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ABSTRAK

EMOTIONAL LABOR, ANTESEDEN DAN PENGARUHNYA BAGI KARYAWAN
PERHOTELAN
(Studi Pada Karyawan Hotel Riyadi Palace dan Hotel Indah Palace Kota Surakarta)
Oleh:

Farah Afifa Mucharima

NIM. F0215048

Penelitian ini menguji pengaruh antara Ketidakadilan Organisasi yang terbagi
menjadi variable Ketidakadilan Prosedural, Ketidakadilan Interaksional, Ketidakadilan
Informasional, dan Ketidakadilan.. Distributif, Emotional Labor (EL) yang terdiri dari
variable Emotional Effort..(ELE) dan Emotional Dissonance (ELD), serta variable
Kepuasan Kerja. Tujuan penelitian ini adalah untuk”menguji hipotesis yang berupa: (1)
pengaruh Ketidakadilan Prosedural pada a) Emotional Effort (ELE) karyawan, dan b)
Emotional Dissonance (ELD) karyawan, (2) pengaruh Ketidakadilan Interaksional pada a)
Emotional Effort (ELE) karyawan dan b). Emotional Dissonance (ELD) karyawan, (3)
pengaruh Ketidakadilan:Informasional pada a) Emotional Effort (ELE) karyawan dan b)
Emotional Dissonance (ELD) karyawan, (4) pengaruh.Ketidakadilan Distributif pada a)
Emotional Dissonance (ELD) karyawan dan b) Emotional Effort (ELE) karyawan, (5)
pengaruh Emotional Dissonance (ELD).pada Kepuasan Kerja karyawan, (6) pengaruh
Emotional Effort (ELE) pada Kepuasan Kerja karyawan, (7) peran moderasi Gender pada
hubungan antara Ketidakadilan-Organisasi pada“Emotional Labor (EL) karyawan, (8)
peran moderasi Frekuensi. Interaksi pada hubungan antara Ketidakadilan Organisasi
pada Emotional labor (EL) karyawan:=Penelitian ini dilakukan pada karyawan hotel
bintang 3 di Kota Surakarta dengan_jumlah _sampel 70 karyawan. Pengambilan sampl
menggunakan metode non probability sampling dengan teknik convenience sampling
untuk menetapkan populasi dan purposive sampling untuk menetapkan responden.

Penelitian ini menggunakan model persamaan regresi. Hasil penelitian ini
menunjukkan bahwa: (1) Ketidakadilan Prosedural berpengaruh positif pada a) Emotional
Effort (ELE) karyawan, dan b) Emotional Dissonance (ELD) karyawan, (2) Ketidakadilan
Interaksional tidak berpengaruh pada a) Emotional Effort karyawan dan b) Emotional
Dissonance (ELD) karyawan, (3) Ketidakadilan Informasional berpengaruh positif pada a)
Emotional Effort (ELE) karyawan dan b) Emotional Dissonance (ELD) karyawan, (4)
Ketidakadilan Distributif berpengaruh positif pada a) Emotional Dissonance karyawan dan
b) Emotional Effort (ELE) karyawan, (5) Emotional Dissonance (ELD) berpengaruh positif
pada Kepuasan Kerja karyawan, (6) Emotional Effort (ELE) berpengaruh positif pada
Kepuasan Kerja karyawan, (7) Gender tidak memoderasi hubungan antara Ketidakadilan
Organisasi pada Emotional Labor (EL) karyawan, (8) Frekuensi Interaksi tidak
memoderasi hubungan antara Ketidakadilan Organisasi pada Emotional labor (EL)
karyawan.

Studi ini memiliki keterbatasan yang meliputi jumlah sampel yang belum mampu
memberikan gambaran secara umum, dan hasil penelitian yang bergantung dari
penyebaran kuesioner secara tidak langsung, Penelitian selanjutnya dharapkan dapat
dilakukan perbaikan untuk melengkapi keterbatasan tersebut,

Kata kunci: Ketidakadilan Organisasi, Emotional labor (EL), dan Kepuasan Kerja



ABSTRACT

Emotional Labor, It’'s Antecedents and Effect for Hospitality Employees
(A Study on Employees of Riyadi Palace Hotel and Indah Palace Hotel in Surakarta)

By:

Farah Afifa Mucharima

NIM. F0215048

This study examines_the-effect of Organizational Injustice which is divided into
variable Procedural Injustice, Interactional Injustice, Informational Injustice, and
Distributive Injustice, Emotional Labor (EL) which consists of Emotional Effort (ELE) and
Emotional Effort (ELE). Emational: Dissonance (ELD), as-well as Job Satisfaction
variables. The purpose of this study was to test the following hypotheses: (1) the effect of
procedural injustice on a) employee Emational Effort (ELE), and b) employee Emotional
Dissonance (ELD), (2) the effect of interactional injustice on a) employee Emotional Effort
(ELE) and b) employee Emotional Dissonance (ELD), (3) the effect of injustice
Informational on‘a) employee Emotional Effort (ELE) andb) employee ELD, (4) the effect
of Distributiveslnjustice on a) employee Emotional Dissonance (ELD) and b) employee
Emotional Effort (ELE), (5) the effect of Emotional Dissonance (ELD) on employee Job
Satisfaction, (6) the effect of Emotional Effort (ELE) on.employee Job Satisfaction, ( 7)
the role of gender moderation on the relationship between Organizational Injustice in
employees 'emotional work; (8) the role of moderating the Frequency of Interaction on the
relationship between Organizational Injustice in“employees' Emotional labor (EL). This
research was conducted.on employees of 3 star_hotels in the city of Surakarta with a
sample size of 70 employees. Sampling.-was taken using non-probability sampling
method with convenience sampling technique to determine the population and purposive
sampling to determine the respondents.

This study uses a regression equation.model. The results of this study indicate
that: (1) Procedural Injustice has a positive effect on a) Emotional Effort (ELE) of
employees, and b) Emotional Dissonance (ELD) of employees, (2) Interactional injustice
has no effect on a) Emotional Effort (ELE) of employees and b) Emotional Dissonance
(ELD) of employees, (3) Informational injustice has a positive effect on a) employee
Emotional Effort (ELE) and b) employee Emotional Dissonance (ELD), (4) Distributive
injustice has a positive effect on a) employee Emotional Dissonance (ELD) and b)
employee Emotional Effort (ELE), (5) Emotional Dissonance (ELD) has a positive effect
on employee job satisfaction, (6) Emotional Effort (ELE) has a positive effect on
employee job satisfaction , (7) Gender does not moderate the relationship between
Organizational Injustice in employees' Emotional labor (EL), (8) Interaction Frequency
does not moderate the relationship between Organizational Injustice on employees'
Emotional labor (EL).

This study has limitations which include the number of samples that have not
been able to provide a general description, and the results of research that depend on the
distribution of questionnaires indirectly. Further research is expected to be improved to
complement these limitations.

Keywords: Organizational Injustice, Emotional labor (EL), and Job Satisfaction
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