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ABSTRACT

Amanda Amelinda, The Effect of Customer Knowledge, Customer Orientation, and
Technology Capability on Sustainable Competitive Advantage with Customer Loyalty as a
Mediation (4 Study of BSI Customers from Generation Z and Millennials), Hastin Umi
Anisah (Supervisor).

Keywords: customer knowledge, customer orientation, technology capability, sustainable
competitive advantage, customer loyalty

This study aims to determine and analyze the effect of customer knowledge (X1),
customer orientation (X2), and technology capability (X3) on sustainable competitive
advantage (Y), with customer loyalty (Z) as a mediator, in Gen Z and millennials as
customers of Bank Syariah Indonesia (BSI).

This research method uses a questionnaire administered to 110 BSI customers, selected
from the population of BSI customers in Banjarmasin. Variable measurement uses the Likert
scale technique with a weight scale from 1 to 5. To determine the correlation between
variables X1, X2, and X3 and variable Y through variable Z, the Structural Equation
Modelling (SEM) technique is used and analyzed using SmartPLS 3.0.

The results of the study indicate that customer orientation (X2) and technology
capability (X3) had a positive and significant effect on sustainable competitive advantage
(Y). It was also found that customer orientation (X2) and customer loyalty (Z) had a
significant effect on customer loyalty (Z) and sustainable competitive advantage (Y). In the
mediation test, customer loyalty (Z) significantly mediated the relationship between customer
orientation (X2) and sustainable competitive advantage (Y).

Conversely, customer knowledge (X1) did not have a significant effect on customer
loyalty (Z) or sustainable competitive advantage (Y). In addition, technology capability (X3)
had no significant effect on customer loyalty (Z). The results of the mediation analysis also
show that customer loyalty (Z) did not mediate the influence of customer knowledge (X1) and
technology capability (X3) on sustainable competitive advantage (Y) among Gen Z and
millennial BSI customers in Banjarmasin.

Banjarmasin, March 11, 2026
Approved by:
Head of Language Center

ik
Noor Eka Chandra, M.Pd
NIP. 197710232001122003



ABSTRAK

Amanda Amelinda, Pengaruh Customer Knowledge, Customer Orientation,
dan Technology Capability terhadap Sustainable Competitive Advantage dengan
Customer Loyalty sebagai Mediasi (Studi pada Nasabah BSI dari Kalangan Gen Z
dan Milenial), Hastin Umi Anisah (Pembimbing).

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh antara
customer knowledge (X1), customer orientation (X2), dan technology capability
(X3) terhadap sustainable competitive advantage (Y) dengan customer loyalty (Z)
sebagai mediasi pada Gen Z dan milenial sebagai nasabah Bank Syariah Indonesia
(BSD).

Metode penelitian ini menggunakan kuesioner dengan 110 nasabah BSI
sebagai sampel dan telah dipilih dari populasi nasabah BSI di Banjarmasin.
Pengukuran variabel menggunakan teknik skala likert dengan skala bobot dari 1
sampai 5. Untuk mengetahui korelasi antara variabel X1, X2, dan X3 terhadap
variabel Y melalui variabel Z menggunakan teknik analisa Structural Equation
Modeling (SEM), dan diolah dengan program SmartPLS 3.0.

Hasil penelitian menyimpulkan bahwa secara parsial, customer orientation
(X2) dan technology capability (X3) berpengaruh positif dan signifikan terhadap
sustainable competitive advantage (Y). Ditemukan pula bahwa customer
orientation (X2) dan customer loyalty (Z) berpengaruh signifikan terhadap
customer loyalty (Z) dan sustainable competitive advantage (Y ). Dalam uji mediasi,
customer loyalty (Z) secara signifikan mampu memediasi hubungan antara
customer orientation (X2) terhadap sustainable competitive advantage (Y).

Sebaliknya, customer knowledge (X1) tidak memiliki pengaruh signifikan
terhadap customer loyalty (Z) maupun sustainable competitive advantage (Y).
Selain itu, technology capability (X3) tidak berpengaruh signifikan terhadap
customer loyalty (Z). Hasil analisis mediasi juga menunjukkan bahwa customer
loyalty (Z) tidak mampu memediasi pengaruh customer knowledge (X1) dan
technology capability (X3) terhadap sustainable competitive advantage (Y) pada
nasabah Gen Z dan milenial BSI di Banjarmasin.

Kata Kunci: customer knowledge, customer orientation, technology capability,
sustainable competitive advantage, customer loyalty
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