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Abstract. The purpose of this study is to determine the effect of Customer Relationship Management (CRM) and entrepreneurial 

orientation toward the company performance both partially and simultaneously on Micro Small and Medium Enterprises in Kediri. 

The population of the study is micro small and medium businesses in Kediri, while the sample of this study is 100 respondents. 

The sampling technique used was purposive sampling while this study was not used the total population but focused on the target. 

The results of the respondents' answers were only 98 respondents. Based on the results of data analysis and discussion can be 

concluded that the consisting of variables Customer Relationship Management (CRM) and entrepreneurial orientation variables 

have a partial effect on company performance in MSMEs in Kediri and     the biggest effect is shown by Customer Relationship 

Management variables. It was found that Customer Relationship Management (CRM) and entrepreneurial orientation 

simultaneously have a significant effect on company performance. If all small and medium micro enterprises in Kediri apply and 

improve CRM and entrepreneurial orientation, there will be an increase in company performance. And this is good for the survival 

of the business. 
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1. INTRODUCTION

Nowadays, business world is growing rapidly, every 

year there are many new businesses. These businesses 

will become competitors in two kind of business sectors. 

Therefore, every company must continue to adapt the 

changes to survive and run in business competition. In 

addition, many universities in Indonesia teach 

entrepreneurship subject, in which the emergence of 

entrepreneurship subject will build entrepreneurial 

interest for students. Based on the results of the study that 

student entrepreneurship interest is very high and several 

factors that influence student entrepreneurship interest in 

students are factors of innovation and creativity and the 

technology environment [1]. Considering that, the 

progress and the increasing number of customers whose 

are highly educated customer makes voters more critical 

and the products or services that will be used. Based on 

the resulting its product will not be enough, the company 

must also have a strategy to establish good and 

sustainable relationships for each customers [2]. 

Today's corporate relationships with customers have 

always been the main focus to continue to be maintained 

and enhanced by companies in addition to the products 

produced. Relationships with customers are not just 

communication. For most companies, the question is not 

to communicate, but what to say, to whom and how often 

[3]. Several previous studies have shown the influence of 

CRM on company performance. Stated that CRM 

improves organizational performance through activities 
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such as increasing customer satisfaction and loyalty, 

cross selling products and services using word of mouth 

and organizational profitability through better delivery of 

products and services that lead to more many more 

benefits for the company [4]. Effective CRM 

implementation will affect marketing performance and 

financial performance accumulated as company 

performance [5]. 

Entrepreneurial orientation is characteristic at the 

company level because it reflects the company's 

behavior [6]. There is often a decrease in performance 

or even a business failure due to the inability to maintain 

a position or achieve business   targets   in   many   kinds    

of business. The need to continue to grow along with the    

development    of    the    business    world is sometimes 

still difficult to fulfill for some companies, especially 

those who are not entrepreneurial. The need for an 

entrepreneurial mindset to find new opportunities for 

businesses that provide new innovations to existing 

businesses [7]. 

Entrepreneurial-oriented companies will be stronger 

to survive and be able to create new strategies and 

innovate and take risks to seek new opportunities [8]. 

Companies want to improve the success of corporate 

enterpreneurship (corprate entrepreneurship) should be 

oriented enterepreuneruship [9]. In this research the 

formulation of the problems are as follows: 

1. Does Customer Relationship Management affect 
company performance? 

2. Does the entrepreneurial orientation affect the 

company's performance? 

3. Are Customer Relationship Manegement and 

entreneurial orientation influencing the 

company’s performance simultaneously? 

1.1 Theory Study 

1.1.1 Customer Relationship Management (CRM) 

Customer Relationship Management (CRM) is a 

strategy that companies need to optimize profits by 

improving business strategies, [10]. The use of 

technology in CRM makes companies understand the 

desires and needs of consumers will strengthen the 

relationship between them. The successful 

implementation of CRM strategies will increase 

competitive advantage, [11]. 

1.1.2 Orientation entrepreneurship 

Orientation entrepreneurship consists of three 

dimensions, namely innovation, risk taking, and 

proactive [12]. The study of entrepreneurial orientation 

is the concept of entrepreneurial management, reflecting 

the processes, methods, and organizational styles acting 

in an entrepreneurial manner [13]. 

Specific dimensions of entrepreneurship orientation 

on three dimensions, namely innovation 

(innovativeness), proactiveness, and risk taking, [14]. 

First, innovation is the willingness to introduce newness 

and novelty through a process of experimentation and 

creativity aimed at the development of new products and 

services as well as new processes [9]. Second, 

proactiveness is a prospective characteristic that is 

forward looking that has a foresight to look for 

opportunities in anticipating   future   requests [9]. 

Finally, risky courage is the willingness of the company 

to decide and act without a definite knowledge of 

possible income and possibly speculate in personal, 

financial and business risks [9]. Entrepreneurial 

orientation contributes to performance and defined as a 

plural measure that includes financial performance [15]. 

 

1.1.3 Company Performance 
Behavior as a variable of performance (process), 

output and results (value added or   impact), [16]. [17] 

propose an integrated and integrated model that explains 

the relationship between the company's entrepreneurial 
behavior and the environment, strategy, internal 

company factors and company performance. 

Measurement can be done using two factors, 

namely; (1) measure the performance that can be done, 

(2) performance measurement that is relevant to 

companies that are always ready at all times, [18]. 

Performance can measure financial performance, 

customer satisfaction, internal processes and growth 

and growth, [19]. Business questionnaires can be used 

from; level of sales, sales costs, assets owned, brand 

image and fixed assets owned by company, [20]. Some 

experts reveal that the measure of corporate 

performance that is most often used in empirical 

research is financial performance (Financial 

performance), operational performance 

(operationalperformance), and a market-based 

performance (market- based performance), [21]. 

1.1.4 Hypothesis 

The hypothesis in this study is : 

H1 : Customer Relationship Management influences 

company performance. 

H2 : Entrepreneurial orientation influences 
company performance. 

H3 : Customer Relationship Management and 
entrepreneurial orientation simultaneously affect the 

company's performance. 

1.2 Research Methodology 

The population in this study are micro small and 

medium businesses in the Kediri, the number of 

MSMEs in Kediri according to data from the Office of 

Cooperatives and MSMEs in East Java totaling 29,306. 

While the sample of this study is 100 UMKM taken by 

sampling theory from Slovin, with an error rate

 of 10%. The sampling technique used was 

purposive sampling where this study was not carried out 

by the entire population but focused on the target. 
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Purposive sampling means that sampling is limited to 

certain types of people who can provide the desired 

information [22]. 

1.3 Result And Discussion 

This research data was obtained and collected by 

distributing questionnaires directly to respondents who 

were successfully met. This questionnaire was obtained 

by the researcher by meeting the respondent directly and 

giving a questionnaire to the respondents. H acyl 

respondents who deserve only 98 respondents. Most of 

the types of businesses that are respondents here are the 

processing, trade, transportation and services industries. 

This survey was conducted in July – October 2019. 

1.3.1 Validity and Reliabel Test 

Validity test   results in    this    study indicate    that 

the results of the   questionnaire   with   indicators of 

Customer Relationship Management (CRM), 

entrepreneurial orientation and company performance 

are valid, while the test is reliable itas shows all the 

variables have variable has a coefficient of a lp h a 

sizeable ie above 0.60 so it can be said of all the concept 

of measurement of each variable of the questionnaire is 

realibel so for the next items on each variable concept 

worthy used as a measuring instrument . 

In processing data using multiple linear regression, 

several steps are taken to find the relationship between 

the independent variable and the dependent variable 

through the relationship betweenCustomer Relationship 

Management (CRM) variables and entrepreneurial 

orientation towards company performance, where this 

calculation uses the help of the SPSS program, it is 

obtained the multiple regression coefficient which 

appears an equation 

 

 Y = 0.872 + 0.436 X1 + 0.174 X2 + e. 

From the above equation, it can be gotten the result, 

the constant α = 0.872 means that if there is no change in 

CRM and entrepreneurial orientation, then the 

company's performance will increase by 0.872 units. A 

CRM ika rose as much as one unit, the company's 

performance will   increase by 0.436 units. Next if the 

entrepreneurial orientation increases by one unit, the 

company's performancewill increase by 0, 174 units. 

Based on the results of the t test above, it can be 

concluded that all variables consisting of CRM variables 

and entrepreneurial orientation variables have a partial 

effect on the company's performancein MSMEs in 

Kediri. And the biggest effect is shown by Customer 

Relationship Management variables. This shows that H 1 

and H 2 is accepted. This research was supported from 

previous research where the results of his research show 

that CRM has an influence on company performance 

[23]. It can be concluded that the application of CRM 

good will be able to improve the company's performance, 

both from financial and operational performance. In 

addition this research is supported by previous research 

from [22] research where the results of his research prove 

that entrepreneurial orientation has a direct and positive 

influence on company performance. This means that the 

stronger the entrepreneurial orientation that is owned by 

the company, it will improve the company's 

performance. To test the next hypothesis, namely H 3, it 

can be seen that the significance of the F test for the 

independent variable is smaller than the significant α 

(0.05). This shows that H 3 is accepted. So the two 

independent variables consisting of CRM and 

entrepreneurial orientation have a simultaneous 

influence on company performance. 

2. CONCLUSION 

Based on the results of the discussion it can be 

concluded: 

1. From the results of this study Customer Relationship 

Management (CRM) has an influence on company 

performance. The more small and medium micro 

enterprises in Kediri implement CRM, the 

company's performance will increase. 

2. The influence of entrepreneurial orientation on 

company performance. The owner of a small and 

medium sized micro-business understands and 

enhances entrepreneurial orientation so that the 

company's performance will also increase. 

3. The results show the CRM and orientation 

simultaneously many enterpreneurship got a 

significant effect on the performance of the 

company. If all small and medium micro enterprises 

in Kediri apply and improve CRM and 

entrepreneurial orientation, there will be an increase 

in company performance. And this is good for the 

business survival 

Recommendations 
Based on the results of the research, discussion and 

limitations of research, the following suggestions can be 

put forward: 

1. It is expected to increase the role of universities in 

Kediri, to assist small and medium micro 

enterprises. Because all this time small and medium 

micro businesses have little understanding of 

Customer Relationship Management (CRM) and 

entrepreneurial orientation. If this variable is truly 

understood and improved it will help improve the 

performance of small and medium micro enterprises 

in Kediri 

2. Kediri’s Government is expected to be the bridge of 

the small and medium micro enterprises in 

marketing a product outside the area of Kediri, 

because it is expected that products from small and 
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medium micro businesses in Kediri will be well 

known and developed in the outer regions of Kediri. 

So that the performance in the company will 

increase and the opening of employment again for 

the Kediri. 

3. It is expected that there will be additional variables 

other than CRM and entrepreneurial orientation that 

will be able to influence the company's performance. 

And maybe this research is also carried out in other 

region in order to find new findings that will help the 

development of small and medium micro enterprises 
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