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ABSTRACT: Emotional labor is an integral part of many jobs, especially those that involve 

interactions with other people. Employees who perform emotional labor are required to 

manage their emotions and display emotions that are appropriate to the demands of the 

job. This research aims to analyze the impact of emotional labor on employees' work-life 

balance. This research uses quantitative research. The data collection technique used was 

a questionnaire. The data that has been collected is then analyzed in the validity test, 

reliability test, normality test, and regression test. The results showed that emotional 

labor and work stress affect employees' work-life balance. Employees who do emotional 

labor and work stress are more likely to experience fatigue, and difficulty separating work 

life and personal life. Companies need to overcome these negative impacts, including 

with various social support company policies that support work-life balance can help 

employees overcome the negative impacts of emotional labor and work stress.   
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INTRODUCTION 

Emotional labor is an 

indispensable aspect of many types of 

work, especially those that require 

interaction between individuals and 

others. Emotional work refers to a 

person's ability to manage and express 

their emotions appropriately according 

to the demands of the job, especially 

when interacting with others. This is 

important because in jobs that involve 

social interaction, proper emotional 

expression can affect service quality, 

interpersonal relationships, and overall 

performance (Yasinta, S., & Komari, 

2022). 

Employees who perform 

emotional labor are required to manage 

their emotions and display emotions 

that match the demands of the job 

(Lukmiati, 2020). For example, in 

customer service, employees are 

expected to remain calm and friendly 

when dealing with customers who may 

be angry or frustrated. Employees must 

be able to control their own emotions 

and show empathy to solve customer 

problems effectively. Similarly, in 



 2045 | The Impact of Emotional Work And Work Stress On The Work-Life Balance of 

Employees In  Private Banking Subsidiaries 
 

 

professions such as nurses or 

counselors, the ability to understand and 

respond sensitively to the emotions of a 

patient or client is essential to providing 

effective support. 

However, in addition to this need 

for emotional labor, it cannot be ignored 

that it also has an impact on the work-

life balance of employees. Employees 

who are constantly engaged in intense 

emotional labor are likely to experience 

stress and emotional exhaustion 

(Samodro, 2018). Employees who are 

burdened by pressure to suppress or 

hide their emotions according to job 

expectations, even outside of working 

hours. As a result, the balance between 

work life and personal life of employees 

can be disrupted, which in turn can 

negatively impact the mental and 

physical well-being of employees.  

This balance not only allows 

employees to feel happier and satisfied 

with their lives overall, but can also 

increase productivity, creativity, and 

workforce retention in the workplace 

(Badrianto & Ekhsan, 2021). Therefore, 

companies need to pay attention to 

efforts to create a work environment 

that supports work-life balance and 

employees' personal lives. 

Previous research by (Kinnary & 

Tanuwijaya, 2022) shows that there is an 

influence of emotional intelligence on 

the attachment of company human 

resources, namely employees and work-

life balance. The resulting effect is not 

significant on the fit of work. The work 

balance also has an influence on 

employee engagement, job satisfaction, 

and job performance. Then, work 

performance affects career 

development. Another study by (Efendi 

et al., 2022) explains that emotional 

intelligence depends on employee 

performance. Emotional intelligence had 

no significant effect on work-life 

balance. Work-life balance has an 

influence on employee performance. 

Work-life balance has not been shown 

to have a mediating role. 

The novelty of this study is on 

emotional work variables that have 

never been studied before. The results of 

this study can deepen understanding of 

the relationship between emotional 

labor and employee work-life balance, 

as well as the factors that influence the 

interaction between the two. The 

findings could help develop a more 

comprehensive theoretical model of 

how emotional distress in the workplace 

affects employee well-being in the long 

run. This study aims to analyze the 

impact of emotional work on employees' 

work-life balance. 

 

RESEARCH METHODOLOGY 

This study used quantitative 

research. Quantitative research is a 

process of investigating various social 

problems related to various theories in 

which there are several variables that can 

be calculated and analyzed statistically 

in determining the truth of a theory (Ali, 

2022). Data was collected through 

questionnaires that were shared. 

Questionnaire is a data collection 

technique through various questions 

given then the results can be analyzed 

(Prawiyogi et al., 2021).  Data analysis 

was carried out with various tests using 

SPSS, such as validity tests, reliability 

tests, normality tests, and regression 

tests. 
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RESULT AND DISCUSSION 

Validity Test 

 Validity test means a test to 

measure the accuracy of the instrument 

used. So that the test can be tied to have 

high accuracy if the results obtained are 

in accordance with expectations 

(Puspasari & Puspita, 2022). 

Table 1. Validity Test Results 

 X1 X2 Y 

X1 Pearson Correlation 1 .573** .503** 

Sig. (2-tailed)  <.001 <.001 

N 110 110 110 

X2 Pearson Correlation .573** 1 .641** 

Sig. (2-tailed) <.001  <.001 

N 110 110 110 

Y Pearson Correlation .503** .641** 1 

Sig. (2-tailed) <.001 <.001  

N 110 110 110 

**. Correlation is significant at the 0.01 level (2-tailed). 

 Referring to Table 1, the validity 

test results for the three variables 

resulted in a significance value of 0.001, 

which is smaller than 0.05. Therefore, it 

can be concluded that the results of the 

questionnaire are considered valid. 

Reliability Test 

 Reliability test is a tool used in 

testing the questionnaire instrument 

used (Prambudi & Imantoro, 2021). 

Table 2. Reliability Test Results 

Cronbach's Alpha N of Items 

.790 3 

 In Table 2, the reliability test 

results show a Cronbach's Alpha value of 

0.790, exceeding the threshold of 0.600. 

Therefore, it can be concluded that the 

questionnaire shows high consistency 

and reliability, so it is worth using. 

Normality Test 

 The normality test is a test in the 

process of distributing data (Sintia et al., 

2022).

Table 3. Normality Test Results 

 

Kolmogorov-Smirnova Shapiro-Wilk 

Statistic df Sig. Statistic df Sig. 

X1 .188 110 <.001 .885 110 <.001 

X2 .138 110 <.001 .946 110 <.001 

Y .128 110 <.001 .941 110 <.001 

a. Lilliefors Significance Correction 
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 Referring to Table 3, the results 

of the normality test using the 

Kolmogorov-Smirnov test for the 

variables emotional labor (X1), work 

stress (X2), and work-life balance of 

employees (Y) resulted in a significance 

value of less than 0.001. Therefore, it can 

be concluded that the data for the three 

variables show a normal distribution. 

Uji Regresi 

 Regression test is a test carried 

out to find out the relationship between 

various variables including independent 

variables and bound variables (Padilah & 

Adam, 2019).  

Table 4. Regression Test Results 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.931 2.001  .965 .337 

X1 .201 .088 .202 2.289 .024 

X2 .373 .063 .525 5.938 <.001 

a. Dependent Variable: Y 

 In the table above, the 

significance value of emotional work 

(X1) is 0.024 and work stress (X2) is 0.000 

so that both are smaller than 0.05. This 

indicates that work emotions and work 

stress have an influence on the work-life 

balance of employees in company X. 

Discussion  

Emotional Work Affects The Work-

Life Balance Of Employees 

 Based on the results of the study, 

it was found that emotional work affects 

the life balance of employee 

performance. In a competitive business 

environment, a company is required to 

have an advantage that sets it apart from 

its competitors. One of the most 

valuable assets in achieving competitive 

advantage is qualified and competent 

human resources. Employees who have 

good competence in their fields are able 

to make a significant contribution to the 

achievement of organizational goals 

(Baharuddin et al., 2022). Human 

resources in an organization include 

workers, employees, workers, or 

employees with various skills they have. 

Despite having different specialties, they 

all have the same goal in achieving the 

success of the organization or company 

they work for. The quality and 

performance of employees greatly affect 

the progress of the organization 

(Larastrini & Adnyani, 2019). Thus, the 

success or failure of an organization 

depends on the quality and dedication 

of its employees. Employees who are 

able to provide superior and productive 

performance will significantly support 

the achievement of company goals and 

objectives. 

Employees here are considered as 

key assets for any organization or 

company, not only as executors of 

operational tasks, but also as decision 

makers who play an active role in 

achieving company goals (Hofmann & 

Stokburger-Sauer, 2017). Effective 

management is not only important to 

achieve good financial performance, but 
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also to meet the needs and goals of 

employees. The quality of human 

resources is influenced by the character 

and behavior of individual employees as 

well as by the work environment within 

the company. Superior performance of 

employees will have a direct positive 

impact on the company, therefore, 

company management focuses on 

efforts to improve employee 

performance (Jung et al., 2023).  

Employees who have good 

qualities and expertise can be valuable 

capital for the organization. In addition 

to intellectual abilities, aspects of 

emotional work also play an important 

role in employee performance. Success 

at work is determined not only by 

intellectual intelligence (IQ), but also by 

the ability to manage emotions, which 

reflects the way a person interacts with 

others. Research by Goleman shows that 

emotional intelligence has a huge 

contribution in determining the success 

of a person's life. In fact, about 80% of 

success in life is influenced by emotional 

intelligence, while only about 20% is 

influenced by intellectual intelligence. 

The statement emphasizes the 

importance of aspects of human 

behavior in the context of the work 

environment. Employee attitudes and 

behaviors towards work have a crucial 

role in determining the success of a 

company in carrying out its operations 

(Setyaningrum et al., 2016). 

According to (Salovey & Mayer, 

1990), Emotional intelligence, as part of 

social intelligence, involves a person's 

ability to observe and understand social 

feelings as well as the emotions of 

others. People with high emotional 

intelligence can recognize and interpret 

emotional signals from others, and use 

that understanding to guide their 

thought processes (Octavia et al., 2020). 

In addition, emotional intelligence 

includes the ability to feel, understand, 

and interact with emotions effectively, as 

well as having sensitivity to emotional 

information as a source of energy, 

connection, and influence that affects 

humans (Pratama & Setiadi, 2021). 

A person who has a high level of 

emotional intelligence has skills in 

managing his emotions effectively. They 

can motivate themselves and others, 

remain stable in the face of discomfort, 

and are able to resist impulsive urges 

and delay instant gratification. In 

addition, they can also manage their 

mood well and show empathy for others. 

This ability allows them to provide better 

service to others, both in professional 

and personal contexts (Subagio, 2015).  

The challenge for companies in 

providing life balance for employees 

while overcoming the negative impact of 

emotional labor that tends to lead to 

high stress and severe burnout, requires 

concrete steps for its resolution. First, 

companies can provide social support to 

employees. Social support plays an 

important role in reducing the negative 

impact of job stress on job attachment, 

allowing employees experiencing an 

imbalance between life and work to still 

feel connected to their work. Social 

support comes from a variety of sources 

and types. In a work environment, this 

can include support from superiors, co-

workers, and the organization where 

they work. In a personal or family 

environment, social support can be in 

the form of help and support from family 

members, close friends, friends, and 

individuals who play an important role in 

a person's life (Pratama & Setiadi, 2021). 

For this reason, companies can 

provide social support by ensuring open 
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and clear communication channels 

between employees and management 

to create an inclusive and supportive 

work environment. Employees need to 

feel heard and supported by 

management when facing challenges, 

including emotional stress. With open 

channels of communication, employees 

can feel more comfortable 

communicating their experiences, 

difficulties, and feelings without fear or 

worry.  

Work Stress Affects Employee Work-

Life Balance 

Based on the results of the study, 

it was explained that work stress affects 

the work-life balance of employees. 

Emotional labor practices can lead to 

higher levels of stress, burnout, and 

difficulty in separating between work 

and personal life. This is due to several 

factors such as, employees often feel the 

need to suppress or hide their emotions 

according to the demands of the job, 

which can create internal tension and 

increase stress. In addition, difficulties in 

separating between work life and 

personal life can also occur due to side 

effects of emotional work practices. This 

is in line with research conducted by 

(Abdillah & Rahmat, 2017), which shows 

that one of the causes of high levels of 

work stress is the low ability of 

employees to manage feelings, known 

as emotional intelligence. When 

employees are not able to manage their 

feelings well in the context of work, they 

tend to experience greater stress, which 

can ultimately disrupt the balance 

between work and their personal lives. 

Sagala (2009) in (Rizaldi, 2021), 

Work stress is defined as a state of 

tension that creates physical and psychic 

imbalances, which affect the emotions, 

thought processes, and conditions of 

employees. Work stress can arise due to 

various environmental demands, and 

individual responses to it can vary. The 

impact can be felt in the form of anxiety, 

increased emotional tension, disruption 

of thought processes, and affected 

physical conditions. 

A person who experiences stress 

tends to experience significant negative 

impacts, including decreased health, lack 

of motivation, low productivity, and lack 

of comfort at work. This has the potential 

to have an impact on their success in 

driving organizational activities. As a 

result of work stress, it can cause 

individuals to become uneasy and feel 

excessive worry (Nurmaini et al., 2023). 

This impact becomes a serious problem 

for companies because employees who 

experience stress will not be able to 

make the maximum contribution in 

carrying out tasks and achieving 

organizational goals. Work stress can 

hinder employees' ability to concentrate, 

make decisions, and interact effectively 

in the work environment. So it is 

important for companies to pay 

attention to employee welfare and 

create a work environment that supports 

life balance (Ula et al., 2015). 

Work-Life Balance, is a metaphor 

that describes the equal distribution or 

portion between personal and work life. 

The term "balance" implies that these 

two aspects carry equal weight, both 

physically and psychologically, which 

creates stability between body and 

mind. The concept of work-life balance 

also includes a deeper meaning, which is 

to create comfort in working and 

enjoying the rest of life happily. It refers 

to the attempt to effectively manage and 

organize actions between work and any 
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other important activities outside of 

work. This is so that a person's life is not 

only focused on work, but also includes 

aspects such as family, society, a 

conducive work environment, self-

development, and the use of free time 

(Shakir & Siddiqui, 2018). 

Programs such as mentoring, 

coaching, or support groups can be an 

effective means of providing social 

support to employees. Through this 

program, employees can get guidance, 

advice, and support from colleagues or 

mentors who have had similar 

experiences. Not only does this help 

reduce the feelings of isolation and 

loneliness that often occur when dealing 

with stress, but it also provides 

opportunities to learn and grow 

professionally and personally. So, when 

employees feel accepted and valued, the 

company has an impact on them to 

open up and share their experiences and 

feelings with colleagues and 

management. This will help create a 

more positive and supportive work 

atmosphere for employees who 

experience emotional work stress 

(Asepta & Maruno, 2017). 

The second step in overcoming 

the negative impact of emotional labor 

is to develop stress management skills. 

Stress management is a set of 

techniques and strategies used to 

reduce the negative effects of stress that 

individuals experience. This can be done 

both individually and in groups, and 

involves a variety of strategies that can 

help individuals cope with stress more 

effectively. 

The next step that can be taken by 

companies is to create company policies 

that support work-life balance for 

employees. Work-life balance is a crucial 

aspect in human resource (HR) 

development in various organizations, 

because it not only involves the number 

of working hours versus free time, but 

also involves the psychological and 

emotional state of individuals in the 

work environment (Wahdiniawati et al., 

2024). Companies can implement a 

variety of policies that support that 

balance, such as flexibility in working 

hours, better time off, or even remote 

work programs. Better leave policies or 

remote work programs can give 

employees the opportunity to have 

quality time with family and engage in 

activities outside of work, which in turn 

can help reduce stress levels that may 

arise from job demands.  

As a result of the policy, 

employees feel supported and have a 

balance between their work and 

personal lives tend to be happier, 

productive, and loyal to their company. 

In addition, it will also help increase 

employee retention, reduce 

absenteeism rates, and enhance the 

company's reputation as a workplace 

that cares about employee well-being. 

Therefore, by implementing 

strategies such as providing social 

support to employees, developing stress 

management skills, and implementing 

company policies that support work-life 

balance, companies can help employees 

manage their emotional work-related 

stress more effectively, as well as 

improve their overall well-being. These 

steps help employees cope with the 

pressures and challenges faced by 

emotional labor, so they can become 

more focused, productive, and loyal to 

the company. A positive impact on 

employees will also contribute to the 

company's long-term performance and 

success considering employees as the 
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most important resource in achieving 

organizational goals. 

 

CONCLUSION 

Based on the results of the study, 

it was found that emotional work and 

work stress have an influence on the 

balance of employee work life in   private 

banking companies. Emotional work and 

work stress have a negative impact on 

employees' work-life balance. In dealing 

with the negative impacts that arise, 

companies have an important role in 

providing support to employees. Social 

support, the development of stress 

management skills, and the 

implementation of company policies 

that support work-life balance can be 

effective solutions. Thus, these measures 

help employees cope with the stresses 

and challenges faced by emotional work 

and work stress, and improve their 

overall well-being. 
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