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I. INTRODUC TION

Howadays, m highly competibve markets, there are
varietes factos contribute to the mecessfil of the comparny
o swvive in the market One of the factors 5 an
orzanization’s need to provide zoods and serwices in crder
to satisfy the mustomer and make them as loyal customers.
This 5 due to when the mustomers are satisfied; they are
more Likely to retnm While dissatisfied, the mustomers are
more likely to go ebewhere. In this pespectve, the
retention of very loval customer 15 a key to argarizational
mrvival, hesides the quality and price factors that should be
comsidered in attracting customer to buy aar product [1]

Based on this meason, the internal mistomer (as a ore of
the importance asset to orgamzation) should be competitive
1o maintain the market. First, the company should themfore
emphasize their attertion on the ntermal dymamics of the
orgamization and recogrize what and how to meet the
requirernents of the intermal customer as mmportarmt as o
meet the meeds of the external mstomer [2]. This s due 1o
the prablems cansed by the enployvess am not sabisfied with
their jab wrill be reflected to the product quality problems
[A]. Second, Dakland and Cakland [4] stressed that “for an
organization to be tmly effective, every single part nmst
work properly together”™ This is dne to the quality service
delivered to external mustomer 15 often determined by the
quality of service that mmternal customer [emplovees)
provided [5].

Hence, the importance of employess mn dealing with the
external mistomer, recogmzing that employee’s satisfaction

and sapport of the overall marketing strategy were essertial
for extermal oustomer sabisfacion [B,7]. Omn this, the
satisfiving of the external oustomeris greatly depending on a
smooth mymng of process approaches to suecessfally
conplete a custormer tansacton [B], while the internal
problem 15 related to the internal mustomers or the
employess * diss atisfamtion in the waorking e wmeironrent with
intrinsic and exbivkic factor [B]. This s mpported by
Alhermoud [10] in the case of barking service in Euwradt
where the customer satisfaction is resulted fiom amy
dimension whether or not it 15 quality related and its
dazment may arise from non-quality smes [eg. needs,
equity, and pewepticrs of “fabmess™). Briefly, there is a
posifive linear relaonskip betereen staff satisfaction,
service quality and ecustomer sabisfaction leading to
profitability [11,12].

Hewrewer, Eommar et al, [15] argued that is not clearly
stated to differentiate the service quality constuet
distinguishing betareen fanctonal service mality (F5O0
which meaur doing things micely and tecludcal service
quality (TS5 Q) as doing things nght, although towrards the
external mistomer, it is means wlated to the service forms
and wrays provided by company and their employess. Whils
the intermal, it meas to emplowves satisfacHon towrards
worling enviromment, company policy and stratezy in
providing a better service to mustomers. This iz due to,
thrangh service muality required to improve mstomer
satisfacton, many service industries should pay the greater
attention o service quality and mistommer satisfacton as the
cutcome (teclhmical quality) rather than sinply addmessing
service quality from a fanctonal perspective [15,14, 15]. In
addition, Lusch et al. [18] stated that internal oustorners
may have little or no choics, even though the internal
mustomers offen can decide not to comply with prescibed
procedures or standards, or they can choose whether or howr
to cooperate.

Hewrewer, while the comcept of iDtermal service males
intitive sense, according to Hallowrell [11] and Stanley &
Wisner [17], there littls theoretical cr empirical work
regarding the impact of imternal customer service exdsted.
This is due to the concept of irternal mstomer service nsed
reflects the character of atitades that pecple have towrard
ore anather and the way people serve each other inside the
orgamization [18]. Tlos, internal cus torner service is viewed
a5 a tro way exchange process betwreen individuals in
different fanctional deparbmnents of a fixm in which the
provider is charged writh responding to the needs of thelr

436



intermal eustomer. On this, the bmprovements in internal
service quality will remalts the inprovement of the external
service quality [12,19] An instawce, the wwolwmment of
upper management is as emeial for every quality imtiative,
pmoject, or program [20] 5o that the employees will provide
good service if thew are taken cawe by thewr enplover [5]
which according to Harter et al, [15], they will mnprowve
opanizabonal performance.

EBased on this reason, this stady is therefore carried cut o
analy=e the employes satisfaction tlwvough Kano model and
Herzhers’s Theory.

O. LITERATORE REVIEW

Job satisfacbon 15 how emplovees feel aboat different
aspect of thewr job. Graham and Messner [21, 23] defired
job sabsfachon as “the measarement of one’s total feelings
and attindes towrawds ome’s job. Job satisfaction can be
meamred by sinply proposing a holistie ques Hon whether
an mdividual s sabsfied or nmot [F]. According to
Hoonakker et al [23] job factors can imfluence attibides,
which m hun, can infhience tmover ndertion Hewr, the
effect of mood on the job 15 the important conporents of
job athtades and potenbally inportant predictors of some
job behavicrs. Job attitades often comelate more strongly
with specific job hehavices than social atbtades corelate
with specific behaviors [24]. This 15 due to, accarding o
Saarn and Tdge [25], the emplovees have atbbhides or
viewrpolts about many aspects of their jobs, their careers,
and their orgamzation

Furthermore, since the study of the relabionslop betarzen
job satisfacton amd job performance has a conbowversial
history, researche s hegan taking a eritical laok at the noton
that a “happy warker is a pradue tive worker "[25]. Maost of
the eadier reviews of the literature mgzgzested a weak and
somewrhat incons sterd relationship betwreen job s atsfaction
and performance. On thos, Orzan [26] suggests that the
faihire to find a strong relatiorship betarean job satisfacton
and performance is due to the narrowr means often used o
define job  performance. In addition, the melaticwsldip
betareen job sabsfaction and perfoemance was found to he
even higher for complex ez, mrofessional) jobs than for
less complex jobs. Thus, it does appear that job satisfachon
iz, in fact, predictive of performance, and the relationship is
even stionger for professional jobs . By combming to take
actons in addressing low job sabisfaction 5 not only
important for crzanizational effective vess, but by mot deing
50, orgarizations can cause spillover of employees ™ low jdb
satisfachon mio thewr hfe satsfachon and wellbemz. It s
becase, if the emplowees sabsfled with thewr job, they
become happier and the product that prodace or sermce that
givents the oustormer can falfill mustormer requite me nts.

A Hergherg Theory

The factows that canse job s atisfaction will different writh
the factors that canse the job dissatisfaction. To discover the

things that can make people motivated and satisfied job are
different from that make them dissatisfied [27]. Taro factors
that can irflience individnal performance are conpetence
and commitment. Competence 15 a fanetion of krowrledze
and skills that can be gained fom educabon, trmimng or
expedence, Conmitmert 5 a combinabon of cornfidence
and mobvation. The individual 15 sabisfled if imbinsically
and extnsically mwarded. The employee imbinsically
revrarded if sfhe perceives that imdividual perfotrnance
resulted from the efitrt expended is importut, interssting,
challenging, and stwiching. On this, Hersherg ot al, [23,29]
appmached to hygiere factors as “job cortent”™ that o lead
to job dissatisfachonsuchas:

il Company Policies & Admumistraton: The
feelings shout the adequacy or mmadequacy of
company orgarization and management. Tlis
inchides poor  communications,  lack  of
delegated authonty, policies, procedures, and
riles.

1] Supervisionr The competency or techmical
ability of the mpervsor This inchides the
supervisor” wilingress to teach or delegate
athority, fairmess, and job knowrle dze.

1i1) Interpersonal  Felaons: The wlatiorships
betareen the woarker and his or her superors,
subordinates, and peers. This meludes both job
related interactioms and social interactons
within the wark envivarnent.

1] Weorking Comdibhons: Factors that mvolve the
plorsical envirommert of the job: amount of
worl, faciliies for pedomming worl, light
tools, tempemtore, space, wentilabon, and
gereral appearance of the work place.

Rl Job Secunty: The emplovee™s job ternre andfor
the company’s stability or instability objectve
signs of the presernce or ahsence of job secunty,
1ot the feelings of security.

i) Salavy: This inchdes all farms of compensation
and fomses on wage or salary increases or
unfiulfilled expectaton of increases.

While motivational factors related to where workers do
not terd tobe dissabsfled whenthese factors are not present
onthe job, suchas:

il Groarth: This inclides actial leaming of newr
skills, with greater possihility of adwancement
within the marrert cempational specialty as wrell
as personal growth

1] Weork Itself The actial content of the job ard
its positive or negabve effect upon the
employes whether the job is chatacterized as
interesting orboing, varied or routine, creative
or shlbfying, excessivaly easy or excessively
difficult, challenging or non-demanding.

11 Besponsibility:  This  imcludes  both  the
resporsbility and authority in relaton to the
job. Respomsibility refers to the enplogee’s
comtrol over ks or her owrnjoh or being ziven
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the responshility for the work of others. Gaps
betreen rmesporshility and  aathonty  are
corsidered under the company policies and
adnimstraton factor.

iv) Achievement: This inchides the persomal
sabsfacton of completing a2 job, solvns
problems, and sesing the results ofone s effons.

) Advarcement: The actual change in upwand
stats in the company. Increased opporhmty
changes with no increase I statss  are
corsidered under responsbility.

1) Eecogmition: This 15 the mcogmbon by others
for a job wrell done or personal accomphslhment.

O this, workers who are “hot satisfied” do not tend to
restrict produchvity; they nist do not zet mvolve 1intheirjch
or put forth the extra effort to do a zood job . Workers wha
are “satisfled”™ put forth that extra effort arnd produchvity
increases.

B Eao Method

The Eano model offers some insizht indo the product
athrfbutes perceived to be Dmportant o mastomers. Eano’s
model = employed as a starhreg pomt of the proposed
quantitative analysis that inwlres the condicting of
pielimirary stady, developing, and admuustrating the Kano
quesHonmaie. On  this  method, the most fiequent
chservatiors of the sample set of ®sporses are considered
as the final Kano category for CE [oustomer requirermerts)
[30], wlex

Chartitative amalysis of otomer satisfacton into
Eanos model 5 carried out by calmalabing tero values
which are “better”™ and “worse™ in order to reflect the
average mmpact of a CE on customer sabisfacton (23] or
diss abisfaction (D3 ] of all mastomers as f&llowrs [31]:

Coefficient of canse s atis facton (C31:

O+ A (L
M0+ A4

Coefficient of canse dissatisfaction (D37

(WESN | §2)
M+0O+A+]

In making decisiorns about product dewelopments, the
featires that have to be taken it corsiderabon for
imprverment ave the featires that has the sreatest infhience
on the perceived product quality [32, 33], where their
evalationmle as followrs -

I B K3

In this fornmla, M stands for “Blust-he® requirements, O
for “Ome-dimermsional’ mquirements, & for ‘Athactve’
requiternent and I stands for ‘Indifferent” mquirements. It
means that the range of “Mustbe’ athiate have the largest
ranze and it is large than the other athibute . This evaluation

nile reconmmends the first talang those product requirerme ris
into consideration, which are allocated to the requirement
Eano’s method category M becase disregarding of such
elementary basic elements creates dissatisfacthon [34]. The
‘md ifferert” athibiate has the least amiteness hecanse it has
orly muncr influe nce on the emploves s satsfacton. IF this
attribute did not being fulfill, the employess will doesn’t
feel dissatisfir. Table 1 showr the six categories gquality
attributes irdhenced to the oustomer satisfacton

Table 1: Eao's evaloation mhle

DSFUHC TIOHAL
% 1 FR 4,
I It | 3. Lime | 5.
=] Libe | be Hutral | mafh | Driclbe
E 1.Lie 1] A A X [1]

2. Tifast-

he R I I I i

3. Mol [ B I I I i

4. Lire

nith R I I I i

5. Dklike [ B E E E 1]
A= dtractyre ; I= It be B = Bemerce; 0= Oke- dim ereimal ;
I= hudifferert; [J= (nesHomabk

Musthe Eequirements (Thieshold § Basic athibutes). I
these mquirerments are not falfilled, the customer will be
axtremely dissabsfied. The nmst-be wquirements awe hasic
crteria of a product. Fulfiling the nmsthe requirements
will only lead to a state of “not dissabsfied™ Mustbe
requiterments aw i ary case a decisive compettive factor,
and if they are mot falfilled, the customer will not be
interested in the pmduct at all.

Ore-dimensional Fequirements (Performance § Livear).
With regard to these requirements, mistomer satis faction is
proporbonal to the level of filfillment — the hizher the level
of fulfillment, the hizher the mustormer’s satisfaction and
vice versa, Urme-dimernsional requirememnts are usuwally
axplicitly demmanded by the custormer.

Athactve Requirements [Excitess ! Delizhters. These
requirerments are the produet criteria which have the
gmatest mfluence on how satisfied a custamer will be with
a given product. Attractive requirermerts are  neither
explicitly  expressed nor expected by the customer.
Fulfilly these mquirerments leads to nmore  than
proporbonal satisfacton. I they are not met, howe ver, there
15 no fee ing of diss absfaction

Indiffernt Attbuates. The mstomer does not cave ahout
this featare. Mears that the eustormer is not concerned with
this product athibute and is not very interested whether it is
present ornot.

Cmestonable Attibates. [t 15 umlear whether the
oustomer expects this atbibute. This sibuation ocours if there
is a contradiction in the ecustomers ™ amswers to the paired
questons. A gquestionable rating indicates incorrectly
plrased question, misunderstanding of a gquestion, or an
incomect res ponse
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Beverse Athhutes: Means that some of the responderds’
satisfaction decreases with the existence of tlis
requiramment, but they also expect the reverse of it.

III. METHODOLOGY

Ths stdy 15 camied out in a mamfiching industy
related to howr thelr employees ™ satisfacton as a case. The
data and mmformation mlated to therr pediormarnce is
categorized mio the mpeortart level based on ranking lewel
The ranking level used is to gemetate the importance level to
meat the custome ¥ reeds, while Eano madel is to determine
what the factors that satisfir the customer.

H armch ang Thomep

[Hy mizme B Matrators]

¥ )

| Kann Method Likart Smle |

v

Proness for findimg tha prriowtias ‘

forimmo rermant

" Tustifimfion by nsing

-+
r
| Lgrove taeni priovities |

Fg 1 Floartofindthe priories mprarem st ok Fanoe & Liert
Scak.

Fizare 1 shooer that the questiomaire developed refers o
Herzherg theory using Fano method and Likert scale. Each
clements of Hersherg thecry related to hyzere and
motivator factors ae generated into Kano pabrwise of
questions fhrmmlated so that the employess can answrer in
one of five differert ways. The fisst queston concerns to the
reacton of the customer related to finechonal form of the
question, while for the second question concens to the
reacton of dysfanctional form of the question In this stdy,
the ;e v que shonnaire 15 distubuted to 100 operators.

The wording of the alternabves m the gquesticnmaire
developed that is as the most crtical choice wer made
refers to the Eano methodology sach as “T ke it that way,™
“Tt nmastbe thatway,™ *T am nentral ™ *T can live with 1t that
way,” “T dislike it that way™. While in Likert scals, the
questonmaite developed 15 hased 5 scaling  inmferwal,
“Strongly Like™, “Like™, “Mor Like or Duslike™, “Drislike™,
and “5 rongly Dislike™.

I, RESTULTS £ DICTSEIONS

Tahle 2 shovwrs the quality attributes of Kano method and
mean vahie of Likert scale of each questons dewveloped
towrards Hersherg atiributes.

A Based on Kane methad

Tahle 2 showrs that based an “M=0=1=4" [32], the
company have to take action on elements 08 related to
mpervisory of hyziere factor. This 15 due to this element
perceived by respordents as “Tlust-he™ athibutes. However,
based on the mamber of C5 — DS [31, 35], ths element is
ranked level Q2. The rarking level no.l is on elemert Q25
since the megabtive wahies 15 -0.50 as the hughest negative
vahie . In addition, refers to K ano average, both arve less than
2.5 together with 1, Qla, Q25 which s means that the
respordents feels Tt Must-be that way’ to “Heutral®

FB. Based on Likert Seale

Based on Likert scale, we foind that the lowrest mean
vahe 15 on Q7. With the value of 2.5, this 15 means that the
respordents feel Dislike” to “Mor Dislike and Like’. The
respordents tend to fhels Trislike” ifthe average vahies less
than 3, where the Hersherg element mwvolwed are
Iupervisory (18], Statas (8, QF, QF), Job Secunty
(924, and 5 alary (D28, Q300 The most of them is 5 tats,
due to the overall average 282 (less than 31

. Based on Hygene and Motvatay af Hewgberg

Based on Eano method and Likert scals, we foind the
respordents feels dissatisfied. This 5 due to several the
averagzes values refers to Likert and Kamo metlod in
Hygziere factors found less than 3. (Likert: QL8 Q& Q7,
Q9 Q24 28, Q30 Kann:Q 1, Qla, Q13, Q&, Q2&4, O3,
05, 0299, Even though Q29 refers to Kamo 15 less than 3,
based on Hersherr thecry this will not efiéct to dissahsfir
the employess . Wlile based on “M=0=4=1", the slaments
of Superrisory (18] is in “Dlust-be™ athibutes. 5ince this
element 15 part of Hyziene factors, this factor should be
mmprored wrhere iff it 15 not, it will brng o employees
dissatisfied. This is due to the hygiene factars should be
conpletely filfilled first a5 the most findamental for
satisfacion results plus one or mom elememts of the
mobvator factors, where by fulfilling the elements of
hyziene factors merely malke the resporndent to feels ‘not
dissatisfied”. Fulfilling the elements of motvator factors
without completely elements of lhygiene factor fulfilled
will not malke the waoters 5 atisfae Hon
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Tahile 2. Hersherg [Hirgiene & Motiratar] in Likert ms Earo Scale
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Kano Manipulating Graph (EMG) Approach (proposed
for pastification the inprove me it priorities required)

Since the satisfacton points and athibutes resulted refers
to KEano method, Lakert scale, and Herzherg thecry are m
the different valies for improvement prontes should be
taken, on hoar to find the priorities for Herdherg elements 1o
he inproved, 3 ihombing et al, [58] proposed that “GGraph
of Eano Mammlating Vahies "= Eanking vale of Likert N
Ranking vahe of Kano M Ranking vale of C5-DE N
i BT Y

On this, the zrmph depick the comparison betareen the
vahies of C3 v, DE and F (Famctioml) . DF
[Dysfumctional] of Kano pairwise questions with the
assunphons as folloars:

— 5 value = — DS wahie,

then D5 vale =~ C5 valie (43

— Fvwalie = - DF value (or DF7)
then DF valie = - F vahie (or F7) (5

Figure Zashowrs the graph for Eano related to Customer
Satisfaction (C5) and Custormer Dviss abisfac ion (D3 where
Q18 is located in CS5T and DST, while in Figure Zb is
located in C5°f ard D5’ Jince the improvement required
15 related to dissatisficton first (DET), if we nse only the
graph C5 v, D&, we will corfiuse to choose wlich of
elements need to be taken for improvement made. This 1s
due to m DT area, there are elements existed such as G225,
Q3, Q8 Q9 and Q28 beside QLB itself (Figare 2a).
Hewraver, by comstucting the comparison in reverse vahe
[regation value) in Figure 2b, we found that the elemwets
inside the C57T area ave 6, O, 18, 021, X3, and Q28
This is means, only Q8, Q18 and Q28 having in the same
location based on assunphon DS = C3 ',
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In addition, since ©5 and DS vahes are rooted from the
Funchonal and Dysfunchonal of Eano par questons (see
24, then we can make the comgparison based on the
proposed asmmption imto the zraph shown in Figure 5a amd
5b. By integrating Fizure 2a and 2b 1o Fizure 3a and b, we
fond as followrs:

00



G ragh” =
{05 w. DS} N{CE” w. DE'} N {F . DF} (F" ws
DF}
= {0Q25,03,08,08,01 8028} N{ Q&,08,018,021, 028}
My Qe 070180350}
MY Q3,05,06,013018,025027,029 030,031
= 0l8

Hence, we can conchide that elements of Q18 s as the
first prionbes for mmprovement required since this element
filfil all of the cxteria mch as Herzherg theory, ranking
levelimean vales of Likert scale, K ano mean values, CF-
D5, and Eamn athibutes, that are “Hyziene factoe™, “2.61
(=307, “Rank 27, “2.5 (=37, and “Must-be” athibutes in

respectvely.
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W CONCLUSION
In depicting what the elements of Hersherz theary that

need to be improved tlwough the questiommaires developed
in this stady, the approaches using Eano method and Likert
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scale  (sometime)  produce  the diferemt results
[meonsistency]. This 15 as we can see fiom the different
rankang level of their mean [/ average wvales. Although
using Eano method seholars proposed the theory on how to
look the most inportance element mesulted from the
ey, it seam that the ambizmity ocoumed toward which
elements shaald be taken for inprove ment or ruaintained.

Based om thus fact, we therefore propose the way to
manipuilate data against the survey resulted inta the Kamn
manipulating graph i order to mstfy the most prontes
glements that should be taken for improvement by
company. In ths case, we do tal azanst the meamrement
of employees satisfaction based on Herzherg theory, where
the hygiene factors 5 a fandamental factors that will bang
to mstomer satisfacion. By manipulating the wvahies of
mstomer sabsfachon (T80 and dissatisfacton (D5) as well
as the mean values of Fano in pairerise of fincHonal and
dys fanctonal fooms, the remalls showr with consstertly to
the Likerts scale and also to thecry of Herzherg related to
employees * s atisfacton.

In this stady, we found that the company has o carry out
the improvement against the “Supervisory” wotks related to
if the enploves faced the diffimlbes in their work [Q1E).
This 15 one factor that will make the enplowes dissatisfied,
if the compary cannot fulfill their employess” need ardfor
to improve is.

Smce the stady carried out 15 hnated to enployes’s
satisfachonusing Herberg theory, the mampulating data of
Eano approached into the graph am therefore need to be
applied inother satisfaction theory for the fiahire worl.
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