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Abstract

This study mirms io ok the ogreement of service innovatsoen wsing contingessy spproach imemper personality, ongamzaziong structune
muodersied by leademhip agility. The sudy has been camed out om Blemic banking companize” mansgess 1o ndomesia, fmm Eaee Jeva snd
Yirgvakarta region using pusposny samplmg keehnigese sath questionnie and ivserviews ax e mithod oF dola col keetive, The 1otal numbser
of mespondents im the sample ds 158 Thiz smnple i=then analyped nsmg Buclidence Distance Simple Bepression and Simpke Bopresson
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1. Introduction

Curenily, Islamic bunking is facing o nuember of
challenges omid the Covid=1% pamdemic. The comdibion
ol [slamic hanking dndisisy could deforiote carlier than
the conventionnl banking indosiry; which may reduce
the compettivencss of Islamoc banking. This & hecime
many  people meve thetr fumds 0 convemional banks
Some prablems foced by Islamic banking industry  are
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liguiehty problems onel nen-performimge finoecing | NPF)
rtics, a0 that they lose revenue from fcancing ond prodia
shiring bocause some austamers ender o period of defaule
it = commonly known tlat Islamic banks operate withawt
relying oninterest, but it oopemnies with profin sharing o
margin sysbems (Republika, May 20200, The risk of maomo
conditions is nomurnlly affected with the concept of Bslamic
baisinesses, First, the bosic coneept ol islomiv business is thai
i maust be [, balanced, oned maslahal. Second, the coneept
of Islamie husimess mist be Fair because of the pomciphe of
prarfit shiring ¢ Finansinl Bisnis, Moy 2020).

Although the government has provided nelaxation
for Banking customers, including for Islomie honkmg,
Islumie banks nre cumrently requined o think creanvely ond
smarly, nod wiving up easiby, and misl be smord encagh 1o
lake advantape of all the beechits of existing pobicies and
cppeoriumitics by having sirmegies and policies thit can atirac
s custvmers who are predomimantly 1slame. {Regpehbike,
July 20200 In serme of Aeencing aspeets, Islomic bonking
i3 olso expected o be able W0 provide the best saltions for

s cusbtomers, swch ns restrscherime, addilional Beancimg
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peridds, or provide a prace perdod of payment. In ferms of
funding aspecie. [slamic banking must be able o avraet
Eustomers to aave their money in ife form of savings, curment
aceounds, and deposits | Bepobliko, July 20240

The exisience ol the extermal envirenmenal pressure
reguires Islamoe banking mamagers to - hive o sonvice
mnavabion strategy that = righl on turget so that it con be
implememted eficiently and effectively (Kanika, et al., 2020},
I Islumis bamking winds 1o zet oul of @ dovwmium then Iskmie
Fanking managers cannol ond should nol wie old methods. in
miarketing ther prodocks: and services, as well os o mansgmg
their companies. |1 is because of the fact that the Covid-19
pandemic has deconstructed the Ixlimic banking system ancd
prder whicls was ramning wormally so for Islamic banking
mnnskgers maie imnediniely adopa 1o the Covid-19 pandemic
andd mew monmal e {in Indenesia) both merementally and
rudically Tor improving the company servics perfommance,
Incremsenti] innevalion strabegy con be done since 1L s wsed
bor bring in smell changes o the existing processss or servioss,
and it ranely makes o impaoct on changes i orgaEnizeticnel
strcture. CHherwise, mdical mmovation strotegy 15 done 1o
moke chogees fundementally ond inroduce campletely new
ways m the process of ognmizabion and services (Muluk
200K: Elilela Z014).

In implememing a service imovation simategy, lslamibe
banking should consider o costingency approach, so thai i
i ahbe W further mmprove the performance of the company
{Hodge, et al, 2003, Muahi & Kisemawatl, 20200, such w
the mannger's personslity (A llpom, 1937; Muadi, ecal,, 2020;
Achton, 1996 Kickul & Cumdry 20025 and ongani znbionsl
struure of the company [Schiber & Jackson 1987, Sireers,
1977, Robhing, 19%1) Anciher imporant matier  thet
bescenmis o fondamental problem & the noed for companies o
have high leadership agility from eich leader ¢ Lediju 2016;
Toimer 2019 Jomer 200%; 20¥b; Joines. Juesephs 2007,
capecially in Balamic hanks {Munf & Liven J0081 They mist
Iz able vo lesd the company effectively in a time af ropid
angl complex envimommental changes | Toner, 200656 2060,
ey This study vscs contngency appreach, beeause ihe
service mmnovation srabegy Lhat o chesen o fice cersin
situntions depend onthe type of the siumtan In ather wands,
i1 is comtingent on the situadion, sspecially during Covid-19
pndemiic and mew normel situsdion.

2. Literature Review
L1, Personallty and Service lnnovatben Strategy

Adlport (19371 defined personality as “the dynaomie
orgntization within the individual of those pavelophysical
sysiems thal determine his wmigue sdustments. o his
surroainding: enviromment”, Personality 8 alsoo the dodel
mnmber ol inmale or heredidary tendencies with varioas
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influences from the envdironment and edecation thal shape
it Althowgh there is net o single oceepled definition for ll
persomality theorics vet, il can be snid that personality is
relatee] tis the mvhere that comtrbnses to imdividie] differencos
i behnwioar, the consisteney of behnvieur over nme, and the
stability of behavioer thnagheut o stheton. Persomality has
a umgue mafere characheristics bocanse it can be considensd
catmnem i geverl proups or camicd by ol species, althoagh
the potlwrn for each individhed bas significam  diffiaence
(Koeswarm, 19910, 11 can be concluded that perscaahity 5
a relatrvely  permonent clonctenstic pattern and  mgoe
chameterisiics that provide consistency and individuality of
a person’s behavionr (Feist & Feis 2008; Kocswarn 19915
Suryabratn 2003%; Robbing & Judge, X035 Junmah, 2006;
Sochachman 201 1),

In different typolbogies, (Cebrin, 1996; Crant, [995; ] 996,
2000 Crani & Bateonnn, 20060; Chiew & Braver 2006; 20015
2013 2004d) divided persanality imte twa types: proactive
and reactive, Froactive personolity is defined as e personal
disposition of somecne who is never limiated by environmental
pressure, dlms he is able o create dhe reguined changes i the
cnwironment. This ecours becsnse of the imeraction bewesn
pecgle  and  their  semommding envinonmenl. Proactive
personzlity s characieriesd axas o personality whach is s
i seeing opporminitics, have netive weas and imiatives.
resitlient i desling with chanpes, aned hrive emough 1o foce
risks [Cramt 15935, 1996, 2000; Crant & Balensn 20000,
Un the ather band, reactive persopality comes mbo action
primanily becouse of the stimulus beforchand and the
presence of disturbance, 5o that they tend to react i tlee sk of
chieving poals, The ¢haractenstics of sameans with reactive
persanality ang lesser ohility to see opporiunitics, rigid, prefer
o ovoid risks, omd reach for results when facieg threats
(Chiew & Brover, 2060 200 10 200 3; 2014, A person whe hes
a reachve persaomlity will nect spontuneowsly when there s
& Mhrega froam the externs] environment which pressures him
o pet against his volues: s also sddsd by Chicw & Braver.
2006 201 2003, 2004 that reactive. behaviar wall change
if i1 i5 required, bt people with reactive personzlity fend o
hlame things an other circemstanees or peogle.

ersimality

Baternan & Crand {1593 foumud that proactive
i||ﬂ1|cmc“ i coniTary,
o Ashton | 190 stoted that someone
wha has a reactive peronality can redece orgonaton]
pedommance. Reganfing the strstegic orientation of the
company, Howms owt st 0 manager’s personality can
ifluence the way of dhinking anal sdmiegic onemtation
t mnke sabegie desiskons in improving orgom zaional
performancs. When smmeons has & pronctive personality, he
will have compatibility by implementing praspector sirategic
arient@ien in improying onganizations] perfornmnnes. Kickul
& Camdry [2002) concluded that prospecior simdegy can
be weed 2= a key weapon 1 choesmg dnd implementing
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strategies related o the proactive personality of the mamager,
When tbere is-n mistake i implementing the sirabegies, the
crgamizatiosal  performonee will decrease. Inmovodion is
alwirys required so dhad momagers con increasingly face the
preseire of o threstenang and hostile extemal ensvinomment
(Wt al., Z01EL A prispectar stoibegy means thul managers
ure mereasingly encouragsd to leak for new apporiambies
bath in finding makes, producing proucty, technology.
el mew services o contines inmeyvating. Managers must
be able 10 cxplore opporbumities and creale mnevitive
change Creativity and mnovation are necessary so that the
COMQENY Can conlinee 1o survive and even have improved
perlarmance. The oppesile af the prospecior simategy i the
e fender sratepy.

Drefendar strategy ts o corpornié stregy im malmaining
existimy murkets by odfermg low prices (low cost leadershap)
(i, 20431 1. 11 i5 also added by Adndiat (20037 that when o
CONTIAIY rms 3 prospector stralegy it means thot i s almes
alwiys consiaptly leoking for maorket opporiunities, and
nlwinys expeTimeming on potenial responses from developing
environmental trends. The compamy can be the  cneator
of change and con crente ancerainty for is competions,
The campany’s atbention places oo much emphasis on the
mnavation - asgpect, w0 efficiency cammol be lully achieved
nnd eonstdered. Instead, the defender simiegy is mn by
coangaities that have 3 normoaw produci-market domuin, The
wop mmnagers of thas type of agunization mus be highly
skilled in the area of seganizationnl epertions. They tend
o et explore epporinitics owside e domain. Ax @ resull
ol ihis nomow focws, ergurization will mrely make magor
clanpges in technelogy, sructure, and msshod of opermtion
The company emphasizes more oo improving ihe efficiency
ol pperations that kave already been corvied cal

Romdani e ol (2007 found that when companies
mnplement o oost leaslership sirteey withasizble envirommeent,
compony managers will generally be  confromted  with
perscnnlity conscivnsncss, Converscly, company monsgers
whir have am openmess o experienoe persomabity will tenmd ta
b Faced with a dynumic cwvironmeni so thet i bas 3 higher
perfommance level. Modkarmd & Tlermuanmm (20100 i ther
ressarch recaommended thal proactove managers will alwaes
have a Aexibility smatepy. This ie because e manager’s
perscnnlity can reduce of even iscresse the oriemotion of
strategic Hexibility that he has decibed, Mamagers must be
praactive, flexihle. and queick in responcling to chongimg
environments, In the sty condocted by Aronson @ al
[2O0E], it = skated that & team that develops mmovation will
waork in @ context with kigh uncenniniy

Empirically it fums ol thai dhere is 0 robe of the leader's
personality in the sccess of bwa different bvpes of Mew
Prosiet Prewelopment tenms: radical and incrensental, Using
the five-Factor persamality model as o framework, the resulis
of the study concluded thet NP leadors mmusl hive emationil
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awareness angd siahility for thewr soccess. In addibomn,
it depends on ihe vpe of innovation o be chosen, It is
amonily euppenied that the WNEPD tem wha works on radical
et oy wemnld benefit from openmess. Raafical NPD toems
operaie under morked coniditions nnd techmical sincenninty.
A moee apen boader must casily encouraee and humlle mew
ifzas which are peeded W manoge mdical immevation. The
research resuhs from Aronsen et al, (2008 wre & lso sup ported
by Waheed & Dastpeer (20019 who siated thal mamagers
wha have o proactive personalite will bend 1o have radical
crestrvity, and vice verna

ML The higher e degree of At between incremerto!
atrey amd Peactive pervanaling the figher ohe eriley
purforrraicd woald e

ML The figher the degee of i3t bendeer noadical sirategy
el ey e perseaeing e Bigher the sesice performmace
Wil fa

2.2, Orpanizational Structure and Service
Innavation Strategy

The high demmd of the Iskamic banking besiness has-
madde an mpuct on the dificolty of companies o boild
flexible and imnovotive orgonizotionnl  structenes.  The
twrbulence m the digitabizaton of informpton fechnology
farces ergamzation i be mare espomsive and proactive o
have mpsvadive and comamamcative changes {Kartika &1 al
20200 When a company las 3 buseaucratic and mechanistic
argantastiomal structure, it will be hid by the pressaire of o
vislatile extemnl ewvirowment, 10alse works the other way
round; when a compony choosss an arganic argpnizational
struchure, the campany will be mere flexible n onticipating
envitommnenial changes thal occur awrside the company
In fack there is an approgriate way when an cogamization
wiilvis Lo desipn ite organizational snsctune. Megandhi (1975)
recommendsd o study ahout the charectenisnics that accur im
himeaucmtic mbes 25 well as the reasns and conseguences
of the formation of crgomintoon] sructure when manager
wimnis ba desipn tlee orgentation. This is because B will have
an mpact an the behavior and strabepie decision makmg of
e mannger, Therefonz, it is expocted 1o have o impact on
e effectivencss and efficiency of the orEanization o the
lomng e

Riobhins {1991 emphasized that onmaeabionnl sooctune
will follow  eepanidotion’s siraiery.  Crganizations il
farmulate amd implement strolepues approprately will be able
o produce increased argnmizntional performanes, Therefone,
afit between the organizational strocire amd orgonizational
strafepy is reguired. From the beginning, Chandler (1962)
hak - deseribed e relaionship paern between srsegic
lormulation,  admimsimative sees, amd  aeamsional
performance. In brmulobng cepanizational  sralegy, the
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coanguury will be comfromded with new admmisimtive issmes,
When onganizaticnnl perfonmonce decreases, the company
shiwild esgblish o new organizsions] smciure so (hat
orpmmzabiomal pertformance cam be targeted for omprovement.
It shaould b naoed that bigger companics will be required 1o
i more power by piving mew positions. This will have an
mmpact v the wider decision making distznce. On the one
hanid, mereasing decemtmbizotion in orgeniestions will ofien
b able o achicve cffectivensss ansd eificiensy. Emploves
will be hoppy because there 5 freguent  mnsparenl,
imuvative reciprocal commumication, sl 1had snmnizabionl
performance should improve even if there is no guaraniee
[Steers, [IRD; Kumuan, 20L8).

It s kmosm that srganizational - srectere ean be divided
imta two, namely mechanistic and orgnnic snchises. Both
if these ypologies have opposing combimmnenes g difcrent
charpcteristics (Setiawm & Movalasarl, 2008), Mechamistic
and snranic are twa apposing podes of the contimaem which
hevve charncienatics that differ from one anefleer, Mechamistic
orgnitizaticosal etruciire lave the chasacieristics oft (1)
muore rigiid; (1) the eovimomment Saced tenids 10 be siahle znd
predictable: (3) have mone emphosiz on specialization; (4)
the clanty of rights, abligabons, and responsthelities of the
pasition; (51 the exisienee of sinecture bierarchy, authanty,
anad vertieal commanication Ao and (Th emphasizes the
aspecks of efficeency and s more formal becnese sveryone
5 combrolled end superdised by one suparvises so that dhe
rege of contral 5 amall. Wheres, crganic. srganizationl
gtruciure = characterized as: (1) Aexibilitg (21 volatile
environment; (1) non-specialostoo; (4 Mare flexible
el el commumiczion fow; and (3 Knowledge (ha
con b sonreed from anywhere and not only be consumed
by top lewvel mamngemenl (Sehowan & Movotman, J01E;
Hall. 1972 Robbins, 19%10 Hope, & Aiken 1942, Robbins,
Coulier, 2002},

The reseanch resubte fromCavin 8 Slevin | 1 989) found (hat
ligh orgonizstional performance will be achieved when the
ceangumy cian conimal hostile envirenmend by creating mbemnl
adimvimistrative stricimire and organic erganizstional stmuchure
Thix result s sipporbed by Dewor and Dutton {15865 wha
siien] that m aclopling radical immevation, bigoer compames
femd g hnve mare techivical specializaion. The results found
mr rebationship between adoprion of innovation types and
teceniralizex] docision makmg, mossgenal atibudes foward
change, and information on the external partivs. Company
leaders wha ry to adopd techaical process imnovation d o
meed o worry m msdilying the centrabization of decsion
making, monagerial attitudes, and informatbon on extemal
pearties (Boymeari, 2008 This also apphics aqually o managers
who try b adopt other types of imevation. I is emphasieed
thut all of thess stll tsed homan capital that fimetions 48 o
techiical specialist and Paciliator in the adaption of techmical
i vations.
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Firmbermore, i overcoming husmess  growih
boblenscks. companiss mus1 hove knewledpe aboan the
types of imnovations thel mus be adopicd. Comtingency
approach will always be related o merementnl snd el
inivation eharmeterstics that s reflecied in fechnological
inmstvation, mumgerial moovabian, msttoiional moneyaton,
and morketng moovation o ovanous siages of hesiness
prowil, Companies mus choose e right  inmevstion
stralegy thal 15 i aeconkmce with the steges of ther lite
cycle (Huwi & (ang-x1, 20k The recommendoiton From the
stily condocted by Hin & Clingexa [ 2006) explained that
the inpavative sirgieghe decision for technology infensive
comprany necded {o pay sttention o several stages. In
the early stuges or decline, companies must adopt rodical
innowations  for techmolegy, monogement,  instii ong.
amcd marketing. In the growth skge, compomies  msi
afiopd radical mmovetions for insiingions, ond incremental
inmavation for fechnolegy, mamagement, angd marketing
Lastly, in the maomrity stape, compamies musi adogi
incremental imnovations for imetiintions, monagenten. and
marketing, b moremental and redical innovations will

apply o bechmodogy {Hui & Cing-xi, 2004]
of ot [ iocremeniad
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2.3, Service Innovation Strategy (Ineremental
wi. Radical)

Campanies should  eonsider the agpects ol inemal
capabilily in sddition io the exiemal environment. This
is very impornant considering fhe busisess arotegy s is
implemented must fecus on both segpects (ATmsmong, 20035
Miles & Soow { 197K} miroduced o mone comgrehensive
typology of amicgy by dividing it into foar prospectar,
amalyzer, defender. and reactor. Limked woth lpman resouree
e e Lliterature, Schmler & Jackson { F957 | mibresdmeed
ihres sirategies which refer to Poner's simategy: npovation,
quality. enlancement, and cosi reduction (low cost). The
inherent charcteristic of Porter's stratepy clasification s
somilar ko the ane classibiod by Mibes and Snew. Defender
{hliles onad Soow, T9TR) 32 similar 10 o cost and efficiency
{Parer). On the contrury, prospector (Miles and Snea, 1978)
15 similor g differentintion innovation (Porter, Miller ond
Fricsen) {Kumar etal,, 1997,

The use of mcrcmental amd rodical srategies has also
become o maner of debabe among manogers, espeeially
in compames having  coss-border  operations  [(Sen &
Ghandlorouwsh, 2008; Banerjee & Caole, 200111 When an
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orgamization makes changes in services angd prooesses th
nre not promiment 2nd longe, means that the company hos
carried can an incremenal meovation which is nol expecied
o have o sipnificant mmpact on the existing coganizations]
grsciure, (ko the ather hond, when a company makes n
ondical chonge, it mezns thad there ane fudomental chunges
which are completely different and new, both i il proscess
el services ofered s roating, variel and msromensl
way (Muluk, 20608 Fild, 2004 Soleh, 20080 In rindicil
muavabion, i reguires high costs and relabvely long time for
it 1 b2 accepied by the miadked. Comgumies must be careful
in arifer not o deal with failures (Honanoo & Supanidhi,
209). The research findings from Sen and Ohlandioroush
(20081 srenglened thor IT managersin Indin believe th
rndical inmovation can be considered as a prowils srategy thit
aims 1o imerease compebbive sdvanizge. This can accelerate
geoneamic mrowih inother develaping counnes, s affimmed
by Abdvclun (2017 that o coumtry’s ecanambc growth s
driven by innovation and enmeprensarship,. The reselis of
the sdy conductad by Gronwm e al. (H02) explaiped thut
product mmovatian, prcess imervation, and admimstrative
imovation alf have imspocts-an the imgrovemen of company
perfarmance. Radical mmovation medistes the relationship
beetween process; product, and admindsrotive inmovoiian on
compniny perfonmome,

Om ihe other hond, incremeniz] innovation medinies the
relationship between process snl product mpovaticn and
comgriy perhommance. The ressarch conducted by Criromumm
et #l, (20127 found na evidenee that imeremental innovation
medintes the relabonship between adiminstmtive immaovation
inel company performance . However, immevation s iesded
i imgprove the company’s periormance and competitivensss
[Crranmms el al, 0125 Wik the merease of imdemmabionial
competition and rapid technalogieal changes, compaisies are
advised b immovabe bocuse innovabion is going to he very
imgrontant for companiss that sre technology imtensive, thas
they will have o sustainahbe competinive sdvantape (Hui &
(g i, Z0xh.

The main focus of this sty 15 servies perfomeance
that 1% messered from (Cronm & Tovbor 19632 1596,
Dharmayanti, JHiG; Lestan & Lasde, 200E) cuslamer
satisfaction and customer loyaliy hased on the compony
serviee performonce a1 s provided 10 i customers:
Customers ook fir information when they mieract with
service prvvider by comducting evaluntion on the provided
serviee, Tlee prineiple is it ciestomers valuc an operational
activity from the part that 15 seen and undemsiood by the
customers only when the moment of wwh process oceers
(Lestari & Laode, 2118h Service performance mast be o
very impariant actor o be considered by overy banking
industry in onder w0 e ahle s present o pood momes of
thdh b the minds of custarmers who are expecled to decide-
the delenmmmants of service quality. Cromin and Taylior

EUR

{1954 suggested five service pedfonmonce indicators or
SERVIFERF, nomely; tmse, accessibility, compleieness.
courtesy, i responsivencss,

L4, The Mupderution Role of Lendership Agifity

The moderating role of leadership agility in analyzing
the sppropristemsss of the  relationship  between the
company’'s  business  simtegies  m improving  the
performance of banking services is an imeresing sradegic
issue that meeds 1o be studied. This is mportnt sinee some
rescarch findings reweal that leadership can maderate the
infleence of comimgency voriables with omgunizationnl
perfomance (Yeh et al, 2016 Xunwenées et al., 20019, San,
20037 Hutagalumg, 20060, Munfi and Uyan (3HE8F found
that leadershap agility can b wecd to mereas e anranzzticnil
inpavation and redude inntation behavior, Leaders must
e able W seiee oppemukites dmid inensasing uneenimimy
and camplexity, ond they must heve prioribes for suooess
Ml & U, D008 Joiner, Josephe, 2007 Joiner, 20040,
2006h: Lediju, 2006; Rizan et al,, J020),

Onganizahions need agile lenders w0 that company goals
can be achieved |Lediju, 2006). This condition is sequined
s that the organizntions con become compebitive and
have an above sverage competive advanizee comganesd
o dleir competiiees (Dedollenacre, 200 7). A leader means
somecns who isina position of awhoricy that is appointed
and smmeone wha 15 given responsbeliy for momaeing
the abffairs of the organzation as well as makmg decisions
within specificd Limits Bizan er al, 20200 Lediju, 20063
Wl Benzis & Auken (2012} scdded that aurile leaders will
have the skills w0 handle tensions caussd by seemingly
canblicting requirements. This can be done by reconciling
lseal meeds with eollective imerests; negediating differences
i inafividual nnd erganizaticeal perfonmance prietities, and
evalmting the sources of past sucoss, Conducive condilions
are mesded for knowledpe sharing. learning, engagensent.
aml eollabaration

Juiner (2019 emphosized that beadershup agility 15 able to
play s rale in crcating an agile organiration ond iz needed
2% o frumewaork W onderdand thot leaderslap ogility can
wirk within the crpumization. Yeh e al. (2016) examined the
rale of pereanality and lendesship in mAvencing efficioney
i the service organization: envirenmend, It ums ol ihat
heth loaderbip and persanality coninibule 4o the success
and faibure ol o mmit and mberact 1o molerste areameatonal
performancs.  Howeves, only  openpess  can  improve
leader efficiency under a igh imfztion strsciume and low
conaiderstion leadership sivle. The resubis of the ressanch
also recommended persomality a5 one of the foctors il
needs o be considered when choesing the leader of 2 work
amit. Therefiore, arganizations mesd to chocse thee right person
by makimg contormity between individuals s organiztions
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which im tirm can rmprase crganizational performance. Tleis
was alao strengihensd by Ximenes of ol (200%) who said
ihet entreprensurial leadership has a role of o moderator in
the relstionship between  high-performuance work systems
(HPWEY and emplovee creativity which mokes on imgact
o employee perionmance. HPWS 5 a comprehensive wark
sysiem that can verticatly link with the company™s husiness
gtratey, euliure, amd process of the company’s sosani zetiongl
strusture (Alibsail etal., 2013),
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3. Research Methods

The swrvey in this snwdy is carvied out with the pogulation
il mmamager s ol all=levels ol the Islamic bank m bao provinoes,
namely East lava and Yogyakora, The popalation s selecied
with the following criterin: Isbamic bank mannpers who work
m private and pubbic sector Iskamac banks with an imcomie
ol 13 million ro 23 miltion per momh; have worked for m
beast 5 years: amd have warked a4 Islamic bangs that have
asmcds of 150 billton oo more. The larget sample consisls of
250 respombents wha wark in the Islamic banks of thess twa
provinces, mamely East Tava and Yooyakara, and sclected
by using purposive sampling meithod, The questionnnires
mre distributed with the help of work parties s network who
wark in banking ndustry, bank manager sssoviations, ond
Ciaagle Farms, The response mbe ohiained rom flas process
i5 T3 peremt

Bipolor semandic differentinl scale spproach s wesd in
this study with the scale mierval of 7 { very slranm v suitnbls )
io | {very soongly unsaitable b B i becanse this study uses
twn cantingency variables, namely manager's personality
[ Persy{repetive ve proactive ) ond Organizationa| Stneciure
(5] {mechenical ve organicl. A contingency approach
15 used brcause 11 13 orocial when it s linked to business
strategy implemenation by the companics (Delery &
Dody, 1996: Selip & Renmer, 1995], This study mses twa
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conlingency  varnzbles with  different and  coddlicing
typologies, As for service inmayation siziegy variable is
comperned, it also has the aame type of typologies, tameby
inerementol (Incr) v meleal (Badp service mnowvation
strntegy. To messure the company service perfommance,
thiz shufy uses 5 mdicatars of service perfonmance or
SERYPERF, nomely: bme, pccesability. completencss,

inteey, umid responsiveness that is measared using T paind
1 eomngared 10 oaher

similar commpany inmovabion services that belongs o the
lelamic hank competitors.

Self-repon can be done by the leader or mansger { Miller
158 7; Govindanajan 198E; Munh & Euosumansat 2020: Misdi,
2061 Edetman g1 al. 2005, Amystrong, [9%2), This smdy
is complemented by imervieas with severnl Iskamic bonk
mnagers hodh in East Java und Youyakara Prowince. This =
dome o complemen the resulis of the sudy =0 that soiled the
awtcome is good and qualinbve. The cantingency approach
is gnolyzed with the Euclifience Distance (ED) statistical
regression techiigue, and will be tesied with Enclidience
Dhstamce { EE¥) moderation regression. Valudity and reliability
tes1 results concligld that all items ond warighles are wvalid
and reliable. The ar
BETVICE
iy il i {incremental ve. mdicall &5 obinmed by
exumining each costingency wariable, namefy personality
ani prgmzzaticnul strucieme.

4. Hesulis

4.1, Description of Respondenis

The majority of respandents of this stedy 15 mule (B5%G),
hinwe worked for ab least 3 — 10 vears {61%%) have bachelor
degree (52%), and tend o chease mdical service mnovalion
stradepy (62%a),

4.2, Hypoihesks Testing

The wesubis for the hypothesis westing for hypothesis
I 1 % uging ELDY repression con ke seen ann Table 1, There
are bwie groups of @mtegy, mmely; meremental (code 1
with =727 and radical {eode 2 with n=112). Furileermone,
the Enclidience Distance resah i@ exmmined wily service
innvarion perfoglaonee, The staisic st relis fonnd ths
hypathesis | 1o with
resiliz af the Ey
alse conclude - partially, leadenship agiliby
i5 able o srengihen the fit of the relationship between
incremental ond rndical siratepy between reactive manager
persomality and mechamczl ongamzational stouciume, and
viee versg, This means that it supporis by poibesis 5 io 8
See Table 1)
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4.3, Discusspem

The results of ths study support all hypodleses thad e
gapponied. Islimic banking managers in the provinces of
East Java and Yogyukario tend 1 chocse and implement
radical mther than  incremental Cservice  inpovations.
Monedlweless, 1he resenrch resulis proved thin there 5 o i
betwoeen he incremiendnl service mnovation - stmbegy with
reactive mangger s personalty snd mechanical prganizativngl
AT

Partinlly, when there i o it bedween incremenial service
mndvadean stmdegy with reactive persomibhty and mechanicil
orgnitizaticnsal etrecture, it will farther imgrove service
perlormonce. and vice versd. when there s @ fit between
radical service mnavatoon stratepy with proadctive persaomality
amd organic orpanizatioml stnectere, i will funler enhance
the performance of slzmce bankisg sfrvices. The resulis of
this study also supports the previous rescanch [Aslion, |99
Botemean & Craml, 199351 thai individunl personality will
et presneatian] performance when there is o b with the
chasen rpenizstional srmicgy, Proactive persomality is ahle
b improve company perfomance when the momagers can
seize basiness opporminity well. Manogers can make sirolegic
devigions relotsd o radical service mnovation  strabegy
crientation, When they make the decisions, managers shawld
consider the lme and costs tlad will be ken o well 0x
the risks thot is likely 1o emerge, Kickul & Gundry (20032;
Ahodint 20003 ) sugrested thar the pressure from volarile and
umcerizin extermnal envirommenl Dees mansgerss o think
nnsd et proactively w capure the opporiumities by creating
prgame orenmieabvanl stoctures. I 1 because maneners
mezee] fin v higlldy Hexible mules althonzgh thiey are expiosid
b high nsks’ Covid-1% panbemde hor forced managers
1 make spoctocular brsakihroughs and Hexible policies.
Muoseover, based on the resenrch resilts, it is umclnlw
leadership agility b5 pantially able o moderate the fil

incremeninl with
reaciive persosality mechamical AT

urtiolly able tis moderate the fit
radical with
prisctive persoaality UTRHITIE stricine. [
terms o thad zeile and smurt beaders have the conbidence 1o
capiure busmess appoemnities which should be mken for the
impravemend m the service performance af the compomes:
Curremly, Islamic honking companicz are faced with
ddficult stmtons: Covid-19 pondemee has foeced] the
companies o hove the ability o seise opporinitics. by
mumimi g thair wenkneses s well as the hreats thoy face.
Some of the strutegy of Islamic banking companies ot can
be opplied to cument sitution s Fiess, gan 10 evise the
growth targel doe o the mmpact of the Cevnid- 19 paslemic,
T wdfer miven o the customers as the bes solution includes
restruciuring, mersising the inoncing peniod and  giving o
groce penod of ¥ i 6 months in the credil epayment. 11 s
cupected 1o help comomens who ane affected by the vine a5
a solution o tlse ecenomme crisis. Secood, [slamic hankong
managers st also g the theeate and the problems b
came alimg with this pandemic ns an appontunity i anprove
their systems; especially from the pont of vew of the
diginl services, Socinbization and sducation mus contime
te e provided b customers, especially. thase related 10
dligital payments, so that customers- do sal feel inferior and
abrmid when makmy trunssctions, erther paymeent ar other
trnnsactions, Misd, these are mony opporiiities for pew
fimmmcing s myvesimeenits m Gelds nelated e the heatils sectar
sich s masks, hospiinl vestilolors, vimes test kits, voceines,
and wiher healih sector epportunities. Feoarth, maiman the
Fanction ol Islamvic banks s that it = sall camed out m
aweordance with the applicoble miles, nomely maintaining
the intermediary fumction betwee the parties thal hold funds
with those wha have the principle of prafit shanng The
conformity of lslamde principles in bank operntions mas sl
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bz contmued. 1 s doe o maatain the st and repotation
as nn slkamic hank, Managers shoald ned les I=lnmic banks be
considered bad because of poor mamagenen, and they alsowld
alse nad let it be cansiedered Fike the comventional banks.

Romdani et ol (20177 found hat monagers who hove
vpenness o expernence and evalunle personobities fend to
fuce the dynamic civcumstances with moovabive strategic
elsaices inatead of sirategics thal emphosize oo e aspect
of efficieneycost Ieadership, Madkomi & Hermmmn (20100
sugpested that Aexibility sirslegy is more recommended
when mamperrs ar leaders bave prosctive oneniatoon with
laternt and tlexible communication direction, Leaders shosli
bez mire open and should be able o cocournge, as well s
have new and creative idens which ore nesded 10 corry ean
rmdical inmosation {Arenzon et al. 2008), The ressanch resilts
fromm Aromson, et al (20608; Waheed & Dasges 2019) alza
cencluded thot manogers with proactive persanalities will
have radical creativity. When chomsing and mmplemensting
v tion sricgics, manogers most adjust o the singed of
the compairy’s business cycbe (Hisl & Qing-xi J00a), It is
vy impariand so that managers dio mot make mistakes when
moking strategic decisions in improving company  service
perfarmance. Mansgers abo noed o corefully consider the
costs g bienefits that will be penerated, and therefore they
wwill miod ex peerienace filure. 1 is added by Sen & Ghandforowsh
(20008 Abivedu J0ET; Hui & Cimjz-x0 00860 thal munsagers who
mmplement rodical mmvations are able o improve company
periormance and competibve advantage. Radical innosvadion
com e carried out with product, process. and adninistraion
mmavation. Service perfunmunce con be emphasiod oo the
fime shimension, accessihility, completencss, vooresy, and
[EERONEVEEES,

Mevertheless, there are obie o number of Islammc banking
munagers wha sl choose und  implement incremental
mnavabive simiegies. Some of the considerstons  tumed
cail o b that they prelerred oo continae making changes
in imovation by simply adding o few msipnificant fenmures
in the prochucts andd serdees, and did ne make significan
chanpes b the organizational smockire, In generml, they face
relatively Hhter and very lmsibed hodget and tinee conditions:
These conditions usually cocurs with mahagers wlo work in
priblic -owmed Islamie banking, They tend tobe coreful and
ot careless while they still prioritiee to provide satisfaction
by dleit cushamers in Enproving service perhanmance. They
often disouss an zoree o choose an mnevation strabery thid
will e eorried out before it is being inirosducesd 1o cusiomess,

It is in accosdance wilh tlee theary and nesearch conducted
by L et nl (20160 Dhe Simome 201 Th, that when comguanies
nre: facsd with the pressure of hestile and volstile external
enviranment, ey sgree b carry cul the business nsadcl with
the same palicy und stratepy. It is done with il view (s
the customers can choose the products amd services affered,
beecanse sametimes the customers get canfused and insecure
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ahout he sysem chanmges offensd if they are racdically
changed, Therefore, when n conspony cheesss incremental
imovation stmiegy, the company shoold wse o mechanical
argantrational structere whild remadming . reactive o the
sisations, g0 that the compony 15 ghle o improve serviee
performance satistactorily. On the contriry, when a oomguny
choosess rudical immevation srtegies, the compy shealad
have drpanic organizsional areciune by pronetvely seiring
existing einess oppontuities & well 25 paying sliention 19
the costs amd tomee that have been allocated.

When leaders hove kealersbap spilay, they shouold Be bl g
gt their siall aml merese the ol ol U masipers so the
they conitevar bo reman smzn and ogie @ molkes deceons iailored
i Shy wwoviion sirakigy hal will be chorsen, Thes cm Fappen
Broiraso ol B dilfimml et of cepanizvhons amd polivies adoplid
by each Klemic banks helongizg io boilk the private snd poblic
setors, Lindership apiley wrns ool 5 kv the abil®y o strespthen
the seraiegy agreement thst = corried st becassce it has the siliy
0 dhrivg Ahe commpamy senvioe performmce: budh in Eerimiomial mmd
radical mmovetion sy, The elfors o mprove employees’
muhiliziom can be dine by mcrmsog theircompeence, especully
those mlstid o Sew nespective work units by sk expodise m
temmns of micemaios technelogy and digimlizmion 1t seeds 1o be
dane hecause by having knowledpge sd slalls of pood prodecs
and services, emploves will b sble e mnsler Geeir koowded e
and shills 1o the cusmomen: well Socaleaion and edusation so
castomers mus be carried oul contmsously by emiliing social
media Swoagh Whssapp, Facehonk, Twisics, Instogram. e-mail, smd
oher fvpris of wieial medi,
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