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Recently, accessibility to credit has become a global issue and need to be examined frequently that needs the 
attention of regulators and researchers. Thus, this study examines the credit facilities (the price of credit and 
reliability of credit sources) on the accessibility of customer credit at commercial banks in Binh Duong Prov-
ince, Vietnam, in the context of the COVID-19COVID-19 pandemic. The study also examines the moderating 
role of the contemporary economic environment among the nexus of the price of credit, reliability of credit 
sources and accessibility of the credit of customers at commercial banks in Binh Duong Province. The findings 
suggested that the price of credit has negative while reliability of credit sources have a positive impact on the 
accessibility of the credit of customer at commercial banks. The results also revealed that the contemporary 
economic environment significantly moderates among the nexus of the price of credit, reliability of credit 
sources and accessibility of the credit of customers at commercial banks.

1. Introduction1. Introduction
Considering the need for the awareness of credit 

accessibility among government and general peo-
ple for mitigation of adverse impacts of the CO-
VID-19 pandemic, our study gives the analysis of 
how to improve customers' accessibility to credit. 
The aim of the study is to explore the influences 
of the price of the credit and the reliability of the 
source of credit on the customers' accessibility to 
credit. The aim of the study is also to propose the 
impact of contemporary economic environment 

price of the credit, reliability of the source of credit 
and the customers' accessibility to credit and the 
mutual association between price of the credit and 
reliability of the source of credit and the custom-
ers' accessibility to credit. Since early 2020, the 
COVID-19 pandemic has affected badly business 
activities of enterprises and the daily life of citi-
zens influencing commerce, service and banking 
activities significantly over the world (Chinanuife 
et al., 2019; Chien et al., 2021a; Hussain et al., 2021; 
Kot et al., 2021; Ehsanullah et al., 2021; Hsu et al., 
2021). There are many researchers who study the 
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impact of the COVID-19 pandemic on the world-
wide economy in the world, such as Chaudhary et 
al. (2020), Boettke and Powell (2021) and Goodell 
(2020). These studies pointed negative impacts of 
the COVID-19 pandemic on the economic de-
velopment of countries over the world. Goodell 
(2020), emphasized significant economic influenc-
es and social impacts of COVID-19 on articles. Di-
rect or indirect impacts of COVID-19 on the finan-
cial market and financial organizations are drafted 
briefly in the articles. Boettke and Powell (2021) 
and Hussain et al. (2021) indicated the negative 
impacts of COVID-19 on many fields. Particularly 
for the banking industry, Stubbs et al. (2021) con-
ducted the bank stress test to determine the bank's 
solvency under the pandemic period. Rodin et al. 
(2020), assessed the role of banks in the context of 
the pandemic when banks are subjects to solve eco-
nomic recession or COVID-19 in Germany. More-
over, Chaudhary et al. (2020), Xiang et al. (2021) 
and Hussain et al. (2020) concluded the effect of 
the pandemic on banking activities. 

Current economic environments consider banks 
as financial institutions that helps and assists the 
people in different ways by deposits and by lend-
ing. Therefore, it is important to ascertain the eco-
nomic condition that essentially forces the general 
public to avail the facilities of credit. While avail-
ing the credit facilities, the economic environment 
could not be eluded. There are numerous types of 
credit facilities at different rates by taking collateral 
securities as a mandatory requirement of financial 
institution. In fact, many financial institutions ex-
ist in the commercial market that lend credit facili-
ties at various effective and realistic rates. It is the 
feasibility of economic environment and credit fa-
cilities of various financial institutions that admire 
the customers to avail the credit. Every person is 
striving for the better opportunity in market, but 
unfortunate and uncertain environment of the 
global economy is the major barrier. According 
to Gichuki et al. (2014) the key indicators of cost 
of credits are processing and negotiation fee, legal 
fees interest rates etc. Moreover, the access to mi-
crofinance credit facilities is not that easy as one 
must have organized and structured business to 
meet the standardized assessment and evaluation 

of financial institutions. Rise in unemployment, 
instability in businesses and low income especially 
forces people in availing the credit facilities. These 
credit facilities are correlated with the economic 
environment that impacts the accessible options of 
credit to customers (Chien et al., 2021c ; Sadiq et 
al., 2021c; Xueying et al., 2021). 

In the research, the comparative method, 
credit growth, consumer credit outstanding bal-
ance, banking profits and bad debts show negative 
changes due to the impacts of COVID-19. There-
fore, the difficulties of banks in Vietnam confront 
requires necessary solutions to overcome. Binh 
Duong, which is the most developing industrial 
province Binh Duong ranks second for FDI inflow 
after Song et al. (2020); Sadiq et al., (2021a); Lin 
and Chang (2020) but the booming COVID-19 
pandemic results in an adverse impact on it. To 
mitigate the difficulties of firms in the current situ-
ation, the credit institutions performed solutions 
such as re-structuring of debt repayment, exemp-
tion from/decrease in interest rate, new loans with 
preferential interest rates. Therefore, understand-
ing credit accessibility helps the local government 
to implement a proposal of policies to increase 
capital accessibility to recover production and 
business activities in Binh Duong. The influences 
of reliability of the source of credit on the customer 
accessibility to credit have long been discussed and 
debated among researchers and scholars (Chien et 
al., 2021d; Nwosu & Orji, 2016; Rudnicki, 2021; 
Sadiq et al., 2021b; Sharma, 2020). But the role of 
the price of the credit in determining customer ac-
cessibility to credit has not been much discussed 
by scholars and investigators (Baloch et al., 2021; 
Bokhari, 2020; Castillo-Vergara et al., 2021). 

This study contributes by exploration the im-
pact of credit’s price on the customers' accessibil-
ity to credit. Moreover, in the past, though the 
authors have discussed the influences of the price 
of the credit and reliability of the source of credit 
on the customers' accessibility to credit, they have 
analyzed the nexus among price of the credit and 
reliability of the source of credit and the custom-
ers' accessibility to credit in separate studies. The 
attempt to discuss the influences of the price of the 
credit and reliability of the source of credit on the 
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customers' accessibility to credit at the same time 
is an extension to the literature. Our study is also 
one of the initial attempts to address the impacts 
of the contemporary economic environment as a 
moderator between the price of the credit and re-
liability of the source of credit on the customers' 
accessibility to credit. 

This paper is structured into several parts. The 
next part deals with the views of past authors or 
researchers about the influences of the price of the 
credit and reliability of the source of credit on the 
customers' accessibility to credit and the influences 
of the contemporary economic environment on 
the price of the credit and reliability of the source 
of credit and on the customers' accessibility to 
credit. The third part throws light on the process 
which has been applied to collect data about the 
understudy constructs and the way to analyze the 
data for results extraction. The fourth part sup-
ports the current study with the previous ones. Fi-
nally, the paper gives implications and conclusions 
of the study and presents some recommendations 
for future authors.

2. Literature Review 2. Literature Review 
For credit demand, the level of credit accessi-

bility depends on three main elements, which in-
clude price, reliability and other services (Alobari 
et al. (2018); ELIJAH (2019); Nguyen et al. (2020); 
Obergassel et al. (2020); Silva et al. 2021)). Chen et 
al. (2020); Li et al. 2021; Dengov et al. (2020) stated 
that the interest rate is a big concern of banks be-
cause the nature of risk is the difference between 
maturity duration and payable debt. Experimen-
tal pieces of evidence from the study of Linh et 
al. (2019) on customers at Commercial Bank in 
Mexico showed that the elasticity between demand 
and interest rate increases significantly from time 
to time, minus 1.1 for the first 12 months and up to 
-2.9 for last six months of the loan. It implies that 
when other elements are unchanged, the increase 
in interest rate will decrease the credit demand sig-
nificantly. In this study, the price is measured by 
two large elements as the interest rate and transac-
tion cost. Kaplan et al.  (2018), Chien et al. (2021b) 
and Markowicz and Baran (2020) suggested a rela-
tionship between commercial banks and custom-

ers, which has two elements, including the loan 
process and the professional level of bankers. Kibi-
cho and Mungai (2019), Mohsin et al. (2021); Liu 
et al. (2021) focused on transaction lending, which 
is based on using a database, for example, informa-
tion collected from the financial statement of the 
borrowers and the collateral assets. They also in-
dicated another method of lending, which is based 
on relationships and plays an important role in 
banking activities, but the banks prefer transaction 
lending. Therefore, Kibicho and Mungai (2019) 
and Nawaz et al. (2021) claimed that the role of 
bankers is important to maintain the relationship 
with customers and the lending process. It implies 
that regular and effective contact with the bank-
ers is the key to maintaining beneficial interac-
tion with customers. Nguyen et al. (2020), Nawaz 
et al. (2021) and Albu and Albu (2021) expressed 
that the information for the bankers improves the 
customer's credit accessibility in Europe because 
the relationship between the banks and borrowers 
can reduce the asymmetric information. Similarly, 
Silva et al. (2021) illustrated that the focus of the 
financial intermediary is on reliability, and it influ-
ences the ability of banks and other intermediaries 
to maintain their financing models.

With the rise in credit rates, the customers are 
more confused in availing the credit facilities. 
Along with exceptional requirements of the finan-
cial institutions of taking collateral securities and 
various other options with higher rates are main is-
sues for customers. The barriers and constraints of 
high price of credit has limited the option of credit 
accessibility for customers. Both sides of customer 
and financial institution could not be eliminated 
as a deem need for the customer and growth of fi-
nancial institution. Therefore, the hike in price of 
credit is the major issue that describes its negative 
link with the accessible option for availing credit 
to customer. 

Finally, the essential element influencing the re-
lationship between commercial banks and custom-
ers is utilities attached to credit products measured 
by two main factors, which include attached prod-
ucts and the customer's requirements. Nganga and 
Atheru (2020) and Zinecker et al. (2021), implied 
that no bank could supply all products because 
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margin cost is higher than further service deploy-
ment. Thus, commercial banks should satisfy cus-
tomers' demand which encourages them to use 
further banking products or services. Moreover, it 
helps to build loyalty by creating a deep and ad-
equate relationship with customers. A study was 
conducted by Giang and Hang (2019) investigated 
the decision making of financial institutions, the 
price of the credits, and the customer's accessibility 
to credits. The data for this research were collected 
from the date set of the Vietnam Household Living 
Standard Survey (VHLSS) for the period from 2014 
to 2016 to reduce the adverse impacts of the global 
economic crisis during 2008-to-2009 checking the 
estimated unsustainability. The study implies that 
the income of the bank clients who are willing to 
benefit from bank credit facilities and the price 
of the credits granted by the banks determine the 
power of the clients to access the credits to meet 
their needs. A research was conducted by Dang et 
al. (2019) to investigate the influence of the process 
of the issuance of credits, price of credit, and credit 
accessibility.  The study analyzes the credit demand 
of farmers in Lam Dong, Vietnam. The study em-
ployed the multinomial logit (MNL) regression 
model and the random forest (RF) technique for 
analysis of credits issuance, price of credit, and cli-
ents' credit accessibility. The study highlights that 
the cost of credit is the additional amount, over and 
above the amount borrowed, that the clients must 
pay including arrangement fees, interest, and any 
other charges. The cost of the credit determines the 
ability of the clients to access the required credit. If 
the banks allow credits on small prices, the farmers 
can access the credits to meet their demands.  

H1: Price of credit is in a negative association 
with customer credit accessibility. 

The current situation of reliability source is also 
the major concern for the customer in availing the 
credit facility from financial institution. Most of 
the customers rely on prevailing news of the mar-
ket that develop fear of hike in the risk of availing 
credit. While the other side where providing some 
positive depiction also rating pledge of security 
which raises the fear of their assets. Pledging as-
sets of customer to the financial institution is also 
increasing due to uncertain situations of financial 

institutions toward their customers that broke the 
trust factor. Therefore, the source reliability is main 
element that significantly links with accessibility of 
credit. 

Kumar et al. (2020) in Sweden revealed that 
quality is a vital element and more important than 
traditional marketing activities. In particular, con-
venient location and better infrastructure influence 
the choice of the bank from customers who have 
demand on credit. Particularly, the survey that was 
conducted among 358 customers at private banks 
and national banks at Lahore City (Pakistan) found 
the most important variables influencing custom-
ers' choice are customer service, convenience 
and overall banking environment. The study of 
Pakurár, et al. (2019), uses service quality dimen-
sions with the help of the SERVQUAL model for 
the measurement of the interrelationship between 
tangibles, responsiveness, empathy, assurance, reli-
ability, access, financial aspect, and employee com-
petences, credit accessibility, and customer satis-
faction. The data for the study were collected from 
825 customers in the Jordanian banking sector. The 
data were analyzed with exploratory factor analysis 
by the SPSS program for determining service qual-
ity, customer satisfaction, and credit accessibility. 
The study reveals that when the concerned institu-
tion has a good reputation for its reliability, like if 
there is no difference between what it exhibits and 
what it does, the customers feel easy to access with 
the credit service of this institution. Escamilla et 
al. (2021), presents their arguments on the role of 
reliability of the source of credit and the custom-
ers' accessibility to credit. This study focuses on 
the reliability of the source of credit in the words 
that if the financial institutions assure the reliabil-
ity of their services by showing positive behavior 
towards the end of the credit agreement, and have 
good for its reliability, the customers feel satisfied 
and can easily access the credit. Thus, it can be hy-
pothesized:

H2: Reliability of source is in a positive associa-
tion with customer accessibility to credit.

The temporary economic environment is the 
modern economic world. In the temporary age, 
financial institutions are mostly performing their 
services through digital technology, which have 
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saved their money, time, effort, and improved reli-
ability, convenience, and access to customers. The 
adaptability to a temporary economic environment 
has affected the policies and strategies of financial 
institutions like banks (Bahta et al., 2021; Gaines 
& Kasztelnik, 2021; Thi, 2018; Tirtayasa, 2020). It 
has facilitated their work of accountancy, decision 
making, service rendering, and interaction with 
the customers. The agility and accuracy save the 
costs of the institutions and enhance their profits 
with more productivity. Thus, the prices of their 
products which are in the form of financial servic-
es, can be kept minimum. When the customers see 
the price of credit which in in addition to the ac-
tual amount of credit, is less, they are satisfied with 
the bank services and can have a large amount of 
credit in order to meet their financial needs (Alo-
bari et al., 2018; Chien et al., 2021e; Gebre Borojo 
& Yushi, 2020; Kurgat et al., 2017; Li et al., 2021). A 
literary work out of Quarshie and Djimatey (2020) 
suggests that the adaptability to the temporary eco-
nomic environment assists the customers to have 
information about and benefit from the credits 
services of banks easily. This also reduces the costs 
of banks, price of credits in results and assures cus-
tomer credit accessibility.

Every institution requires some prominent fac-
tor of credit facilities to the customers that helps 
to attain significant profits and rise in sales. This 
tend to be the highlighted one among the customer 
and financial institution which could not be ne-
glected. Every financial institution provides credit 
facilities to customers on some rates which help in 
sustainability according to the economic situation 
(Banu, 2013; Nwosu et al., 2020; Huang et al., 2020; 
Othman et al., 2020). Mainly the economic envi-
ronment is contemporary and major one that exist 
among customer accessibility to credit and price 
of credit (Huang et al., 2021a). To sustain the eco-
nomic condition, the financial institution lending 
rates are main contributor for economic sustain-
ability. 

H3: Contemporary economic environment is 
a moderator between the price of credit and cus-
tomer accessibility to credit. 

Better policies of financial institutions are plac-
ing the factor of trust among customers that are 

availing the facility of credit. Even though, the 
realistic approach of financial institution is lime-
light channel among customers by uplifting the 
element of reliable source. These factors are when 
taken into consideration automatically highlights 
the stable economic environment for national and 
international customer. Contemporary economic 
environment is significant and dominant factor 
erasing the gap among reliability of source and ac-
cessibility of credit to customer. 

Business organizations need credits for sev-
eral purposes, but their accessibility to credits is 
dependent on their satisfaction towards the ser-
vice quality of customers. The adaptability to the 
temporary economic environment, like the use of 
up-to-date digital devices for different purposes 
like information, communication, receipt of de-
posits, withdrawal of money, transfer of money, 
and accountancy etc., have created convenience, 
accuracy, agility, and reliability in functioning and 
services of banks. The customers who are satisfied 
with the reliability of the banks can make a choice 
to have credit facilities (Chien et al., 2021b; Reddy 
& Cherukuri, 2019; Nwosu & Orji, 2017; Shair et 
al., 2021). In the temporary economic environ-
ment, financial institutions like banks use social 
media platforms to interact with customers across 
the country. On these plate-forms, they share the 
information about the variety of services they ren-
der, the process to apply for services, and the way 
to get the services. If this information is reliable, 
authentic, and leading, the customers can access 
the credits at the time of need (Herkenhoff et al., 
2016; Sun et al., 2020; Wentz et al., 2019; Zhuang et 
al., 2021; Huang et al., 2021b). So,

H4: Contemporary economic environment is a 
moderator between the reliability of the source and 
customer accessibility to credit.  

3. Methodology3. Methodology
Based on the above studies, this study provides 

an analytical framework of factors affecting the level 
of access to credit based on the credit demand ap-
proach, including three main factors: the price of 
the credit (PC), reliability of sources (RS) and con-
temporary economic environment (CEE). The Fig-
ure 1 shows the analytical framework in this study. 



334 Nguyen Hong Thu, Dao Le Kieu Oanh, Do Thi Thanh Nhan

10.5709/ce.1897-9254.485DOI: CONTEMPORARY ECONOMICS

Vol. 16 Issue 3 329-3452022

Among these three factors price of the credit and 
reliability have been used as the predictors while the 
contemporary economic environment is used as the 
moderator. In addition, the dependent variable in the 
study is the customer’s accessibility to credit (CAC). 
In which, the study focuses on analyzing the impacts 
of each main factor on the dependent variable, which 
is the level of access to credit with four hypotheses 
from H1 to H4, respectively.

4. Theoretical Framework 4. Theoretical Framework 
The results indicated the convergent validity 

that shows the correlation between the items of the 
constructs. The figures indicated a high correlation 
between items because the factor loadings along 
with AVE values are bigger than 0.50. In addition, 
Alpha and CR values are larger than 0.70 and Table 
1 shows these values. 

5. Study Results 5. Study Results 
The results indicated the convergent validity 

that shows the correlation between the items of the 
constructs. The figures indicated a high correlation 

between items because the factor loadings along 
with AVE values are bigger than 0.50. In addition, 
Alpha and CR values are larger than 0.70 and Table 
1 shows these values. 

The results also indicated the discriminant va-
lidity that shows the correlation between the con-
structs. Firstly, cross-loadings and Fornell Larcker 
were used. The figures indicated a low correlation 
between variables because the values that indicated 
the nexus with construct itself are larger than the 
values that indicated the association with other 
constructs. Table 2 and Table 3 show these values.

The results also check the discriminant validity 
using Heterotrait Monotrait (HTMT) ratio. The fig-
ures indicated a low correlation between variables 
because the values of HTMT ratios are lower than 
0.90. Table 4 show these values.

The path analysis has been mentioned the rela-
tionships between the constructs. As it can be seen 
in table 5 that coefficient of path value is positive 
and p-values is less 0.05 hence showing the posi-
tive association between reliability of credit sources 
and accessibility of customer credit at commercial 

Figure 1 
Analytical Framework 
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Table 1
Convergent Validity

Constructs Items Loadings Alpha CR AVE
Customer Accessibility to Credit CAC1 0.580 0.920 0.934 0.588

CAC10 0.783
CAC2 0.767
CAC3 0.842
CAC4 0.656
CAC5 0.814
CAC6 0.793
CAC7 0.782
CAC8 0.812
CAC9 0.799

Contemporary Economic Environment CEE1 0.831 0.935 0.946 0.663
CEE10 0.577
CEE2 0.858
CEE3 0.849
CEE4 0.811
CEE6 0.865
CEE7 0.861
CEE8 0.854
CEE9 0.778

Price of Credit PC1 0.629 0.930 0.937 0.535
PC11 0.713
PC13 0.735
PC14 0.678
PC15 0.818
PC2 0.791
PC3 0.790
PC4 0.729
PC5 0.801
PC6 0.719
PC7 0.529
PC8 0.732
PC9 0.794

Reliability of Sources RS1 0.921 0.978 0.981 0.865
RS2 0.930
RS3 0.931
RS4 0.940
RS5 0.926
RS6 0.927
RS7 0.943
RS8 0.924
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Table 2
Fornell Larcker

CAC CEE PC RS
CAC 0.767
CEE 0.424 0.814
PC -0.170 -0.103 0.732
RS 0.465 0.428 -0.120 0.930

Table 3
Cross-loadings

CAC CEE PC RS
CAC1 0.580 0.201 -0.113 0.359
CAC10 0.783 0.346 -0.093 0.398
CAC2 0.767 0.368 -0.173 0.430
CAC3 0.842 0.364 -0.118 0.345
CAC4 0.656 0.237 -0.112 0.338
CAC5 0.814 0.342 -0.155 0.404
CAC6 0.793 0.316 -0.075 0.306
CAC7 0.782 0.356 -0.147 0.322
CAC8 0.812 0.358 -0.162 0.332
CAC9 0.799 0.324 -0.137 0.307
CEE1 0.345 0.831 -0.089 0.350
CEE10 0.259 0.577 -0.074 0.184
CEE2 0.348 0.858 -0.109 0.354
CEE3 0.332 0.849 -0.120 0.345
CEE4 0.302 0.811 -0.051 0.379
CEE6 0.319 0.865 -0.090 0.368
CEE7 0.380 0.861 -0.077 0.376
CEE8 0.424 0.854 -0.088 0.392
CEE9 0.361 0.778 -0.058 0.351
PC1 0.000 -0.080 0.629 -0.025
PC11 -0.133 -0.129 0.713 -0.158
PC13 -0.028 -0.047 0.735 -0.069
PC14 -0.076 -0.048 0.678 -0.050
PC15 -0.135 -0.029 0.818 -0.123
PC2 -0.166 -0.120 0.791 -0.106
PC3 -0.092 -0.068 0.790 -0.066
PC4 -0.044 -0.060 0.729 -0.087
PC5 -0.137 -0.024 0.801 -0.120
PC6 -0.120 -0.130 0.719 -0.084
PC7 -0.170 -0.059 0.529 0.000
PC8 -0.094 -0.069 0.732 -0.096
PC9 -0.098 -0.075 0.794 -0.074
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Table 3
Cross-loadings (Continued)

CAC CEE PC RS
RS1 0.414 0.402 -0.148 0.921
RS2 0.412 0.428 -0.103 0.930
RS3 0.423 0.396 -0.143 0.931
RS4 0.439 0.413 -0.098 0.940
RS5 0.458 0.371 -0.079 0.926
RS6 0.421 0.395 -0.142 0.927
RS7 0.435 0.416 -0.106 0.943
RS8 0.456 0.370 -0.082 0.924

Table 4
Heterotrait Monotrait Ratio

CAC CEE PC RS
CAC
CEE 0.450
PC 0.153 0.110
RS 0.488 0.445 0.119

Table 5
Path Analysis 

Relationships Beta S.D. T Statistics P Values L.L. U.L.
CEE -> CAC 0.307 0.057 5.373 0.000 0.221 0.397
PC -> CAC -0.103 0.041 2.514 0.007 -0.197 -0.056
PC*CEE -> CAC 0.093 0.048 1.927 0.028 0.007 0.169
RS -> CAC 0.361 0.066 5.446 0.000 0.240 0.466
RS*CEE -> CAC 0.189 0.053 3.573 0.000 0.070 0.267
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Figure 2 
Measurement Model Assessment

Figure 3 
Structural Model Assessment
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Figure 4 
PC*CAC

Figure 5 
RS*CAC
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banks. The -ve sign of beta coefficient shows the 
negative correlation among price of credit and ac-
cess of customer credit at commercial banks. Hence 
the findings support the H1 and H2. The results 
also revealed that the contemporary economic en-
vironment significantly moderates among the nex-
us of the price of credit, reliability of credit sources 
and accessibility of the credit of customers at com-
mercial banks and accept H3 and H4. Table 5 shows 
these relationships.

6. Discussions and Implications6. Discussions and Implications
The study results have indicated that the price of 

the credit has a positive relationship with custom-
ers' accessibility to credit. These results are support-
ed by the previous study of Ogechi (2018), which 
states that if the financial institutions like banks 
deign their credit policies in such a way as to charge 
minimum additional cost on credits to customers, it 
can attract more number customers as the custom-
ers can afford more amount of credits for their eco-
nomic purposes. These results are also supported by 
the previous study of Mogaji et al. (2021), according 
to which the individuals or commercial institution 
can have more opportunity avail credits in order to 
meet their financial needs if the price of credit is 
minimum. The study results have indicated that the 
reliability of sources has a positive relationship with 
customers' accessibility to credit. These results are 
in line with the previous study of Bamata and Fields 
(2018), which states that the reliability of the infor-
mation which the financial institutions give about 
the variety of their services and the way to approach 
them is reliable, it is more likely for the customers 
to access credits whenever they need. These results 
are also in line with the previous study of Ayswarya 
et al., (2019), which shows that when the banks are 
reputed for their reliable and clean dealings with 
the clients, the person's interest in their products 
can be easily led through their marketing channels 
to access the credit services. 

The study results have also revealed that a tem-
porary economic environment is a moderator be-
tween the price of credit and customers' access to 
credit. These results agree with the past study of 
Mariyono (2019), which states that the adaptability 
to the temporary economic environment through 

the adoption of up-to-date ways of performing fi-
nancial functions and the adoption of innovative 
marketing channels reduces the costs of credits and 
makes it convenient for the customers to access the 
banking services like credits. The study results have 
also indicated that the temporary economic envi-
ronment is a moderator between the reliability of 
the source and customers' access to credit. These 
results are supported by the previous study of Can-
draningrat, Abundanti et al. (2021), according to 
which in the temporary economic world, the finan-
cial institutions carry their functions with the help 
of up-to-date technology and carry digital market-
ing channels. This improves the accuracy and reli-
ability of the banking services and makes it easy for 
the customers to have high credit accessibility. 

The current study has both theoretical and em-
pirical implications. This study has great theoretical 
significance because of its remarkable contribution 
to the literature on the financial development of the 
country. This study analyzes the influences of two 
important factors, price of credit and reliability of 
source, on customers' accessibility to credit. Though 
many studies have individually discussed the influ-
ences of the price of credit and reliability of source 
on customers' accessibility to credit, our study first 
time assembled the price and reliability (quality) of 
financial services like credit to determine the cus-
tomers' accessibility to credit. This study also has an 
empirical significance. This study is a leading one 
for the individual clients, economists, and manage-
ment of financial institutions as it guides them on 
how to assist customers’ accessibility to credit. The 
study suggests that by minimizing the price of cred-
it and improving the reliability of source, custom-
ers' accessibility to credit can be increased.

7. Conclusion7. Conclusion
The findings prove that the borrowers at Commercial 

Banks in Binh Duong province are interested in interest 
rate, lending process, and the ability to meet of the bank 
more than other factors as transaction costs, Profession 
of staff and attached products in all research stages for 
before the pandemic 2015-2019 and the pandemic from 
2020. The paper point outs interest rate in the opposite 
direction while the lending process has a positive impact 
with the number and value of the loans as the expecta-
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tions. Furthermore, the elasticity of interest rate variable 
in the pandemic time is higher than normal situations, 
which show a higher level of expectation of customers 
about the possibility of receiving support from Commer-
cial Banks due to an economic shock. 

For Commercial Banks' lending process, the result dis-
closed that this factor is interesting in customers, which 
impact the level of access to credit of customers. In addi-
tion, the factor "Ability to meet" is closely related to the 
level of access to credit in the pre-pandemic model, which 
is in line with customers' expectations. However, in the 
pandemic situation, this factor no longer plays an impor-
tant role, and they focus on the pricing of borrowing.

8. Limitations and Future Directions 8. Limitations and Future Directions 
Despite the theoretical and empirical significance, 

the current study has some limitations too. These limi-
tations must be removed by the authors when they are 
willing to replicate this study. This study has analyzed 
the influences of only two factors like the price of cred-
it and reliability of source on customers' accessibility to 
credit. This has confined the scope of the study to just 
two factors. At the same time, there are many other 
organizational, managerial, or equity factors that can 
determine the customers' accessibility to credit. The 
authors in future must also focus on other factors to 
present more reliable results. This study analyzes the 
influences of the price of credit and reliability of source 
on customers' accessibility to credit in Binh Duong, a 
province of Vietnam. Financial or economic condi-
tions may be different in other regions of Vietnam or 
other countries. So, the study lacks generalizability. For 
the sake of a general study, the authors must analyze 
the impact of the price of credit and the reliability of 
sources on customers' accessibility to credit in other 
provinces of Vietnam and other countries as well. 
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