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ABSTRAK 

 

Job crafting pada industri perhotelan pada karyawan lini depan yang berhubungan 

dengan pelanggan sering memainkan peran penting dalam memberikan layanan yang 

berkualitas kepada pelanggan. Hal tersebut dapat mempengaruhi tingkat kinerja pada suatu 

karyawan. Karyawan juga memiliki kepercayaan kepada atasan sehingga dapat memberikan 

informasi terkait pekerjaan dengan baik. Tetapi ada beberapa karyawan yang merasakan 

adanya kesenjangan sosial kepada atasannya. Maka, dapat mempengaruhi tingkat kinerja. 

Penelitian ini dilakukan pada karyawan Hotel Singgasana Surabaya. Penelitian ini berfokus 

terhadap pengujian variabel job crafting dan leader member exchange terhadap job 

performance melalui work engagement sebagai variabel mediasi. Penelitian ini menggunakan 

metode kuantitatif dengan menggunakan kuesioner dan menggunakan partial least square 

(PLS). Responden dari penelitian ini adalah karyawan Hotel Singgasana Surabaya sebanyak 

91 orang. 

Hasil penelitian menunjukkan bahwa job crafting berpengaruh signifikan terhadap job 

performance pada karyawan Hotel Singgasana Surabaya. Sedangakan tidak ditemukan 

pengaruh signifikan pada leader member exchange terhadap job performance pada karyawan 

Hotel Singgasana Surabaya. Kemuadian job crafting dan leader member exchange memiliki 

pengaruh positif signifikan terhadap work engagement pada karyawan Hotel Singgasana 

Surabaya. Sedangkan pada mediasi work engagement tidak berpengaruh signifikan antara job 

crafting dan leader member exchange terhadap job performance pada karyawan Hotel 

Singgasana Surabaya. Pada penelitian ini tidak menggunakan variabel moderasi. Oleh karena 

itu, maka penting bagi peneliti selanjutnya untuk menambahkan variabel moderasi agar dapat 

lebih mendukung peran antar variabel. 

Kata Kunci: job crafting, leader member exchange, work engagement dan job performance 
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ABSTRACT 

 

Job crafting in the hospitality industry for front-line employees who deal with 

customers who often play an important role in providing quality service to customers. This can 

affect the level of performance of an employee. Employees also have confidence in their 

superiors so that they can provide job-related information properly. But there are some 

employees who feel social with their superiors. So, it can affect the level of performance. This 

research was conducted on employees of Hotel Singgasana Surabaya. This study focuses on 

testing job crafting and leader member exchange work performance through work engagement 

as a mediating variable. This study uses a quantitative method using a questionnaire and using 

partial least squares (PLS). Respondents from this study were Hotel Singgasana Surabaya 

employees as many as 91 people. 

The results showed that job crafting had a significant effect on job performance for 

Singgasana Hotel Surabaya employees. Meanwhile, no significant effect was found on the 

exchange of leader members on work performance of Singgasana Hotel Surabaya employees. 

Then job crafting and leader member exchange have a significant positive effect on work 

engagement for Singgasana Hotel Surabaya employees. Meanwhile, work engagement 

mediation has no significant effect between job crafting and leader member exchange on 

employee performance at Singgasana Hotel Surabaya. In this study, no moderating variable 

was used. Therefore, it is important for further researchers to add moderating variables in 

order to better support the role between variables. 

Keywords: job crafting, leader member exchange, work engagement and job performance 
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