long next time Eragoso &
i i i spinoza
(CS) | will encourage friends and relatives to use the
28 CS3 service offered by the bank (2017),

six dimensions of SCF service quality with 26

Source: Own elaboration
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by 3 questions. we use 6 dimensions including
IT infrastructure, Reliability, Responsiveness,
Products, Information sharing and Price. Re-
spondents were asked to give their perception
on a five-point Likert scale varying between
strongly disagree (1) and strongly Agree (5).
According to our own elaboration, Techcomb-
ank has provided more than 2,500 companies
with supply chain finance service (Techcom-
bank, 2021). Based on Techcombank’s cus-
tomer data base collected in November 2020,
we contacted by phone and 200 companies
accepted our invitation to join in the survey.
After sending questionnaires through email,
we received 185 responses, and seven of them
were excluded due to missing data items. The

Table 3. Demographic characteristics of the
Respondents

Demographics Frequency %

Experience of Techcombank’s SCF service

One time 46 25.8
More than one time 132 74.2
Operation in years

1-3 years 41 23.0
3-5 years 41 23.0
more than 5 years 96 54.0
Company’s size

Large enterprise 50 281
Medium enterprise 62 34.8
Small enterprise 66 371
Industry

Manufacturing 80 449
Commercial 98 55.1

Source: Own elaboration
Note(s): The company s size is classified based on
Techcombank's internal standard, as follows:
- A large enterprise is a company with total revenue
greater than 200 billion VND
- A medium enterprise is a company with total
revenue between 20 billion VND and 200 billion
VND
- A small enterprise is company with total revenue
less than 20 billion VND

remaining 178 responses (96% of the total
sample) represented an effective sample size.
After conducting a formal survey with a large
sample, we collect information from question-
naire and process the data using SPSS 20 with
Cronbach’s Alpha to analyse the instrument
reliability, Exploratory factor analysis (EFA),
Pearson’s Correlation test and Regression.
There are 25 independent variables and three
variables demonstrating customer satisfaction
on SCF service.

4.2. Demographic characteristics of the Re-
spondents

The questionnaire was constructed with 2
parts. The first part is about enterprise informa-
tion while the second part is about customers’
perception of Techcombank” SCF service. The
characteristics of the respondent is reflected in
Table 3.

5. Empirical results
5.1. Instrument reliability

We use Cronbach alpha to analyze the instru-
ment reliability and the total correlation between
items. To enhance the instrument reliability,

the PRO4 is eliminated because the correlation
index is below than 0.3 and the Cronbach’s
Alpha if item deleted is higher than the current
Cronbach’s Alpha (Nunnally, 1994; Peterson,
1994). The final result is shown on Table 4.

The Cronbach’s Alpha of all the six factors are
higher than 0.7, which means a high reliable
instrument (Tabachnick and Fidell, 2007).

After confirming the reliability of the data,
there are 24 variables instead of 25 variables as
formal designed due to the removable of PRO4
in the Products dimension.

5.2. Exploratory factor analysis (EFA)

To explore the underlying structure of collected
data and simplify the model by smaller set of

summary variable, we apply Exploratory factor
analysis (EFA). The Principle component factor
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Table 4. Reliability Statistics

Factors Number of Cronbach’s Minimum Corrected

Items Alpha Item-Total Correlation

IT infrastructure 4 0.840 0.603

Reliability 4 0.797 0.562

Responsiveness 4 0.826 0.631

Products 4 0.843 0.577

Information sharing 5 0.854 0.557

Price 3 0.735 0.524

Source: Own elaboration on SPSS 20
Table 5. KMO and Bartlett’s Test in the model. The final KMO and Bartlett’s test
Kaiser-Meyer-Olkin Measure of 870 is shown in Table 5.
Sampling Adequacy. : The KMO is 0.870 which is between 0.5 and 1,
Bartlett's Test |Approx. Chi-Square | 1944.067 |  and the Sig. is 0.000 which is smaller than 0.05
of Sphericity [ df 253| show that the data is appropriate with EFA and
Sig. .000| independent variables are highly correlated

Source: Own elaboration on SPSS 20  (Fabrigar & Wegener, 2011).
The Table 6 and Table 7 show that the Ei-

analysis method and Varimax rotation which genvalue in the sixth factor is 1.216 which is
are the most wildly used in EFA (Costello & higher than 1, means 6 factors can best sum-
Osborne, 2005) are also apply in this study. In marize the characteristic of observed variables.
EFA, we first to make sure that the factor load- Generally, after instrument reliability test and
ing is higher than 0.5 (Factor loading > 0.5). EFA, the model is reduced to 6 factors with 23

The next step is applying Kaiser-Meyer-Olkin independent variables.
(KMO) Measure and Bartlett’s test to analyze We also apply EFA to data of dependent vari-

if the EFA is appropriate with collected data ables. The KMO and Bartlett’s Test for depen-
and how observed variables correlated to each dent variables is shown in Table 8. The data
other. The INFO4 is removed from the model, for dependent variables is appropriate and they

as it is loaded in both the factor 1 and 3 in the are highly correlated (0,5< KMO =0.741< 1,
Rotated Component Matrix, and the difference Sig. = 0.000 <0.05).

between the two Eigenvalues is 0.067 lower It is shown that the customers’ satisfaction is
than 0.3. Thus, there are 23 variables remained well reflected by three variables which is then

Table 6. Total Variance Explained

Extraction Sums of Squared Rotation Sums of Squared

Com- Initial Eigenvalues Loadings Loadings

ponent Total % of  Cumulative Total % of  Cumulative Total % of  Cumulative
Variance % Variance % Variance Y%

T2 7.379  32.081 32.081 7.379 32.081 32.081 2.879 12.516 12.516

T4 2.203 9.579 41.659 2.203 9.579 41.659 2.814 12.235 24.751

IT1 1.945 8.457 50.116 1.945 8.457 50.116 2.705 11.761 36.512

IT3 1.565 6.803 56.919 1.565 6.803 56.919 2.653 11.536 48.049

INFO3 1.328 5.775 62.694 1.328 5.775 62.694 2559 11.127 59.175
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Initial Eigenvalues

Extraction Sums of Squared Rotation Sums of Squared

Com- Loadings Loadings

ponent Total % of  Cumulative Total % of  Cumulative Total % of  Cumulative
Variance % Variance % Variance %

INFO2 1.216 5.285 67.979 1.216 5.285 67.979 2.025 8.804 67.979

INFO1  .718 3.124 71.102

INFO5 .665 2.892 73.994

PRO5 .645 2.802 76.797

PRO1 .604 2.624 79.421

PRO2 545 2.367 81.788

PRO3 511 2.223 84.011

RES1 462 2.009 86.020

RES4 442 1.924 87.944

RES3 406 1.764 89.708

RES2 .396 1.722 91.431

REL4 .354 1.539 92.969

REL1 312 1.358 94.328

REL2 .300 1.303 95.631

REL3 .290 1.262 96.894

P1 .253 1.102 97.995
P2 248 1.076 99.071
P3 214 .929 100.000

Extraction Method: Principal Component Analysis.

summarized in one variable (Table
10). The total variable explained is
80.097% (Table 9).

5.3. Pearson’s Correlation Coef-
ficient

To measure the statistical relation-
ship between variables and to early
identify the multicollinearity prob-
lem when the independent variables
are strongly correlated, we use
Pearson analysis. If the Sig. is less
than 0.05, the Pearson correlation is
significant. The coefficient value can
range from +1 to -1, where a 0 imply
no relationship exists and a value
which near - 1 indicates a strong

Source: Own elaboration on SPSS 20

Table 7. Rotated Component Matrix?

Component
1 2 3 4 5 6

IT2 .801

IT4 791

IT1 731

IT3 .696

INFO3 .833

INFO2 .827

INFO1 .735

INFO5 .698

PRO5 .803

PRO1 761

PRO2 719
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are less than 0.05. Thus, all indepen-

Component : . .
dent variables have linear relation-
1 2 3 4 5 6 ship with dependent variable.
PRO3 715
RES1 800 5.4. Regression
RES4 757 The explanatory power of the model
RES3 698 is reflected by R2 Table 12 shows
RES?2 664 the Adjusted R? for the customer’s
REL4 777 satisfaction regarding supply chain
finance service is 67.1%. Thus, the
REL1 768 regression model is accepted, and the
REL2 .758 independent variables can explain
REL3 755 67.1% changes in customers’ satis-
faction.
P 788 The ANOVA test shows the Sig. of
P2 775 0.000 which is less than 0.01, indi-
P3 770 cate the significance of the designed

regression model.

The degree to which independent
variables explain the change of
dependent variables is reflected by
coefficient values, while the p-
values which is greater than 0.1 and
Sig. value which is less than 0.05

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

2. Rotation converged in 6 iterations.
Source: Own elaboration on SPSS 20

Table 8. KMO and Bartlett’s Test for dependent

: : variables : illustrate the significance of hypoth-
Kaiser-Meyer-Olkin Measure of Sampling 741 eses. The table 4 shows that all the
Adequacy. _ hypotheses are accepted with posi-

Approx. Chi-Square  284.901 tive coefficient. The highest coeffi-
Bartlett’s Test of . . .

. df 3 cient Beta coming to the price factor

Sphericity

Sig. 000 means that cost of loans has the most

- significant impact on customers’
Source: Own elaboration on SPSS 20
Table 9. Total Variance Explained

Com- Initial Eigenvalues Extraction Sums of Squared Loadings

ponent| Total | % of Variance | Cumulative % | Total | % of Variance | Cumulative %

Cs1 2.403 80.097 80.097| 2.403 80.097 80.097

Cs2 322 10.719 90.817

CS3 276 9.183 100.000

Extraction Method: Principal Component Analysis.

correlation (Cronin & Taylor, 1992). The
result (Table 11) points out that all factors are

remained unchanged because the Sig. between

the independent variable and dependent ones

Source: Own elaboration on SPSS 20

6. Results Discussion

56 Journal of Economic and Banking Studies- Volume 02- December 2021

satisfaction regarding supply chain finance
service.




Do, Cam Nhung - Do, Thi Thu Ha

The relationship between IT infrastructure and  customer satisfaction, represented by H1 ( =
0.121, p < 0.05) is positive and significant. The
result is consistent with Pfohl & Gomm (2009)

Table 10. Component Matrix* that IT technology plays an important role in
Component optimizing financial flow in supply chain, thus
1 the more modern e-banking platform is, the
more comfortable customers feel when work-
Cst 904 ing with the bank.
CS2 .892 The relationship between Reliability (REL)
CS3 889 and customer satisfaction, represented by H2

(B=0.087, p < 0.05) is positive and signifi-
cant. It is aligned with other studies of bank-
ing service (Sureshchandar et al., 2002). By
supply chain finance, the credit relationship

Extraction Method: Principal
Component Analysis.

a. 1 component extracted.
Source: Own elaboration on SPSS 20

Table 11. Correlations

Cs INFO IT PRO REL RES P
Pearson Correlation 1 .607** .B32** .621** .386** .566** .582**
CS Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 187 187 187 187 187 187 187
Pearson Correlation .607** 1 .393* 512  279* 378"  .329**
INFO Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 187 187 187 187 187 187 187
Pearson Correlation ~ .532**  .393** 1 .416* 346 572"  222**
IT Sig. (2-tailed) .000 .000 .000 .000 .000 .002
N 187 187 187 187 187 187 187
Pearson Correlation .621**  512**  416™ 1 .281™ 479 371"
PRO Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 187 187 187 187 187 187 187
Pearson Correlation ~ .386**  .279**  .346**  .281** 1 .291* 178
REL Sig. (2-tailed) .000 .000 .000 .000 .000 .015
N 187 187 187 187 187 187 187
Pearson Correlation .566**  .378** 572"  479*  291** 1 .259*
RES Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 187 187 187 187 187 187 187
Pearson Correlation .582* . 329*  222**  371** 78 .259** 1

P Sig. (2-tailed) .000 .000 .002 .000 .015 .000
N 187 187 187 187 187 187 187

** Correlation is significant at the 0.01 level (2-tailed)

* Correlation is significant at the 0.05 level (2-tailed)
Source: Own elaboration on SPSS 20
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Table 12. Regression

Model Summary®

Model R R Square

Adjusted R Square Std. Error of the Estimate Durbin-Watson

1 .826@  .681 .671

.376 1.926

a. Predictors: (Constant), P, REL, RES, INFO, IT, PRO

b. Dependent Variable: CS

Source: Own elaboration on SPSS 20

Table 13. ANOVA test

Model Sum of Squares  df Mean Square F Sig.
Regression  54.452 6 9.075 64.191 .000°
1 Residual 25.448 180 141
Total 79.900 186

a. Dependent Variable: CS

b. Predictors: (Constant), P, REL, RES, INFO, IT, PRO

Source: Own elaboration on SPSS 20

Table 14. Coefficients®

Unstaanrdized Standgr_d ized Collinearity Statistics
Model Coefficients Coefficients t Sig.
B Std. Error Beta Tolerance VIF
(Constant) -.308 .188 -1.636 104
IT 121 .047 .140 2.589 .010 .606 1.649
REL .087 .039 101 2.210 .028 .842 1.188
1 RES 154 .046 .183 3.361 .001 594 1.683
PRO 187 .051 199 3.679 .000 .603 1.657
INFO .209 .044 243 4.739 .000 .671 1.491
P .288 .040 .331 7171 .000 .830 1.205

a. Dependent Variable: CS (Customer satisfaction)

based on multiple parties is built mainly on
prestige of entities in the supply chain, thus if
the bank provide customer with accurate and
trustworthy service, the customer sympathy
will increase.

The impact of Responsiveness (RES) on cus-
tomer satisfaction, shown by H3 (B =0.154, p
< 0.05) is positive and significant. The result
also supports past studies (Karatepe et al.,
2005). The service of supply chain finance is
different from traditional loans, as it requires
high level of understanding among multiple

Source: Own elaboration on SPSS 20

parties including banks, suppliers and buyers.
Therefore, the banks’ ability and willingness

to give prompt service and response to clients
probably reduce the time of loan’s process, and
increase the service quality.

The association between Products (PRO) and
customer satisfaction, illustrated by H4 (B =
0.187, p < 0.01) is positive and significant. The
findings are in line with other researches on
SCF (Wetzel & Hofmann, 2019). If the bank
diversifies its product portfolio, and has flex-
ible approaches to different corporate entities,
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the banks can show its attention on customers’
personal need, it will make a profound impres-
sion on customer perception, thus gains higher
customer satisfaction.

The acceptance of hypothesis H5 (B= 0.209, p<
0.01) means a positive and significant impact
of Information sharing on customer satisfac-
tion. It is aligned with previous studies sugges-
tions that information exchange is a priority of
suppliers and buyers, particularly in the context
of the pandemic and economic uncertainty. In
supply chain finance, financial providers need
to strengthen the information sharing process
and notice the element of information transpar-
ency to satisfy customer’s experience.

The strongest impact on customer satisfaction
is seen on Price policy, as the H6 (= 0.288,
p< 0.01) is accepted meaning a positive and
significant relationship. In a business position,
borrowers pay much attention on the cost of
capital because it directly affects the company
income. The bank’s price policy or the interest
policy is a key factor for clients to choose their
capital providers. Customers feel satisfied if
they can access affordable capital.

7. Conclusion and implications
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