
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 

Hak cipta dan penggunaan kembali: 
 

Lisensi ini mengizinkan setiap orang untuk menggubah, 

memperbaiki, dan membuat ciptaan turunan bukan untuk 

kepentingan komersial, selama anda mencantumkan nama 

penulis dan melisensikan ciptaan turunan dengan syarat 

yang serupa dengan ciptaan asli. 
 
 
 
 

Copyright and reuse: 
 

This license lets you remix, tweak, and build upon work 

non-commercially, as long as you credit the origin creator 

and license it on your new creations under the identical 

terms. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Perpustakaan Univeristas Multimedia Nusantara 



  
 

168 
 
 

 

 

DAFTAR PUSTAKA 

 

Ahn, N. (2005). Factors Affecting Life Satisfaction among Spanish Workers: 

Relative Importance of Wage and Other Factors. 1-21. 

Allen, T. D., Herst, D. E., Bruck, C. S., & Sutton, M. (2000). Consequences 

Associated With Work-to-Family Conflict: A Review and Agenda for 

Future Research. Journal of Occupational Health Psychology, 278-308. 

Amstad, F. T., Meier, L. L., Fasel, U., Elfering, A., & Semmer, N. K. (2011). A 

Meta-Analysis of Work–Family Conflict and Various Outcomes With a 

Special Emphasis on Cross-Domain Versus Matching-Domain Relations. 

Journal of Occupational Health Psychology, 151–169. 

Antara. (2018, juli 12). Indonesia kekurangan tenaga konsultan. Retrieved from 

sumatra.bisnis.com: 

https://sumatra.bisnis.com/read/20180712/437/815634/sektor-konstruksi-

indonesia-kekurangan-tenaga-konsultan 

Anugrah, A. (2019). First Step to Contact Center Service. Jakarta Selatan: PT. 

TELEXIDO BIZMART. 

Anwar, S. (2013). AGEN PERUBAHAN (AGENT of CHANGE) Oleh : Syaiful 

Anwar . Retrieved from bppk.kemenkeu.go.id: 

https://bppk.kemenkeu.go.id/images/file/pusbc/Artikel/2013_AGEN_PER

UBAHAN.pdf 

Aqeel Ahmed Soomro, R. J. (2018). Relation of work-life balance, work-family 

conflict, and family-work conflict with the employee performance-

moderating role of job satisfaction. South Asian Journal of Business Studies, 

129-146. 



  
 

169 
 
 

 

 

Arianna Costantini, A. C. (2019). The role of a new strength-based intervention on 

organisation-based self-esteem and work engagement. Journal of 

Workplace Learning, 1-14. 

Asanka Gunasekara, C. S.-m. (2018). Examining the effect of different facets of 

mindfulness on work engagement. Employee Relations, 1-7. 

Babakus, E., Yavas, U., & Ashill, N. J. (2014). Service Worker Burnout and 

Turnover Intentions: Roles of Person-Job Fit, Servant Leadership, and 

Customer Orientation. Services Marketing Quarterly, 17-31. 

Bakker, A. B., Albrecht, S. L., & Leiter, M. P. (2011). Key questions regarding 

work engagement. European Journal of Work and Organizational 

Psychology, 4-28. 

BCA. (2018). Tata Kelola Perusahaan BCA. Retrieved from bca.co.id: 

https://www.bca.co.id/~/media/Files/Report/Tahunan/20190313-ar-bca-

ina.ashx 

BCA. (2019, April 04). BCA Dinobatkan sebagai The World’s Best Banks 2019 

versi Forbes. Retrieved from bca.co.id: https://www.bca.co.id/tentang-

bca/korporasi/siaran-pers/2019/04/15/04/14/bca-dinobatkan-sebagai-the-

worlds-best-banks-2019-versi-forbes 

BCA. (2019, Juni 27). BCA Kembali Raih Penghargaan Bank Terbaik di Indonesia 

dan AsiaA. Retrieved from bca.co.id: https://www.bca.co.id/tentang-

bca/korporasi/siaran-pers/2019/07/01/04/27/bca-kembali-raih-

penghargaan-bank-terbaik-di-indonesia-dan-asia 

BCA. (2019, April 09). BCA Raih 15 Penghargaan di Ajang Contact Center Service 

Excellence Award 2019. Retrieved from bca.co.id: 

https://www.bca.co.id/tentang-bca/korporasi/siaran-



  
 

170 
 
 

 

 

pers/2019/04/10/05/14/bca-raih-15-penghargaan-di-ajang-contact-center-

service-excellence-award-2019 

BCA. (n.d.). Mekanisme Pengaduan Nasabah. Retrieved from bca.co.id: 

https://www.bca.co.id/tentang-bca/korporasi/mekanisme-pengaduan-

nasabah 

Bert N. Uchino, R. G. (2017). Life satisfaction and inflammation in couples: an 

actor–partner analysis. Journal of Behavioral Medicine, 22-30. 

Brian, A. K. (2016). Management A Practical Introduction Sevent Edition. United 

State: Mc Graw Hill. 

Byron, K. (2005). A meta-analytic review of work–family conflict and its 

antecedents. Journal of Vocational Behavior, 169-198. 

Chang-qin Lu, H.-j. W.-j.-y. (2014). Does work engagement increase person–job 

fit? The role of job crafting and job insecurity. Journal of Vocational 

Behavior, 142–152. 

Chaplin, J. (2005). Kamus Legkap Psikologi. Jakarta: PT. Raja Grafindo Persada. 

Coetzee, M., & De Villiers, M. (2010). Sources of job stress, work engagement and 

career orientations of employees in a South African fi nancial institution. 

Southern African Business Review Volume 14, 27-57. 

Coetzer, C., & Rothmann, S. (2007). Job demands, job resources and work 

engagement of employees in a manufacturing organisation. Southern 

African Business Review Volume 11, 17-32. 

Collier, D. C. (2013). Investigating work engagement in the service environment. 

Journal of Services Marketing, 485 - 499. 

Cooper, D. R., & Schindler, P. S. (2013). Business Research Method (12th Ed). 

New York: McGraw-Hill International Edition. 



  
 

171 
 
 

 

 

Cosano, I. H. (2011). Burnout, workplace support, job satisfaction and life 

satisfaction among social workers in Spain: A structural equation model. 

International Social Work, 233-234. 

Coulter, S. P. (2009). Management. New Jersey: Pearson Education, Inc. 

Daniel M. Cable, D. S. (2002). The Convergent and Discriminant Validity of 

Subjective Fit Perceptions. Journal of Applied Psychology, 875–884. 

Darren. (2017, September 20). Gubernur BI Beberkan Tiga Masalah Hambat 

Stabilitas Ekonomi. Retrieved from cnnindonesia.com: 

https://www.cnnindonesia.com/ekonomi/20170920184509-78-

243028/gubernur-bi-beberkan-tiga-masalah-hambat-stabilitas-ekonomi 

Dawn S. Carlson, K. M. (2000). Construction and Initial Validation of a 

Multidimensional Measure of Work–Family Conflict. Journal of 

Vocational Behavior, 249–276. 

DBS. (2018, Juli 13). Ubah Cara Kerja untuk Membuat Generasi Millennial Mau 

Bertahan di Perusahaan. Retrieved from dbs.com: 

https://www.dbs.com/spark/index/id_id/site/pillars/2018-ubah-cara-kerja-

untuk-membuat-generasi-millennial-mau-bertahan-di-perusahaan.html 

Derks, D., & BakkerWork. (2016). related smartphone use, work–family conflict 

and family role performance: The role of segmentation preference. 4. 

Dessler, G. (2015). Human Resource Management. United States of America: 

Pearson Education. 

Dessler, G. (2017). Human Resource Management. United States of America: 

Pearson Education. 

Dessler, G. (2017). Human Resource Management (Global Edition : 15th Ed). 

United States of America: Pearson Education. 



  
 

172 
 
 

 

 

Detiknews. (2018, Juli 06). BCA Raih Gelar Bank Terbaik di Indonesia dan Asia 

untuk Ketiga Kali. Retrieved from news.detik.com: 

https://news.detik.com/adv-nhl-detikcom/d-4100223/bca-raih-gelar-bank-

terbaik-di-indonesia-dan-asia-untuk-ketiga-kali 

Diener, E., Emmons, R. A., Jarsen, R. J., & Griffin, S. (1985). The Satisfaction 

With Life Scale. Journal of Personality Assessment, 71-75. 

Diener, W. P. (2009). Review of the Satisfaction With Life Scale. Social Indicators 

Research Series 39, 102-103. 

Donald R. Cooper, P. S. (2017). Business Research Methods-12th International 

Edition. United States: McGraw-Hill Education. 

Duxbury, L., & Higgins, C. (2001). Work-Life Balance in the New Millennium: 

Where Are We? Where Do We Need To Go? CPRN Discussion Paper. 

Human Resources Development Canada, Ottawa (Ontario)., 4-5. 

Ebru Arslaner, Y. B. (2017). Perceived organizational support, work-

family/family-work conflict and presenteeism in hotel industry. Tourism 

Review, 171-183. 

Ed Diener, R. A. (1985). Journal of Personality Assessment. The Satisfaction With 

Life Scale, 71. 

Ercan Ögea, M. Ç. (2018). The effects of paternalistic leadership on workplace 

loneliness, work family conflict and work engagement among air traffic 

controllers in Turkey. Journal of Air Transport Management, 25-35. 

Fatma Nur Iplik, K. C. (2011). The simultaneous effects of person-organization and 

person-job fit on Turkish hotel managers. International Journal of 

Contemporary Hospitality Management, 644-661. 



  
 

173 
 
 

 

 

Ferreira, P. (2014). (Always) Look on the bright side of life": life satisfaction as an 

antecedent of work engagement. ISAG and Lusiada University, 1-11. 

Finansialku. (2017, Juli 27). Definisi Bank atau pengertian bank menurut berbagai 

sumber. Retrieved from Finansialku.com: 

https://www.finansialku.com/definisi-bank-adalah/ 

Fitra, S. (2018, November 01). Ancaman Kekeringan Likuiditas Mengintai 

Perbankan. Retrieved from katadata.co.id: 

https://katadata.co.id/telaah/2018/11/01/lampu-kuning-likuiditas-

perbankan 

Gahlawat, S. C. (2016). Impact of workplace characteristics on work family conflict 

of dual career couples. International Journal of Organizational Analysis, 

883-907. 

Ghozali, I. (2014). Model Persamaan Struktural Konsep dan Aplikasi dengan 

Program Amos 22.0 Update Bayesian SEM. Semarang: Badan Penerbit 

Universitas Diponegoro. 

Ghozali, I. (2016). Aplikasi Analisis Multivariete dengan Program IBM SPSS 23. 

Semarang: Badan Penerbit Universitas Diponegoro. 

Guido Alessandri and Chiara Consiglio, F. L. (2018). Testing a dynamic model of 

the impact of psychological capital on work engagement and job 

performance. Career Development International, 33-47. 

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2014). Multivariate Data 

Analysis. United States of America: Pearson Education Limited. 

Hakanen, J. J., & Schaufeli, W. B. (2012). Do burnout and work engagement predict 

depressive symptoms and life satisfaction? A three-wave seven-year 

prospective study. Journal of Affective Disorders, 415–424. 



  
 

174 
 
 

 

 

Hammer, L. B., Kossek, E. E., Yragui, N. L., Bodner, T. E., & Hanson, G. C. 

(2009). Development and Validation of a Multidimensional Measure of 

Family Supportive Supervisor Behaviors (FSSB). Journal of Management, 

837-856. 

Hong T.M. Bui, Y. Z. (2017). The role of person-job fit in the relationship between 

transformational leadership and job engagement. Journal of Managerial 

Psychology, 373-386. 

Hsu, Y. R. (2011). Work-family conflict and job satisfaction in stressful working 

environments. International Journal of Manpower, 233 - 248. 

Huebner, E. S. (1991). Correlates of Life Satisfaction in Children. School 

Psychology Quarterly, 103-111. 

I-An Wang, B.-W. L.-T. (2017). The relationships among work-family conflict, 

turnover intention and organizational citizenship behavior in the hospitality 

industry of Taiwan. International Journal of Manpower, 1130-1142. 

Iplik, F. N., Kilic, K. C., & Yalcin, A. (2011). The simultaneous effects of person-

organization and person-job fit on Turkish hotel managers. International 

Journal of Contemporary Hospitality Management, 644-661. 

Isabel Hombrados, F. C. (2011). Burnout, workplace support, job satisfactionand 

life satisfaction among social workers in Spain: A structural equation model. 

International Social Work, 228-246. 

Iskana, F. R. (2018, September). Kontan. Retrieved from Minerba menjadi salah 

satu penyumbang penerimaan negara: 

https://industri.kontan.co.id/news/minerba-masih-menjadi-salah-satu-

penyumbang-penerimaan-negara-yang-besar 

James K. Harter, F. L. (2003). Employee Engagement, Satisfaction, and Business-

Unit-Level Outcomes: A Meta-Analysis. The Gallup Organization, 1-58. 



  
 

175 
 
 

 

 

Janet A. Boekhorst, P. S. (2017). Work intensity, emotional exhaustion and life 

satisfaction: the moderating role of psychological detachment. Personnel 

Review, 891-907. 

Jeffrey M. Conte, B. A. (2018). Investigating relationships among polychronicity, 

work-family conflict, job satisfaction, and work engagement. Journal of 

Managerial Psychology, 1-15. 

Jesse S. Michel, L. M. (2010). Antecedents of work–family conflict: A meta-

analytic review. Journal of Organizational Behavior, 689–725. 

Jessica C.M. Li, J. C. (2018). The impact of job and family factors on work stress 

and engagement among Hong Kong police officers. Policing: An 

International Journal, 4-6. 

Jolodar, S. Y. (2012). An Investigation of Social Factors Affecting on Personnel 

Job Satisfaction of Remedial Service Insurance Department. Iranian 

Journal of Management Studies (IJMS), 97-110. 

Jones, G. (2013). Organizational Theory, Design, and Change. United States: 

Pearson Education. 

Joronen, K. (2005). Adolescents' Subjective Well-being in their Social Contexts. 

Tampere: University of Tampere, Departement of Nursing Science Finland. 

Judge, S. P. (2015). Organizational Behavior. America: Pearson Education, Inc. 

Kang, A. B. (2018). Domain-specific and nonspecific outcomes of work-family 

interface A study of Indian journalists. Evidence-based HRM: a Global 

Forum for Empirical Scholarship, 1-17. 

Karadas, O. M. (2015). Do psychological capital and work engagement foster 

frontline. International Journal of Contemporary Hospitality Management, 

1-48. 



  
 

176 
 
 

 

 

Karatepe, O. M. (2013). Perceptions of organizational politics and hotel employee 

outcomes. International Journal of Contemporary Hospitality 

Management, 82-104. 

Karatepe, O. M. (2013). The effects of work overload and work-family conflict on 

job embeddedness and job performance. International Journal of 

Contemporary Hospitality Management, 614-634. 

Karatepe, O. M., & Baddar, L. (2006). An empirical study of the selected 

consequences of frontline employees’ work–family conflict and family–

work conflict. Tourism Management, 1017–1028. 

Karatepe, O. M., & Karadas, G. (2016). Service employees' fit, work-family 

conflict, and work engagement. Journal of Services Marketing, 5. 

Karatepe, O. M., & Karadas, G. (2016). Service employees' fit, work-family 

conflict, and work engagement. Journal of Services Marketing, 2. 

KBBI. (2012). kbbi.we.idArti kata bank menurut Kamus KBBI Online. Retrieved 

from kbbi.we.id: https://kbbi.web.id/bank 

KEMENKEU. (1998). jdih.kemenkeu.go.idUNDANG-UNDANG REPUBLIK 

INDONESIA NOMOR 10 TAHUN 1998. Retrieved from 

jdih.kemenkeu.go.id: 

https://jdih.kemenkeu.go.id/fulltext/1998/10TAHUN~1998UUPenj.htm 

Kementerian, & ESDM. (2018). Neraca Gas Indonesia-ESDM. Retrieved from 

esdm.go.id: https://www.esdm.go.id/assets/media/content/content-neraca-

gas-indonesia-2018-2027.pdf 

Keuangan, K. (1992). Undang-Undang No.7 Tahun 1992 - JDIH Kementerian 

Keuangan. Retrieved from jdih.kemenkeu.go.id: 

https://jdih.kemenkeu.go.id/fullText/1992/7TAHUN~1992UU.htm 



  
 

177 
 
 

 

 

Kinicki, & William. (2009). Management. America, New York: Mc-Graw Hill 

Companies, Inc. 

Korner, A., Reitzle, M., & Silbereisen, R. K. (2012). Work-related demands and 

life satisfaction: The effects of engagement and disengagement among 

employed and long-term unemployed people. Journal of Vocational 

Behavior, 187–196. 

Kotze, M. (2018). How job resources and personal resources influence work 

engagement and burnout. African Journal of Economic and Management 

Studies, 148-164. 

Kusdi Raharjo, N. S. (2018). The influence of organizational culture and job design 

on job commitment and human resource performance. Journal of 

Organizational Change Management, 1-23. 

Kusluvan, S., Kusluvan, Z., Ilhan, I., & Buyruk, L. (2010). The human dimension: 

a review of human resources management issues in the tourism and 

hospitality industry. Cornell Hospitality Quarterly, 171-214. 

Liani, A. C. (2009). Work-family conflict among female employees in Israeli 

hospitals. Personnel Review, 124 - 141. 

Lind, D. A., Marchal, W. G., & Wathen, S. A. (2012). Statistical Techniques in 

Business and Economics. New York: The McGraw-Hill Companies, Inc. 

Lisa Cain, J. B. (2017). Executive chefs’ calling: effect on engagement, work-life 

balance and life satisfaction. International Journal of Contemporary 

Hospitality Management, 1-44. 

Louis Tay, L. K. (2014). Satisfaction and Happiness – The Bright Side of Quality 

of Life . Global Handbook of Quality of Life, 839-853. 



  
 

178 
 
 

 

 

Mahfudz, M. (2016, Desember 07). Kompasiana. Retrieved from Pentingnya bank 

dalam perekonomian: 

https://www.kompasiana.com/mahfudzbrow/5848262d5eafbd1c2465d9cd/

pentingnya-bank-dalam-perekonomian 

Malhotra, N. K. (2010). Basic Marketing Research 4th Edition (International 

Edition). United States of America: Pearson International Edition. 

Malhotra, N. K. (2012). Basic Marketing Research Integration of Social Media 

Fourth Edition. United States of America: Pearson International Edition. 

Marri, M. E. (2015). Role of gender and organizational support in work-family 

conflict for accountants in UAE. International Journal of Commerce and 

Management, 157-172. 

Maslach, C. (2008). Early Predictors of Job Burnout and Engagement. Journal of 

Applied Psychology, 498–512. 

Melissa Rector LaGraff, H. E. (2018). PERCEIVED WORK–FAMILY 

BALANCE AND ENGAGEMENT BEHAVIORS OF FATHERS OF 

INFANTS. The Work-Family Interface: Spillover, Complications, and 

Challenges, 1-19. 

Miskhin, F. S. (2008). The Economics of Money, Banking, and Financial Market.  

Montgomery, A. J., Peeters, M. C., Schaufeli, W. B., & Ouden, D. M. (2003). 

Work‐home interference among newspaper managers: Its relationship with 

burnout and engagement. Anxiety, Stress, & Coping: An International 

Journal, 195-211. 

Mustika, N. (2019, April 14). Finansialku.com. Retrieved from Bank Terbaik dan 

Terbesar di Indonesia: https://www.finansialku.com/bank-terbaik-di-

indonesia/ 



  
 

179 
 
 

 

 

Noe, A. R. (2017). Employee Training and Development (7 edition). New York: 

McGraw-Hill International Edition. 

Nurdini, A. (2006). “CROSS-SECTIONAL VS LONGITUDINAL”: PILIHAN 

RANCANGAN. DIMENSI TEKNIK ARSITEKTUR, 52-58. 

Nurfitriana, N. S. (2018, Juli 04). bpr-bba.com. Retrieved from Jenis – Jenis Bank 

Berdasarkan Kepemilikan: https://bpr-bba.com/jenis-jenis-bank-

berdasarkan-kepemilikan/ 

OJK. (2013, Agustus 01). Undang-undang Nomor 3 Tahun 2004 tentang 

Perubahan atas Undang-undang Republik Indonesia Nomor 23 Tahun 1999 

Tentang Bank Indonesia. Retrieved from ojk.go.id: 

https://www.ojk.go.id/id/kanal/perbankan/regulasi/undang-

undang/Pages/undang-undang-nomor-3-tahun-2004-tentang-perubahan-

atas-undang-undang-republik-indonesia-nomor-23-tahun-1999-tentang-

ba.aspx 

OJK. (2015). Laporan Tahunan Perbankan. Retrieved from ojk.go.id: 

https://www.ojk.go.id/id/kanal/perbankan/berita-dan-

kegiatan/publikasi/Documents/Pages/Laporan-Tahunan-Perbankan-

2015/Laptah%20Perbankan%202015.pdf 

OJK. (2017). Retrieved from Bank Umum - OJK: 

https://www.ojk.go.id/id/kanal/perbankan/Pages/Bank-Umum.aspx 

OJK. (2017). Daftar Alamat Kantor Pusat Bank Umum Dan Syariah. Retrieved 

from ojk.go.id: https://www.ojk.go.id/id/kanal/perbankan/data-dan-

statistik/Pages/Daftar-Alamat-Kantor-Pusat-Bank-Umum-Dan-

Syariah.aspx 

OJK. (2017). ojk.go.idDaftar Alamat Kantor Pusat Bank Umum Dan Syariah. 

Retrieved from ojk.go.id: https://www.ojk.go.id/id/kanal/perbankan/data-



  
 

180 
 
 

 

 

dan-statistik/Pages/Daftar-Alamat-Kantor-Pusat-Bank-Umum-Dan-

Syariah.aspx 

OJK. (2018). Data Statistik Lapran Tahunan OJK. Retrieved from OJK: 

https://www.ojk.go.id/id/data-dan-statistik/laporan-

tahunan/Documents/Laporan%20Tahunan%20OJK%202018.pdf 

OJK. (2018, Desember 06). Pedoman Pelaksanaan Layanan Pengaduan Konsumen 

di Sektor Jasa Keuangan. Retrieved from ojk.go.id: 

https://www.ojk.go.id/id/regulasi/Documents/Pages/Pedoman-

Pelaksanaan-Layanan-Pengaduan-Konsumen-di-Sektor-Jasa-

Keuangan/seojk%2017-2018.pdf 

OJK. (2019, Agustus 22). Statistik Perbankan Indonesia-OJK. Retrieved from 

ojk.go,id: https://www.ojk.go.id/id/kanal/perbankan/data-dan-

statistik/statistik-perbankan-indonesia/Pages/Statistik-Perbankan-

Indonesia---Juni-2019.aspx 

Osman M. Karatepe, G. K. (2016). Service employees' fit, work-family conflict, 

and work engagement. Journal of Services Marketing, 1-2. 

Patricia A. Rupert, P. S. (2012). Predicting Work-Family Conflict and Life 

Satisfaction Among Professional Psychologists. Professional Psychology: 

Research and Practice, 341-348. 

Phyllis Moen, A. K. (2015). IS WORK-FAMILY CONFLICT A MULTILEVEL 

STRESSOR LINKING JOB CONDITIONS TO MENTAL HEALTH? 

EVIDENCE FROM THE WORK, FAMILY AND HEALTH NETWORK. 

Work and Family in the New Economy, 177-217. 

Popli, S., & Rizvi, I. A. (2015). Exploring the relationship between service 

orientation, employee engagement and perceived leadership style: a study 



  
 

181 
 
 

 

 

of managers in the private service sector organizations in India. Journal of 

Services Marketing, 59-70. 

Qiu, L., & Fan, J. (2014). Family boundary characteristics, work–family conflict 

and life satisfaction: A moderated mediation model. International Journal 

of Psychology. 

Rashid Ahmad, T. I. (2019). Does work and family imbalance impact the 

satisfaction of police force employees? A “net or a web” model. Policing: 

An International Journal, 1-14. 

Rehman, B. A. (2017). Relationship between Work-Family Conflict, Job 

Embeddedness, Workplace Flexibility, and Turnover Intentions. Makara 

Hubs-Asia, 92-104. 

Riadi, M. (2013, Januari 03). Kajian Pustaka. Retrieved from Pengertian dan 

Fungsi Perbankan: https://www.kajianpustaka.com/2013/01/pengertian-

dan-fungsi-perbankan.html 

Richard, M. (2018, Februari 07). EKONOMI INDONESIA 2017 Tumbuh Lambat, 

Ini 7 Faktor Penyebabnya. Retrieved from finansial.bisnis.com: 

https://finansial.bisnis.com/read/20180207/9/735901/ekonomi-indonesia-

2017-tumbuh-lambat-ini-7-faktor-penyebabnya# 

Riyadi, S. (2015, Oktober 29). Loan To Deposit Ratio terhadap Profitablitas. 

Retrieved from dosen.perbanas.id: https://dosen.perbanas.id/loan-to-

deposit-ratio-terhadap-profitablitas/ 

Robbins, P. S., & Judge, T. A. (2016). Organizational Behavior. United States: 

Pearson Education. 

Robbins, S. P., & Coulter, M. (2012). Management. New Jersey: Pearson 

Education. 



  
 

182 
 
 

 

 

Rossiana, G. (2018, Juli 27). cnbcindonesia.comWah, Bank-Bank Ini Punya NPL 

di Atas 5%. Retrieved from cnbcindonesia.com: 

https://www.cnbcindonesia.com/market/20180727120010-17-25694/wah-

bank-bank-ini-punya-npl-di-atas-5 

Rue, L. L. (2008). Human Resource Management. New York, America: McGraw-

Hill. 

Ryan, E. D. (2009). Subjective well-being: a general overview . South African 

Journal of Psychologi, 391-406. 

Santoso, S. (2007). Struktural Equation Modeling Konsep Dan Aplikasi Dengan 

Amos, Membuat Dan Menganalisis Model SEM Menggunakan Program . 

Jakarta: Alex Media Komputindo. 

Santrock, J. W. (2012). Life-Span Development Perkembangan Masa Hidup. 

Jakarta: Erlangga. 

Sari Mansour Diane, G. T. (2016). Workload, generic and work–family specific 

social supports and job stress: mediating role of work-family and family-

work conflict. International Journal of Contemporary Hospitality 

Management, 2-3. 

Schaufeli, W. B., & Bakker, A. B. (2004). Job demands, job resources, and their 

relationship with burnout and engagement: a multi-sample study. Journal of 

Organizational Behavior, 293–315. 

Schermerhon, J. R. (2010). Introduction to Management. Hoboken: John Wiley and 

Sons. 

Setiawan, S. R. (2017, Februari 18). Ini Empat Tantangan yang Dihadapi 

Perekonomian Indonesia. Retrieved from Kompas.com: 

https://money.kompas.com/read/2017/02/18/133237726/ini.empat.tantang

an.yang.dihadapi.perekonomian.indonesia 



  
 

183 
 
 

 

 

Setiawan, S. R. (2018, Maret 29). Kompas.com. Retrieved from OJK: Tahun 2018, 

Perbankan Siap Mendukung Pertumbuhan Ekonomi: 

https://ekonomi.kompas.com/read/2018/03/29/141150326/ojk-tahun-2018-

perbankan-siap-mendukung-pertumbuhan-ekonomi 

Shaffer, M. A., Harrison, D. A., Gilley, K. M., & Luk, D. M. (2001). Struggling for 

balance amid turbulence on internationalassignments: work–family 

conflict, support and commitment. Journal of Management, 99–121. 

Shuck, M. B. (2010). Employee Engagement: An Examination of Antecedent and 

Outcome Variables. FIU Electronic Theses and Dissertations, 1-147. 

Siamat, D. (2005). Manajemen Lembaga Keuangan Kebijakan Moneter dan 

Perbankan Edisi Kelima. Jakarta: Fakultas Ekonomi Universitas Indonesia. 

Silvia De Simone, J. L. (2014). Influences of Work-Family Interface on Job and 

Life Satisfaction. Applied Research Quality Life , 831-861. 

Simone, S. D., Lampis, J., Lasio, D., Serri, F., Cicotto, G., & Putzu, D. (2013). 

Influences of Work-Family Interface on Job and Life Satisfaction. Applied 

Research Quality Life. 

Siti Nur Hidayah Ibrahim, C. L. (2019). The effects of supervisor support and self-

efficacy on call center employees’ work engagement and quitting intentions. 

International Journal of Manpower, 1-17. 

Situmorang, A. P. (2019, Juli 30). Liputan6.com. Retrieved from Industri 

Perbankan Sehat, Ekonomi Indonesia Stabil di Triwulan II 2019: 

https://www.liputan6.com/bisnis/read/4025318/industri-perbankan-sehat-

ekonomi-indonesia-stabil-di-triwulan-ii-2019 

SlideModel. (2019). ADKAR Change Management PowerPoint Templates. 

Retrieved from slidemodel.com: https://slidemodel.com/templates/adkar-

change-management-powerpoint-templates/ 



  
 

184 
 
 

 

 

Sousa, V. A. (2013). FAMILY-WORK CONFLICT, JOB SATISFACTION AND 

BURNOUT OF WORKING WOMEN WITH CHILDREN. 

PHILOSOPHIAE DOCTOR (PhD) IN ORGANISATIONAL BEHAVIOUR, 

18-19. 

Sveningsson, M. A. (2008). Changing Organizational Culture. New York: 

Routledge. 

SWA. (2017). BCA Optimis Terhadap Peranan Perbankan. Retrieved from 

swa.co.id: https://swa.co.id/beritabca/bca/2017-bca-optimis-terhadap-

peranan-perbankan 

SWA. (2018, Desember 26). Layanan WhatsApp Halo BCA Pangkas 50% Biaya 

Telepon. Retrieved from swa.co.id: https://swa.co.id/swa/trends/layanan-

whatsapp-halo-bca-pangkas-50-biaya-telepon 

Tamara Hagmaier, A. E. (2018). How do career satisfaction and life satisfaction 

associate? Journal of Managerial Psychology, 1-16. 

Telexindo. (2012, Juli 28). Membangun Contact Center. Retrieved from 

telexindo.com: https://telexindo.com/membangun-contact-center/ 

Tracy J. Opie, C. M. (2013). Work-family conflict and work engagement among 

mothers: Conscientiousness and neuroticism as moderators. Original 

Research, 1-12. 

Tremblay, S. M.-G. (2016). Workload, generic and work–family specific social 

supports and job stress:mediating role of work-family and family-work 

conflict. International Journal of Contemporary Hospitality Management, 

1-47. 

Umar, H. (2013). Desain Penelitian MSDM dan Perilaku Karyawan. Depok: 

Rajafrafindo Persada. 



  
 

185 
 
 

 

 

Unal, Z. M. (2017). THE MEDIATING ROLE OF MEANINGFUL WORK 

ONTHE RELATIONSHIP BETWEEN NEEDS FOR MEANING-

BASEDPERSON-JOB FIT AND WORK-FAMILY CONFLICT. 

International Scientific Conference on Sustainable Development Goals, 

332-338. 

Utama, S. A. (2013). AGEN PERUBAHAN (AGENT of CHANGE). Retrieved from 

bppk.kemenkeu.go.id: 

https://bppk.kemenkeu.go.id/images/file/pusbc/Artikel/2013_AGEN_PER

UBAHAN.pdf 

Wani Sabu. (2018). Journey to Find Happiness in Halo BCA. Jakarta: Gramedia 

Widiasarana Indonesia. 

War, P., & Inceoglu, I. (2012). Job Engagement, Job Satisfaction, and Contrasting 

Associations With Person–Job Fit. Journal of Occupational Health 

Psychology, 129–138. 

Warsudi, A. (2019, JANUARI 20). Sindonews. Retrieved from Industri 

pertambangan setor PNBP: 

https://ekbis.sindonews.com/read/1371900/34/industri-pertambangan-

setor-pnbp-rp466-triliun-sepanjang-2018-1547899806 

Wij, & Dru. (2014, Juni 06). Arti Penting Perbankan di Indonesia Bagi Pemerintah. 

Retrieved from Detik Finance: https://finance.detik.com/moneter/d-

2459047/-ini-arti-penting-perbankan-di-indonesia-bagi-pemerintah 

Wijanto, S. H. (2008). Structural Equation Modeling. Yogyakarta: Graha Ilmu. 

Wilcock, A. A. (2001). Occupational Science: the Key to Broadening Horizons. 

British Journal of Occupational Therapy. 



  
 

186 
 
 

 

 

Xinyuan (Roy) Zhao, H. Q. (2011). Examining the relationship of work–family 

conflict to job and life satisfaction: A case of hotel sales managers. 

International Journal of Hospitality Management, 46-54. 

Yanping Li, D. L. (2018). How and when servant leadership enhances life 

satisfaction. Personnel Review, 3-4. 

Yucel, D. (2016). Work-To-Family Conflict and Life Satisfaction: the Moderating 

Role of Type of Employment. Applied Research Quality Life, 577-591. 

Yuniar, A. (2018, Mei 15). liputan6.com. Retrieved from Kata Sri Mulyani soal 

Peranan Perbankan dalam Mendorong Ekonomi RI: 

https://www.liputan6.com/bisnis/read/3526017/kata-sri-mulyani-soal-

peranan-perbankan-dalam-mendorong-ekonomi-ri 

Zikmund, W. G., Babin, B. J., Carr, J. C., & Griffin, M. (2013). Business Research 

Methods. Canada: Cengage Learning. 

  

 

 

 

 

 

 

 

 


	Binder1
	CV miranti kusuma yuwono
	Laporan Skripsi MIranti
	KATA PENGANTAR
	ABSTRAK
	ABSTRACT
	DAFTAR ISI
	DAFTAR GAMBAR
	DAFTAR TABEL
	BAB I PENDAHULUAN
	1.1 Latar Belakang
	1.2 Rumusan Masalah dan Pertanyaan Penelitian
	1.3 Tujuan Penelitian
	1.4 Manfaat Penelitian
	1.4.1 Manfaat Praktis
	1.4.2 Manfaat Akademis

	1.5 Batasan Penelitian
	1.6 Sistematika Penulisan Skripsi

	BAB II LANDASAN TEORI
	2.1 Management
	2.2 Human Resource Management
	2.2.1 Fungsi Human Resource Management

	2.3 Variabel Penelitian
	2.3.1 Life Satisfaction
	2.3.1.1 Faktor yang Mempengaruhi Life Satisfaction

	2.3.2 Work Engagement
	2.3.2.1 Aspek-Aspek Work Engagement

	2.3.3 Work-Family Conflict
	2.3.3.1 Faktor-Faktor yang Mempengaruhi Work-Family Conflict
	2.3.3.2 Aspek Work-Family Conflict
	2.3.3.3 Dampak Work-Family Conflict

	2.3.4 Family-Work Conflict
	2.3.5 Person-Job Fit
	2.3.5.1 Faktor-Faktor yang Mempengaruhi Person-Job Fit


	2.4 Model Penelitian
	2.5 Pengembangan Hipotesis
	2.5.1 Pengaruh Person-Job Fit Terhadap Work-Family Conflict
	2.5.2 Pengaruh Person-Job Fit Terhadap Family-Work Conflict
	2.5.3 Pengaruh Person-Job Fit Terhadap Work Engagement
	2.5.4 Pengaruh Work-Family Conflict Terhadap Work Engagement
	2.5.5 Pengaruh Family-Work Conflict Terhadap Work Engagement
	2.5.6 Pengaruh Work-Family Conflict Terhadap Life Satisfaction
	2.5.7 Pengaruh Family-Work Conflict Terhadap Life Satisfaction
	2.5.8 Pengaruh Work Engagement Terhadap Life Satisfaction

	2.6 Penelitian Terdahulu

	BAB III METODOLOGI PENELITIAN
	3.1 Gambaran Umum Objek Penelitian
	3.1.1 Visi dan Misi PT XYZ
	3.1.2 Core Values
	3.1.3 Visi dan Misi Call Center PT XYZ
	3.1.4 Struktur Organisasi Call Center PT XYZ

	3.2 Desain Penelitian
	3.2.1 Metode Penelitian
	3.2.2 Jenis-Jenis Penelitian
	3.2.3 Metode Pengembangan

	3.3 Ruang Lingkup Penelitian
	3.3.1 Target Populasi
	3.3.1.1 Sampling Unit
	3.3.1.2 Time Frame
	3.3.1.3 Sampling Frame

	3.3.2 Sampling Techniques
	3.3.2.1 Sampling Size


	3.4 Teknik Pengumpulan Data
	3.4.1 Sumber Data

	3.5 Periode Penyebaran Kuesioner
	3.6 Skala Pengukuran
	3.7 Definisi Operasional Variabel
	3.7.1 Variabel-Variabel dalam Structural Eqaution Model (SEM)
	3.7.1.1 Variabel Laten
	3.7.1.2 Variabel Eksogen
	3.7.1.3 Variabel Endogen
	3.7.1.4 Variabel Teramati


	3.8 Teknik Pengolahan Analisis Data
	3.8.1 Uji Instrumen Pre-test
	3.8.1.1 Uji Validitas
	3.8.1.2 Uji Reliabilitas

	3.8.2 Metode Analisis Data dengan Structural Eqaution Model (SEM)
	3.8.2.1 Model-Model dalam SEM
	3.8.2.2 Tahapan SEM
	3.8.2.3 Uji Kecocokan dalam Metode Analisis SEM
	3.8.2.3.1 Kecocokan Kesluruhan Model (Overall Model Fit)
	3.8.2.3.2 Kecocokan Model Pengukuran


	3.8.3 Fungsi Masing-Masing Komponen SEM

	3.9 Tabel Operasional

	BAB IV ANALISA DAN PEMBAHASAN
	4.1 Deskripsi Profil Responden
	4.1.1 Profil Responden Berdasarkan Jenis Kelamin
	4.1.2 Profil Responden Berdasarkan Usia
	4.1.3 Profil Responden Berdasarkan Lama Bekerja
	4.1.4 Profil Responden Berdasarkan Marital Status
	4.1.5 Profil Responden Berdasarkan Jumlah Anak
	4.1.6 Profil Responden Berdasarkan Status Pekerjaan
	4.1.7 Profil Responden Berdasarkan Pendidikan Terakhir
	4.1.8 Profil Responden Berdasarkan Jabatan

	4.2 Analisa Deskriptif
	4.2.1 Person-Job Fit
	4.2.2 Work-Family Conflict
	4.2.3 Family-Work Conflict
	4.2.4 Work Engagement
	4.2.5 Life Satisfaction

	4.3 Uji Instrumen Pre-Test
	4.3.1 Uji Validitas Pre-Test
	4.3.2 Uji Reliabilitas Pre-Test

	4.4 Uji Instrumen Main-Test
	4.4.1 Hasil Analisis Kecocokan Kesluruhan Model
	4.4.2 Hasil Analisis Model Pengukuran
	4.4.1 Hasil Uji Validitas Keseluruhan Data (First Order)
	4.4.2 Hasil Uji Reliabilitas Keseluruhan Data (First Order)

	4.4.3 Hasil Analisis Model Struktural
	4.4.3.1 Uji Hipotesis


	4.5 Interpretasi Hasil Penelitian
	4.5.1 Berdasarkan Uji Hipotesis

	4.6 Implikasi Manajerial
	4.6.1 Perhatian Halo BCA BSD Terhadap Person-Job Fit untuk Meningkatkan Work-Family Conflict dan Family-Work Conflict
	4.6.2 Perhatian Halo BCA BSD Terhadap Person-Job Fit untuk Meningkatkan Work Engagement
	4.6.3 Perhatian Halo BCA BSD Terhadap Work Engagement untuk Meningkatkan Life Satisfaction
	4.6.4 Perhatian Halo BCA BSD Terhadap Work-Family Conflict untuk Meningkatkan Work Engagement dan Life Satisfaction
	4.6.5 Perhatian Halo BCA BSD Terhadap Family-Work Conflict untuk Meningkatkan Work Engagement dan Life Satisfaction


	BAB V KESIMPULAN DAN SARAN
	5.1 Kesimpulan
	5.2 Saran
	5.2.1 Saran untuk Perusahaan
	5.2.2 Saran untuk Penelitian Selanjutnya

	5.3 Limitasi Penelitian

	DAFTAR PUSTAKA
	LAMPIRAN

	scan1
	scan2

	karatepe2016



