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Abstract: Based on the importance of the role of hospital
workers in providing a good level of service to patients, it is necessary
to search for modern concepts that will improve the level of service
quality in those organizations. The quality of internal service is a
relatively modern concept compared to the quality of external services.
In view of the presence of shortcomings in the quality of the internal
service, and the low level of employee satisfaction, which was reflected
in the low quality of the health service provided to the clients in those
hospitals. This study aimed to examine the effect of internal service
guality on the satisfaction of employees and customers, assuming that
there is a significant effect of internal service quality on the satisfaction
of the internal service. Employees and customers, with an increase in
the moral impact of internal service quality on customer satisfaction
when averaging employee satisfaction and health service quality.

Data were collected from 379 employees and 384 dealers,
through survey lists with personal interview and flash visit. Using the
AMOS program and path analysis, the study data was statistically
processed, and the results showed: There is a direct positive and
significant effect of internal service quality dimensions (coordination
and integration between activities, teamwork and internal work
environment) on employee satisfaction), while the effect of
empowerment was not proven to be significant on employee
satisfaction. It was also found that there is a direct significant effect of
employee satisfaction on service quality, and a direct significant effect
of service quality on customer satisfaction, and finally, the increase in
the moral effect of internal service quality dimensions on customer
satisfaction when averaging employee satisfaction and health service
quality.

Key words: internal service quality, employee satisfaction, external
service quality, customer satisfaction.
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