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Abstract

Objective: The aim of analyze and improve the service innovation at 
Hasanuddin University Dental and Oral Hospital through the use of the 
knowledge management system.
Material and Methods: The instrument used in data collection was 
a questionnaire. There are two variables in this study, namely the 
independent variable is knowledge generation, knowledge storage, 
knowledge diffusion, knowledge application and the dependent 
variable is service innovation.
Results: An effect knowledge generation on increasing service 
innovation (p = 0.000) with an R coefficient value square of 0.392, there 
was an effect of knowledge storage on increasing service innovation. 

(p = 0.000) with an R coefficient value square of 0.285 there is an effect 
of knowledge diffusion on increasing service innovation (p = 0.000) 
with an R coefficient value of 0.374, and there is an effect of knowledge 
application on increasing service innovation (p=0.000) with an R 
coefficient value. amounting to 0.176. It is recommended that the 
hospital management pay attention to and optimize the knowledge 
application at the Hasanuddin University Dental and Oral Hospital.
Conclusion: This study is that there is an effect of knowledge 
generation, knowledge storage, knowledge diffusion, and knowledge 
application on improving service innovation at Dental Hospital 
Hasanuddin University.
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Introduction

The development of the health service business 
world is growing so rapidly causing competition 
between hospitals is getting tighter, so that the 
hospital is required to increase innovation in order 
to compete. In the era of globalization of the busi-
ness market, it requires every hospital to always 
try to improve the quality of its services, this also 
applies to service companies though and both in 
terms of improving the quality of their services. 
Innovation is very important for hospital manage-
ment to do. Innovation is a term that has been used 
widely in various fields.

Innovation is usually closely related to an envi-
ronment that is characterized by dynamic and 
developing. Innovation is an idea, practice, or object 
that is considered new by individuals from one 
adoption unit to another. Therefore, it is important 
for health service providers, namely hospitals, in 
creating new ideas in every health service activity.1

The health service process is a core service or 
primary service in hospital services which is deter-
mined by the human resources in it.1 A hospital that 
has a human resource- intensive character because 
it uses many types and various qualifications of 
human resources. Therefore, the hospital must 
optimize the knowledge of each human resource in 

order to provide the best service to patients so that 
a system is needed to manage all knowledge / infor-
mation of every employee in the hospital which is 
called knowledge management.

Knowledge management is a systematic process 
used by organizations and individuals to seek, 
store, retrieve, share, adapt and use knowledge to 
promote organizational goals.2 show thatactivities 
knowledge management have a direct impact on 
innovation and organizational performance, and 
indirectly can increase the ability to innovate.

Previous research has also argued that managing 
knowledge effectively increases a firm’s innovation 
capacity.3,4 This is consistent with the findings that 
practices knowledge management have an influence 
on innovation performance.5 Practices Knowledge 
management are a series of strategies, initiatives, 
and activities that companies use to generate, trans-
fer, apply and store knowledge.4

Justifies the influence ofpractices knowledge 
management (generation, diffusion and storage) 
on hospital innovation,6 but also explores how the 
application of knowledge helpspractices knowledge 
management otherto increase innovation in hospi-
tal services. In addition to the direct relationship 
betweenpractices knowledge management and 
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innovation,practices knowledge management also 
mediate the relationship between many other vari-
ables and innovation.7

The development of the Dental Hospital 
Hasanuddin University into a professional and 
growing hospital must be in line with the ability 
to adapt to environmental demands. As a Dental 
Hospital that has been fully accredited and has 
received status as a Main Teaching Hospital, the 
hospital must actively develop new knowledge to 
solve existing problems.

The main problem at the Dental Hospital 
Hasanuddin University is the medical service prod-
ucts at the Dental Hospital Hasanuddin University 
due to the lack of new service products issued by 
the Dental Hospital Hasanuddin University, from 
the data for 2017- 2019 only private care services 
have become new services at Dental Hospital 
Hasanuddin University since November 2019 apart 
from the product services that are a prerequisite 
for accreditation of Dental Hospital Hasanuddin 
University.

Dental Hospital Hasanuddin University which 
has been fully accredited since 2019 should 
develop and innovate to improve service products 
to improve service quality. BPJS Kesehatan has 
also worked together from 2019, thus increasing 
the total number of patients significantly from the 
previous year at the Dental Hospital Hasanuddin 
University, but this is not offset by new service 
products that can more broadly reach the interests 
of the people of South Sulawesi.

Even though the patient visit data for the last 
3 years is very dynamic, where in 2018 there were 
9093 visits on outpatient care to 32,936 visits in 
2019. This was also greatly influenced after the 
entry of BPJS Health at the Dental Hospital, after 
that until June 2020 it decreased significantly 
by only 7655 which was greatly affected by the 
Covid Pandemic - 19, Dental Hospital Hasanuddin 
University must quickly respond to this pandemic 
condition by innovating the latest breakthroughs so 
that the number of visits can increase so that it can 
increase the amount of revenue of Dental Hospital 
Hasanuddin University where the revenue data for 
2018 is 2.6 billion to 4.7 billion in 2019.

Pandemic effect in the year 2020 is almost over 
However, hospital income will decrease signifi-
cantly due to the significantly reduced number of 
patient visits. Therefore, Service Innovation must 
be given more attention so that hospital problems 
can be resolved.

Based on this phenomenon, it can be seen that 
the fundamental problem of the importance of 
service innovation must be the focus of attention 
of the hospital and the lack of service innova-
tion carried out by Dental Hospital Hasanuddin 

University in the form of the latest service products 
must be considered to improve the quality of health 
services to patients. The purpose of this study was 
to analyze the effect of knowledge management on 
improving service innovation at Dental Hospital 
Hasanuddin University.

Material and Methods
Location and research design
This research was conducted at Hasanuddin 
University Dental Hospital. This type of research 
is a quantitative study using an observational study 
with aapproach Cross Sectional Study.
Population and sample
The population in this study were all employees 
who worked at the Dental Hospital Hasanuddin 
University. The sample of this research is 51 
employees who work in Haji General Hospital. The 
sampling technique in this study is the stratified 
random sampling.

Data collection methods
The instrument used in data collection was a 
questionnaire. There are two variables in this 
study, namely the independent variable 
is knowledge generation, knowledge storage, 
knowledge diffusion, knowledge application and 
the dependent variable is service innovation. 
The measurement used in the data processing is 
to use thescale Likert.

Data analysis
The data obtained will be analyzed using the SPSS 
program in a computer device, then processed by 
distribution through univariate analysis, bivariate 
analysis, and multivariate analysis. Univariate 
analysis was conducted to obtain an overview of 
the research problem by describing each variable 
used in the study and the characteristics of the 
respondent. Univariate analysis consisted of 
descriptive characteristics of respondents and 
descriptive analysis of variables. Bivariate analysis 
was conducted to see the relationship between the 
independent variable and the dependent variable. 
The statistical test used was thetest chi square. 
Multivariate analysis was conducted to determine 
the influence of the independent variable on the 
dependent variable with the statistical test used, 
namely the linear regression test.

Results

Table 1 shows the frequency distribution based on 
the characteristics of the sample at the study loca-
tion. Most of the respondents at the Hasanuddin 
University Dental and Oral Hospital are at the age 
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level of 20- 35 years as many as 28 respondents 
(54.9%) Judging from their gender, most of the 
respondents were female, namely 34 respondents 
(66.7%). Based on the length of work, namely 
> 6 years as many as 21 respondents (41.2%) 
with the highest level of education are others in 
this case dentists and doctoral specialists, namely 

19 respondents (37.2%) and for employment status, 
namely non civil servants as many as 30 respon-
dents (58.8%).

Table 2 explains the percentage of respondents’ 
assessment of the research variables. The results 
of research at the Hasanuddin University Dental 
and Oral Hospital showed that for the variable 
knowledge generation that stated good was 84.3% 
of employees and those who said it was bad were 
15.7% of employees, the variable knowledge stor-
age which said it was good was 82.4% of employ-
ees and those who said it was good. 17.6% of 
employees stated that they were bad, the variable 
knowledge diffusion which stated that was good 
was 82.4% of the employees and those who said it 
was bad were 17.6% of the employees, the variable 
knowledge application which said it was good 
was 86.3% of the employees and those who said 
it were bad were, 7% of employees and service 
innovation variables that stated good were 78.4% 
of employees and 21.6% of employees said they 
were bad.

Table 3 shows the relationship between the 
independent and dependent variables. The results 
of the bivariate analysis showed that there was 
an influence ofvariables knowledge generation 
on the innovation of services Dental Hospital 
Hasanuddin University with a value of p = 0.000, 
variables knowledge storage on service innovations 
at Dental Hospital Hasanuddin University with a 
value of p=0.000, variable knowledge diffusion on 
innovation. Services Dental Hospital Hasanuddin 
University with a value of p=0.000, variable 
knowledge application of service innovations at 
Hasanuddin University Dental and Oral Hospital 
with a value of p = 0.000 <0.05.

According to the results of this study, it explains 
that knowledge management consists of variable 
knowledge. generation, knowledge storage, knowl-
edge diffusion, and knowledge applications have 
an effect on the innovation of the services Dental 
Hospital Hasanuddin University.

The variable knowledge generation has a deter-
mination coefficient of R square of 0.392 which 
means 39.2% variation in the innovation variable 
The service can be influenced by the knowledge 
generation variable, the variable knowledge storage 
has an coefficient of determination square of 0.285 
which means that 28.5% of the variation in the 
service innovation variable can be influenced by the 
knowledge storage variable, the variable knowledge 
diffusion has an coefficient of determination square 
of 0.374 which means 37, 4% of the variation in the 
variable service innovation the variable knowledge 
diffusion and variable application of knowledge has 
a coefficient of determination R square of 0.176 
which means that 17.6% of the variation in the 

Table 1  Frequency Distribution of general characteristics of 
respondents at Dental Hospital Hasanuddin University

Characteristics of Respondents Number (n) Percentage (%) Total

Age
20- 35 years 28 54.9

5136-   45 years 16 31.4
> 45 years 7 13.7

Gender
Male 17 33.3

51
Female 34 66.7

Working 
period

1- 2 years 9 17.6

51
3- 4 years 13 25.5
5- 6 years 8 15.7
> 6 years 21 41.2

Last 
education

High school / Equivalent 3 5.9

51
Diploma 12 23.5
S1 / S2 17 33.4
Others 19 37.2

Civilstatus
servant 21 41.2

51Non PNS 30 58.8
Others 0 1.7

Table 2  Distribution of knowledge generation, knowledge storage, 
knowledge diffusion, knowledge application and service 
innovation

Research Variables

Percentage

N %

Knowledge Generation
Good 43 83.2 
Bad 8 15.7

Knowledge Storage
Good 42 82.4
 Bad 9 17.6

Knowledge Diffusion
Good 42 82.4 
Bad 9 17.6

Knowledge Application
Good 44 86.3
Bad 7 13.7

Service Innovation
Good 40 78.4
Bad 11 21.6

http://jdmfs.org
https://dx.doi.org/10.15562/jdmfs.v6i1.1175


48 Journal of Dentomaxillofacial Science (J Dentomaxillofac Sci ) April 2021; 6(1): 45-50 | doi: 10.15562/jdmfs.v6i1.1175

ORIGINAL RESEARCH

variable service innovations can be affected by 
variables knowledge application.

According to the results of this study indicate 
that the variable knowledge generation that has the 
greatest influence on improving service innovation 
at Hasanuddin University Dental and Oral Hospital 
in 2020 and the variable knowledge application 
which has the least effect on improving service 
innovation at the Dental Hospital Hasanuddin 
University in 2020.

Discussion

Based on the results of statistical analysis, it is 
known that knowledge management which consists 
of variable knowledge generation, knowledge 
storage, knowledge diffusion and knowledge 
applications has an influence on service innovation 
at the Dental Hospital Hasanuddin University.

Previous research has argued that managing 
knowledge effectively increases a firm’s innovation 
capacity Donate et al.4 This is consistent with the 
findings of Darroch et al.5 thatpractices knowledge 
management have an influence on innovation 
performance. Donate et al.4 also show thatpractices 
knowledge management (exploration and exploita-
tion) have the capacity to improve performance in 
the form of innovative products.

Knowledge generation is an organizational 
process for creating knowledge Wang et al.8 The 
creation process is the process of identifying existing 
knowledge in the company, as well as efforts to 
generate new knowledge from the learning 
process. The results of research at Dental Hospital 
Hasanuddin University obtained that most employees 
who have good Knowledge Generation will 
have good service innovation. Variable Knowledge 
generation which has the greatest influence 
compared to other variables.

The questions with the highest positive responses 
(answers strongly agree and agree) were questions 

about the process of obtaining information about 
the latest services in the hospital at 94.2%, while 
the lowest positive response was 62.7% were ques-
tions about the process for comparing performance 
with other employees. This is related to the value of 
competitive advantage of each employee to improve 
performance in health services by continuing to 
develop knowledge and skills possessed.

Knowledge generation or knowledge creation 
can be defined as a process by which compa-
nies acquire knowledge, either from outside the 
company or internally McCann et al.9 The aim is to 
acquire new and better knowledge that helps orga-
nizations improve competitiveness Williams et al.10

In line with previous research knowledge gener-
ation has an important role in supporting company 
performance Donate et al.5 this article provides 
empirical evidence of the mediating effect of prac-
tices knowledge generation in the relationship 
between knowledge- oriented leadership and inno-
vation performance. Xie et al.11 found that knowl-
edge acquisition has a significant positive impact 
on the radical innovation of a company.

Knowledge storage as a class of procedures 
and systems for storing and managing knowledge. 
These are often IT- based systems that support and 
enhance the storage and retrieval of operational 
knowledge Alegre et al.12 The results of the research 
at Dental Hospital Hasanuddin University showed 
that most employees who have good knowledge 
storage will have good service innovation.

The question with the highest positive response 
(answers strongly agree and agree) is the question 
about the process to protect information from 
theft by parties outside the hospital by 96%, while 
the lowest positive response of 52.9% is a question 
about whether or not there are incentives that 
encourage protect information. This shows the high 
commitment of employees to be able to safeguard 
protected information in the hospital, including 
patient information.

A good distribution of innovation shows that 
at other educational levels, namely Masters and 
Specialist Doctors, the distribution is greater for 
good service innovation, this shows that with a 
high level of education employees can run good 
knowledge storage and they have a good view of 
service innovation.

This is in accordance with previous research 
Alegre et al.12 described knowledge storage as a 
class of procedures and systems for storing and 
managing knowledge. These are often IT- based 
systems that support and enhance the storage and 
retrieval of operational knowledge.

This knowledge takes many forms, including 
codified human knowledge, expert systems, written 

Table 3  Comparison of Sig. to test the relationship between 
knowledge generation, knowledge storage, knowledge 
diffusion, and knowledge applications to improve service 
innovation

Dimensions / Variables

Value Sig.
Dental Hospital

Hasanuddin University

Knowledge Generation for service 
innovation

0.000

Knowledge Storage for service innovation 0.000
Knowledge Diffusion for service innovation 0.000
Knowledge Generation for service 
innovation

0.000
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documentation, documented procedures, and tacit 
knowledge processes acquired by individuals and 
individual networks Donate et al.5 Yung et al.13 in 
their research found that knowledge storage affects 
innovation performance.

In addition to the high commitment of employ-
ees to protect information, the incentive to protect 
information is one of the things that causes good 
knowledge storage at Dental Hospital Hasanuddin 
University. Incentives have a positive and signif-
icant effect on employee performance, here it can 
be seen that by giving more appropriate incentives, 
employees will be more professional by working 
seriously and making various efforts to achieve 
better work results so that their performance can be 
further increased.

To improve the protection of information from 
the hospital by health workers, it is necessary to get 
special attention from the leadership of the Dental 
Hospital Hasanuddin University through the provi-
sion of appropriate incentives to health workers, 
including non- PNS employees, which are quite 
large in number.

Knowledge diffusion describes a process that 
facilitates the distribution of knowledge from one 
place, person or possession to another Hamdoun 
et al.14 The results of the research at Dental Hospital 
Hasanuddin University showed that most employ-
ees who have good Knowledge Diffusion will have 
good service innovation.

The statement for the variable knowledge diffu-
sion at Dental Hospital Hasanuddin University, 
based on the research results, the question with 
the highest positive response (answers strongly 
agree and agree) is a question about whether or 
not there is a mechanism to encourage employ-
ees to share information with 96.1%, while the 
lowest 78.4% positive response is a question about 
whether or not there is a codification system of 
information.

The information codification system is needed 
for the protection of personal data and hospital 
agencies, so the above needs special attention from 
the leadership of Dental Hospital Hasanuddin 
University through the procurement of an informa-
tion codification system and the socialization of the 
system to employees.

This is consistent with previous research which 
says that knowledge diffusion is one of the funda-
mental aspects of knowledge management because 
the main purpose of this knowledge diffusion 
is to ensure that the available knowledge can be 
channeled and applied to the benefit of the orga-
nization. The process consists of gathering, orga-
nizing and conversing from one person to another 
about knowledge Cheng et al.15 The fundamental 

objective is to use available knowledge to improve 
group performance Abou.16

The health sector is highly dependent on knowl-
edge in daily activities, and especially, the delivery 
of health services depends on the collaboration of 
various partners who have to share knowledge. For 
this purpose, medical knowledge must be available 
and easily accessible to all who need it, therefore 
it is important for staff in the hospital to 
collaborate and share knowledge so as to achieve 
optimal health services.

Boateng et al.17 describe the application of 
knowledge as a process in an organization that 
enables an organization to use and enhance knowl-
edge in ways that improve its operations, develop 
new products and generate new knowledge assets.

The results of the research at Dental Hospital 
Hasanuddin University showed that most employees 
who have good Knowledge Application will 
have good service innovation. The question with the 
highest positive response (answers strongly agree 
and agree) is the question about the process for 
applying information learned from experience of 
94.2%, while the lowest positive response of 80.4% is 
questions about the process for using information 
in development. new products / services.

This variable knowledge application has the 
lowest influence compared to other variables; 
therefore, the hospital must pay attention to the 
implementation of knowledge management at 
Dental Hospital Hasanuddin University because by 
implementing knowledge management it can solve 
problems that are owned by the hospital.

Previous research said Knowledge Application 
has a mediating role between knowledge manage-
ment practices and innovation Egena et al.6

Through the application of knowledge, organiza-
tions can find sources of competitive advantage by 
offering knowledge integration methods to solve 
organizational problems Shin et al.18

Knowledge management is important to be 
implemented, if knowledge management in health 
services is not implemented properly it can cause 
the development of innovation to not run prop-
erly, and impacts such as reduced income flow, 
no increase in quality and staff satisfaction, which 
has an impact on decreasing customer satisfaction. 
healthcare patients can occur.

Conclusion

This study is that there is an effect of knowledge 
generation, knowledge storage, knowledge 
diffusion, and knowledge application on 
improving service innovation at Dental Hospital 
Hasanuddin University. Knowledge generation has 
the greatest 
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influence and knowledge application has the lowest 
effect. Based on the research results and 
conclusions that have been formulated, it is 
suggested that hospital management pay more 
attention to knowledge applications at the 
Dental Hospital Hasanuddin University, because 
knowledge applications hospital can solve problems 
faced in service innovation.
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