UNIVERSITAS

The Il\/lediation Role of Knowledge Sharing on Affective Commitment to Customer Orientation of
Employees
SRI KARTINA | S, Sari Sitalaksmi, M.Mgt., Ph.D.

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

GADJAH MADA

TABLE OF CONTENTS

AUTHORIZATION .ccuuiiuiiinsuinserssenssissanssessasssssssesssssssssssssssssssssssssssssssssssssssssssssss i
STATEMENT OF AUTHENTICITY OF WRITTEN THESIS .......ccccceceeueneee ii
ACKNOLEDGEMENT ....ccouiniinicsninsensecssissesssecssnssasssesssssssssssssssssssssassssssassssssas iii
TABLE OF CONTENTS.....cooiitiniininnninensisssissasssessssssssssessssssssssssssssssssssssssssass iv
LIST OF FIGURES .....ccouiiintineininsuinsensisssissesssnsssissssssssssssssssssssasssssssssssssssssass vii
LIST OF TABLES .....couitiiiticninensnicsnnsnissesssisssssesssssssssssssssssessssssssssssssssssess viii
ABSTRACT ..uuoouivineniinsnissensisssissssssssssisssssssssssssssssssssssssssssssssssssssssssssssssssssasssas ix
ABSTRAK .aucniiriinieinuisensissaisesssisssissssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssss X
CHAPTER 1 INTRODUCTION ...ccccuiiiiissniesessssnssssssssssssssssssssssssssssssssssssssssssssss 1
1.1 Research Background..............cocouvieeiiiiiiiieiicceeeee e 1
1.2 Problem Formulation ............cccooiiiiiiiiiiiiiieeeeee e 7
1.3 Research QUESHION........cccuiiiiiiieciie ettt e e e eree e 8
1.4 ReSCArCh ODJECHIVES ....eecuviieciiiieciiieecite ettt e e e e e e e etae e sbae e saeeesaneeees 9
1.5 Research Benefit .......coouiiiiiiiiiiieiiee e 9
1.6 Scope 0f RES@AICh ......ccuviiiiiiiieiiee e 9
1.7 Structure 0f TRESIS ....ccoviiiiiiieeiiecie et 10
CHAPTER 2 LITERATURE REVIEW ......uininrinninsnissensessanssesssesssssssssans 11
2.1 Affective COMMITMENE .......oovuiiiiieiieeiieie ettt ettt seeeeee s ens 11
2.2 Customer OTieNtaAtiON .......cc.eerueeeiiierieeiieeieeieesteerieeeeeeteesteebeesreeseeseseans 13
2.3 Knowledge Sharing........ccceecueeeiiieeiiieeie et et 14
2.1.1 Tacit KNOWIEAZE .....ccouvieiieiieeiieieeeee et 16
2.1.2 Explicit KNOWIedge........ceeviieiiiiiiieiieiecieeee e 17
2.4 Hypotheses FOrmulation ............ccceeeeiiiiiiieiciieeciee e 18
2.4.1 The Effect of Affective Commitment on Employee Customer

L0 1S 117 11071 FO OO SR PT RO RUUIOPRURUPO 18
2.4.2 The Affective Commitment and Knowledge Sharing......................... 19

2.4.3 The Effect of Employees’ Customer Orientation on Knowledge
N 1 F2 o SRS 20
2.4.4 The Mediation Role of Knowledge Sharing .............ccccoeveeeiiiniennne 21
2.5 Research MoOdel..........ooouiiiiiiiiieiiecieeeee e 22
CHAPTER 3 RESEARCH METHODOLOGY ....cccceevinsuinrenssessanssessacssasssessae 24
3.2 Data Collection Method............cooviiiiiiiiiiiieiece e 25

v



The Il\/lediation Role of Knowledge Sharing on Affective Commitment to Customer Orientation of
Employees
SRI KARTINA | S, Sari Sitalaksmi, M.Mgt., Ph.D.

UNIVERSITAS Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA

3.2.1 Data Collection StrateZy .........cceeeverieeriierieeiiierieeriieeieeiee e eseee s 25
3.2.2 Structure of the QUEStioNNAITe ..........cceeeeeeiiiieeeeiiee e e 25
3.3 SampPling DESIZN.......eiiiiiiiiiieeiiieeiiee e eeeesee e e e aeeesaaeeeaeeesnseeees 26
3.3.1 Sampling Design and Target Population .............cccceevevieviieniieniennnne 26
3.3.2 SAMPIE SIZE..ccevieeiiieeiie ettt ettt re e 26
3.4 Operational DefiNItionsS .........ccocvieeiiieeiiieeieeeee et eereeeeeeseeeesree e 28
3.4.1 Affective COMMItMENL.........ccoiieiiieiiieiieiie et 28
3.4.2 Customer OTIENLAtION ......ceeuveeriieeiieniieeiee st eiee sttt seeeseee s ens 28
3.4.3 Knowledge Sharing...........ccceeevieeiiieeiiieciie et 28
3.5 INStruments TESHING .......cccveeruieriieiierieeiie et ettt e et eae e e e 29
3.5.10Uter MOdel ... 30
3.5.2 InNer MOdEl....oiiiiiiiiiiiie e 32
3.6 Data Analysis Method .........cccoeiieiiiiiiiiieiie e 34
3.6.1 Descriptive Statistical ANalysis .......ccovveerciiieriiieeiiie e 34
3.6.3 Hypotheses TeStING .......ccccvieeiiieeiiieeieeeiee ettt 35
CHAPTER 4 RESULT AND DISCUSSION ....viiniinseissniesserssanesssssssssssssosssens 38
4.1 Respondent CharaCteriStICS .....uuiirurrerireeriieeriieerieeesreeereeeeseeeereeesaeeeeenas 38
4.2 Evaluation of the Outer Model ..........ccccooiiiiiiiiiiieeee 40
4.2.1 Convergent Validity .......cccoeieeviierieeiiieiie et 41
4.2.2 Discriminant Validity ........ccceevieriiiiiieiieiiieie e 42
4.2.3 Fornell-Larcker Criterion ..........cocueeiueerieiiiienieeieesiee et 44
4.2 .4 Heterotrait-Monotrait Ratio (HTMT) .......ccocoeviiiiiiiiieiieeeeeeee 45
4.3 Evaluation of the Inner Model...........cccooviiiiiiiiiiniiiiieeeceee e 47
4.3.1 Determination Coefficient (R?).........cocoeveveveveeeeeeeeeeeeeeeeeenas 47
4.3.2 Geisser Q-Square teSt (D2) .....ccuuuueenieeeeieeeeiee et eeiee e 48
4.3.3 Goodness-of-Fit (GOF) IndeX.........cccccceuiiiviiieiiiieieeeeeeeeeeee e 50
4.4 DesCriptive ANALYSIS.....cccciuieiiieeiiieeeiieecieeeetee e e eere e e taeeereeesree e aeeeeens 51
4.4.1 DesCriptive StatiStICS.....ccverieeriierieeiiienieeieesiee et esieeereeieeeeeeneeeseneens 51
4.4.2 Correlation among Variables ...........ccceecueeeiieriieiiienieciieie e 53
4.5 Hypotheses TeStING......ueecciiieiiieeeiieeeiieerteeesteeereeeireeeereeeaeeesreeesaeeeeens 54
A.5.1 Testing HL..ooviiiiiiiieieceee ettt 54
4.5.2 TeStING H2..coeviiiiieiieieeee et ettt 55
453 TestiNg H3...ooiiiieeeeee et e 56
454 TestiNG HA ..ottt 56



The Il\/lediation Role of Knowledge Sharing on Affective Commitment to Customer Orientation of
Employees
SRI KARTINA | S, Sari Sitalaksmi, M.Mgt., Ph.D.

UNIVERSITAS Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA

4.6 DISCUSSION.....eeiuiiiiieeiieeiieeiie et esiteeteestteeteesteeebeesseessbeenseessseenseesnseeseessseans 58
CHAPTER 5 CONCLUSION AND SUGGESTION.....cccccevenenrursrensacssuccaessans 67
5.1 CONCIUSION ...vviiiiiieeiiie ettt ettt et e e st e e s beeessaeeesbeeesaeeessneesnseaenns 67
5.2 TMPHCALION...c..viiiieiiieiieeie ettt ettt et e re et sate bt e e ebeeseesnaeenneeeees 68
5.3 Limitation of the StUAY .......cceevoiiieiiieeiecee e 68
5.4 ReCOMMENAALION. ... ..eiiiiieiiiieeciieeiieeeiee e et e eteeestee e v e e eaeeesaeeeaeeesnseeenns 69
BIBLIOGRAPHY ...uuoiuiiiiiinninnisenssecssisnsssesssissssssessssssesssssssssssssssesssssesssssssssaes 70
APPENDICES ...uuouiiiitininninsaissensisssissssssssssnsssssssssstssssssssssssssssssssssssassssssassssssns 76
Appendix 1 Research QUeStiONNAITe...........eeevieeriieeriieeiee e 76

vi



The Il\/lediation Role of Knowledge Sharing on Affective Commitment to Customer Orientation of
Employees

SRI KARTINA | S, Sari Sitalaksmi, M.Mgt., Ph.D.

UNIVERSITAS Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

GADJAH MADA

LIST OF FIGURES
Figure 1.1 Market Share of Mobile Subscribers in Indonesia ............ccccecevvenenee. 5
Figure 2.1 Representation of Polanyi’s Personal (Tacit) Knowledge................... 16
Figure 2.2 Research Model SOUICE ........coovvviiiiiiiiiieeee e 23
Figure 4.1 Outer Measurement Research Model ...........c.ccccovveeviieiiiieciieenieeee, 41
Figure 4.2 Inner Measurement Research Model..........c..ccoceeviniininiinincncnnne. 47

vil



The Il\/lediation Role of Knowledge Sharing on Affective Commitment to Customer Orientation of
Employees
SRI KARTINA | S, Sari Sitalaksmi, M.Mgt., Ph.D.

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

LIST OF TABLES
Table 3.1 Outer Model Parameters ...........coceveerierierieneeniinieneeieseesceeeee e 32
Table 3.2 Summary of Rule of Thumb Evaluation of Structural Model .............. 34
Table 4.1 Respondent Characteristics of Respondents ..........cccccceeveveerciieenineennee. 39
Table 4.2 Research Indicator Outer Loading Value...........cccceevevveiciieiciieeniienee, 42
Table 4.3 Cross Loading Result...........ccoooiiiiiiiiiiiiieiiieieeeeee e 43
Table 4.4 Average Variance Extracted (AVE) .....ccoooviioiiiiiiiiieeeeee 44
Table 4.5 Fornell-Larcker Criterion ..........ceoceeiiiiiieniieiieiieeiesieeiee e 45
Table 4.6 Heterotrait-Monotrait Ratio (HTMT) Test .......cccvvveeevieeciieeiieeeiieenee 45
Table 4.7 Composite Reliability .........ccccoeciiiiiiiiiiiieiiieieceeeee e 46
Table 4.8 Cronbach's Alpha..........ccccieiiiiiiiiiiiieeeeeeee e 47
Table 4.9 Coefficient of Determination (R2)........ccccvevviiieiiiieeciieeiieeeeceee 48
Table 4.10 Goodness-of-Fit (GOF) IndeX........cccceeviiieviiieiiieeeeceeeeee e 50
Table 4.11 Descriptive Statistics for Each Variable ...........cccccoceeveniininincnnene 52
Table 4.12 Correlations between Variables ..........cccoovevienirienienenienceecienene, 54
Table 4.13 Result of Hypotheses Testing .........cccceeevieeviieeeieeeieeeeeeeee e 54

viil



	TABLE OF CONTENTS
	LIST OF FIGURES
	LIST OF TABLES



