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CHAPTER 2 

LITERATURE REVIEW

This chap te r p rov ides th e  d e fin it io n  and in tro d u c tio n  o f  IB, TAM and each  
con s tru c t such as: pe rce ived  use fu lness, pe rce ived  ease o f  use, tru s t, gove rnm en t 
suppo rt and socia l in flu ence . We a lso  lo o k  at these  construc ts  in som e prev ious  
stud ies and th e n  based on tho se  lite ra tu re s  the  hypo theses o f  th is  s tudy  w il l be  
de ve lo p ed .

2.1 Internet Banking

The com p e tit iv e  pressures and  th e  changing requ irem en ts  o f  consum ers have  
urged upon  th e  banking indus try  to  d e v e lo p  new  and innova tive  techno lo g ie s  and  
to o ls  (Juwaheer, Pudaru th , & Ramdin, 2012). IB has re vo lu tio n iz e d  th e  banking  
ind us try  w o r ld w id e  (M a lho tra  and Singh as c ite d  in (Yang, Lu, Gupta, Cao, & Zhang,

2012)).

Shih and Fang as c ite d  in (Juw ahee r e t al., 2012) describes in te rn e t banking  
as a new  typ e  o f in fo rm a tio n  sys tem  th a t uses th e  innova tive  resources o f the  
in te rn e t and  WWW (w o rld  w id e  w eb ) to  e n ab le  custom ers to  e ffe c t financ ia l activ ities  
in v ir tu a l space. For exam p le , it a llo w s  cus tom ers  to  pe rfo rm  a w id e  range o f banking  
transac tions e le c tro n ic a lly  via th e  b a n k ’ s w e b  site (Tan, 2000).

T rad itio na l banks are o fte n  cha rac te rized  by  long queues espec ia lly  during  
peak hours (The T im es o f  India as c ite d  in [24]), b u t w ith  IB users d o  no t have to  do  
th a t and can pe rfo rm  com m o n  banking transac tions  such as w riting  cheques, paying  
b ills , transfe rring funds, p rin ting  s ta tem en ts , setting up  fixed  depos its , purchasing  
in ve s tm en t re la ted  tunas and enqu iring  ab ou t accoun t ba lances w heneve r and  
w he reve r (A. Y. Chong, Ooi, K.B., Lin, B., Tan, B.I., 2010). In te rne t banking has evo lved  
in to  a “ one  s to p  service and in fo rm a tio n  u n it ” th a t prom ises great bene fits  to  b o th  
banks and consum ers (Tan, 2000).

IB is com m o n  in m any d e v e lo p e d  na tions, b u t fo r m any de ve lop ing  coun tries  
IB is s till ve ry  m uch  a t its in fancy, e sp ec ia lly  fo r coun trie s  like  V ie tnam , w h ich  are s till 
bu ild in g  up  th e ir IT in fras truc tu re . A lth o u gh  on lin e  banking is q u ite  strange to  m any
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V ie tnam ese  users and  is s til l at an ea rly  stage o f  d e v e lo p m e n t, b u t w ith  31.304.211  
In te rn e t users h o ld  35,58 % o f p o pu la tio n  (acco rd ing to  V ie tnam  ne tw o rk  in fo rm a tio n  
cen te r - h ttp :/ /w w w .v n n ic .vn /e n /s ta t/re p o r t- in te rn e t-s ta tis t ic s ? la n g = e n ) , th e re  is a 
huge m arke t p o te n tia l fo r banks to  exp lo re .

2.2 Technological Acceptance Model

It has been  fo u n d  th a t user’s a t t itu d e  tow a rds  th e  accep tance  o f  a new  IS has 
a c rit ica l im pac t on  its success (Succi & W a lte r, 1999) (F. Davis e t al., 1989) (Venkatesh  
& Davis, 1996). Researchers have been try ing  to  e xp lo re  fac to rs th a t in flu ence  on  
in d iv id u a l's  accep tance  o f  IT in o rde r to  enhance its usage. Severa l th e o re tica l 
m od e ls  have been  p roposed  th a t have th e ir  roo ts  in ISs, psycho logy  and soc io logy  
(Venkatesh , Morris, Davis, & Davis, 2003). T he  cu rren t s tu dy  p roposes th e  app lica tio n  
o f  th e  TAM to  f in d  o u t fac to rs  w h ich  have s ign ificant in flu en ce  on  th e  a d op tio n  o f  IB 
system . TAM as illu s tra te d  in Fig. 2.1 is on e  o f  th e  m os t u tiliz e d  m ode ls  fo r s tudying  
IS a ccep tance  (A l-Gahtani, 2001) (Venkatesh &  Davis, 1996) (F. Davis e t a l ,  1989).

Figure 2.1: T e chno logy  A ccep tance M od e l (TAM) (Based on Davis e t al. 1989)

Davis (F. Davis, 1989) de ve lo p ed  th e  TAM in s tudy ing th e  de te rm in an ts  o f IT

usage. The reason fo r its p o pu la r ity  is because o f its pa rs im ony and th e  w ea lth  o f  
em p ir ic a l suppo rt fo r it (Agarwal & Prasa, 1999) (Adams e t al., 1992). Am ong th e  m any  
re p lica tions  and adap ta tion s  o f th e  m o d e l o r its in s trum en t, th e re  is a com m on  
ag reem en t am ong th e m  th a t th e  m o d e l was va lid  in p red ic ting  ind iv id ua l's  
accep tance  o f  various techno log ie s  (Adams e t al., 1992) (Chin & T odd , 1995) (Do ll, 
Hendrickson, & Deng, 1998) (Segars & Grover, 1993).

http://www.vnnic.vn/en/stat/report-internet-statistics?lang=en
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The goa l o f  TAM is to  p ro v id e  an exp lana tion  o f th e  de te rm in an ts  o f  
c om p u te r accep tance  th a t is genera l, capab le  o f  exp la in ing user behav io r across a 
b road range o f  en d  -user com pu ting  te ch n o lo g ie s  and user po pu la tio n s , w h ile  a t th e  
same t im e  being b o th  pars im on ious and  th e o re t ic a lly  ju s t if ie d  (F. Davis, 1989). TAM  
can be seen as an adap ta tio n  o f th e  generic F ishbein and  A jzen 's  T heo ry  o f  
Reasoned A c tion  (TRA) and was d e v e lo p e d  to  exp la in  in d iv id u a l sys tem  use in the  
w o rkp la ce  (F. Davis e t al., 1989). This is a psycho log ica l th e o ry  th a t seeks to  exp la in  
an in d iv id u a l's  ac tio n  w h ich  is d e te rm in e d  by  h is / he r b e hav io ra l in te n tio n  to  
pe rfo rm  it (F ishbein & A jzen, 1975).

TAM suggests th a t th e  pe rce ived  use fu lness and ease o f  use can be app lie d  
to  p re d e te rm ine  th e  a tt itu d e  tow ards using new  te chn o lo g y  w h ich  on  th e  o th e r hand  
in fluences th e  behav io ra l in te n tio n  t o  a p p ly  th e  ac tua l sys tem  d ire c t ly  (F. Davis e t 
al., 1989). Perce ived use fu lness (PU) is de sc ribed  as “ th e  e x te n t to  w h ich  a pe rson  
be lieves  th a t using a system  w il l increase his o r he r jo b  p e rfo rm an ce ” . Perce ived  
ease o f  use (PEOU) is de fined  as “ th e  degree to  w h ich  a pe rson be lieves th a t using 
th e  system  w il l be  free  o f  e ffo rt regard ing its transfe r and u t il iz a t io n ” (F. Davis e t al., 
1989).

M any researches sta te  tha t TAM its e lf  is insu ffic ien t to  exp la in  use rs ’ decisions  
to  a d op t te chno log ie s , so th e y  use TAM as a base m o d e l and  e x te n de d  th e  m od e l 
by add ing a d d it io n a l variab les to  the  m o d e l depend ing  on  th e  types  o f  techno log ie s  
th e y  s tud ied  (A. Y. Chong, Ooi, K.B., Lin, B., Tan, B.I., 2010). Various ex tens ions to  the  
TAM w ere  a lso co n d u c te d  in the  s tu d y  o f  o n lin e  banking such as tho se  con du c te d  
by [16] th e  au tho rs  d rew  upon  TAM and  in c lud ed  go ve rnm en t suppo rt and trust. 
O the r researchers have a lso a t te m p te d  to  com b ine  TAM w ith  o th e r te chn o lo g y  
ad op tio n  m ode ls . เท (Juwaheer e t a l., 2012) the  au tho rs c om b in ed  TAM w ith  theo ry  
o f reasoned ac tion  (TRA) and th e o ry  o f p la n n ed  behav iou r (TPB) in th e ir s tudy  on  
Factors in flu enc ing  th e  adop tio n  o f  in te rn e t banking: a case s tu d y  o f  com m e rc ia l 
banks in M au ritiu . F lernandez and M azzon as c ite d  in [16 ] a p p lie d  TAM w ith  
Innova tion  D iffus ion M ode l and TAM2, w h ich  is an ex tens ion  o f  TAM in th e ir s tudy  on  
on lin e  banking im p le m en ta t io n  in Brazil.
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Rely ๐ก existing researches, m y  s tu d y  w il l a lso a p p ly  TAM as th e  base m o d e l 
and ex tend  th e  m o d e l b y  in c lud ing  th e  V ie tnam ese ’ s g o ve rnm en t suppo rt, socia l 
in f lu en ce  and V ie tnam ese con sum e rs ’ t ru s t on  security  and p rivacy since th e  un c lea r 
in te rn e t laws and  regu la tions in V ie tn am  w h ic h  I be lie ve  are im po rta n t fo r th e  s tud ies  
o f o n lin e  banking a d o p tio n  in V ie tnam .

The V ie tnam ese  go ve rnm en t is aware th a t e -C om m erce  w il l h o ld  an 
im po rta n t ro le  in th e ir c o u n try  d e v e lo p m e n t, so th e  go ve rnm en t is try ing to  issue 
po lic ies, regu la tions, d irec tions  o r d e v e lo p  th e  in fra s truc tu re  to  suppo rt financ ia l 
sec to r and banking. For exam p le , a n a tio n a l p ro je c t c a lle d  “ E lec tron ic  com m e rce  
te c h n iq u e ” has fin ished  p a rtia lly  du rin g  th e  tim e  th is  re po rt has been  m ade, and  w il l  
soon be a p p ro ved  and a pp lie d  by th e  go ve rnm en t (cuong, 2003). There fo re , I be lie ve  
th a t it is im p o rta n t and necessary to  investiga te  if th e  V ie tnam ese g o ve rn m en t’ s 
suppo rt can im pa c t on  th e  a d o p t io n  o f  o n lin e  banking. As w ith  m any  in te rn e t  
te chno log ie s , it is c ruc ia l to  e xam ine  if users ’ tru s t on  secu rity  and p rivacy w il l  
in flu ence  th e  accep tance  o f o n lin e  bank ing . V ie tnam  is an ag ricu ltu ra l c o u n try  and  
eve ryone  keep strong re la tio n sh ip  w ith  th e ir re la tive , fr iend , peer, co lleague  and  
p e op le  a round  th em . Thus, be fo re  th e y  dec ide  to  a d op t a new  te c h n o lo g y  th e y  
o fte n  re fe rence  th e ir fam ily , fr ie nd  and  co lleague, e spec ia lly  p e op le  w h o  are  
im po rta n t to  th e m . Tha t w hy  I in c lu d e  soc ia l in flu ence  fa c to r in m y  research.

For above  reasons, m y  s tu d y  keep  th e  orig ina l variab les de rived  from  TAM  
w h ich  are pe rce ived  use fu lness and pe rce ived  ease o f  use, and ex tend  TAM by  
inco rpo ra ting  tru s t, go ve rnm en t s u p p o rt an d  socia l in flu ence  w h ich  I be lie ve  w il l  p la y  
a m a jo r ro le  in in flu enc ing  V ie tnam ese  use rs ’ dec is ion to  a d op t o n lin e  banking.

2.3 Perceived usefulness

เท m y  research Perceived use fu lne ss  is the  c o n te n t o f  w h ich  an ind iv id ua l 
be lieves th a t IB is m ore  advan tageous w hen  com pa red  to  tra d it io n a l w ay o f  
conduc ting  banking transactions. The m o s t advanced bene fit o f  IB is th a t consum er  
can d o  transac tion  any tim e  and anyw he re .

Previous researches on  te c h n o lo g y  accep tance have con s is te n tly  p o in te d  o u t  
th a t pe rce ived  use fu lness has a s ign ifican t in flu ence  on  users ’ in te n tio n s  to  a d op t
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th e  te chno lo g y . Az im  (Azim , A li, &  Sattar, 2011), C .Lim (C.Lim, 2013) and Salari and  
•Salajegheh (Salari & Salajegheh, 2011) fo u n d  tha t pe rce ived  use fu lness is on e  o f th e  
m ost s ign ifican t in flu en ce  on  th e  in te n tio n  to  use o n lin e  banking am ong th e  
consum ers.

O ne o f th e  m os t com m on  fac to rs w h ich  is a p p lie d  in existing o n lin e  banking  
lite ra tu re s  is pe rce ived  usefu lness. Chong (A. Y. Chong, Ooi, K.B., Lin, B., Tan, B.I., 
2010) in th e ir s tu dy  o f  O n line  banking a d o p tio n  in V ie tnam  fo u n d  th a t pe rce ived  
use fu lness is on e  o f  th e  m os t s ign ificant in flu ence  on  th e  in te n tio n  to  use o n lin e  
banking am ong V ie tnam ese consum ers. Salari and Sala jegheh [34 ] a lso p o in te d  o u t 
th a t pe rce ived  use fu lness is on e  o f th e  main fac to rs a ffec ting  th e  accep tance  o f  
In te rne t banking at M e lla t bank branches in Isfahan city ,Iran . Chong (A. Y. Chong, Ooi,

K.B., Lin, B., Tan, B.I., 2010) carried o u t a su rvey consis ting o f  200 o n lin e  banking users 
and non-users  in Manila to  f ind  o u t th e  fac to rs  th a t a ffe c t th e  a d o p tio n  o f  o n lin e  
banking in Manila , P h iliph in  and his fin d in g  was cons is ten t w ith  p rio r s tud ies i.e. 
pe rce ived use fu lness plays a s ign ifican t ro le  in de te rm in ing  Ph ilipp ines users ’ 
in te n tio n s  d o  ad op t o n lin e  banking.

Jaruw ach ira thanaku l and Fink (Ja ruw ach ira thanaku l &  Fink, 2005) c o n du c te d  a 

s tudy  on  Tha iland , a coun try  in S ou theas t Asia as w e ll as being a fast grow ing  

deve lop ing  na tion  like  V ie tnam , atso show ed  tha t pe rce ived  use fu lness is a b le  to  

insp ire Thai consum ers to  use o n lin e  banking.

2.4 Perceived ease of use

A long w ith  pe rce ived use fu lness, pe rce ived  ease o f  use is de rived  from  TAM. 
Even th o ugh  th e  cus tom ers m ay be lie ve  th e  given app lica tio n  is use fu l, b u t a t th e  
same tim e  th e y  m igh t th in k  th a t th e  sys tem  is d if f ic u lt to  use (F. Davis, 1989). Besides 
pe rce ived  use fu lness, pe rce ived ease o f use has a lso been  ind ica ted  as an im po rta n t  
de te rm in a n t in th e  accep tance o f a lo t in fo rm a tio n  techno log ie s , such as IB (A. Y. 
Chong, Ooi, K.B., Lin, B., Tan, B.I., 2010), in tra n e t (Chang, 2004), w ire less in te rn e t (Lu, 
Yu, Liu, &  Yao, 2003) (Shih & Fang, 2004). A t th e  side o f Roger (Rogers, 1995),
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c o m p le x ity  o f  on e  pa rticu la r sys tem  o r te c h n o lo g y  w il l be com e  th e  p re ven te r th a t  
constra in  th e  a d op tio n  o f  an innova tio n .

Users d o  no t have face -to -fa ce  in te ra c tio n  in an in te rn e t e n v iro nm en t, user 
fr iend lin ess  and th e  ease o f  use o f  th e  w e b  sites w il l lessen th e  th re a t to  use 
in te rn e t banking by  th e  cus tom ers  ((A. Y. Chong, Ooi, K.B., Lin, B., Tan, B.I., 2010). An 
ap p lic a tio n  pe rce ived  to  be easier to  lea rn and easier to  use than  ano th e r is m ore  
lik e ly  to  be  accep ted  by  users (P ikkara inen e t al., 2004). Gounaris and Koritos  
(Gounaris & Koritos, 2008) a p p lie d  th e  Perce ived Characteristics o f  th e  Innova tion  
(PCI) m o d e l in th e ir research o f  o n lin e  banking and in c lu d ed  pe rce ived  ease o f  use 
th e ir m od e l. The re su lt o f  th e ir research show ed  th a t pe rce ived ease o f  use was a b le  
to  b e tte r  th e  p red ic tio n  o f  cu s tom e rs ’ accep tance  o f  o n lin e  banking. C .Lim (C.Lim,

2013) a p p lie d  th e  TAM m o d e l to  e xam ine  th e  fa c to r th a t a ffe c t th e  a d o p tio n  o f  
o n lin e  bank ing in M an ila , P h ilipp ines a lso c o n c lu d e d  th a t pe rce ived  ease o f  use has a 
sign ifican t in flu en ce  on  th e  in te n tio n  to  use IB am ong cu s tom e r in Manila. 
Neverthe less , n o t a ll s tud ies c o n c lu d e d  th a t pe rce ived ease o f  use is an im p o rta n t  
d e te rm in a n t o f  th e  a d op tio n  o f o n lin e  banking. Accord ing to  P ikkarainen (P ikkarainen  
e t al., 2004), Eriksson (Eriksson, Kerem , & N ilsson, 2005), and Chong (A. Y. Chong, Ooi,

K.B., Lin, B., Tan, B.I., 2010) pe rce ived  ease o f  use d o  n o t im pac t o n  th e  in te n tio n  to  
use IB.

2.5 Trust

IB transac tions con ta in  ve ry  sens itive  in fo rm a tio n  a bou t cus tom ers  (Gefen, 
2000), (Morgan & Hunt, 1994). Ind iv idua ls  fea r p rov id ing sensitive in fo rm a tio n  such as 
fin a nc ia l de ta ils  on  th e  ne t, as a re su lt o f  security  de fec ts  and d is tru s t o f service  
prov ide rs  (Suh & Han, 2002). C us tom ers gene ra lly  stay away from  an e-serv ice  
p rov ide r w h o m  th e y  do  n o t tru s t (Jarvenpaa & Tractinsky, 1999). T rus t is a t th e  heart 
o f  a ll k inds o f  re la tionsh ips (Morgan & H un t, 1994). T rust is an im p o rta n t e le m en t  
a ffec ting  consum er behav io r and p lays an im po rta n t ro le  in th e  success o f  
te chno lo g ie s  ad op tio n  such as e -com m e rce  (A. Y. Chong, Ooi, K.B., Lin. B., Tan, B.I., 
2010). เท th e  cu rren t s tudy , tru s t w ith in  o n lin e  banking is de fin ed  as th e  e x te n t to  
w h ich  a pe rson be lieves th a t using IB is secu red and has no  privacy th rea ts . There fo re
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m y w o rk  s tands on  th e  side o f  con sum e r's  pe rcep tion  and con cen tra te s  on the  
e le m e n t o f  secu rity  and  privacy to  f in d  o u t  th a t w he th e r th e y  be lie ve  transactions on  
IB is secu red and priva te . Such d e fin it io n  is a like to  (Eriksson e t al., 2005) in w h ich  
th e y  de fine  tru s t from  th e  cu s tom e rs ’ awareness abou t security  and re lia b ility  o f the  
on lin e  banking system .

Accord ing to  Sathye (Sathye, 1999) secu rity  and privacy conce rns are seen as 
th e  “ biggest ob s ta c le s ” to  th e  accep tance  o f  o n lin e  banking in Austra lia . T rust is also  
m ore  c ruc ia l and com p le x  in in te rn e t bank ing  than  tra d it io n a l banking due  to  its 
v ir tu a l e n v iro n m en t (A. Y. Chong, Oo i, K.B., Lin, B., Tan, B.I., 2010). There fo re , to  
encou rage cu s tom e r conduc ting  o n lin e  tra nsac tio n , banks have to  ach ieve  custom er's  
tru s t in th e  o n lin e  business and o n lin e  transac tion  o f  th e  bank. Lacking tru s t 
cus tom e r w il l keep away from  making a n y  transac tion  on lin e . This is ou ts tand in g ly  
im p o rta n t in a V ie tnam ese cu ltu re  w h e re b y  a lm o s t transactions are c o n du c te d  face  
to  face and m os t p e op le  have l i t t le  e xp e rie n ce  on  in te rn e t transactions.

Zhang (Zhang e t al., 2008) c o n d u c te d  a com p rehens ive  research on  factors  
a ffec ting  cus tom er's  in te rac tion  w ith  o n lin e  bank in China ind ica ted  th a t Trusting  
be lie fs  had s trongest re la tionsh ip  fo r user's in te n tio n  to  process transac tio n  on line .

Az im  (Azim  e t al., 2011) in th e ir  s tudy  Factors In fluenc ing  A dop tio n  o f  
In fo rm a tio n  T e chno logy  Based Banking Services: A Case S tudy o f  Pakistan, w h ich  like  
V ie tnam  is a t an ea rly  stage o f o n lin e  banking im p le m en ta tio n , fo u n d  th a t th e  
in te n tio n  to  use th e  service is m a in ly  due  t o  tru s t in th e  service p ro v ided  by banks.

C ons is ten t w ith  o th e r s tud ies, Juw ahee r (Juwaheer e t al., 2012) in th e ir  
research on  Factors in fluenc ing  th e  a d o p t io n  o f  in te rn e t banking: a case s tudy  o f  
com m e rc ia l banks in M auritius p o in te d  o u t  th a t b o th  tru s t and  secu rity  aspects are 
deem ed  cruc ia l fac to rs to  exp la in ing in te rn e t banking a d op tio n  in M auritius.

Chong (A. Y. Chong, Ooi, K.B., Lin, B., Tan, B.I., 2010) investiga ted  th e  factors  
th a t a ffe c t th e  a d op tio n  o f o n lin e  bank ing  in V ie tnam , fo u n d  th a t tru s t pos itive ly  
associa ted w ith  th e  in te n tio n  to  use o n lin e  banking in V ie tnam .

Salari and Salajegheh (Salari &  Sa la jegheh, 2011) in th e ir Analysis o f Factors 
A ffec ting  th e  A do p tio n  o f  In te rne t Banking. Case S tudy: Custom ers o f  M e lla t Bank in 
Isfahan C ity, Iran Ind ica ted tha t trus t is th e  "heart o f  the  system " fo r on lin e  banking.



16

2.6 Government support

Goh.H.P (Goh, 1995) re co m m e n d s  tha t, as suppo rting  te chno lo g ica l 
in fra s truc tu res b e com e  easily and re a d ily  a va ila b le , e -com m e rce  app lica tio n s  such as 
banking services w il l  a lso be com e  m o re  fea s ib le . As a resu lt, In te rn e t users w o u ld  be  
expec te d  to  be  m o re  w illin g  to  a d o p t In te rn e t banking. Goh a lso  suggests th a t th e  
gove rnm en t can be a leade rsh ip  a n d  p la y  an in te rven tio n  ro le  in th e  d iffu s ion  o f  
innova tion .

G o ve rn m en t’ s suppo rt is on e  o f  th e  p rim a ry  driv ing fo rces in  IB a d o p tio n  (A. Y. 
Chong, Ooi, K.B., Lin, B., Tan, B.I., 2010), (Ja ruw ach ira thanaku l & Fink, 2005). 
G ove rnm en t can s treng then  IB accep tance  b y  investing in in fra s tru c tu re  fo r exam p le , 
expand b a ndw id th , use fib e r o p tic  cab lin g . Singapore, Japan and Malaysia can be  
seen as typ ic a l exam p les  fo r G o ve rn m e n t’ s heavy in ve s tm en t in IT in fra s truc tu re  (A. 
Y. Chong & Ooi, 2008).

The s tu d y  o f  o n lin e  banking a d o p t io n  in S ingapore (Tan, 2000) ind ica ted  th a t  
g o ve rnm en t’ s s uppo rt s ign ifican tly  in f lu e n c e  the  users ’ a d o p tio n  o n lin e  banking. 
During th e  1990s, th e  S ingaporean g o v e rn m e n t successfu lly  p ro m o te  th e  a d op tio n  o f  
e le c tro n ic  da ta  in te rchange (EDI) th ro u g h  e d u ca tio n a l program  as w e ll as p rov id ing  
success stories o f  EDI im p le m en ta t io n  fro m  o th e r coun trie s  (Burn, 1995).

Malaysian go ve rnm en t has been  seen as the  p ro m o tio n  o f  using various  
o n lin e  services fo r exam p le , having m o re  e -gove rnm en t w e b  sites th a t are easily  
accessib le (A. Y. Chong, Ooi, K.B., Lin , B., Tan , B.I., 2010). Chong [16] a lso ind ica ted  
th a t Malaysian go ve rnm en t has in ve s ted  in  com m erc ia ls  a ired on  te le v is ion  as w e ll 
as rad io to  p ro m o te  e -gove rnm en t w e b  s ites such as MyEG service, w h ich  a llow s  
users to  renew  th e ir road tax on lin e . A lo n g  w ith  p rom o tio n  and suppo rting  w ith  
in fras truc tu res , g o ve rnm en t has a v ita l ro le  in de fin ing a c lea r c yb e r law  w il l a lso  
im p rove  use rs ’ c on fid en ce  in o n lin e  bank ing  (A. Y. Chong, Ooi, K.B., Lin, B., Tan, B.I., 
2010).

Thus, I can say that IB is vulnerable to greater sense of unsafe than older banking

services and thereby the role of trust is also relatively higher in acceptance of IB.
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เก V ie tnam , G ove rnm en t s u p po rt is th e  m a jo r e le m e n t in th e  d e v e lo p m e n t o f  
e -com m erce . Po licy  and re gu la to ry  e n v iro n m en t fo r th e  ICT a pp lic a tio n  and  
d e v e lo p m e n t has been s ign ifican tly  im p ro ved . Accord ing to  ((NSCICT), 2011) w h ich  is 
pub lish e d  by th e  N a tiona l S teering C o m m itte e  on ICT, a b ou t 180 lega l d o cum en ts  on  
ICT w e re  issued in th e  pe riod  2001-2010, in c lu d in g  E lec tron ic  T ransactions Law 2005, 
IT Law 2006, T e le com m un ica tio n s  Law 2009, Radio F requency Law 2009, Posta l Law  
2010, o r th e  Decision No. 1755/QD-TTg o f  th e  Prime M in is te r on  S ep tem be r 22, 2010  
to  app rove  th e  N a tiona l s tra tegy  on  “ T rans fo rm ing  V iet Nam in to  an Advanced  ICT 
coun try , e tc. These do cum en ts  have c re a te d  a legal system  and m ade im po rta n t 
con tr ib u tio n s  to  p ro m o te  ICT a p p lic a tio n  and  d e ve lo p m e n t in re cen t years. Beside 
th a t te le co m m un ica tio n s  in fra s truc tu re  has reached in te rn a tio n a l s tandards and  
regarding hum an  resources d e ve lo p m e n t, in  th e  pe riod  2000-2010, th e  num be r o f  IT 
tra in ing in s titu tio n s  has been increased cons ide rab ly  [50]. A lth ough  V ie tnam ese  
go ve rnm en t has been go t m any successes in suppo rting  and encourag ing o f  using e - 
com m e rce , V ie tnam ese  s till p r im a rily  carry o u t th e ir transac tions in cash 
(h ttp ://w w w .pa ra d is sa .com /v ie tn am /v ie tn am -tra ve l-g u id e .s /m oney -a nd -  
ba nks_e n .h tm l). T he re fo re  th e  g o ve rnm en t w o u ld  s til l n eed  to  suppo rt and  
encourage th e ir c itizens to  c o n d u c t tra nsac tio n s  o n lin e  and  thu s  make use o f  o n lin e  
banking.

As Chong (A. Y. Chong, Ooi, K.B., L in , B., Tan, B.I., 2010) revea led , V ie tnam ese  
gove rnm en t s til l needs to  w o rk  on  p a rt ic u la r areas to  im p ro ve  th e  e -com m e rce  
accep tance  in V ie tnam  as w e ll as th e  gove rnm en t can a id  to  enhance  th e  
con fid en ce  o f  users th rough  es tab lish ing a c lea r cyber law . For e xam p le  V ie tnam ese  
gove rnm en t shou ld  encourage users to  a d o p t o n lin e  banking. This is because o n lin e  
banking w il l a llo w  th e  banks to  o p e ra te  m ore  e ff ic ie n tly , thus  im prov ing  the  
com pe titiv eness  o f  th e  V ie tnam ese bank ing  industry . M oreove r, fo re ign investo rs  
w o u ld  a lso be m o re  w illin g  to  invest in a c o u n try  if th e  c o u n try  is making use o f  e- 
com m e rce  techno lo g ie s  in th e ir businesses.

http://www.paradissa.com/vietnam/vietnam-travel-guide.s/money-and-banks_en.html
http://www.paradissa.com/vietnam/vietnam-travel-guide.s/money-and-banks_en.html
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2.7 Social influence

Social in flu en ce  refers to  “ th e  p e rs o n ’ s p e rcep tio n  th a t m os t p e op le  w h o  are 
im p o rta n t to  h im  th in k  he shou ld  o r s h o u ld  n o t p e rfo rm  th e  behav io r in q u e s tio n ” 
(F ishbein & A jzen, 1975). Peop le 's ana lys is  o f  th e ir socia l e n v iro nm en t is lik e ly  to  
in flu ence  th e ir a d o p tio n  o f  new  te ch n o lo g y ; fo r exam p le , a pe rson m ay show  m o re  
w illingness to  a d op t a te ch n o lo g y  if h is /h e r friends a n d /o r fam ily  m em be rs  use it. 
Several te chno lo g ie s  such as in te rn e t, soc ia l ne tw o rk ing , SMS e tc  gained p o p u la r ity  
m a in ly  because o f  th e  in flu ence  o f  SI on  (S om a li & Ghinea, 2012).

A tt itu d e  tow a rd  behav io r is a fu n c tio n  o f  th e  p rod uc t o f  o n e ’s sa lien t be lie fs  
th a t pe rfo rm ing  th e  behav io r w il l le a d  to  ce rta in  o u tcom es , and an e va lua tio n  o f  th e  
ou tcom es , i.e., rating o f  th e  des irab ility  o f  th e  ou tcom e . It is assum ed th a t soc ia l 
in flu ence  is d e te rm in ed  by  th e  to ta l set o f  accessib le no rm a tive  be lie fs  a b ou t th e  
expec ta tio ns  o f im p o rta n t re fe ren ts , in c lud ing  fo r exam p le , re la tives, friends and  
o th e r soc ia l con ta c ts  (W enchao & Jordan, 2009). Social in flu en ce  re la tes to  in te n tio n  
since p e o p le  o fte n  ac t based on  th e ir p e rc e p tio n  o f  w ha t o the rs  th in k  th e y  shou ld  
do  (Tan, 2000).

Socia l in flu en ce  has been recogn ized  to  be m o re  im p o rta n t in th e  ea rly  
stages o f  in nova tio n  im p le m e n ta t io n  w he n  users have lim ite d  d ire c t expe rience  from  
w h ich  to  d e v e lo p  a tt itu d e s  (Tay lo r & T odd , 1995). เท te rm s o f  a con sum e r-o r ien te d  
service, th e  con sum e r-re le van t groups a ro u n d  th e  ind iv idua l m ay im pac t on the  
in d iv id u a l’ s a d op tio n  [10], Chua (Chua, 1980) ind ica ted  th a t use r’ s friends, fam ily , and  
co lleagues /pee rs  are groups th a t w il l p o te n tia lly  in flu ence  th e  adop tion .

A bo u t th e  prev ious stud ies o f  fa c to rs  in fluenc ing  th e  a d o p tio n  o f  IB, th e re  are 
various resu lts  from  d iffe re n t s tud ies fo r  exam p le , in th e  research o f  fac to rs  
in flu enc ing  th e  a d o p tio n  o f IB in S ingapore, a c o u n try  in Sou theast Asia like V ie tnam , 
Tan and Teo  (Tan, 2000) ind ica ted  th a t th e  e ffe c t o f  socia l in flu en ce  on consum er's  
ad o p tio n  o f  using in te rn e t banking is n o t sign ificant. S im ila rly , W enchao  and Jordan  
(W enchao & Jordan, 2009) p o in te d  ou t soc ia l in flu ence  nega tive ly  a ffe c t p e op le  
a tt itu d e  tow a rd  using IB in China. เท con tras t, Som ali and Ghinea (Somali &  Ghinea,

2012), show n th a t soc ia l in flu ence  p o s itiv e ly  a ffe c t peop le 's  a t t itu d e  tow ards  using e-
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banking. M oreove r, acco rd ing  to  Khanfar (Khanfar, 2007) soc ia l in flu e n ce  has a 
s ign ificant im pac t on  in te n tio n  to  use IB in his o f s tudy  th e  grow ing p o p u la t io n  o f  IB 
am ong UAE consum ers.

เท m any researches, soc ia l in flu en ce  is a sign ificant d e te rm in an t o f  cus tom er's  
in te n tio n s  (Hsu & Chiu, 2004). เท V ie tnam , m ost o f V ie tnam ese cus tom ers  live  in 
re la tio n sh ip  ne tw o rks and try  to  make th e ir acts cons is ten t w ith  o the rs  o r at least no t 
reverse th e  cu rren t soc ia l tendency . A person w il l becom e m o re  c o n fid e n t in 
accep ting  a new  te ch n o lo g y  if th e y  see som eone  in th e ir socia l c irc le  using it. Thus, 
som e ru les, habits and o th e r p e op le  behav io r m ay in flu ence  cus tom er's  accep tance . 
เท ad d it io n , prestige is an ou ts tand ing  fea tu re  o f  V ie tnam ese cu ltu re , typ ica lly , 
eve ryone  o fte n  keep and s treng then the ir prestige by  th e ir act such as th e y  usua lly  
t ry  to  im ita te  th e  behav io r o f  o thers. These are significant signs fo r banks in V ie tnam  
to  keep and a ttra c t m o re  users in IB because o f  increasing th e  accep tance  o f IB to  
pa rticu la r e x te n t m ay d ire c t a cha in reac tion  as ind iv idua ls  can accep t !B by  look ing  
at o th e r p e o p le  in the ir re la tio n sh ip  ne tw o rk  using it.

A lth ough  the re  is no  basis on w h ich  to  p red ic t how  th e  e n v iro nm en t, p e op le  
a round  an ind iv idua l w il l a ffe c t h is /he r in te n tion s  to  a d op t IB, it is none the less  
expec te d  th a t th e  in flu ence  o f  these  groups as a w h o le  w il l be p o s itiv e ly  re la te d  to  
th e  in d iv id u a l’ s in te n tio n  to  accep t IB.
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