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ABSTRACT 

Muhammad Alamsyah (2026). The Influence of Social Media Use and Customer 

Relationship Management on Business Performance Through Customer 

Engagement as a Mediating Variable in MSME Partners of Rumah BUMN 

Banjarmasin. 

Advisor: Sudirwo, SE, MM. 

Micro, Small, and Medium Enterprises (MSMEs) play a vital role in 

supporting economic growth but continue to face various challenges in improving 

their business performance. The utilization of social media and the 

implementation of Customer Relationship Management (CRM) are considered 

strategic approaches to strengthening relationships with customers, while 

Customer Engagement is expected to reinforce these relationships and contribute 

to improved business performance. This study aims to analyze the influence of 

Social Media Usage and Customer Relationship Management on Business 

Performance through Customer Engagement as a mediating variable among 

MSME Partners of Rumah BUMN Banjarmasin. 

This study employed a quantitative method with a causal approach. The 

population consisted of 706 MSME Partners of Rumah BUMN Banjarmasin, with 

a sample of 120 respondents selected using purposive sampling. Data were 

collected through questionnaires and analyzed using Partial Least Squares 

Structural Equation Modeling (PLS-SEM) with the assistance of SmartPLS 

software. 

The results indicate that Social Media Usage and Customer Relationship 

Management do not have a significant direct effect on Business Performance. 

However, both Social Media Usage and Customer Relationship Management have 

a positive and significant effect on Customer Engagement, while Customer 

Engagement has a positive and significant effect on Business Performance. 

Furthermore, Customer Engagement fully mediates the relationship between 

Social Media Usage and Business Performance, as well as the relationship 

between Customer Relationship Management and Business Performance. These 

findings suggest that improving MSME Business Performance is more effectively 

achieved by strengthening Customer Engagement rather than relying solely on the 

direct implementation of Social Media Usage or Customer Relationship 

Management 

 

Keywords: Social Media Usage, Customer Relationship Management, Customer 

Engagement, Business Performance, MSMEs 
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ABSTRAK 

Muhammad Alamsyah (2026), Pengaruh Penggunaan Media Sosial dan Customer 

Relationship Management Terhadap Kinerja Usaha Melalui Customer 

Engagement Sebagai Variabel Mediasi Pada UMKM Mitra Rumah BUMN 

Banjarmasin. 

Pembimbing: Sudirwo, SE, MM 

 UMKM memiliki peran penting dalam mendorong pertumbuhan ekonomi, 

namun masih menghadapi berbagai tantangan dalam meningkatkan kinerja 

usahanya. Pemanfaatan media sosial dan penerapan Customer Relationship 

Management (CRM) menjadi strategi yang dapat membantu UMKM membangun 

hubungan dengan pelanggan, sedangkan Customer Engagement dipandang 

mampu memperkuat hubungan tersebut sehingga berdampak pada peningkatan 

kinerja usaha. Penelitian ini bertujuan untuk menganalisis pengaruh penggunaan 

media sosial dan Customer Relationship Management terhadap kinerja usaha 

melalui Customer Engagement sebagai variabel mediasi pada UMKM Mitra 

Rumah BUMN Banjarmasin. 

 Penelitian ini menggunakan metode kuantitatif dengan pendekatan kausal. 

Populasi penelitian berjumlah 706 UMKM Mitra Rumah BUMN Banjarmasin, 

dengan sampel sebanyak 120 responden yang ditentukan menggunakan teknik 

purposive sampling. Pengumpulan data dilakukan melalui penyebaran kuesioner, 

sedangkan analisis data menggunakan metode Partial Least Square-Structural 

Equation Modeling (PLS-SEM) dengan bantuan perangkat lunak SmartPLS. 

 Hasil penelitian menunjukkan bahwa penggunaan media sosial dan 

Customer Relationship Management tidak berpengaruh signifikan secara langsung 

terhadap kinerja usaha. Sebaliknya, penggunaan media sosial dan Customer 

Relationship Management berpengaruh positif dan signifikan terhadap Customer 

Engagement, serta Customer Engagement berpengaruh positif dan signifikan 

terhadap kinerja usaha. Selain itu, Customer Engagement terbukti memediasi 

secara penuh hubungan antara penggunaan media sosial dengan kinerja usaha, 

serta hubungan antara Customer Relationship Management dengan kinerja usaha. 

Temuan ini menunjukkan bahwa peningkatan kinerja usaha UMKM lebih efektif 

dicapai melalui penguatan keterlibatan pelanggan dibandingkan hanya 

mengandalkan penggunaan media sosial atau penerapan Customer Relationship 

Management secara langsung. 

 

Kata Kunci: Penggunaan Media Sosial, Customer Relationship Management, 

Customer Engagement, Kinerja Usaha, UMKM  
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