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Abstract

This study aims to determine the impact of Transformational Leadership style and Internal Service
Quality on Job Satisfaction in Hospital. This is a quantitative study that uses a cross-sectional
method. The Multifactor Leadership Questionnaire (MLQ-5X) is used to measure the leadership style
variable, The ISQ instrument from SERVQUAL that modified to ensure internal service quality, and
Job Satisfaction was measured by a questionnaire that has been developed and validated for health
workers in healthcare institutions. Data was collected from 243 employees of the Daya General
Hospital Makassar who were selected by random quota sampling and then analyzed using the
Partial Least Square Structural Equation Modelling (PLS-SEM). The results show that the
transformational leadership style has a positively significant effect on job satisfaction (t statistic
3.679; p < 0.000; Bcoefficient 0.329). Internal service quality style has a positively significant effect
on job dissatisfaction (t statistic 5.446; p < 0.000; Bcoefficient 0.473). Transformational leadership
style has a positively significant effect on internal service quality (t statistic 33.832; p < 0.000;
Bcoefficient 0.805). Transformational leadership style has more significant effect on job satisfaction
Trough internal service quality (t statistic 5,217; p < 0,000; Bcoefficient 0.380). The results show that
the transformational leadership style is the most effective leadership style among the three
leadership styles that were analyzed. Transformational leadership style has a positively significant
effect on job satisfaction (t statistic 3.679; p < 0.000; Bcoefficient 0.329). Internal service quality style
has a positively significant effect on job dissatisfaction (t statistic 5.446; p < 0.000; Bcoefficient
0.473). Transformational leadership style has a positively significant effect on internal service
quality (t statistic 33.832; p < 0.000; Bcoefficient 0.805). Transformational leadership style has more
significant effect on job satisfaction Trough internal service quality (t statistic 5,217; p < 0,000;
Bcoefficient 0.380).
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INTRODUCTION

Hospitals are part of a healthcare system that aims to improve public health and are
required to constantly improve the performance of their employees to improve the
guality of health services and patient safety while always trying to avoid increasing
hospital operating costs [1]. Data from the Central Statistics Agency in 2020 states
that the growth of hospitals in Indonesia is increasing, reaching 2,423 public and
private hospitals, and 536 special hospitals, which shows the efforts of the government
and the private sector to answer the demands of public health service coverage.

The development of technology that changes the world very quickly is the next
challenge for hospitals today. Health technology and information systems are
becoming a trend and always have the Ilatest updates and become the
competitiveness and selling points of hospitals that offer convenience and speed of
service access to hospital customers. Rapid changes in healthcare highlight the
importance of the role of healthcare organization leaders so that organizations have
new skills to respond to fierce market competition. Organizations need leaders who
demonstrate modern leadership characteristics to use digital technology, adapt to new
skills and improve efficiency [2].

The quality and existence of leadership determine the success or failure of the
organization. Leadership style becomes the standard of behavior of a leader to
influence the behavior of others [3]. Healthcare leadership requires skills, abilities,
behaviors, and knowledge to achieve improved quality of service products. The
responsibilities of healthcare leadership include designing effective health policies and
programs, ensuring the organization meets established medical and safety standards,
and guiding and coordinating the medical and non-medical personnel engaged in it.
The homework of healthcare leaders is to strengthen organizational management,
health technology, and most importantly human resources [4]. Several studies found
a significant impact of leadership style on job satisfaction, performance, commitment,
and organizational culture [5]; [6]; [7]; [8].

One aspect of strengthening organizational managerial that can have an impact on
employee satisfaction is through improving and enhancing services to internal hospital
staff. Employees play a dual role as service providers for external customers but are
also internal customers. Internal service quality (ISQ) is considered one of the main
factors that affect employee loyalty, job satisfaction, and organizational productivity
[9]; [10]; [11].

The 1SQ system is considered an integral part of a consumer-oriented organization.
The 1SQ system focuses on providing a higher level of internal services by meeting
the needs and satisfaction of employees as internal customers. The level of employee
job satisfaction explains how the employee views his job, whether he is willing to work
in the organization, and the extent to which the job is associated with positive and
negative aspects [9].

Internal service quality is needed to achieve superior external service quality, therefore
service providers, in this case organizational leaders, need to understand, influence,
and directly drive efforts to improve the quality and satisfaction of human resources in
service organizations [12].

Found in their research that different leadership styles affect internal service quality,
innovation behavior, work standardization, and organizational service culture.

183 JAN Volume 21 Issue 01


http://www.commprac.com/

WWw.commprac.com
ISSN 1462 2815

Participative and transformational leadership styles were shown to have a positive
influence on internal service quality through various means [5]; [13]; [14]; [15].

Internal service quality (ISQ) is considered as one of the main drivers of employee
loyalty, job satisfaction, and organizational productivity [10]; [11]. Therefore, an ISQ
management system is considered integral to consumer-oriented organizations. It is
focused on higher internal services through internal consumer satisfaction needs. Poor
ISQ levels can severely undermine employee organizational commitment [11].
Therefore, researchers are interested in seeing how the influence of leadership style
involves improving/managing internal service quality to increase hospital employee job
satisfaction.

RESEARCH METHOD
Data collection, samples and measurements

The type of research used in this research is quantitative research with design cross
sectional. This research was carried out at Daya General Hospital, Makassar, from
November to December 2023. The population in this study were employees at Daya
General Hospital, Makassar. Sampling for this research was carried out using
techniques simple random sampling using the Slovin formula with a margin of errorr
5%, so that the number of samples obtained was 243 employees at Daya General
Hospital, Makassar. Variable measurement uses Likert scale questionnaires and
interviews, namely exogenous variables (leadership style and internal service quality),
endogenous variables (job satisfaction).

Statistical Analysis

The data processing and analysis technigues used in this research use Structural
Equation Modeling (SEM) SmartPLS. SEM is a multivariate statistical analysis method
developed from regression and path analysis. The use of SEMPLS in this study is
because three activities can be carried out simultaneously, namely checking the
validity and reliability of the instrument (confirmatory factor analysis), testing the
relationship model between variables (path analysis), and obtaining a model suitable
for prediction (structural model analysis and regression analysis). Univariate and
multivariate analyzes were carried out. Univariate analysis analyzes the existing
variables descriptively by calculating the frequency distribution and proportions to
determine the characteristics of the research subjects. In the multivariate analysis
used is path analysis (Path analysis). Path analysis is an analytical technique used to
analyze the influence/ causal relationship between variables.

RESULTS

Univariate Analysis

Univariate analysis is used to analyze a variable or a single data that is respondent's
characteristics and a description of the respondent's perception of the research
variables.
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Table 1. Characteristics of Respondents Daya General Hospital Makassar

Amount
Respondent Characteristics Height
n %
Gender Man 26 10.7
Woman 217 89.3
Age 20-35 Years 58 23.9
36-45 Years 136 56.0
>45 Years 49 20.2
Work unit Hospital Directors and Management 69 28.4
Inpatient Installation 62 25.5
Outpatient Installation 27 11.1
Emergency Installation 16 6.58
Central Surgical Installation 9 3.7
Pharmaceutical Installation 12 4.9
Nutrition Installation 16 6.58
Laboratory Instalation 12 4.9
Radiology Instalation 5 2.1
Other Supporting Installations 15 6.2
Length of Work 1-10 Years 95 39.1
11-20 Years 130 53.5
21-30 Years 16 6.6
31-40 Years 2 0.8
Working Hours 20-39 Hours a Week 99 40,7
240 Hours a Week 115 68.5
Employment Status | Government employee 144 59.3
Contract Worker 93 38.3
Volunteer 6 2.5
Level of education D3/ Equivalent 28 16.7
DIV/ S1 82 48.8
S2 5 3.0
S3 53 315

Based on table 1 above, it shows that the majority of respondents are female as many
as 217 respondents (89.3%) while male gender is 17 respondents (10.1%). The most
respondents were in the age group of 36-45 years, which was 136 respondents (50%).
The most respondents for work units is inpatient installation in 62 respondents
(25.5%). For length of work was 11-20 years as many as 130 respondents (53.5%).
The most respondents' for working hours were 240 hours a week as many as 115
respondents (68.5%). The highest respondent for employee status was ASN as many
as 144 respondents (59.3%). The most respondent for level of education was DIV / S1
education as many as 152 respondents (62.6%).

Tabel 2: Description of Leadership Style Variables in Daya General Hospital

Makassar
Dimension Height
n %
Transformational Leadership Style 200 82,3
Transactional Leadership Style 189 77,8
Laissez Faire Leadership Style 10 4,1

185

JAN Volume 21 Issue 01


http://www.commprac.com/

WWw.commprac.com
ISSN 1462 2815

In Table 2, it can be seen that the Leadership Style variable for transformational
leadership types has the highest achievement in the high category of 82.3% (200
respondents), the transactional leadership type category in the high category of 77.8%
(189 respondents) and the Laissez Faire leadership type is in the lowest achievement
in the high category of 4.1% (10 respondents). Transformational leadership style is
then chosen to be a variable that will be tested for its effect on job satisfaction and
internal service quality.

Table 3: Description of Research Variables Daya General Hospital Makassar

. Height Middle Low
Variable - % - % - %
Leadership Style 179 | 73,7 | 63 | 259 1 0,4
Internal Service Quality 191 | 786 | 52 | 21,4 0 0,0
Job Satisfaction 183 | 753 | 56 | 23,0 4 1,6

Table 3 shows the distribution of respondents to the variables of this study obtained
results, namely; Leadership Style with a high category of 66.1% (111 respondents),
Internal Service Quality with a high category of 78.6% (191 respondents), and Job
Satisfaction with a high category of 75.3% (183 respondents).

Multivariate Analysis

Multivariate analysis was used to see whether there is a direct or indirect influence
between variables leadership style and internal service quality to variable job
satisfaction through burnout. The method used is SEM PLS analysis with the support
of Smartpls 4 software. SEM PLS carries out a two-step analysis, the first step is
testing the measurement theory to confirm the reliability and validity of the
measurement models and the second step is to test the structural theory.

Step | Measurement Model

The measurement models (also referred to as the outer models in PLS-SEM) of the
constructs that display the relationships between the constructs and the indicator
variables (rectangles) [16].

Confirmatory factor analysis (CFA) is a multivariate statistical procedure that is used
to test how well the measured variables represent the number of constructs. In (Hair
Jr et al.,, 2021) CFA consists of loading factor 20,70, composite reliability dan
cronbach’s alpha 20,70, averange varience extracted (AVE 20,70) as well discriminant
validity heterotrait monotrait ratio (HTMT) below 0.90.

The loading factor value shows the correlation between the indicator and its construct.
Indicators with low loading values indicate that the indicator does not work in the
measurement model. The extent to which a variable or set of variables is consistent in
terms of what it wants to assess is referred to as indicator dependence. Mark loading
factor or outer loading greater than 0.7 is said to be valid [17].
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Table 4: Loading Factor or Outer Loading Values

Transformational Internal Service Job
Leadership Style Quality Satisfaction

Idealized Influence Attribute 0,869

Idealized Influence Behaviour 0,791

Individualized Consideration 0,853

Inspirational Motivation 0,893

Intellectual Stimulation 0,779

Assurance 0,923

Empathy 0,957

Reliable 0,967

Responsible 0,896

Tangible 0,895

Communication 0,858
Empowerment Participation 0,904
Flexibility of Working Hours 0,816
Leadership 0,884
Reward Recognition 0,811
Teamwork 0,924
Training Development 0,904
Working Condition 0,800

From the results of data processing with SmartPLS shown in Table 4, all indicators for
each variable in this study have a value loading factor or outer loading which is greater
than 0.70 and is said to be valid. This shows that variable indicators that have a loading
factor value greater than 0.70 have a high level of validity, so they meet convergent
validity.

Cronbach Alpha and Composite Reliability values are used to assess the internal
consistency reliability of each variable. A latent variable is declared reliable if
composite reliability and cronbach’s alpha has value=0,70, then the construct is
declared reliable [17].

Table 5: Composite Reliability

Composite Reliability | Cronbach's Alpha
Transformational Leadership Style 0,922 0,894
Internal Service Quality 0,969 0,960
Job Satisfaction 0,959 0,951

From the SmartPLS output results in Table 5 above, it shows that the value Conbach’s
Aplha and Composite Reliability each variable has met the standard, namely above
0.70. With the resulting value, it shows that each variable is above the value of 0.70.
This shows that the reliability of the research is acceptable because it exceeds the
limit the minimum value that has been required. Also, value Composite Reliability is
also higher than the value Cronbach’s Alpha. This indicates that all research variables
have met the requirements regarding appropriate reliability criteria as a basis for SEM
research which can be analyzed using SmartPLS.

Average Variance Extracted (AVE tests the validity of the construct can be done by
paying attention to whether or not the correlation between the construct and the
indicators forming the construct is strong, as well as a weak relationship with other
constructs [17]. An AVE of 20.50 indicates that the construct explains more than half
of the variance in the indicator. Discriminant validity represents the extent to which the
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construct is empirically different from other constructs or in other words the construct
measures what it is intended to measure.

Table 6: Composite Reliability

Average Variance Extracted (AVE)
Transformational Leadership Style 0,703
Job Satisfaction 0,746
Internal Service Quality 0,862

Table 6 above shows that all variables have met the specified AVE criteria, namely
with a value of 20.5. This shows that TestConvergent Validity is acceptable.

Discriminant validity heterotrait monotrait ratio (HTMT) is the average value of all
indicator correlations across constructs measuring different constructs (i.e.,
heterotrait-heteromethod correlation) relative to the (geometric) average value of the
average correlation of indicators measuring the same construct. According to [17],
valuediscriminant validity heterotrait monotrait ratio (HTMT) should be < 0.90. When
the construct has a HTMT value=0.90 carried out bootstrap test.

Table 7: Discriminant Validity Heterotrait Monotrait Ratio (HTMT)

Transformational Job Internal Service
Leadership Style Satisfaction Quality
Transformational Leadership Style
Job Satisfaction 0,734
Internal Service Quality 0,849 0,748

Table 7 shows the values discriminant validity heterotrait monotrait ratio (HTMT)
above is less than 0.90, so it can be said that there is a correlation between variables.
Thus it can be said that the research model is formed from three variables, namely
transformational leadership style, internal service quality and job satisfaction.

Testing the structural model/inner model is related to testing the hypothesis of the
influence between research variables. The inner model is a structural model used to
predict causal relationships (cause-effect relationships) between latent variables or
variables that cannot be measured directly. The Inner Model in PLS is evaluated using
coefficient values path (path that describes the strength of the relationship between
variables) to test the significance between variables in the inner model (structural
model).

Table 8: Structural model: Hypothesis test results

Original | Sample | Standard T Statistics p
Sample Mean Deviation
(oF)) o (SToEv) | (OISTDEV) | Values

Transformational Leadership
Style > Job Satisfaction 0,329 0,324 0,089 3679 0,000
Internal Service Quality > Job 0473 0478 0.087 5 446 0.000
Satisfaction ' ' ' ' '
Transformational Leadership
Style - Internal Service Quality 0,805 0,806 0,024 33,832 0,000

Based on Table 8 above, it reflects path coeffisients which is the result of direct
influence testing (direct effect). The table above shows that transformational
leadership style influence on job satisfaction with t statistics 3.679 (p<0.000). Internal
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service quality influence on job satisfaction with t statistics 5.446 (p<0.000).
Transformational leadership style influence on internal service quality with t statistics
33.823 (p<0.000).
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Figure 1. Results Structural model

DISCUSSION

The aim of this research is to determine influence of leadership style and internal
service quality variables on job satisfaction. Job satisfaction is intended as an
emotional perception that naturally arises from employees about the job or workplace
and other factors that are assessed based on experience and achievements
possessed. Several studies have shown that increasing job satisfaction becomes a
key goal in the face of challenges related to the achievement and maintenance of
quality standards, ensuring patient satisfaction and staff retention [18]; [19].

This study first determined the most dominant type of leadership style applied at Daya
General Hospital, Makassar. The results obtained show that transformational
leadership types has the highest achievement in the high category of 82.3% (200
respondents), than the transactional leadership type and the Laissez Faire leadership
type. Transformational leadership style is then chosen to be a variable that will be
tested for its effect on internal service quality and job satisfaction. Transformational
leadership shows how leaders motivate and inspire their subordinates to unleash
higher potential. Leaders who adopt a transformational leadership style encourage
subordinates to be innovative and creative, thus finding new ways of solving complex
problems. Transformational leaders bring new things, new inspiration, and new
behaviors to organizations [20]; [21].

Based on the results of research conducted on employees at the Daya General
Hospital Makassar, shows that transformational leadership style have an positive
significant effect on job satisfaction. The results appear to be in line with research in
the healthcare sector conducted by several studies that have explored the relationship
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between transformational leadership and job satisfaction in the healthcare industry.
Among them are [22], research in Turkey and another study in Malaysia [23] a, found
that transformational leadership has a positive and significant effect on job satisfaction
and innovative behavior in nurses in hospitals. The results of the study by [20], also
discuss the relationship between transformational leadership styles and job
satisfaction in healthcare units, suggesting that strengthening employee positions is
necessary to increase job satisfaction.

Similar to external service quality, internal service quality (ISQ) can be defined as the
guality of service or perceived satisfaction regarding the services offered by different
departments and the people working in these departments to other departments and
people working within the organization. Overall, maintaining job satisfaction among
hospital employees is important to hospital success, as motivated and productive
employees can contribute greatly to the overall quality of services provided to external
customers [10]; [24]; [25]; [26].

The purpose of this research is to see how internal service quality influence job
satisfaction. Based on the test results, it shows that the internal service quality variable
has a positive and significant effect on job satisfaction with an estimate of 0.473,
meaning that if the internal service quality variable increases by one unit, then job
satisfaction increases by 47%.

The quality of internal services can have a significant impact on job satisfaction in the
healthcare sector. The results of this study are in line with several studies on internal
service quality on job sactisfaction, including the results obtained in this study also in
accordance with research [27] conducted on 441 medical personnel in hospitals in
Greece. The same results were also found by previous [9]; [28]; [25] who found that
Internal Service Quality has a positive impact on Job Satisfaction.

Overall, the relationship between internal service quality and job satisfaction in
healthcare can be complex and may depend on a variety of factors such as specific
healthcare organization and cultural context. The results of this study are not in line
with research [29] of 104 nurses at RSI Surabaya, finding that the quality of internal
services does not have a significant effect on nurses' job satisfaction, but aspects of
reward and recognition can have an almost significant effect on nurses' job
satisfaction.

The third purpose of this study is to see the influence of leadership style on the internal
service quality of employees of Daya General Hospitas, Makassar. The results show
that transformational leadership variables positively significant influence on internal
service quality. The results of this study are in line with previous research [30]; [31] on
hotel employees in Taiwan, where transformational and transactional leadership styles
have a positive correlation with internal service quality. Transformational leadership
exerts the greatest influence on the quality of internal services. The level of internal
service quality for internal customers will be higher if employees perceive that the hotel
has a clear division of responsibilities, a good organizational structure, and performs
supervisory functions. The supervisor provides a clear vision and mission, takes
advantage of his influence to change internal attitudes, and encourages subordinates
to put aside personal interests to make joint efforts for the benefit of the hotel. The
results show that transformational leadership variables positively and significantly
influence internal service quality.
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Transformational leadership influences the behavior of employees to provide service
and support to their colleagues [30]. found that transactional leadership has a positive
effect on employees helping their colleagues and working together to achieve
organizational or departmental goals.

The fourth objective of this study was to find the right path between the three variables,
it was found that there was a visible form of mediation between the three variables,
where internal service quality can be a mediator or intervening variable between the
independent variable transformational leadership style and the dependent variable job
satisfaction. The mediation test was conducted to see how strong the mediating effect
of the internal service quality variable was in this study. The mediation test results
reveal that the Internal Service Quality variable is able to mediate the Transformational
Leadership Style variable on Job Satisfaction as the dependent variable with a
statistical t value of 5.217 and a p value of 0.000. Mediating or intervening variables
are defined as variables that are located between the independent and dependent
variables which affect the relationship between the independent variables into an
indirect relationship that affects the change or emergence of the dependent variable
[32].

The results of this study are a novelty of previous studies where researchers have not
found previous research that draws the influence of leadership style with internal
service quality mediation on job satisfaction. Through this study, it was found that the
internal service quality variable was able to mediate the transformational leadership
style variable to produce a positive and significant effect on the job satisfaction
variable.

Their study explored topics related to the health sector including the performance-
excellence model, internal satisfaction, external satisfaction, and the model of
connecting internal and external satisfaction and then combining them in a conceptual
model with the name "Service Excelence Chain (SEC)" [33].

In the Service Excelence Chain model "Leadership" is an important driver because it
positively influences all organizational enablers ("people”, "partnerships and
resources" and "processes"). "People", "partnerships and resources" contribute to
"process" which influences "product”. On the other hand, the "product" construct
impacts "employee satisfaction”. This model indirectly explains the involvement of
leadership style variables in influencing internal service quality as a mediator that will

affect job satisfaction [33].

CONCLUSION

Based on the results of this research that transformational leadership style and internal
service quality on job satisfaction. Transformational leadership style affects internal
service quality and also transformational leadership style affects employees’ job
satisfaction trought internal quality service in hospitals. Therefore, hospital leaders
should motivate themselves to learn and apply transformational styles at every level
of management in the hospital organization. The transformational leadership style also
can be one of the considerations for hospital owners include top level management,
to always be selective in choosing or appointing leaders at middle and low level
management of the hospital organization. Leadership skills of healthcare leaders are
needed; leaders' age and tenure need to be further measured to improve job
satisfaction among healthcare workers. The transformational leadership style is
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involved in improving the quality of internal hospital services through several forms of
improving internal service quality in the form of reformulating service standards,
fostering a culture of service excellence, providing supporting resources, motivating
and stimulating enthusiastic employees to work according to and even exceeding the
established internal service standards.

References

1)

2)

3)

4)

5)

6)

7

8)

9)

10)

11)

12)

13)

14)

15)

16)

Specchia, M. L., Cozzolino, M. R., Carini, E., Di Pilla, A., Galletti, C., Ricciardi, W., & Damiani, G.
“Leadership styles and nurses’ job satisfaction. Results of a systematic review,” Int. J. Environ.
Res. Public Health, vol. 18, no. 4, pp. 1-15, 2021, doi: https://doi.org/10.3390/ijerph18041552.

Gun, I., & Aslan, O. “Digital Leadership in Healthcare organization,” Heal. Sci. Curr. Res. New
Trend, vol. 3, no. 6, pp. 50-66, 2021.

Ariyani, R. 1., Aini, Q., & Tjahtjono, H. K. “Pengaruh Gaya Kepemimpinan Dan Loyalitas Karyawan
Terhadap Kinerja Karyawan di Rumah Sakit Hidayatullah Yogyakarta,” J. Medicoeticoilegal Dan
Manaj. Rumah Sakit, vol. 5, no. 2, pp. 1-7, 2016.

Durowade, K. A., Kadiri, I. B., Durowade, S. B., Sanni, T. A., Ojuolape, M. A., & Omokanye, L. O.
“Leadership Styles versus Health Workers’ Job Satisfaction: Relationships, Correlates and
Predictors in Tertiary Hospitals in Ekiti State, Southwest Nigeria,” Niger. J. Clin. Pract., vol. 23, no.
12, pp. 1702-1710, 2020, doi: https://doi.org/10.4103/njcp.njcp_525_18.

Alghamdi, M. “The relationships among transformational leadership, job satisfaction, and academic
service quality at Al-Baha University.” 2016, doi: https://digitalcommons.pepperdine.edu/etd/1096.

Ayu, D., Palupi, P.,, & Cahjono, M. P. “Effect of Leadership on the Job Satisfaction with
Organizational Commitment and Trust in Leader as Mediators,” Rev. Integr. Bus. Econ. Res., vol.
6, no. 4, pp. 400-408, 2017.

Cakmak, E., Oztekin, O., & Karadag, E. “The effect of leadership on job satisfaction,” in Leadership
and Organizational Outcomes: Meta-Analysis of Empirical Studies, 2015, pp. 29-56, doi:
https://doi.org/10.1007/978-3-319-14908-0_3.

Tsai, Y. “Relationship between organizational culture, leadership behavior and job satisfaction,” in
BMC Health Services Research, 2011, p. 11.

Abdullah, M. ., Huang, D., Sarfraz, M., Ivascu, L., & Riaz, A. “Effects of internal service quality on
nurses’ job satisfaction, commitment and performance: Mediating role of employee well-being,”
Nurs. Open, vol. 8, no. 2, pp. 607—619, 2021, doi: https://doi.org/10.1002/nop2.665.

Hallowell, R., Schlesinger, L. A., & Zornitsky, J. “Internal service quality, customer and job
satisfaction: linkages and implications for management,” Hum. Resour. Plan., vol. 19, no. 2, 1996.

Sharma, P., Kong, T. T. C., & Kingshott, R. P. J. “Internal service quality as a driver of employee
satisfaction, commitment and performance: Exploring the focal role of employee well-being,” J.
Serv. Manag., vol. 27, no. 5, pp. 773-797, 2016, doi: https://doi.org/10.1108/JOSM-10-2015-0294.

Frost, F. A., & Kumar, M. INTSERVQUAL- an internal adaptation of the GAP model in a large
service organisation. 2000.

Pahi, M. H., Abdul-Majid, A. H., Fahd, S., Gilal, A. R., Talpur, B. A., Wagas, A., & Anwar, T.
“Leadership Style and Employees’ Commitment to Service Quality: An Analysis of the Mediation
Pathway via  Knowledge Sharing,” Front. Psychol., wvol. 13, 2022, doi:
https://doi.org/10.3389/fpsyg.2022.926779.

Pahi, M. H., Ahmed, U., Sheikh, A. Z., Dakhan, S. A., Khuwaja, F. M., & Ramayah, T. “Leadership
and Commitment to Service Quality in Pakistani Hospitals: The Contingent Role of Role Clarity,”
Sage Open, vol. 10, no. 4, 2020, doi: https://doi.org/10.1177/2158244020963642.

Su, F., Cheng, D., & Wen, S. “Multilevel impacts of transformational leadership on service quality:
Evidence from China,” in Frontiers in Psychology, 2019.

Hair Jr, J. F., Ringle, C. M., Danks, N. P., Hultt, G. T. G., Sarstedt, M., & Ray, S. Partial Least
Squares Structural Equation Modeling (PLS-SEM) Using R a Workbook. 2021.

192 JAN Volume 21 Issue 01


http://www.commprac.com/

17)

18)

19)

20)

21)

22)

23)

24)

25)

26)

27)

28)

29)

30)

31)

32)

33)

WWw.commprac.com
ISSN 1462 2815

Hair, J. F., Sarstedt, M., Hopkins, L., & Kuppelwieser, V. G. “Partial least squares structural
equation modeling (PLS-SEM): An emerging tool in business research,” European Business
Review, vol. 26, no. 2. Emerald Group Publishing Ltd, 2014, doi: https://doi.org/10.1108/EBR-10-
2013-0128.

Abdelhafiz, I. M., Alloubani, A. M. D., & Almatari, M. “Impact of leadership styles adopted by head
nurses on job satisfaction: A comparative study between governmental and private hospitals in
Jordan,” J.  Nurs. Manag., vol. 24, no. 3, pp. 384-392, 2016, doi
https://doi.org/10.1111/jonm.12333.

Malik, W. U., Javed, M., & Hassan, S. T. “Influence of Transformational Leadership Components
on Job Satisfaction and Organizational Commitment,” Pakistan J. Commer. Soc. Sci., vol. 11, no.
11, 2017.

Gtéd, W. “A Service of zbw Influence of the Transformational Style of Leadership on Job
Satisfaction in Healthcare Units in Poland,” Governance Research and Development Centre. 2019.

Manggala, |I. W., & Nurhayati, M. The Effect of Transformational Leadership and Training on
Internal Service Quality With Organizational Culture As A Mediation Variable. 2022.

Top, M., Akdere, M., & Tarcan, M. “Examining transformational leadership, job satisfaction,
organizational commitment and organizational trust in Turkish hospitals: public servants versus
private sector employees,” Int. J. Hum. Resour. Manag., vol. 26, no. 9, pp. 1259-1282, 2015, doi:
https://doi.org/10.1080/09585192.2014.939987.

Afzan, L. |, & Abd. Aziz, W. “The Effectiveness of Transformational Leadership and Job
Satisfaction on Nurse Innovative Behaviour in Healthcare Malaysia,” Int. J. Acad. Res. Bus. Soc.
Sci., vol. 10, no. 12, 2020, doi: https://doi.org/10.6007/ijarbss/v10-i12/8219.

Joshi, P., & Chadha, S. K. “Measuring internal service quality in business schools,” Int. J. Serv.
Stand., vol. 11, no. 4, 2016.

Sutantio, A. G., Cahya, Y. F., & Meilani, P. Pengaruh Internal Service Quality dan Workload
terhadap Job Satisfaction Di RS Xyz Bojonegoro. Bojonegoro, 2023.

Kang, G., Jame, J., & Alexandris, K. “Measurement of internal service quality: application of the
SERVQUAL battery to internal service quality,” Manag. Serv. Qual. An Int. J., vol. 12, no. 5, pp.
278-291, 2022, doi: https://doi.org/10.1108/09604520210442065.

Goula, A., Rizopoulos, T., Stamouli, M. A,, Kelesi, M., Kaba, E., & Soulis, S. “Internal Quality and
Job Satisfaction in Health Care Services,” Int. J. Environ. Res. Public Health, vol. 19, no. 3, 2022,
doi: https://doi.org/10.3390/ijerph19031496.

Izza, 1., Setianto, B., & Dhamanti, I. Pengaruh Internal Service Quality (INTQUAL) terhadap
Kepuasan Karyawan di RS Islam Ahmad Yani Surabaya. 2021.

Adriansyah, A. A., Setianto, B., Afridah, W., Asih, A. Y. P., Supriyanto, S., Prastika, V. |. D., &
Istifaiyah, A. “Analysis of Nurse’s Job Satisfaction Based on Internal Service Quality
Measurement,” J. Ris. Kesehat, wvol. 9, no. 2, pp. 94-101, 2020, doi:
https://doi.org/10.31983/jrk.v9i2.6444.

Chen, W. J. “Factors influencing internal service quality at international tourist hotels,” Int. J. Hosp.
Manag., vol. 35, pp. 152-160, 2013, doi: https://doi.org/10.1016/j.ijhm.2013.06.004.

Lin, M., Ling, Q., Liu, Y., & Hu, R. “The Effects of Service Climate and Internal Service Quality on
Frontline Hotel Employees’ Service-Oriented Behaviors,” Int. J. Hosp. Manag., vol. 97, 2021, doi:
https://doi.org/10.1016/j.ijhm.2021.102995.

Sugiyono, Metode Penelitian Kuantitatif, Kualitatif, dan Kombinasi (Mixed Methods), Sutopo, Ed.
CV. Alfabeta, 2016.

Guglielmetti Mugion, R., Musella, F., Di Pietro, L., & Toni, M. “The ‘service excellence chain’: an
empirical investigation in the healthcare field,” TQM J., vol. 32, no. 6, pp. 1623-1663, 2020, doi:
https://doi.org/10.1108/TQM-11-2018-0181.

193 JAN Volume 21 Issue 01


http://www.commprac.com/

