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Abstract— The health and psychological well-being of workers can 

affect employee performance. Meanwhile, emotional labor plays a role 

in strengthening reciprocal relationships between employees and 

clients who see them. The literature view using expectancy theory. 

Vroom's expectancy theory has two basic assumptions, namely: 1) 

Individuals have beliefs about outcomes that have an impact on the 

behavior of a causal relationship between these outcomes, which are 

then known as expectancy beliefs or instrumentally, 2) Individuals 

have an (emotional) reaction to the outcome, namely relatedness and 

satisfaction, known as valance. The research method are using 

Qualitative research includes an inductive approach to constructing 

knowledge that uses research and emphasizes subjectivity as well as 

the meaning of experience for individuals. Mental health is not only 

seen or measured by the presence of Psychological well-being, but 

self-adjustment and values goodness lived by the person concerned. 

Internal Auditor Performance Portrait from the lens of Emotional 

Labor. When you have long realized that there is emotional or 

impulsive (according to impulses). Basically everyone connects deep 

feelings or emotions such as joy, worry, affection, hope, even miracles, 

for example, when someone forgets a favorite item, there are various 

emotional forms, there can be feelings of sadness, anger, and guilt. 

I. INTRODUCTION  

The motivation of workers now in addition to service the nation 

state, is also an effort to meet various needs. But the reality is 

that lately, working people often do not know the meaning of 

work, because the income they are earn cannot prosper 

themselves and their families. One of the most influential 

components in the economy is labor. The meaning of the 

workforce is doing work or people who are able to work 

produce good or services that aim meet their need. The 

provision of employment is one way to achieve welfare of 

people's lives. 

In a company an employee is considered the most important 

asset in the company. In addition, existence is considered to be 

able to make a major contribution to the success of the 

company. Employees in a company have different desires and 

goals for that they need to be fostered so that their respective 

goals can be integrated with organization goals. In order for 

management activities to run well, companies must have 

knowledgeable and highly skilled employees and efforts to 

manage the company as optimally as possible so that employee 

performance increases. Improved employee performance will 

bring progress for the company to be able to survive in an 

unstable competitive business environment. 

Robbin, Judge & Timothy (2009) say that someone who 

works in a company or organization must follow the rules made 

by company and show good performance even though 

sometimes they are faced with unfavorable situations, this is 

what can affect employee welfare. Well-being according to the 

Centers for Disease Control and Prevention is divided into 

pychological, economic, social, activity development, 

emotional, psychological, and life satisfaction, domain-specific 

satisfaction, and involvement in work activities. When 

physiological well-being has been met, it may not necessarily 

be balanced with psychological well-being. Research 

conducted by Gardner (2019), revealed that the work autonomy 

faced by employees and organizational-based self-esteem can 

affect the psychological well-being and resilience of 

employees. 

In addition, the health and psychological well-being of 

workers can affect employee performance. Meanwhile, 

emotional labor plays a role in strengthening reciprocal 

relationships between employees and clients who see them. 

time to reduce their stress and increase satisfaction. It has been 

recognized that there are positive or negative impacts that 

result, and therefore it depends on each individual in 

overcoming emotional labor (Ashforth & Humphrey, 1993). 

II. LITERATURE REVIEW 

Expectancy Theory 

Vroom (1964) states expectancy theory is related to choice 

and force. Vroom's expectancy theory has two basic 

assumptions, namely: 1) Individuals have beliefs about 

outcomes that have an impact on the behavior of a causal 

relationship between these outcomes, which are then known as 

expectancy beliefs or instrumentally, 2) Individuals have an 

(emotional) reaction to the outcome, namely relatedness and 

satisfaction, known as valance. Expectancy/instrumentally and 

valance affect individuals in two ways, namely increasing the 

force to act and influencing choices at the performance level. 

A person with a strong motivation to achieve his goals will 

have a positive impact on his success, and vice versa if someone 

does not have a strong motivation it will negative impact on its 

success. Auditors who have a strong motivation to examine the 

financial statements optimally will have a positive impact on 

their success in producing the right opinion on the financial 

statements being audited. 
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Psychological well-being 

Ryff (1989) defines Psychological Well-being (PWB) as a 

term used to describe an individual's psychological health based 

on the fulfillment of positive psychological functioning criteria. 

Psychological well-being is a measure of psychological 

development and mental health. Ryff builds psychological 

well-being model or often known as psychological well-being 

by combining human development theory, clinical theory of 

self-growth and mental health literature. 

Ryff and Singer (1996) describe that a high level of 

psychological well-being indicates that individuals have good 

relationships with the surrounding environment, have good 

self-confidence, can build good relationships with others, and 

have personal goals and goals for their work. In line with that, 

Festy (2018) Psychological well-being is the result of an 

evaluation made by a person of his life, both cognitive 

evaluation and emotional evaluation. Cognitive well-being is a 

form of satisfaction in life while emotional well-being is a 

feeling of pleasure. 

Aspects of Psychological well-being 

1) Self-acceptance 

Self-acceptance is an important part of psychological well-

being where individuals have positive opinions about 

themselves. Self-acceptance emphasizes that individuals are 

able to come to terms with victories and failures in life. A 

person's self-acceptance is built on an honest self-assessment, 

realizing his failures and limitations but remaining humble 

enough to embrace himself as he is. 

2) Positive relationship with others (positive relationship with 

other) 

Positive relationships with others mean steadfastness and 

pleasure in having close relationships with others. The 

importance of having good relationships with others is highly 

emphasized in the definition of psychological well-being. The 

level of good relationships with others arises when individuals 

have warm, satisfying, trusting relationships, care about the 

welfare of others, have the capacity to feel empathy, intimacy, 

understanding of attitudes, and give and take in human 

relationships. 

3) Autonomy 

Autonomy refers to a person's ability to pursue his or her 

own beliefs, even if they conflict with prevailing policies. 

Autonomy refers to the ability to live independently. Autonomy 

is described as the ability of self-actualization where the 

individual only focuses on his internal beliefs and is not 

interested in what others think of him but will evaluate himself 

according to personal standards. 

4) Environmental mastery 

Environmental mastery is another important part of 

psychological well-being. Environmental mastery summarizes 

how individuals control their surrounding environment. The 

ability to master the environment requires skills in creating and 

maintaining a beneficial environment for a person, this is 

nothing but related to the characteristics of individual mental 

health. Environmental mastery is an individual's ability to 

choose and create the right environment for his psychological 

condition. Active participation in activities in the organizational 

environment shows the individual's ability to manage various 

environmental situations to take advantage and try to 

manipulate them in such a way that they are able to provide 

mental health status for the individual. 

5) Purpose of life (Life in Purpose) 

The purpose of life is a person's ability to find meaning and 

direction in one's own experience and to set goals in life. 

Research has found that success at achieving goals leads to 

happiness only when individuals can develop their own 

independence. 

Psychological well-being factors 

1) Age 

Ryff (1989) in his research has found that several 

dimensions of psychological well-being can change with age. 

2) Gender 

Gender can also affect a person's psychological well-being. 

Women are considered to have a higher level of psychological 

well-being than men. This is associated with a mindset that 

affects the way individuals deal with stress, as well as social 

activities undertaken, where women have better interpersonal 

skills than men (Ryff & Singer, 2008). 

3) Autonomy 

Autonomy refers to a person's ability to pursue his or her 

own beliefs, even if they conflict with prevailing policies. 

Autonomy refers to the ability to live independently. Autonomy 

is described as the ability of self-actualization where the 

individual only focuses on his internal beliefs and is not 

interested in what others think of him but will evaluate himself 

according to personal standards. 

4) Environmental mastery 

Environmental mastery is another important part of 

psychological well-being. Environmental mastery summarizes 

how individuals control their surrounding environment. The 

ability to master the environment requires skills in creating and 

maintaining a beneficial environment for a person, this is 

nothing but related to the characteristics of individual mental 

health. 

5) Purpose of life (Life in Purpose) 

The purpose of life is a person's ability to find meaning and 

direction in one's own experience and to set goals in life. 

Research has found that success at achieving goals leads to 

happiness only when individuals can develop their own 

independence. 

6) Personal growth 

Personal growth is defined as a person's ability to realize his 

own potential and talents in order to develop new resources. 

7) Culture 

According to Ryff and Singer (1996), the difference 

between western culture and eastern culture is one of the 

determining factors in the psychological well-being of a 

society. self-acceptance and individual autonomy. 

8) Marital status 

Individuals who have psychological well-being can also be 

influenced by marital status. Married individuals are known to 

have higher dimensions of self-acceptance and purpose in life 

than single individuals. 

9) Level of social and economic status 
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Socio-economic level has an important impact on 

psychological well-being. Economic situations can encompass 

a wide range of rights related to access to housing, health care, 

education, employment and recreational activities. Research 

has shown that people in economically developed countries are 

happier than those in low-income countries. (Wells, 2010). 

10) Education level 

Another socio-demographic factor that can affect 

psychological well-being is the level of education. Education 

level is closely related to the dimensions of life goals (purpose 

in life) and personal growth (personal growth). higher education 

has a high psychological well-being as well (Ryff, 1996). 

11) Health 

Ryff and Singer (1996) show that psychological well-being 

is correlated with physical health factors such as cardiovascular, 

neuroendocrine and immune factors. 

12) Social support 

Sarafino (2012) defines social support as assistance 

received by individuals from other people or groups around 

them, which makes the person feel comfortable, loved and 

valued. Social support is very meaningful in one's life because 

it can provide a forecast of one's psychological well-being. 

13) Evaluation of life experience 

Ryff (1989), explained that psychological well-being can be 

influenced by individual life experiences. This includes various 

experiences that can be used as a lesson in every phase of life. 

Emotional Labor 

Hochschild (2012) defines emotional labor as a process of 

emotional control carried out by workers who often make direct 

contact with customers. The control can be in the form of facial 

expressions and body movements. Organizations and reward 

systems in the form of salaries can determine whether workers 

must control their emotions at work and are able to create a 

conducive atmosphere for the organization. 

Dimensions of Emotional Labor 

Hochschild (2012) suggests that there are two dimensions 

of Emotional Labor, namely: 

1) Surface acting 

Surface acting or also known as surface acting is an attempt 

by workers to hide their deepest feelings, show emotions 

according to job demands and eliminate emotional expressions 

in response to appearance rules. 

2) Deep acting 

Deep acting is a state of individuals who consciously 

regulate their emotions so that they can express certain 

emotions which in the end individuals can also feel those 

emotions 

Faktor-faktor Emotional Labor 

1) Individual character 

Individual characters in emotional labor consist of 

emotional contagion, empathic attention and employee 

emotions. Emotional contagion refers to a person's sensitivity 

to the emotions felt by others. 

2) Job characteristics 

Hackman and Lawyer (in Choi & Kyoung, 2015) define job 

characteristics as a task identity, skill variety, reciprocity and 

friendly contacts and relationships. 

3) Organizational characteristics 

Organizational characteristics consist of organizational 

support system, work pressure, social support and job 

satisfaction. Organizational support system is an organizational 

system that creates a good work environment and can reduce 

worker stress. 

Impact of Emotional Labor 

1) Can be a tiring and exhausting process for workers, as it is 

required to be able to add to their personal emotional domain 

which can lead to dangerous emotional conditions. 

2) Emotional dissonance, namely, the disconnection of one's 

emotional feelings that can arise due to too long doing 

emotional work. This is due to the inconsistency between the 

emotions that are displayed and those that are felt. 

3) Personalized, that is, when individuals will reduce their 

investment in their own emotions and other people until they 

can act as deep acting inhibitors to work. 

4) In more extreme cases individuals can experience emotional 

exhaustion and their ability to regulate emotions becomes 

severely impaired. 

Performance Concept 

"A description of the level of achievement of the 

implementation of an activity or program or policy in realizing 

the goals, objectives, mission and vision of the organization 

contained in the formulation of the strategic plan (strategic 

planning) of an organization". 

In general, it can be interpreted that performance is an 

achievement or result achieved by the organization within a 

certain period. Performance can be used by management to 

conduct periodic assessments of the effectiveness of an 

organization's operations based on targets, standard criteria that 

have been previously set. At the stage after the 

operationalization of the budget is the measurement of 

performance to assess the achievements of managers and 

organizational units they lead. Performance measurement is 

very important to assess the accountability of organizations and 

managers in producing better public services. Accountability is 

not just the ability to show how public money is spent 

economically, efficiently, and effectively. The responsibility 

center plays a role for reliable performance measures (reliable) 

is one of the key factors for the success of the organization. help 

the government focus on the goals and objectives of the work 

unit program. 

Performance Indicator 

Performance indicators can be defined as quantitative and 

qualitative measures that describe the level of achievement of a 

predetermined target or goal by taking into account the 

indicators of inputs, outputs, outcomes, benefits and impacts. 

Input indicators are everything that is needed so that the 

implementation of activities can run to produce outputs.  

This indicator can be in the form of funds, human resources, 

materials, time, technology, policies, and others that are used to 

implement programs or activities. While the output indicator is 

something that is expected to be directly achieved from an 
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activity which can be physical and/or non-physical, then the 

result indicator is everything that reflects the functioning of the 

activity output in the medium term (direct effect), the benefit 

indicator is something related to the goal. the end of the 

implementation of activities, and impact indicators are the 

effects caused, both positive and negative, on each level of 

indicators based on the assumptions that have been set. 

Psychological Well-Being and Emotional Labor In Accounting 

In interpreting a science, there will certainly be a new point 

of view on the relationship between cause and effect. Then how 

is this knowledge seen in line with the reader's point of view? 

Many experts interpret accounting differently, but that is 

because of different points of view. The definition of 

accounting according to the Financial Accounting Standards 

Board (FASB) (2017) is a service activity whose function is to 

provide quantitative information which is then used for 

economic decision making. Meanwhile, according to Paul 

Gradi (2017) accounting is an organizational function that is 

systematic, reliable and original in recording, classifying, 

processing, summarizing, analyzing, interpreting all 

transactions and events as well as the financial character that 

occurs in the company's operations as a responsibility for its 

performance. In this paper the author defines accounting is a 

process that will produce output or output. Accounting 

coverage in the form of psychological well-being and emotional 

labor begins with a review of the forms of psychological well-

being and emotional labor which are forms of behavior in 

humans. 

III. RESEARCH METHODS 

Qualitative research includes an inductive approach to 

constructing knowledge that uses research and emphasizes 

subjectivity as well as the meaning of experience for 

individuals. According to Moleong (2014: 248) Qualitative 

research is research that aims to understand the phenomenon of 

what is experienced by research subjects. For example, 

behavior, perception, motivation and action. This qualitative 

research method is often referred to as a naturalistic research 

method because the research is carried out when the conditions 

experienced really occur or are natural settings. 

The researcher also suggests that the type of research used 

is a case study, which is also considered more appropriate to 

use the focus that the researcher wants to examine because it 

provides descriptive results that make the research results more 

complete, in-depth and meaningful based on direct observations 

and the sources studied. 

The description of the location of this research is located at 

Jalan A.P. Pettarani No. 71 The Office of the Inspectorate of 

South Sulawesi Province is one of the Regional Apparatus 

Work Units which has very strategic duties and functions in 

supporting and realizing the implementation of regional 

autonomy. 

In this study, there are several ways to collect data: 

1. Participant Observation 

Participant observation is an approach that is often used in 

case studies. In participant observation, the researcher collects 

data by participating in the daily life of the group or 

organization being studied. Researchers carry out activities 

carried out by the object to be able to make participatory 

observations of the object of research. Researchers conducted 

research activities at the Inspectorate of South Sulawesi 

Province for two months. 

2. Structured Interview 

An interview is a conversation with a specific purpose. The 

conversation is carried out by two parties, namely the 

interviewer (interviewer) who asks questions and the 

interviewee (interviewee) who provides answers to these 

questions (Moloeng, 2014: 186). The researcher asked the same 

questions in the same order to all respondents in order to 

generate the same response without causing difficulties in 

managing due to different interpretations. In this study, the 

criteria for the interviewees to be interviewed are as follows: 

a. The main resource persons are Civil Servants with the 

position of Internal Auditor for a period of 5 – 20 years. 

Data analysis 

Qualitative data analysis is carried out if the empirical data 

obtained is qualitative data in the form of a collection of 

tangible words and not a series of numbers and cannot be 

arranged in categories/classification structures. 

Data reduction 

Data reduction is not something separate from analysis. 

Data reduction is defined as the process of selecting, focusing 

on simplification, abstraction, and transformation of rough data 

that emerges from written notes in the field. 

Triangulation 

In addition to using data reduction, the researcher also uses 

the triangulation technique as a technique to check the validity 

of the data. Where in the sense of triangulation is a technique of 

checking the validity of data that utilizes something else in 

comparing the results of interviews with the object of research 

(Moloeng, 2014:330). 

IV. RESEARCH RESULTS AND DISCUSSION 

Portrait of Internal Auditor Performance from Psychological 

well-being lens 

Psychological well-being is a measure of psychological 

development and mental health. Building a model of 

psychological well-being or what is often known as 

psychological well-being by combining human development 

theory, clinical theory on self-growth and mental health 

literature. Mental health is not only seen or measured by the 

presence of Psychological well-being, but self-adjustment and 

values goodness lived by the person concerned. 

Internal Auditor Performance Portrait from the lens of 

Emotional Labor 

When you have long realized that there is emotional or 

impulsive (according to impulses). Basically everyone connects 

deep feelings or emotions such as joy, worry, affection, hope, 

even miracles, for example, when someone forgets a favorite 

item, there are various emotional forms, there can be feelings 

of sadness, anger, and guilt. 
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V. CONCLUSIONS, SUGGESTIONS, AND CONSTRAINTS 

Conclusion 

Finding the results of how the current auditor performance 

portrait is the most important goal in this study. Informants very 

much explained how their psychological well-being was by 

expressing it directly. Psychological well-being did not only 

discuss aspects of happiness. Psychological well-being 

explained that the purpose of life is a person's ability to find 

meaning and direction in their own experiences and set goals in 

life. his life. This research has found that success when 

achieving goals will lead to happiness only when individuals 

can develop their own independence. The attitude of 

independence he values as a form in the process of achieving 

job satisfaction in the form of promotions and ranks describes 

the shape of his life goals in achieving performance in his 

office. Social support is the help that individuals receive from 

other people or groups around them, which makes the person 

feel comfortable, loved and appreciated. Social support is very 

meaningful in one's life because it can provide a forecast of 

one's psychological well-being to improve organizational 

performance to increase organizational efficiency and 

effectiveness. 

Suggestion 

Based on the results of the research that has been done, the 

researchers can put forward some suggestions as follows. 

1. Future research should expand the object of research so as to 

get more accurate results. 

2. This research still needs to be developed further to get deeper 

elements about the performance of an auditor. 

3. The indicators in psychological well-being and emotional 

labor as described in this study are considered to have 

represented how the performance of an auditor is, it is hoped 

that this research can be a consideration for internal auditors to 

work in accordance with the code of ethics and professionalism 

by attaching importance to the indicators indicators above. 

Obstacles 

Qualitative research is research that aims to understand the 

phenomenon of what is experienced by research subjects. For 

example, behavior, perception, motivation and action. This 

qualitative research method is often referred to as a naturalistic 

research method because the research is carried out when the 

conditions experienced actually occur or are natural settings. 

Therefore, the observations made as much as possible do not 

disturb the informants so that the time needed by the researcher 

is very limited. 

Then of course qualitative research as a form of structured 

interviews and observations. Researchers have constraints in 

the use of perception itself, so researchers need more time to do 

data reduction to analyze sharpening, classifying, directing, 

discarding unnecessary, and organizing data in such a way that 

conclusions can finally be drawn and verified. 
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