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PERNYATAAN ORISINALITAS




Analysis of Work Stress Management of Front Office Department Employees
at Grand Mercure Malang Mirama Hotel
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3Management Department, Universitas Muhammadiyah Malang, Indonesia
Corresponding E-mail: sabilafebric@gmail.com

ABSTRACT

This study aims to analyze employee work stress management in the Front
Office Department of Grand Mercure Malang Mirama Hotel using the CIPP
(Context, Input, Process, Product) evaluation model. This research uses qualitative
research methods with a descriptive approach, data collected through observation,
in-depth interviews, and documentation. The results showed that employee work
stress is caused by high workload, role vagueness, erratic shift system, and
interpersonal conflict. Although the management has provided counseling services
and recovery leave, the utilization is still limited due to the lack of socialization and
preventive approaches. Evaluation using the CIPP model shows that in terms of
context, the need for a stress management program is very high; in terms of input
and process, there are still weaknesses in the implementation and affordability of
the program; whilein terms of product, the positive impact has not been felt equally
by employees. This research recommends strengthening stress management
strategies that are more systematic, participatory, and oriented towards the long-
term welfare of employees.

Keywords : Work Stress Management, Front Office Employees, Hospitality
Industry, CIPP Evaluation
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ABSTRAK

Penelitian ini bertujuan untuk menganalisis manajemen stres kerja
karyawan di Departemen Front Office Hotel Grand Mercure Malang Mirama
dengan menggunakan model evaluasi CIPP (Context, Input, Process, Product).
Penelitian ini- menggunakan metode penelitian kualitatif dengan oendekatan
deskriptif, data dikumpulkan melalui observasi, wawancara mendalam, dan
dokumentasi. Hasil penelitian menunjukkan bahwa stres kerja karyawan
disebabkan oleh tingginya beban kerja, ketidakjelasan peran, sistem shift yang tidak
menentu,  dan = konflik interpersonal.  Meskipun pihak manajemen telah
menyediakan layanan konseling dan cuti pemulihan, pemanfaatannya masih
terbatas karena kurangnya sosialisasi dan pendekatan yang bersifat preventif.
Evaluasi menggunakan model CIPP menunjukkan bahwa secara Kkonteks,
kebutuhan akan program manajemen stres sangat tinggi; dari sisi input dan proses,
masih terdapat kelemahan dalam pelaksanaan dan keterjangkauan program;
sedangkan dari sisi produk, dampak positif belum dirasakan secara merata oleh
karyawan. Penelitian ini merekomendasikan penguatan strategi manajemen stres
yang lebih sistematis, partisipatif, dan berorientasi pada kesejahteraan jangka
panjang karyawan.

Kata kunci: Manajemen Stres Kerja, Karyawan Front Office, Industri Perhotelan,
Evaluasi CIPP
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