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Abstract 

 
This research aimed to determine job satisfaction among employees of the state-owned Social Security Labor 
Administration (BPJamsostek) in Jakarta, Indonesia. Primary and secondary data are gathered, and samples are drawn 
using Non-Probability Sampling. The sample for this study is 45 employees. Importance Performance Analysis is used 
to get a research conclusion. The study’s findings indicated that work satisfaction among employees did not meet 
employee expectations based on IPA analysis. A disparity between the two assessment viewpoints demonstrates a gap 
between expectation against reality. The overall performance of reality perceived value of 1.27, whilst the expectation 
indicator shows the value of 1.908. The difference between these two perspectives on assessment is within a negative 
value of -0.638. Compensation, career prospects, the work itself, and status become the primary indicators to consider. 
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1. Introduction 
The state-owned Social Security Labor Administration (BPJamsostek) is a public legal entity responsible for insurance 
and employment protection for all Indonesian labor. BPJamsostek recognizes that human resources are primary 
strength of an organization that every business institution must protect. In order to operate sustainably, insurance in 
the form of welfare, security, and protection for employees must be provided to increase customer sustainability 
(Kartawinata et al., 2020). Cascio (2015) explains that human resources are a critical factor because they encompass 
factors that influence an organization’s success or failure to achieve its goals. Thus, human resources should be 
managed effectively, which includes ensuring employee satisfaction. The transformation of PT Jamsostek (Persero) 
into BPJS (Social Security Labor Administration) for Employment will result in numerous changes to the company’s 
internal structure, organizational goals, work systems, and organizational culture, all of which will affect employees 
work performance. 
 
Employees must adjust their situation against this transformation (Al-Ali et al., 2017). The inability of the employees 
to adjust with changes can negatively impact an employee’s performance and job satisfaction (Bakker & Schaufeli, 
2008). Job satisfaction is a distinct issue that must be addressed, as it relates to individuals who perform work and has 
an effect on their productivity (Hoboubi et al., 2017). As a result, the business must pay attention to its employees’ 
interests, including compensation, working conditions, work equipment support, and communication between 
superiors and subordinates. According to Dessler (2020), job satisfaction is an essential factor contributing to higher 
productivity and quality standards, the development of a more stable workforce, and the efficient use of human 
resources. Based on the recent observation within the company, there is an indication of unfulfilled employees 
satisfaction. Therefore a further exploration is necessary to examine any factors that contribute to dissatisfaction. 
 
2. Literature Review 
Job satisfaction is a term that refers to an individual’s feelings about their job, work situation, and relationships with 
coworkers. Thus, job satisfaction is critical for an employee to possess. It allows them to appreciate more about their 
work environment and ensure that their duties are completed properly and following company goals. According to 
Weikamp and Göritz (2016), job satisfaction is an emotional state that affects how employees perceive their work as 
pleasant or unpleasant and reflects an individual’s attitude toward their job. 
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Herzberg’s two factors theory was proposed by Herzberg in 1959, based on a survey of 250 respondents at nine 
Pittsburgh-area businesses. Herzberg examined the connection between satisfaction and productivity in this study. 
Herzberg developed Maslow’s hierarchy of needs theory into a two-factor theory of motivation. Motivation factors 
are referred to as satisfiers or intrinsic motivations, while maintenance factors are referred to as dissatisfiers or 
extrinsic motivations (Lindsay, Marks, & Gorlow, 1967). 
 
According to this theory, job satisfaction and dissatisfaction are two distinct concepts. Under this theory, job 
characteristics can be classified as either dissatisfier or hygiene factors and satisfier or motivator. Satisfiers or 
motivators are defined as factors or situations demonstrated to add value to job satisfaction. These factors or situations 
include achievement, recognition, authority, responsibility, and promotion. It is said that the absence of these 
conditions does not necessarily imply that they are unsatisfactory; however, if they exist, they will foster a strong 
motivation that will result in better work performance. As a result, this factor is considered as a satisfaction factor. 
Hygiene factors are proven to be a source of satisfaction comprises salary, incentives, supervision, personal 
relationships, working conditions, and status. While the presence of these conditions does not always result in 
employee satisfaction (Fakhri et al., 2021), their absence can result in employee dissatisfaction.  
 
Another theory implied to job satisfaction is the theory of work adjustment. According to Dawis et al. (1964), research 
was established on the broader issue of work adjustment, which created a theoretical framework called the Theory of 
Work Adjustment. The Theory of Work Adjustment is based on the individual’s relationship with his or her work 
environment. The relationship begins when the individual demonstrates the capability or expertise needed to respond 
to the work requirements of the specific working conditions. On the other hand, the work environment provides certain 
incentives or rewards related to individual needs, such as salary, status, personal relationships. If the employee meets 
the job requirements, he or she will be considered satisfactory and will be permitted to continue working for the 
business entity. On the other hand, workers are considered satisfied if their work needs have been fulfilled or if their 
personal expectations are addressed. Individuals expect to be grouped as satisfied workers by supervisors when their 
abilities and skills reflect their needs. A satisfied employee is expected to perform their duties exceptionally (Dhamija 
et al., 2019). When ability and job requirements are incompatible, resignations, high turnover rates, dismissals, and 
demotions will likely happen (Griffin et al., 2010). 
 
3. Methodology 
This type of research is classified as descriptive quantitative research. The population studied in this study is the 
employee of BPJamsostek, Jakarta. This study used a non-probability sampling technique in which 45 respondents 
participated. The Likert scale was used as the instrument scale (Harpe, 2015). The descriptive analysis, GAP analysis, 
and importance-performance analysis are used in this study. The mapping of each attribute and dimension is performed 
using importance-performance analysis. 
 
4. Result and Discussion  
a. Descriptive result 
The calculation results indicate that the overall score for reality value is 57.75 percent which is perceived as fair 
category, while the overall expectation value is 84.85 percent which is perceived as high category. Thus, the two 
attributes comparison are very distinct and separated with a wide range. 
 
b. Gap analysis 
The gap analysis will reveal whether the current perceived quality is in line with the desired ideal quality. The gap’s 
value can be determined by comparing the value of reality (performance) to the value of expectations (importance). 
Tabel 1 indicates gap analysis comparison for each value. 
 

Table 1: Gap analysis value 
 

 
 

Indicator 

 
Perf. 

 
Imp. 

 
Q 

(P) (I) (P-I) 
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Intrinsic factor 
1 Achievement 0,71 1,93 -1,22 

2 Recognition 0,74 1,89 -1,15 

3 Responsibility 0,81 1,95 -1,14 
4 Career Opportunity 1,74 1,9 -0,16 

5 Job itself 1,68 1,9 -0,22 

6 Compensation 1,63 1,9 -0,27 

Extrinsic factor 

7 Safety and security. 1,77 1,91 -0,14 

8 Work environment 1,78 1,94 -0,16 

9 Status 1,7 1,89 -0,19 

10 Company procedure 0,89 1,88 -0,99 

11 Company policy 0,95 1,92 -0,97 

12 
Interpersonal relationship 

0,85 1,89 -1,04 

 Average 1,27 1,908 -0,638 

 
Table 1 shows that the difference between reality (performance) and expectations (importance) value for every 
indicator is within the negative range; the difference for the total value indicator is -0.638. This means that there are 
still areas for improvement in job satisfaction indicators. According to the comparison of reality and expectations 
value, a negative value or Q < 0 indicates that the actual perceived reality does not meet the employees’ expectations. 

 
c. Importance-Performance Analysis 
The importance-performance analysis (IPA) addresses the dimensions of job satisfaction that are critical and need to 
be improved for the employees. The IPA analysis results indicate the location of each indicator within the IPA matrix, 
which is divided into four quadrants. The average value of each indicator shows each coordinates position. Figure 1 
describes the IPA result. 
 

 
Figure 1. IPA Matrix 
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According to the indicators’ positions in each quadrant, it can be concluded that I4, I5,I6, and I9, which are located 
in the first quadrant, are indicators that do not meet employees’ expectations. The indicator is considered to have a 
high level of importance but have a low level of performance, despite the indicators’ high level of importance. The 
indicator in this quadrant requires intensive attention. The second quadrant contains I7 and I8. The indicator is 
considered to have a high level of significance and an already high level of performance. The indicator in this quadrant 
are already meet employee’s criteria and must be maintained. The third quadrant contains indicator I2, I10, and I12. 
The indicator is considered within low priority, and the performance is perceived within low category among 
employees. Finally, the fourth quadrant, which consists of  I1, I3, and I11 is considered as exaggerate, and it is not 
the primary focus of improvement, where the indicator has low level of importance, yet it has a high level of 
performance. The indicator perceived by the employees exceed their expectations and thus can be slightly ignored. 
 
5. Conclusion 
Based on the research results, the descriptive value shows that the total score of reality is 57.75 percent, while the total 
score of expectation is 84.85 percent. The situation represents how BPJamsostek employees perceive job satisfaction. 
There is still a drawback, especially when the company’s achievement is considered typical. The awards only came 
as a felicitation or a simple awards charter, while employees expect more than that. 
The expectations from employees is considered as high level of importance. The gap analysis shows that achievement 
and recognition indicators are the largest gap in comparing reality and expectations value. Employees perceive that 
both indicator is still needed improvement. Thus, the company cannot ignore how they appreciate and acknowledge 
their employees, since the indicator is likely to represent employees' job satisfaction. 
The overall results show that employees expectation is not sufficient. A difference shows a gap between the two 
perspectives between the level of reality (performance) or the level of expectation (importance). The difference 
between these two perspectives is –0.64. On the other hand, certain indicators that must be improved based on the IPA 
analysis comprise compensation attributes, career opportunities for advancement, the job itself, and employee status. 
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