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ABSTRAK 

 
Farah Shabrina Putri, 111811133147, Peran Regulasi Emosi dalam Memoderasi 

Pengaruh Customer Incivility terhadap Kelelahan Emosional pada Frontliner Bank, 

Skripsi, Fakultas Psikologi Universitas Airlangga, 2022. 

 

XVI + 106 halaman, 14 lampiran 

 

 Penelitian ini bertujuan untuk mengethaui pengaruh customer incivility 
terhadap kelelahan emosional serta peran regulasi emosi dalam memoderasi 

pengaruh customer incivility terhadap kelelahan emosional. Definisi customer 
incivility berdasarkan penjelasan dari Kern & Grandey, (2009); Sliter dkk., (2012), 

definisi kelelahan emosional berdasarkan penjelasan dari Maslach & Jackson, 

(1981), dan definisi dari regulasi emosi berdasarkan penjelasan dari Gross, (1998; 

Thompson, (1994). 

 Penelitian ini menggunakan salah satu tipe pendekatan kuantitatif, yaitu 

survey. Subjek penelitian ini adalah frontliner bank, baik teller maupun customer 
service, yang bekerja di salah satu bank di Indonesia. Total subjek dalam penelitian 

ini adalah 105 orang. Alat ukur pada penelitian ini menggunaka Customer Incivility 
Scale (Cortina dkk., 2001) untuk mengukur customer incivility, Emotional 
Exhaustion Scale (Maslach dkk., 1986) untuk mengukur kelelahan emosional, serta 

Emotional Regulation Questionnaire (Gross & Jhon, 2003) untuk mengukur 

regulasi emosi. 

 Hasil analisis penelitian ini menunjukkan bahwa terdapat pengaruh positif 

signifikan antara customer incivility dan kelelahan emosional (p = 0,000). Pada 

penelitian ini juga ditemukan bahwa regulasi emosi cognitive reappraisal dan 

expressive suppression tidak signifikan memoderasi pengaruh customer incivility 
terhadap kelelahan emosional (p = 0,480; p = 0,194).  

 

Kata kunci: customer incivility, kelelahan emosional, regulasi emosi. 

Daftar pustaka, 61 (1978 – 2022)  
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ABSTRACT 
 

 
Farah Shabrina Putri, 111811133147, The Role of Emotion Regulation in 
Moderating the Effect of Customer Incivility on Emotional Exhaustion on Bank 
Frontliners, Thesis, Faculty of Psychology Universitas Airlangga, 2022. 
  
XVI + 106 pages, 14 attachments 
 

This study aims to determine the effect of customer incivility on emotional 
exhaustion and the role of emotion regulation in moderating the effect of customer 
incivility on emotional exhaustion. The definition of customer incivility is based on 
the explanation from Kern & Grandey, (2009); Sliter dkk., (2012), the definition of 
emotional exhaustion is based on the explanation of Maslach & Jackson, (1981), 
and the definition of emotion regulation is based on the explanation of Gross, 
(1998; Thompson, (1994). 

This study uses one type of quantitative approach, namely a survey. The 
subject of this research is a bank frontline, both teller and customer service, who 
works in a bank in Indonesia. The total subjects in this study were 105 people. The 
measuring instrument in this study used Customer Incivility Scale (Cortina et al., 
2001) to measure customer incivility,  Emotional Exhaustion Scale (Maslach et al., 
1986) to measure emotional exhaustion, and Emotional Regulation Questionnaire 
(Gross & John, 2003) to measure regulation emotion. 

The results of the analysis of this study indicate that there is a significant 
positive effect between customer incivility and emotional exhaustion (p = 0.000). 
In this study, it was also found that cognitive reappraisal and expressive 
suppression did not significantly moderate the effect of customer incivility on 
emotional exhaustion (p = 0.480; p = 0.194). 
 
Keywords: customer incivility, emotional exhaustion, emotion regulation. 
References, 61 (1978 – 2022) 
  


