
42 

DAFTAR PUSTAKA 
 

 

Abdullah, M. I., Huang, D., Sarfraz, M., Ivascu, L., & Riaz, A. (2021). Effects of 
internal service quality on nurses’ job satisfaction, commitment and 
performance: Mediating role of employee well-being. Nursing Open, 8(2), 
607–619. https://doi.org/10.1002/nop2.665 

Al-Weshah, G. A. (2019). Towards internal marketing practices in enhancing job 
engagement: Practical evidence from Jordanian hospitals. International 
Journal of Pharmaceutical and Healthcare Marketing, 13(1), 40–56. 
https://doi.org/10.1108/IJPHM-11-2017-0063 

Aldoghan, M. (2021). To examine the mediating impact of work engagement 
among the relationship of human resource management practices and 
service recovery performance during pandemic-19. International Journal of 
EBusiness and EGovernment Studies, 13(1), 23–49. 

AlKahtani, N. S., Iqbal, S., Sohail, M., Sheraz, F., Jahan, S., Anwar, B., & Haider, 
S. A. (2021). Impact of employee empowerment on organizational 
commitment through job satisfaction in four and five stars hotel industry. 
Management Science Letters, 11, 813–822. 
https://doi.org/10.5267/j.msl.2020.10.022 

Almeida, M. da G. M. C., & Coelho, A. F. M. (2019). The antecedents of 
corporate reputation and image and their impacts on employee commitment 
and performance: The moderating role of CSR. Corporate Reputation 
Review, 22, 10–25. 

Andika, R., & Darmanto, S. (2020). The effect of employee empowerment and 
intrinsic motivation on organizational commitment and employee 
performance. Jurnal Aplikasi Manajemen, 18(2), 241–251. 

Anggreyani, N. M., & Satrya, I. G. H. (2020). Effect of job satisfaction, employee 
empowerment and job stress towards organizational commitment. American 
Journal of Humanities and Social Sciences Research, 4(6), 108–113. 

Arikunto, S. (2002). Metodologi penelitian suatu pendekatan proposal. Jakarta: 
PT. Rineka Cipta, 16. 

Bhanu, M. V. V, & Babu, P. C. S. (2018). Impact of Work Environment and Job 
Stress towards Job Satisfaction. IOSR Journal of Business and 
Management, 20(2), 1–7. https://doi.org/10.9790/487X-2002020107 

Biswas, S., & Bhatnagar, J. (2013). Mediator analysis of employee engagement: 
role of perceived organizational support, PO fit, organizational commitment 

and job satisfaction. Vikalpa, 38(1), 27–40. 

Bos-Nehles, A. C., & Meijerink, J. G. (2018). HRM implementation by multiple 
HRM actors: a social exchange perspective. International Journal of Human 
Resource Management, 29(22), 3068–3092. 

https://doi.org/10.1080/09585192.2018.1443958 

Chen, W.-J. (2013). Factors influencing internal service quality at international 



43 

 

 

tourist hotels. International Journal of Hospitality Management, 35, 152–160. 

Cherif, F. (2020). The role of human resource management practices and 
employee job satisfaction in predicting organizational commitment in Saudi 
Arabian banking sector. International Journal of Sociology and Social Policy, 
40(7/8), 529–541. 

Chiang, C. F., & Wu, K. P. (2014). The influences of internal service quality and 
job standardization on job satisfaction with supports as mediators: Flight 
attendants at branch workplace. International Journal of Human Resource 
Management, 25(19), 2644–2666. 
https://doi.org/10.1080/09585192.2014.884616 

Cortez, R. M., & Johnston, W. J. (2020). The Coronavirus crisis in B2B settings: 
Crisis uniqueness and managerial implications based on social exchange 
theory. Industrial Marketing Management, 88, 125–135. 

Eliyana, A., Ma’arif, S., & Muzakki. (2019). Job satisfaction and organizational 
commitment effect in the transformational leadership towards employee 
performance. European Research on Management and Business 
Economics, 25(3), 144–150. https://doi.org/10.1016/j.iedeen.2019.05.001 

Elnaga, A., & Imran, A. (2013). The effect of training on employee performance. 
European Journal of Business and Management, 5(4), 137–147. 
https://doi.org/10.36555/almana.v4i3.1477 

Elrehail, H., Harazneh, I., Abuhjeeleh, M., Alzghoul, A., Alnajdawi, S., & Ibrahim, 
H. M. H. (2019). Employee satisfaction, human resource management 
practices and competitive advantage: The case of Northern Cyprus. 
European Journal of Management and Business Economics, 29(2), 125–
149. 

Fadil, H., Singh, K., & Joseph, C. (2016). The influence of organizational 
innovation towards internal service quality in MBKS. Procedia-Social and 
Behavioral Sciences, 224, 317–324. 

Fernandez, S., & Moldogaziev, T. (2011). Empowering public sector employees 
to improve performance: Does it work? The American Review of Public 

Administration, 41(1), 23–47. 

Frye, W. D., Kang, S., Huh, C., & Lee, M. J. (MJ). (2019). What factors influence 
Generation Y’s employee retention in the hospitality industry?: An internal 
marketing approach. International Journal of Hospitality Management, 

85(July), 102352. https://doi.org/10.1016/j.ijhm.2019.102352 

Hair Jr, J. F., Sarstedt, M., Ringle, C. M., & Gudergan, S. P. (2017). Advanced 
issues in partial least squares structural equation modeling. saGe 
publications. 

Hamid, S. F., Nordin, N., Adnan, A. A., & Sirun, N. (2013). A study on primary 
school teachers’ organizational commitment and psychological 
empowerment in the district of klang. Procedia-Social and Behavioral 
Sciences, 90, 782–787. 

Ibrahim, A. M. (2020). Psychological empowerment and organizational 
commitment among employees in the lodging industry. Journal of Human 
Resources in Hospitality \& Tourism, 19(3), 277–295. 



44 

 

 

Iqbal, S., & Hashmi, M. S. (2015). Impact of perceived organizational support on 
employee retention with mediating role of psychological empowerment. 

Pakistan Journal of Commerce & Social Sciences, 9(1), 18–34. 

Jiang, Y., Li, P., Wang, J., & Li, H. (2019). Relationships Between Kindergarten 
Teachers’ Empowerment, Job Satisfaction, and Organizational Climate: A 
Chinese Model. Journal of Research in Childhood Education, 33(2), 257–

270. https://doi.org/10.1080/02568543.2019.1577773 

Joung, H. W., Goh, B. K., Huffman, L., Yuan, J. J., & Surles, J. (2015). 
Investigating relationships between internal marketing practices and 
employee organizational commitment in the foodservice industry. 
International Journal of Contemporary Hospitality Management, 27(7), 
1618–1640. https://doi.org/10.1108/IJCHM-05-2014-0269 

Kim, H., So, K. K. F., & Wirtz, J. (2022). Service robots: Applying social exchange 
theory to better understand human--robot interactions. Tourism 

Management, 92, 104537. 

Kim, J.-Y., Hlee, S., & Joun, Y. (2016). Green practices of the hotel industry: 
Analysis through the windows of smart tourism system. International Journal 
of Information Management, 36(6), 1340–1349. 

Kim, J. S., Song, H. J., & Lee, C.-K. (2016). Effects of corporate social 
responsibility and internal marketing on organizational commitment and 
turnover intentions. International Journal of Hospitality Management, 55, 25–
32. 

Kiral, B. (2020). The relationship between the empowerment of teachers by 
school administrators and organizational commitments of teachers. 
International Online Journal of Education and Teaching, 7(1), 248–265. 

Labrague, L. J., McEnroe--Petitte, D. M., Tsaras, K., Cruz, J. P., Colet, P. C., & 
Gloe, D. S. (2018). Organizational commitment and turnover intention 
among rural nurses in the Philippines: Implications for nursing management. 
International Journal of Nursing Sciences, 5(4), 403–408. 

Li, H., Shi, Y., Li, Y., Xing, Z., Wang, S., Ying, J., Zhang, M., & Sun, J. (2018). 
Relationship between nurse psychological empowerment and job 
satisfaction: A systematic review and meta-analysis. In Journal of Advanced 
Nursing (Vol. 74, Issue 6). https://doi.org/10.1111/jan.13549 

Li, L., Zhu, B., Cai, X., Long, X., & Park, C. (2019). Internal service quality affects 
salespersons’ performance and turnover intention: Mediating role of job 
involvement. Social Behavior and Personality, 47(8). 
https://doi.org/10.2224/sbp.8251 

Lo, A. S., Im, H. H., Chen, Y., & Qu, H. (2017). Building brand relationship quality 
among hotel loyalty program members. International Journal of 
Contemporary Hospitality Management, 29(1), 458–488. 
https://doi.org/10.1108/IJCHM-06-2015-0283 

Lu, H., Zhao, Y., & While, A. (2019). Job satisfaction among hospital nurses: A 
literature review. International Journal of Nursing Studies, 94, 21–31. 
https://doi.org/10.1016/j.ijnurstu.2019.01.011 

Maan, A. T., Abid, G., Butt, T. H., Ashfaq, F., & Ahmed, S. (2020). Perceived 



45 

 

 

organizational support and job satisfaction: a moderated mediation model of 
proactive personality and psychological empowerment. Future Business 

Journal, 6, 1–12. 

Mahmood, A., Akhtar, M. N., Talat, U., Shuai, C., & Hyatt, J. C. (2019). Specific 
HR practices and employee commitment: the mediating role of job 
satisfaction. Employee Relations, 41(3), 420–435. 

https://doi.org/10.1108/ER-03-2018-0074 

Meyer, J. P., Kam, C., Goldenberg, I., & Bremner, N. L. (2013). Organizational 
commitment in the military: Application of a profile approach. Military 
Psychology, 25(4), 381–401. 

Mihardjo, L. W. W., Jermsittiparsert, K., Ahmed, U., Chankoson, T., & Iqbal 
Hussain, H. (2021). Impact of key HR practices (human capital, training and 
rewards) on service recovery performance with mediating role of employee 
commitment of the Takaful industry of the Southeast Asian region. 
Education and Training, 63(1), 1–21. https://doi.org/10.1108/ET-08-2019-
0188 

Miknevičius, E., Jasinskas, E., Savitskyi, V., Asauliuk, I., & Olefir, D. (2022). 
Determination of Internal Service Quality in a Sport. Independent Journal of 

Management & Production, 13(3), 18–36. https://doi.org/10.14807/ijmp.v 

Mousa, S. K., & Othman, M. (2020). The impact of green human resource 
management practices on sustainable performance in healthcare 
organisations: A conceptual framework. Journal of Cleaner Production, 243, 

118595. 

Muhammad, I. G., & Abdullah, H. H. (2016). Assessment of organizational 
performance: Linking the motivational antecedents of empowerment, 
compensation and organizational commitment. International Review of 

Management and Marketing, 6(4), 974–983. 

Naim, M. F., & Lenkla, U. (2016). Knowledge sharing as an intervention for Gen 
Y employees’ intention to stay. Industrial and Commercial Training, 48(3), 
142–148. https://doi.org/10.1108/ICT-01-2015-0011 

Nayak, T., Sahoo, C. K., & Mohanty, P. K. (2018). Workplace empowerment, 
quality of work life and employee commitment: a study on Indian healthcare 
sector. Journal of Asia Business Studies, 12(2), 117–136. 
https://doi.org/10.1108/JABS-03-2016-0045 

Opatha, H., & Kottawatta, H. (2020). Green HRM, Green Attitude and Green 
Work Behavior of Employees: An Empirical Study in a Sri Lankan Tiles 
Manufacturing Company. Proceedings of Undergraduate Research 
Symposium - 2020, 2(June), 1–7. 

Orgamb\’\idez, A., & Almeida, H. (2020). Exploring the link between structural 
empowerment and job satisfaction through the mediating effect of role 
stress: A cross-sectional questionnaire study. International Journal of 
Nursing Studies, 109, 103672. 

Osahon, O. J., & Kingsley, O. (2016). Statistical Approach to the Link between 
Internal Service Quality and Employee Job Satisfaction: A Case Study. 
American Journal of Applied Mathematics and Statistics, 4(6), 178–184. 
https://doi.org/10.12691/ajams-4-6-3 



46 

 

 

Papa, A., Dezi, L., Gregori, G. L., Mueller, J., & Miglietta, N. (2020). Improving 
innovation performance through knowledge acquisition: the moderating role 
of employee retention and human resource management practices. Journal 
of Knowledge Management, 24(3), 589–605. 

Perreira, T. A., Morin, A. J. S., Hebert, M., Gillet, N., Houle, S. A., & Berta, W. 
(2018). The short form of the Workplace Affective Commitment 
Multidimensional Questionnaire (WACMQ-S): A bifactor-ESEM approach 
among healthcare professionals. Journal of Vocational Behavior, 106, 62–
83. https://doi.org/10.1016/j.jvb.2017.12.004 

Pham, N. T., Tučková, Z., & Jabbour, C. J. C. (2019). Greening the hospitality 
industry: How do green human resource management practices influence 
organizational citizenship behavior in hotels? A mixed-methods study. 
Tourism Management, 72, 386–399. 

Purnomo, S., Rahayu, E. S., Riani, A. L., Suminah, S., & Udin, U. (2020). 
Empowerment model for sustainable tourism village in an emerging country. 
Journal of Asian Finance, Economics and Business, 7(2), 261–270. 

Qing, M., Asif, M., Hussain, A., & Jameel, A. (2020). Exploring the impact of 
ethical leadership on job satisfaction and organizational commitment in 
public sector organizations: The mediating role of psychological 
empowerment. Review of Managerial Science, 14, 1405–1432. 

Ratmono, R., & Septiana, N. (2021). Pengaruh persepsi teknologi dan persepsi 
risiko terhadap kepercayaan pengguna m-banking Bri konvensional: studi 
pada mahasiswa FEB UM Metro. Derivatif: Jurnal Manajemen, 15(2), 294–
305. 

Rudiarta, I. K. G., Arthanaya, I. W., & Suryani, L. P. (2020). Pengelolaan Alokasi 
Dana Desa dalam Pemerintahan Desa. Jurnal Analogi Hukum, 2(1), 63–67. 

https://doi.org/10.22225/ah.2.1.1619.63-67 

Safari, A., Adelpanah, A., Soleimani, R., Heidari Aqagoli, P., Eidizadeh, R., & 
Salehzadeh, R. (2020). The effect of psychological empowerment on job 
burnout and competitive advantage: The mediating role of organizational 
commitment and creativity. Management Research, 18(1), 47–71. 
https://doi.org/10.1108/MRJIAM-06-2019-0935 

Saleem, M. A., Bhutta, Z. M., Nauman, M., & Zahra, S. (2019). Enhancing 
performance and commitment through leadership and empowerment: An 
emerging economy perspective. International Journal of Bank Marketing, 
37(1), 303–322. https://doi.org/10.1108/IJBM-02-2018-0037 

Sekaran, U., & Bougie, R. (2016). Research methods for business: A skill 
building approach. John Wiley \& Sons. 

Sharma, P., Kong, T. T. C., & Kingshott, R. P. J. (2016). Internal service quality 
as a driver of employee satisfaction, commitment and performance: 
Exploring the focal role of employee well-being. Journal of Service 
Management, 27(5), 773–797. https://doi.org/10.1108/JOSM-10-2015-0294 

Srivastava, S., & Prakash, G. (2018). Role of internal service quality in enhancing 
patient centricity and internal customer satisfaction. International Journal of 
Pharmaceutical and Healthcare Marketing, 13(1), 2–20. 
https://doi.org/10.1108/IJPHM-02-2018-0004 



47 

 

 

Sungu, L. J., Weng, Q., & Kitule, J. A. (2019). When organizational support yields 
both performance and satisfaction: The role of performance ability in the 

lens of social exchange theory. Personnel Review, 48(6), 1410–1428. 

Suwarto, S. (2015). Peran Pelatihan Terhadap Kualitas Dosen Universitas 
Muhammadiyah Metro. Derivatif: Jurnal Manajemen, 9(2). 

Suwarto, S. (2019). Pengaruh budaya organisasi dan gaya kepemimpinan 
terhadap kinerja karyawan pada PT. Lautan Teduh di Kota Metro. Derivatif: 
Jurnal Manajemen, 13(1). 

Tehubijuluw, F. K. (2015). Increasing a Relationship Quality To Enhance 
Customer Loyalty Using Contact Frequency. International Journal of 

Economics, Commerce and Management, 3(6), 377–391. 

Teo, S. T. T., Bentley, T., & Nguyen, D. (2020). Psychosocial work environment, 
work engagement, and employee commitment: A moderated, mediation 
model. International Journal of Hospitality Management, 88, 102415. 

Triatmanto, B., Wahyuni, N., & Respati, H. (2019). Continual human resources 
empowerment through human capital and commitment for the organizational 
performance in hospitality industry. Quality Acses to Sucses, 20(173), 84–
91. 

Zhang, M., & Geng, R. (2019). Empowerment in service recovery: the role of self-
regulation process of frontline employee. Management Decision, 58(5), 
828–843. https://doi.org/10.1108/MD-10-2018-1073 

 


