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a
Employee Satisfaction and Service Quality: Is There Relations?

Absiract

énhlﬂ! an the relatonship bebween ompiovee job salsfachon and pedormance have
controversy. The Howithome Studes conducted In 183@)was conducted to test the effect of job
afibeies on pedormance, In the sludy il was found thal a hapey employes 5 a produclive
amployee (Saarl & Juage, 2004). Althofgh many previous sludies and support from@e Social
Exchangs Theory siates that employves job salisfaction aflects tha senice guasty, b the impac
of employes job aatisfacton on service qualty can nat be detected. This reaearch was conducted
in e private hospitals o Central Java with a sei-assasemend by 134 amployess who assaes
employee job satistaction and customer-assesamsant by 134 customers who assess the sevice
guality it recesves &5 a measure ol the pedormance of a sendce company. The ralationship
between two vanrabies = discussed.

Keywords: Employes Job Safisfaction, Service Clualily, Prvabe Hospstal,

1. INTREDUCTION
A stromg redationship between amployee satisfaction and cusiomers salisfacton with 1he senacn
guality & considersd very Enportant lor managerial drabegy thal locuses on a cempr ive

approach bo manags service gquality,. The Berabee on sarvice guality suggests a Bk
employes salisiaction and customer salisiaction (Schneider & Bowen, 93, Harline, Maxham, &
Mckes, 20000 Loveman, 1998, Schlosnger & Zemilsky, 1597). The relalisnship betwesn
employee satisfacton and sendce quality wil be stonger in business acthvities Dapd on the
aclivity of Fxlvidus! amployess who serve customars direcily. In other words, the relalionshp
between employes satsfaction end sendce quality will be stronger B service fems than
manaactering fems.

In & sarvice company, ?mplnfn safislaclion, cusbomer satislaction and service quality are e
three §iJos that are veey important (Lam, Zhang, & Bauvm, 2001), The previous reseanchens
found & poaitive relationship between employes satiefaction and customer sstisfaction (Koys,
2003; Wagenhaim, Evanchitzky, & Wondarlich, 2007). Ona of the anlecedents of cusiomss
salistachon B employves sabkslacti agenhaEm, @ al, 2007 Yed, Young, & Cheng, 2008]),
Implic asswemplion underying ha alonship betwoen customer satsfaction and amployes
eatisfaction (e an increasa in employee satafacton will lead o increasediistomer satisfacton
due 1o bether service qually, Most of the providus reseanch suppods a posive mlalionship
babssen employes sabefaction and eustemar saBsfaclion (Sehlasmger & Fernitsky, 1001:
Schlesingss & Heskell, 1331, Schneider & Bowen, 1985, at al, 208} Theralone, posstive
changes in employes attitudes will drive poative change on omer astisfaction.

The relafionship between empioyves satisfaction and work behawvior are dischosed in Howthoms
Shekes, Neveriheless, with the passags of Bne, the findings in the shedy ane deSned and SEfhcull
to ba verified. Many studies @nducied In the operational management found or examined the
ralabcnshae batwsan sarvice qualily, cusbemer eafisiehion, and businass pedormance (Heim &
Sinha, 200M; Balasubramanian, Konana, & Menon, 2003 Nagar & Ralan, 305}, However,
research on the impact of employes satisfaction on the operational pedongfice is rarely dong.,
Only & few sludies examine the raiatonship betwesn employes satistacton and sandce qualty of
seqvice (Hartine et al., 2000 Sin@l) & Sirdeshmukh, 2000]. Although Voas, Talknitals, Funk,
Yarrow, and Owen (2005) have ceveloped an empéical moded of the Impact of employes
safistachion on sanace qually and customer salsfachion, ol amipirical reseanch an it & 56l ranaly
dang,

a
Slncles conducted by Loveman (T9598) on fhe banking sector do nod provide empisical sepport for
the pasities impact of employes satistaction on cuwstomes satstaction, Homiaerg and Shock (2004}




foasnd that thare are ne studies that axamena tha gcwm that affect the strangth of the relationshg
betdeen employee sfistacton and cestomer Satisfachon, Empirical avidence on fha matier is
glex kess consistent. Employes aabsfacton can influence customer satislacton derectly o
maciated by varables relaiod fo employes befawvior (Homburg & Stock, 2004),

1
Previous reseaschers fownd an assoclaton betwesen employes satisfaction and customss
gatisfaction. Howewer, Schmdt and Allscheid {1935} faund that the relationship bebween ampl
salisfaction and customer salsladion are slill =B need of corcepbeal and empincal evdances. A
posilive refafionshep betwesn employes sassfaction and cusiormes salisfacton has bassn widely
demonsirated. However, atedes that are based on theory and empirical analyals of the
relatonshen are sl rarely done (Homiburg & Stock, &004). Based on a variety of Exmsmeq
preveoas shiedkes, this study will review the elevant [leraters and develop a concegdual model o
the relatonship betwesn amplioyes sabsfaction and senice gualty, and o develop refevant
hypotheses. Than, this stedy also describes the methodeolbogy foflowed by the findings from
ampecal shulies are used o lest the research hypotheses, Inthe end, this aricks wil discuss the
resufls of research both theoretically amd empincally, the Emitations of the study, and practical
impicalions for researchars and managers,

2. LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT

2.1. Employes Satisfaction

Specior stated thalt empioyes salistaction s amployes satistelion on the job o the ecaent to
wihich slale employees like Ris job (Sharma & Mand, 2013} Emgloyes salislaction mdicates
feplings of employess towards the work. Employee satisfackon s also defined Bs an owerall
evalisnion of tha wook Tor the commpany, Erpdoyes satisfaction can be vipwed as a machne that
bringe & chamgs in the @bemnsd ervironment @0 te employees perfoermance and service guality
raquired @ the repas and improvemen] servicas o cuslomars. Emploves sabsfachion is an
imgoatant thing but never fulilled at any $me and = very difficedt fo cakcwlae the amployes
salistfachon. Organizations prefer b measure something thal is easily measeed because B is
quantitative, auch as financial performance and productivity.

Employee satsfaction i senice crganzations achisved in the mternal satlsfaction. Bukgarsia
states hat emplayees who are satiafied are employess who are motivaied 1o comeey his concem
for abhesrs (Paul, 2013), Salshed amployees arg amployess who can be amgowaerad. In othar
words, emplovecs who arg satssfad will have the resources and the responsibility 10 understand
and meat the gustomars demands and neads, Employess who are satisfod aaseseed as having
emationa! resources auffcient to show ampathy, undesstanding, respect, and attenton 1o the
caestomes,

Emgloyes job salisfaction is an mmpodant and an aliractive facidfin the research, paricularly
related to resowrce management human, Kuesko {2003) sfeted that emgloyes sabtisfaction s
impodant o achisving quaSly and accowiability of the organization. Emgdoyees will be more
productive il they are satisfed with the work and the anvironment i which employess work and
can irmprove the quality of the amganization, Triveflas and Darganidou’s (2008) reseanch rosets
showed that employes job satafaction caused by haman refations and job enrichment, as well as
thg work environment thal & posftively relaled 1@ the quality of administration. These empiovess
not cnly delver and crestdBensces, but afso become pant of the sanace, =0 that employes
salistactcn wil improve the sanvice qualty,

2.2 Service uality and Cusiomer Satisiaction

Senices quality covers quality processes and quakly outpart. Secvice quality &= guasty during the
process that & acceptable b conseners, The output quality & the quaSty perceived by the
customer after the sanvice @ received. If the customer esrvice recelved (s egual to the expecied,
thee serace qualty = quits good. On the athear hand, B the sendces recelved worss than expectad,
than b service dqually B also considered bad, In other words, if the service guality can be met,
i spnice &5 said 1o be salisfactory. Customers salished with $he serices received




Caueshomar safistacton is a funchon of the service qua®ly thal B perceived and valued by
cusstosmers. Customes satisfaction & the percaption or udgment made by customsars for senvices it
receives, The cusiomer safistaction definition is varous, There B a diverge defnilion bebween
one customer and other customaers. In ofer words, there is no one defindlion of the sama
regarding customer satstaction. Definiton of customss satisfacton & very compéex, therstora,
ressanch on custormes satafacton should e contineously camied oul. Definsson of customes
safisfaction & mosl oflen used by ressarchers &= e sweoess or failure of & usiness 1o mesq
CRpStomr B D b thones

Senace qualty |s a concept that drives intersat and debate in the research literature because It is
difficaft in the deinition and measurement with no consenaus. There are a nomiber of different
defrdtions of service quality, Fest, the sendce quality 8 a service thal can msat tha needs or

tations of the cusiomer (Dotchen & Oakdand, 1984 Lewls & Mitche®, 1%30). Secondly, the
sarvice qually can also be delined as the difference betwesn cusiomer expeciations of the
senvice and the semvice s percered or recelved by the customes (Parasuraman, Zedthaml, &
Berry, 1985),

Azsessment of servics quakly perfoermed during the sendace delivesy process which ussally
requires the presence of & relalionship between the custiomers and employees who provide
servicgs, Re readrch conduciad by Privathanalai and Moanjohn (2012) showed a pastive
and sigrdicant relabonship Detween Fnployesr satistcton and service quality. Schlessger and
Zorndisky {15931} also examine joo satisfaction and service quality emd found that employes
perceptons of |ob aatafaction and the abdty to sense has a poaitive relationsnin with pesceptions
af the service qualty. In Fes obsanations, Ei&l' (1880} found that kb job eatistaction can reduos
thr pimlormmancs of serdoes. Thes suggests a significed coamslation Bebwesn job salisfachon and

ermgaoyes perfomance.

2.3. Relationship Quality of Service and Employee Satisfact]on

CQuality Managemgnd menticned in the BMarature that cusiomar satisfaction &5 a key fo employes
eatistaction. Employess affaaid o be associated elgnificanty satisfied with the seevice guality
and cugtemear sateafaction, igfied employeas are more prodiuctve, innovatve, and kyval, B0 the
impact on customer satsfaction. Employees who are satisfied will be able 1o play@ipe role of a
slrong core i achieving excelence and organizabonal effectveness. Effect ol emploves
gatisfaction on service guallty and customes satisfaction has also been widely Sscusssd 0 the
litgrafurg and markeling practice lately (Speo & Weilz, 1980), Empioyaes who are dissadisfied or
unhappy wousd not be able bo provede excellent sendce 1o the customer {Sclesinger & Zornitakly,
1981; Beisd & Molowidlo, 1986, Baown & Lam, 2008} In the Dperabons Managermsst Blesature,
thy segnificanca of the alibede of the employess in the ongamzabon such as satstacton,
commadment, and boyalty, and how these attitudes affect the parfosmance of the organization are
rarely presentsd in depth {Bowdreau, 2004, Boudreau, Hepp, MoClain, & Thomas, 2003}, How
Fuman resources can aflect the operabions af the orgasizaton is a study thad & raraly done,

The Innuanu:aegcumum aatisfaction on employes satisfaction = supponed by Social Exchangs
Theony (Komoveky & Pugh, 1984} and the Paychologleal Confract Theary (Robdnson & Morison,
1885). The essance ol both thearies (s the norm of reciprocity. Saished cusiomens will leel
angage and cooerate with peopks who have salishing or benaficial for him [Bateman & Qrgan,
1883). Beaty and Lee {135%6) stated thal customsss who develop refations with employees will
allow the employes to give atenton 1o the customer. In other words, positive reinforcemeant of
caegtoemers will ncrease customer satafacton on the employees who have served,

The researchers angue that employes satistacton wil | & the senvices quality that are based
on similarity o justce o the Social Exchangs Theary, Although there are ddffesont views i tha
Social Exchangs Theory, experts agree that eocial exchangs involves a ssnies of interactions that
make up the responsibililies (@bpanzano & Mechell, 2005). In Socal Exchange Theory, il the
amgioyes offers  comfortable working conditiong that can make employess feed eatisfied, hara




will g @ teniancy 10 make the exdira effes for the organization as & way 1o repay the kndngas
thay have received (Wayne, Shome, & Linden, 1987, Fiynn 20058). Therefore, the resaarchers

ed that employees who ame aatsfed wll have & commitment o sarve customers betier
(Loveman, 1588 Silvestro and Cross, 2000; Yoon & Suh, 300d),

A lot of ressarnch ried for finding the relatonshin between human resources and seovice qualty.
The reseanch reswis of Malhotra and bMuknarjes (2004) stated that, research on the relationshap
bestwerens hurnan reso@as and service qualily remain 1o be done. o and Goedegebre {2011)
sugpsied o posdive relationship Btwesn employes satisiacion and custoamer satistaction, The
game thing has afso beean tested by Hart®ns and Ferrsd (1§88 and Schneider and Bowen | 1585).
Sewveral siudies have shown the charscter and strength of the relatonship bebween employes
ealisiaction and customer [§atisfaction {Schiesinger & Zortsky, 1081, Schiesinger & Heskedt,
1991). Heskett ouplamed that the redatiorship beitwean employes satsfachon and cusiomes
eatisfaction = an anakgous fo & maror satisfacton (Singh, 2000). Business success @ the ne sl
of employes satisfacton that will be redlected or followed by customer satsfacton,

Besdes positvely ralabed, employes satistaction will lead b customer satsfaciion, Employees
who are eatisfled will daliver & pood esrwice, Thersfore, the smployes wousd make satisfied
Custormiers akso leal salished (Schiasinger & Zomisky, 1997). Balten and Draw {1951) stated thal
job salsfacton can directly affect customens’ perception of service quality. In other words, job
safistacton has a pasive impac on the guality of sévice which will alfed! cestormas satesfacton,
Oh assd Yoon (2011} ase lowsd ) job satesfactsn of employess in the serioe secior has a
sagrificant Infleence on fe quality of serdce and concluded that job satisfaction ako affects
caegtomes eatlsfaction,

Besaies positvely ralated, employes satisfaction will laad to cestomer sabsfaction, Employveas
who are salisfled will daliver & pood service. Therefore, tha employes would make satisfied
custosmiers atso feel satished (Schlesingsr & Zommeisky, 1991). Boltean and Dresw {1991) stated 1P1
job satsfackon can dEecily affect customers' perception of service quality. In cther words, Job
safistacton has a posi mgact on the servics qualily which will affect cusbomer satista |
and Yoon (2011) abso found that job satisfaction of employess i e sandce secior &
ssgrificant InfRsence on thae senice gEalty and concheded thet pobr satisfaction abso aflects
customer eatisfacton.

hsamahds, Zedhaml and Biner found the existence mutual mbusnce (reciprocal Eﬁ&cﬂ]g:w&ﬂn
ampicyied salisfaclion and Gustomar satisfaction (Pad, 2013 Employees who ane salished will
try 1o ealisty the custom@@ Furthermora, customer satsfaction will strengthen employee
satistacton an the job. The relatonship between employes satisfaction and cestamsas satisfaction
shows that amployes satsfaction will mcrease whan cestormars appreciote her efforts and
empdoyes’s aenice. Thkuggesis the need for feedback from cestomers for the services s
recatved, The lesdback be siliffpositive (aporeciation) or negativa (complants) aganst the
amgioved, In other woeds, the relabicnshis babesen ceslomss salesfachion and employves
safistaction are complex

Customer management &5 & veny Important mswe {or the organization. Thes B due 1o the magonty
of companies irying o achéeve marked dominance o win the comgeditien In fact many
companiss strangihan ther compatitive abdly with cuestomar-cientod strabegy and pedamancs -
based management. Effiorts for improving customes satisfaction |gf§nportant for organizationa,
especialy sarvice organizations. Muach research hes been done on the relationship bebween
amgdoyes satafacton and customer satisfaction. However, the researchers still feel a lack of
condiual and empeical support reganding thesr refalionship, Several other researchers stated
at employes job satisfaction is infieenced by the work climate caused by the customar. In a
rmata-anafyses, Mathleu and Zajac (1990) concleged that amployes salisfaction has Etie direc
imgact on business performance. Many researchers have tested the comsdation betwsen
emgioyes salishcton and work Behavios of EaSvidual b as labor hengwer, abserdesism,
delays, vae of llegal dugs, and sabotage Howewss, the ralationship betwean employea |ob




gafisfaction and oparailonal performance such ag service quelity &5 baas axplolty and accuraialy
sludied ampiri@ly. Based on a variety of such exposure, the Fypothesis of thés study & there &
an absence of & significant deect relationship between empdoyes aatisfaction and sendce quality.

2.4, Self-Assessment and Rating Cusiomer

Thés study has two objectives. First, this & replicates the results af research that has been
done before. | woudd Eee do confirm the relationship betweaen empioyee perceplions of job
salisfaction and praclce redaling 1o customer perceplion of the service gually thal & recaived.
This study did not test hypotheses abowt the relalffisha bebwesn employes perceptions of he
practicas of human rescerce management and cusiomer percepton of sendca quality. The
gacond paepose of the stwdy wes based on the belief that a posfive work experence for
employees will be reflected i a positave experience for the customer. Therefors, this study wes
emgploss survays and customer surveys. It B based on the consaderalioen hal the service
organization, especially hegh contact service, emgloyses are pecple who deal deectly with
customers. Empioyees arg the people who nesd o know of how they respond 1o the wants,
needs, and expectations, and they are very mportani people,

The usa of twa raters aima 1o ovarcomea the bias probéem that ocours when Lssng ondy ons SOLEee
of assessmenlt, the achsrssment of the percephon o fairness, and accepdance o fthe resells of
thee perdormance spprasmal. According o Harris and Schaubrosck (1888), the advantages of
malliple rabers ncheding ncreased abdly o obsene and measee a vanely of jobs, improva
reliability, fasmess, and acceptance of the assessad, and Frpeove delensesty of pedormance
asaesament. At first, the feedback aystem from & vanety of sources is wsed lor the pusposs of
denvedoarment (Landon & Srmathar, 1985) and ahifted for administrative purposes. The trend fowand
admansirative baged on the assumgpdion hat B sysiem can provide a bedber guality af
information amd peovide mose coemplets idormation than $al oblamed by a sogée source
(Greguras, Robie, Schleicher, & Goff [, 2003). Furthermone, thess (s a theory proposed by Tafl
on interpersonal judgment which atates that the accuracy of the assesamend by one person
agains! anoter person detesmined by the assessor motivabon o evaluate accurately, the
mostence o noms o slandards o evaluate precsaly, and the capability far evaluading an
assecameant (Decotils & Fett, 187E].

Apcording Schnake (1881}, there are differences bebween the apprasal due 1o diferences i the
inberaclion of personal, erganizational cullune, bevel of task dependency, managamant Siyle, job
characleristics, and warows obher contexhead faciors. Thes study examessd the relationshio
bebween ativbules of amployess (hat emplyee job satisfaction & assessed by the emplovees
with eslf-assesement and the pedeemance of the ceganization or comgany in tha form of esrios
quality that s assessed by the cusiomer {customer-assassment),

g. RESEARCH METHODS

3,1. Samples and Procedures

Thas stiedy was done using a queshonnaire dsbriated to coliact indi'.r'ldnl dain on resgendents.
Thae mingy of the surveys carried o arcund about Tour monthg, The sample consistad o 1234
custosmers (with & response rate of 67 of 200 cusfomens who are patents or families o
patieds and 134 empioyees (responge ra@itdel of 150 employees woeking in a privabe hospital
in ixcated in Central Java Prowince. The respondents received & sumvey using pen and papss,
Raspondents wens assured ancaymity of answass b e quesicnnains thal they have given and

reggondents completed the survey during warking houss,

% shudy also uses a seif-assesement and the assessment of others (others-assessment). Chear
sofl-assassmant 15 appropide b empdoyen job satistaction vamabies, The palient or the patient’s
family aasesses the senvice qualiy that i received. Employes indeed i 8 most apgropriate
respondent 1o salf-report ol satsfacton (Conway & Lance, 2010). Method variance &= usually
assumed 10 incease the comela®ion, but the geneal sibedon of considerabls research, the




repthod will actually waaken the comeiation varance comparsd to the sduation without metneg
VEENGE,

4.2, Measuremant

Ingbnemand ar maaswring instremen) is desonad (o shedy the ndvidual kel of analysis wnits,
Each raspomndent in fhe shedy were asked o complete & questionnake according o thes shares.
Pabents compéeted guestionnalres five types of sendce quality, which s an assessment of the
physical hospials lacllies, sarvice raliabdlily, fast response n dealing with palents, servics
assuranca, and hospital care lor patents, Questionnasas five dimensions of service quasty and
employee b setistaction guestonnaire taken from Beamount {(2012) were adapted to the nesds
of the hoapital,

Descriptive Statistics, Validity, Reliability and Inter Scale Correlation

slwdy used A queationnaire developed by previces researcher fransiated from Engish, then
ranslaled back o the original langa@fie. 11 ks intenced for ranstation conssiency. Gomecied
Bem-Total Corrstation was conducted 1o test the valdty of the measunng Instrumant. Based on
bestingg B validily of using e corgcted dem-bodal carmalation, then there ane 6 dems of physcal
hoemial'a facsties, 5 itema of service refiabdity, 3 itema of faat reaponas in providing the secvices,
G itemms of assurance sEhices, 4 Aams of altentsn on e patient, and 12 #ems of employee
safistackion are valid. To asesss the relsbiity of Rems measuring all warkables, intecnal
consislency checks wilh Tho Crenbach Alpha = parfeemed. The Crmbach Alpha of e s
resufled in & record QB3 for the hospital physical avidenca, 08262 for seliability services,
06717 for fast responae o providing the service, 0.6350 for guarantes service, and 0.7814 for
the abttention of the patient, as well 25 06743 for employes satisfacton far above the rediability
lim#l as recommended by Haer, Biack, Babin, Anderson, £ Tatham (2006) of 0.6 Condert vasdity
of the instremert wsed 10 assess e measerements mads al the stage of pre-testad by askng
the expert opendans of twa professors from coliege and has apeciabized in quantdative reaeanch in
termns of methodology and discipbne of organizational behawor. The scale B then perdosmed
Randomazed Pretest on all respondents as suggested by Sekaran and Bouwges (2010}

Bassd on theaoretical and emplrical estmaton, the bivanate correlation behveen two dmenalons
of serwce guality Iz positive, while the biveriate comelation betwesn each dimansicn of service
quality and empioyes aatsfactkon was not signéicant. In other words, there 3 no comalaton
between qualty ol service and employes salsfacho@n cases i thres hospitals i Cantral Java
Provincs, Stamdard deviation calculaticn results, the relakdty scale, and the comefation between
among ol vanables presented in Tabla 1

Mean | 5D a 1 2 3 4 5 | ]
Buikti Fisl CAETY 04074 0A7a 1,000
Fohandalan | 28205 040208 08268 0507 1,000
Cepat Tenggap | 276E7 04683 04717 0284 0642 1,000
Lzminen 2A0aE 03301 053500 057 DER4T| 061477 1,000 |
Famailan E.T-'I'-Ela o511 o714 042t pEst] O0EEET 075G 1,000
RSN PAT1E 03264 05743 araz 04l 0,107 0063 -D0BE 1000

holns: corradation i signficant at the 01 level (2-8ailed)

TABLE 1: haan, Standa@Daviartion, and Cerelalian amang Ressarch Variablas,
Based on Tabée 1, the comelation befijreen employee satisfaction and each dimension of eendce
guality is nol significand. This means that employea salistaction s not relaled io quaBly of sendone,
N s also reindorcad by (he comalation betwean amployes satistaction and all of guality servics
dirmensions ane also ot sgndicant (r = -0.030).

4. RESULTS AND DISCUSSION
My companies ang enthussastic in applying cenbered apgeeach opsralions and pedorm a varmely

of effective ways o improve crganizational gfffciency. Thés has an impact on the management of
hurmsan resouwces in e opereling system. The Imgorance of employes atliiudes such as job




gafisfaction, employves loyelty, end organzational commitment, a8 well @a As Imgact on
operational performance is olten ignored 0 he literabere operabional managemeant {Boudrean,
2004). On @e other hand, the |ssee of management of human resources in science B much
discussed Organizational Behavior and Organizabional Psychology for decades. I fact, the
inbergs! ol researchars and praciioners of Omanizational Behavioe and Human Resources
Management ae rooded in the Endersiandng or premsse that the employes attrbules ane

impoatant for the efectiveness of the ongamization.

Operations Management and Human Resowce Managemsnd saems b ndicale the separafion in
teemns of dscussld of theae lsswes moa long time, desgdle the fact that there B a comelation
betaeen the twa udreswy et ai, 200G). Stedy about the Impact of employes stributes on the
aclual operational activillzs s mportant for sesvice ndusteies for personal service employess
interact with Gesiomars, Sines a ong Bme, research on the atiribuies of the employes and the
empdoyes’s performance has bean the domain of Organzatonal Paychology, Operations
Managemss msiead, However, opesational managers have greater inwclvemsst in the
reanagament of services. Therefore, the atirbutes of employesa s an smportant factor for
oparatonal elfgisndy,

Thar raslls af this Study oBifer from pravious studies that e mansd EB relaionship batwaean
empioyee joff satisfaction and service Quality. Many previous studies have shown hat the
arganization =5 nal Bely o imgrove serdce quality, arganizatonal perlarmance, and produdivily
before the achisvamant of intesmal b satslachon o which in this case is empioyes
salisfactkon. The researchers swgpdest that sendce qually is Influenced by empéoyes satisfaction
{Hartline & Femrsll, 1808). Thia means the abdity to mafage the sarvice quality should be done by
giving attendion ba job sabsfachon. unl:hnr words, Sarice quality depends an amployes ob
salisfachon, This study examinad the relalionship betweesn sorvice guality and employes
eafisfaction. Sesvice gually of i3 evaluated by the oustomer, while employes zatisfaction using
empioyee s gelf-asaesamant.

Increasing imgarance of satfpclion has led researchess fo shedy the phenomencn of
eatisfaction 1n:|n1.%r_'u sides, Le., employes satiafacton and customer satisfaction. The stedy has
trigd 10 exEMmnG ralatonshis bate amplxyae satsfacton and service guality In tha hoalth
care sector in some privale hospdals. This study focusedfpn finding the refationship betwean
armpioyes ol satsfaction and service gualty usng a dala Bk Bitwesn amployea and cuslomes
fesdioack responses. Basad on previous ressarch, there B & positive refationship betwesn the
twn variables [Homburg & Slock, 2004}, a negalve selalionship bebeean the bwo variables
(Siveatro & Cross, 2000), and there was no sagnedicant redationahip between the two varlables
(Hrown & Mitche®, 1985, This research resull was confemed (o Brown and Milchell's {19585)
study,

The infiuence ol contextusd and methodological may moderats the relatonship betwean the two
variabias that causs the nature of the relalionship & Eflesent, Understanding the strength and
conexd dependancy refaficnships can provide ngight intg the level of emplioyee safistbchon thal
will affact customes ratmge. How does the influence of the type and numiber of zervices will alzo
be influentad In context and design ressasch. The results of anafysls of previous resesrchers
stabed that the nefure of the relationship betwesn the cusiomer and ihe emgioyse are different
belwoen o Service ndusiry and other service indisties (8.9, personal and non-garsonas|
senvices, presence senvices face o face direcily of mdirectly, business 1o business aclivites or
businesa 10 customer) (Brown & Lam, 2008). This will be an underlying condsion in which the
cargtoemes response will soecifically ssnsftive o employes satafaction.

According o Lovelock (15833, there are some classficaton sendces, namsaly, personal sendces
(2., medecal, fiess) of service encooenter and properly secvices {e.g., repair, garage) or
business encowntess which haws many differences. Personal serices reguse proxmity between
b service provicdler and the cuslemer, There iz an Bbepersonal relabicnship between senice
provadare and cusiomens through mestnge and sHective communication In a parsonalized




garvice, cusiomars can closply obmerve the process and rgsulta of the seevices, In tha
mangfachering company, mleracton ocsurs only o the from ofice or by, B is GSlliced bo
ewaluaie the resulte of the ownesship of the sendce performed. I the beat personal senvice,
custoames service perlormance may be percaived as lechnical competence and pleasan servics,
A a resull, serice providers have a greater ﬁﬂunﬂr tey ditferentate itsall throwgh the services
quality = service ndustries. It can be said the refationship of employes sat i amd
sarvice quakty will be stronger i sanice Industies than i manwtacturing ndesties. A numbsr of
semrvices found hal relabonship between job salafaction and pedormance in the servics quaBly
will B Shronger al thee organizational kwvel mathar than al he individual leval (Ostroff & Hasmison,
1882 ; Gully, Dennés, & Whitney, 1985; Judge, Thoresen, Bono, & Pation 2001).

5. CONCLUGJONS
Tha resufls of fhes Sludy indicate hal thare is nd relalionship betwesn employes job satisfacton
and gualty of serice. Thie research suppodts peevious research that suggests that the
relatonship between the two varieodes |s not consstent. I varous conoepls sfated that the two
vaiabies ang rolaied, bl the eflects are reciprocad, Dafineng tha service gualty i3 difficull and
conribides o the ek of consistersoy voresearch on sevice guaity, The sama théng also
happened on employes ob sabsiacion iz multcemensional

Thes sludy wses bwo astessors, the sall-assessmant &5 wbed By the employes in assessng
safistaction of work, while cusiomar assessmants used in assessing the service quality that is
recaived, Resedrch gecallencs that vses more Ban ong assessor &5 aimnating the presence o
COMMAan wanance caussd by an pasessos who must assess more than one variable ressanch
[Corvaay & Lance, 2070),

Fanally, thes stedy atso showed somo weaknesses, This study was only conducded in hees
hospitals i Central Java Provinca. Therelore, there may be differsnt resufis when the same
reseanch Shecy carried oot in diferent places. In addition, the sample Sae nthis sfudy 5 ool oo
large, =0 that an increase in the member of sampies may show different or her. This kind of
sgrvice will alsa afect the research results, Thes research resulls can be ganeralized when
execubtad on mudtspls types of service dusties and i differsnt cities or countriess,

gl.ﬂur! resaarch should ek 1o oxaming the axdent o whach the present resulls reproduce mons
wickady in cElfenenl cilies o counties and in dilerent seevics industees, such as education oe ot
public service Indeatrgs, Fudure research can alap adds other warables such 82 customas
eatistacton as mediatng variables,
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