
98 
 

    DAFTAR PUSTAKA 

 

Agarwal, R. N. (2015). Stress, Job Satisfaction and Job Commitment’s relation 

with Attrition with special Reference to Indian IT Sector. Proceedings of 

the 9th International Management Conference Management and 

Innovation For Competitive Advantage, 720–731. 

http://conferinta.management.ase.ro/archives/2015/pdf/76.pdf 

Almaududi, S. (2019). Pengaruh Kejenuhan Kerja (Burnout) Terhadap Kinerja 

Karyawan Bagian Operator Di PT PLN (Persero) Unit Pelaksana 

Pengendalian Pembangkit Jambi Unit Layanan Pusat Listrik Payo Selincah. 

Ekonomis: Journal of Economics and Business, 3(2), 193. 

https://doi.org/10.33087/ekonomis.v3i2.81 

Alola, U. V., Olugbade, O. A., Avci, T., & Öztüren, A. (2019). Customer 

incivility and employees’ outcomes in the hotel: Testing the mediating role 

of emotional exhaustion. Tourism Management Perspectives, 29(July 

2018), 9–17. https://doi.org/10.1016/j.tmp.2018.10.004 

Appelbaum, N. P., Lee, N., Amendola, M., Dodson, K., & Kaplan, B. (2019). 

Surgical resident burnout and job satisfaction: the role of workplace climate 

and perceived support. Journal of Surgical Research, 234(804), 20–25. 

https://doi.org/10.1016/j.jss.2018.08.035 

Aprilyanti, S. (2017). Pengaruh Usia dan Masa Kerja Terhadap Produktivitas 

Kerja. Jurnal Sistem Dan Manajemen Industri, 1(2), 68. 

Ardakani, M. B., Mahdavi, S., Ghezavati, M., Fallah, H., Halvani, G., 

Ghanizadeh, S., & Bagheraat., A. (2013). Relation between Job Stress 

Dimensions and Job Satisfaction in Workers of a Refinery Control Room. 

Journal of Community Health Research, 1(3), 198208. 

Armstrong, Michael. 2020. A Handbook of Human Resource Management. 

London: Kogan Page. 

Arsono, R. P., Pascasarjana, P., Widyagama, U., Suci, R. P., Pascasarjana, P., 

Widyagama, U., Mas, N., Pascasarjana, P., & Widyagama, U. (2021). 

Analisis self efficacy terhadap burnout yang dimediasi organizational 

citizenship behaviour. Jurnal Ilmu Manajemen, 7(2), 1–11. 

Boyas, J., & Wind, L. H. (2010). Employment-based social capital, job stress, 

and employee burnout: A public child welfare employee structural model. 

Children and Youth Services Review, 32(3), 380–388. 

https://doi.org/10.1016/j.childyouth.2009.10.009 

Cañadas-De la Fuente, G. A., Vargas, C., San Luis, C., García, I., Cañadas, G. 

R., & De la Fuente, E. I. (2015). Risk factors and prevalence of burnout 

syndrome in the nursing profession. International Journal of Nursing 

Studies, 52(1), 240–249. https://doi.org/10.1016/j.ijnurstu.2014.07.001 

Chen, J.-C., & Ho, T.-K. (2016). A Study into the Impact of Occupational 

Burnout on the Job Performance of Enterprises’ Employees. The Journal of 



99 
 

Global Business Management, 12(2), 173–185. 

http://www.jgbm.org/page/20 Jia-Chern Chen.pdf 

Choi, H. M., Mohammad, A. A. A., & Kim, W. G. (2019). Understanding hotel 

frontline employees’ emotional intelligence, emotional labor, job stress, 

coping strategies and burnout. International Journal of Hospitality 

Management, 82(April), 199–208. 

https://doi.org/10.1016/j.ijhm.2019.05.002 

Chung, E. K., Jung, Y., & Sohn, Y. W. (2017). A moderated mediation model 

of job stress, job satisfaction, and turnover intention for airport security 

screeners. Safety Science, 98, 89–97. 

https://doi.org/10.1016/j.ssci.2017.06.005 

Dessler, G. 2016. Human Resource Management. United Statis Of. America: 

Pearson Education 

Fathoni, I., Millanyani, H., & Ariyanti, M. (2016). Analisis Kepuasan Pelanggan 

Mengenai Kualitas Layanan First Media Di Bandung Menggunakan 

Metode Importance Performance Analysis Analysis Of Customers 

Satisfaction Regarding The Service Quality Of First Media In Bandung 

Using Importance Performance. E-Proceeding of Management, 3(1), 236–

241. 

https://openlibrary.telkomuniversity.ac.id/pustaka/files/107310/jurnal_epr

oc/analisis-kepuasan-pelanggan-mengenai-kualitas-layanan-first-media-

di-bandung-menggunakan-metode-importance-performance-analysis.pdf 

García-Izquierdo, M., & Ríos-Rísquez, M. I. (2012). The relationship between 

psychosocial job stress and burnout in emergency departments: An 

exploratory study. Nursing Outlook, 60(5), 322–329. 

https://doi.org/10.1016/j.outlook.2012.02.002 

Gomez, J. M., & Mouselli, S. (2018). Modernizing the Academic Teaching and 

Research Environment: Methodologies and cases in Business Research. In 

Springer International Publishing Switzerland. 

Hamid, R. S., & Anwar, S. . (2019). tructural Equation Modeling (SEM) 

Berbasis Varian: Konsep Dasar dan Aplikasi dengan 

ProgramSmartPLS3.2.8 dalam Riset Bisnis. In Inkubator Penulis 

Indonesia. 

Han, S. J., Bonn, M. A., & Cho, M. (2016). The relationship between customer 

incivility, restaurant frontline service employee burnout and turnover 

intention. International Journal of Hospitality Management, 52, 97–106. 

https://doi.org/10.1016/j.ijhm.2015.10.002 

Ilahi, D. K., Mukzam, M. D., & Prasetya, A. (2016). Pengaruh Kepuasan Kerja 

Terhadap Disiplin Kerja Dan Komitmen Organisasional (Studi Pada 

Karyawan Pt.Pln (Persero) Distribusi Jawa Timur Area Malang). Jurnal 

Administrasi Bisnis (JAB)|Vol., 35(2), 54–59. 

Irkhami, F. L. (2015). Faktor Yang Berhubungan Dengan Stres Kerja Pada 



100 
 

Penyelam Di Pt. X. The Indonesian Journal of Occupational Safety and 

Health, 4(1), 54. https://doi.org/10.20473/ijosh.v4i1.2015.54-63 

Khamisa, N., Oldenburg, B., Peltzer, K., & Ilic, D. (2015). Work related stress, 

burnout, job satisfaction and general health of nurses. International Journal 

of Environmental Research and Public Health, 12(1), 652–666. 

https://doi.org/10.3390/ijerph120100652 

Khuong, M. N., & Yen, V. H. (2016). Investigate the Effects of Job Stress on 

Employee Job Performance — A Case Study at Dong Xuyen Industrial 

Zone, Vietnam. International Journal of Trade, Economics and Finance, 

7(2), 31–37. https://doi.org/10.18178/ijtef.2016.7.2.495 

Khusniyah, N. A. (2014). Hubungan Antara Stres Kerja Dengan Burnout Pada 

Karyawan Cv. Ina Karya Jaya Klaten. Implementation Science, 39(1), 1–

15. http://eprints.ums.ac.id/30519/15/NASKAH_PUBLIKASI.pdf 

Kim, G., Ro, H., Hutchinson, J., & Kwun, D. J. (n.d.). International Journal of 

Hospitality & The Effect of Jay-customer Behaviors on Employee Job 

Stress and Job Satisfaction. December 2014, 37–41. 

https://doi.org/10.1080/15256480.2014.961797 

Kock, N., & Hadaya, P. (2018). Minimum sample size estimation in PLS-SEM: 

The inverse square root and gamma-exponential methods. Information 

Systems Journal, 28(1), 227–261. https://doi.org/10.1111/isj.12131 

Lambert, E. G., Minor, K. I., Wells, J. B., & Hogan, N. L. (2016). Social 

support’s relationship to correctional staff job stress, job involvement, job 

satisfaction, and organizational commitment. Social Science Journal, 

53(1), 22–32. https://doi.org/10.1016/j.soscij.2015.10.001 

Lu, A. C. C., & Gursoy, D. (2016). Impact of Job Burnout on Satisfaction and 

Turnover Intention: Do Generational Differences Matter? Journal of 

Hospitality and Tourism Research, 40(2), 210–235. 

https://doi.org/10.1177/1096348013495696 

Mahendra, A. D. (2014). Analisis Pengaruh Pendidikan, Upah, Jenis Kelamin, 

Usia dan Pengalaman Kerja Terhadap Produktivitas Tenaga Kerja. 

Diponegoro Journal of Economics, 2(4), 1–70. 

Malik, Ashish. 2018. Strategic Human Resource Management and Employment 

Relations An International Perspective. Singapore: Springer 

Mardalena, T., & Nurain, D. S. (2019). Efektivitas Pengawasan Barang 

Penumpang Melalui Pelabuhan Ferry Internasional Oleh Kantor Bea Dan 

Cukai Tanjung Balai Karimun. Jurnal Maritim, 1(1), 32–40. 

Maswani, Syah, T. Y. R., & Anindita, R. (2019). the Relationship Between 

Organizational Culture and Job Satisfaction Towards Organizational 

Commitment and Employee Performance. Russian Journal of Agricultural 

and Socio-Economic Sciences, 88(4), 144–152. 

https://doi.org/10.18551/rjoas.2019-04.19 



101 
 

Mawaranti, R., & Praseti, A. P. (2018). Dampak Stres Kerja Terhadap Kepuasan 

Kerja Pada Pegawai Upt Puskesmas Jasinga. Jurnal Riset Manajemen Dan 

Bisnis, 13(1), 37. https://doi.org/10.21460/jrmb.2018.131.302 

Medler-Liraz, H. (2020). Customer incivility, rapport and tipping: the 

moderating role of agreeableness. Journal of Services Marketing, 34(7), 

955–966. https://doi.org/10.1108/JSM-06-2019-0220 

Melani, T., & Suhaji. (2012). Faktor – Faktor Yang Mempengaruhi Kepuasan 

Kerja ( Studi Pada Karyawan Sekolah Tinggi Ilmu Farmasi ” Yayasan 

Pharmasi ” Semarang ) The Factors That Influence Job Satisfaction ( Study 

On Employee Of Pharmacy School " Pharmaceutical Foundation " 

Semarang. Jurnal Akuntansi Dan Bisnis, 1–22. 

https://media.neliti.com/media/publications/103128-ID-faktor-faktor-

yang-mempengaruhi-kepuasan.pdf 

Muayyad, D. M. (2017). Pengaruh Kepuasan Kerja Terhadap Produktivitas 

Kerja Pegawai Bank Syariah X Kantor Wilayah Ii. Jurnal Manajemen Dan 

Pemasaran Jasa, 9(1), 75. https://doi.org/10.25105/jmpj.v9i1.1396 

Mutiasari. (2010). Strategi Mengatasi Burnout Di Tempat Kerja. Jurnal Pro 

Bisnis, 3(1), 40–47. 

https://ejournal.amikompurwokerto.ac.id/index.php/probisnis/article/down

load/293/267 

Muzaki, I. A., Erihadiana, M., & Manusia, S. D. (2021). Manajemen Sumber 

Daya Manusia sebagai Basis Penguatan Kualitas Pendidikan. 2(2), 14–31. 

Nasution, E. H., Musnadi, S., & Faisal. (2018). Faktor-Faktor Yang 

Mempengaruhi Kepuasan Kerja Dan Dampaknya Terhadap Kinerja 

Pegawai Kanwil Direktorat Jenderal Kekayaan Negara Aceh. Jurnal 

Magister Manajemen, 2(1), 123–134. 

https://doi.org/10.31227/osf.io/wczd8 

Ningsih, S. (2017). Kerja Terhadap Motivasi Kerja Perawat Rsud. 4(1), 495–

509. 

Noe, Raymond A., Gerhart Barry, Hollenback, John R. and Wright, Patrick M. 

2021. Human resources Management: Gaining A Competitive 

Advantage. 6th.ed. New York: McGraw-Hill 

 

Nur, A. M., & Anuar, H. S. (2020). The Relationship Between Job Burnout and 

Job Satisfaction: Health Care Industry Perspectives. Global Business 

Management Review (GBMR), 1(Number 1), 46–71. 

https://doi.org/10.32890/gbmr2020.12.1.3 

Nurung, J., Rakhmat, Asang, S., & Hamsinah. (2019). Public service motivation 

and job satisfaction as driving the quality of public services in disaster 

emergency. IOP Conference Series: Earth and Environmental Science, 

235(1). https://doi.org/10.1088/1755-1315/235/1/012060 



102 
 

Perneger, T. V., Courvoisier, D. S., Hudelson, P. M., & Gayet-Ageron, A. 

(2015). Sample size for pre-tests of questionnaires. Quality of Life 

Research, 24(1), 147–151. https://doi.org/10.1007/s11136-014-0752-2 

Prasetyo, R., Purwandari, D. A., & Syah, T. Y. R. (2021). The Effect of 

Customers’ Incivility and Work stress on Job Satisfaction through Burnout. 

Journal of Economics, Business, & Accountancy Ventura, 23(3), 390–401. 

https://doi.org/10.14414/jebav.v23i3.2309 

Purnomo, P., & Palupi, M. S. (2016). Pengembangan Tes Hasil Belajar 

Matematika Materi Menyelesaikan Masalah Yang Berkaitan Dengan 

Waktu, Jarak Dan Kecepatan Untuk Siswa Kelas V. Jurnal Penelitian, 

20(2), 151–157. 

Putri, V. S., & Sary, F. P. (2020). Pengaruh Stres Kerja Terhadap Kinerja 

Karyawan (Studi Pada Pt Lestari Busana Anggun Mahkota Di Bagian 

Produksi). Jurnal Mitra Manajemen, 4(2), 195–205. 

https://doi.org/10.52160/ejmm.v4i2.339 

Rahmawati, Y. (2013). Hubungan Antara Stres Kerja Dengan Burnout Pada 

Karyawan Bagian Operator Pt. Bukit Makmur Mandiri Utama. 1–10. 1–

10. 

Rasyidah, Q. A., Fitryasari, R., & Wahyudi, A. S. (2020). A Relationship 

Between Stress Level And Burnout Syndrome With Sleep Quality On 

Clinical. 2(1). 

Robbins,  S.  P.,  &  Judge,  T.  A.  2019.  Organizational  Behavior. Amerika  

Serikat:  Pearson 

Rutherford, B. N., Boles, J. S., & Ambrose, S. C. (2019). Reconceptualizing the 

measurement of multidimensional salesperson job satisfaction. Journal of 

Personal Selling and Sales Management, 39(3), 287–298. 

https://doi.org/10.1080/08853134.2019.1601018 

Sakurai, K. (2011). Counterproductive work behaviors: The moderating role of 

supervisor. Unpublished Manuscript, May. 

Sehsah, R., Gaballah, M. H., El-Gilany, A. H., & Albadry, A. A. (2021). Work 

burnout and coping strategies among Egyptian forensic physicians: a 

national study. Egyptian Journal of Forensic Sciences, 11(1). 

https://doi.org/10.1186/s41935-021-00230-w 

Sholichah, N. (2019). Work Stress Dengan Workplace Incivility Behavior Pada 

Perawat Instalasi Gawat Darurat (Issue April). (Issue April). Universitas 

Islam Negeri Sunan Ampel. 

Sholikhah, A. (2016). Statistik Deskriptif. Komunika, 10(2), 342–362. 

Siregar, L. M. (2019). Analisis Kepuasan Kerja Dan Kualitas Pelayanan. Al-

Qalb : Jurnal Psikologi Islam, 6(2), 89–99. 

https://doi.org/10.15548/alqalb.v6i2.817 

Sliter, M., & Jex, S. (2012). Predicting Marital Happiness and Stability from 



103 
 

Newlywed Interactions Published by : National Council on Family 

Relations Predicting Marital Happiness and Stability from Newlywed 

Interactions. Journal of Organizational Behavior, 60(33), 1210139. 

https://doi.org/10.1002/job 

Sliter, M., Jex, S., Wolford, K., & McInnerney, J. (2010). How rude! Emotional 

labor as a mediator between customer incivility and employee outcomes. 

Journal of Occupational Health Psychology, 15(4), 468–481. 

https://doi.org/10.1037/a0020723 

Sriningsih, M., Hatidja, D., & Prang, J. D. (2018). Penanganan Multikolinearitas 

Dengan Menggunakan Analisis Regresi Komponen Utama Pada Kasus 

Impor Beras Di Provinsi Sulut. Jurnal Ilmiah Sains, 18(1), 18. 

https://doi.org/10.35799/jis.18.1.2018.19396 

Sunarta, S. (2019). Pentingnya Kepuasan Kerja. Efisiensi - Kajian Ilmu 

Administrasi, 16(2), 63–75. https://doi.org/10.21831/efisiensi.v16i2.27421 

Supriyadi, E. (2017). Perbandingan Metode Partial Least Square (PLS) dan 

Principal Component Regression (PCR) Untuk Mengatasi Multikolineritas 

Pada Model Regresi Linear Berganda. UNNES Journal of Mathematics, 

6(2), 117–128. 

https://journal.unnes.ac.id/sju/index.php/ujm/article/view/11819 

Suryanto, E., Syah, T. Y. R., Negoro, D. A., & Pusaka, S. (2019). 

Transformational Leadership Style and Work Life Balance: the Effect on 

Employee Satisfaction Through Employee Engagement. Russian Journal 

of Agricultural and Socio-Economic Sciences, 91(7), 310–318. 

https://doi.org/10.18551/rjoas.2019-07.36 

Tarcan, M., Hikmet, N., Schooley, B., Top, M., & Tarcan, G. Y. (2017). An 

analysis of the relationship between burnout, socio-demographic and 

workplace factors and job satisfaction among emergency department health 

professionals. Applied Nursing Research, 34, 40–47. 

https://doi.org/10.1016/j.apnr.2017.02.011 

Tongchaiprasit, P., & Ariyabuddhiphongs, V. (2016). Creativity and turnover 

intention among hotel chefs: The mediating effects of job satisfaction and 

job stress. International Journal of Hospitality Management, 55(May 

2016), 33–40. https://doi.org/10.1016/j.ijhm.2016.02.009 

Torres, E. N., van Niekerk, M., & Orlowski, M. (2017). Customer and Employee 

Incivility and Its Causal Effects in the Hospitality Industry. Journal of 

Hospitality Marketing and Management, 26(1), 48–66. 

https://doi.org/10.1080/19368623.2016.1178620 

Torrington, Derek. Laura, Hall. Stephen Taylor. Carol Atkinson. (2020). Human 

Resource Management. Ninth Edition. UK : Pearson 

Tziner, A., Rabenu, E., Radomski, R., & Belkin, A. (2015). Work stress and 

turnover intentions among hospital physicians: The mediating role of 

burnout and work satisfaction. Revista de Psicologia Del Trabajo y de Las 



104 
 

Organizaciones, 31(3), 207–213. 

https://doi.org/10.1016/j.rpto.2015.05.001 

Vetter, T. R. (2017). Descriptive Statistics: Reporting the Answers to the 5 Basic 

Questions of Who, What, Why, When, Where, and a Sixth, so What? 

Anesthesia and Analgesia, 125(5), 1797–1802. 

https://doi.org/10.1213/ANE.0000000000002471 

Walker, D. D., van Jaarsveld, D. D., & Skarlicki, D. P. (2014). Exploring the 

effects of individual customer incivility encounters on employee incivility: 

The moderating roles of entity (in)civility and negative affectivity. Journal 

of Applied Psychology, 99(1), 151–161. https://doi.org/10.1037/a0034350 

Wardati, N. A. (2018). Pengaruh Beban Kerja terhadap Turnover Intention 

Dimediasi oleh Kejenuhan Kerja (Burnout ) Sebagai Variabel Intervening 

Pada PT. Pulau Baru Group Banjarmasin. Jurnal Sains Manajemen Dan 

Kewirausahaan (JSMK), 2(2), 117–126. 

https://ppjp.ulm.ac.id/journal/index.php/jsmk/article/download/5636/4711 

Wilson, N. L., & Holmvall, C. M. (2013). The Development and Validation Of 

The Incivility From Customers Scale. Journal of Occupational Health 

Psychology, 18(3), 310–326. https://doi.org/10.1037/a0032753 

Windiana, L., Ta’in, A., & Baroh, I. (2020). Kepuasan Kerja Karyawan di Unit 

Usaha Milik Kampus. Agriecobis : Journal of Agricultural Socioeconomics 

and Business, 3(2), 87. https://doi.org/10.22219/agriecobis.vol3.no2.87-92 

Wirajaya, I. G. A., & Supartha, I. W. G. (2016). BURNOUT TERHADAP 

KOMITMEN ORGANISASIONAL GURU Fakultas Ekonomi dan Bisnis 

Universitas Udayana ( Unud ), Bali , Indonesia profession ) yang penuh 

tantangan ( Maslach & Jackson , 1986 , dalam Wardhani , 2012 ). Peran 

guru sangat penting dalam mentransformas. 5(8), 4779–4806. 

https://ojs.unud.ac.id/index.php/Manajemen/article/download/21353/1498

9/ 

Yang, F. X., & Lau, V. M. C. (2019). Evil customers, an angel boss and 

coopetitive coworkers: Burnout of frontline employees. International 

Journal of Hospitality Management, 83(April), 1–10. 

https://doi.org/10.1016/j.ijhm.2019.04.004 

Yasa, I. G. R., & Dewi, A. A. S. K. (2018). Pengaruh Stres Kerja Terhadap 

Kepuasan Kerja Dengan Motivasi Kerja Sebagai Variabel Mediasi. E-

Jurnal Manajemen Universitas Udayana, 8(3), 1203. 

https://doi.org/10.24843/ejmunud.2019.v08.i03.p02 

Yasin, M., & Priyono, J. (2016). Analisis Faktor Usia, Gaji Dan Beban 

Tanggungan Terhadap Produksi Home Industri Sepatu Di Sidoarjo (Studi 

Kasus Di Kecamatan Krian. Jurnal Ekonomi Dan Bisnis, 1, 95–120. 

 

 

 


	DAFTAR PUSTAKA

