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Abstract

performance.

Background: Indonesian banking industry has experienced up and down as can be seen after Pakto ‘88, in which
the number of new banks grew rapidly, but after the 1997-1998 financial crisis, a lot of banks were liquidated due to
the deteriorating financial condition and violation of the precautionary principles by bank management. The purpose
of this research is to determine and analyze the effects of good corporate governance, information technology, HR
competencies on competitive advantage and its implication on marketing performance.

Methods: The method used in this research was a descriptive survey and explanatory survey with a sample size of
320 respondents, and the data analysis methods used are structural equation modeling.

Discussion and evaluation: Based on the results of the research, the findings obtained from good corporate
governance, information technology, HR competencies have a significant effect on competitive advantage on the
performance of marketing. However, when seen in part, competitive advantage has a dominant effect on marketing

Background

Indonesian banking industry has experienced up and
down as can be seen after Pakto ‘88, in which the num-
ber of new banks grew rapidly, but after the 1997-1998
financial crisis, a lot of banks were liquidated due to the
deteriorating financial condition and violation of the pre-
cautionary principles by bank management.

Recovery efforts or restructuring of the banking indus-
try have changed the ownership structure of banks and
banking regulations. Many family-owned banks, have
been taken over by the government and foreign owners.
Similarly, some banks should be liquidated or merged.
These conditions show a change in the competitive envi-
ronment so that the performance of the banking industry
continues to pursue improvements.

In order to create a better, healthier, and more stable
banking industry, the existence of the banking structure
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and indicate if changes were made.

needs to be assessed and stated in the Indonesian Bank-
ing Architecture (API). One of the pillars of the API is to
create a sound banking structure. The consolidation pro-
cess to strengthen the capital and the merger is expected
to occur in the future in line with the API program. API
has been implemented in order to build a banking indus-
try that has a strong structure to maintain the stability
of the financial sector. Consolidation policy has been
conducted in addition to strengthening the financial
infrastructure through the establishment of the Deposit
Insurance Agency (LPS), risk management certification,
and customer complaint mechanism. Another policy is to
increase the level of prudential banking that refers to the
international standard, the 25 basel core principles for
effective banking supervision (LPI 2006). Government’s
attention to the banking industry is characterized by the
lack of rules regarding 78 % LDR issued by Bank Indone-
sia. The rule has a good goal to encourage banks to fre-
quently provide more loans to the public.

With the attention of Bank Indonesia and the govern-
ment to the banking industry, the banks in Indonesia
should continue to improve their performance compared

© 2016 The Author(s). This article is distributed under the terms of the Creative Commons Attribution 4.0 International License
(http://creativecommons.org/licenses/by/4.0/), which permits unrestricted use, distribution, and reproduction in any medium,
provided you give appropriate credit to the original author(s) and the source, provide a link to the Creative Commons license,


http://creativecommons.org/licenses/by/4.0/
http://crossmark.crossref.org/dialog/?doi=10.1186/s40064-016-3362-3&domain=pdf

Limakrisna and Yoserizal SpringerPlus (2016)5:1693

to those in some countries. However, the performance of
the national public banking remains relatively stagnant or
even shows no improvement and are still below under the
bank some Asian countries. The performance of national
public banking is still relatively low as well as in the gen-
eral performance of the national banking system at the
regional level in DKI Jakarta.

Based on the data from the Bank Indonesia (2011),
the development of third-party funding (TPF) tends to
stagnate, even in 2011, there was a decline in growth,
IE growth of 18.2 % (yoy) in the second quarter of 2011,
compared to first quarter in 2011 (18, 8 %, yoy). SME
loan growth was relatively stagnant, even credit growth
in 2011 relatively declineed and the first quarter growth
in SME loans amounted to 7.9 % (yoy) to 7.5 % (yoy) in
the second quarter. Hereinafter, the loan to deposit ratio
(LDR) during 2010-2011 in the second quarter was still
below the standard NPL Bank Indonesia (78 %).

Subanidja (2006: 15), states that the bank’s performance
is indicative of the performance of the banking market-
ing so that the poor performance of the national public
banking in Jakarta tends to be caused by poor marketing
performance.

Denton (2009), suggests that the company that has a
competitive advantage will be able to achieve a high per-
formance marketing/superiority because the superior
marketing performance can be achieved either through
competitive advantage or comparative and cooperative
advantages. Then, Ilyas (2011: 1233) state that superior
marketing performance will be achieved through three
advantages, namely comparative advantage, competi-
tive advantage/competitive, and cooperative advantage.
Based on the above two statements, the poor perfor-
mance of the national commercial banking of the regional
marketing in Jakarta tends to be caused by low competi-
tive advantage. This is shown by the research conducted
by Ratnaningsih and dan Wiguna (2010) which shows
that the elements of competitive advantage such as deliv-
ery speed, quality, price levels, technology, and networks
still provide low benefits while costs are high.

Lado (2007) view that the resources in terms of the
competency of human resources are used for achieving
the competitive advantage. Lack of national competi-
tive advantage of regional banking in Jakarta tends to be
caused by the relatively low HR competencies. Some of
the central bank offices in Jakarta which demonstrate the
ability of internal resources are still below the standard
set by Bank Indonesia capabilities, such as lack of human
resources, corporate resources, and physical resources.
The poor performance of bank marketing in the Jakarta
regional competitive disadvantage os also likely to be
caused by a lack of human resource competencies. It
can be seen from the human resources (people) that are
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owned by banks that reflect less business strategy built.
Service industries such as banks, human resource are a
very important factor for human resources that play an
important roles for its client services both creditor and
debtor, the use of technology tools, as well as interacting
with customers.

Almajali (2011: 5) states that the implementation
of information technology in the management facili-
tates business decision making so as to create a sustain-
able competitive advantage. Lutfiyahita (2011) the use
of information and communication technology in the
national banking sector is relatively more developed than
others, but its use is still not optimal. Based on this state-
ment, it can be said that the implementation of banking
information technology is less than optimal leading to
the lack of achieving competitive advantage.

Ping (2011: 10) state that the model of good corporate
governance will increase the competitive advantage and
performance of banking. Based on these statements, it
appears that the competitive advantage and performance
of the regional banking industry, especially low Jakarta,
are allegedly caused by a lack of good corporate gov-
ernance. This is shown by the Indonesian Banking Sur-
vey Report (2011:14) that a lot of fraud taking place in
national public banks is due to the lack of good corporate
governance, for instance identity fraud (29 %), internet
banking and ATM fraud (21 %), fraudulent transfer of
funds (19 %), collusion between employees and custom-
ers (25 %), and other corrupt practices (6 %).

In the previews research, like Denton (2009) just com-
petitive advantage have effect on marketing performance.
Lado (2007) view that just the resources in terms of the
competency of human resources are used for achieving
the competitive advantage and also have effect on mar-
keting performance. Almajali (2011: 5) states that just the
implementation of information technology in the man-
agement facilitates business decision making so as to cre-
ate a sustainable competitive advantage, and also effect
on marketing performance. Ping and Wing (2011: 10)
state that just the model of good corporate governance
will increase the competitive advantage and performance
of banking. But Novelty in this research difference with
the previews research, because in this research will test
as a simultaneous effect competency, information tech-
nology, and good corporate governance on competitive
advantage, also will increase marketing performance.

Hypotheses and methodology

Good corporate governance

Teng et al. (2011: 1181), good corporate governance
(GCQ) is needed to encourage the creation of a market
that is efficient, transparent and consistent with legisla-
tion. The main purpose of good corporate governance



Limakrisna and Yoserizal SpringerPlus (2016)5:1693

(GCQ) is a system created checks and balances to pre-
vent the misuse of corporate resources and keep pushing
the growth of the company (Dyah 2011: 54).

In UU No. 40 of 2007 the principles of Good Corporate
Governance (GCG) should reflect on the following mat-
ters: transparency, accountability, responsibility, inde-
pendence, fairness.

Information technology

Kotler and Keller (2009: 141) to enter banking informa-
tion technology services is defined as “a coordinated
collection of data, system, tools, and techniques with
supporting software and hardware by which an organi-
zation gathers and interprets relevant information from
business and the environment and turns it into a basis for
marketing action”.

Talvinen (2005: 26) argues that IT is broadly built by
three major components which are Database, Hardware,
and Software Systems. Database consolidates the vari-
ous records that are stored in separate files in the com-
mon composite data elements that provide data for many
applications (O’Brain 2005: 211). Hardware system of a
hardware device that is used as a tool to assist in deci-
sion-making, including computer components, commu-
nications equipment, ATM and other computer system
components (Ali 2009). Software systems are available
for the end user, the main categories of system software
and application software. Software systems perform
information processing jobs for end users and software
application to manage and support the operation of com-
puter systems and networks (O’Brain 2005: 155).

HR competencies

Paula (2011: 384) argue that the competence of HR is
a human resources expertise that includes technical,
strategic, organizational, interpersonal, and personal
management.

Vos (2011: 5) define human resource competencies, “an
underlying characteristic of an individual that is causally
related to criterion-referenced effective and/or superior
performance in a job or a situation”

Hudson and Radu (2011) state that HR competence
consists of two dimensions, namely attitude and behavior
competency.

Competitive advantage
Bennett and Smith (2002: 75), competitive advantage
achieves excellence through superior customer value by
creating a competitive strategy to achieve profitability
and growth.

Hsieh et al. (2005: 12) state that “A competitive advan-
tage involves a series of systematic and related decisions
that give a business a competitive over other businesses.
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The concept of business competitive advantage is primar-
ily derived from Porter’s classifications of generic strate-
gies” The business strategy of a company is geared to win
the competition in the target market. A competition will be
won if the manufacturer is able to create a business strategy
that has a competitive advantage (competitive advantage).

Suryaningsih and Abdul (2010: 14), an indicator of the
competitive advantage of banks is as follows: Delivery
Speed, Quality, Culture, Price Level, Customer Know-
how, Technology, Networks, R & D, Management, Con-
tract, and Safety.

Marketing performance
Basically, the sale is one of the performance marketing
which is the level of work achieved by the company dur-
ing the period, compared to the operational objectives,
standards and criteria that have been set previously.

Pribadi and Kanai (2011) argue that performance mar-
keting is an achievement that earned the company from
marketing activities are done. Performance marketing
is more precisely measured through the customer’s per-
spective, namely customer satisfaction, customer profit-
ability, and the acquisition of new customers.

Based on the framework above, conceptual research
model can be described as in Fig. 1.

Hypothesis

H1: There is an influence of good corporate gov-
ernance on competitive advantage

Hla: There is an influence of transparency on com-
petitive advantage

Hib: There is an influence of accountability on
competitive advantage

Hlc: There is an influence of responsibility on com-
petitive advantage

H1d: There is an influence of independency on
competitive advantage

Hle: There is an influence of fairness on competi-

tive advantage
H2: There is an influence of information technol-
ogy on competitive advantage

H2a: There is an influence of database on competi-
tive advantage

H2b: There is an influence of software system on
competitive advantage

H2c: There is v influence of hardware system on

competitive advantage
H3: There is an influence of HR competence on
competitive advantage
There is an influence of behavior competency
on competitive advantage

H3a:
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H3b: There is an influence of attitude competency
on competitive advantage
H4: There is an influence of competitive advantage

on marketing performance

Methods and procedure

The nature of this research is descriptive and verification,
and the research method used was a descriptive survey
method and explanatory survey. The type of investigation
in this study is causality. The unit of analysis in this study
is the organization, in which a national public banking
unit of observation is the manager of the National Bank
in Jakarta. Time frame in this study is cross-sectional, i.e.
the information of most of the population (the sample
of respondents) was collected directly from empirically
location in order to know the opinion of the major popu-
lation towards the object being studied.

Sources of data in this research are a secondary data
source of documentation or reports which are avail-
able to the agency. Primary data in the form of good
corporate governance, information technology, human
resource competencies and competitive advantages,
and performance marketing is sourced from the Bank
Manager.

The total population in this study was 90 commer-
cial banks, and the sample size using the formula Slovin
(1998; 49) is 48 commercial banks, and the number of
respondents who used the unit study using a stratified
random sampling method was of 320 respondents.

The method of analysis used in this study is the analysis
of structural equation modeling (SEM) by using process-
ing software Lisrel 8:30. In the SEM analysis method, sta-
tistical estimation was individually tested using the t test.
Through the output path diagram, statistical t value, ¢ test
results confirmed Lisrel with the complete test error rate
set at 5 %. In addition to individual, SEM also tested the
proposed model as a whole, namely through conform-
ance test model (goodness of fit statistics).

Result and discussion

Based on Table 1, three sizes obtaining suitability index
models have a good fit, the GFI, RMSEA, and AGFL
Other suitability index models are under either measure
compliance, but still within the scope of the suitability of
the marginal (marginal fit). Marginal fit is the congruence
condition measurement model under the criterion meas-
ure of absolute fit, incremental fit, but can still be passed
on further analysis, because it is close to the size criteria
of good fit (Hair, Andersen, Tatham, and Black 2006: 623).
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Table 1 Model suitability

GOF indicator ~ Expected result  Estimation result Conclusion
Absolute fit

GFI GFI'>0.90 091 Good Fit
RMSEA RMSEA < 0.08 0.03 Good Fit
Incremental fit

NNFI NNFI > 0.90 0.79 Marginal Fit
NFI NFI > 0.90 0.79 Marginal Fit
AGFI AGFI > 0.90 093 Good Fit

RFI RFI'>0.90 0.76 Marginal Fit
IFI IFI > 0.90 0.82 Marginal Fit
CFl CFI'>0.90 0.82 Marginal Fit

Source: results of treatment with LISREL 8:30

Based on the results of the analysis with Lisrel 8:30
embodied in the unity hypothesis (H1) to the ninth
hypothesis (H9) are depicted in Table 2:

Based on the above results, the national public banking
in Jakarta will be able to improve marketing performance,
especially in customer profitability (Y13) if the company
has a competitive advantage, especially in high technology
(Y5), while the competitive advantage in the company’s
technology will be superior if the company has a reliable
information technology system, especially in applications
(software) (X8) and have good corporate governance, espe-
cially in the independent (X4) in implementing the pre-
cautionary principle and supported by human resources
especially in the behavior of high competency (X9).

Then, based on the perception of the general man-
ager of the national banking system in Jakarta, corporate

Table 2 Hypothesis testing
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governance (GCGQG) is still relatively poor, especially
in such elements that provide complete and accurate
information, the level of ease for access by stakehold-
ers according to their rights in giving opportunity to all
stakeholders to provide input/opinions, and in providing
access to information in accordance with the principle of
openness. Based on this, the national commercial banks
in Jakarta are demanded to pay more attention to and
improve the implementation of good corporate govern-
ance (GCQG). Therefore, competence provides complete
and accurate ease of access to stakeholders according
to their rights, and opportunities provide constructive
input from stakeholders. This can be done by increas-
ing the ability of the application system and HR compe-
tences. Thus, openness, accountability, and fairness of the
National Banking can be improved (Permata Budi Asri
2011; Ping et al. 2011; Teng et al. 2011).

Information technology (IT) of a national public bank
in Jakarta is still relatively low, especially in the elements
of security such as ATM availability, transaction avail-
ability through internet and phone banking through
transaction availability, completeness featured on ATMs,
and the completeness of the features on internet bank-
ing. Therefore, it is necessary that national public bank-
ing in Jakarta be able to improve their skills in the use of
information technology to provide easiness to customers,
debtors, and other stakeholders in the transaction. The
ability to use new information technology is only held by
four (big four) banks. (Almajali 2011; Hsieh et al. 2005;
O’Brain 2005).

HR competencies owned by national commercial banks
in Jakarta still need attention, and these elements relate to

Hypothesis Variable Standardize coefficients tvalue
H1 Good corporate governance — competitive advantage 0.28 2.78
Hla Transparency — competitive advantage 0.24 2.56
Hib Accountability = competitive advantage 0.27 2.77
Hic Responsibility = competitive advantage 0.31 3.17
H1d Independency — competitive advantage 0.35 335
Hle Fairness — competitive advantage 0.30 312
H2 Information technology — competitive advantage 045 4.44
H2a Database — competitive advantage 0.29 2.79
H2b Software system — competitive advantage 0.25 2.79
H2c vHardware system — competitive advantage 0.21 2.12
H3 Human resource competencies — competitive advantage 0.26 375
H3a Behavior competency — competitive advantage 0.38 341
H3b Attitude competency — competitive advantage 0.29 2.79
H8 Competitive advantage — marketing performance 0.70 10.33

Source: results of treatment with LISREL 8:30

Significant t values are in italics (t > 1.96)
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feelings of being needed by others, easily satisfied, being
tired, waiting for free time, the tendency to do something,
the tendency to be lazy, and waiting for retirement. This
suggests that the attitude of human resource competency
owned by banking companies needs to be improved so
as to contribute to the companies. The steps can be car-
ried out by the national public banking in Jakarta through
training, soft skill development, proper rotation system,
career development, and transparent and non-discrim-
inatory promotion system (Vos et al. 2011; Paula et al.
2011; Hudson et al. 2011).

Competitive advantage in the national public bank-
ing in Jakarta is still relatively low, especially on ele-
ments such as the speed of product offerings or services
to customers, the technology used, extensive networks,
research and development activities, and the level of
costs offered. This shows that the speed in product
offerings or customer service needs to be improved or
repaired, so that the company’s products can be enjoyed
by the banking customers with superior service. Then,
from the aspects of network technologies and the devel-
opment and improvement, customers, debtors and other
stakeholders need transaction with ease (Bennett et al.
2002; Suryaningsih and Abdul 2010).

National public banking marketing performance in
Jakarta is still relatively low, especially on the elements
in improving the total customer satisfaction which can
increase customer loyalty. This shows that the national
public banking in DKI Jakarta should be able to have
an advantage in implementing information technology,
owning and implementing good corporate governance
(GCQ), and have the ability to utilize human resource
competency behavior that has a high competency and
attitude (Pribadi and Kanai 2011) Mayden and Lado
(2007).

Findings

The national public banking in Jakarta will be able to
improve marketing performance if the company has a
competitive advantage, while the competitive advan-
tage in the company’s technology will be superior if the
company has a reliable information technology system,
especially in applications (software) (H2b) and have
good corporate governance, especially in the independ-
ence (H1d) of implementing the precautionary principles
which are supported by human resources especially in
the behavior of high competency (H3a).

Conclusion

Good governance have positive and significant influ-
ence on competitive advantage. Transparency, account-
ability, responsibility, independency, and fairness have
positive and significant effects on competitive advantage,
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but independency has dominant effects on competitive
advantage.

Information technology has positive dan significant
effects on competitive advantage. Database, software and
hardware systems have positive and significant effect on
competitive advantage, but software system has domi-
nant effects on competitive advantage.

HR competency has positive and significant effects on
competitive advantage. Behavior competency and atti-
tude competency have positive and significant effects on
competitive advantage, but behavior competency has a
dominant effect on competitive advantage.

Competitive advantage has positive and significant
effects on marketing performance.

Authors’ contributions

NL designed the project, carried out the survey, performed quantitative
analysis, and drafted most of the manuscript. SY drafted the text description
of Case. Both authors contributed to the writing of the overall discussion and
evaluation, edited the manuscript. Both authors read and approved the final
manuscript.

Author details

" Doctoral Management Science Program, Universitas Persada Indonesia YA, JI.
Dipenogoro no. 74, Jakarta 10430, Indonesia. 2 Vocation Department, LP3|, JI.
Keramat Raya, Jakarta 10430, Indonesia.

Acknowledgements

Support for this publication has been provided by the University of Persada
Indonesia Y.Al. The views expressed do not necessarily reflect the views of the
Office of Learning and Teaching. The authors thank the project team mem-
bers, staff, and associates at the doctoral program.

Competing interests
All authors declare that they have no competing interests.

Received: 31 May 2016 Accepted: 22 September 2016
Published online: 01 October 2016

References

Almajali DA, Dahalin ZM (2011) Factors influencing IT-business strategic
alignment and sustainable competitive advantage: a structural equation
modeling approach. IBIMA Publishing, Malaysia

Bank Indonesia (2011) Annual Report. Jakarta

Bennett RJ, Smith C (2002) Competitive conditions, competitive advantage,
and the location of SMEs. J Small Bus Enterp Dev 9(1):73-86

Crouse P, Doyle W, Young J (2011) Trend, roles, and competencies in human
resources management practice: a perspective from practitioners in
halifax. Proceedings of ASBBS, Canada

Denton R (2009) Organizational planning. McGraw Hill Book Company, New
York

Dyah Permata Budi Asri (2011) Pelaksanaan Good Corporate Governance
(GCG) Dalam Undang-Undang no. 40 Tahun 2007 tentang Perseroan
Terbatas. Universitas Janabrada, Yogyakarta

Hair F, Andersen E, Tatham L, Black W (2006) Multivariate data analysis, 5th edn.
Prentice Hall, Upper Saddle River

Hapzi Ali MM (2009) Pengantar Aplikasi Komputer, Edisi Revisi Desember 2009.
Baduose Media Jambi, Jambi

Hsieh Y-C, Chiu H-C, Chen M-Y (2005) Maintaining a committed online cus-
tomer: a study across search-experience-credence products. J Retailing
81(1):75-82

Hudson M, Radu D (2011) The role of employer attitudes and behavior. Poverty
and Ethnicity, JRF Programme Paper



Limakrisna and Yoserizal SpringerPlus (2016)5:1693

llyas H (2011) Strategic marketing channel management. Mc Graw Hill Com-
panies Inc., Boston

Indonesian Banking Survey Report (2011) Annual Report of Indonsia Banking
Performance. Jakarta

Kotler P, Keller KL (2009) A framework for marketing management, 4e edn.
Prentice Hall International Inc., New Jersey

LPI (2006) Indonesia infrastructure banking. Indonesia Bank, Jakarta

Lutfiyahita (2011) Indonesia banking system. Bank J 3(1):12-15

Mayden A, Lado N (2007) Market orientation and business economic perfor-
mance. Int J Serv Ind Manag 14:284-309

O'Brain JA (2005) Introduction to information system, 12th edn. McGraw Hill
Companies Inc, New York

Ping Z, Wing C (2011) Corporate governance: a summery review on different
theory approaches. Int Res J Finance Eco ISSN 1450-2887 68:7-13

Pribadi J, Kanai J (2011) Measurement marketing performance in banking
industry. Journal on Management and Business, UTM Malaysia

Page 7 of 7

Ratnaningsih A, dan Wiguna S (2010) Indonesia banking industry competi-
tive: effort for achieving competitive advantage. Indonesia Econ Bus J
10(5):98-107

Sevilla C (1998) Pengantar Metode Penelitian. Universitas Indonesia Press, Jakarta

Subanidja S (2006) Struktur Pasar, Karakteristik, dan Kinerja Bank Umum di
Indonesia. Akuntabilitas. September 2006, him 14-21.1SSN: 1412-0240

Suryaningsih E, Abdul J (2010) The indicator of competitive advantage for
banking industries. Int J Eco Manag 23(10):5-9

Talvinen Jari M (2005) Decision system in marketing, building corporate image
and customer loyalty, journal of Helsinki School of Economic and Busi-
ness Administration. Helsinki, Finland, pp 8-26

Teng LL, Aun LK, Fook OS (2011) Corporate governance assessment in com-
pany board structure. Afr J Bus Manag 5(4):1175-1183

Vos A De, Sara De H, Ine W (2011) Competency development in organizations:
building integrative model through a qualitative study. Vlerick Leuven
Gent Management School

Submit your manuscript to a SpringerOpen®
journal and benefit from:

» Convenient online submission

» Rigorous peer review

» Immediate publication on acceptance

» Open access: articles freely available online
» High visibility within the field

» Retaining the copyright to your article

Submit your next manuscript at » springeropen.com




	Determinants of marketing performance: empirical study at National Commercial Bank in Jakarta Indonesia
	Abstract 
	Background: 
	Methods: 
	Discussion and evaluation: 

	Background
	Hypotheses and methodology
	Good corporate governance
	Information technology
	HR competencies
	Competitive advantage
	Marketing performance
	Hypothesis
	Methods and procedure

	Result and discussion
	Findings
	Conclusion
	Authors’ contributions
	References




