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RINGKASAN

I Komang Suarsana Mahardika, Program Studi Doktor [lmu Manajemen, Fakultas
Ekonomi dan Bisnis, Universitas Airlangga, Surabaya, April 2022. Customer
Knowledge Management Dalam Pandangan Nasabah Bank: Perspektif Baru
Dalam Menumbuhkan Loyalitas Melalui Perceived Firm Innovativeness Dan
Trust Sebagai Mediasi.

Promotor : Indrianawati Usman
Ko-Promotor : Sri Wahjuni Astuti
Ko-Promotor : Tanti Handriana

Selama ini penelitian customer knowledge management lebih banyak dilakukan dari
sisi perusahaan dalam perspektif strategic management padahal dalam menjalankan
program customer knowledge management perusahaan melibatkan pelanggan.
Penelitian ini akan menggunakan perspektif yang berbeda, yang melihat customer
knowledge management dari grand theory relationship marketing, dengan meneliti
customer knowledge management dari sisi pelanggan. Penelitian customer
knowledge management dari sisi pelanggan penting karena program customer
knowledge management yang dibuat perusahaan melibatkan pelanggan sehingga
perlu diketahui bagaimana persepsi pelanggan terhadap program customer
knowledge management tersebut.

Tujuan dari penelitian ini adalah menguji dan menganalisis pengaruh customer
knowledge management terhadap perceived firm innovativeness, trust, dan
loyalitas. Selain itu, penelitian ini juga menguji dan menganalisis konsekuensi
perceived firm innovativeness terhadap trust dan loyalitas, serta pengaruh trust
terhadap loyalitas. Penelitian ini juga menguji peran mediasi perceived firm
innovativeness dan trust pada pengaruh customer knowledge management terhadap
loyalitas.

Penelitian ini merupakan penelitian eksplanatori dan hubungan kausal antar
variabel dianalisis menggunakan variance-based partial least square structural
equation modelling (PLS-SEM) dengan menggunakan soffware SmartPLS. Metode
pengambilan sampel menggunakan metode purposive sampling melalui kuesioner
pada nasabah PT Bank Central Asia, Tbk (BCA). Total nasabah BCA yang
berpartisipasi sebanyak 611 orang yang menghasilkan 541 data valid (88,5%).

Temuan dari penelitian ini adalah terdapat pengaruh signifikan dan positif customer
knowledge management terhadap perceived firm innovativeness, trust, dan
loyalitas. Selain itu ditemukan juga bahwa perceived firm innovativeness
berpengaruh signifikan terhadap loyalitas namun tidak berpengaruh signifikan
terhadap #rust. Trust juga terbukti berpengaruh signifikan terhadap loyalitas. Dalam
uji mediasi, ditemukan bahwa perceived firm innovativeness dan trust memediasi
parsial hubungan customer knowledge management dengan loyalitas.

Vil
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Implikasi teoritis dari temuan penelitian ini adalah berkontribusi pada
perkembangan literatur customer knowledge management dengan membawa
kembali customer knowledge management ke perspektif relationship marketing
yang merupakan salah satu grand theory dari customer knowledge management.
Penelitian ini merupakan salah satu penelitian pertama yang menguji hubungan
customer knowledge management dengan perceived firm innovativeness. Temuan
ini merupakan perspektif baru dalam literatur loyalitas dengan membuktikan peran
customer knowledge management sebagai anteseden loyalitas dan peran perceived
firm innovativeness sebagai mediator dalam hubungan customer knowledge
management dengan loyalitas. Penelitian ini melengkapi literatur customer
knowledge management dalam konteks budaya kolektivisme. Hasil penelitian ini
juga memberikan wawasan baru pada hubungan perceived firm innovativeness
dengan frust, dimana pada penelitian terdahulu ditemukan bahwa perceived firm
innovativeness berpengaruh signifikan terhadap frust.

Implikasi manajerial dari temuan penelitian ini adalah hasil ini dapat menjadi
perspektif baru bagi manajemen dalam menumbuhkan dan meningkatkan loyalitas
nasabah yaitu melalui customer knowledge management. Oleh karena itu, fop level
management perlu membuat kebijakan yang mendukung dan mengembangkan
program customer knowledge management dengan baik. Manajemen juga harus
memperhatikan program customer knowledge management agar mampu
memperkuat #rust nasabah kepada bank karena akan berdampak lebih optimal
dalam meningkatkan loyalitas.

Penelitian selanjutnya diharapkan dilakukan penelitian longitudinal agar dapat
menjelaskan hubungan kausal antar variabel seiring dengan perubahan waktu.
Selain itu, menguji peran mediasi variabel lain seperti satisfaction dan commitment
pada hubungan customer knowledge management dengan loyalitas juga menjadi
topik yang menarik untuk diteliti.

Kata kunci: customer knowledge management, perceived firm innovativeness, trust,
loyalitas.

viii
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SUMMARY

I Komang Suarsana Mahardika, Management Science Doctoral Study Program,
Faculty of Economics and Business, Airlangga University, Surabaya, April 2022.
Customer Knowledge Management on the View of Bank Customers: New
Perspective in Nurturing Loyalty Through Perceived Firm Innovativeness and
Trust As Mediator.

Promotor : Indrianawati Usman

Ko-Promotor : Sri Wahjuni Astuti

Ko-Promotor : Tanti Handriana

The previous study of customer knowledge management were mostly done from
the firm side in strategic management perspective, whereas in carrying out customer
knowledge management programs the firm involves customers. This study will take
a different perspective by examining customer knowledge management from the
customer side. Research on customer knowledge management from the customer
side is important because the customer knowledge management program created by
the firm involving customers, so it is necessary to know how customers perceive
the customer knowledge management program.

The purpose of this study is to examine and analyze the effect of customer
knowledge management on perceived firm innovativeness, trust, and loyalty. In
addition, this study also examines and analyzes the consequence of perceived firm
innovativeness on trust and loyalty, as well as the impact of trust on loyalty. This
study also explores the mediating role of perceived firm innovativeness and trust
on the effect of customer knowledge management on loyalty.

This research is explanatory and causal relationships between variables were
analyzed using variance-based partial least square structural equation modeling
(PLS-SEM) using SmartPLS software. Purposive sampling technique is used
through questionnaires to customers of PT Bank Central Asia, Tbk (BCA). A total
of 611 BCA customers participated, which resulted in 541 valid data (88.5%).

The findings of this study confirmed that there is a significant and positive effect of
customer knowledge management on perceived firm innovativeness, trust, and
loyalty. In addition, it was also found that perceived firm innovativeness had a
significant impact on loyalty but had no significant effect on trust. Trust is also
found to have a significant consequence on loyalty. In the mediation test, it was
found that perceived firm innovativeness and trust partially mediate the effect of
customer knowledge management on loyalty.

The theoretical implication of the findings of this study is to contribute to the
development of the customer knowledge management literature by bringing
customer knowledge management back to a relationship marketing perspective,

1X
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which is one of customer knowledge management grand theories. This study is one
of the first to examine the relationship between customer knowledge management
and perceived firm innovativeness. This finding is a new perspective in the loyalty
literature by proving the role of customer knowledge management as an antecedent
of loyalty and the role of perceived firm innovativeness as a mediator in the
relationship between customer knowledge management and loyalty. Moreover, this
research enriches the customer knowledge management literature in the context of
collectivist culture. The results of this study also provide new insights on the
relationship between perceived firm innovativeness and trust, which in previous
studies it was found that perceived firm innovativeness has a significant effect on
trust.

The managerial implication of the findings of this study is that this result provide a
new perspective for management in nurturing customer trust and loyalty through
customer knowledge management. Therefore, top level management needs to
support the development of customer knowledge management programs.
Management must also pay attention to the customer knowledge management
program in order to be able to strengthen customer trust in the bank because it will
have a stronger impact on loyalty.

The further research is necessary to conduct longitudinal research in order to
explain the causal relationship between variables over time. Moreover, examining
the mediating role of other variables such as satisfaction and commitment on the
relationship between customer knowledge management and loyalty is also an
interesting research topic in the future.

Keywords: customer knowledge management, perceived firm innovativeness,
trust, and loyalty.
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ABSTRAK

Penelitian customer knowledge management telah banyak dilakukan, namun hanya
sedikit penelitian yang telah dilakukan untuk memahami konsep tersebut dari sisi
pelanggan. Dari penelitian sebelumnya ditemukan bahwa penelitian-penelitian
tersebut memiliki sudut pandang dan hasil yang tidak sepenuhnya sama. Penelitian
customer knowledge management dari sisi pelanggan penting karena program
customer knowledge management yang dibuat perusahaan melibatkan pelanggan
sehingga perlu diketahui bagaimana persepsi pelanggan terhadap program customer
knowledge management tersebut. Tujuan dari penelitian ini adalah: Pertama, untuk
menguji dan menganalisis pengaruh customer knowledge management, terhadap
perceived firm innovativeness, trust dan loyalitas, yang merupakan penelitian
customer knowledge management dari sisi pelanggan. Kedua, menguji konsekuensi
perceived firm innovativeness terhadap trust dan loyalitas. Ketiga, menguji
pengaruh frust terhadap loyalitas. Keempat, menguji dan menganalisis peran
mediasi perceived firm innovativeness dan trust pada pengaruh customer knowledge
management terhadap loyalitas. Penelitian ini merupakan penelitian kuantitatif
pada nasabah PT Bank Central Asia, Tbk di Indonesia. Total responden sebanyak
541 orang yang dipilih dengan metode purposive sampling. Data dikumpulkan
melalui survei online menggunakan Google Forms. Hipotesis diuji dengan metode
variance-based partial least square structural equation modelling (PLS-SEM)
menggunakan software SmartPLS. Hasil pengujian menunjukkan terdapat
pengaruh signifikan dan positif customer knowledge management terhadap
perceived firm innovativeness, trust dan loyalitas. Selain itu, ditemukan juga bahwa
perceived firm innovativeness berpengaruh signifikan dan positif terhadap loyalitas
namun tidak berpengaruh signifikan terhadap frust. Berdasarkan uji mediasi,
terbukti bahwa perceived firm innovativeness dan trust memediasi secara parsial
pengaruh customer knowledge management terhadap loyalitas. Temuan penelitian
ini memperluas literatur customer knowledge management dan merupakan
perspektif baru dalam membentuk loyalitas melalui customer knowledge
management dengan perceived firm innovativeness dan trust sebagai mediasi. Hal
ini dapat menjadi masukan bagi manajer bank sebagai alternatif dalam
menumbuhkan #rust dan loyalitas nasabah.

Keywords: customer knowledge management, perceived firm innovativeness, trust,
dan loyalitas.

X1
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ABSTRACT

Many researches on customer knowledge management have been carried out, but
only a few studies have been done to understand the concept from the customers'
point of view. It found that the previous studies have different perspectives and
results. Research on customer knowledge management from the customer side is
necessary because the customer knowledge management program created by the
company involves customers, so it is necessary to know how customers perceive
the customer knowledge management program. The purpose of this study is
fourfold: firstly, to provide empirical evidence of the effect of customer knowledge
management on perceived firm innovativeness, trust and loyalty; secondly, to test
the consequence of perceived firm innovativeness on trust and loyalty; thirdly, to
prove the impact of trust on loyalty; and lastly, to examines the mediating effect of
perceived firm innovativeness and trust on the impact of customer knowledge
management on loyalty. This research is a quantitative study on PT Bank Central
Asia, Tbk customers in Indonesia. A total of 541 respondents were selected using
the purposive sampling technique. Data were collected through online survey using
Google Forms. The hypotheses were tested using variance-based partial least square
structural equation modelling (PLS-SEM) techniques with SmartPLS software. The
empirical data confirmed the positive effect of customer knowledge management
on perceived firm innovativeness, trust and loyalty. The findings also revealed that
perceived firm innovativeness is positively related to loyalty but has no significant
effect on trust. In addition, the analyses indicated that perceived firm innovativeness
and trust performed partial mediating influence on the link between customer
knowledge management and loyalty. The findings of this study expand the literature
of customer knowledge management and give a new perspective in nurturing
loyalty through customer knowledge management with perceived firm
innovativeness and trust as mediation. The result of this study also provide valuable
insights for bank managers who seek alternatives to nurturing customer trust and
loyalty.

Keywords: customer knowledge management, perceived firm innovativeness, trust,
and loyalty.

Xil
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