PENGARUH PERILAKU BURUK PENUMPANG TERHADAP KELELAHAN EMOSIONAL DENGAN
EMOTIONAL LABOR SEBAGAI
PEMEDIASI STUDI PADA AWAK KABIN PT. GARUDA INDONESIA TBK

DICKY SUARDI, Ely Susanto, S.IP., M.B.A,, Ph.D.,.

UNIVERSITAS ) ) . . . . ) .
GADJAH MADA Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR PUSTAKA

Allen J.A. 2013. Differences in Emotional Labor Across Cultures: A Comparison
of Chinese and U.S. Service Workers. JBUS Psychol. 4 (1): 1-13

Anglin, L., Neves, P., Giesbrecht, N. and Kobus-Matthews, M. (2003), “Alcohol-
related air rage: from damage control to primary prevention”, Journal of

Primary Prevention, Vol. 23 No. 3, pp. 283-297.

Bakar R. 2020. Customer Service Orientation, Emotional Labor Strategy, and
Emotional Exhaustion. advances in Social Science, Education and
Humanities Research, 3rd International Conference on Education, Science,
and Technology. 481 (2): 83-87

Baruah R. 2014. Influence of Emotional Labor on General Health of Cabin Crew
and Airline Ground Employees. Journal of Education & Social Policy. 1
(2):40-50

Cheung, Francis, Lun, Vivian Miu-Chi. 2015. Emotional labor and occupational
well-being: A latent profile analytic approach. Journal of Occupational
Healthy Psychology, 12 (2): 238-240

Chang C.P. 2019. Flight Attendants’ Emotional Labor and Exhaustion in the
Taiwanese Airline Industry. J. Service Science & Management, 2 (1): 305-

311

Creswell, Jhon W. 2016. Research Design Qualitative, Quantitative, and

Approaches Mixed. Yogyakarta: Student Library

50


https://psycnet.apa.org/record/2015-05934-004
https://psycnet.apa.org/record/2015-05934-004

PENGARUH PERILAKU BURUK PENUMPANG TERHADAP KELELAHAN EMOSIONAL DENGAN
EMOTIONAL LABOR SEBAGAI
PEMEDIASI STUDI PADA AWAK KABIN PT. GARUDA INDONESIA TBK
DICKY SUARDI, Ely Susanto, S.IP., M.B.A,, Ph.D.,.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

Dcode EFC analysis. (2020). Decoding the Economics of Covid-19. Diakses
tanggal 13 September 2021 melalui Dcode EFC- Economic Sectors More
than One Year Later copy (wsimg.com).

Grandey, A.A. and Melloy, R.C. 2017. The state of the heart: emotional labor as
emotion regulation review and revised, Journal of Occupational Healthy
Psychology, 22 (3)’ 407-422

Halbesleben, J.B.; Paustian-Underdal, S.C.; Westman, M. 2014. Getting to the
“COR”: Understanding the Role of Resources in Conservation of Resources
Theory”. Journal of Management. 40 (5): 1334-1364

Hanafi A. 2016. The effect of emotional intelligence on burnout and the impact on
the service quality. Journal Economics Business and Accoutancy Ventura.
19 (1): 69-78

Hobfoll, S. E., Halbesleben, J., Neveu, J. P., & Westman, M. 2018. Conservation
of resources in the organizational context: The reality of resources and their
consequences. Annual Review of Organizational Psychology and
Organizational Behavior. 5 (1): 103-128

Hofmann, V. and Stokburger-Sauer, N.E. 2017. The impact of emotional labor on
employees’ worklife balance perception and commitment: a study in the
hospitality industry. International Journal of Hospitality Management, 6 (5)’
47-58.

Hochschild, A. 1983. The Managed Heart, The University of California Press,
Berkeley, CA

Hu Hsin Hui., Hu Hasin | & King Brian. 2016. Impacts of misbehaving air

passengers on frontline employees: roles tress and emotional labor.

o1


https://img1.wsimg.com/blobby/go/2cdd937c-6619-4712-8b7c-e0cc3b5ce6a5/Dcode%20EFC-%20Economic%20Sectors%20More%20than%20One%20Year.pdf
https://img1.wsimg.com/blobby/go/2cdd937c-6619-4712-8b7c-e0cc3b5ce6a5/Dcode%20EFC-%20Economic%20Sectors%20More%20than%20One%20Year.pdf

PENGARUH PERILAKU BURUK PENUMPANG TERHADAP KELELAHAN EMOSIONAL DENGAN
EMOTIONAL LABOR SEBAGAI
PEMEDIASI STUDI PADA AWAK KABIN PT. GARUDA INDONESIA TBK
DICKY SUARDI, Ely Susanto, S.IP., M.B.A,, Ph.D.,.
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

Jeon A. 2015. The effect of pre-flight attendants’ emotional intelligence, emotional
labor, and emotional exhaustion on commitment to customer service.

Service Bussiness, 10 (2): 1-7

Kammeyer-Mueller, John D., Alex L. Rubenstein, David M. Long, Michael A.
Odio, Brooke R. Buckman, Yiwen Zhang, and Marie DK Halvorsen-
Ganepola. 2013. "A meta-analytic structural model of dispositonal

affectivity and emotional labor." Personnel Psychology, 66 (1): 47-90

Lee Lindsey. & Madera J.M. 2018. A systematic literature review of emotional
labor research from the hospitality and tourism literature. International

Journal of Contemporary Hospitality Management, 31 (7)’2808-2826.

Maslach-Pines, A. and Keinan, G. 2006. Stress and burnout in Israeli border police.

International Journal of Stress Management, VVol. 13 No. 4, pp. 519-540.

Nisar A.Q. 2017. Do Leaders’ Emotional Labor Strategies Influence the Leaders’
Emotional Exhaustion? Moderating Role of Emotional Intelligence:
Longitudinal Study on NGOs. American Scientific Publisher, 2 (1): 1-5

Qureshi M.O and S. R. Sajjad, 2015. Emotional exhaustion and its correlation with
job performance and job satisfaction in the Kingdom of Saudi Arabia,”
Mediterr. J. Soc. Sci., 6 (3) 1-51

Sekaran, U., & Bougie, R. (2016). Research Methods for Business: A SkillBuilding
Approach, 7th Edition. West Sussex: John Wiley & Sons Ltd.

Zapf, D. and Holz, M. (2006), “On the positive and negative effects of emotion
work in organizations”, European Journal of Work and Organizational

Psychology, Vol. 15 No. 1, pp. 1-28.

52



	DAFTAR PUSTAKA



