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ABSTRACT

A social organization focusing on service will continue interacting with its human members. Hospitals, as
organizations specializing in health services, are faced with continuous demands to improve the quality of their
services. Based on the statement above, this research aims to describe servant Leadership, job satisfaction, and
employee performance. The research sample was civil servants in the Regional General Hospital who represented the
respondents. To obtain a minimum sample size from the existing population, the Slovin formula was used, and the
number taken was 139. The findings of this research can be a guide for researchers who are interested in similar or
related fields. Data analysis technigques using descriptive analysis aim to explain each characteristic or description of
the observed variables: servant Leadership, job satisfaction, and employee performance. The analysis technique
applied is descriptive statistics, using frequency distribution table analysis. This approach helps provide a detailed
description of each variable and its indicators. Servant Leadership in this research was determined successively by
persuasive mapping, organizational stewardship, altruistic calling, wisdom, and emotional healing. Persuasive
mapping is reflected in Leadership's ability to solve every problem. Job satisfaction is determined by supervision,
coworkers, the job, promotion, and salary. Supervision is reflected in superiors often providing both technical and
behavioral support. Organizational commitment. It is determined respectively by affective, normative, and sustainable
commitment. Theoretically, the results of this research are expected to enrich human resource management literature,
particularly human behavior regarding servant Leadership and job satisfaction.

Keywords: Job Satisfaction, Performance, Servant Leadership.

1. INTRODUCTION

The role of humans in current organizational dynamics is crucial in moving steps toward achieving predetermined
goals. The key to achieving organizational targets depends significantly on the quality of available human resources
who have relevant experience and competence in their respective fields. Individual performance has a significant
impact on overall team performance. Optimizing team performance achievement is essential to overall organizational
performance (Dunlop & Lee, 2004).

A social organization focusing on service will continue interacting with its human members. Hospitals, as
organizations specializing in health services, are faced with continuous demands to improve the quality of their
services. The background includes the fact that hospitals function as health service institutions for communities with
unique characteristics that are influenced by advances in health science, technological developments, and the socio-
economic dynamics of society. It is hoped that hospitals will continue to develop better and more affordable health
services to achieve optimal levels of public health through comprehensive individual health services, inpatient,
outpatient, and emergency care services, and implementing various necessary health measures.

Regional General Hospital Dr. M. Ashari Pemalang is a type C hospital with various medical, paramedical, medical
support, non-paramedical, and non-medical employees. Paramedics, who work under the direct supervision of doctors,
have a crucial role in supporting medical services, such as nurses. As a service provider, demands for friendliness,
speed, effectiveness of actions, and patient comfort are the keys to successful hospital management. Hospital
employees are considered the most crucial element apart from infrastructure. The success of hospital services depends
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significantly on their efforts to achieve these standards. Therefore, employee behavior is central to providing
satisfactory service to the community. Overall, effective integration between paramedic personnel, physical facilities,
and employee behavior is the main foundation for achieving the goal of optimal health care in the hospital
environment. In carrying out their duties, there are still complaints from the public regarding the slow handling of
patients, resulting in long queues, unfriendly staff, and incomplete medical equipment. This is reinforced by the results
of the community satisfaction assessment, where there are still parts in the unsatisfactory category.

Recently, research on Leadership has moved away from the well-explored transformational leadership model that
focuses exclusively on the leader toward a shared and relational perspective, in which exchange relationships between
leaders and followers are the focus (Bass & Avolio, 2004). One such relational, moral, and ethical approach, known as
servant leadership, is specifically oriented toward meeting the needs of followers. Extensive research has confirmed
that servant Leadership can be effective (Eva et al., 2019).

Based on the problems above, this research aims to describe servant Leadership, job satisfaction, and employee
performance.

Theoretically, the results of this research are expected to enrich human resource management literature, particularly
human behavior regarding servant Leadership, job satisfaction, and organizational commitment. The findings of this
research can serve as a guide for researchers interested in similar or related fields.

Practically, the research results will benefit hospital directors in terms of efforts to improve the performance of their
employees as implementers of public services in the health sector, which will satisfy the community. The empirical
results of this research will be helpful as input for hospital directors in making strategic policies to improve the quality
of their human resources.

2. THEORETICAL BASIS

2.1 Organization Theory

Organizational theory, explained by Robbins and Judge (2013) and Luthans (2011), is a grand theory that is the basis
of this research, which explains that the role of humans in organizations is a critical factor that influences the success
of an organization. Organizational productivity is directly related to the performance of the individuals within it.
Therefore, efforts to increase organizational productivity must begin with efforts to increase the productivity of
organizational members.

In every job, an organization's success is determined by its members' contributions. Productivity improvements can be
evaluated and optimized through improving individual performance. Understanding organizational behavior is crucial,
providing insight into how individuals interact and contribute to organizational goals. Special efforts are needed to
manage the organization and achieve organizational goals. Organizational management covers various aspects,
including optimizing individual performance, understanding group dynamics, and managing organizational structures
effectively. Therefore, research and in-depth understanding of organizational behavior are essential to improve
performance and achieve organizational goals more effectively.

The role of employees as human resources plays a vital role in achieving the success of an organization. Employees
act as task executors and as active planners and controllers in achieving organizational goals. Employee performance
is influenced by motivation, ability, and conditions in the existing work environment. The match between tasks and
individual abilities is critical in achieving optimal performance (Sihombing et al., 2018). Measuring employee
performance is essential for evaluating the results of their behavior, including aspects such as empathy in providing
services (Salanova et al., 2005). Performance appraisal functions as a management tool in improving the quality of
decision-making and ensuring individual accountability in the organization. Furthermore, performance assessment is
used to evaluate the achievement of predetermined goals and objectives (Otto, 2018). Thus, attention to employee
performance, appropriate measurement, and practical evaluation are an integral part of human resource management
in organizations, contributing significantly to overall organizational success.

Servant Leadership, introduced by Greenleaf in 1977, is an ethical concept that has received further development from
authors such as Spears (2002). Servant leaders are defined as individuals who prioritize service, starting from a natural
urge to serve and giving priority to the needs of others. These leaders make a conscious choice to carry the aspirations
and drives that drive Leadership aimed at serving others. The main difference lies in the leader's attitude, where
servant leaders first believe that the highest needs of others are met. This concept emphasizes aspects of service and
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dedication, which are the basis for a leadership style that is more collaborative and cares about the needs and
development of team members or the organization as a whole. The primary mission of a servant leader is to provide
service and meet the needs of other parties optimally, as Russell and Stone (2002) explained. Leaders who adopt a
service approach will form the same attitude among employees, aiming to be highly committed to providing good
service.
The service leadership model introduced by Lantu (2007) emphasizes the importance of employee development as the
main priority and the first focus. With this approach, leaders can indirectly guide the organization toward long-term
and sustainable success. This model highlights the positive impact of changes in service behavior towards employees,
which occurs in sequential phases and continues continuously. By emphasizing employee development, this leadership
model recognizes the importance of building the capacity and potential of organizational members. Leaders who apply
this principle are expected to be able to create an environment where employees feel supported, develop, and are
motivated to make maximum contributions. Therefore, this model brings short-term benefits and provides the basis for
long-term success and organizational sustainability.
Job satisfaction is related to employees' emotional reactions to their work, which is determined by the extent of the
difference between what individuals get from work and what they get from their jobs. Luthans (2011) explains that job
satisfaction is defined as a description of the extent to which individuals view their work as a whole.
Involving job satisfaction is relevant to improving employee welfare and its positive contribution to productivity or
organizational performance. On the other hand, dissatisfaction can hurt organizational functioning, such as low
employee commitment, poor performance, and high employee turnover (Na-Nan et al., 2020).
Robbins and Judge (2013) explain that job satisfaction is an individual's attitude towards work. Individuals who feel
high job satisfaction show a positive attitude towards their work, while those who are dissatisfied show a negative
attitude. This definition reflects the view that individuals' perceptions and evaluations of their work can provide an
idea of their job satisfaction level. Positive or negative perceptions of work can influence motivation, engagement, and
individual performance in the work environment.
3. RESEARCH METHODS
3.1 Research design
The technique used in this research is quantitative. This type of technique in research will use deductive-inductive
techniques. This technique is built on expert theories, concepts, and researchers' knowledge based on their
experience. It is then developed into recommended conditions for seeking justification (verification) or rejection in
the form of documentary and field empirical data. Quantitative methods will then attempt to test the proposed
hypothesis by establishing facts, demonstrating qualitative correlations, offering statistical descriptions, and
estimating and anticipating results.
The study will be carried out on the performance of all civil servants (PNS) within the Dr. Regional General
Hospital. M.Ashari Pemalang, who comes from medical and non-medical backgrounds, provides health services to
patients directly and indirectly. Increasing the performance of hospital employees will impact the improvement of
the complex services needed by patients, which require quick and precise action and will have implications for
public services in the health sector.
3.2 Population and Sample
PopulationThose used in this research were all 436 Civil Servants (PNS) in the Regional General Hospital, consisting
of 312 medical and 124 non-medical employees.
The research sample was civil servants in the Regional General Hospital who represented the respondents. To obtain a
minimum sample size from the existing population, using the Slovin formula, 139 people were taken, with the
following details:

Table 1 Population and Research Sample

No Civil servants Population Sample

1 Medical employee 316 99

2 Non-medical employees 124 40
Amount 436 139

Source: RSUD Dr. M. Ashari Pemalang, 2023.
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3.3 Data collection technique

The data collection technique in this research was carried out using a questionnaire, which was delivered directly
to respondents containing statements and alternative measuring scales to obtain respondents' responses regarding the
variables studied, namely employee performance in public services, servant Leadership, job satisfaction,
3.4 Data Analysis Techniques
Descriptive analysis aims to explain each characteristic or description of the observed variables: servant Leadership,
job satisfaction, and employee performance. The analysis technique applied is descriptive statistics, using frequency
distribution table analysis. This approach helps provide a detailed description of each variable and its indicators.
In this analysis, a frequency distribution is used to present data regarding the frequency or number of occurrences of
each value in the observed variable. Apart from that, the median is also used as a middle measure to show the middle
value of the data. This approach provides a clear and concise picture of the data distribution, facilitating understanding
each research variable's characteristics.

4, RESEARCH RESULTS AND DISCUSSION

Descriptive analysis describes employee assessment tendencies toward research variables: servant Leadership, job
satisfaction, organizational commitment, organizational citizenship behavior, and employee performance. This process
involves calculating the frequency distribution and average (mean) of the responses given by employees.

Based on the analysis results, from the distribution of answers, Leadership prioritizes the interests of subordinates. The
majority of responses were from 71 employees (51.1%), then 60 employees (43.2%) said they strongly agreed, eight
employees (5.8%) stated neutral, and no employee stated that they did not agree or strongly disagree. The average
score of 4.37 indicates that employees agree that Leadership prioritizes the interests of subordinates.

Distribution of employee answers about leaders working hard to meet the needs of their subordinates. The majority of
responses were that they strongly agreed, namely 64 employees (46%), then 63 employees (45.3%) said they agreed,
ten employees (7.2%) said they were neutral, two employees (1.4%) said they did not agree, and there were no
employees who said they strongly disagreed. The average score of 4.35 indicates that leaders work hard to meet the
needs of their subordinates.

The mean score of the Altruistic calling indicator is 4.37, meaning that employees agree that Altruistic calling
contributes to Servant Leadership. The statement that the leader prioritizes the interests of subordinates is given the
highest appreciation when describing servant Leadership.

The distribution of employee answers about leaders encouraging subordinates who are suffering found the most
responses saying they agreed, 70 employees (50.4%), then 60 employees (43.2%) said they strongly agreed, nine
employees (6.5%) said they were neutral, and no employee stated that they did not agree or strongly disagree. The
average score of 4.37 indicates that employees agree that leaders encourage suffering subordinates.

Distribution of employee answers about leaders being able to restore subordinates from trauma in life. The majority of
respondents agreed, namely 70 employees (50.4%), then 60 employees (43.2%) said they strongly agreed, nine
employees (6.5%) said neutral, and no employee stated that they did not agree or strongly disagree. The average score
of 4.37 indicates that employees agree that leaders can recover subordinates from trauma in life.

The average score for the Emotional healing indicator is 4.36, meaning that employees agree that Emotional healing
contributes to servant Leadership. The leader's statement encouraging subordinates who are suffering is most
appreciated when describing servant Leadership.

Distribution of employee answers Leader sensitive to what is happening around their work environment, the most
significant response was 77 employees (55.4%), then 54 employees (38.8%) said they strongly agreed, eight
employees (5.8%) said they were neutral, and neither some employees said they did not agree and strongly disagreed.
The average score of 4.33 indicates that employees agree that Leaders are sensitive to what is happening around the
work environment.

Distribution of employee answers regarding the Leadership trying to restore the situation to be conducive. The
majority of respondents agreed, namely 68 employees (48.9%), then 64 employees (46%) said they strongly agreed,
seven employees (5%) said they were neutral, and no employees said they disagreed and strongly disagreed. The
average score of 4.41 indicates that employees agree that the Leadership is trying to return the situation to a conducive
state.
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The Wisdom indicator mean score of 4.37 means that employees agree that Wisdom contributes to servant Leadership.
The Leadership's statement of trying to return the situation to a conducive state is most appreciated when describing
servant Leadership.

The distribution of employee answers regarding leaders having the skills to map problems found that the majority of
responses, 75 employees (54%), then 59 employees (42.4%) said they strongly agreed, five employees (3.6%) said
they were neutral, and none employees who said they disagreed and strongly disagreed. The average score of 4.39
indicates that employees agree that the leader has the skills to map problems.

The distribution of employee answers regarding the Leadership having the ability to resolve any problems found that
the majority of respondents agreed, namely 69 employees (49.6%), then 65 employees (46.8%) said they strongly
agreed, five employees (3.6%) said they were neutral, and no employee stated that they did not agree or strongly
disagree. The average score of 4.43 indicates that employees agree that the Leadership supports their professional
development.

The average score for the Persuasive mapping indicator is 4.41, indicating that employees agree that Persuasive
mapping contributes to servant Leadership. The statement that leaders can resolve problems is most appreciated when
illustrating organizational commitment.

The distribution of employee answers regarding leaders carrying out community service activities found that 70
employees (50.4%) said they agreed, then 59 employees (42.4%) said they strongly agreed, 10 employees (7.2%) said
they were neutral, and neither some employees said they did not agree and strongly disagreed. The average score of
4.35 indicates that employees agree that the Leadership conducts community service activities.

In the distribution of employee answers regarding the Leadership collaborating with other related parties, most
respondents strongly agree and agree, respectively, 66 employees (47.5%). Seven employees (7.5%) said they were
neutral, and none—employees who stated that they did not agree or strongly disagree. The average score of 4.42
indicates that employees agree that the Management collaborates with other related parties.

The average score for the Organizational Stewardship indicator is 4.39, indicating that employees agree that
Organizational Stewardship contributes to servant Leadership. The statement that the Leadership collaborates with
other related parties is most appreciated in illustrating the organization's commitment.

Overall, the average servant leadership score is 4.38, meaning that employees agree that servant Leadership is formed
from Altruistic calling, Emotional healing, Wisdom, Persuasive mapping, and Organizational stewardship. The most
significant contribution to the formation of servant Leadership is persuasive mapping, reflected in Leadership's ability
to solve every problem.

Based on the results of the analysis, it can be seen that from the distribution of job answers in line with employee
abilities, the most significant response was 74 employees (53.2%), then 61 employees (43.9%) said they strongly
agreed, four employees (2.9%) stated neutral, and no employee stated that they did not agree or strongly disagree. The
average score of 4.41 indicates that employees agree that the work is in line with the employee's abilities.

The distribution of employee answers about work reflects the employee's personality characteristics. The majority of
respondents agreed, namely 76 employees (54.7%), then 54 employees (38.8%) said they strongly agreed, eight
employees (5.8%) said neutral, one employee (0.7%) said they did not agree, and there were no employees who said
they strongly disagreed. The average score of 4.32 indicates that employees agree that work reflects the employee's
personality characteristics.

The indicator average scoreWorkitself is 4.36, meaning that employees agreeWorkitself contributes to job satisfaction.
The Job Statement aligns with the employee's most appreciated abilities in describing job satisfaction.

The distribution of employee answers regarding the salary received being equal to what is done was found to be the
most significant response saying strongly agree, 64 employees (46%), then 59 employees (42.4%) said they agreed, 13
employees (9.4%) said they were neutral, two employees said they did not agree, and one employee (0.7%) said they
strongly disagreed. The average score of 4.32 indicates that employees agree that their salary is equivalent to what
they do.

In the distribution of employee answers regarding salary being able to meet basic needs, the majority of responses
were 63 employees (45.3%), then 58 employees (41.7%) said they strongly agreed, and 14 employees (10.1%) said
they were neutral. , three employees (2.2%) said they did not agree, and one employee (0.7%) said they strongly
disagreed. A mean score of 4.25 indicates that employees agree that their salary can meet their basic needs.
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The average score for the salary indicator is 4.28, meaning that employees agree that salary contributes to job
satisfaction. The statement that the salary received is equivalent to what is done is most appreciated when describing
servant Leadership.

The distribution of employees' answers about the organization providing opportunities to advance in their careers
found that the majority of responses, 69 employees (49.7%), then 59 employees (42.4%) said they strongly agreed, 11
employees (7.9%) said they were neutral, and no employee stated that they did not agree or strongly disagree. A mean
score of 4.35 indicates that employees agree that the organization provides opportunities to advance in their careers.
Distribution of employee answers about the organization directs employees in developing their careers. The majority
of responses were from 73 employees (52.5%): 51 employees (36.7%) said they strongly agreed, 15 employees
(10.8%) said they were neutral, and no employee stated that they did not agree or strongly disagreed. The average
score of 4.26 indicates that employees agree that the organization directs employees in ways to develop their careers.
An average score indicator promotion of 4.30 means that employees agree that promotion contributes to job
satisfaction. The statement that the organization provides opportunities to advance in a career is most appreciated
when describing job satisfaction.

Distribution of employees' answers about their superiors often provides technical and behavioral support. The majority
of responses were from 66 employees (47.5%), then 68 employees (48.9%) said they strongly agreed, and 5
employees (3.6%) said they were neutral. , and no employee stated that they did not agree or strongly disagree. The
average score of 4.45 indicates that employees agree that their superiors often provide technical and behavioral
support.

Distribution of employee answers regarding superiors always caring about their subordinates personally. The majority
of responses were that 67 employees (48.2%) strongly agreed, then 59 employees (42.4%) said they agreed, 12
employees (8.6%) said they were neutral, one employee (0.7%) said they did not agree, and no employees said they
strongly disagreed. The average score of 4.38 indicates that employees agree that their superiors always care about
their subordinates personally.

The average score of the supervision indicator is 4.42, meaning that employees agree that supervision contributes to
job satisfaction. Statements from superiors who often provide both technical and behavioral support are most
appreciated when describing job satisfaction.

Distribution of employee answers regarding co-workers always being cooperative in carrying out work. The majority
of responses agreed, namely 72 employees (51.8%), then 60 employees (43.2%) said they strongly agreed, six
employees (4.3%) said they were neutral, one employee (0.7%) said they did not agree, and no employees said they
strongly disagreed. The average score of 4.37 indicates that employees agree that their colleagues are always
cooperative.

The distribution of employee answers about co-workers providing comfort at work found that the majority of
respondents agreed, 72 employees (51.8%), then 61 employees (43.9%) said they strongly agreed, six employees
(4.3%) said they were neutral, and no employee stated that they did not agree or strongly disagree. The average score
of 4.40 indicates that employees agree that their coworkers provide comfort at work.

The average score of the coworker indicator is 4.38, meaning that employees agree that coworkers contribute to job
satisfaction. Statements from colleagues that provide comfort at work are most appreciated when describing job
satisfaction.

Overall, the average job satisfaction score is 4.35, meaning that employees agree that job satisfaction is formed from
work itself, salary, promotions, supervision, and coworkers. The most significant contribution to the formation of job
satisfaction is supervision, reflected by superiors who often provide both technical and behavioral support.

Based on Table 13, it can be seen that from the distribution of employee answers regarding the inspection being
carried out carefully, the most significant response was that 110 employees (79.1%) said they strongly agreed, then 28
employees (20.1%) said they agreed, one employee (0.7%) ) stated neutral, and no employees stated that they did not
agree or strongly disagree. The average score of 4.78 indicates that employees strongly agree that the inspection was
carried out carefully.

Distribution of employee answers regarding Completing work tasks without errors. The majority of responses were
strongly agreed, namely 73 employees (52.5%), then 54 employees (38.8%) said they agreed, eight employees (5.8%)
said they disagreed, and 2 employees (1.4%) each said they were neutral and strongly disagreed. The average score of
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4.35 indicates that employees agree that employees complete work tasks without errors.

The average quality indicator score of 4.57 means that employees agree that quality contributes to employee
performance. The statement that the inspection was carried out carefully received the highest appreciation in
describing employee performance.

Distribute employee answers regarding the number of tasks given to me that have been completed. The most
significant response was that 71 employees (51.1%) strongly agreed, then 66 employees (47.5%) said they agreed, and
two employees (1.4%) said they were neutral. , and no employee stated that they did not agree or strongly disagree. A
mean score of 4.50 indicates that employees strongly agree that the many tasks given to them have been completed.
The distribution of employee answers regarding the amount of work | do is based on what should be obtained. The
majority of respondents agreed, namely 67 employees (48.2%), then 65 employees (46.8%) said they strongly agreed,
seven employees (5%) said they were neutral, and no one mentioned disagreeing or strongly disagreeing. The average
score of 4.42 indicates that employees agree that the work is as it should be.

The quantity indicator mean score of 4.46 means that employees agree that quantity contributes to employee
performance. The statement that the number of tasks given to employees is carried out well is most appreciated when
describing employee performance.

The distribution of employee answers about using the working time to focus on work found that the most responses
were from 79 employees (56.8%) who strongly agreed, then 60 employees (43.2%) said they agreed. No employees
said they were neutral, disagreed, or strongly disagreed. The average score of 4.57 indicates that employees strongly
agree that they use work time to focus on work.

The distribution of employee answers regarding being able to complete work on time found that the majority of
responses stated that they strongly agreed, namely 72 employees (51.8%), then 63 employees (45.3%) said they
agreed, four employees (2.9%) said they were neutral, and no employee stated that they did not agree or strongly
disagree. The average score of 4.49 indicates that employees agree they can complete work on time.

The average score for the punctuality indicator is 4.53, meaning that employees agree that punctuality contributes to
employee performance. The statement that employees use work time to focus on work received the highest
appreciation when describing employee performance.

The distribution of employee answers about having a high level of attendance found that the majority of responses
were from 77 employees (56.4%) who strongly agreed, then 59 employees (42.4%) said they agreed. Two employees
(1.4%) said they were neutral. One employee (0.7%) said they did not agree, and no employees said they strongly
disagreed. A mean score of 4.53 indicates that employees strongly agree that they have a high level of attendance.

The distribution of employee answers regarding using the specified rest time showed that the majority of respondents
agreed, namely 66 employees (47.5%), then 61 employees (43.9%) said they strongly agreed, ten employees (7.2%)
said they were neutral, one employee (0.7%) each said they did not agree and strongly disagreed. The average score of
4.33 indicates that employees agree to use the specified rest time.

The average score for the effectiveness indicator is 4.43, meaning that employees agree that effectiveness contributes
to employee performance. The statement of having a high level of attendance received the highest appreciation when
describing employee performance.

The average employee performance score is 4.50, meaning that employees agree that performance is determined by
quality, quality, timeliness, and effectiveness. The quality reflected by careful inspections is the most significant
contribution to employee performance.

5. CONCLUSION

Servant Leadership in this research was determined successively by persuasive mapping, organizational stewardship,
altruistic calling, wisdom, and emotional healing. Persuasive mapping is reflected in leadership's ability to solve every
problem. Job satisfaction is determined by supervision, coworkers, the job, promotion, and salary. Supervision is
reflected in superiors often providing both technical and behavioral support—organizational commitment determined
respectively by affective, normative, and sustainable commitment.

Based on the research results and conclusions that have been put forward, servant Leadership, job satisfaction, and
employee performance, theoretically

The research results can be used to develop knowledge that enriches human resource management and human

behavior, especially regarding servant leadership, job satisfaction, and performance. Leaders can hold emotional
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management skills training for managers and employees. Employee job satisfaction related to salary can meet basic

needs so that employee job satisfaction increases; the hospital should give bonuses to employees if they succeed in

achieving or even exceeding the targets that have been set.
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