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Corporate governance, corporate social responsibility and bank 
performance in Vietnam with mediators

Quoc Trung Nguyen Kim 

University of Finance—Marketing, Vietnam

ABSTRACT
This study aims to estimate the effect of corporate governance on the performance of 
commercial banks in Vietnam. By using the qualitative method (interview and survey of 
experts) and the quantitative method (PLS-SEM data analysis using SmartPLS4), the 
findings confirm the direct effect of corporate governance on corporate social 
responsibility (CSR). In addition, this study highlights the indirect correlation between 
CSR and bank performance via two mediators: customer satisfaction and environmental 
performance. Based on these findings, commercial bank managers must recognize the 
significance of corporate governance and CSR and implement effective corporate 
governance mechanisms to enhance practical performance.

1.  Introduction

Joseph and Tranos (2018) asserted that corporate governance pertains to the processes, systems, con-
trols, accountabilities, and decision-making of an organization, thereby holding significant importance. 
Investors utilize corporate governance mechanisms to exert control over insider management (Indraneel, 
2010). Corporate governance best practices are useful in controlling and directing a firm in the best 
interests of its owners and stakeholders, as corporate governance represents decision-making and its 
application (Bhagat & Bolton, 2008).

The core principles of corporate governance revolve around internal and external issues. Internal gov-
ernance primarily involves management, which serves as a shareholder. Conversely, external governance 
stems from a firm’s need to raise its capital. The intricacy of the corporate governance concept centers 
on values that include responsibility (Joseph & Tranos, 2018).

Performance and responsibility encompass various facets within theories such as agency theory, eth-
ical theory, stakeholder theory, and CSR. Corporate Governance and CSR underscore the importance of 
ethics and morals in the firms (Sharma, 2022). According to Hunjra et  al. (2024), corporate governance 
plays a crucial role as it represents the relationship between the board of directors, management, own-
ers, and stakeholders (Bhasin & Shaikh, 2013). Moreover, it signifies the organization’s responsiveness to 
all stakeholders’ concerns (Farooq et  al., 2021).

Adhering to good corporate governance practices ensures that firms are shielded from anticipated 
financial distress in the future (Bauwhede, 2009) and helps them achieve their financial objectives (Vu 
et  al., 2018). Furthermore, effective corporate governance is essential for the stability of the financial 
system and for preventing financial crises, particularly in the banking sector (Komath et  al., 2023).
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Farooq et  al. (2021) find that listed firms’ disclosure practices improve with better corporate gover-
nance, particularly materiality assessment disclosures. Consequently, efficient corporate governance 
encourages financial institutions to become more responsible for shareholders (Gennaioli et  al., 2013). 
CSR has been noted as the development of good governance (Jo & Harjoto, 2012), where companies 
with better governance are often found to be more socially responsible (Ntim & Soobaroyen, 2013).

The relationship between corporate governance, CSR, and firm performance has been extensively 
researched, yielding inconsistent findings (Ledi & Ameza-Xemalordzo, 2023; E. G. Xu et  al., 2022). The 
relationships between CSR, CG, and FP are still largely inconclusive (Siddiqui et  al., 2023; E. G. Xu et  al., 
2022; Ye et  al., 2021).

The author also discovered the intercorrelation between these factors and filled this gap by investi-
gating these indirect relationships in the research model. Specifically, the effect of corporate governance 
on bank performance is mediated by CSR, customer satisfaction, and environmental performance. 
Therefore, existing studies examine the effect of corporate governance on bank performance by consid-
ering mediating factors, including CSR, customer satisfaction, and environmental performance. Hence, to 
achieve this objective, this study aims to answer the research question ‘Do CSR, customer satisfaction, 
environmental performance intervene the relationship of corporate governance and bank performance 
in Vietnamese commercial banks?’.

The remainder of this article is structured as follows: The subsequent section reviews the development 
of relevant theories and hypotheses. The following sections present our methodology. Subsequently, the 
analysis and findings derived from the empirical studies are outlined. Finally, the article concludes with 
a summary of the findings and an exploration of their limitations.

2.  Literature review and hypothesis development

2.1.  Literature review

According to Fama and Jensen (1983), a company’s division of control and ownership generates agency 
costs because of divergent and conflicting interests between shareholders and management. These 
agency costs tend to be high, particularly in organizations with widely dispersed share ownership, such 
as commercial banks. Consequently, shareholders seek increased information disclosure in order to facil-
itate monitoring. This scenario underscores the importance of robust corporate governance mechanisms 
(Joseph & Tranos, 2018). In this theory, besides corporate governance, CSR is another way to reduce 
agency conflicts, agency costs, and information asymmetry (Tops, 2017). It is expected that better and 
more transparent CSR disclosures can reduce companies’ agency problems the company faces (Eriqat 
et  al., 2023; Ratmono et  al., 2021).

As elucidated by Jansson (2005), stakeholder theory underscores the interconnectedness of a firm’s 
diverse stakeholders, including investors, customers, employees, and suppliers. This theory asserts that an 
organization should generate value for its shareholders and all stakeholders affected by its decisions, as 
noted by Bonnafous-Boucher and Rendtorff (2016). It emphasizes the responsibility of managers to 
uphold accountability toward these parties to safeguard their interests.

Given the pivotal role of stakeholders in the success of CSR practices, enterprises should adopt strategies 
that effectively engage key stakeholders to enhance operational efficiency. Stakeholder theory posits that 
an organization’s core purpose is to cultivate relationships and augment value for all stakeholders, irrespec-
tive of variations in their numbers, depending on the industry and business model of the company. 
According to Freeman and Dmytriyev (2017), these stakeholders hold equal significance and there should 
be no compromise between them. Instead, executives must devise strategies to reconcile divergent interests.

According to Nikolova and Arsić (2017), CSR aligns with stakeholder theory to maximize benefits in 
terms of societal development, and contributes to fostering a motivated workforce, enhancing company 
branding, increasing sales and profitability, and ensuring customer satisfaction. Consequently, CSR has 
emerged as a fundamental aspect of corporate responsibility that facilitates the success of various stake-
holders. Harrison et  al. (2019) further utilize stakeholder theory to underscore the benefits of CSR, empha-
sizing the repercussions when a company neglects its CSR obligations. Both stakeholder theory and CSR 
underscore the significance of a company’s responsibility to its community and society. While stakeholder 
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theory emphasizes the importance of nurturing relationships and fostering value between the firms and 
their diverse stakeholders, CSR underscores positive impacts on society (Freeman & Dmytriyev, 2017).

Gulema and Roba (2021) confirm that CSR can facilitate firms in various ways if handled appropriately. 
According to Hart (1995), a deeper level of social and environmental strategy may facilitate the develop-
ment of rare organizational capabilities and explore new markets that contribute to companies’ sustained 
competitive advantage. CSR includes environmental CSR (ECSR), which mostly focuses on corporate gov-
ernance (Mazurkiewicz, 2005; Williamson et  al., 2006), environmental performance (Moon & deLeon, 
2007). Certain types of CSR practices reflect companies’ efforts to establish trust-based and cooperative 
firm-stakeholder relationships, which could add value to their financial and social performance (Barnett, 
2007; Maqbool & Zameer, 2018; Yoon & Chung, 2018). Moreover, CSR can be regarded as a public rela-
tions effort. It adds value to firms by stabilizing and maintaining good corporate performance, reducing 
environmental impact, and strengthening company and regulatory body relationships to reduce the reg-
ulatory burden on firms.

The extant study emphasized the significant growth in concern about CSR in recent decades, and 
many theoretical and empirical studies have focused on the consequences of CSR, linking CSR with cor-
porate financial performance, consumer loyalty, and corporate reputation (Brammer & Pavelin, 2006; 
Orlitzky et  al., 2003). In contrast, strikingly inadequate attention has been paid to the antecedents of 
socially responsible or irresponsible corporate behavior.

2.2.  Empirical studies

The research conducted by J. Xu and Jin (2022) examined how CSR acts as a mediator between corpo-
rate governance and firm performance. Their results underscore the importance of CSR in moderating 
the link between corporate governance and firm performance, a role that varies between family- and 
non-family owned firms.

Siddiqui et  al. (2023) investigated the influence of corporate governance and corporate reputation on 
the disclosure of CSR and its impact on firm performance. They found a noteworthy effect of CSR dis-
closure on corporate reputation, particularly enhancing firm performance.

Ledi and Ameza-Xemalordzo (2023) explored the correlation between corporate governance and CSR 
and their impact on the performance of manufacturing companies through corporate image.

Ali et  al. (2020) and Cherian et  al. (2019) determine the impact of CSR on financial performance. 
However, the study by Ali et  al. (2020) have considered the mediators of corporate image and customer 
satisfaction in the relationship between CSR and firm performance.

Anh and Phuong Thao (2021) investigate the relationship between CSR and customer loyalty in 
Vietnam. By constructing a structural model, the authors demonstrated that correlations between the 
relationships in the model were statistically significant. The study identified several factors that impact 
customer loyalty, with customer engagement, trust, and satisfaction being the most influential in 
descending order. These findings suggest that CSR strongly influences customer trust. Furthermore, this 
study revealed that CSR, customer engagement, trust, and satisfaction collectively exert interdependent 
and positive effects on customer loyalty.

In brief, most empirical studies focus on the relationship between corporate governance, CSR, and firm 
performance. Some have explored the role of mediators or moderators in the CSR-performance relation-
ship. However, few studies focus on the impact of CSR on the banking sector. Remarkably, there has been 
less focus on examining the relationship between corporate governance and CSR, as well as their effect 
on commercial bank performance via customer satisfaction and environmental performance.

2.3.  Hypothesis development

2.3.1.  Corporate governance affects CSR
Bolourian et  al. (2021) acknowledged the relationship between corporate governance and CSR. CSR has 
been noted as the development of good governance (Jo & Harjoto, 2012), where companies with better 
governance are often found to be more socially responsible (Ntim & Soobaroyen, 2013).
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While corporate governance is the force behind CSR aims and objectives in organizations (Jamali 
et  al., 2008), the board of directors, as a core element of corporate governance (Eccles et  al., 2014) are 
responsible for achieving and monitoring set aims and objectives (Bolourian et  al., 2021).

Friedland and Jain (2022) attempt to explain how the concepts of corporate governance and CSR are 
interlinked. In particular, studies such as Aboud and Yang (2022), Bolourian et  al. (2021), and Zaman et  al. 
(2022) demonstrate that CSR is a function of corporate governance. Thus, corporate governance posi-
tively affects CSR.

Based on these arguments, the following hypothesis is proposed:

H1: Corporate governance has a positive effect on CSR at Vietnamese commercial banks.

2.3.2.  CSR and customer satisfaction
According to Luo and Bhattacharya (2006), CSR is the driving force behind satisfaction in large compa-
nies with a rising market value (Rhou et  al., 2016). Customer satisfaction can be influenced by CSR 
(Martínez & Del Bosque, 2013).

Rashid et  al. (2013) state that CSR encompasses initiatives aimed at benefiting customers in various 
ways. These include ensuring product and service quality, offering affordable prices, maintaining an effi-
cient distribution system, addressing customer complaints, respecting customer privacy rights, and 
engaging in charity and environmental protection activities. In essence, CSR strategies encompass all 
efforts geared toward enhancing customer satisfaction. Based on this discussion, we propose the follow-
ing hypothesis:

H2: CSR has a positive impact on customer satisfaction at Vietnamese commercial banks.

2.3.3.  The relationship between CSR and environmental performance
As mentioned above, CSR includes ECSR, which is considered the duty to cover the environmental implica-
tions of the company’s operations, products, and facilities, eliminating waste and emissions, maximizing the 
efficiency and productivity of its resources, and minimizing practices that might adversely affect the enjoy-
ment of the country’s resources by future generations (Chuang & Huang, 2018; Rahman & Post, 2012).

With the rise of environmental awareness in the past, especially in Vietnam, enterprises have been 
increasingly required to comply with international treaties and regulations on environmental issues, 
which aim to increase firm value. Environmental performance encompasses internal and external efforts, 
environmental ethics, and values surrounding developmental concerns (Chuang & Huang, 2018; Wu 
et  al., 2020). They showed that ecological performance measures address environmental concerns, includ-
ing internal systems, diverse stakeholder interactions, limiting external consequences, and compliance 
with environmental rules.

Kao et  al. (2010) defined environmental performance as a company’s contentment with its current 
efforts to diminish pollution and cut production expenses, its satisfaction with ongoing endeavors to 
lessen environmental penalties, its satisfaction with initiatives enhancing community relations, and its 
satisfaction with measures aimed at bolstering its environmental protection image (Chuang & 
Huang, 2018),

Chuang and Huang (2018) explore the relationship between environmental CSR and environmental 
performance, mediated by green information technology structural capital and green information tech-
nology relational capital. Kraus et  al. (2020) demonstrated that CSR has no significant direct influence on 
environmental performance.

Based on the above arguments, the author proposes the hypothesis is:

H3: CSR has a positive effect on environmental performance at Vietnamese commercial banks.

2.3.4.  CSR and bank performance
As proposed by Freeman (1984), stakeholder theory suggests a favorable relationship between CSR 
and firm performance, asserting that CSR efforts lead to stakeholder satisfaction, thereby bolstering 
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external trust in firms. Moreover, the implementation of CSR practices is deemed advantageous for 
banks because it can enhance customer relations and overall performance (Fornell et  al., 2006). Carroll 
and Shabana (2010), building upon the insights of Kurucz et  al. (2008), elaborate on how CSR activ-
ities can positively impact performance. These activities mitigate the costs and risks associated with 
CSR adoption by reducing exposure to environmental regulations, averting negative societal reac-
tions, and providing tax benefits.

Birindelli et  al. (2013) confirm that CSR in banks also attempts to manage activities, including 
credit granting and asset management, to limit and mitigate default risks that significantly affect 
society and the environment; hence, performance improves. Furthermore, Esteban-Sanchez et  al. 
(2017) and Nizam et  al. (2019) confirm that bank CSR is positively associated with financial 
performance.

From the points of view mentioned above, the following hypothesis is proposed:

H4: CSR has a positive impact on bank performance at Vietnamese commercial banks.

2.3.5.  Customer satisfaction and bank performance
In various research models that focus on customer satisfaction, a common finding emerges: satisfaction 
positively influences customer loyalty, enhances overall customer satisfaction, and improves bank perfor-
mance. Additionally, studies such as Eklof et  al. (2020) have demonstrated that customer satisfaction 
significantly impacts bank performance. Furthermore, it has been observed that customer satisfaction 
can serve as a reliable predictor of future performance, as the satisfaction index from previous year’s 
influences financial performance in subsequent years.

The following hypothesis is proposed:

H5: Customer satisfaction has a positive impact on the bank performance at Vietnamese commercial banks.

2.3.6.  Environmental performance and bank performance
The conventional perspective suggests that, while adhering to environmental regulations, allocating 
resources to nonproductive anti-pollution measures alongside reduced investment in productive equip-
ment can diminish productivity (Conrad & Morrison, 1985). Some studies indicate that environmental 
performance does not notably impact firm performance (Darnall et  al., 2008). However, the contempo-
rary viewpoint contends that robust corporate environmental performance can effectively curb energy 
consumption and waste generation, thereby facilitating cost savings for firms and enhancing their finan-
cial performance (Sánchez-Medina et  al., 2015).

The following hypothesis is proposed:

H6: environmental performance has a positive impact on the bank performance at Vietnamese commercial 
banks.

3.  Methodology and proposed model

3.1.  Sample

According to Hair et  al. (2017), the minimum sample size should be between 100 and 150. Information 
collection was conducted from March 2022 to September 2022. A questionnaire was distributed to 320 
respondents working in commercial banks in Vietnam, including top managers, finance managers, chief 
accountants, and employees. A total of 320 questionnaires were distributed among the responders via 
simple random sampling, resulting in 305 questionnaires being returned. However, 15 were excluded 
because of incomplete records. Thus, 300 questionnaires were deemed suitable for the analysis, achiev-
ing a response rate of 93.75% (Figure 1).
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3.2.  Research model

3.3.  Research methods

The study comprises three stages employing both qualitative and quantitative methodologies.
In the first stage, qualitative methods, such as expert interviews and customer surveys, are uti-

lized to refine and supplement the observation variables in preliminary scales. The outcomes of the 
group discussions form the primary scale. Subsequently, the author formulated an interview ques-
tionnaire and conducted surveys to develop the formal questionnaire. Qualitative methods are 
employed to identify relevant factors in the current sector through interviews with ten experts from 
commercial banks. A group discussion involving 50 surveyed staff members was convened to 
fine-tune appropriate factor scales, aiming to enhance the reliability of the survey questions (Dawadi 
et  al., 2021).

In the second stage, convenience sampling was employed to randomly survey participants. Finally, 
quantitative research methods were employed, utilizing SmartPLS 4 to assess the proposed hypotheses 
through measurement and structural models. Quantitative analyses were conducted to evaluate the 
impact of corporate governance on CSR and its influence on bank performance, with customer satisfac-
tion and environmental performance as mediators. Data were collected, coded, and screened for analysis 
using SmartPLS 4, with Partial Least Squares Structural Equation Modeling (PLS-SEM) utilized to predict 
the research findings.

4.  Research results and discussions

First, the measurement model was evaluated based on the indicator reliability, construct reliability, con-
vergent validity, and discriminant validity. The reliability and validity of the constructs are presented in 
Table 1.

Based on Table 1, construct reliability was tested by calculating Cronbach’s alpha and composite reli-
ability for each construct. All constructs have Cronbach’s alpha values above 0.8, which suggests that the 
constructs are acceptable (Henseler et  al., 2015). Moreover, according to Hair et  al. (2017), the composite 
reliability (CR) and AVE should be greater than 0.7 and 0.5, respectively, to establish reliability and con-
vergent validity, respectively. All the constructs satisfy the conditions of CR and AVE, so they have reli-
ability and convergent validity.

Table 2 shows the discriminant validity assessment using the Fornell-Larcker criterion, as suggested by 
Fornell and Larcker (1981). The Fornell-Larcker criterion is commonly used to evaluate the degree of 
shared variance between the latent variables of the model. The Fornell-Lacker criterion can be achieved 
when the square root of AVE values is higher than the assessment of (partial) cross-loadings in the same 
column and row, indicating that the scales have good discriminant validity.

Figure 1.  Research model.
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In addition, to examine the discriminant validity using the PLS approach, values of heterotrait–mono-
trait correlations less than 0.900 will be acceptable (Henseler et  al., 2015). The results demonstrate that 
the measurement scales were reliable and valid. As a result, the validity of the research model was 
established. Additionally, both the model’s predictive power and causal relationships between the vari-
ables’ constructs were statistically significant (Figure 2 and Table 3).

Figure 2 shows that the R-squared value for the estimated equation is 0.518, which is significant at 
the 1 percent level of probability. Thus, 51.8% of the variation in bank performance is described by CSR, 
customer satisfaction, and environmental performance.

This study determined that corporate governance statistically positively affects CSR. In particular, this 
study investigates the intervening role of environmental performance and customer satisfaction in the 
relationship between CSR and bank performance in commercial banks in Vietnam. Based on the obtained 
evidence, managers must realize the importance of corporate governance and CSR and apply them to 
increase their performance in practice.

Table 1.  Composite reliability.
Cronbach’s alpha Composite reliability Average variance extracted (AVE)

BP 0.975 0.982 0.932
CG 0.935 0.958 0.884
CS 0.999 0.999 0.997
CSR 0.959 0.969 0.864
EP 0.907 0.934 0.781

Table 2.  Fornell-Larcker criterion.
BP CG CS CSR EP

BP 0.965
CG 0.137 0.94
CS 0.638 0.321 0.998
CSR 0.503 0.485 0.538 0.929
EP 0.515 0.131 0.356 0.354 0.884

Figure 2. S tructural equation modeling (PLS- SEM).

Table 3.  Heterotrait-monotrait ratio (HTMT)–matrix.
BP CG CS CSR EP

BP
CG 0.141
CS 0.645 0.332
CSR 0.517 0.513 0.55
EP 0.544 0.141 0.373 0.373



8 Q. T. NGUYEN KIM

5.  Discussions

Corporate governance has a positive effect on CSR with a path coefficient of 0.485. This means that 
corporate governance increases by one unit, CSR can be improved by 0.485 units, and other things being 
equal. These findings are consistent with those of Aboud and Yang (2022), Bolourian et  al. (2021), and 
Zaman et  al. (2022). In recent years, there has been increasing pressure on corporations to prioritize CSR, 
with corresponding strict legal frameworks evolving to define firms’ social obligations (Aboud & Yang, 
2022; Filatotchev & Nakajima, 2014). The fulfillment of these commitments depends on a company’s 
competitiveness and survival capabilities to protect the interests of stakeholders. Corporate governance 
plays a pivotal role in helping managers and boards of directors effectively identify and meet these 
social responsibilities. In the financial realm, it is recognized that monitoring and regulating managerial 
conduct, alongside efforts in other sectors, are crucial for enhancing CSR awareness. Robust corporate 
governance mechanisms act as safeguards against self-serving behaviors by managers, which could harm 
the company.

The hypothesis testing conducted in this study reveals that CSR positively impacts customer satisfac-
tion, environmental performance, and bank performance. As a multifaceted concept, CSR encompasses 
various activities that banks undertake to deliver benefits to customers while simultaneously creating 
value for them. As in other industries in the banking sector, CSR initiatives contribute significantly to the 
community’s long-term development.

Recognizing the importance of CSR, commercial banks have realized that integrating CSR into their 
operations is crucial for their growth. This awareness stems from increasing recognition and appreciation 
among customers regarding firms’ roles in societal development. Customers are susceptible to issues 
such as pricing, product and service quality, policies, and promotions, particularly in the consumption of 
intangible financial services. In response, banks are compelled to make robust commitments by embed-
ding CSR into their organizational strategies to foster customer trust and attain a sustainable competitive 
advantage in the long run.

The complicated and prolonged development of the COVID-19 pandemic has seriously affected 
many economic sectors. However, many banks still achieve positive performance. Because banks have 
become more socially responsible and have stayed with and helped firms through the long pandemic, 
they have achieved this result. In practice, the Joint Stock Commercial Bank for Investment and 
Development of Vietnam (BIDV) in unfavorable conditions, its activities in 2021 have remained stable, 
and its performance has grown well compared to the previous year. Its credit quality is controlled 
within the limits proposed by the State Bank. Specifically, the bank’s consolidated pre-tax profit in the 
first nine months of 2021 reached VND 10,733 billion, up 52% over the same period last year, thus 
completing 83% of the year’s plan. BIDV’s total consolidated assets are currently valued at over VND 
1,686 billion, an increase of 11.2% compared to the beginning of the year. Credit balance increased 
significantly, focusing on capital flows in the manufacturing sector. In addition, customer loans 
exceeded VND 1,328 million, up to 9.4%. The growth rate was similar to that in 2019 and earlier and 
more positive than that in the same period in 2020. The non-performing loan ratio is 1.39%, which is 
0.15% lower than that at the beginning of the year. In the future, BIDV will continue to maximize 
revenue to increase non-interest income sources, enhance e-banking services, control costs, and other 
financial services income. The Vietnam Maritime Commercial Joint-Stock Bank (MSB) has a total con-
solidated income of more than 7,669 billion VND, an increase of over 59% compared to the same 
period in 2020. Net interest income is more than 4,523 billion VND, an increase of more than 37%. 
Revenue from service activities rose almost five-fold from the same period in 2020, reaching VND 

Table 4. S ummary of hypothesis testing.
No Hypothesis Path coefficient p-Value Decision

1 CG -> CSR 0.485 0.000 Accepted
2 CS -> BP 0.448 0.000 Accepted
3 CSR -> BP 0.155 0.043 Accepted
4 CSR -> CS 0.538 0.000 Accepted
5 CSR -> EP 0.354 0.000 Accepted
6 EP -> BP 0.300 0.001 Accepted
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2,448 billion. This was because of an increase in insurance sales. The MSB’s total consolidated assets 
reached more than 195,500 billion VND, an increase of more than 10% compared to the beginning of 
2021. Again, the non-performing loan ratio in the MSB is only 1.31%, which is well within the accept-
able level given by the state bank.

As for the Vietnam International Commercial Joint Stock Bank (VIB), its total operating income from 
the beginning of 2021 has reached over 10,300 billion VND. Its annual report shows a pre-tax profit of 
more than VND 5,300 billion, an increase of 32% compared to the same period of 2020. The restructuring 
of loans to support customers had a temporary impact on the bank’s performance in the third quarter 
of 2021, but most customers planned to repay loans earlier because of the bank’s aid. This creates a 
positive impact on bank performance in the fourth quarter of 2021. Regarding the Binh Commercial 
Joint-Stock Bank (ABBank), pre-tax profit also reached VND 1,556 billion, completing 78.9% of the year’s 
plan. Its general director asserts that banks’ operations during the epidemic period are much more chal-
lenging to manage than under normal conditions. Because banks must balance their efficiency with the 
responsibility to share the burden with customers, the bank has to change its short-term policy in the 
best way possible.

As can be seen, the customer is concerned about banks’ after-sale services, in addition to the 
quality and price of financial services. In a highly competitive market, customer perceptions of CSR 
require more attention. The more the firms participate in social programs and sponsor humanitarian 
programs, the more loyal customers they will have. Hence, CSR creates benefits for both banks and 
communities.

6.  Conclusions and limitations

This study used qualitative and quantitative methods to estimate the effect of corporate governance on 
CSR and its influence on bank performance, incorporating two mediators: customer satisfaction and envi-
ronmental performance. This study examines the direct relationship between corporate governance and 
CSR and the mediating roles of customer satisfaction and environmental performance on the link 
between CSR and bank performance, aiming to address a gap in the literature. Drawing on agency and 
stakeholder theories, this study confirms that corporate governance positively influences CSR, thereby 
offering practical implications for firms with effective corporate governance mechanisms to fulfill their 
societal and stakeholder responsibilities.

Moreover, the study implies that commercial banks must actively engage in CSR activities to achieve 
their financial objectives given the indirect effect of CSR on bank performance. Although numerous stud-
ies have explored the impact of CSR on performance, few have investigated the potential mediator or 
moderator factors influencing this relationship. Furthermore, much of the existing CSR literature focuses 
on developed countries. To address this gap, our study examines the relationship between CSR and per-
formance in the Vietnamese context, considering the mediating roles of customer satisfaction and envi-
ronmental performance.

Despite obtaining specific results, this study is subject to limitations, such as the small sample size. 
Therefore, future research should encompass the entire banking system in Vietnam, including commercial 
banks, wholly foreign-owned banks, and joint-venture banks. Additionally, researchers should explore 
other indirect relationships to refine the model further.
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