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ABSTRACT

This research aimed to examine the influence of employee job satisfaction and
service quality on profitability in PT. Bank Jatim, in which customer satisfaction
was the intervening variable. According to literature review, the hypothesis of the
research stated that employee job satisfaction and service quality influenced the
profitability of the Bank and customer satisfaction as intervening variable proved
to affect the relationship between-independent variable and dependent variable.
The data of the research were collected by using questionnaire from respondents
that consisted of 92 permanent employees of PT. Bank Jatim in Gresik City. The
technique of hypothesis testing was performed by using Multiple Regression
Analysis (MRA) and Path Analysis using SPSS 24 statistical application. The
findings of the research indicated that employee job satisfaction and service
quality have positive effect to profitability and customer satisfaction was shown as
intervening variable. Specifically, this research found that employee satisfaction

and service quality will improve the profitability of the company.

Keywords: job satisfaction, service quality, customer satisfaction, profitability



ABSTRACT

Penelitian ini bertujuan untuk menguji pengaruh kepuasan kerja karyawan, dan
kualitas pelayanan terhadap profitabilitas dengan kepuasan pelanggan sebagai
variabel intervening pada PT. Bank Jatim.Tbk. Menurut kajian pustaka, hipotesis
penelitian ini menyatakan bahwa kepuasan kerja karyawan dan kualitas pelayanan
mempengaruhi profitabilitas Bank dan kepuasan nasabah sebagai variabel
intervening terbukti mempengaruhi hubungan antara variabel bebas dan variabel
terikat. Data penelitian ini dikumpulkan dengan menggunakan kuesioner dari
responden yang terdiri dari 92 karyawan tetap PT. Bank Jatim.Thk di Kota Gresik.
Teknik pengujian hipotesis dilakukan dengan menggunakan- Analisis- Regresi
Berganda (MRA) dan Analisis Jalur dengan aplikasi statistik SPSS 24. Hasil
penelitian ini. menunjukkan bahwa kepuasan kerja karyawan dan kualitas
pelayanan berpengaruh positif terhadap profitabilitas dan kepuasan pelanggan
ditunjukkan ‘sebagai variabel = intervening. Secara khusus, penelitian ini
menunjukkan bahwa Kkepuasan karyawan dan kualitas pelayanan akan

meningkatkan profitabilitas perusahaan.

Keywords: job satisfaction, service quality, customer satisfaction, profitability



