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Abstract

The study aimed to find out the effect of management’s controllable factor, which was called internal
factor or structural variable, on the job satisfaction of the 4 and 5 starred hotel employees’ in Surabaya. The
study used quantitative explanative technique to explain the effect of structural variable on employees’ job sa-
tisfaction. The result showed that structural variable had a positive and significant effect on job satisfaction. It
is also found that employees’ job satisfaction was high when there was (or the highest indicator for structural
variable was) fellow employees’ support and supervisor’s support, while the lowest indicator was job routine;
the highest indicator for job satisfaction was satisfaction in salary, while the lowest indicator was supervisor’s
competency in performing his or her tasks.
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Abstrak

Penelitian ini bertujuan menemukan pengaruh faktor yang dapat dikendalikan manajemen, yang dise-
but faktor internal atau variabel struktural terhadap kepuasan kerja karyawan hotel bintang 4 dan 5 di Sura-
baya. Penelitian ini menggunakan teknik kuantitatif eksplanatif. Hasilnya menunjukkan bahwa variabel
struktural berpengaruh positif dan signifikan terhadap kepuasan kerja. Kepuasan kerja karyawan tinggi keti-
ka terdapat (indikator tertinggi variabel struktural) dukungan dari rekan kerja dan dukungan penyelia. Indi-
kator terendah ialah rutinitas kerja. Indikator tertinggi kepuasan kerja ialah kepuasan akan gaji dan indika-
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tor terendah ialah kompetensi penyelia dalam menjalankan tugasnya.

Kata Kunci: Variabel Struktural, Kepuasan Kerja, Karyawan Hotel

INTRODUCTION

Indonesia has become the destination of interna-
tional tourists. The number of international visitors to
Indonesia from year 2012 to year 2013 increased by
6% (“Perkembangan Pariwisata dan Transportasi Na-
sional,” Maret 2013 or “National Tourism and Trans-
portation Development,” March 2013), which proves
that Indonesia is becoming more attractive to interna-
tional tourists. This has an effect on the develop-
ment of hotel industry in Indonesia, which is seen in
the increase of local and foreign investors who build
hotels in Indonesia (Purnomo, 2012)

The growth of the hotel industry also influences
the city of Surabaya as Indonesia’s second largest ci-
ty. In 2011, the number of hotel rooms in Surabaya
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was predicted to increase with the building of 15 new
hotels (Wahyuni, 2011). And in year 2012, the
request of hotel building permits to the municipal go-
vernment of Surabaya increased six times than the
previous year (“30 Hotel Baru Menyerbu,” 2012 or
30 New Hotels Attack the Hotel Industry,” 2012).
This significant increase in the number of hotels
in Surabaya certainly influences the competition
among hotel brands, international and local (Wah-
yuni, 2011). Consequently, each hotel should have a
competitive excellence in order to survive the compe-
tition (Kandampully & Suhartanto, 2000). Kartika &
Kaihatu (2010) add that having a competitive ex-
cellence is necessary for the survival of an indus-
trial undertaking, including the hotel business. One
way of achieving competitive excellence is by own-
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ing and utilizing employees to realize the company’s
goals (Kotler & Armstrong, 1997).

The paradigm that employees are burden to a
company has changed. Today, employees and hu-
man resources are considered as important assets in a
company’s survival (Datta, 2012). The fact that the
number of hotels has increased largely, automatically
increases the demands for skillful hotel employees in
various fields. In this case, it is important for hotels
which already have employees with excellent perfor-
mances to maintain their resources (Schwepker Jr.,
2001). Thus, the hotel management should monitor
the commitment level of the human resources who
work in the hotel.

Riketta (2002) proposes that highly committed
employees will give excellent work performance.
Thus, it can be concluded that hotels with highly com-
mitted employees will have higher competitive excel-
lence than other hotels. In order to obtain and main-
tain highly committed employees, a company should
take care of the employees’ job satisfaction (Currivan,
2000; Iverson & Deery, 2007). In general, employees’
job satisfaction can be regarded as a gap between em-
ployees’ wishes and company’s ability to meet that
wishes (Timmreck, 2001). When a company is able
to meet that wishes, employees will feel satisfied. Fur-
ther, Currivan (2000) states that basically, a company
management should take care of factors that can be
controlled by the management, and also the uncon-
trollable factors from outside the company.

From the two factors mentioned above, we focus
on the controllable variable, which is called internal
factor or structural variable, which influences emplo-
yees’ job satisfaction. Hom & Griffeth (1995) states
that the managerial skills of a company in treating its
employees will increase employees’ job satisfaction.
The company management should ascertain that em-
ployees have good perception of the system ap-
plied in the company. A good perception of the em-
ployees towards the management will influence em-
ployees’ job satisfaction and in turn will raise em-
ployees’ commitment to the hotel where they work
(Iverson & Deery, 2007).

Further, Iverson & Deery (2007) propose that
the first thing to be taken care of by the management
is support from the management and from fellow em-
ployees towards an employee’s performance. An em-
ployee who feels supported and is given feedbacks by
the management will feel that he is working in a com-
fortable environment and will have definite goals in
his job.

Second, the management should take care of the
job routines (Iverson & Deery, 2007). Concerning
routines, Timmreck (2001) confirms that a well de-
signed job will cause employees to feel comfortable

with their jobs. Excessive routines will cause em-
ployees to feel bored and in turn will influence em-
ployees’ performance.

Besides those two points, the management
should take care of employees’ perception of the ma-
nagement behavior towards them, which is called dis-
tributive justice. The most important factor in this per-
ception is employees’ perception of justice. There is a
possibility that a decision which is considered just by
the management is thought of differently by the em-
ployees.

Concerning the phenomenon, hotels in Surabaya
should ascertain that their employees feel satisfied,
which will raise employees’ commitment to the
management, and in turn will raise competitive
excellence. This is not easy since high competitive-
ness causes high job opportunities. From interviews
with three hotels’ employees in Surabaya, we find that
they do not feel satisfied with the work system
applied by the hotel managements. From initial
interviews we find that the most important point is the
injustice of the management’s treatment towards the
employees. The employees also complain about their
job routines which make the job boring.

Based on phenomena and facts obtained from
interviews, we would like to study employees’
perception of internal factors or structural variable of
hotels in Surabaya. We will also discuss employees’
satisfaction level to affirm the conclusion of the study.

THEORETICAL BASE AND HYPOTHESES
The Concept of Job Satisfaction

Cranny, Smith, & Stone (1992) define job
satisfaction as an emotional response towards a job.
While Weiss (2002) proposes that job satisfaction is
an attitude. Astrauskaité, Vaitkevi¢ius, & Perminas
(2011) add that it is a response towards employees’
performance evaluation. Mahardika (2006) states that
“job satisfaction is an individual’s orientation which
influences his or her work role and job characteristic.”
Thus, we can conclude that job satisfaction is an em-
ployee’s emotional attitude in his or her response to-
wards employee’s performance evaluation. This res-
ponse is also affected by the employee’s achieve-
ments.

Iverson & Deery (2007) describe the factors
which influence employees’ job satisfaction as
follows:

1. Structural variable is a factor which relates to
work setting, both in the job itself and in the com-
pany’s condition. The factor which influences
structural variable is support from fellow emplo-
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yees and from the management (coworker and su-
pervisory support), job routine and distributive jus-
tice.

In relation to structural variable, Timmreck (2001)
states that a nice behavior towards employees will
result in employees’ job satisfaction. Job design
also influences employees’ satisfaction. This is
mainly expressed in the complexity level of a job.
If a job is too easy, employees may feel bored.
However, if a job is too difficult and demand ex-
treme physical strength, employees may feel sur-
feited.

2. Environmental factors are factors that cannot be
controlled by a company in its effort to give job
satisfaction to its employees. These factors relate
to the environmental condition of the place where
the employees live. Environmental factors are in-
fluenced by:

a. Job opportunity
The opportunity to find other jobs outside the
company.

b. Turnover culture
Employees’ belief that turnover is a common
practice in industry.

¢. Kinship responsibility
Direct responsibility towards employees’ fami-
ly or closest relatives.

Mahardika (2006) proposes that job satisfaction
can be measured by salary, fellow employees, create-
vity, and independence, working condition, supervi-
sor’s competency, job autonomy, and opportunities
for advancement. Sha (2007) adds that there are fac-
tors which influence job satisfaction, namely fac-
tors from outside and from inside the employee him-
self or herself. Sha states that the factors from inside
the employee which are often called intrinsic factors
have bigger influence on employee’s job satisfac-
tion.

The intrinsic factors which significantly influ-
ence job satisfaction are personjob fit and personality
factors (Sha, 2007). Johns (1996) proposes that job sa-
tisfaction is a difference or gap between employee’s
performance and what is perceived as performance by
the employee himself or herself. Spector (1997) states
that the smaller the difference or gap, the higher the
employee’s job satisfaction. Thus, it can be concluded
that the fitness level of an employee towards a job, or
personjob fit is a factor which influences job satis-
faction.

Aamodt (2004) states that beside personjob fit,
an employee’s character determines his or her job
satisfaction, regardless of work environment or other
factors. A previous study (Spector, 1997) shows that
there are several employees who continuously
complain although the management has taken many

steps to ascertain the employees’ job satisfaction.
Aamodt (2004) proposes that in order to increase em-
ployees’ job satisfaction globally inside a company,
the recruitment system should be arranged so that the
employees recruited are employees with good per-
sonalities. Sha (2007) confirms it with his finding
which shows that there are many companies which
continuously make efforts to raise job satisfaction, but
because the employees do not have good personaili-
ties, the expected results are not achieved.

Model of the Study

The model of the study is as shown on Figure 1.

Structural Satisfaction

Figure 1. Model of the Study
Hypothesis

Based on the facts and phenomena which have
been presented by previous studies (among others by
Iverson & Deery, 2007), we formulate the hypothesis
that structural variable influences the job satisfaction
of the employees of 4 and 5 starred hotels in Su-
rabaya.

RESEARCH METHOD

This study employs quantitative explanative
method with the employees of 4 and 5 starred hotels
in Surabaya as the population. The sampling method
is non probability sampling and judgmental sampling,
with the following criteria: employees of the age older
than 18 years and have worked for minimally three
years. The sample utilized in this study amounts to
100 respondents, which meets the requirement of Se-
karan (2006) who states that the valid sample
amount for most studies are between 30-500 respon-
dents.

The data collecting technique of this study is by
distributing questionnaires directly to employees who
meet the criteria. The questionnaire contains five
options according to Likert Scale, where 1 indicates
“strongly disagree” and 5 indicates “strongly agree”
towards the statements in the questionnaire.

The data analysis technique utilized in this study
is mean analysis where the mean values are previ-
ously grouped into class intervals from “very low”,
“low”, “sufficiently high”, “high”, and “very high”.
Besides that, in order to describe job satisfaction, we
also utilize mean analysis with the following classify-
cation: “very dissatisfied”, “dissatisfied”, “sufficiently
satisfied”, “satisfied”, and “very satisfied”.
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To find out the influence of structural variable
on job satisfaction, we employ the simple regression
technique using SmartPLS software. The influence
significance test is affirmed by the t value which
should be bigger than 1.96. If the t value is not bigger
than 1.96, then it is concluded that the influence is not
significant. Before performing the influence test, we
perform validity test by observing convergent validity
and discriminating validity, and reliability test by
observing the value of composite reliability.

A model which has good convergent validity is a
model whose variable has the loading factor above
0.5 for each indicator. A good discriminating validity
is indicated by the AVE root value which is bigger
than the correlation between variables. And a model
can be considered reliable if it has a composite reli-
ability value which is bigger than 0.7.

RESULT OF THE STUDY AND DISCUSSION

Based on the processed data from the question-
naires, we find the following respondents’ descriptive

profile:
1. Sex
Table 1. Sex
Freguency Percentage
Male 60 60.0
Female 40 40.0
Total 100 100.0

The descriptive data shows that 60 respondents of
the total respondents (60%) are male and the rest
40 respondents (40%) are female.

2. Age
Table 2. Age
Frequency Percentage

<= 25 years old 8 8.0
26-35 years old 41 41.0
36-45 years old 28 28.0
>= 46 years old 23 23.0
Total 100 100,0

From the respondent age data it can be seen that 8
respondents (8%) are 25 or less than 25 years old.
41 respondents (41%) are between 26-35 years
old. 28 respondents (28%) are between 36-45
years old. Tthe rest 23 respondents (23%) are 46
or more than 46 years old.
3. Work duration

Work duration data shows that eight respondents
(8%) have worked in the hotels for three years. 26
respondents (26%) have worked from three years
one month to five years. 22 respondents (22%)

6.

have worked from five years one month to seven
years. 11 respondents (11%) have worked seven
years one month to nine years. 12 respondents
(12%) have worked from nine years one month to
11 years. The rest 21 respondents (21%) have
worked for more than 11 years.

Table 3. Work duration

Frequency Percentage

3 years 8 8.0
3 years, 1 month-5 years 26 26.0
5 years, Imonth—7 years 22 22.0
7 years, Imonth-9 years 11 110
9 years, Imonth-11years 12 120
> 11 years 21 21.0
Total 100 100.0
Salary

Table 4. Salary (in Indonesian Rupiah)

Freguency  Percentage

<=2,500,000 4 40
2,500,001-3,500,000 20 20.0
3,500,001-4,500,000 45 450
> 4,500,000 31 31.0
Total 100 100.0

From the salary data we find that 4 respondents
(4%) receive the salary of 2.5 million rupiahs or
less. 20 respondents (20%) receive between 2.5
3.5 million rupiahs. 45 respondents (45%) receive
between 3.5-4.5 million rupiahs, while the other
31 respondents (31%) receive more than 4.5 mil-
lion rupiahs.

Marital Status
Table 5. Marital Status

Frequency Percentage
Married 66 66.0
Single 34 34.0
Total 100 100.0

From the marital status we find that 66 respon-
dents (66%) are married and the other 34 respon-
dents (34%) are single.

Number of Children
Table 6. Number of Children

Frequency Percentage
No children 42 420
1 child 18 18.0
2 children 25 25.0
3 children 13 13.0
>=4 children 2 20
Total 100 100,0
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Table 6 shows that 42 respondents (42%) do not
have children. 18 respondents (18%) have one
child. 25 respondents (25%) have two children. 13
respondents (13%) have three children and the rest
two respondents (2%) have four or more than four
children.

From data processing we obtain the mean result
of the perception towards structural variable as given
in Table 7.

Table 7. The Mean Value of Structural Indicator

Structural Mean Category
Fellow employees support me in 4.02 High
doing my job

My supervisor supports me indoing ~ 4.02 High
my job

My job is not so routine that it be- 3.75 High
comes boring

The management treats me justly 3.85 High
Total 3.87 High

The table indicates that employees’ perception
of structural variable is high. There are two points
which have the highest value, namely support from
fellow employees and support from supervisor, which
is 4.02. The lowest value is employees’ job routine
which is 3.75, which still belongs to high category.

We also process the data about the job satisfac-
tion of 4 and 5 starred hotels’ employees in Surabaya.
The result of data processing is given in Table 8.

Table 8. The Mean Value of Job Satisfaction Indicator

a value smaller than 0.5. In the next phase of the
study, this indicator is discarded. After indicator Xy is
discarded, the values of all loading factors are bigger
than 0.5. Thus, the adjusted model has a good conver-
gent validity. Then we perform discriminating validity
test by observing the AVE root value. The calculation
of AVE root value and the picture of the initial model
are as shown on Figure 2.
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Figure 2. The Initial Model of the Study
Note: Kepuasan = Satisfaction

Table 9. AVE root

AVE AVE root
0.5532 0.743774
Structural Satisfaction 0.4992 0.706541

We can see that the model has a fairly high AVE
root value. This value will be compared to the corre-
lation value between variables:

Table 10. Correlation between Variable
1

Satisfaction Structural
Satisfaction 1 0
Structural 0,35 1

Job Satisfaction Mean Category
My salary is satisfying 4.02 Satisfied
| am satisfied with my fellow 384 Satisfied
employees

My supervisor is highly compe- ~ 3.68 Satisfied
tent in performing his/her tasks

I am given chances for promo-  3.84 Satisfied
tion in my job

My working condition is con- 3.95 Satisfied
ducive

I am allowed to make decisions ~ 3.75 Satisfied
concerning my job

Total 3.85 Satisfied

Table 8 shows that the job satisfaction of 4 and 5
starred hotels in Surabaya is high. The highest value is
in salary indicator which is 4.02. The indicator with
the lowest value is supervisor’s competence in per-
forming his or her tasks.

Before performing hypothesis test, we perform
validity test. In the result of the convergent validity
test there is one indicator, namely X;; which does not
meet the convergent validity requirement since it has

Table 9 and 10 show that the correlation value of
structural variable and satisfaction variable is 0.35.
This value is lower than the AVE root value. Thus we
can conclude that the model has a good discrimina-
ting validity. After performing validity test, we per-
form reliability test by observing the composite relia-
bility value which is shown in Table 11.

Table 11. Composite Reliability

Composite Reliability

0.8809
0.7460

Satisfaction
Structural

The composite reliability values of satisfaction
variable and structural variable are higher than 0.7.
Thus, we can conclude that the model has a good reli-
ability. The following is the picture of the model
which has passed the validity and reliability test.
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Structural

Figure 3. The Result of PLS Algorithm
Note: Kepuasan = Satisfaction

Figure 3 shows that the R squared value of satis-
faction variable is 0.122. This means that job satisfac-
tion can be explained by structural variable as much
as 12.2%, and the rest is explained by other variables
not examined in this study.

Hypothesis Test

For hypothesis test, in the model we utilize boot-
strapping process to calculate the t value. The result of
bootstrapping can be seen in Table 12.

Table 12. t Value

Original T Statistics
Sample (O)  (|O/STERR))
Structural = Satisfaction 0.35 5.29

From the bootstrapping process we can see that
the value of original sample or the value of weight
factor is 0.35 and the t value is 5.29. A t value that is
bigger than 1.96 indicates that structural variable has a
significant influence on satisfaction variable, while a
weight factor with a positive value indicates that
structural variable has a positive influence on satis-
faction variable. This means that the better the struc-
tural variable, the higher the employees’ satisfaction.
Thus, the hypothesis of this study that structural vari-
able has influence on employees’ satisfaction can be
accepted.

Discussion

From the data processing we find that in overall,
employees’ perception of structural variable and the
job satisfaction of 4 and 5 starred hotels” employees in
Surabaya is high. This is confirmed by the overall
values of the two variables observed subsequently,
which are 3.87 and 3.85 which belongs to high inter-
val. Thus, globally, employees consider that the ma-
nagement systems of the hotels are good. Further,
employees also feel satisfied with their jobs.

Beside that, the result of the test of structural
variable’s effect on job satisfaction shows that struc-
tural variable has a positive and significant effect on
job satisfaction. This is proved by the t value of 5.29
which is bigger than 1.96, and by a positive weight
factor. This result confirms the former result which
shows that employees have good perceptions of the
working system applied in 4 and 5 starred hotels in
Surabaya, and they also have high job satisfaction.

This finding confirms the causal model of
Iverson & Deery (2007) which proposes that positive
support from supervisor and fellow employees, the
job itself, and just treatment of the management will
promote higher job satisfaction among employees.
While doing his or her daily job, an employee will be
always in contact with the job itself, interact with his
or her supervisor and with his or her fellow emplo-
yees, while the company also contributes in the form
of policies. These conditions will be judged by the
employees. If they consider that the conditions are not
satisfying, their job satisfaction will decrease, or the
other way round.

Interviews to five employees confirm the con-
clusion of this study. The majority of the employees
state that fellow employees and direct supervisor
comprise the reasons why they like to work in a cer-
tain hotel. If the direct supervisor and fellow emplo-
yees are people with whom the employee feel at
ease, then the employ will feel that the manage-
ment is really supporting himself or herself by pla-
cing those people around him or her. This agrees with
the statement of Iverson & Deery (2007) which says
that management should support employees and
should take care of support from fellow employees
to other fellow employees.

On the other hand, there is a disagreement about
job routine. Four of the five employees interviewed
state that job tasks in hotels are routine. This is incon-
sistent with the statement of Iverson & Deery (2007)
about job routine. However, the employees also ex-
press that although the job tasks in hotels are routine,
every day they serve different guests. This makes the
job not so routine. Therefore they regard the job as a
dynamic job and consequently not routine. Besides
that, several employees also say that sometimes they
are placed in other outlets of the hotel. This causes the
job to lose its routine nature. However, job routine
should be taken care by hotel management because
this concerns job design, which may cause a job to
appear routine or not.

In job satisfaction variable, the highest value is
obtained by satisfaction towards salary. We make
further interviews concerning this since from res-
pondents’ profile we find that the salaries received by
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the employees are not high. 4% of the employees
even receive less than Rp.2,500,000,- and the highest
percentage are employees who receive salaries be-
tween Rp.3,500,001,- and Rp.4,500,000,-. From the
interviews we find that satisfaction towards salary is
high because in answering the questionnaire, the em-
ployees also include the service charge which is given
to the employees monthly. However, in completing
employee’s profile, they only include the basic salary
given by the hotel management. While the value of
service charge is fairly high, at most times the service
charge is even higher that the basic salary. The service
charge is determined by hotel occupancy rate.

The lowest satisfaction value is in supervisor’s
competence indicator, although the value still belongs
to the high category. This usually occurs because the
supervisor who is in charge of the hotel operational is
usually an employee of the operational departments
who is promoted to position of supervisor. In front of
the house operational, a supervisor who has experi-
ence in that tasks is of course competent. However,
the result of the interviews also indicates that mana-
gerial activities such as forecasting and scheduling
are not performed well by the supervisor, which
results in mistakes.

CONCLUSION AND SUGGESTION

From the result of the study we can draw the fol-
lowing conclusions:

1. Employees’ perceptions of the structural variable
of 4 and 5 starred hotels in Surabaya are high, with
the mean value of 3.87.

2. Job satisfaction values of the employees of 4 and 5
starred hotels in Surabaya are high, with the mean
value of 3.85.

3. Structural variable indicator with the highest mean
value is support from fellow employees and from
supervisor, while the indicator with the lowest
mean value is job routine.

4. Job satisfaction indicator with the highest mean
value is satisfaction towards salary, while the indi-
cator with the lowest mean value is supervisor
competence in performing his or her tasks.

5. Structural variable has a positive and significant
effect on the job satisfaction of the employees of 4
and 5 starred hotels in Surabaya.

Suggestions

Based on the conclusions of this study, we
would like to propose the following suggestions:
1. The hotel management should take care of the job
design in their hotel since from the interviews we
find that hotel jobs are considered routine.

2. Organize managerial trainings for supervisors who
are promoted from operational employees.

3. For further study we would like to suggest a study
of the effect of structural variable on the job sat-
isfaction of the employees of 4 and 5 starred ho-
tels in Surabaya.

4. We also propose to study further employees’
perception of structural variable and employees’
job satisfaction in 3 or less than 3 starred hotels in
Surabaya, including the hotels’ budgets.
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