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ABSTRACT 
The importance of providing service value to customers is recognized as a crucial strategy for achieving success in today's fierce competition. Perceived service value is an important factor in service marketing strategy and a key element in customer decision making. This study aims to examine the effect of training and employee empowerment on perceived service quality and the mediating role of employee motivation and internal communication on the relationship between employee empowerment and service quality. This research is quantitative with purposive sampling technique, using questionnaires distributed to 125 employee respondents in the JABODETABEK banking industry. Data analysis was conducted using the Structural Equation Modeling (SEM) method with a sample of bank employees in the service sector such as Teller and Customer Service who have worked for at least one year. The results showed that 10 hypotheses were accepted, and the employee training variable had the greatest direct effect on employee empowerment. Then employee empowerment has the greatest indirect effect on employee training and perceived service quality. This study contributes to banks to achieve more optimal service performance and build closer relationships with customers which in turn will add value to bank performance and suggests future researchers to expand the scope of the study by involving several banks or other financial institutions to increase the generalizability of the findings. 
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INTRODUCTION
[bookmark: _Toc141295882]The importance of providing service value to customers has been recognized as a crucial strategy for achieving success amidst today's intense competition (Diatmono et al., 2020; Imran, Mariam, et al., 2020; Rumaidlany et al., 2022). Perceived service value is one of the most important factors in service marketing strategies and is considered a key element in the customer decision-making process (K. Chandra et al., 2019; Imran, Arvian, et al., 2020; Sukarno et al., 2020). The perceived and expected quality of service is very important for the company's existence (K. Kurniawati et al., 2024; Mariam et al., 2021; Nurdiansyah et al., 2020). Improving service quality across public organizations is one of the most complex global challenges (Ghazmahadi et al., 2020; Meidiyanty et al., 2023). Despite democratic transitions, social outcome indicators show that many governments in developing countries still provide low-quality services (Amalia et al., 2024; Sinurat et al., 2024). In developing countries, the quality of public sector services is often weak or even poor (Nurcahyani et al., 2023; M. P. Pratama et al., 2023). Given the diverse customer base in various public organizations, meeting customer expectations for service quality is a unique challenge, but very important for company sustainability (Khasanah et al., 2021; Siyum, 2024; Yunus et al., 2023).
Service quality also refers to the level of excellence of service performance and is considered a success factor for an organization to differentiate itself from competitors, as well as to achieve competitiveness in the service industry (Febriani et al., 2023; Kalim et al., 2024; Kant & Jaiswal, 2017). Service quality is important for companies because it is considered an investment, that is, it can result in an increase in the number of customers, an increase in the frequency of purchases by existing customers, and an increase in company profitability (Mariam et al., 2023; Steven et al., 2023; Sutriani et al., 2024). Service quality not only aims to ensure customer satisfaction but can also result in reduced costs, increased organizational performance and ultimately positive promotion through word of mouth (Chikazhe et al., 2021; Megawaty et al., 2024; R. A. Pratama et al., 2023). Customer assessments of service excellence is important information needed for service providers to improve business performance and position strategies in the market (Bachtiar et al., 2023; Mariam et al., 2022; Mbango, 2018).
In addition, training is recognized as a key instrument in encouraging employees to adopt more environmental initiatives, ongoing training for employees can also increase employee motivation, commitment and ability to contribute more to sustainability (Kupczyk et al., 2023; Situmorang et al., 2023; Utama et al., 2020). Teaching has been considered an important tool in facilitating continuous improvement because it increases employees' ability to make continuous improvements (Mulyadi et al., 2020; Takaya et al., 2019; Van Assen, 2021). Then, the effectiveness of human resources in an organization is measured by how diligently employees work after employees receive training and development which ultimately produces employees with a high level of commitment (Fachridian et al., 2024; Miaty et al., 2024; Rizky et al., 2023). To achieve this, companies highlight the importance of empowering employees because this will encourage commitment to the organization (Mariam et al., 2020; Suhaimi et al., 2018; Supiati et al., 2021). 
[bookmark: _Toc141295883]On the other hand, as for sustainable relationships to strengthen employee involvement, satisfactory and effective internal communication can contribute to productivity, organizational performance, and orientation towards external customers (Takaya et al., 2020; Thamanda et al., 2024; Tkalac Verčič et al., 2021). In addition, to ensure employee satisfaction and commitment to work, effective motivation is needed at every level in the organization. Employees who are motivated and actively involved in work are seen as a valuable asset for the organization (Nayef Al-Madi et al., 2017; Ramli, 2013), the main challenge for service companies is to inspire employee motivation, because having a ready and motivated team is seen as a valuable competitive advantage. This ultimately forms an environment that promotes better service, increases employee satisfaction, and overall organizational performance (Meira et al., 2023; Ramli & Novariani, 2020; Rinaldi & Ramli, 2023).
Studies related to employee training, employee empowerment, perceived service quality, internal communication, employee motivation and customer satisfaction have been carried out previously. Where is employee training has a positive effect on employee empowerment ( Huis et al., 2019 ; Ramli, 2020; Khaliq, 2020 ; Andoh et al., 2022 ; Flegl et al., 2022 ; Mariam & Ramli, 2023; Creon & Schermuly, 2022 ) employee empowerment positively influences internal communication ( Colnar & Dimovski, 2020 ; Dewi & Ramli, 2023; Weidenstedt, 2020 ; Akhter et al., 2021 ; Ramli, 2019; Heim & Gierlich-Joas, 2022 ; Eki & Ramli, 2024; Al-Sabi et al., 2023 ; Gomes et al., 2023 ; Mariam & Ramli, 2021; Sardana et al., 2024 ). Internal communication positively influences perceptions of service quality (Jacobsen & Salomonsen, 2021 ; Sylvia & Ramli, 2023; Su et al., 2021 ; Urbancova et al., 2023 ; Imam et al., 2023 ; Gunawan & Ramli, 2023; Podrug & Grubišić, 2023 ; Sari & Ramli, 2023; Santos et al., 2024) . employee empowerment has a positive effect on perceptions of service quality ( Ukil, 2016 ; Ramli & Mariam, 2020; Ojekalu et al., 2019 ; Berraies et al., 2020 ; Rahmawati & Ramli, 2024; Al-Omari et al., 2020 ; KJ Lee, 2020 ; Mulya & Ramli, 2023; Phuong & Ahn, 2021 ). Employee empowerment has a positive effect on employee motivation (Murray & Holmes, 2021 ; Nwachukwu et al., 2021 ; Harahap & Ramli, 2023; Mbangeleli & Ojugbele, 2021 ; Hama et al., 2021 ; Maharani & Ramli, 2024; Suryanarayana, 2022 ; Aljumah, 2023 ; KyeiFrimpong et al., 2024) . Employee motivation has a positive effect on perceived service quality ( Sultana et al., 2020 ; Ramli, 2020a; Sibonde & Dassah, 2021 ; Lees & Dhanpat, 2021 ; Chen & Cuervo, 2022 ; Amir, 2022 ; Khan, 2023 ; Shriedeh et al., 2024 ; Ramli, 2019a; Rabbad et al., 2024 ). employee training has a positive effect on perceptions of service quality (Arbol & Ramli, 2024; Nethmini & Ismail, 2019 ; Lasrado & Nyadzayo, 2020 ; Novarian & Ramli, 2020; Phan et al., 2021 ; Hieu et al., 2021; Samuel & Ramli, 2024; Al-najjar, 2023 ; Bilderback, 2024) . Internal communication mediates the effect of employee empowerment on perceptions of service quality ( Tkalac Verčič et al., 2021 ; Salma & Ramli, 2023; Bruin et al., 2021 ; Curcuruto & Griffin, 2023 ; Kadir & Ramli, 2024; Tommy, 2023 ). Employee motivation mediates the effect of employee empowerment on perceptions of service quality (Makhamreh et al., 2022 ; Kurniawati & Ramli, 2024; Pham et al., 2023 ; Mariam & Ramli, 2022, 2020; Nwanzu et al., 2023 ; Sousa et al., 2023) . Employee empowerment mediates the effect of employee training on perceptions of service quality ( Nethmini & Ismail, 2019 ; Phan et al., 2021 ; Indriani & Ramli, 2024; Al-najjar 2023) .
[bookmark: _Toc141295884][bookmark: _Toc151195431][bookmark: _Toc137667712][bookmark: _Toc141295885][bookmark: _Toc141298894][bookmark: _Toc141299172][bookmark: _Toc141300009]Based on studies previously conducted by (Chikazhe & Nyakunuwa, 2022 ; (Andoh et al., 2022 ; Novianti & Ramli, 2023; Phan et al., 2021 ; Makhamreh et al., 2022) regarding employee training which influences employee empowerment and other variables such as employee motivation and perceptions of service quality. However, to continue previous research, this research was carried out in another sector and in a different location than before. Besides that, the exploration in this research uses employees who work in the service/frontliner department as research objects, which is different from previous studies and is still rarely used as research objects.
The main objective of this research is to examine the influence of staff training and employee empowerment on perceptions of service quality. In addition, this research also aims to investigate the mediating role of employee motivation and internal communication on the relationship between employee empowerment and service quality. Expected study this implications direct and no direct to knowledge specifically management source Power man in implementation leadership in company. So that performance Which expected can bring results Which positive for employee Which support full achieved objective company.

LITERATURE REVIEW
[bookmark: _Toc172472612][bookmark: _Toc172472916][bookmark: _Toc172472973][bookmark: _Toc173269670][bookmark: _Toc173663044][bookmark: _Toc174811178][bookmark: _Toc175080380][bookmark: _Toc172472611][bookmark: _Toc172472915][bookmark: _Toc172472972][bookmark: _Toc173269669][bookmark: _Toc173663043][bookmark: _Toc174811177][bookmark: _Toc175080379]Perceived Service Quality
Thongthip & Polyorat (2015) say that Perception of service quality is a comparison between customer expectations and the reality of the service received. In further research (Milana, 2018) explains that perceived service quality is the difference between customer perceptions of the services provided by the organization or customer expectations of the organization. In addition, Kulsum et al., ( 2018) and Sylvyani & Ramli, 2023, define perceived service quality as the extent to which the level of service capability provided is in accordance with customer desires. Chikazhe et al. (2023) considers perceived service quality as the ability of employees to meet customer expectations, in this case providing superior service quality. 
[bookmark: _Toc172472613][bookmark: _Toc172472917][bookmark: _Toc172472974][bookmark: _Toc173269671][bookmark: _Toc173663045][bookmark: _Toc174811179][bookmark: _Toc175080381]Employee Empowerment
[bookmark: _Toc172472614][bookmark: _Toc172472918][bookmark: _Toc172472975][bookmark: _Toc173269672][bookmark: _Toc173663046][bookmark: _Toc174811180][bookmark: _Toc175080382]Employee empowerment is a process of giving authority or power to employees to make decisions related to their own work Ukil (2016) . Similarly, Wåhlin & Jacobsen (2019) and Ramli et al., (2020), explain that employee empowerment is understood as a process in which employees are given power or authority, however, this power is usually limited to certain goals that are considered valuable to both the employee and the organization. Employee empowerment refers to a relationship structure in an organization where individuals who have power such as leaders work together with those who do not have power such as ordinary employees (Potnuru et al., 2019). 
Employee Training
Employee training is an organized development process to help employees develop the attitudes, knowledge, and skills needed to carry out their duties and responsibilities Ertan & Aeşen (2019).. According to M. F. Rahman et al. (2021)training reflects the extent to which employees feel satisfied or dissatisfied with a series of planned activities held by the organization, these activities aim to develop the knowledge, skills, and attitudes needed to carry out certain tasks or jobs effectively Yimam (2022). Similar to him (Kanbur & Elkhdr, 2022) explains that training is a structured process to change behavior through learning, enabling employees to improve the knowledge, skills, and qualifications needed to carry out employee duties more effectively. 
[bookmark: _Toc172472615][bookmark: _Toc172472919][bookmark: _Toc172472976]Internal Communications
Steyn et al. (2011) in his study explains that internal communication is a series of strategies implemented by individuals in an organization to interact with each other. Internal communication is an effective process in disseminating information between team members and all forms of communication interaction between management and employees in a service organization De Vries et al. ( 2020) . According to Gara & La Porte (2020) Internal communication is a series of interaction processes that aim to create resources that are the main driver of the company's smooth operations. Besides that (Lemon & Towery, 2020) illustrates Internal communication is how strategic management interacts with each other within the organization on various interrelated dimensions including communication between line managers, colleagues in internal teams, colleagues in internal projects, as well as internal company communication.
[bookmark: _Toc172472616][bookmark: _Toc172472920][bookmark: _Toc172472977][bookmark: _Toc173269673][bookmark: _Toc173663047][bookmark: _Toc174811181][bookmark: _Toc175080383]Employee Motivation
Velten & Lashley ( 2018) explained that employee motivation is a process that influences employee persistence, direction and level of persistence in achieving goals. Besides that, Syah et al. (2019) explain motivation is a process in which the desire to encourage individuals to carry out activities that lead to the achievement of specific goals. In a study conducted by Sheraz et al. (2021) Motivation is a process in which individuals are given encouragement to maintain a high level of performance through the provision of rewards, supervision and incentives. Besides that, Adiguzel & Sonmez Cakir (2022) define employee motivation as directing individual needs towards behavior that can satisfy the individual and produce employee satisfaction. 
[bookmark: _Toc137667718][bookmark: _Toc141295891][bookmark: _Toc141298900][bookmark: _Toc141299178][bookmark: _Toc141300015][bookmark: _Toc172472617][bookmark: _Toc172472921][bookmark: _Toc172472978][bookmark: _Toc173269674][bookmark: _Toc173663048][bookmark: _Toc174811182][bookmark: _Toc175080384]RELATIONSHIP BETWEEN VARIABLES
[bookmark: _Toc137667719][bookmark: _Toc141295892][bookmark: _Toc141298901][bookmark: _Toc141299179][bookmark: _Toc141300016][bookmark: _Toc172472618][bookmark: _Toc172472922][bookmark: _Toc172472979][bookmark: _Toc173269675][bookmark: _Toc173663049][bookmark: _Toc174811183][bookmark: _Toc175080385]Employee Training and Employee Empowerment
When employees experience good and quality training, employees will feel more empowered. Training is considered a factor influencing employee engagement Andoh et al. (2022) , employees who are given training will gain knowledge, skills and talents that help employees become better team members which makes employees feel empowered (Ametepe et al., 2024) . Improving employee performance through a training approach has a positive impact on overall employee effectiveness Flegl et al. (2022) Apart from that, the effect of providing training to employees will increase employee empowerment, which from several studies has shown that employee training has a positive effect on employee empowerment (Huis et al., 2019 ; Creon & Schermuly, 2022 ; Khaliq, 2020) . From the previous discussion it can be hypothesized that : H1 : Employee training has a positive effect on employee empowerment.
[bookmark: _Toc172472619][bookmark: _Toc172472923][bookmark: _Toc172472980][bookmark: _Toc173269676][bookmark: _Toc173663050][bookmark: _Toc174811184][bookmark: _Toc175080386]Employee Empowerment and Internal Communication
When employees feel empowered, employees are more likely to share information, ideas, and feedback with coworkers and management (Sardana et al., 2024) Empowerment gives employees a greater sense of responsibility, so that employees feel more confident and motivated to actively participate in discussions and decision-making processes (Heim & Gierlich-Joas, 2022) When employees are given autonomy and trust, employees feel more involved and have a greater stake in the success of the team and organization, this creates a more open and collaborative work environment where information flows more smoothly and effectively (Al-Sabi et al., 2023) Additionally, employee empowerment often encourages two-way communication, where superiors not only provide direction but also listen to input from employees, which ultimately strengthens working relationships and supports better decision making (Gomes et al., 2023) Empirical studies show that employee empowerment has a positive influence on internal communication in organizations (Colnar & Dimovski, 2020 ; Akhter et al., 2021 ; Weidenstedt, 2020) . Based on the discussion above, the hypothesis created is: H2 : Employee empowerment has a direct positive influence on internal communication.
[bookmark: _Toc172472620][bookmark: _Toc172472924][bookmark: _Toc172472981][bookmark: _Toc173269677][bookmark: _Toc173663051][bookmark: _Toc174811185][bookmark: _Toc175080387]Internal Communication and Perceived Service Quality
When internal communication goes well, employees have a clearer understanding of expected service standards and company goals (Podrug & Grubišić, 2023). This improves coordination between teams and ensures that each employee has the information necessary to provide optimal service to customers (Su et al., 2021) . Smooth communication enables the dissemination of information quickly and accurately, so that employees can respond to customer needs more efficiently and on time. Apart from that, good communication also increases employee morale and engagement, because employees feel heard and appreciated (Imam et al., 2023) Thus, organizations that succeed in building effective internal communications tend to be better able to meet and exceed customer expectations. Empirical studies show that effective internal communication has a positive influence on the perception of service quality in an organization (Santos et al., 2024; Jacobsen & Salomonsen, 2021; Urbancova et al., 2023) . H3 : Internal communication has a positive effect on perceived of service quality.
[bookmark: _Toc137667721][bookmark: _Toc141295894][bookmark: _Toc141298903][bookmark: _Toc141299181][bookmark: _Toc141300018][bookmark: _Toc172472621][bookmark: _Toc172472925][bookmark: _Toc172472982][bookmark: _Toc173269678][bookmark: _Toc173663052][bookmark: _Toc174811186][bookmark: _Toc175080388]Employee Empowerment and Perceived Service Quality
Ojekalu et al. (2019) argue that employee empowerment has an effect on improving the quality of services delivered, this is because empowerment helps improve employee welfare and makes employees more satisfied with the work they do, employee empowerment is one of the main foundations for continuously improving the quality of products and services (Ukil, 2016) Empowered employees will be able to help respond quickly to customer needs and improve service quality (Berraies et al., 2020) . Research results conclude that there is a positive influence on empowerment in achieving overall performance goals (Al-Omari et al., 2020 ; Phuong & Ahn, 2021 ; KJ Lee, 2020) . Similarly, results show that service delivery is predicted by empowerment. Given this, it is hypothesized that: H4 : Employee empowerment has a positive effect on perceived service quality.
[bookmark: _Toc172472622][bookmark: _Toc172472926][bookmark: _Toc172472983][bookmark: _Toc173269679][bookmark: _Toc173663053][bookmark: _Toc174811187][bookmark: _Toc175080389]Employee Empowerment and Employee Motivation
When employees are given more authority to make decisions and adjust policies according to customer needs, employees feel more valued and have greater responsibility for their work (Kyei Frimpong et al., 2024) This empowerment increases self-confidence and job satisfaction, because employees feel they have more control over tasks and contributions. When employees feel trusted and have room to innovate, employees tend to be more motivated to work harder and achieve better results (Aljumah, 2023) Empowerment also encourages employees to think creatively and be proactive in finding solutions, which not only increases productivity but also creates a more dynamic and enjoyable work environment (Murray & Holmes, 2021). Thus, employee empowerment is an important strategy in increasing work motivation, which ultimately contributes to increased performance and overall organizational success (Mbangeleli & Ojugbele, 2021 ; Hama et al., 2021 ; Suryanarayana, 2022 ; Nwachukwu et al., 2021) . Based on the discussion above, the hypothesis created is: H5 : Employee empowerment has a positive effect on employee motivation.
[bookmark: _Toc172472623][bookmark: _Toc172472927][bookmark: _Toc172472984][bookmark: _Toc173269680][bookmark: _Toc173663054][bookmark: _Toc174811188][bookmark: _Toc175080390]Employee Motivation and Perceived Service Quality
When employees are motivated, employees tend to work with more enthusiasm and commitment, which is reflected in the quality of service provided to customers (Khan, 2023) .High motivation usually leads to increased dedication and extra effort in meeting customer needs and expectations. Because employees who feel motivated will be more likely to provide fast, friendly and effective service, because employees feel satisfied with their work and proud of their contribution to the organization (Amir, 2022) . This improves customer experience, which in turn improves perceptions of service quality (Sibonde & Dassah, 2021) . Therefore, motivating employees is not only important for well-being, but also essential for building and maintaining a high service reputation in the eyes of customers (Shriedeh et al., 2024). Empirical studies show that employee motivation has a positive effect on perceived service quality (Chen & Cuervo, 2022 ; Rabbad et al., 2024 ; Lees & Dhanpat, 2021 ; Sultana et al., 2020) Based on the explanation above, the initial hypothesis proposed is as follows: H6: Employee motivation has a positive effect on perceived service quality.
[bookmark: _Toc137667720][bookmark: _Toc141295893][bookmark: _Toc141298902][bookmark: _Toc141299180][bookmark: _Toc141300017][bookmark: _Toc172472624][bookmark: _Toc172472928][bookmark: _Toc172472985][bookmark: _Toc173269681][bookmark: _Toc173663055][bookmark: _Toc174811189][bookmark: _Toc175080391]Employee Training and Perceived Service Quality
Effective training will increase employee knowledge and skills, which in turn empowers employees to make better decisions and provide higher quality services Nethmini & Ismail. (2019) . Training improves employees to interact with customers effectively and provide better service quality Phan et al. (2021) , with training this will have an impact on service quality, productivity and higher achievement Al-najjar. (2023) . The higher the quality of the training program, the higher the quality of service (Hieu et al., 2021) . Employees who receive training tend to utilize the acquired skills to improve interactions with customers, which ultimately improves perceptions of service quality (Shen & Tang, 2018 ; Lasrado & Nyadzayo, 2020 ; Bilderback, 2024) Based on the discussion above, it shows that employee training has a positive effect on perceptions of service quality. So the hypothesis is proposed: H7: Employee training has a positive effect on perceived service quality.
[bookmark: _Toc137667722][bookmark: _Toc141295895][bookmark: _Toc141298904][bookmark: _Toc141299182][bookmark: _Toc141300019][bookmark: _Toc172472625][bookmark: _Toc172472929][bookmark: _Toc172472986][bookmark: _Toc173269682][bookmark: _Toc173663056][bookmark: _Toc174811190][bookmark: _Toc175080392]Internal Communication Mediate the Effect of Employee Empowerment on Perceived Service Quality
Internal communications designed appropriate organizational programs that would increase open safety communication in the workplace, and to develop a clearer approach influenced by Curcuruto & Griffin's empowerment. (2023) , mutual communication in an open environment can provide mutual benefits, this includes increasing teamwork and its effect on employee empowerment (Tommy, 2023) . Satisfactory internal communication will result in higher levels of productivity, employee and organizational performance (Tkalac Verčič et al., 2021) The research results show that internal communication has a positive influence on service quality (Bruin et al., 2021) These findings are in line with the assumption that internal communication acts as a mediator in influencing the relationship between employee empowerment and service quality. Thus, a hypothesis is proposed that : H8 : Internal Communication mediates the influence of Employee Empowerment on perceived service quality.
[bookmark: _Toc137667723][bookmark: _Toc141295896][bookmark: _Toc141298905][bookmark: _Toc141299183][bookmark: _Toc141300020][bookmark: _Toc172472626][bookmark: _Toc172472930][bookmark: _Toc172472987][bookmark: _Toc173269683][bookmark: _Toc173663057][bookmark: _Toc174811191][bookmark: _Toc175080393]Employee Motivation Mediates the Effect of Employee Empowerment on Perceived Service Quality
Employees who are given support will have a sense of level of involvement and motivation in their work and if employees experience an increase in empowerment, then the level of employee motivation will increase, which in the end will have a positive impact on performance Makhamreh et al. (2022) . Employees who are empowered, such as being given feedback and given opportunities for their skills and expertise, employees tend to be more motivated at work Pham et al. (2023) , as for the relationship between empowerment and motivation, confirms that positive empowerment has a significant impact on motivation (Nwanzu et al., 2023 ; Sousa et al., 2023) . In accordance with the assumption that employee motivation mediates the effect of employee empowerment on service quality. And it is hypothesized that: H9 : Employee Motivation mediates the effect of employee empowerment on perceived service quality
[bookmark: _Toc172473042]Employee Empowerment Mediating the Effect of Employee Training on Perceived Service Quality
Empowerment can mediate the effect of employee training on perceptions of service quality, because effective training will increase employee knowledge and skills, which in turn empower employees to make better decisions and provide higher quality services. Nethmini & Ismail. (2019) . Training improves employees to interact with customers effectively and provide better service quality Phan et al. (2021) , with training this will have an impact on service quality, productivity and higher achievement Al-najjar. (2023) . The higher the quality of the training program, the higher the quality of service (Hieu et al., 2021) . research shows that when employees feel more empowered, employees are more likely to utilize the skills gained from training to improve interactions with customers, which ultimately improves perceptions of service quality (Shen & Tang, 2018 ; Lasrado & Nyadzayo, 2020 ; Bilderback, 2024) . Based on the discussion above, it shows that employee training indirectly affects service quality. then the hypothesis is proposed:
H10 : Employee empowerment mediates the effect of employee training on perceived service quality.
Based on the previous hypothesis framework, the research model can be described as in Figure 1 below:
[image: ]
[bookmark: _Toc141302520][bookmark: _Toc151237311][bookmark: _Toc172472545][bookmark: _Toc172472627][bookmark: _Toc172472931][bookmark: _Toc172472988][bookmark: _Toc172473045][bookmark: _Toc173269684][bookmark: _Toc173663058][bookmark: _Toc174811192][bookmark: _Toc175080394]         Figure 1. Research Model
[bookmark: _Toc137667724][bookmark: _Toc141295897][bookmark: _Toc141298906][bookmark: _Toc141299184][bookmark: _Toc141300021]
METHODS
In the study conducted by the author, the measurements of the variables studied were adopted from previous research. Where the internal communication variable is measured with 4 statements adopted from (Saqib Nawaz et al., 2014 ; Sriyothin, 2016 ; Ewing et al., 2019 ; Huis et al., 2019 ). Next, for the employee training variable, there are 4 statements adopted from (Ahmad & Manzoor, 2017 ; Fan Fah et al., 2016 ; Hirzel et al., 2017) . The employee empowerment variable is measured with 4 statements adapted from (Lin et al., 2017 Al-Omari et al., 2020 ; Casagrande & Ingersoll, 2017) . The employee motivation variable contains 4 statements adopted from (Subrahmanyam, 2017 ; Chandra et al., 2020 ; Hitka et al., 2020) . And finally, the variable perceived service quality, researchers used 6 statements obtained from (Chikazhe et al., 2020 ; Shahid Iqbal et al., 2018 ; Milana, 2018) . All items were measured using a Likert scale consisting of 4 points, starting from 1 (strongly disagree) to 4 (strongly agree). The measurements include a total of 22 questions, which can be seen in detail in appendix table 10 (operational variables) and appendix table 11 (questionnaire).
This research collects data using a survey method by distributing questionnaires online via an application. The population studied were employees of Bank PT. The sample size was determined based on the minimum size suggested by (Hair et al., 2019) , namely five times the number of statements in the questionnaire. With 22 statements in the questionnaire, a minimum of 110 respondents are required. Purposive sampling technique was used to determine the sample, with the criteria being bank employees in the service sector such as Tellers and Customer Service who had worked for at least one year. Samples were taken from bank employees in the service sector with sociodemographic characteristics including gender, age, education, length of service and domicile of placement.
This study adopts a quantitative approach using the Structural Equation Modeling (SEM) method. To check validity and reliability, SPSS software was used. In the validity testing process, the factors examined include Measure of Sampling Adequacy (MSA), Kaiser-Meyer-Olkin Measure of Sampling (KMO), communalities, and component matrix. The suitability of factor analysis is demonstrated by MSA, KMO, communalities and component matrix values greater than 0.5. To assess reliability, the Cronbach's alpha value must exceed 0.6 (Hair et al., 2019) .
Initial pretest analysis of 30 respondents showed that 22 statements from 5 variables in this study met KMO ( Kaiser-Meyer-Olkin ) standards. The MSA ( Mean Squared Average ) value for each indicator also exceeds 0.5. This shows that all variables and indicators in this research are valid and ready for further analysis. The reliability test was carried out using the Cronbach Alpha value. As a result, all indicators in the questionnaire met the reliability criteria with a value above 0.6, which indicates that the indicators are reliable. Further details can be seen in attachment 6. 	
Then, 125 respondents participated in this research, and the data was analyzed using the Structural Equation Modeling method (SEM). SEM tests two models: outer model and inner model. The outer model is evaluated based on convergent validity, discriminant validity, reliability, weight value, collinearity, and adjusted R square. Meanwhile inner The model was analyzed using p- value, t-statistics and original sample criteria. Convergent validity is measured by looking at the loading factor value in the outer loading table and the Average Variance Extracted (AVE) value. According to (Hair et al., 2019) , a loading factor value of at least 0.7 and an AVE value of at least 0.5 indicates met convergent validity.
[bookmark: _Toc172472629][bookmark: _Toc172472933][bookmark: _Toc172472990][bookmark: _Toc173269686][bookmark: _Toc173663060][bookmark: _Toc174811194][bookmark: _Toc175080396]
[bookmark: _Toc126848919]RESULTS AND DISCUSSION
The respondents in this study were employees from banking companies in the JABODETABEK area. Based on the results of distributing questionnaires online, 125 respondents were collected consisting of 52.8% women and 47.2% men, all of whom had worked in the service sector at banking companies for more than one year. The respondents' age was dominated by the 18-24 year age group at 38.4%, with the majority having a bachelor's degree (55.2%). Respondents were spread evenly in the areas of Jakarta (20%), Bogor (20%), Depok (20%), Tangerang (20%), and Bekasi (20%). The complete demographic profile of respondents can be seen in Appendix 5.
Outer Model Testing
Construct Reliability and Validity
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	Variable
	Indicator
	Outer Loading
	AVE
	Cronbach's Alpha
	Composite Reliability

	Employee Training
	PLK1
PLK2
PLK3
PLK4
	0.871
0.827
0.837
0.865
	0.723
	0.874

	0.912

	Employee Empowerment
	PK1
PK2
PK3
PK4
	0.791
0.882
0.709
0.712
	0.604

	0.780
	0.858

	Internal Communications
	KI1
KI2
KI3
KI4
	0.862
0.811
0.745
0.801
	0.649
	0.818
	0.881

	Employee Motivation
	MK1
MK2
MK3
MK4
	0.840
0.895
0.812
0.775
	0.692
	0.851
	0.900

	Perception of Service Quality
	PKL1
PKL2
PKL3
PKL4
PKL5
PKL6
	0.757
0.724
0.759
0.825
0.795
0.829
	0.612
	0.873
	0.904


Source: Results of researcher data processing, 202 4
Convergent Validity Test
In this research, the results show that 22 indicators have a loading factor value above 0.7 and an AVE value of more than 0.5, so that all 22 indicators are considered valid. 
Discriminant Validity
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	KI
	MK
	PLK
	PK
	Street vendors

	KI
	0.890
	
	
	
	

	MK
	0.836
	0.832
	
	
	

	PLK
	0.806
	0.716
	0.739
	
	

	PK
	0.733
	0.728
	0.683
	0.821
	

	Street vendors
	0.811
	0.779
	0.850
	0.777
	0.734


Source: Results of researcher data processing, 2024
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	KI
	MK
	PLK
	PK
	Street vendors

	KI
	
	
	
	
	

	MK
	1,061
	
	
	
	

	PLK
	0.991
	0.809
	
	
	

	PK
	0.908
	0.879
	0.776
	
	

	Street vendors
	0.953
	0.892
	1,037
	0.898
	 


Source: Results of researcher data processing, 2024
The discriminant validity test can be seen in Appendix 5. Based on the Fornell-Larcker criterion, the variable meets the specified criteria. However, for HTMT in this study, the values for the relationship between the variables KI and PLK (0.991), PK and KI (0.908), KI and PKL (0.953), and PLK and PKL (1.037) do not match. Meanwhile, the relationship between other variables shows values that meet the standard, namely <0.9.
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	T statistics (|O/STDEV|)
	VIF

	PKL1 <- PKL
	12.837
	     2.043 

	PKL2 <- PKL
	11.291
	     3.374 

	PKL3 <- PKL
	14.986
	     3.775 

	PKL4 <- PKL
	14.096
	     6.318 

	PKL5 <- PKL
	15.987
	     4.977 

	PKL6 <- PKL
	14.284
	     2.627 



The results of the weight value specifications can be seen in Appendix 5. It can be seen that the outer weight of the latent variable Perception of Service Quality (PKL ) all indicators have significant values (T statistics > 1.96). And based on the results of calculating collinearity between indicators, the variable Perception of Service Quality (P KL ) as measured by P KL 1 – 6 has high collinearity because of the PKL 4 indicator (6,318 > 5). However, this indicator is still maintained because the outer loading value is more than 0.5 after further testing.
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	VARIABLES
	R-square adjusted

	Internal Communications
	0.533

	Employee Motivation
	0.527

	Employee Empowerment
	0.463

	Perception of Service Quality
	0.720


Source: Results of researcher data processing, 202 4

Based on the calculation of the coefficient of determination ( adjusted R²), the internal communication variable explains 53.3% of the data variability, while the other 46.7% is explained by other variables not examined in this study. Employee motivation variables explain 52.7% of the data variability, while the remaining 47.3% is explained by other variables not examined. The employee empowerment variable accounted for 46.3% of the data variability, with the remaining 53.7% explained by other variables not included in this study. The perceived service quality variable explains 72% of the data variability, while the other 28% is explained by other variables not examined in this study.
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	Saturated models
	Estimated model

	SRMR
	0.118
	0.120

	d_ULS
	4,549
	4,659

	d_G
	5,636
	5,644

	Chi-square
	4947.617
	4999,500

	NFI
	0.448
	0.442


Source: Results of researcher data processing, 2024
In the model suitability test results, goodness of fit analysis shows that the RMSEA value meets the close fit criteria. In addition, the results for Chi Square, ECVI, AIC, CAIC, Fit Index, Critical N, and GFI are acceptable and meet the good fit criteria.

[bookmark: _Toc126848920]Inner Model Testing (Hypothesis Testing)
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Based on the results of calculations using the bootstrapping method, the results in the table below are obtained:
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	Hypothesis
	Original sample (O)
	T statistics (|O/STDEV|)
	P values
	Results

	PLK -> PK
	H1
	0.683
	19,735
	0,000
	Accepted

	PK -> KI
	H2
	0.733
	13,877
	0,000
	Accepted

	KI -> PKL
	H3
	0.420
	3,854
	0,000
	Accepted

	PK -> PKL
	H4
	0.351
	5,410
	0,000
	Accepted

	PK -> MK
	H5
	0.728
	14,672
	0,000
	Accepted

	MK -> PKL
	H6
	0.300
	5,587
	0,000
	Accepted

	[bookmark: _Hlk175085717]PLK > PKL
	H7
	0.848​
	1 4,642
	0,000
	Accepted


Source: Results of researcher data processing, 202 4
Based on table 7, the five hypotheses proposed can be accepted. Testing of Hypothesis 1 (H1) shows that Employee Training (PLK) has a positive and significant effect on Employee Empowerment (PK). This is proven by the statistical T value of 19,735 > 1.960, the p value of 0.000 < 0.05, and the original sample value which is positive, and the existence of a positive and significant influence between Employee Training (PLK) and Employee Empowerment (PK), so that H1 is accepted. Testing of Hypothesis 2 (H2) shows that Employee Empowerment (PK) has a positive and significant influence on Internal Communication (KI). This is proven by a statistical T value of 13,877>1,960, a p value of 0.000 <0.05, and a positive original sample value. This means that there is a positive and significant influence between Employee Empowerment (PK) and Internal Communication (KI), so that H2 is accepted. Testing of Hypothesis 3 (H3) shows that Internal Communication (KI) has a positive and significant influence on Perceived Service Quality (PKL). This is proven by the statistical T value of 3,854 > 1,960, the p value of 0.000 < 0.05, and the original sample value which is positive, and the existence of a positive and significant influence between Internal Communication (KI) and Perceived Service Quality (PKL), so that H3 is accepted. Testing of Hypothesis 4 (H4) shows that Employee Empowerment (PK) has a positive and significant influence on Perceived Service Quality (PKL). This is proven by a statistical T value of 5,410 > 1,960, a p value of 0.000 < 0.05, and a positive original sample value. This means that there is a positive and significant influence between Employee Empowerment (PK) and Service Quality Perception (PKL), so that H4 is accepted. Testing of Hypothesis 5 (H5) shows that Employee Empowerment (PK) has a positive and significant influence on Employee Motivation (MK). This is proven by a statistical T value of 14,672 > 1,960, a p value of 0.000 < 0.05, and a positive original sample value. This means that there is a positive and significant influence between Employee Empowerment (PK) and Employee Motivation (MK), so that H5 is accepted. The results of testing H6 Employee Motivation (MK) has an effect on Perception of Service Quality (PKL) obtained a T statistic of 5.587 < 1.960 with a p value of 0.000 < 0.05 which indicates that this hypothesis has a significant influence, therefore the relationship between Employee Motivation (MK) and Perception Quality of Service (PKL) h6 accepted. The results of the H7 test show that the statistical T value of 14,642 is greater than the T table value (1,960), with a p-value of 0.000 which is smaller than 0.05. This shows that employee training has an indirect effect on perceptions of service quality. Thus, H7 can be accepted based on the results of this analysis.
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	Hypothesis
	Original sample (O)
	T statistics (|O/STDEV|)
	P values
	Results

	PK -> KI -> PKL
	H8
	0.308
	3,572
	0,000
	Accepted

	PK -> MK -> PKL
	H9
	0.219
	4,919
	0,000
	Accepted

	[bookmark: _Hlk175348666]PLK -> PK -> PKL
	H10
	0.525
	10,657
	0,000
	Accepted


Source: Results of researcher data processing, 202 4

The results of the H 8 test test whether employee empowerment mediates internal communication on perceptions of service quality. The results of the analysis show that the statistical T value is 3.572, which is greater than the T table value (1.960), with a p- value of 0.000 which is less than 0.05. This indicates that internal communication positively and significantly mediates the relationship between employee empowerment and perceived service quality. Thus, it can be concluded that H8 is acceptable.
The results of the H 9 test test whether employee motivation mediates employee empowerment and perceived service quality. The results of the analysis show that the statistical T value is 4.919 above the T table value (1.960), with a p- value of 0.000 which is less from 0.05. Thus, it can be concluded that H 9 is accepted.
The results of the H 10 test show that the statistical T value is 10,657 which is greater than in the T table value (1.960), with a p- value of 0.000 which is smaller than 0.05. This shows that employee empowerment significantly mediates the relationship between employee training and perceived service quality. Thus, H 10 can be accepted based on the results of this analysis.
This research reveals that employee training has an effect on employee empowerment (H1 Accepted ). These findings show that routine training is carried out to improve employee knowledge and performance. This training not only focuses on improving technical skills, but also developing interpersonal and problem-solving abilities. Employees who are trained and empowered feel more confident in carrying out their duties. The results of this research support previous studies, showing that employee training influences employee empowerment (Huis et al., 2019 ; Creon & Schermuly, 2022 ; Khaliq, 2020) .
This research shows that employee empowerment has an effect on internal communication ( H2 Accepted ). These findings show that at the bank where this research was conducted, employees were given the authority to adjust policies according to customer needs while still following existing guidelines. This empowerment encourages openness and collaboration among employees, creating a smoother and more effective flow of information within the organization. The research results support this study, which states that employee empowerment has an effect on internal communication (Colnar & Dimovski, 2020 ; Akhter et al., 2021 ; Weidenstedt, 2020) .
This research shows that internal communication influences perceptions of service quality (H3 Accepted). In the bank where this study was conducted, management and employees actively participated in the exchange of information and ideas. This engagement ensures that all team members understand the goals and expected service standards, and allows employees to share ideas and solutions that can improve service quality. Effective communication makes every employee feel heard and appreciated, which ultimately increases employee motivation and commitment in providing the best service to customers, and the bank where this research is conducted is committed to always providing the best service to customers. The research results support this study, which states that internal communication influences perceptions of service quality (Santos et al., 2024) ; Jacobsen & Salomonsen, 2021 ; Urbancova et al., 2023) .
This research shows that employee empowerment influences perceptions of service quality (H4 Accepted). At the bank where this research was conducted, employees were given the authority to adjust policies according to customer needs, and still follow existing guidelines. This empowerment makes employees more responsive and adaptive in providing services, so that customers feel more appreciated and satisfied with the service. The research results support this study, which states that employee empowerment influences perceptions of service quality (Al-Omari et al., 2020 ; Phuong & Ahn, 2021 ; KJ Lee, 2020) .
This research reveals that employee empowerment has an effect on employee motivation (H5 Accepted). These findings show that in the bank where this research was conducted, employees were given the authority to adjust policies according to customer needs, while still considering the established guidelines. This empowerment allows employees to feel more responsible and involved in their work, thereby increasing employee motivation in providing optimal service. The research results support this study, which states that employee empowerment has an effect on employee motivation (Mbangeleli & Ojugbele, 2021 ; Hama et al., 2021 ; Suryanarayana, 2022 ; Nwachukwu et al., 2021) .
This research shows that employee motivation influences perceptions of service quality (H6 is accepted). The bank where this research was conducted implemented an incentive system in the form of bonuses, allowances and awards to increase employee motivation and performance, which is expected to have a positive impact on the quality of customer service. With these incentives, employees feel more appreciated and motivated, which encourages employees to achieve work targets and provide better services. This study supports previous research which shows that employee motivation influences perceptions of service quality (Chen & Cuervo, 2022 ; Rabbad et al., 2024 ; Lees & Dhanpat, 2021 ; Sultana et al., 2020) .
This research shows that employee training influences perceptions of service quality (H7 Accepted). These findings show that in the bank where this research was conducted, regular training is carried out to improve employee knowledge and performance. With continuous training, employees become more competent and confident in carrying out their duties, which ultimately has a positive impact on the quality of service experienced by customers. The bank where this research was conducted is also committed to always providing the best service to customers. By implementing high service standards and ensuring every employee has the necessary knowledge and skills, the bank in this research location strives to meet and exceed customer expectations. The research results support this study, which states that job stress influences turnover intention (Shen & Tang, 2018 ; Lasrado & Nyadzayo, 2020 ; Bilderback, 2024) .
This research shows that internal communication mediates the relationship between employee empowerment and perceived service quality (H8 Accepted). At the bank where this research was conducted, employees were given the authority to adjust policies according to customer needs, while still adhering to existing guidelines. This allows employees to be more responsive and adaptive in providing services, as well as increasing the effectiveness of internal communications. When employees feel empowered, the exchange of information and ideas becomes more open, so that each team member can contribute to improving the quality of service provided to customers. In the bank where this study was conducted, management and employees were actively involved in exchanging information and opinions. The research results support this study, which states that internal communication mediates employee empowerment on perceptions of service quality (Bruin et al., 2021) .
This research shows that employee motivation has a mediating effect on the relationship between employee empowerment and perceptions of service quality (H9 Accepted). The results of these findings indicate that the bank where this research was conducted implemented a policy that gave employees the authority to adjust the policy according to customer needs, while still following the established guidelines. This authority is supported by an incentive system that includes work bonuses, allowances and awards, which are designed to increase employee motivation and performance.Top of Form Bottom of Form The research results support previous studies which stated that employee motivation mediates the relationship between employee empowerment and perceived service quality (Nwanzu et al., 2023 ; Sousa et al., 2023) .
Further research shows that employee empowerment mediates the relationship between employee training and perceived service quality (H10 is accepted). These findings show that in the bank where this research was conducted, regular training is carried out to improve employee knowledge and performance. With continuous training, employees become more competent and confident in carrying out their duties, which ultimately has a positive impact on the quality of service experienced by customers. The research results support this study, which says that employee empowerment mediates the relationship between employee training and perceived service quality (Shen & Tang, 2018 ; Lasrado & Nyadzayo, 2020 ; Bilderback, 2024) .
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CONCLUSION
This research explores the influence of employee training, employee empowerment, internal communication, employee motivation, and perceptions of service quality in the JABODETABEK area. The research results show that employee training has an effect on employee empowerment. Apart from that, employee empowerment affects internal communication. Internal communication influences perceptions of service quality. Employee empowerment influences perceptions of service quality. Employee empowerment influences employee motivation. Employee motivation influences perceptions of service quality. Employee training influences perceptions of service quality. Internal communication mediates the relationship between employee empowerment and perceived service quality. Employee motivation influences employee empowerment and perceptions of service quality. Employee empowerment has an influence in mediating the relationship between employee empowerment and perceptions of service quality
This research concludes that employee training has a significant influence on employee empowerment which has a positive impact on employees' ability to provide services to customers. Regular training that includes developing technical and interpersonal skills, increases employee self-confidence and allows employees to be more creative and proactive in adapting policies to suit customer needs. This not only increases customer satisfaction, but also fosters employees' sense of ownership and responsibility for their work, which ultimately improves service quality and strengthens relationships with customers. These findings support previous research which shows that employee training has an effect on employee empowerment.
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STATEMENT
	No
	Operational Variables

	
	Internal Communications

	1
	At the bank where I work, superiors and employees are actively involved in exchanging information and opinions

	2
	At the bank where I work, superiors respond quickly and effectively to every problem raised by employees

	3
	At the bank where I work, the boss actively invites employees to participate in discussions

	4
	The bank where I work regularly holds meetings with employees and discusses several policy changes

	
	

	No
	Operational Variables

	
	Employee Training

	1
	At the bank where I work, training is often carried out to help improve employee knowledge and performance

	2
	At the bank where I work, I am required to regularly attend training as part of the development and skills program

	3
	In my opinion, transfers help employees improve their skills and understanding of work

	4
	Workers share moments as part of employee development




	No
	Operational Variables

	
	Perception of Service Quality

	1
	The bank where I work always carries out procedures for recording customer transactions accurately

	2
	The bank where I work is committed to increasing technological development to provide easy transactions for customers

	3
	The bank where I work sets operating hours that are comfortable for customers by ensuring optimal service availability

	4
	The bank where I work implements all-digital banking services, making it easier for customers to make transactions

	5
	The bank where I work always provides what customers need and want

	6
	The bank where I work always provides the best service to customers




	No
	Operational Variables

	
	Employee Motivation

	1
	The bank where I work guarantees a comfortable working environment for employees by providing facilities that support work

	2
	The bank where I work provides incentives to employees including work bonuses, allowances and awards

	3
	The bank where I work sets a salary policy in accordance with the employment contract

	4
	The bank where I work provides useful facilities for employees




	No
	Operational Variables

	
	Employee Empowerment

	1
	Employees are given the authority to choose the best way to complete work or when facing challenges

	2
	Employees are given the authority to adjust policies according to customer needs by considering established guidelines

	3
	The bank where I work has a policy regarding the employee career advancement process

	4
	Employees are encouraged to take the initiative in exploring and implementing the best solutions for customers
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