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Abstract

This study aims to analyse the effect of work-family conflict on job performance with
emotional intelligence and job satisfaction as mediating variables in 3 and 4-star hotel
employees in Jakarta. The research was conducted with a quantitative approach.The
determination of the sample was carried out using nonprobability sampling with the
purposive sampling method, and refers to the minimum sample size according to Hair
et al. (2019). The sample in this study amounted to 265 employees of 3 and 4-star
hotels in Jakarta. The data analysis technique used is the Structural Equation Model
(SEM) method. The technique of data collection used is by distributing questionnaires
through the Google Form application. The results of hypothesis testing show that the
seven hypotheses proposed are supported by the statement that there is an effect of
work-family conflict on job performance, with emotional intelligence and job
satisfaction as mediating variables.
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INTRODUCTION

The tourism industry has a great opportunity to grow and contribute to the state's
income (BPS, 2021). Tourism is seen as an activity that involves a series of development
processes, because the development of this sector involves various other sectors such as
economic, cultural, social, and political (Dewi et al., 2024). Tourism in Indonesia has a
significant impact on tourist visits, especially foreign tourists. BPS (2024) reported that in
March 2024, there were 1.04 million foreign tourist arrivals. In particular, Ngurah Rai
Airport-Bali experienced an increase of 31.49% and Soekarno Hatta Airport-Banten
experienced an increase of 34.03%.

The data above shows that the number of foreign tourist visits to Indonesia in 2024
has increased from 2023 and is currently above the initial conditions of the COVID-19
pandemic. These positive developments have been anticipated by a number of tourism
industry players, especially hotels. Anticipation of the increasing need for hospitality is
encouraged, both by national and foreign hotel industry players (Colliers, 2023). Over the
past year, since 2023, the Room Occupancy Rate of star-rated hotels in Jakarta has increased.
In May 2024, the room occupancy rate was 52.79 per cent, up 2.04 percentage points from
May 2023 (BPS, 2024). BPS (2024) also reported that four-star hotels recorded the largest
increase in Room Occupancy Rate, at 8.62 percentage points. The next increase occurred in
three-star hotels with an increase of 3.92 percentage points,

The Room Occupancy Rate in Jakarta, in the past year, especially in 3 and 4-star
hotels, which experienced a significant increase higher than other star hotels, became one of
the performance factors of the hospitality industry in Jakarta, which will enter new growth
coupled with better economic conditions and great opportunities that can be opened.
Conditions that continue to improve have an impact on the level of competition for facilities
and services from each hotel in Jakarta, which continues to be built in order to meet consumer
needs.

Ultimately, organisational and management resources must be prepared for the rapid
growth of the hospitality industry. Such readiness is strongly influenced by the readiness of
resources, including attitudes, behaviour, and leadership of hotel industry players. Basically,
in carrying out activities to achieve the expected goals, companies need effective
management, especially in terms of human resources, which are the main assets for planning,
guiding, organising, and mobilising various elements within the company (Sajim et al.,
2024).

The competitive environment of the hospitality industry can also be addressed with
resources that can help understand and identify job skills and challenges. The challenges
faced by employees include demands for intensive work, including long hours and consistent
service. This statement is supported by the Badan Pusat Statistik (2024) in the publication of
the state of workers in Indonesia, which states that working hours in the accommodation
industry have the highest level in the last 3 periods, with a total average per week of 48 hours
in February 2023, 47 hours in August 2023, and 48 hours in February 2024.

Competitiveness and the ability to face job challenges are reflected in employee
performance, which is often referred to as job performance. The way employees manage the
demands and tasks imposed by the company determines the high and low performance of
employees (Yan et al.,, 2022). To reach the highest point of employee performance,
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companies must highlight employee performance as a direct result of optimal conditions for
employees (Obrenovic, 2020). In fact, a person's level of performance can be influenced by
various individual internal factors (Yan et al., 2022).

As Abdelaal et al. (2022) explained that work work-family conflict affects employee
performance in their study of 3-star hotel workers in the Sekondi-Takoradi Metropolis,
Ghana. Working hours and the nature of work, such as the demand to serve guests at all
times, are factors that have an impact on this phenomenon (Abdelaal et al., 2022). Working
hours in the hospitality industry are mostly outside the usual working hours, when other
individuals are off duty such as weekends or holidays. This is also compounded by the
increase in hotel occupancy especially during these times (Abdelaal et al., 2022). With the
nature of work that must prioritise consistent service at all times, it creates a conflict between
the two roles, namely family and work.

Another factor that can affect job performance is emotional intelligence. Windasari
et al. (2020) stated that job performance can be influenced by emotional intelligence. In
research conducted at 3 and 4-star hotels in Jember, it was stated that emotionally intelligent
workers would be able to handle stress at work, be it from long working hours, difficult
colleagues, or problems outside of work. This statement is in line with Siahaan (2018), which
reveals that emotional intelligence can also be influenced by the level of work-family
conflict, which in turn has an impact on job performance.

Another factor that can affect job performance is job satisfaction. Based on Sembiring
and Setiawan (2024), job satisfaction is an important factor that affects employee
performance. Research conducted on 380 employees of 4-star hotels in Batam stated that
workplace situations, including co-workers, working hours (including shift distribution), job
descriptions, and compensation, affect job satisfaction.

Based on the literature presented in the previous section, job performance can be
influenced by several domains such as work-family conflict, emotional intelligence, and job
satisfaction. The reasons presented in the literature include the nature of work that demands
consistency (Abdelaal et al., 2022), working hours that are outside of usual working hours,
such as weekends and holidays, which are associated with increased hotel occupancy
(Abdelaal et al., 2022; Windasari et al., 2020), job demands and job pressures due to direct
contact with consumers (Windasari et al., 2020), and job descriptions (Sembiring and
Setiawan, 2024). As is known, hotel quality is highly correlated with the services provided
to consumers. The higher the quality of the hotel, the better the services and facilities
provided. Machado et al. (2019) state that the good service provided is strongly influenced
by employee performance, so employees at hotels with high classifications have high service
standards as well.

Based on this statement, this research will discuss phenomena related to the factors
of work-family conflict, emotional intelligence, and job satisfaction that can affect job
performance in the context of the hospitality industry in Jakarta, especially for employees of
3 and 4-star hotels.
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REVIEW OF LITERATURE

Work Family Conflict

Work-family conflict is defined as a conflict that occurs between work and family
roles, which is caused by the misalignment between the two roles in an individual's life
(Hartman, 2016). This mismatch usually has an impact on individual performance, where the
tasks and responsibilities that need to be carried out by individuals in a role are hampered by
the performance of tasks and responsibilities of other roles. In addition, Ludiya (2016)
explains that work-family conflict is defined as a conflict between roles where family and
work demands overlap and are difficult to reconcile. Buonomo (2020) also said that work-
family conflict occurs when the demands of work and family life often conflict with each
other, thus creating inter-role conflict.
Emotional Intelligence

Emotional Intelligence is the capacity to recognise, harness, understand and manage
emotions and emotional information (Singh et al., 2022). Emotional intelligence plays an
important role in the work environment. According to Singh et al. (2022), emotional
intelligence helps managers and employees understand emotions. Herawati & Sholiha et al.
(2017) define emotional intelligence as a person's ability to manage emotions both within
oneself and when dealing with others.
Job Satisfaction

Indrayani et al. (2024) state that job satisfaction is a positive feeling that a person has
towards their job, which arises from an assessment of the characteristics of the job. It is
influenced by individual, social, and main domain factors in the job, such as salary,
supervision, work comfort, and opportunities for career development. Based on Indrayani et
al. (2024), job satisfaction is an emotional condition that encourages a person's positive
attitude in assessing problems and everything encountered in the work environment.
Job Performance

Job performance refers to the output that employees provide to the organisation
through their actions and behaviours (Alkhoraif, 2024). Job performance can be described as
a collection of characteristics, actions, and behaviours that are evaluated from employees
(Alkhoraif, 2024). An employee's willingness to go beyond the limits of his responsibility to
perform activities outside his regular job duties is an example of job performance (Al-Sabi
et al.,, 2023). Job performance is explained as a collection of behaviours related to
organisational goals (Ngo et al., 2021).
Work Family Conflict on Job Performance

Lalu and Lapian (2016) state that company management must consider work-family
conflict because it has a negative influence on performance. Zainal (2020) also shows that
performance is affected by work-family conflict. Based on the previous description, the
following hypothesis can be proposed:
H1: There is a negative effect of work-family conflict on job performance.
Work Family Conflict on Emotional Intelligence

The emotional intelligence of medical personnel is negatively affected by work-
family conflict (Zeb et al., 2021). This statement is corroborated by the findings of Chang et
al. (2022), who stated that work-family conflict has a detrimental effect on emotional
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intelligence. Emotional intelligence can be significantly affected by work-family conflict
(Juniarly et al., 2019). Based on this description, the following hypothesis can be proposed:
H2: There is a negative effect of work-family conflict on emotional intelligence
Work Family Conflict on Job Satisfaction

Zahra and Fazlur Rahman (2023) confirmed that the level of job satisfaction is
significantly and negatively affected by work-family conflict. Furthermore, Purwanto (2020)
also confirmed that the level of job satisfaction is influenced by work-family conflict.
Qiaolan et al. (2023) stated that work-family conflict has a negative predictive effect on job
satisfaction. Based on the previous description, the following hypothesis can be formulated:
H3: There is a negative effect of work-family conflict on job satisfaction
Emotional Intelligence on Job Performance

Chong et al. (2020) explained that emotional intelligence is responsible for and can
predict performance. Alonazi (2020) also explained that employees with high emotional
intelligence will be able to build an empathic environment, resulting in significant benefits
in the form of improved performance. Nurazaman and Amalia (2022) reinforce this statement
that emotional intelligence has been shown to have a significant and positive influence on
productivity in the workplace. Based on this description, the following hypothesis can be
formulated:
H4: There is a positive effect of emotional intelligence on job performance
Job Satisfaction on Job Performance

Job satisfaction has an effect on job performance. This statement is in line with the
research of Engenius et al. (2020), which states that the work environment shapes individual
job satisfaction and becomes a reference for employees in an organisation, so that in their
investigation at the Credit Union (CU), it was found that the level of employee job
satisfaction significantly affects performance. The overall performance of individuals is
significantly influenced by the level of job satisfaction (Jufrizen and Hutasuhut, 2022). Based
on this description, the following hypothesis can be developed:
H5: There is a positive effect of job satisfaction on job performance
Work Family Conflict on Job Performance with Emotional Intelligence as Mediating

Amer et al. (2023) stated that performance is negatively affected by work-family
conflict mediated by emotional intelligence. Although work-family conflict can increase
from low to reasonable levels without any adverse impact on performance, this study shows
that employee performance can be jeopardised when work-life conflict triggers a decrease in
emotional intelligence. Siahaan (2018) stated that employee performance is influenced by
work-family conflict, and emotional intelligence serves as a mediating variable in this
influence. Based on this description, the following hypothesis can be developed:
H6: There is an effect of work-family conflict on job performance with emotional intelligence
as a mediating variable.
Work Family Conflict on Job Performance with Job Satisfaction as Mediating

There is an effect of performance on work-family conflict, which is mediated by job
satisfaction variables. This statement is supported by research conducted by An et al. (2020),
which indicates that job satisfaction acts as a mediating variable in the effect of work-family
conflict on employee performance. In addition, Fadhilah et al. (2024) confirmed that job
satisfaction functions as a mediating variable in the effect of work family conflict on
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employee performance. Based on the previous description, the following hypothesis can be
formulated:
H7: There is an effect of work-family conflict on job performance with job satisfaction as a
mediating variable.

Based on the explanation above, the conceptual framework can be described as
follows.

Emotional
Intelligence

Work
Family
Conflict

Job
Performance

Satisfaction

H1

Figure 1
Conceptual Framework

RESEARCH METHOD

The approach in this study is a quantitative approach. Research data were collected
through questionnaires. In measuring the questionnaire used, question items were measured
through a 5-point Likert measurement scale. The sampling technique in this study used non-
probability sampling and purposive sampling. Respondents in this study were employees of
3 and 4-star hotels in Jakarta. The minimum sample measurement refers to Hair et al. (2019),
which suggests using a minimum sample of 5 - 10 observations of each estimation statement
indicator. In this study, the number of statement indicators is 46, including 10 work-family
conflict items, 10 emotional intelligence items, 16 job satisfaction items, and 10 job
performance items. The total sample in this study was 265. Each variable in this research is
tested for validity and reliability. The data analysis method used is the Structural Equation
Model (SEM) and descriptive statistics, namely by calculating the average (mean) of
respondents’ answers.

RESULTS AND DISCUSSION

Respondent Characteristics
Table 1
Respondent Characteristics
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Characteristics Total Percentage (%0)

Hotel Type
3 Star Hotel 127 479
4 Star Hotel 138 52,1
Total 265 100,0
Gender
Male 85 32,1
Female 180 67,9
Total 265 100,0
Age
< 20 years 9 34
20 - 30 years 223 84,2
> 30 - 40 years 27 10,2
> 40 - 50 years 6 2,3
Total 265 100,0
Last Education
High School 94 35,5
Diploma 54 20,4
S1 111 419
S2 6 2,3
Total 265 100,0

Of the 265 respondents studied, it shows that the majority of respondents in this study
work in 4-star hotels (52.1%), are female (67.95%), aged 20-20 years (84.2%), and with the
last education S1 (41.9%).

Validity Test
Table 2
Validity Test

Item | Factor Loading | Decision
Work Family Conflict

WEFC1 0.746 Valid
WFC2 0.740 Valid
WEFC3 0.802 Valid
WFC4 0.829 Valid
WEC5 0.767 Valid
WFC6 0.845 Valid
WFC7 0.770 Valid
WFCS8 0.816 Valid
WEFC9 0.804 Valid
WFC10 0.821 Valid
Emotional Intelligence

Ell 0.763 Valid
ElI2 0.762 Valid
ElI3 0.754 Valid
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El4 0.770 Valid
El5 0.772 Valid
El6 0.770 Valid
El7 0.833 Valid
EI8 0.818 Valid
El9 0.746 Valid
ElI10 0.776 Valid
Job Satisfaction
JS1 0.818 Valid
JS2 0.812 Valid
JS3 0.779 Valid
JS4 0.815 Valid
JS5 0.848 Valid
JS6 0.803 Valid
JS7 0.816 Valid
JS8 0.742 Valid
JS9 0.837 Valid
JS10 0.834 Valid
JS11 0.822 Valid
JS12 0.738 Valid
JS13 0.792 Valid
JS14 0.784 Valid
JS15 0.824 Valid
JS16 0.837 Valid
Job Performance
JP1 0.817 Valid
JP2 0.836 Valid
JP3 0.804 Valid
JP4 0.848 Valid
JP5 0.844 Valid
JP6 0.818 Valid
JP7 0.783 Valid
JP8 0.793 Valid
JP9 0.779 Valid
JP10 0.811 Valid

Based on the validity test table for all instruments of the variable can be said to be
valid based on the factor loading value> 0.35 (Hair et al., 2019). (2019) factor loading 265
respondents). In other words, there is internal consistency in these statements so that they can
form the construct of each variable.
Reliability Test

The basis for making this reliability test decision is as follows:
If Cronbach's coefficient Alpha > 0.60, then the statements in the questionnaire are suitable
for use (construct reliable).
If the Cronbach coefficient alpha < 0.60, the statements in the questionnaire are not suitable
for use (construct is unreliable).
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Table 3
Reliability Test

Variable Cronbach Alpha Decision

Work Family Conflict 0.934 Reliable

Emofuonal 0.926 Reliable
Intelligence

Job Satisfaction 0.961 Reliable

Job Performance 0.942 Reliable

Based on the reliability test table, it can be said to be reliable based on the Cronbach's
Alpha value> 0.60. In other words, there is internal consistency in these statements so that
they can form constructs from each of these variables.

Goodness of Fit Test
Table 4
Goodness of Fit Test
Measurement Criteria Cut-off Value Results Decision
Type

Absolute  Fit Chi-square  Small chi-square 2411,270 POOR FIT
Measure

p-value p-value > 0.05 0,000 POOR FIT

RMSEA 0,10 0,074 GOOD FIT

RMR 0,10 0,077 GOOD FIT
Incremental NFI 70.90 orclose to 1 0,782 POOR FIT
Fit Measure

TLI 70.90 or close to 1 0,850 MARGINAL

FIT
CFI 70.90 or close to 1 0,857 MARGINAL
FIT

Parsimonious IFI >0.90o0rclosetol 0,858 POOR FIT
Fit Measure Normed Chi- Lower limit: 1.0; 2,450 GOOD FIT

square Upper limit:2.0/3.0

or5.0

Based on the results of testing the feasibility of the model above, it is found that the
values of RMSEA, RMR, resulting in a good fit, and TLI, CFlI, resulting in a marginal fit,
indicate that the goodness-of-fit model is acceptable. Thus, theoretical hypothesis testing can
proceed.

Data Analysis

Causality testing in this study uses the SEM analysis method with the help of AMOS

24 software. The following are the results of the SEM-AMOS full model.
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Figure 2
Structural Equation Model (SEM)

Hypothesis Test
In this study there are 7 hypotheses to be tested. Hypothesis testing is carried out to
determine whether or not there is a significant effect of each variable.
The basis for making hypothesis test decisions according to Hair et al. (2019) is as
follows:
a. If the p-value < 0.05 then Ho is not supported and Ha is supported (supported).
b. If the p-value > 0.05 then Ho is supported and Ha is not supported (not supported).
Table 5
Hypothesis Test Results

®

@ @

Hypothesis Estimate p-value Conclusion
H1: The_re is a negative effect of work- 0224 0.000 Hal is supported
family conflict on job performance
H2 : There is a negative effect of work-
family  conflict on  emotional -0,294 0.000 Haz2 is supported
intelligence
H3 : Thgre is a negative effe_ct of_ work- 0279 0.000  Ha3 is supported
family conflict on job satisfaction
H4: Therg is a positive effect of emotional 0,251 0.000  Had is supported
intelligence on job performance
Hypothesis Estimate p-value Conclusion
H5 : T_here_ls a positive effect of job 0,372 0.000  Ha5 is supported
satisfaction on job performance
H6 : There is an effect of work-family
conflict on job performance with 0074 0.000  Ha6 is supported

emotional intelligence as a mediating
variable.
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H7 : There is an effect of work-family
conflict on job performance with job -0,104 0.000 Ha7 supported
satisfaction as a mediating variable.

The Effect of Work Family Conflict on Job Performance

Based on the results of statistical tests, it shows that the effect of work-family conflict
on job performance has an estimated value of -0,224 with a p-value of 0.000. This indicates
that there is a negative effect of work-family conflict on job performance. The results of this
study are in line with research conducted by Zainal et al. (2020), which states that work-
family conflict is negatively correlated with job performance. Work-family conflict occurs
when there are conflicting demands between work and family demands. When someone is
faced with this problem, it will have an impact on reducing concentration at work, thus
affecting focus and productivity at work. The occurrence of this conflict also tends to increase
stress and burnout, which will then reduce one's performance in completing their tasks.
The Effect of Work Family Conflict on Emotional Intelligence

Based on the results of statistical tests, it shows that the effect of work-family conflict
on emotional intelligence has an estimated value of -0,294 with a p-value of 0.000. This
indicates that there is a negative effect of work-family conflict on emotional intelligence. The
results of this study are in line with research conducted by Zeb et al. (2021), which states that
work-family conflict has a negative impact on emotional intelligence among medical
personnel. Prolonged conflict between work and family will cause an increase in a person's
stress level, so it will make it difficult for that person to manage emotions well. This will
have an impact on emotional control when facing problems both at home and at work. When
a person experiences pressure due to work and family conflicts, focus and mental clarity tend
to be reduced, which results in the ability to understand and pay attention to other people's
emotions (empathy) decreasing.
The Effect of Work Family Conflict on Job Satisfaction

Based on the results of statistical tests, it shows that the effect of work-family conflict
on job satisfaction has an estimated value of -0,279 with a p-value of 0.000. This indicates
that there is a negative effect of work-family conflict on job satisfaction. The results of this
study are in line with research conducted by Zahra and Fazlurrahman (2023), which states
that work-family conflict has a negative impact on job satisfaction. Furthermore, Purwanto
(2020) also confirmed that the level of job satisfaction is influenced by work-family conflict.
When there is a conflict between work and family that often conflicts, it will often cause a
person to feel pressured in carrying out these two roles. Stress levels will increase and cause
a person to feel that he cannot optimally perform each of his tasks, which causes individuals
to be less satisfied with work because they cannot meet their expectations.
The Effect of Emotional Intelligence on Job Performance

Based on the results of statistical tests, it is shown that the effect of emotional
intelligence on job performance has an estimated value of 0,251 with a p-value of 0.000. This
indicates that there is a positive effect of emotional intelligence on job performance. The
results of this study are in line with research conducted by Sahidur et al. (2020), which states
that emotional intelligence and job performance have a positive effect. Emotional
intelligence refers to a person's ability to understand, manage, recognise, and direct the
emotions of others so that in the world of work, this ability is very important for performance
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and productivity. Someone with emotional intelligence can understand other people's
emotions so that it is easy to communicate and cooperate in a team, which will affect work
effectiveness and can improve performance. A person with high emotional intelligence is
also able to control emotions and has a fairly high resistance to work pressure.
The Effect of Job Satisfaction on Job Performance

Based on the results of statistical tests, it is shown that the effect of job satisfaction
on job performance has an estimated value of 0,372 with a p-value of 0.000. This indicates
that there is a positive effect of job satisfaction on job performance. The results of this study
are in line with research conducted by Cao et al. (2024), which states that employee job
satisfaction motivates them to achieve higher levels of performance. Job satisfaction refers
to the satisfaction a person feels from the results of his work, including satisfaction with the
work environment, relationships with colleagues and superiors, as well as the results of his
performance. Satisfied employees tend to have higher motivation and enthusiasm in
completing each task assigned. Job satisfaction encourages a person to be able to work more
productively and be committed to meeting their expectations.
The Effect of Work Family Conflict on Job Performance with Emotional Intelligence
as a Mediating Variable

Based on the results of statistical testing, it shows that the estimate of work family
conflict mediated by emotional intelligence is -0,074, meaning that the higher the perception
of work family conflict mediated by emotional intelligence, the lower the perception of job
performance. This proves that emotional intelligence is a mediating variable. The role of
emotional intelligence in mediating the effect of work-family conflict on job performance is
a partial mediation. The results of this study are in line with research conducted by Afianto
etal. (2024), which states that emotional intelligence acts as a mediator in the of work-family
conflict on employee performance. When the conflict between work and family increases, it
will have an impact on reducing work, but with good emotional intelligence, these negative
effects can be minimised and corrected so that performance will be maintained. High
emotional intelligence can help employees manage negative emotions arising from work-
family conflict.
The Effect of Work Family Conflict on Job Performance with Job Satisfaction as a
Mediating Variable

Based on the results of statistical testing, it shows that the estimate of work family
conflict mediated by job satisfaction is -0,104, meaning that the higher the perception of work
family conflict mediated by job satisfaction, the lower the perception of job performance.
The results of this study are in line with research conducted by Mitra et al. (2023), which
states that the performance of female nurses is associated with work-family conflict, and job
satisfaction serves as a mediating variable between the two. The occurrence of conflict
between work and family demands that are opposite to each other can reduce employee job
satisfaction, which in turn has a negative impact on performance at work. Job satisfaction
acts as an intermediary in the relationship between work-family conflict and job performance.
When work-family conflict lowers job satisfaction, the effects will also continue to affect
performance. In other words, the higher the work-family conflict a person experiences, the
lower their job satisfaction will be, which in turn leads to a decrease in performance.
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CONCLUSION

From the results of the study, it is concluded that 7 hypotheses in the study are
supported. Work-family conflict has a negative effect on job performance, emotional
intelligence, and job satisfaction. Then, emotional intelligence and job satisfaction have a
positive effect on job performance. Emotional intelligence and job satisfaction act as
mediating variables with a partial mediating role in this effect.

The results of this study are expected to be a source of information for companies to
improve employee performance. The managerial implications in this study that can be
applied by companies to reduce the negative impact of work family conflict are by
conducting training to improve employee emotional intelligence, companies can also
implement employee welfare programs that focus on the balance between work and family,
companies can conduct periodic evaluations related to the workload of each employee, and
companies can also implement employee appreciation programs in the form of promotions
or bonuses.

The suggestions for further research are to expand the scope of the research sample
not limited to 3 and 4-star hotel employees only. Then other variables can be added to develop
a conceptual framework and see phenomena caused by other domains.
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