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[Dissertation Overview

This doctoral dissertation examines digital banking transformation in Lao PDR through a multi-
level analytical framework that moves systematically from the global literature down to the lived
experiences of employees and customers operating within a resource-constrained environment. The
figure below illustrates how the four studies are structured and connected. The research begins with|
a broad mapping of the global academic landscape, from which the key theoretical gaps are identified
Those gaps then motivate two parallel investigations: one into the organizational conditions that
shape how bank employees engage with digital systems, and another into the behavioral patterns of
experienced customers. These two strands are not treated as independent enquiries; they are
brought together in the final integrating study, which theorizes how what happens inside banking
institutions ultimately determines what customers experience on the outside. Read together, the
four studies form a coherent and sequentially justified argument about why digital banking
underperforms in developing economies, and what would need to change for transformation to

become genuinely sustainable.
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This summary provides a structured overview of the doctoral dissertation titled "Digital Banking
Transformation in Developing Economies: A Multi-Level Analysis of Organizational, Human and
Technological Factors in Lao PDR." The research is organized into five chapters following al
sequential multi-level logic, one that moves from global theory toward local operational reality, and
from diagnosis toward integration. What connects each stage is a consistent concern with a question
that standard frameworks have not adequately addressed: why does digital banking continue to|

underperform in Lao PDR despite the availability of sophisticated financial technology?
Chapter 1: Introduction and Research Foundation

The opening chapter establishes the central paradox that motivates the entire dissertation. The
failure of digital banking to reach its potential in Lao PDR is not, this chapter argues, a technical
failure. It is a failure of alignment between the human, organizational, and infrastructural
conditions under which digital banking actually operates. The chapter identifies a foundational
limitation in the prevailing theoretical toolkit: models such as TAM and UTAUT were designed for
voluntary usage contexts in developed nations, and they translate poorly into the mandatory,
resource-constrained environment of the Lao banking sector. By naming this misfit clearly, Chapter

1 sets the terms for everything that follows.
Chapter 2: Study 1 — Global Research Landscape and Theoretical Gaps

This chapter situates the research within the broader scholarly conversation through a bibliometric
and semantic analysis of 2,084 publications from 2000 to 2023. Rather than reviewing this literature
descriptively, the study uses it diagnostically, asking what the field has consistently overlooked.
Three gaps emerge with particular clarity: an over-reliance on voluntary adoption theories, a neglect
of the internal organizational conditions that determine whether transformation succeeds in practice
and a tendency to treat infrastructure as contextual background rather than as a binding constraint
in its own right. Each of these gaps directly motivates the theoretical choices made in the studies
that follow.

Chapter 3: Study 2 — The Organizational Supply Side and Employee Engagement

Turning inward to the banking institution itself, this chapter draws on primary survey data from
354 employees to examine how digital transformation actually takes hold at the organizational level.
A key empirical milestone of this study is its ecosystem coverage, successfully capturing data across
26 participating commercial banks out of the 36 total active financial institutions operating in Lao
PDR, yielding a robust 72.2% institutional capture rate. The chapter’s primary theoretical
contribution is the replacement of Behavioral Intention with Digital Engagement (DE) as the core
outcome variable, a substitution that reflects the mandatory nature of technology use in this sector.

'Where employees have no meaningful choice about whether to use digital systems, what matters is
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not intention but the psychological depth of engagement. The findings show that this engagement is
driven most strongly by Organizational Culture (8 = 0.190) and Performance Expectancy (8 = 0.222),
suggesting that transformation is a cultural challenge as much as a technical one. Crucially, to
preserve absolute empirical integrity and avoid severe sub-sample fragmentation, the six operating
bank types were consolidated into a single, unified structural equation model. Because certain
categories like Specialized Banks and Foreign Commercial Bank Branches contain an extremely
small number of units nationally, separate path estimations would violate minimum PLS-SEM|
statistical power thresholds and introduce unstable bootstrapping estimation errors. Group
consolidation was therefore methodologically mandatory to ensure model convergence and stable

path loading weights.
Chapter 4: Study 3 — The Customer Demand Side and Seamless Experience

This chapter shifts the level of analysis from the institution to the individual, examining the usage
patterns of 128 experienced digital banking customers. Its central contribution is the Seamless
Experience (SE) construct, developed specifically to capture how customers in infrastructure-
constrained environments perceive service quality. A key finding is that customers in Lao PDR do
not separate application usability from internet reliability in their judgements; they experience
these as a single, indivisible service encounter. For this group of established users, long-term

engagement is sustained primarily by Habit (8 = 0.437) and the holistic quality of that experience.

To derive empirical, actionable managerial strategies from these path coefficients, an Importance-
Performance Map Analysis (IPMA) was executed. Shifting away from subjective externall
benchmarks, the analysis evaluates the current performance scores against their maximum
theoretical ceiling (100) on the latent scale, providing an exact measurement of the remaining room|
for operational growth. The empirical output reveals that while the core behavioral drivers have
achieved a relatively high baseline performance—with Behavioral Intention scoring approximately
72 and Habit near 70—there remains a critical 28% to 30% unfulfilled performance gap from
absolute optimization. This latent potential is primarily throttled by the higher-order Seamless
Experience construct, which resides distinctly within the lower-right “Enhance Zone,” exhibiting a
substantial 37% absolute performance deficit due to localized network instability. Improving the
technical reliability and structural quality of this seamless experience represents the most high-
leverage strategic entry point to eliminate operational friction, close the remaining performance

deficits across connected variables, and successfully maximize future adoption patterns.
Chapter 5: Study 4 — The Integrated Bridging Model and Final Synthesis

The final chapter brings together the organizational and customer-level findings into a single
integrative framework formally designated as Study 4. The bridging model proposed here theorizes
a direct causal relationship between what happens inside banking institutions and what customers
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ultimately experience. Employees who are deeply and proactively engaged with digital systems do|

more than process transactions efficiently; they develop the practical knowledge to navigate
connectivity disruptions and technical constraints, effectively absorbing friction before it reaches the
customer. It is this buffering capacity, quietly exercised by an engaged workforce, that creates the

conditions for customers to form the stable habits on which sustainable digital banking depends.

Chapter 5 then draws the four studies into five convergent themes, reinterpreting security and
infrastructure not as peripheral concerns but as threshold variables, meaning baseline conditions
that must be met before other drivers of adoption can function effectively. The chapter concludes
with practical recommendations directed at two distinct audiences. For banking institutions, the|
priority is internal culture; for policymakers, the message is equally direct: national investment in
telecommunications infrastructure represents the absolute ceiling on what digital transformation

can achieve in Lao PDR, and no amount of institutional effort can substitute for it.
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