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Abstract: This study is included in explanatory research. The population is 18 Matahari Department retail Store 

in East Java. The respondents in this study are employees of salespeople and consumers, this study is also called 

dyad research, because it uses two different respondents, while the technique of drawing proportional rondom 

sampling and sub-samples of consumer sub-samples simple random sampling Data analysis methods used 

Generalized Structured Components Analysis (GSCA). This study concludes that: 1) Job satisfaction has a 

significant and positive effect on OCB; 2) Job satisfaction has no significant effect on satisfaction; 3) Job 

satisfaction has a significant and positive effect on the quality of consumer interaction; 4) OCB has a significant 

and positive effect on the quality of consumer interaction; 5) OCB has no significant effect on the quality of 

consumer interaction; 6) Quality of consumer interaction has a significant and positive effect on customer 

satisfaction; and 7) Consumer satisfaction has no significant effect on consumer loyalty.. 
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1. INTRODUCTION 

Research on the relationship between employee satisfaction and customer satisfaction in the 

retail sector is still not widely done, it is expected that the results of this study can be a reference that 

supports further studies related to the relationship of employee job satisfaction and customer 

satisfaction. The object of this study is Matahari Department Store for several reasons. Matahari 

Department Store is one of the pioneering local retailers of the concept of the first Department Store in 

Indonesia that is growing rapidly and is able to compete with outside retailers entering Indonesia. 

Matahari Department Store itself has been a company that went public since 1992. 

Global companies experience a shift from conventional approaches to contemporary approaches 

(Tjiptono, 2011: 480). Conventional approaches emphasize customer satisfaction, cost reduction, 

market share, and market research. While the contemporary approach focuses on customer loyalty, 

customer retention, zero defections, and lifelong customers. One strategy that can facilitate customer 

satisfaction and loyalty is relationship marketing (RM). The theoretical study which is the basis for 

studying the formation of the relationship between employee job satisfaction and customer satisfaction 

and customer loyalty refers to the basis of relationship marketing theory. 

Gronroos (1990) defines relationship marketing by developing, maintaining, improving and 

commercializing customer relations to achieve the goals of all parties involved. Relationship marketing 

not only emphasizes the relationship between organizations and customers, but also with other 

stakeholders. In the field of consumer satisfaction management (Fornell et, al., 1996; Oliver, 1996) and 

employee job satisfaction (Brown and Peterson, 1993; Churchill et. Al., 1985) are two of the most 

studied fields, but not much research connecting the two into one study, although theoretically 

consumer satisfaction is strongly related to employee satisfaction (Robbins and Judge, 2008: 115; 

Kotler and Keller, 2012: 364). 

 

2. LITERATURE REVIEW 

The Homburg and Stock (2004) study concluded that the relationship between job satisfaction 

and customer satisfaction is very strong, especially when the quality of consumer interaction increases. 

This study developed a study conducted by Homburg and Stock (2004), in addition to the three 

variables above this study included variables of organizational citizenship behavior (OCB) and loyalty 

generated from studies of other studies. The Homburg and Stock (2004) study only looked at the 

relationship of employee satisfaction and customer satisfaction through the quality of interactions based 

on consumer perceptions, but in this study included OCB variables based on employee perceptions. 

This study will look at the effect of employee job satisfaction both directly on customer satisfaction, or 

its influence through OCB. According to Robbins and Judge (2008: 115) in service organizations, 

frontline employees relate to customers.  

 In service, the relationship between employees and consumers is very intensive (Gastmans, 

1998). Therefore service delivery organizations need to reform the relationship between employees and 

consumers (Bosaquet et.al., 2006; O’Kelly, 1998). In addition, there is also a need to reconfigure the 

relationship between employees and consumers (May, 1995). According to May (1995) the reform and 

reconfiguration was carried out by simultaneously improving both the quality of external services 

provided to consumers and the quality of internal services provided to employees. This reform and 

reconfiguration is important considering that employees and consumers are involved in very complex 

relationships in the service process. Interpersonal relations that occur intensively between employees 

and consumers require the organization not only to measure customer satisfaction, but also to measure 

employee satisfaction, not only to measure the quality of external services, but also to measure the 

quality of internal services. 

Robbins and Judge (2008: 99) define job satisfaction as a positive feeling about someone's work 

which is the result of an evaluation of its characteristics. According to Robbins there is something to 

remember, namely that work is more than just facing paper, waiting for customers, or driving a truck. 

But it includes how to relate to coworkers and superiors, follow organizational rules and policies, 

adhere to performance standards, and live in work conditions that are often not ideal. Whereas 

according to Kangas and McKee (1999), employee job satisfaction is generally defined as a reaction of 

employee feelings towards work based on comparing the results obtained with those expected to be 
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accepted. Locke (in Luthans, 2011: 141) provides a comprehensive definition of job satisfaction as 

involving cognitive, affective, and reaction or evaluative attitudes and is expressed as "happy or 

positive emotional feelings that result from job assessment or work experience". According to George 

and Jones (2012: 75) job satisfaction is a collection of feelings and beliefs that someone has about their 

current job. Generally built based on the employee's feelings about variations in the elements of work 

that are intrinsic. Employees expect their work to provide salary, promotion and autonomy. This means 

that to define employee satisfaction or job dissatisfaction is a complex matter because many elements 

influence it. There are six indicators developed by Babin and Boles (1998) and Brayfield and Rothe 

(1951) which are used to measure employee job satisfaction as a whole. In this study, the indicator is 

used to measure employee job satisfaction. 

 In addition, this study also wants to see the effect of employee job satisfaction on OCB and its 

impact on customer satisfaction. Hansen et al. (2003) said that customer commitment to the company 

was significantly dependent on customer commitment to employees who contacted customers. In the 

opinion of Robbins (2003: 113), employee job satisfaction is a major determinant of OCB 

(organizational citizenship behavior). Robbins further explained that satisfied employees seemed to 

tend to talk positively about the organization, help other individuals, and meet normal expectations in 

their work. Empowered and satisfied employees want to reciprocate by giving performance that 

exceeds the requirements of their roles. The social exchange mechanism defines how job satisfaction 

relates to OCB (Organ and Ryan, 1995). 

Silvestro's opinion (2002) that one of the behaviors of employees who feel job satisfaction is pay more 

is interpreted as willing to increase their hours or work extra shifts (willingness to increase hours of 

work or work with extra shifts). 

In addition to the direct effect of job satisfaction on consumer satisfaction and also indirect 

influence through OCB, this study also sees indirect effects through quality of customer interaction 

variables. According to Homburg and Stock (2004) job satisfaction will have a positive influence on 

the quality of consumer interaction. The research conducted by Behrman and Perreault (1994) and 

Singh et, al., (1996) which shows the relationship between job satisfaction and aspects in the quality of 

consumer interaction.  

 Newman and Bal (2002) in his research on employee job satisfaction, employee service quality, 

and customer satisfaction get the results that employee job satisfaction affects the quality of employee 

services which ultimately affects customer satisfaction. Whereas Hallowell et.al., (2004) in his research 

on internal service quality, employee job satisfaction, employee quality serving consumers, and 

customer satisfaction obtained results that the quality of internal services affected employee job 

satisfaction which then affected the quality of employees in serving consumers and ultimately affect 

consumer satisfaction. 

 

3. RESEARCH METHODOLOGY 

 The population of this study was carried out at the Matahari Department Store retail in Java as 

many as 18 retailers with an analysis unit of salespeople and consumers. This study is also called 

dyadic research because it uses two different respondents, while the technique of drawing sub-samples 

of employees using proportional rondom sampling and the technique of withdrawing consumer sub-

samples is done by simple random sampling, which is taking consumers served by respondents using 

odd numbers (1st, 3rd and so on). 

Determination of the sample in this study uses the following formula (Anderson et., Al, 2011: 

326):: 

 
Where: n is the sample size, zα / 2 is the confidence level used (95% = 1.96), σ is the population 

standard deviation (using 9.65) and E is the margin of error (using 2). If the data is entered in a 

formula, it will get n = 89.43 or = 90 people. 

The number of salespeople who became a sample is 90 salespeople. Following previous dyadic 

research (Hartline and Ferrell, 1996; Roman & Iacobucci, 2010), every one (1) salesperson will be 
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assessed by three (3) Matahari Department Store customers, so that 270 respondents will become 

respondents. Data analysis method uses Generalized Structured Component Analysis (GSCA) 

inferential statistics and statistics analysis. 

 

4. RESEARCH RESULT 

The computational results of the data from this study using the GSCA method obtained a model 

fit, which can be presented in Table 1 below. 

 

Table 1. Evaluate the Goodness of the Fit Structural Models and the Overall Model of the GSCA 

Model Fit  

FIT  0.667  

AFIT  0.655  

GFI  0.991  

SRMR  0.176  

NPAR  52  

Source: Results of analysis, 2017 

 

Based on the goodness-of-fit of the structural model and overall model with the FIT, AFIT, GFI 

and SRMS tests, it can be concluded that the complexity of the models specified in this study is able to 

explain 65.50% of the data variants that have been corrected. Similarly, the value of GFI = 0.991 and 

SRMR = 0.176 which indicates a good model fit (GFI ≥ 0.90 and SRMR is close to zero). The results 

of testing the direct effect can be seen from the value of the path coefficient and critical point (CR *) 

which is significant at α = 0.05 presented in the path diagram of Figure 1. 

The test results in Figure 1 show that of the seven direct effects between the variables tested 

there were four significant influences, namely: (1) variable employee job satisfaction has a significant 

effect on OCB, (2) employee job satisfaction has a significant effect on the quality of consumer 

interaction, (3) OCB significant effect on the quality of consumer interaction, and (4) the quality of 

consumer interaction has a significant effect on customer satisfaction. While (1) variable employee job 

satisfaction has no significant effect on consumer satisfaction, 2) OCB has no significant effect on 

consumer satisfaction, (3) customer satisfaction has no significant effect on consumer loyalty. The 

results of testing the direct influence between variables are presented in Table 2. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1.Path Coefficient and Hypothesis Testing 
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Table 2. Direct Influence Coefficient and Hypothesis Testing Results 

Hipotesis Direct Path C.R Sig. Explanation 

H1 B satisfaction  OCB 0.360 2.06
*
  Significant Accepted 

H2 
Job satisfaction  

customer satisfaction 
-0.131 1.88  

Not 

Signifikan 
Rejected 

H3 
Job satisfaction  

Interaction Quality 
0.352 3.6

*
  Significant Accepted 

H4 
OCB  Interaction 

Quality 
0.362 4.28

*
  Significant Accepted 

H5 
OCB  Custmer 

Satisfaction 
0.048 0.86  

Not 

Signifikan 
Rejected 

H6 

 

 

Interaction Quality  

Customer Satisfaction 
0.839 20.09

*
  Significant Accepted 

H7 
Customer Satisfaction  

Customer Loyalty 
0.315 1.32  

Not 

Significant 
Rejected 

Explanation : 

CR* = significant at level .05 

Source: Analysis Results, 2017 

 

Testing the hypothesis of direct influence can be explained below: 

The effect of employee job satisfaction on OCB is 0.360 with a positive direction, CR is 2.06 * and p-

value is at α = 0.05. This means that the increase in employee job satisfaction is unidirectional and real 

to the increase in OCB. The effect of employee job satisfaction on customer satisfaction is -0.131, CR 

of 1.88 and p-value of more than 0.05 means not significant at the 95% confidence level. Indicates that 

the better the implementation of employee job satisfaction, the lower the customer satisfaction, but the 

opposite direction relationship is not significant. The effect of employee job satisfaction on the quality 

of consumer interaction is 0.352 with CR of 3.6 * and p-value α = 0.05, which means that the better the 

implementation of employee job satisfaction, the better the quality of employee interaction with 

consumers. The effect of OCB on the quality of consumer interaction is 0.362 with CR of 4.28 and p-

value of α = 5%, the higher the implementation of OCB, the better the quality of employee interaction 

with consumers. The effect of OCB on consumer satisfaction is 0.048 with a CR of 0.86 and the 

probability (p-value) of more than 0.05 means that it is not significant at the 95% confidence level 

indicates that the higher the OCB implementation, the higher the customer satisfaction, but the 

unidirectional relationship is not significant. The effect of consumer interaction on consumer 

satisfaction is 0.839 with CR of 20.09 * and the probability value (p-value) is significant at α = 0.05. 

the better the application of quality consumer interaction, the higher customer satisfaction. The direct 

effect of consumer satisfaction on consumer loyalty is 0.315 with a CR of 1.32 * and p-value greater 

than α = 0.05 indicates that the higher the implementation of customer satisfaction, the higher 

consumer loyalty, but not significantly. 

 

5. DISCUSSION 

(1) Employee job satisfaction has a significant effect on OCB 

The results of the analysis in this study indicate that employee job satisfaction has a significant 

and positive effect on OCB. These results indicate that if employee job satisfaction increases, the OCB 

of employees is also expected to increase. Job satisfaction according to Locke (1976) is interpreted as a 

pleasant or positive emotional state that results from the assessment of a job or work experience. 

Whereas Robbins and Coulter (2012: 374) explain job satisfaction refers to the general attitude of an 

employee to his job. This finding supports the view that there is a relationship between job satisfaction 

and OCB which is explained by social exchange theory (Konovsky & Pugh, 1994; Moorman, 1991; 

Podsakoff et al., 1990). In other words, when work meets one's personal needs (Locke, 1976), job 
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satisfaction will lead to agreement relationships, which will lead to OCB behavior. Other research 

conducted by several previous researchers, including Yoon and Suh (2003), found that job satisfaction 

had a significant effect on OCB.  

 

(2) Employee job satisfaction has no significant effect on customer satisfaction 

The results of this study indicate that employee job satisfaction does not affect consumer 

satisfaction directly, this can be interpreted that employees who are satisfied with their work will not 

directly affect customer satisfaction directly but through intermediaries, including through increasing 

OCB. The results of this study when associated with the theory of emotional transmission, shows that 

expressions or emotions about satisfaction shown by employees are not directly understood by 

consumers but must go through the quality of interaction first. From the quality of these interactions, 

consumers can find out how to assess the expressions or emotions of Matahari Department Store 

employees in serving their customers. If the expression or emotion transmitted by the employee is 

positive in the form of the quality of the interaction, then it will also be interpreted positively or 

transmitted positively to the consumer (Mason & Griffin 2002, in Whitman et., Al. 2010). The results 

of this study are different from the results of research conducted by Homburg and Stock (2004) which 

found a significant relationship between employee job satisfaction and customer satisfaction. The 

different results obtained can be due to many things, including the object of research on Homburg and 

Stock (2004) conducted in B2B organizations (business to business) where the level of intensity and 

quality of meetings between employees and consumers is clearly different compared to retail 

organizations in this study. 

 

(3) Employee job satisfaction has a significant effect on the quality of consumer interaction 

As explained in the previous relationship which said that the basis of the theory in explaining 

the relationship between employee satisfaction and customer satisfaction is transmission of emotions 

(Ashforth & Humphrey, 1995; Howard and Gengler, 2001). The more positive employee satisfaction, 

the quality of consumer interaction will be considered positive. Positive assessment of the quality of the 

interaction will provide positive emotional transmission to consumers which will lead to an increase in 

customer satisfaction with Matahari Department Store. The results of this study support the study 

conducted by Homburg and Stock (2004) which found the results of a positive and significant 

relationship between employee job satisfaction and the quality of interactions with consumers. 

Furthermore, job satisfaction and customer satisfaction will provide a strong relationship and influence 

when supported by high quality consumer interaction. It can be concluded that, in the case of high 

quality interactions when coupled with high job satisfaction, it will also provide high customer 

satisfaction. 

 

(4)  OCB has a significant effect on the quality of consumer interaction 

The relationship between OCB and the quality of this interaction is based on Yoon & Suh 

(2003) 's opinion that extra role activities such as OCB are important factors to influence service 

quality with customer satisfaction. OCB contributes both directly and indirectly to the creation of 

perceptions about superior service quality (Morrison, 1996). The results of this study indicate that OCB 

has a significant effect on the quality of consumer interaction. The results of this study can be 

explained based on the concept of "emotional contagion" from Howard and Gengler (2001). This can 

be explained that the level of job satisfaction of employees at Matahari Department Store will affect the 

quality of their interactions with consumers both directly and indirectly through OCB which can be 

seen from the emotional transmission process, it can be when an employee feels job dissatisfaction can 

be seen emotionally change behavior in serving consumers. This study supports the theory of emotional 

transmission from (Ashforth & Humphrey, 1995; Howard and Gengler, 2001), or studies from Singh et 

al. (1994) emotional contagion process (emotional transmission). 

 

(5) OCB has no significant effect on customer satisfaction 

This study supports the theory of Cycles of Failure, Mediocrity, and Success from Lovelock 

(2001: 466). That is, if the quality received by employees will affect satisfaction and loyalty to the 
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company. Because employee satisfaction and loyalty are not maximally fulfilled, OCB cannot run well 

to increase the satisfaction of Matahari Department Store customers. The results of this study support 

the results of a study from Castro et al., (2004) which showed that there was no influence between 

OCB and customer satisfaction. Castro et al. (2004) also explained that turnover greatly affects the 

application of OCB between employees and consumers within an organization. Different results 

between this study and the study of Bettencourt and Brown (1997) can be due to several things, 

including: first, the Bettencourt and Brown research was conducted on bank employees who have 

worked for more than 1 year, while in this study in retail businesses and none duration of work. 

Second, banking organizations in the Bettencourt and Brown study have units that focus on the 

application of OCB. 

 

(6) The quality of consumer interaction has a significant effect on customer satisfaction 

This study develops from opinions, for example Bhagat (1991, 1982); Brown and Peterson 

(1993, 1994) who say that salesperson job satisfaction will have a positive influence on the quality of 

consumer interaction. The results of this study indicate that the quality of consumer interaction has a 

significant effect on customer satisfaction. These results indicate that if Matahari Department Store 

employees are able to provide high quality interaction to consumers, especially related to the patience 

and patience of employees in serving their customers, it will have a significant impact on the 

satisfaction of the Matahari Department Store customers. The results of this study support the results of 

research from Homburg and Stock (2004) which showed a positive and significant relationship between 

the quality of the consumer interaction with customer satisfaction. These findings also support other 

findings conducted by Anderson and Narus (1990); Cannon and Perreault (1999), it's just that what 

distinguishes these findings from other findings is the object of previous research conducted on B2B 

while this study is directly between employees and end consumers. 

 

(7) Consumer satisfaction has no significant effect on consumer loyalty 

Achieved customer satisfaction will have consequences for the company, including customer 

retention, voice, and price sensitivity (Szymnaski and Henard, 2001; Zeithaml, Berry and Parasuraman, 

1996), recommendations and repurchase intention (Cronin and Taylor, 1992; Gottlieb, et al. 1994; 

Taylor, 1997; Taylor and Baker, 1994), and loyalty intentions (Cronin, Brady and Hult, 2000; Cronin 

and Taylor, 1992; Gottlieb, et al., 1994; Spreng and Singh, 1993). According to Schnaars (in Tjiptono, 

2001: 24) basically the purpose of a business is to create satisfied customers. Consequences of 

consumer satisfaction according to Oliver (1997: 27) include repurchase decisions, changes in attitude, 

subsequent satisfaction, and loyalty. 

The results of the analysis in this study indicate that customer satisfaction has no significant 

effect on consumer loyalty. Related to this study, non-significant results can be due to several things, 

including: the first object in this study is retail for the middle class; both respondents in this study were 

price sensitive middle class; the three consumer shopping behavior patterns that may have seasonal 

characteristics; and fourth can be due to low customer satisfaction related to service. Because of this, 

consumers may still go shopping at Matahari Department Store due to price discounts or at certain 

seasons such as the religious holidays.  

 

6. CONCLUSION 

This study concludes that: 1) Job satisfaction has a significant and positive effect on OCB; 2) 

Job satisfaction has no significant effect on satisfaction; 3) Job satisfaction has a significant and 

positive effect on the quality of consumer interaction; 4) OCB has a significant and positive effect on 

the quality of consumer interaction; 5) OCB has no significant effect on the quality of consumer 

interaction; 6) Quality of consumer interaction has a significant and positive effect on customer 

satisfaction; and 7) Consumer satisfaction has no significant effect on consumer loyalty. 
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