g, & o
Tl
MVation U

Management Analysis Journal 9 (1) (2020)

Management Analysis

Journal

Management Analysis Journal

http://maj.unnes.ac.id

Employee Performance Improvement Models

Mei Rista Rahmasari*’, Nury Ariani Wulansari

Management Department, Faculty of Economics, Universitas Negeri Semarang, Semarang, Indonesia

Article Information

Article History:

Received January 2020
Approved February 2020
Published March 2020

Keywords:

Emotional Intelligence,
Deep Acting, Surface
Acting, Employee perfor-
mance.

INTRODUCTION

The development company engaged in
service today’s increasingly global and compe-
titive. Competing businesses increasingly strin-
gent demands of companies have a competitive
advantage in order to compete and maintain its
existence (Manurung et al., 2016), Quality of
human resources and potentially able to take the
company to win the competition of globalization
so that it can be said that HR is a major factor in
determining the success of the company. Every
organization must have a strategy to be able to
retain employees who are quality (Raharjo & Wi-
tiastuti, 2016). Therefore, within an organization,
HR becomes an important and valuable asset in
determining the performance of the organizati-
on (Susmiati & Sudarma, 2015; Batarliene et al.,
2017; Latifah & Wulansari, 2017).

Abstract

The purpose of this research is to know the direct effect of work engagement, emo-
tional intelligence, deep acting, and surface acting on employee performance. The
population of this research is employees of 4 (four) BUMN Insurance companies in
Semarang. The sampling technique used saturated sample technique and the num-
ber of samples are 121 employees. Methods of Data aollection used observation,
interviews and questionnaires that were measured using a Likert scale. Methods of
analysis of this study used the software of SPSS version 21. The results show that
work engagement and emotional intelligence, respectively, had a significant positive
effect on employee performance. Another case, with deep acting that does not show
a significant effect on performance, while acting surface shows a negative effect on
employee performance. The Conclusions of this study are optimal emotional intel-
ligence will improve deep acting, surface acting, and work engagement roomates
Ultimately Affects employee performance. Suggestions for companies to pay more
attention to the emotional management capabilities of employees so that it does not
Become a burden for employees. In addition to providing training in handling cus-
tomers appropriately, and creating a comfortable working environment to support
the expected emotional control in accordance with company requirements.

The success of a company is strongly in-
fluenced by the performance of the individual,
therefore every company is always trying to impro-
ve employee performance to achieve the goals set.
If the individual within the company as human
resources can work effectively then the company
can work effectively (Ranihusna, 2010). Perfor-
mance should be supported by a reliable emplo-
yee quality, professional competence and adequate
because they play an important role in interacting
with customers. Thus, HR is the most important
factor for creating excellence that can not be easi-
ly imitated by competitors for each organization
(Ariasti & Wulansari, 2017). In research of Ima-
wati and Amalia (2011) explained that the success
of the company is supported by the state and the
quality of its human resources. One indicator of
this problem is job perfomance or commonly cal-
led the performance (Salanova et al., 2005).
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Performance is still a problem often faced
by the management, so that management needs to
determine the factors that affect the performance
of the employee (Fitriastuti, 2013). Employee per-
formance is influenced by a variety of factors, both
internal factors in each of the employees as well
as external factors, namely the work environment
(Joushan, Syamsun, & Kartika, 2015). One impor-
tant factor in determining the performance of that
sense of work engagement of each employee.

Work engagement has become an issue
which is quite often observed in the corporate
environment. Data from the survey by Gallup,
found that the level of work engagement since the
year 2000 - 2016 states that 87% of people world-
wide do not have a good working attachment to
the company where they work. Likewise in 2017
who did not experience a significant change is
reduced to 85%. While in Indonesia alone in
2016, said the level of attachment to work only
8% is owned by employees only. This is an issue
that is interesting to note because the level of
employee engagement affects productivity and
performance of employees.

Theoretically, the work engagement affect
the performance level of employees as in research
Sarangi (2012) that employees who are bound
to their work tend to have an attachment on the
customer and encourages innovation in the work.
Markos and Sridevi (2010) also presents the results
of research that is consistent, that employee enga-
gement is a strong predictor of the performance
of the organization positively. Some other studies
also showed similar results (Balducci et al., 2010;
Karatepe, 2011; Bakker et al., 2012). Thus there is
empirical evidence to show that the work engage-
ment capable of affecting the performance of emp-
loyees. However, there are also the results of pre-
vious empirical studies show inconsistent results.

In addition to employee engagement, emp-
loyee-owned emotional intelligence is also a de-
termining factor in performance. Employees who
have skills in emotional intelligence will be able
to read the feelings of others and have social skills
means being able to manage other people’s fee-
lings very well. Emotional intelligence is crucial
possessed by every employee in the company that
will help employees dealing with other employees
and share information as well as to manage the
problems that arise in implementing the tasks in
the job (Marpaung & Rumondang, 2013).

An employee who has good emotional in-
telligence, apparently not only able to improve
performance, but also can reduce work stress (San-
jaya, 2012). The existence of a good emotional
management, then conflicts can be resolved pro-
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perly due to a conflict can be controlled and di-
rected in the positive as regards the tasks assigned
supervisor rather than as a burden, but a challenge
that will bring change and development. Goleman
(2000) through the research say that emotional in-
telligence accounts for 80% of the determinants
of success of a person while the other 20% is de-
termined by intellectual ability. The quality of an
employee’s emotional intelligence need to be con-
sidered in order to improve performance. Research
conducted Law et al. (2008) suggests that there
is a positive influence on the performance of the
employee’s emotional intelligence. Similarly, the
results of research and Munir Azam (2017), which
proves that emotional intelligence can improve
employee performance, so that emotionally intelli-
gent company needs to narrow the differences bet-
ween the values of the spoken and values that run.
Research conducted (Khanifah & Palupiningdyah,
2015) also shows that emotional intelligence has a
positive effect on performance. The results of this
study indicate that the higher the emotional intelli-
gence of employees, the higher the performance of
employees. (Sosik & Megerian, 1999).

In a previous study, it was mentioned that
the emotional labor or emotion workers can also
affect employee performance. Employees who
work in the service sector, in doing his job always
involves personal feelings and expression of emo-
tions that both of these unwitting effect on the
intent and attitude displayed by the employees
(Keltner & Haidt, 1999). Therefore, to meet these
aspects, the work of employees should be able to
regulate its emotional state (Grandey, 2000).

Emotions labor can be considered as one
of the critical aspects of the few jobs that interact
directly with the customer, which is expected to
show emotion as expected the company, such as
happy, enthusiastic; and hide the emotion of an-
ger when working to fit the job requirements and
expectations of the company (Groth et al., 2009).
The fundamental purpose of service of employees
to customers is to make the interaction more warm
and friendly, but it prevents boredom and frustra-
tion (Kinman, 2008). In Hwa (2009) research
results, it is stated that the emotional labor can
improve service quality, customer loyalty, financial
gain, his own employee job satisfaction, as well
as emotional exhaustion, organizational commit-
ment, and turnover intention.

Emotions labor has two dimensions, na-
mely deep acting and surface acting. In a study
of Judge et al. (2009) found that the surface has
the effect of acting even more disturbing than the
deep-acting employee welfare. Emotional chan-
ges produce adverse effects such employees make
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employees become more passive and may degra-
de performance (Baumeister et al., 1998). Previo-
us research conducted by Grandey (2003) states
that there is a direct influence of the variables
of emotional labor and employee performance,
which is a positive relationship significant occur-
red in the dimension of deep acting on employee
performance, while negative relationships were
significant on the dimensions of surface acting on
employee performance (Liu et al., 2013). Howe-
ver, the research Goodwin et al. (2011) mentions
that deep acting and surface acting does not affect
performance significantly.

Based on the interview with the head of the
service and some employees of the insurance com-
pany owned enterprises in the city of Semarang on
May 14 untill May 23, 2018, obtained information
that the state-owned insurance companies are al-
ways trying to improve its performance to provi-
de the best service. One of them, the number of
successful claims settled by insurance company
employees at state-owned companies in the city of
Semarang indicates a rise in the number of cases
the settlement of claims over the last three years.

Based on the description of the background
of the above problems, the authors are interested
in doing research with the title “Employee Perfor-
mance Improvement Models”

Hypothesis Development

Employee engagement is particularly im-
portant when companies want their employees
to contribute fully to achieve the target set by the
company. Working attachment greatly affect the
performance of individuals within the company
(Abed & Hebashy, 2016). Employee engagement
have characteristics include Vigor (characterized
by high energy level and mental toughness when
it works, as well as a desire to give effort to the
job, as well as resilience in the face of adversi-
ty), Dedication (characterized by enthusiasm,
inspiration, pride and challenge), and Absorpti-
on (characterized by concentrating full and hap-
py when engaged in the work, so that time will
be felt running quickly even if an employee is in
trouble) (Schaufeli & Bakker, 2004). Employees
who have a high work engagement with a passion
for work, provide a real dedication in her work,
as well as comfortable on the work carried out,
will make a stand to be at work to finish the job
as expected by the company. Conversely, if the
employee does not have a high engagement to
work, the employee will not work efficiently and
will impact on the poor performance of emplo-
yee. will make a stand to be at work to finish the
job as expected by the company.
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The influence of the working attachment
on the performance conducted by previous re-
searchers showed a positive relationship. This is
in line with the results of research conducted by
Balducci et al. (2010), Bakker et al. (2012), Jack-
son (2014), which states that the work engage-
ment can significantly affect performance. This
means that when employees feel attached to their
work, then the employee will display works with
maximum performance. It is also supported by
the results of research conducted by Alessandri
et al. (2015) states that the work engagement po-
sitively and significantly related to performance.
This shows that the more tied employees to their
work, the higher the resulting performance of
employees.

H1: Work engagement and significant positive ef-
fect on employee performance.

Employees with high emotional intelligence
have self-awareness and self-control and know how
to cope with negative emotions appropriately, so
that the work is considered easier to open commu-
nication and lack of understanding of each other
(Rankin, 2013). Emotional intelligence is judged
to have a positive psychological perspective. That
is,employees who have high levels of emotional
intelligence better, tend to be more skilled at cal-
ming himself quickly, have self-awareness, more
skilled in focus, better in dealing with others and
more adept at understanding others, so she will be
able to complete the entire work load without ex-
cessive stress. Furthermore, emotional intelligence
also makes employees have the ability to motivate
yourself and stay motivated to face the difficulties
that may be encountered that has to do with the
performance of an employee in the company.

Many studies have proven that employees
who have a high level of emotional intelligen-
ce that will result in better performance Wong
& Law (2007); Ali (2013) with the performance
appraisal based on the task and contextual per-
formance. Cherniss (2000:) also revealed that al-
though an employee’s performance is quite good,
but if the employee has a closed nature, not ber-
nteraksi with others, as well as the management
of other emotions as well the performance of the
employee can not develop. Performance is related
to the quality of services provided. For High-per-
formance employees will be able to provide excel-
lent service (Sudarma, 2012).

H2: Emotional intelligence and significant posi-
tive effect on employee performance.

Basically, the emotional labor required to
guarantee the employee’s emotional expression
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to regulate the behavior of employees (Chu &
Murrmann 2006). In the application of emotio-
nal labor, it turns deep acting is indispensable in
regulating the display of emotion on the custo-
mer to be positive, as enthusiastic, cheerful, ex-
citement, friendly, and attentive to customers. In
addition, a person’s emotional expressions can
influence the emotions of others. So, with deep
acting can enhance interpersonal interactions
between employees and customers in conveying
information about what he is feeling, desire, and
the position of someone who express emotion.
Deep acting which is the expectations of
the organization can have an impact on the taste
of the results of the performance of the employee,
because to maintain the quality of service for the
company that is constantly evolving need emplo-
yees who have working attitude proactive, initia-
tive, responsibility to continue to develop, make,
full of energy and is tied to his work (Bakker et
al., 2011). So that the work expected of employees
do not feel pressure and stress can interfere with
performance. Research conducted by Liu et al.
(2013) states that deep acting positive and signifi-
cant effect on the employee’s performance in the
Chinese restaurant. In harmony with this, research
conducted by Grandey (2003) also states that deep
acting positively related to employee performance
for employees who engage in deep acting would
focus largely cognitive resources in completing the
work. Based on empirical evidence from previous
studies explain that deep acting positively related
to employee performance.
H3: Deep Acting positive and significant effect
on the performance of employees.

Surface acting described as a process of ex-
pressing emotions that are not perceived, by sho-
wing emotion required under the demands of work
(Diefendorff et al., 2005). Thus, surface acting hap-
pens when an employee does not modify emotions
in accordance with personal circumstances of emp-
loyees by holding true feelings felt. When emplo-
yees are displaying surface acting, in fact he suffered
emotional dissonance because the difference bet-
ween an expression and inner feelings that can lead
to decreased performance achieved the employees.
It also can lead to increased emotional exhaustion
(Brotheridge & Grandey, 2002).

Employees are required to provide the best
service to the customer, where the demands of
employees and differences in the characteristics
of customers also creates pressure of its own, so
often associated with job stress originating from
the low autonomy, feeling unsafe with the number
of customers and the demands of the job are con-
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stantly in need of a solution troubleshooting able
to cause depression, psychosomatic, absenteism,
declining morale and dedication of the employees
on the job you have, even the desire to leave the
job (Burke et al., 2012).

Richard and Gross (2000) reveals that the
surface acting requires employees to invest more
cognitive resources and power to manipulate the ex-
pression of views which will be shown where it can
interfere with cognitive performance of employees
with regard to thinking of creative ideas in his work.
In this regard, a study done by Grandey (2003)
shows that there is negative and significant impact
on employee performance surface acting. In harmo-
ny with this, a study conducted by Liu et al. (2013)
explains that employees who play a surface acting
in the course of work will have very little energy
to invest in demonstrating the performance. As a
result, employees who are frequently involved in
acting surface tends to show a lower level of perfor-
mance. Based on empirical evidence from previous
studies explain that the acting surface has a negative
correlation to the performance of employees.

H4: Surface acting significant negative effect on
the working attachment.

WORK ENGAGEMENT
1.vigor

2. Dedication

3. Absorption
Sehautelli dkk. (2002)

EMOTIONAL
INTELLIGENCE
1. Self-emotion appraisal
2.Others’ emotion
appraisal
3. Use of emationi
4.Regulation of emotion

KINERJIA KARYAWAN

1. Empathy

2. Excellent
Performance

(2005)

DEEP ACTING

1. Attentional
Deployment

2. Cognitive Change

Grandey (2000)

SURFACE ACTING
1. Supression Emations
2. Faking Expression

(2006}

Figure 1. Research Model
METHOD

The population in this study are emplo-
yees insurance company in Semarang, namely
PT. Asuransi Jasa Indonesia (Persero) Semarang,
PT. Jasa Raharja (Persero) Jawa Tengah, PT.
TASPEN (Persero) Semarang, and PT. Asuransi
Jiwasraya (Persero) Semarang. Total sample of
this research were 121 respondents were obtained
using the technique of saturated samples.

Methods of data collection using a ques-
tionnaire with Likert scale of 1-5 and an inter-
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view with the head of service. Emotional intel-
ligence variables measured with 15 items of the
statement of Wong & Law (2002); acting deep
variables measured by 4 items statement, whe-
reas surface acting with 5 items from the second
statement Diefendorff et al. (2005), In addition,
the working attachment variables measured by
the 15 items of the statement by Schaufeli et al.
(2002) and variable employee performance is me-
asured by item 6 of the statement by Salanova et
al. (2005).

Feasibility test instrument used in this stu-
dy was to test the validity and reliability testing.
While the classical assumption used in this study
is the normality test, multicollinearity, and hete-
roscedasticity test. Testing the hypothesis through
partial test (test statistic t). Methods of analysis of
this study used the software of SPSS version 21.

RESULT AND DISCUSSION

Validity of Test Results

Test the validity of the statement made on
45 items, of which emotional intelligence vari-
ables consisted of 15 statements, deep acting con-
sists of 4 items statement, surface acting consists
of 5 items statement, the working attachment
consists of 15 statements, and employee perfor-
mance consists of 6 statement. The number of
respondents in the validity of the test as many as
121 respondents in order to obtain the value of r
table 0, 179. A questionnaire considered valid if it
has a value greater than the count r r table. Based
on tests of 45 items item question is known that
all items that meet the criteria statement that the
value of r count> r table (0.179), which indicates
the item is valid declaration of variables.

Reliability Test Results

Based on reliability testing that has been
done in this study indicate that all the variables
have a value of croanbach alpha each variable >
0.70 so that all the instruments in this study re-
vealed reliable.
Classical Assumption Test Results

Normality test used to determine whether
the regression model, or residual confounding
variables have a normal distribution of (Ghozali,
2013), Statistical tests performed to test the resi-
dual normality in this research that non-parame-
tric statistical tests Kolmogorov-Smirnov (KS). If
the value of Kolmogorov- Smirnov more than a =
0.05 then the normal distribution of data. It can be
seen that the value of the normality test using one
sample Kolmogorov-Smirnov test, the value As-
ymp. Sig (2-tailed) is greater than the probability
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value is 0.995> 0.05, which indicates that the data
are normally distributed Residual unstandardized.

Test Results Multicollinearity

Multicoloniarity test aims to test whether
the regression model found a correlation between
independent variables (independent) (Ghozali,
2013), A good regression model should not hap-
pen correlation between independent variables.
Based multikolinearitas testing was done using
SPSS version 21 obtained the result that all the
variables have a value of Tolerance > 0.1 and value
Variance Inflation Factor (VIF) under 10. There-
fore, it can be concluded that the regression mo-
del in this study did not happen multicollinearity
between independent variables.

Test Results Heteroskedastity
Heterokedastisitas test aims to test whether
the regression model occurred inequality variance
from residuals of the observations to other obser-
vations. If variance from residuals of the obser-
vations to other observations remain, it is called
and if different homokedastisitas called heteroke-
dastisitas (Ghozali, 2013), Test heterokedastisitas
in this peneilitian using glejser test. Glejser test
results showed that all the variables have a sig-
nificance level of> 0.05, it can be concluded that
there is no regression model heterokedastisitas.

Hypothesis testing
Test Statistic t

T statistical test used to indicate how far
the influence of the explanatory variables / inde-
pendent individually in explaining the variation
of the dependent variable (Ghozali, 2013).

Table 1. Results of Test T Influence Work en-
gagement, Emotional Intelligence, Deep Acting,
and Surface Acting on Employee Performance

Coefficients?
Unstandardized Standardized
Coefficients Coefficients

Madel St et 1 Sig.
Error

(Constant) 7.004 1802 3886 .000

El 114 038 259 3.009 .003

DA 160 093 139 1726 087

SA - 138 064 - 144 -2.148 034

WE AT3 028 483 6104 .000

a. DependentVariable: TOT_EF

According to the table above, obtained by
calculation as follows that the independent va-
riable work engagement has a t value of 6.104
with 0.000 significance level < 0.05. This means
that the work engagement H1 stating a positive
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and significant effect on the performance of the
employees received.

The independent variable of emotional intel-
ligence has a t value of 3.009 with 0.003 significan-
ce level < 0.05. This means that states of emotional
intelligence H2 positive and significant effect on the
performance of the employees received.

The independent variable of deep acting
has a t value of 1.726 with a significant level of
0.087 > 0.05. This means that deep acting H3
stating significant effect on the performance of
employees rejected.

The independent variable surface acting
has a t value of -2.148 with a significant level of
0.034 < 0.05. This means that states H4 surface
acting as a negative and significant effect on the
performance of the employees received.

Simultaneous Significance test (statistical test F)

Simultaneous hypothesis testing is in-
tended to test the truth of influence together or
simultaneous of independent variable on the
dependent variable. Based on the results of rese-
arch and calculations performed using SPSS 21
obtained the results listed in the table.

Table 2. Effect of Attachment F Test Work,
Emotional Intelligence, Deep Acting, and Sur-
face Acting on Employee Performance

ANOVA®
Sum of Mean -
Model Sqguares dr Square Sig.
Regression 316.478 4 79.119 34488 .000°
Residual 266117 116 2.294
Total 582585 120

a. DependentVariable: Employee Performance
b. Predictors: (Constant), Work Engagement, Surface Acting,
Deep Acting, Emotional Intelligence

The above table shows the value Fhitung
34.488 with probability 0,000. Since the proba-
bility of 0.000 0.05, the regression model can be
used to predict the performance of an employee
or simultaneous attachment to work, emotional
intelligence, deep acting and surface acting ef-
fect on employee performance and value models
meet goodnes of fit.

Here is the formula used in the study:

EP =a+bWE +b,El+b,DA +b,SA

EP = 7004 + 0.173WE + 0.114EI +
0.160DA - 0.138SA

Information :

EP = Variable Employee performance

a = Constant

b = coefficient

WE = Variable Work Engagement
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EI = Variable Emotional Intelligence
DA = Variable Deep Acting
SA = Variable Surface Acting

Work
Engagement

bl =0493

Emotional

Intelligence b2 =0.259

Employee
Performance

Deep
Acting

b3 =0.139

b4 =-0.144
Surface

Acting

Figure 2. Result Model
CONCLUSION AND RECOMMENDATION

Based on data analysis and discussion of
the research results, it can be concluded that the
working attachment and emotional intelligence
has a positive and significant impact on employee
performance. While deep acting found to have no
significant effect on performance, and surface ac-
ting alone can negatively and significantly on the
performance of employees.

Research to be dating is expected to assess
the emotional labor variables acting kususnya
deep dimension that turns out to have a different
effect and still need to do research on the same
aspect to test the consistency of the results of this
study. The results of this study can also be used
as reference material for the foundations of the
theory of how deep-acting effect on employee
performance.

Future studies are also expected to deve-
lop the variables that can be influenced by deep
acting and surface acting. In related research di-
mension of deep acting and surface acting is rare-
ly examined other variables that may be affected
and affects both the dimensions of emotional la-
bor. The sample in this study used a sample of a
service company in the area of insurance, then
for further research are expected to do research
on the company of other fields and can enlarge
the sample, so that research results can be gene-
ralized.

Researchers suggest that the management
of state-owned insurance company in Semarang
can provide training in the proper handling of
client in order to provide the basics in serving
customers. Additionally, it creates an atmosphere
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that is comfortable working environment to sup-
port the expected emotions, also believes in open-
ness in every meeting, briefieng, or other work ac-
tivities in order to train the understanding of the
way of thinking of others in every opinion which
possessed. In addition, there are times when
employees need to be given the task of working
out which must be solved together as a team, so
employees can better interact with others to train
social life in the work environment.

Researchers suggest that the management
of BUMN insurance company in Semarang can
provide training in the proper handling of client
in order to provide the basics in serving custo-
mers. The exercises given to employees also en-
courage employees to work harder. This is due to
employees who have knowing well his duties and
responsibilities will reach a moral level higher
work. As for employees for a long time they also
had to get training because of the demands of
their duties now, or to prepare himself since it
will be transferred or will promoted to another
position (Rustiana, 2010). Additionally, it creates
an atmosphere that is comfortable working envi-
ronment to support the expected emotions, also
believes in openness in every meeting, briefieng,
or other work activities in order to train the un-
derstanding of the way of thinking of others in
every opinion which possessed. In addition, there
are times when employees need to be given the
task of working out which must be solved toget-
her as a team, so employees can better interact
with others to train social life in the work envi-
ronment.
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