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1. Introduction

In an organization in general and in the bank in particular, the operations of functional departments play an important role in
creating material benefits and intangible resources for the banks. Each functional department has its own mission, but has a
close relationship with each other, supporting each other to realize the common goals of the organization. It helps to coordinate
well between people in an organization and between functional departments to operate the activities of a unit in the most effective
way. It can be said that social relationship is one of the important factors contributing to solving this problem. Wilson (2000)
argues that social relationships and trust are the basic basis for human decision-making; most policies and activities in the
economy are also governed by these two characteristics. Social relationships also help solve cooperation problems, contributing
to increased labor productivity and efficiency in the organization's activities. In countries with good institutions and strong legal
systems there are some conditions for the individuals to trust each other. This will benefit the business (Phuong, 2020a), the
bank, the financial system (Phuong, 2020b, 2020c) and the country's economy (Pastor & Ausina, 2008). In the bank, the trust
between colleagues, willing to share and support each other will contribute to improving work efficiency and the professional
expertise of employees will also increase due to sharing. experience and knowledge (Oh, Chung & Labianca, 2004). Social
relationships that directly affect the operations of the bank in general are expressed through increased trust, sharing, and mutual
cooperation among individuals and among functional departments. This is beneficial for banks when they want to exploit the
strength of the collective, and want to build their brand image in the marketplace.
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In order to effectively exploit social capital in an enterprise, it is necessary to study both external capital sources and internal
capital sources affecting the performance of that enterprise (Hoai & Dien, 2012). In Vietnam, the number of studies on the
impact of social capital on commercial banks' operations is very small. Nhung and Phuong (forthcoming) pointed out that
external social capital directly affects the operations of commercial banks. How does internal banking social capital affect the
operations of commercial banks? To answer this question, this article will examine the impact of internal social capital on the
operations of commercial banks with branches in Ho Chi Minh City.

2. Literature Review

According to Marcinkowska (2012), the relationship within the enterprise is the internal relationship between employees and
departments. This relationship has an important significance since it not only affects the improvement of the working atmosphere
but also increases the spirit of solidarity, teamwork, thereby improving work efficiency. In addition, this relationship also helps
employees to support each other to improve their knowledge and ability to adapt to the external environment. Pietruszka-Ortyl
(2015) pointed out the internal social capital of the business as the value of the relationship between individuals /employees in
the process of implementing organizational goals. Each individual contributes to increased opportunities to create value for the
business. Cabrera and Najarian (2015) draw on a social media perspective to explore internal enterprise relationships. Two
authors have pointed out, the sales performance of the business is influenced by internal relationships (cooperation between
individuals, departments), thereby helping managers to grasp problems about internal enterprise social network, which helps to
improve sales efficiency. Oh et al. (2004), by performing a qualitative research on workplace relationships, has shown that when
relationships are strengthened with a focus on meaningful purpose. It helps members have better access to resources (Labianca
& Brass, 2006). These relationships will provide effective social capital for the business. The effective management of managers
with their teams /departments is a very important factor in improving team performance (Guzzo & Dickson, 1996). The
effectiveness of the team can be assessed through standards such as: quality of work, workload, proactivity, good cooperation
with other groups / departments, ability to complete work on time, the ability to quickly respond to requests. The group has a
large social capital, the more effective the group is, the better the ability to access resources to maintain and perform the work
is.

Some study in a World Bank study measured social capital in Bosnia and Herzegovina. The authors pointed out that the nature
of the relationship between individuals is based on the level of trust and mutual cooperation, thereby bringing efficiency to
activities and promoting economic development (World Bank, 2002). Yang et al. (2011) studied and analyzed the internal and
external relationships of the company affecting the company's sales performance. Research also shows that outside of the
external relationship, the network of internal social relationships such as the relationship between employees, departments in
the same company will support each other in transferring knowledge and experience. Experience and expertise, thereby helping
sales activities more effectively. Thinh (2009) studies on roles, social networks have shown that social networks within
enterprises depend on the density of interactions and relationships between individuals and groups. He pointed out the positivity
of internal social networks that help exploit individual resources and increase connection and linkage in the group, which helps
increase work efficiency. However, the higher the negativity due to group association and trust, the higher the likelihood of
excluding people outside the group. This leads to myopia and conservativeness, which can affect jobs, especially jobs that
require creativity (Thinh, 2009). Research by Hoai and Dien (2012), surveying 216 real estate enterprises in Vietnam, have
shown that internal social capital affects the operations of real estate businesses. Research also shows that besides the positive
effect of this network on the business and the economy, it also has the potential to have negative effects. Therefore, it is necessary
to have solutions to limit this negative effect.

Some authors (Schenkel & Garrison, 2009; Nisbet, 2007, Goyal & Akhilesh, 2007; Chen et al., 2007) have access to social
capital within the enterprise, which is the quality of relationships in horizontal system (between employees and between
functional departments); and longitudinal relationships (between superior individuals and subordinate individuals, between
superior departments and subordinate departments). But these studies have not built an internal social capital scale and have not
yet assessed their impacts on corporate performance. Although the scale has not yet been built, previous studies have shown
how to access internal social capital enterprises. To overcome the shortcomings of previous studies, Hoai and Dien (2012)
integrated two elements of quality and network structure to build an internal social capital scale for businesses in the real estate
industry. At the same time, Hoai and Dien (2012) have shown the impact of internal social capital on input activities, production
activities and output activities of enterprises. However, this scale is not completely suitable for measuring the banking industry.

Banking is a form of enterprise in the economy. Based on the review of previous theories related to social capital inside
enterprises, it is possible to draw the concept that social capital inside banks is the resources of existing individuals, groups and
organizations within the network of relationships within the bank based on trust, sharing, support and mutual expectations.
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3. Hypothesis of the impact of internal social capital banking on the operation of commercial banks

The theoretical basis has shown that internal social capital of a bank is the network and the quality of relationships within the
bank. The structure and quality of the bank's internal relations network are as follows:

Firstly, the structure of the relational network is shown through three aspects: (1) How subjects participate and their position in
the network; (2) The horizontal or vertical relationship of the objects in the network; (3) Interactive channels (interactive means)
of the entities in the network (Cheng et al., 2006; Goyal & Akhilesh, 2007; Nisbet, 2007; Schenkel & Garrison, 2009). This
article outlines the actors involved in the horizontal network of relationships within banks, the relationships between employees
and between functional departments; and vertically is the relationship between superior individuals and subordinate individuals,
between superior functional parts and subordinate functional parts. Second, the quality of the relationship network is expressed
through three aspects: (1) trust, expectation, sharing, mutual support and compliance with standards; (2) form of interlocking,
reaching outward clusters; (3) the connection, frequency of participation, and support received from participation in the network
of social organizations. In addition, when the functional staff and departments work in the spirit of solidarity, willingness to
support each other, and share knowledge, which means that internal social capital has shown a positive side for the banking
industry, goods, contributing to increasing labor productivity, improving the quality of human resources and transferring
knowledge (Ramstrom, 2008). Based on research on previous publications, hypotheses about the impact of internal social capital
on banking operations in Vietnam are as follows:

Hi: Increasing the internal social capital of the bank has a positive impact with the increase in the results of capital
operations.

H,: Increasing the internal social capital of the bank has positive effects with the increase in operating results using
capital.

Hs: Increasing the internal social capital of the bank has positive effects with the increase in the results of service
provision.

Experts have identified that activities in a business in general and commercial banks in particular have a close relationship with
each other. Activities in commercial banking are believed to be mutually supportive and have positive effects (Rose & Hudgins,
2006). The following hypotheses about the impact of bank operations are as follows:

Ha: Increasing the results of operations capital has a positive impact with the increase in the results of activities using
capital;
Hs: Increasing the results of using capital has a positive impact with the increase in the results of service provision;

4. Research method

The research process is divided into three phases. Stage 1: Using expert interviewing to discover the internal social capital scales
of the bank and the operations of commercial banks. Based on the theoretical basis and in-depth discussions with the experts
who are leaders of the commercial bank branches to design survey questions and build scales. Stage 2: Scale test for case studies
and CFA and model test with SEM analysis. Confidence coefficient (Cronbach's alpha), exploratory factor analysis (EFA) and
confirmation factor analysis CFA will be used to test the scale. Confidence coefficients (Cronbach's alpha) and exploratory
factor analysis (EFA) help preliminary screen and scale structure identification (Hair, Black, Babin, Anderson & Tatham, 1998).
The CFA affirmative factor analysis method allows testing the theoretical structure of the scales without being biased by
measurement error such as the relationship between some research concepts and other concepts (Steenkamp & Van Trijp, 1991).
Therefore, CFA can be used to get the final conclusion about the value of the scale (Conway & Huffcutt, 2003). To confirm the
suitability of a theoretical model, linear structural equation model analysis (SEM) is used. The model is considered to be
appropriate for the data when the CFI indicators are 0.9 to 1, CMIN / df <2 (in some cases CMIN / df can be < 3 (Mclver &
Carmines, 1981) and RMSEA < 0.8). The SEM model can calculate measurement errors, in addition it allows to combine
implicit concepts with their measurements and can consider measures independently or in combination with theoretical models.
for a while (Hulland, Chow & Lam, 1996). In addition, if the data has a normal distribution, the Maximum Likelihood method
will be used to estimate the parameters in the research model.

5. Results

In this section, the article will analyze and discuss the results for a sample of 243 branch managers and deputy branch directors
of 32 commercial banks in Ho Chi Minh City. According to Bollen (1998) the minimum sample size is 5 samples for one
parameter to be estimated. This study has 17 observed variables and 6 potential variables related to each other. This means that
there are 23 parameters to be estimated, thus the minimum sample size is 115 observations (5x23). The sample size of the study
is 243> 115, and the analysis from the study data is reliable.
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Table 1

Cronbach's alpha and item - total correlation
Model Variables (code) Mean  Std. Deviation Cronbach’s alpha Item — total correlation
Independent Cooperation between individuals (CI) 5.64 0.82 0.84 0.56
variables Cooperation between functional departments (CD) 5.75 0.81 0.84 0.61
Dependent Capital activities (HD) 5.07 1.13 0.81 0.84
variable Using capital activities (CV) 5.36 0.91 0.73 0.81

Providing services activities (CU) 5.54 0.98 0.73 0.79
Source: Authors' calculations from survey data

Cronbach's alpha's confidence coefficients show observed variables on quadratic component scales that measure social capital
within banks; all banks' scales have reliability coefficients greater than 0.6 and Item - total correlation are both greater than 0.35.
This result shows that the observed variables are retained for the next factor analysis. The mean value of the variables in Table
1 is 5.07 which is higher than the average of the scale of 3. These results show that Vietnamese commercial banks have
appreciated the network of relationships. relationships between employees and between its own bank divisions.

Table 2
Exploratory factor analysis (EFA)
Eigenvalues Total Variance Explained (%) Factor loading

Model 1.167E3 59.143
Capital activities (HD) 1.682 84.102
Using capital activities (CV) 1.618 80.895
Providing services activities (CU) 1.572 78.599
KMO =0.874
Sig. of Bartlett test = 0.000
HD42 Raising capital from receiving individual deposits achieved the expected results 0.917
HD43 Mobilizing capital from receiving deposits of economic organizations achieved the expected results 0917
Cv44 Individual lending activities achieved the expected results 0.899
CV45 Lending to economic organizations achieved the expected results 0.899
CU46 Individual customer service activities achieved the expected results 0.887
Cu47 Service provision to economic organizations achieved expected results 0.887

Source: Authors' calculations from survey data

When the two conditions are satisfied, the total Variance Explained must be greater than 50% and the Factor loading must be
0.5, then the EFA model is appropriate. The assessment shows that the scale structure does not change, the observed variables
included in factor analysis have the value of total variance explained of 59.14% and factors loading greater than 0.5, the
coefficient KMO is 0.874 (greater than 0.5); Bartlett test significance level is 0.000. The final analysis results are summarized
in Table 2 and Table 3.

Table 3
Rotated Component Matrix
Independent Survey questions code Component
variables 1 2
Cooperation The bank creates a good cooperation mechanism between individuals BT31 0.563
between There is a mechanism to monitor cooperation between individuals BT32 0.670
individuals The superiors focus on the cooperation between individuals when assigning the subordinates BT33 0.588
(CnH Most individuals trust each other BT34 0.806
Willingness to share experiences and knowledge in job solving BT35 0.748
Cooperation Achieving good results is based on collaboration between individuals BT36 0.817
between The bank creates a good cooperation mechanism between functional departments BT37 0.716
functional There is a mechanism to monitor cooperation between functional departments BT38 0.712
departments The superiors when assigning the subordinates focus on the cooperation between functional departments  BT39 0.834
(CD) Willing to support each other to accomplish the common goals of the bank BT40 0.765
Achieving good results is based on cooperation between functional departments BT41 0.678

Source: Authors' calculations from survey data

The scale of social capital within banks includes interpersonal cooperation networks (variables BT31, BT32, BT33, BT34,
BT35, and BT36) and functional collaboration between departments (BT37, BT38, BT39, BT40, BT41). The structure of the
bank's internal social capital scale remained unchanged from its original design.

Testing scales by Confirmatory Factor Analysis (CFA)
Testing the second-order component scale of internal-bank social capital

The bank's internal social capital scale is a multidirectional scale with two components including: (1) the cooperation between
individuals in the bank, (2) cooperation between functional departments.
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Fig. 1. CFA (standardized) scale of bank’ internal social capital
Source: Authors' calculations from survey data
The results of testing the scales of the quadratic component of the bank's internal social capital have affirmed the uniqueness
and convergence of all components in the internal social capital scale of banks. With a significance level of 1%, the correlation
coefficient between the two components of the concept of internal social capital is less than 1, so these components achieve
distinct validity in the same concept.

Table 4
Summary of CFA test results
CFA for the second order component CFA for theoretical model concepts  Estimated from the SEM model
Chi-square 72.3 100.272 96.768
Degrees of freedom 33 48 48
Probability level 0.000 0.000 0.000
CFI 0.965 0.933 0.930
RMSEA 0.070 0.079 0.069
CMIN/DF 2.190 2.089 2.016
Conclusion distinguished values distinguished values distinguished values

Source: Authors' calculations from survey data
General Confirmatory Factor Analysis for internal banks - social capital scales and commercial banks' activities.

Table 4 shows the results of the differential value test between concepts in the theoretical model which indicates that these
components guarantee discriminant value in the same concept and the uniqueness and convergence of the composition of the
social capital scale of banks.

Analysis Structural Equation Modeling (SEM)

The standardized estimation results of the main parameters in the adjusted model are presented in Table 4 and the standardized
estimation results shown in Fig. 3 indicate that the hypothesis is accepted at significance level 1%. SEM estimation results show
that the adjusted theoretical model reaches the level of compatibility with market data (Table 4). The results of the standardized
SEM model (Fig. 3) show that the components of the concept of social capital within the bank explain 65.3% of the variation
of capital activity; 70.1% variation of activities using capital; 69.4% of the variation in service provision. The exploitation of
the bank's internal social capital will help banks strengthen the loyalty of old customers and increase potential customers,
promoting better results.

Table 5

Structure relationship between components in SEM model

Hypothesis Relationship Estimate P-value Conclusion
H1 HD — VXHBT 0.601 S H1 is accepted
H2 (6)% — VXHBT 0.495 ok H2 is accepted
H3 CU — VXHBT 0.481 SR H3 is accepted
H4 (6\% — HD 0.487 HHE H4 is accepted
HS5 CU — (6)% 0.450 A HS is accepted

Source: Authors calculated from survey data
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6. Discuss the research results
6.1 Internal bank social capital affects the capital activities of commercial banks

The hypothesis H1 is accepted with the significance of 1% in the SEM model, showing that the internal social capital of the
bank had a positive and direct impact on the operation of commercial banks. In an organization with a friendly working
environment, colleagues are always ready to share knowledge, experience and support each other and the whole team will
develop together the professional qualifications of the employees, which in turn, helps solve the job challenges more easily.
Especially in the banking industry, providing products and services to customers, requires the professionalism of the staff in
solving work. Therefore, with close cooperation between individuals and between departments, it contributes to customer
satisfaction. In addition, the good cooperation between functional departments also helps the banking system run well, bring
high efficiency to the bank as well as increase customer satisfaction, thereby reinforcing loyalty of the bank, old customers and
attract potential customers (including customers referred by former customers). It is possible to realize that the ability to raise
capital from customers will increase, helping capital operations achieve better results.

6.2 Internal social capital affects the use of capital by commercial banks

With a confidence level of 99%, the hypothesis H» accepted in the SEM model shows that the internal social capital of the bank
has a direct impact on the use of commercial banks' capital. Regression coefficient is 0.495, indicating that social capital has a
positive impact on the use of capital. Through the network of internal relations, close cooperation between individuals and
departments helps the bank operate smoothly and better at every step of the process. In addition, with a reasonable management
and supervision mechanism of the bank, it will contribute to improving the results of operations (including using capital). With
the professionalism of the consulting staff together with the quick work resolution support between departments, it contributes
to the smooth and convenient work-solving process, timely meeting the needs of customers, thereby contributing to improve
operating results using capital. In addition to the direct impact, the bank's internal social capital also has an indirect impact on
the use of capital through capital activities. The bank's internal social capital has direct impact on capital activity with a
standardization coefficient of 0.601. Capital activity has a direct impact on the use of capital with the standardization coefficient
0f 0.487. As a result, the internal social capital of the bank, which indirectly affects the use of capital, is 0.293 (= 0.601 x 0.487).
The total impact of the bank's internal social capital on the use of commercial banks' capital is 0.788 (= 0.495 + 0.293).

6.3 Internal bank social capital affects the service provision of commercial banks

Results from the standardized SEM model show that the bank's internal social capital directly affects the service provision of
commercial banks through the acceptance of hypothesis H3 with a normalized regression coefficient of 0.481, and is accepted
at the 1% level. The network of interpersonal relationships and between departments, plays an important role in the operation
of the entire banking system. The better this cooperation is, the more effective a bank's business operations will be. With the
professionalism and enthusiasm of a team of direct consultants to customers when needed, along with good coordination
between departments, helping the job solving process be smooth, convenient and fast. promptly and promptly respond to the
needs of customers. Realizing that the interpersonal support and the cooperation between departments will contribute to
improving the quality of customer service. When the quality of service and customer care are improved, the ability to attract
customers to use the bank's services will also increase. It will improve the performance of a bank's service delivery.

In addition to the direct effects, the internal social capital of the bank also indirectly affects the use of capital. The bank's internal
social capital has a direct impact on capital usage with a standardization coefficient of 0.495. The use of capital has a direct
impact on service provision with the standardization coefficient of 0.450. Therefore, the internal social capital of the bank that
indirectly affects service provision through capital usage is 0.223 (= 0.495x0.450).

6.4 The relationship between the activities of commercial banks

This study has demonstrated that the link between the operations of commercial banks is very close and mutually supportive.

The hypothesis H4 is accepted with the significance of 1% proving that capital activities have a direct impact on the use of
capital of commercial banks. The regression coefficient is 0.487, showing that capital activities have positive effects on the use
of capital of commercial banks. With a confidence level of 99%, the hypothesis HS accepted in the SEM model shows that using
capital has a direct impact on service provision. The regression coefficient is 0.450, showing that the use of capital has a direct
impact on the service provision of commercial banks. The bank's internal social capital has a direct impact on capital operations
with a standardized coefficient of 0.601. Capital activity has a direct impact on capital usage with a standardized regression
coefficient of 0.487. At the same time, the use of capital has a direct impact on service provision with the standardization
coefficient of 0.450. As a result, the bank's internal social capital has indirect effects on service provision through capital
activities and capital usage with a standard regression coefficient of 0.132 (= 0,601x0,487x0,450). Total social capital indirectly
affects service provision with a standard regression coefficient 0of 0.355 (= 0.223 + 0.132). Research results from the SEM model
show that internal social capital has positively contributed to the operations of Vietnam's commercial banks. Relying on internal
relationship networks will help improve the working atmosphere, be willing to share and support each other's knowledge, help
increase the spirit of solidarity, contribute to improving the work efficiency of the team. (Marcinkowska, 2012). The internal
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social capital of a business is the value of the personal / employee relationship in the implementation of the organization's goals
and each individual contributes in increasing the opportunities to create value for the business. industry (Pietruszka-Ortyl, 2015).

7. Recommendations

Research results show that internal social capital of a bank affects the operations of a bank, so banks need to be fully aware of
the social capital resources within the bank from which to build. analytical framework for banks to exploit this potential capital
source. In its development strategies, the bank needs to define its vision, objectives and criteria to develop social capital
resources within the bank.

7.1 Building an analytical framework to access internal social capital of the bank

In order for the quality of relationships within banks to be increased and to have effective cooperation, the maintenance and
enhancement of relationships (between individuals and between functional departments) is based on always creating
collaboration is very important. Therefore, it is necessary to have an analytical framework to be able to access and measure the
internal social capital of the bank through specific measurement objectives and criteria including: (1) Establishing mechanisms
to encourage and effectively monitor interpersonal cooperation, specifically measured by the criteria: Average number of times
new knowledge is updated in the organization; level of trust and willingness to share among individuals; the average number of
conflicts between individuals in the organization; the average processing time of each operation. (2) Establish a mechanism to
encourage and effectively monitor cooperation among functional departments, specifically measured by the criteria including:
level of trust and willingness to share across departments; the average number of conflicts between departments within the
organization; average execution time of each business process.

7.2 Creating, maintaining, developing and using the bank's internal social capital

To maintain and develop the internal social capital of a bank, it is necessary to create and develop relationships between
individuals and between functional departments both horizontally and vertically on the basis of mutual cooperation. Firstly, the
bank itself has undergone a systematic process of formation and development, but it is necessary to continuously improve the
system to operate effectively and to grow commitment, strictly follow the system's process on the basis of mutual cooperation.
When building a management system, it is necessary to define the strength of an organization based on collective strength and
close and effective cooperation between individuals and functional departments. On this basis, the bank will come up with plans
to exploit and promote effectively to serve the process of building its reputation and brand. Second, banks need to focus on
knowledge transfer between individuals and between functional departments to progress together and bring those knowledges
to the common goals of the bank. Third, it is necessary to build a mechanism to create effective cooperation (including banking
culture). Banks need to build a set of professional rules, communication processes, and customer behavior, and behavior among
employees. Once a bank has built an organization's culture, all employees working within the same organization will be
governed by these rules. They always work with the highest sense of responsibility to achieve the overall goals of the bank.
Fourthly, building a mechanism to check and supervise effectively the cooperation between functional individuals / departments.
The Bank will build internal modules (such as 5S module, mutual assessment between departments); external modules (like MS
module: secret client). Specifically, the bank can hire an independent and reputable unit specializing in the task of interviewing,
examining employees to assess the staff's service quality, or the bank hires collaborators to quality assessment of the bank.
Building a strict and effective inspection and supervision mechanism will contribute to motivating individuals and departments
to always improve the quality of customer service, thereby supporting the bank's operations to develop.

7.2 Improve the system throughout the bank's operations

In banking operations, systematic operations are extremely important. In reality, the cooperation between individuals /
departments is still ineffective because the goals of different departments are different. For example, the corporate customer
department is assigned with the target of credit, the customer must achieve sales, while the risk management department is
assigned the target of reducing bad debt when making a loan decision. Thus, the risk management department must always be
cautious, while the corporate customer department wants to lend immediately to meet the target. When functional departments
have different goals, the cooperation is ineffective and vice versa. Therefore, banks need to have appropriate policies and
objectives to reduce the conflict between functional departments. In addition, there should be standards, common frameworks
for individuals and departments to adhere to those standards to perform their tasks and improve the effectiveness of cooperation
between individuals and functional departments.
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