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Abstract The purpose of this study is to examine the structural relationship between the digital
platform capabilities of financial institutions and the impact of customer orientation on service
innovation behavior through exploitation/exploration. A survey was conducted on employees of
financial institutions to verify the research model, and the final 280 copies of the questionnaire were
analyzed using SPSS 25 and SmartPLS 2.0. As a major research result, First, digital platform competency
has a positive effect on exploitation and exploration. Second, customer orientation has a positive effect
on exploitation, but not on exploration. Third, both exploitation and exploration have a positive
impact on service innovation behavior. Through this research, this study shed new light on the
relationship between digital platform capability and customer orientation that affects service
innovation behavior of financial institutions, and expanded the scope of research through empirical

research. Future research will require research attempts on various variables and research samples.
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Table 1. Operational Definition of Measurement Variables
& Questionnaire Item

(Operational Definition of Measurement Variables & Refere

Variables Questionnaire Item

IT infrastructure flexibility

Our company's IT infrastructure components are
standardized

Digital
Platform
Capability

Our company has a good connection to its internal {
IT platform [
Our company has the proper connection of IT [
platforms through the supply chain

Our company can easily share data within and
across the company

Attitude to satisfy customers
I like to serve my clients

Customer | I try to help my customers achieve their goals

Orientation

I work with the customer to find a solution to the| L2
problem
I have the best interests of my customers in mind

improvement and gradual change

Our company frequently improves the provision of]
existing products and services

Our company regularly performs small updates of

Exploitation| existing products and services

our company improves the efficiency of existing
products and services

our company expands services for existing
customers

the pursuit of novelty and radical innovation
Our company is an organization that embraces new
demands that go beyond existing products and
services

[52]

Exploration| Our company develops new products and services|

Our company frequently takes advantage of new
opportunities in new markets

Our company regularly uses new distribution
channels

Attitude to develop, spread, accept and utilize new|
services

I come up with innovative and creative thoughts

during work

Service
Innovative
Behavior

I propose creative ideas at work and try to persuade
others
T look for a new service technology or method o
the job
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Table 2. Factor Analysis and Reliability

Variables Item l}; 2f1ti§rg t—value CR AVE [Cronbach—a
bieital | RECL] 0001 | 68930
Pl;tgfloim DPC2 | 0.939 | 110.147 0.945 | 0.811 0.922
Capability DPC3 | 0.932 97.436
DPC4 | 0.826 28.602
CO1 0.823 26.992
Customer CO2 0.891 50.399 N
Orientation | CO3 | 0.913 | 66.666 0.932 1 0.775 0.903
CO4 0.892 57.535
ET1 0.896 42.767
. ET2 | 0.907 | 44.892 _ _
Exploitation ET3 0.936 98.769 0.950 | 0.825 0.929
ET4 0.893 59.623
ER1 0.930 | 110.657
Exploration ER2 | 0.895 | 55.648 0.950 | 0.825 0.929
ER3 0.939 | 116.046
ER4 0.867 44,552
Service SIB1 | 0.907 50.349
Innovative | SIB2 | 0.918 | 69.390 | 0,931 | 0.819 0.889
Behavior | SIB3 | 0.889 | 46.492

Table 3. Results of Discriminant Validity Analysis

Variables 1 2 3 4 ®
1. Digital Platform Capability 901
2. Customer Orientation 1473 1.880
3. Exploitation 675 .468 | .880
4. Exploration .6341.381.836(.908
5. Service Innovative Behavior .536|.624 | .587 | .601 | .905

* Diagonal shading is the square root of the AVE value
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Fig. 2. Result of path estimation

Table 4. Results of Testing Hypotheses

Hypotheses Coefficient| T value | Result

Digital Platform Capability

HY Exploitation

0.584  |11.908#xx| Accept

Digital Platform Capability

02 -, Exploration

0.585 |12.138=*=*x| Accept

H3 Customer Orientation 0.191

— Exploitation 2.797+*

Accept

Ha Customer Orientation 0104 1532

— Exploration Reject

Exploitation

H5 . . .
— Service Innovative Behavior

0.284 2.988#x | Accept

Exploration

— Service Innovative Behavior

0.371 3.586%*x | Accept

(#: p<0.05, **: p<0.01, *#+: p<0.001 )
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