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Chapter I 

INTRODUCTION 

 

1.1 Background of Study 

Economic growth nowadays develops rapidly that causing the rivalry 

between businesses. Competition between companies is getting tougher where 

competing in improving and advancing the potential of products, human resources, 

quality, and technological development even new businesses or new companies are 

also not inferior to the old ones making comparisons and the difference in terms of 

service, quality, products, and technology. Because in the fierce competition 

nowadays, a company must continue to grow from all sides so that can compete 

with its opponents and superior to others that has grown much more in order to 

maintain excellence in quality and products compared to others, so from that all 

aspects in it must be changed, and improved. However, there can be some aspects 

that still lacking, for example in the resources that are the key aspect in the 

improvement. 

The Human Resources department is the department that manages in the 

sources of labor, so manpower gives a huge portion contribution in delivering or 

performing task that affect into the company or hotel. Being one of the main factor 

in the development and operation of a company or business is the people who 

working at the company either hotel as that internal part operating as employees are 

essential and invaluable assets in a company, of developing to achieve the goals, so 

employees are an important part in operating because employees are essential and 
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able assets in a company, which helps running the company, contributes greatly to 

the company and advances the company that seen in terms of the employee's work 

performance. So human resources have an important role in achieving goals that 

have been set, as roles that help to move the plans made so that the company runs 

as desired. 

Employees are the sources of the manpower in running the company or 

hotel, so needed to be watched over as it is crucial as it has direct influence toward 

the company or hotel because employee’s performance are the key in achieving the 

goals, by giving good quality services or works which surely help in satisfying 

customers. But sometimes an employee's performance can be good or bad, and it 

depends on the employee itself, what happens is that the employee’s performance 

can be influenced by several reasons or factors. The general factors or reasons are 

job stress and job satisfaction, which also for those factors are being influenced by 

some reasons like environment or workplace, colleagues, works, working hour, 

feelings, etc., which can affect physically and non-physically of an employee that 

makes the employee become not focused and not optimal when working. The 

performance of employees showing how much it can influence the company or 

hotel to achieve a better level, helps in maintaining the best quality and maintain 

the superiority of the company or hotel and can compete against other businesses, 

companies or hotels. 

Therefore, work performance of an employee has a major influence on work 

operations and management of the company itself. Work performance is also 

influenced by job satisfaction or job stress, influenced by the company or itself 
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which may include the work environment or the people. The performance given by 

the employee is affected by the behavior, life and environment of the workplace, 

the results can be positive and negative. The positive results will give a good impact, 

while the negative results will give a bad impact on the contributions to company, 

business or hotel. 

Job satisfaction itself is an emotional state expressed by an employee toward 

work or how the employee reflects the emotion toward work, which is influenced 

by several factors that can make a person have a different way of looking at work, 

this can be beneficial or detrimental. So job satisfaction does come from a person's 

thoughts and feelings that reflect the job and express it into a good outcome and 

great achievement. 

Besides job satisfaction, there is also work stress that results from overwork, 

which makes a person burdened with being depressed by the surroundings, thereby 

affecting the work performance that can affect the employee’s health as well. In 

other words, stress is also how employees reflect from work toward themselves, 

work or surrounding, it also can be interpreted as pressure, tension or unpleasant 

disturbances that come from outside oneself. 

Hotel is a place to provide services for staying and eating, but it cannot be 

separated from the name of the service because the hotel itself is more luxurious 

than the others due to its own service, consequently service is very influential for 

the hotel in the eyes of customers. The service itself can be seen from the work 

performance of employees in serving customers, it can be seen its contribution to 

the hotel. In this study, the research field is The Trans Luxury Hotel that is one of 
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the 5 star hotels in Bandung, which is also a local chain hotel in Indonesia with 280 

rooms located in Jl. Gatot Subroto No. 289, Bandung, West Java 40273, The hotel 

itself competes with several international chain hotels and is well-known in 

Bandung. It has a good reputation in the eyes of guests that can be seen from the 

performance of employees in providing the best service so that guests are 

comfortable, happy and want to return to the hotel. 

As the researcher has had an internship at the hotel in the Human Resources 

Department, the researcher did observe the employee's performance while working, 

when the occupancy high or low by observing on how the employees performed 

skill to give service to the guest, their facial expression and their gesture as if in 

high rate, some employees surely got stress out by the job but some employees may 

did enjoy the work. And during low occupancy rate, most employees are pleased as 

the job won't be too much. Being able to observe while internship makes the 

researcher interested in research on employee's performance due to how the 

employee's stress or satisfaction in carrying out the task that are affected by various 

factors.  

Being able to observe while interning, the researcher gives a lot of time to 

observe on daily performance, that is affected by daily occupancy rate. This can be 

compared on how well the employees handle guests when it is crowded, which most 

guests become impatient while checking in or queuing. So, to observe how the 

employees work fast and well in order not to make the guest wait too long and vice 

versa, because guest review can give impact to hotel image as well by telling the 

experience in social media, especially in the online travel website.   
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Employee performance can be seen from various aspects such as attitude, 

facial expression, guest review, and employee's appraisal. But this can be seen in 

situations where maybe the hotel is experiencing high occupancy so employees 

must work extra or have difficulties in handling work, so that the impact on 

performance where when someone works more surely makes the mood or facial 

expression slightly change. Or when someone just being scolded or having personal 

problems certainly can't be hidden even if smiling, it can be clearly seen from the 

behavior and changes in facial expression. However, there are also those who really 

feel happy when working and understand the consequences of work but still like 

what is done also emanates from attitude and facial expressions. During the 

internship, researcher observed the work performance of employees who were 

required to always smile in serving a guest is an example when doing check in or 

check out. But there is a situation when the researcher is observing, an employee is 

not delivering the service according to the standard because when serving guests, 

the employee does not smile and seems to be not in a good mood, so that makes the 

researcher a little confused whether the employee is having a problem. But there 

are also employees who really look happy in serving guests, which can be seen from 

how the employee treats guests with a friendly and sincere attitude. 

Furthermore, from the guest review, which can be seen from online travel 

sites, guests telling the experience staying and feel the service of the hotel, where 

researchers have taken several examples of guest review results which expressed a 

sense of disappointment about the performance of these employees, starting from 

the quality of work that does not meet the standards of the hotel regulations. 
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However, the reason why the employee's performance has declined slightly could 

be due to the obstacles faced by the employee and the miscommunication in 

teamwork that could result from job stress. But there were also those who expressed 

the pleasure of staying at the hotel where they praised the employee's performance 

in accordance with hotel standards such as proper check-in and the employee's 

hospitality in serving guests.  

Lastly from the employee's appraisal, which is an official assessment from 

the management of its employees whose assessment results are assessed from 

superiors of the subordinates. However, at The Trans Luxury Hotel, the assessment 

coincides with the extent of the contract so that the results of the assessment are 

highly confidential. During the apprenticeship, the researcher cannot take the 

results as empirical data because they contain confidential data but researcher’s 

interview HR staff about employee ratings. The assessment by giving a score and 

the results with their own calculations where the results are in the form of ratings 

but there are some employees who have an average rating in the assessment. 

Therefore the researcher wants to know about "The Influence of Job Stress 

and Job Satisfaction toward Employee's Performance at The Trans Luxury Hotel 

Bandung", to find out the relationship between the topic as it’s described. 

 

1.2 Problem Limitation 

In this research, the limitation is that the influence of job stress and job 

satisfaction toward the employee's performance which we see the relationship 

between the job stress and job satisfaction to the employee's performance, as both 
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of the variable has the influence in employee's performance that will impact into 

services that the employees give to the guest.  

To identify the variables do influence employee's performances, we need to 

see if the employees do have a job stress or job satisfaction while they are  doing 

their job, that can be influenced by the surrounding which from the internal to 

external reason, for instance from the work environment, the colleague or even from 

the leader, the outside encouragement, etc.  

Another limitation in this research is only focusing on The Trans Luxury 

Hotel Bandung and as for the respondents are the employees there. 

 

1.3 Problem Formulation 

The problem formulation in this study are: 

1. Does Job Stress have influences towards the Employee Performance at 

Trans Luxury Hotel Bandung?  

2. Does Job Satisfaction have influences towards the Employee Performance 

at Trans Luxury Hotel Bandung? 

3. Do Job Stress and Job Satisfaction have influence simultaneously toward 

employee’s performances at The Trans Luxury Hotel Bandung? 

 

1.4 Objective of the Research 

The research objectives in this study are: 
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1. To know the influence of job stress toward employee’s performance at The 

Trans Luxury Hotel Bandung. 

2. To find out the influence of job satisfaction toward employee’s performance 

at The Trans Luxury Hotel Bandung. 

3. To determine whether job stress and job satisfaction have influence 

simultaneously toward employee’s performance at The Trans Luxury Hotel 

Bandung. 

 

1.5 Benefit of the Research 

1.5.1 Theoretical Benefit 

The results of the study are expected to be determined if the job stress and 

job satisfaction have influence toward the employee’s performances in the hotel 

and to prove the previous research also can be used as references or guideline to be 

developed more by further researcher. 

1.5.2 Practical Benefit 

The results of this study are expected to be a reference for the hotel, as 

consideration to improve or be better in future. As guide book to other researchers 

by reexamining on what  have been discussed and continuing by adding what is 

lacking in the results of this research so that it can help people who read this journal 

can apply, understand and find other factor that can influence the employee’s 

performance and recommend the researcher for further test with other variables. 


