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Abstract. This study analyzed the influence of interrelated variables to explain the effect 
of human capital, structural capital, and relation capital toward bank service performance 
and customer satisfaction at commercial banks in Central Kalimantan. The hypothesis 
were tested by Partial Least Square (PLS) are the direct and indirect variable influence of 
human capital to variable relational capital, structural capital, bank service performance 

and customer satisfaction. This research approach uses quantitative approach through 
survey method. The study population is all branch offices and sub-branches of Central 
Kalimantan Commercial Bank with total sample of 42 office units in four (4) banks, 
determined using purposive sampling method. Research respondents were 5 bank 
employees and 5 customers were taken from each research sample unit. The findings of 
the study support the opinion that the relationship between human capitals, structural 
capital, and relation capital significantly form the performance of bank service (servperf) 
and customer satisfaction. However, research results have not been generalizable to all 

types of bank services. 
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1   Introduction 

Each company aims to achieve effective and sustainable performance, but the 

competitiveness of competition and limited availability of corporate resources are two sides of 

the contradictory, but affect the achievement of performance. Management of internal 

organizational resources (human capital, structural capital and relational capital) through the 

proper optimization of empowerment of internal resources of the company and the correct 

procedures, can encourage the achievement of effective performance and competitiveness. 

An important perspective in today's banking services business is that banks always provide 

excellent services to customers and maintain high quality of service and customer satisfaction. 

This has indeed been done by commercial banks, but these efforts have not been maximized, 

constrained by the limited availability of resources (human capital as intellectual assets) 

following the example. Some components, such as multi-leveled equations, graphics, and tables 
are not prescribed, although the various table text styles are provided. The formatter will need 

to create these components, incorporating the applicable criteria that follow. That impact on the 

ability of banks (human capital as a manager of intellectual assets) to mobilize and utilize 

ICSTIAMI 2019, July 17-18, Jakarta, Indonesia
Copyright © 2021 EAI
DOI 10.4108/eai.17-7-2019.2302907



intellectual capital in an integrated manner. The problems of commercial banks in Central 

Kalimantan need immediate handling to ensure the existence of banks are maintained in good 
condition (healthy banks) and not just exist, but to find the right solution so as to overcome the 

problems that are being experienced. Management of intellectual assets or intangible assets of 

banks through the empowerment of human capital - strategic human resources, must be 

supported by the availability of structural capital, relational capital and integrated will be the 

best solution to overcome the limitations of the resources in the competition while increasing 

the ability of banks in achieving the performance effective or superior performance 

(competitiveness) 

The demand for modern industrialization is characterized by the creation of value derived 

from intangible assets and is known as Intellectual Capital (IC), which is the knowledge and 

skills that are owned and attached to individual employees, relationships social / relational 

depth with consumers, as well as a culture of sharing knowledge that enables innovation and 
strategic change, will encourage the creation of competitiveness and competitive advantage 

(competitiveness). The above description, a reason and basic consideration for researchers that 

this research needs to be done. 

The research problem is "How is the main component role of Intellectual Capital (IC): 

Human Capital, in influencing the performance of Bank Service and Satisfaction of 

Commercial Bank Customers in Central Kalimantan". To answer the problem of research, then 

proposed problem formulation as follows: 

1. Does the increase of Human Capital bank significantly influence the improvement of 

Relational Capital bank? 

2. Is the increase of Human Capital bank significantly influence to increase Structural 

Capital bank? 

3. Does the increase in Relational Capital of banks have a significant effect on the increase 
of Structural Capital bank? 

4. Does the Bank's Human Capital increase significantly affect the improvement of Bank 

Service Performance? 

5. Does the increase in Relational Capital of banks significantly affect the improvement of 

Bank Service Performance? 

6. Does Structural Capital bank increase significantly influence the improvement of Bank 

Service Performance? 

7. Is the increase of Human Capital bank significantly influence the increase of Bank 

Customer Satisfaction? 

8. Does the Bank Service Performance Improvement significantly affect the improvement of 

Bank Customer Satisfaction? 

2 Methodology 

The population in this study are all branch offices and sub-branches of commercial banks 

operating in the territory of Central Kalimantan Province. The sampling technique using 
purposive sampling refers to Roscoe in Sekaran (2006) Sugiyono (2008) and Sugiyanto 

(2006), determined 42 units of branch offices and sub-branches of commercial banks as 

research samples with 420 internal respondents (bank employees) and external respondents 

customers / customers) of commercial banks in Central Kalimantan with 384 respondents 



elected, as they meet the requirements and have been filled in completely as the data being 

analyzed. 
Based on the conceptual framework of research, there are two groups of variables: 

variables that affect other variables in the model as exogenous variables and variables that are 

influenced as endogenous variables. In this study, exogenous variables are (1) Human Capital; 

(2) Relational Capital; (3) Structural Capital. Endogenous variables are (1) Performance of 

Bank Service and (2) Customer Satisfaction   

The research instrument used is a questionnaire containing a number of written questions 

about the items of the research variables, in order to obtain respondent perceptions. Answers 

to this question were measured using a five-point Likert scale (1-5) including: (1) strongly 

disagree / STS; (2) disagree / TS; (3) hesitation / RR; (4) agree / S; (5) strongly agree / SS. In 

measuring the research variables, respondents are asked to state their perceptions by choosing 

one of the alternative answers that are considered most suitable or in accordance with what is 
felt or experienced. In addition to using questionnaires, interviews were conducted to obtain 

information from a number of key persons selected as informants 

Techniques of data analysis using descriptive analysis, to know the characteristics of 

respondents and descriptions of respondents to the indicators of each research variable. 

Description of each indicator is expressed in percentage of frequency value and average value, 

so as to obtain the perception of respondent's perception of the indicators as a variable 

formers. While for hypothesis testing and produce good research model (fit), this research uses 

Structural Equation Modeling (SEM) with Partial Least Square (PLS) structural equation 

approach. 

3 Research Result 

A. Characteristic of respondents 

Table1. Characteristic Respondent Internal: Bank Employes 

No. 
Characteristic respondent 

Number 

(individu) 

Percen

t (%) 

1 Umur    

 20 – 30 tahun  45 23,4 

 31 – 40 tahun 68 35,4 

 41 – 50 tahun 58 30,2 

 > 50 tahun  21 10,9 

2 Jenis Kelamin   

 Laki – laki 75 39,1 

 Perempuan 117 60,9 

3 Kedudukan di Pekerjaan    

 Kadiv. operasional 30 15,6 

 Staf div. kredit & analis kredit 65 33,9 

 Teller, Customer Service  97 50,5 

4 Masa Kerja    

  < 5 tahun 35 18,2 

  5 - 10 tahun  70 36,5 



No. 
Characteristic respondent 

Number 

(individu) 

Percen

t (%) 

  10 - 20 tahun  57 29,7 

 > 20 tahun 30 15,6 

5 Tingkat Pendidikan    

 SMU (setara) 42 21,9 

 Diploma III (D3)/(setara) 33 17,2 

 Strata satu (S1) 108 56,2 

 Strata dua (S2) 9 4,7 

Resource: Primer Data 

The internal respondent characteristics of the majority of employees of the bank by age, 

aged between 31-40 years are 68 people (35.4%), followed by 58 people (30.2%) aged 41-50 

years, 45 (23.4%) aged between 20 to 30 years and 21 people (10.9%) are over 50 years old. 

The percentage of the largest age group of respondents was at productive age (31 - 40) years, 

on the contrary the lowest percentage was at the age before consecution i.e. age above 50 

years. 

The description reflects the characteristics of bank-rich commercial banks in Central 
Kalimantan based on their age in the productive age condition which means that employees of 

commercial banks in Central Kalimantan have the opportunity to improve their 

professionalism which will affect individual capabilities in transforming knowledge and skills 

to tasks so as to produce performance more increased. 

Table 2. Characteristic Respondent External: Custamers 

No. 

 
Karakteristik Responden 

Jumlah 

(orang) 

Persentasi 

(%) 

1 Umur   

 < 20 tahun 11 5,7 

 21 – 30 tahun 38 19,7 

 31 - 40 tahun 77 40,1 

 41 – 50 tahun 55 28,6 

 > 50 tahun 31 16,1 

2 Jenis Kelamin   

 Laki – laki 88 45,8 

 Perempuan 104 54,2 

3 Lama sebagai Nasabah   

 < 5 tahun 55 28,6 

 5 – 10 tahun 84 43.8 

 >10 tahun 53 27,6 

4 Tingkat Pendidikan   

 SMU (setara) 22 11,5 

 Diploma III (D3) 33 17,2 

 Strata satu (S1) 72 37,5 

 Strata dua (S2) 47 24,4 

 Strata tiga (S3) 18 9,4 

5 Jenis Pekerjaan   

 Pelajar/Mahasiswa 28 14,3 



No. 

 
Karakteristik Responden 

Jumlah 

(orang) 

Persentasi 

(%) 

 PNS 89 46,4 

Resource: Primer Data 

Table 2 describe the condition of external respondents by age. The majority of customers / 

clients are clients aged between 31 - 40 years old as many as 77 people (41.1%), followed by 

55 people (28.6%) aged 41-50 years old, as many as 38 people (19.7%) aged between <20 

years (5.7%) as many as 11 people and 31 people (16.1%) aged over 50 years. Of the five age 

groups, it is the age of 31-40 years, while the lowest percentage is in the age group below 20 

years 

The description describes the characteristics of customers of commercial banks in Central 

Kalimantan is a potential customer and has a significant influence on the existence of business 

(Commercial) business in Central Kalimantan based on Age, because it is at the level of 

productive age (31-40) years. 

B. Test of Validity and Reliability of Research Instruments 

Validity test is conducted to determine whether the measuring instrument / instrument 

used is really appropriate to measure the measured object. While the reliability test carried out 

to determine the reliability of the measuring tool or the consistency of the measuring 

instrument, if used to measure the same object more than twice. Result of validity test and 

reliability of research instrument with reflexive indicator, showing result of measurement of 

convergence validity, composite reliability and discriminant validity as follows: 

a. Convergence validity test results (Table IV) Obtained all outer loading value of constructor 

indicator has bigger value than 0.5 (≥ 0.5) so that it can be concluded that the measurement 

has fulfilled the requirement of convergent validity. 

b. Composite reliability test results (Table V) Obtained by all composite reliability values: 

X1 of 0.862, Y1 of 0.888 and Y2 of 0.759 indicates a value greater than 0.7 thus all 
indicator variables are the constructor gauge. That is, each research instrument used is a 

reliable or consistent instrument. 

c. Discriminant test results validity shown from AVE root value (average variance extracted) 

in Table VI. Each construct shows a value greater than the correlation score between its 

latent variables (value X1 = 0.823 greater than Y1 = 0.362 and Y2 = 0.434), (value Y1 = 

0.893 greater than X1 = 0.362 and Y2 = 0.418) and (value Y2 = 0.720, greater than X1 = 

0.434 and Y1 = 0.418). This means that all constructs involved in the study meet the criteria 

of discriminant validity. 

C. Results of Descriptive Analysis 

1. Description of Human Capital Variables (HC) / X1 

Results of respondents' answers to the complete human capital variable can be seen in the 

table  as follows: 

Table 3. Description Of Human Capital Variable (HC) 

Indicator 
Percentation of respondent answer (%) 

mean 

STS TS RR S SS 

Kapabilitas Karyaw. (X11) 1.7 15.6 36.1 30.6 15.8 3.43 



Kepuasan Karyw. (X12) 1.3 17.4 36.7 32.6 11.9 3.41 

Kesinambungan Karyaw. (X13) 1.3 16.9 35.7 32.0 14.5 3.36 

Indeks Persepsi Rerata Variabel Human Capital (X1) 3.41 

Resource: Primer Data 

The average score of Human Capital indicator is: employee capability, employee 

satisfaction and employee sustainability show score above 3 i.e. (3.41) and dominant indicator 

with highest score is employee capability (X11). With a mean score of 3.38 including the 

moderate category indicates that employee perceptions of the ability to transform individual 

employee knowledge and skills to tasks have increased considerably. 

2. Description of Variabel Relational Capital (RC) 

Table 4. Description Variabel Relational Capital (RC) 

Indikator 
Prosentase Jawaban Responden (%) 

Mean 
STS TS RR S SS 

Pelanggan/ 
customer (X21) 

1.4 17.1 33.5 36.8 12.0 3.39 

Sistem 
Partner/ 
Jaringan (X22) 

1.2 17.6 32.4 35.6 13.2 3.42 

Indeks Persepsi Rerata Variabel Relational Capital (X2) 3.40 

Resource: Primer Data 

The average score of Human Capital indicator is: employee capability, employee 

satisfaction and employee sustainability show score above 3 i.e. (3.40) and dominant indicator 
with highest score is employee capability (X22). With a mean score of 3.38 including the 

moderate category indicates that employee perceptions of the ability to transform individual 

employee knowledge and skills to tasks have increased considerably. 

3. Descriptions Variabel Structural Capital (SC) 

Table 5.  Description Of Structural Capital (SC) 

Indikator 
Prosentase Jawaban Responden (%) 

Mean 
STS TS RR S SS 

Budaya Org. (X31) 1.6 17.5 33.9 35.5 12.1 3.39 

Kekayaan 
intelektual (X32) 

1.2 17.6 32.5 35.6 13.2 3.42 

Sistem Op. (Y33) 1.6 17.4 33.8 35.5 12.1 3.39 

Indeks Persepsi Rerata Var. Structural Capital (X3) 3.40 

Resource: Primer Data 

Table 5 above the average score of the Human Capital indicator shows the score above 

three (3.40) and the dominant indicator with the highest score is the employee's capability 

(X32). A mean score of 3.38 including the moderate category indicates that employees' 



perceptions of the ability to transform individual employee knowledge and skills to tasks have 

increased considerably. 

 

 

 

4. Bank Service Performance (SP) 

Table 6. Description Of Bank Service Performance (SP) 

Indikator 
Prosentase Jawaban Responden (%) 

Mean 
STS TS RR S SS 

Tangibles (Y11) 1.6 17.6 16.8 35.5 12.6 3.37 

Responsiveness (Y12) 1.8 12.6 38.4 32.7 32.7 3.38 

Assurance (Y13) 1.4 16.3 36.9 35.6 9.8 3.36 

Reliability (Y14) 7.7 19.4 35.4 26.0 15.2 3.37 

Empathy (Y15) 1.4 17.5 35.9 32.3 13.3 3.38 

Indeks rerata persepsi variabel Kinerja Layanan Bank (Y1) 3.37 

Resource: Primer Data 

The average score of Bank service performance: tangibles, responsiveness, assurance, 

reliability, empathy show score above 3 i.e. (3.37) and dominant indicator with highest score 

is employee capability (X12). A mean score of 3.37 including the moderate category indicates 

that employee perceptions of the ability to transform individual employee knowledge and 

skills to tasks have increased considerably. 

5. Variable of Custamer Service (CS) 

Table 7. Description Of Custamer Service (CS) 

Indikator 
Prosentase Jawaban Responden (%) Rata-rata 

Skor STS TS RR S SS 

Y21 1.0 17.2 36.5 32.3 13.0 3.39 

Y22 0.5 15.1 39.6 29.2 15.6 3.44 

Y23 0.5 18.8 35.4 29.7 15.6 3.41 

Y24 2.6 18.8 39.6 23.4 15.6 3.31 

Y25 1.6 15.1 39.6 31.7 12.0 3.37 

Y26 2.6 22.4 35.4 30.7 8.9 3.21 

Y27 0.5 18.8 39.6 29.1 12.0 3.33 

Y28 0.5 18.8 39.6 25.5 15.6 3.37 

Y29 2.6 18.8 35.4 31.2 12.0 3.31 

Y210 2.6 18.8 35.4 31.2 12.0 3.31 

Y211 0.5 18.8 39.6 29.1 12.0 3.33 

Y212 0.5 15.1 35.4 33.4 15.6 3.49 

Y213 2.6 18.8 32.8 30.2 15.6 3.37 

Y214 2.6 15.1 35.4 31.3 15.6 3.42 

Y215 0.5 15.1 35.4 37.0 12.0 3.45 

Y216 2.6 15.1 39.6 30.7 12.0 3.34 



Y217 2.6 18.8 39.6 27.0 12.0 3.27 

Y218 0.5 15.1 35.4 37.0 12.0 3.45 

Y219 0.5 15.1 35.4 33.4 15.6 3.49 

Y220 2.6 15.1 39.6 27.1 15.6 3.38 

Indeks persepsi rerata variabel Kepuasan Pelanggan (Y2) 3.37 

Resource: Primer Data 

The average score of Human Capital indicator is: employee capability, employee 

satisfaction and employee sustainability show score above 3 i.e. (3.37) and dominant indicator 

with highest score is employee capability (Y212 and Y219). With a mean score of 3.37 

including the moderate category indicates that employee perceptions of the ability to 

transform individual employee knowledge and skills to tasks have increased considerably. 

D. Test of Linearity Assumptions 

1. Test Result of Linearity Assumption 

Testing Assumption The linearity of relationships among variables in this study using 

Curve Fit method and test results can be seen in Table VIII as follows: 

Table 8. Test Of Linierity Assumsion 

Hubungan Variabel Pengujian Model Linier Kesimpulan 

HC RC Model Linier Signifikan Linier 

HC SC Model Linier Signifikan Linier 

RC SC Model Linier Signifikan Linier 

HC SP Model Linier Signifikan Linier 

RC SP Model Linier Signifikan Linier 

SC SP Model Linier Signifikan Linier 

HC CS Model Linier Signifikan Linier 

SP CS Model Linier Signifikan Linier 

Resource: Primer Data 

Based on the results of the linearity assumption test as shown in Table 8 above, it is 

known that all linear models are significant. This explains that the linearity assumption in this 

research model is met, meaning that analysis can proceed. 

2. Testing the Goodness of Fit Structural Model (Inner Model) 

The Goodness of Fit test of the structural model in the inner model uses predictive-

relevance (Q2) values and the calculation is valued based on the value of R2. The R2 value of 

each endogenous variable in this study is shown as Table IX following: 

Table 9.  Endogen Variable Of R2 Score 

Variabel Endogen R-square 

Relational Capital (RC) 0,131 

Structural Capital (SC) 0,267 

Bank Service Performent (SP) 0,498 

Custamer Service (CS) 0,142 



Resource: Primer Data 

Goodness of Fit test of structural model in inner model using predictive-relevance value 

(Q2) is obtained based on R-square value of each endogenous variable as shown in Table 9 

above. The predictive-relevance (Q2) value is obtained using the following formula: 

Q2 = 1 - (1 - R12) (1 - R22) ... (1- Rp2) 

Q2 = 1 - (1 - 0.131) (1 - 0.267) (1 - 0.498) (1 - 0.142) 

Q2 = 0.726 

The calculation results show a predictive-relevance (Q2) value of 0.726 or 72.6%, 

meaning that the model deserves to be said to have a relevant predictive value. The predictive 

relevance value of 0.726 indicates the diversity of data that can be explained by the model is 

72.6% or in other words, the information contained in the data can be explained by the model 

by 72.6%. While the rest of 27.4% is explained by other variables that have not been 

contained in the model and error. 

E. Hypothesis Testing Results 

The results of hypothesis testing based on the test results of Loading Factor (outer model) 

to show the weight of each indicator as a measure of each variable. The indicator with the 
largest loading factor shows the indicator as the strongest (dominant) variable. The results of 

hypothesis testing (Inner Model) with t test (t-test) on each lane of direct and indirect 

influence partially. The result of complete analysis is found in result of Partial Least Square 

(PLS) analysis as seen in Appendix 5 and Table 5.10 presents result of hypothesis test of 

direct influence, Table 5.11 presents the result of indirect effect hypothesis testing. Complete 

see Table 5.10 below: 

Table 10. Test Result Of Influence Between Researches Variable Hypotesis 

Hipotesis 

Pengaruh antar Variabel 
Koefisien 

Jalur 
p-value Keterangan 

Var.Bebas Terhadap 
Var. 

Terikat 

H1 HC → RC 0.362 0.007 Signifikan 

H2a HC → SC 0.326 0.011 Signifikan 

H3 RC → SC 0.300 0.033 Signifikan 

H4a HC → SP 0.472 0.000 Signifikan 

H5a RC → SP 0.147 0.321 
Non 

Signifikan 

H6a SC → SP 0.258 0.033 Signifikan 

H7a HC → CS 0.178 0.355 
Non 

Signifikan 

H8 SP → CS 0.238 0.035 Signifikan 

H2b HC RC SC 0.109 Signifikan 

H4b HC SC SP 0.084 Signifikan 

H5b RC  SC  SP 0.077 Signifikan 

H5c RC  SP CS 0.035 
Non 

Signifikan 

H6b SC SP CS 0.061 Signifikan 

H7b HC SP CS 0.112 Signifikan 



Keterangan: Signifikan (p-value < cut 0ff 0.05); Non Signifikan (p-value > cut 0ff 0.05) 

The results of hypothesis testing based on the test of line diagram model in Partial Least 

Square (PLS) of 8 (eight) hypotheses of research, there are 5 (five) significant variables, 

receive (H1, H2a, H2b, H3, H4a, H4b, H5b, H6a, H7b and H8) and 3 (three) variables are not 
significant, meaning H5a, H7a and H5c are not accepted (rejected) and can be explained as 

follows: 

1. H1: Increasing the quality of Human Capital bank, it will increasingly be able to improve 

the quality of Relational Capital. The test results showed that the value of the coefficient 

of HC variable path to RC is 0.362 with the significant (p-value) of 0.007 smaller than 

0.5 (<0.05). This means that Human Capital has a significant effect on Relational 

Capital, so H1 is accepted. 

2. H2a: Increasing the quality of Human Capital bank, it will increasingly be able to 

improve the quality of Structural Capital. The test results showed that the coefficient 

value of HC variable path to SC of 0.326 with a significance level (p-value) of 0.011 is 

greater than 0.5 (<0.05). This means that Human Capital has a significant effect on 

Structural Capital, so H2a is accepted. 

3. H2b: Increasing the quality of Human Capital bank, it will be able to improve the quality 

of Structural Capital through Mediation Relational Capital. The test result showed that 

the coefficient value of HC variable path to SC through RC equal to 0,109. Since the 

path coefficient is positive, it indicates the indirect effect of both directions. This means 

that Human Capital has no direct effect on Structural Capital, so H2b is accepted. 

4. H3: Increasing the quality of Relational Capital of the bank, it will increasingly be able 

to improve the quality of Structural Capital. The test results showed that the coefficient 

value of RC variable path to RC of 0.300 with a significance level (p-value) of 0.033 

greater than 0.005 (<0.05). This means that Relational Capital effect on Structural 

Capital, so H3 accepted. 

5. H4a: "Increasing the quality of Human Capital bank, it will increasingly be able to 
improve the quality of Service Performance Bank". The test result showed that the 

coefficient value of HC variable path to SP is 0,472 with p-value equal to 0.000 (<0.05), 

meaning Human Capital has significant effect to Bank Service Performance, so H4a is 

accepted. 

6. H4b: "Increasing the quality of Human Capital bank, it will increasingly be able to 

improve the quality of Service Performance of the bank through Structural Capital 
mediation". Test results showed that the value of the path coefficient of HC variable to 

SP of 0.084, because the coefficient of the path marked positive, indicating the indirect 

effect of both directions. This means that Human Capital has no direct effect on 

Structural Capital, so H4b is accepted. 

7. H5a: "Increasing the quality of Relational Capital of the bank, it will increasingly be able 

to improve the Quality of Service Performance Bank". The test results showed that the 
coefficient value of the RC variable path to SP of 0.147 with p-value of 0.3.21 is greater 

than 0.05 (> 0.05), meaning that Relational Capital has no significant effect on the 

Service Performance of the Bank, so H5a is rejected 

8. H5b: "Increasing the quality of Relational Capital of banks, it will increasingly be able to 

improve the quality of service performance of banks through Structural Capital 
mediation". The test results showed that the coefficient value of the RC variable path to 



SP is 0.077, because the path coefficient is positive, indicating the indirect effect of both 

directions. This means that Relational Capital affects the performance of bank services 
through Structural Capital, so H5b is accepted. 

9. H5c: "The increased quality of Relational Capital bank, it will increasingly be able to 

increase the level of Customer Satisfaction through mediation Performance Banking". 

The test results showed that the coefficient value of the RC variable path to CS is 0.035, 

because the path coefficient is positive, indicating the indirect effect of both directions. It 

means Relational Capital has no significant effect on Customer Satisfaction level through 
Bank Service Performance, so H5b is rejected. 

10. H6a: "Increasing the quality of Structural Capital bank, it will increasingly be able to 

improve the quality of Service Performance Bank". The test results showed that the value 

of the coefficient of the SC variable path to SP of 0.362 with p-value of 0.007 (<0.05), 

meaning that Human Capital has an effect on Relational Capital, so H1 is accepted. 

11. H6b: "Increasing the quality of Structural Capital bank, it will increasingly be able to 

increase the level of Customer Satisfaction through mediation of Bank Service 

Performance". The test results showed that the coefficient value of the variable path of 

SC to CS is 0.061, because the path coefficient is positive, indicating the indirect effect 

of both directions. This means Structural Capital affect the level of Customer 

Satisfaction. 

4 Conclusions and recommendations 

Based on the results of theoretical, empirical and research studies both quantitatively and 

descriptively as described in the previous chapters, it can be drawn some conclusions and 
suggestions from the results of this study. These conclusions and suggestions can be put 

forward as follows: 



A. Conclusion 

1. Improving the quality of Human Capital resulted in the improvement of Relational 
Capital quality. Improved Human Capital Capability encourages the enhancement of 

individual employee productivity capabilities, in terms of their ability to communicate 

(soft skills) or the ability to communicate their knowledge (competence) and skills 

(work) (professional), so as to build a better relationship / relational value in the form of 

cooperation or continuous partnership with customers. 

2. Improving the quality of Human Capital leads to an increase in the quality of Structural 
Capital. It can be interpreted that improving the quality of Human Capital will improve 

the capability of individual employees to transform their knowledge and skills on non-

human assets. Professional employees will be able to utilize various physical facilities of 

bank services such as information technology (IT) machines, data-based equipment, 

organizational structures and other physical facilities, and contribute to supporting the 

productive process of the organization (bank) in service so as to improve the quality of 

service bank. Improving service quality has an impact on increasing profitability and 

overall bank performance. 

3. Improving the quality of Relational Capital caused an increase in Structural Capital 

performance. The potential utilization of available customer capital is a market 

opportunity (potential market), if managed in such a way as to be appropriate and correct 

by the bank, it will be able to increase the profitability (profit-value) of bank better for 

bank and customer. Thus, a win-win sustainable relation (sustainable) is established 

between the internal (stakeholder) bank and the external (stakeholder) customers. 

4. Improving the quality of Human Capital leads to the improvement of Bank Service 

Performance Quality through Structural Capital mediation. Should high-skilled 

employees (professionals) will contribute better in driving the improvement of the Bank 

Service Performance, even though it has to go through a series of transformation 

processes of knowledge and skills through Structural Capital mediation. The role of 

Structural Capital collectively encourages the expansion of Human Capital's knowledge-

experience through the support of infrastructure and financing that bridges between 

Human Capital and the Bank Service Performance. 

5. Improving the quality of Relational Capital is able to drive the improvement of Bank 

Service Performance Quality, through Structural Capital mediation. It explains that, as 

much or as good as any potential customer-Relational Capital available, will not cause 

changes to the high fluctuations in the quality of the Bank's Service Performance, except 

with the support of Structural Capital (routine operational centre) role through a series of 

service processes (main aspects of operations) a service organization, especially the 
banking services industry of commercial banks in Central Kalimantan. 

6. Structural Capital improvements resulted in improved quality of Bank Service 

Performance. Structural Capital of high quality, capable of supporting the employee 

productivity process so as to be able to drive the improvement of Service Performance of 

Bank where Structural Capital is a bank operational service centre as a vehicle for 

transformational information and knowledge (internal resource - IC-intellectual capital) 
and bank service to customers / customers (external resources). 

7. Improving the quality of Human Capital will not be able to move the level of Customer 

Satisfaction without going through mediation of Bank Service Performance. However, 

the professionalism of Human Capital bank does not mean anything without the support 



of Structural Capital's role which is reflected in the improvement of the quality of the 

Bank's Service Performance. This is the case with Bank Service Performance and 
Customer Satisfaction. Qualified Human Capital will not cause an increase or decrease in 

the level of Customer Satisfaction, although it is stated that Human Capital is a dominant 

key component as a driver of Customer Satisfaction level. But otherwise Human Capital 

will be able to increase the level of Customer Satisfaction if mediated or bridged through 

Quality Service Performance. 

8. Improving the Service Performance of the Bank may increase the level of Customer 
Satisfaction. The performance of Bank Services is a reflection of the performance of 

Human Capital, Relational Capital and Structural Capital which are integrated as internal 

resources 

B. Recommendations 

 Based on the results and limitations of this study, there are some suggestions that can 

be given to academics and practitioners in developing academic ability in line with the 

development of science related to this research topic, are as follows: 

1. Further research is needed to fill the research gap by increasing the number of research 

samples and involving other types of banking services industry or non-bank financial 

services to get more comprehensive and comparative results and better results. 

2. Conducting research by examining more in the dimensions of independent variables of 
research in relation to the creation of intellectual asset value-corporate performance from 

aspects of organizational culture and leadership. 
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