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ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh employee engagement, customer
satisfaction dan competitive advantage terhadap financial performance PT.
Angkasa Pura 1 (Persero) sebagai salah satu perusahaan pengelola jasa
kebandarudaraan di Indonesia. Metode penelitian ini menggunakan metode
kuantitatif dan desain eksplanatif dengan menyebarkan kuisioner kepada 74
responden yang merupakan middle level management yaitu Manager, Senior
Manager dan Vice President PT. Angkasa Pura 1 (Persero) Kantor Pusat Jakarta.
Data dari kuesioner dianalisi secara deskriptif untuk menggambarkan karakteristik
responden dan kuantitatif dengan menggunakan analisis Structural Equation
Modeling (SEM) dengan program Partial Least Square (PLS) untuk menjelaskan
hubungan antar konstruk penelitian. Berdasarkan hasil analisis SEM disimpulkan
bahwa employee engagement dan customer satisfaction secara langsung
berpengaruh positif dan signifikan terhadap competitive advantage. Hasil lebih
lanjut menunjukan bahwa employee engagement dan competitive advantage secara
langsung berpengaruh positif dan signifikan terhadap financial performance
sedangkan customer satisfaction secara langsung tidak mempengaruhi financial
performance. Dalam pengujian lebih lanjut, hasil tes mediasi dengan perhitungan
bootstrapting dan melihat kalkulasi total indirect effect menunjukkan bahwa
terdapat pengaruh signifikan dan positif secara tidak langsung antara employee
engagement dan customer satisfaction terhadap financial performance melalui
competitive advantage sebagai variabel intervening.

Keyword: employee engagement, customer satisfaction, competitive advantage,
financial performance, structural equation modeling (SEM), partial least square
(PLS)



ABSTRACT

This study aims to examine the effect of employee engagement, customer
satisfaction and competitive advantage on financial performance of PT. Angkasa
Pura 1 (Persero) as one of the airport management services companies in
Indonesia. This research method uses quantitative and explanatory designs by
distributing questionnaires to 74 respondents who are middle level management,
such as Manager, Senior Manager and Vice President of PT. Angkasa Pura 1
(Persero) Jakarta Head Office. Data from the questionnaire was analyzed
descriptively to describe the characteristics of respondents and quantitatively using
Structural Equation Modeling (SEM) analysis with Partial Least Square (PLS)
programs to explain the relationships between research constructs. Based on the
results of SEM analysis that employee engagement and customer satisfaction
directly have a positive and significant effect on competitive advantage. Further
results show that employee engagement and competitive advantage directly have a
positive and significant effect on financial performance while customer satisfaction
directly does not affect financial performance. In further testing, mediation test
results with bootstrapting calculations and looking at total indirect effect
calculations show that there are indirect and significant positive effects between
employee engagement and customer satisfaction on financial performance through
competitive advantage as an intervening variable.

Keywords: employee engagement, customer satisfaction, competitive advantage,
financial performance, structural equation modeling (SEM), partial least square
(PLS)
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