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ABSTRACT 

The research aims to know the effect of job burnout on job performance with motivation as the banking 

industry's moderator variable. BRI is the most significant profit bank in Indonesia and has more than 

100.000.000 customers until the end of 2018. A large number of customers can increase the occurrence 

of job burnout in their employees. This condition will improve their work pressure and workload. Much 

research focused on job burnout and job performance, but the results are inconsistent. Due to the 

inconsistent effect, motivation can be used as the moderation variable in this research. The data analyzed 

by moderated regression analysis. The study respondents are the account officer and the funding officer 

who worked at BRI Renon Branch Office. The result showed that job burnout had a negative and 

significant influence on job performance. Motivation had a substantial impact on the relationship 

between job burnout and job performance. The banking industry implication that they can use it as a 

consideration to concern about any aspects of motivation given to employees to minimize the negative 

impact of job burnout. 

Keywords: Job Burnout, Motivation, and Job Performance. 

INTRODUCTION 

The Bank industry is an organization that has an important part of a country. Bank also takes an integral 

role in public welfare. A bank is an institution that collects idle money temporarily from the public and 

lends it to other people as per need. Bank has several products, such as loans, savings, and deposits. 

They also can distribute the fund that already collected from the people to the other people who need 

them (Atmadja & Saputra, 2018).  All products that offer to the public, hoping that the institution will 

profit from the interest and administration income. The institution offering and collecting funds must 

refer to the Bank of Indonesia (BI) regulations. The employees that take part to offer the products and 

analyze the customer financing proposal in a bank industry called account officers and funding officers. 

Jusup (1997) stated that the board assigned an account officer in handling the loan. The account officers 

are people who connect the bank and the loan customer.  The account officers must seek, assess, 

evaluate, and propose the final customer financing proposal to the supervisor. The supervisor will check 
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it and offer it to the branch leader. Not only that, they have to control the customer periodically until 

they completed their obligations. On the other hand, a funding officer has to look for a customer who 

has idle money to be willing to save it in the form of products offered by the bank industry.  

Both account officers and funding officers have a fundamental duty in the bank industry. The target 

given to them will slowly increase their workloads and work pressure.  A high workload and work 

pressure will increase the probability of job burnout. Gorji (2011) stated that job burnout reflects 

emotional fatigue, body fatigue, and lack of energy that can negatively impact individual performance.  

Job burnout also makes people more pessimistic in facing their job to make a negative thought about 

their job. The lack of energy will interfere with the concentration of the employees when they were 

doing their situation. The employees will often do mistakes. The study takes place at Bank Rakyat 

Indonesia (BRI). BRI is the most significant profit bank in the Indonesian banking industry and always 

grows up to 2017 (bri.co.id, 2018). BRI public expose report in 2018 showed that BRI has a high 

number of customers. BRI has more than 100.000.000 customers until the end of 2018 (www.ir-bri.com, 

2018). This condition will increase the occurrence of job burnout of their employees and decrease 

individual performance. Job performance consists of the observable behaviors that people do in their 

jobs relevant to the organization's goals (Campbell et al. 1990). Job performance is of interest to 

organizations because of the importance of high workplace productivity (Hunter & Hunter, 1984).  The 

job performance of their employees can influence the performance of an organization. The better the 

performance, the bigger the probability of an organization can reach its goals. 

There had been much research that focused on job burnout and performance. Badri (2017) found that 

job burnout had a negative and significant influence on performance. The same Nugroho et al. (2016) 

found that job burnout had a negative and significant impact on employee performance. On the other 

hand, Maharani and Triyoga (2012) found that job burnout had no significant influence on job 

performance. This inconsistency indicates the presence of a contingent variable affecting the 

relationship between job burnout and job performance. Motivation is used as a moderation variable in 

this research. Motivation is an encouragement for someone to do something. When one has a high level 

of motivation, he will have encouragement and desire to do the work. Richard (2014) states that 

motivation has a vital role in organizing employees to work effectively and efficiently according to their 

positions. The high motivated individual will perform better in work than the low motivated individual 

and will directly influence the employees' productivity in their works (Waiyaki, 2017 

Literature Review 

Personality Theory 

Personality theories concern the factors that determine and explain different individuals' personalities 

as they are and the factors which have brought about the given nature. Personality theory states that 

behavior can be known by understanding the three main components of personality: basic tendencies, 

characteristic adaptations, and self-concepts, as well as three supporting elements, namely biological 

basics, objective biography, and external influences. Personality theory states that one can predict how 

others will act based on the personality. This theory shows that behavior is determined by one's 

personality (Feist and Feist, 2009: 430). Alwisol (2009) states that personality is a general trait in 

thoughts, activities, and feelings that affect a person systemically. The nature of his personality will 

influence a person's reaction, and in this study, performance is the behavior that will later be affected 

by job burnout and motivation, which is placed as personality traits. The nature of one's personality 

determines the way the individual behaves. 
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Job Performance 

Job performance is the total expected value to the organization of the discrete behavioral episodes that 

an individual carries out over a standard period. One important idea in this definition is that performance 

is a property of behavior (Saputra et al., 2020). In particular, it is an aggregated property of multiple, 

discrete actions that occur over some time. The second important idea is that the capital of behavior to 

which performance refers is its expected value to the organization. Thus, the performance construct by 

this definition is a variable that distinguishes between sets of actions carried out by different individuals 

and between sets of actions carried out by the same individual at different times.  

Cook (2008) argues that an individual's performance is crucial because it influences an organization's 

productivity. The assessment of this aspect can be known from how someone manages the tasks and his 

desire to advance in his work field. Wright (1980) states four aspects of measuring performance: 

technical and analytical skills, interpersonal skills, communication skills, and professional 

characteristics. 

Job Burnout 

Job burnout happens due to the overwhelming feeling of exhaustion either physically, mentally, or 

emotionally, which causes a person to be distracted and decrease personal performance. Job burnout 

happens because of the working environment's characteristics, high work pressure, conflicts, the bottom 

of the formless control system, insufficient reward system, the disruption of the communication system, 

and the loss of justice in the workplace. Based on Maslash Multi Dimension Theory, there are three job 

burnout factors as follows.  

1. Chronic exhaustion is a kind of tiredness that shows the base of individual tensions. Chronic 

exhaustion dimension is recognizable through physical, mental, and emotional exhaustion. The 

researcher showed that emotional exhaustion is the central quality of burnout and the most obvious 

manifestation of this complex syndrome. 

2. Cynicism is related to the negative responses of the individuals because of a different working 

condition. That condition causes a feeling of being unacceptable, and finally, it makes a gap 

between the individuals and their jobs.  

3. Lack of personal accomplishment refers to a decline in one's feelings of competence and 

achievement at work. 

The first stage of Job burnout is physical burnout. This type of burnout is one of the constituents of the 

disability. A person who is exhausted complains about extreme boredom (often associated with 

insomnia). The person usually experiences signs indicating a lack of energy, chronic fatigue, and 

weakness. The second aspect of job burnout is emotional burnout. When a person's physical reserves 

are finished due to continued stressful job conditions, it may parallel that person's emotional force ends. 

Worker or employee who has lost his power and is exhausted expresses feelings such as depression, 

helplessness, and frustration by themselves. In these conditions, satisfaction that acquired before and at 

the time of leisure or beside family and friends' decreases, and as a result, the overall satisfaction with 

life decreases. The third aspect of job burnout is mental burnout. In this case, the worker deal with the 

negative view towards work, customers, or client of the organization and colleagues. The fact that such 

a person is exhausted and is not able to observe the feelings and needs of others indicate that his dealing 

is free of humanitarian aspects (Tayyebi & Mina, 2017) 

Based on the literature review of job burnout, here it is the first hypothesis as follows. 
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H1: Job burnout has a negative effect on job performance. 

Motivation 

Motivation is divided into two definitions; conceptually and operationally. Conceptually, working 

motivation is defined as one of the factors influencing the performance of someone. The size or effect 

of motivation on one's performance depends on how much intensity the motivation is given. 

Operationally, work motivation is defined as the drive from inside and outside of a person to do 

something visible from the internal and external dimensions. Maduka and Okafor (2014) stated that 

motives could be in the form of individual needs and desires. The motive will encourage someone to 

act, which will determine the behavior in question. In the workplace, a reward given to the employee is 

one kind of motivation used in an organization. A reward is given to the employees that had to reach 

their target. On the other hand, promotion of position is one kind of motivation too. It depends on the 

organization in choosing the form of motivation to be given. Individuals with a high level of motivation 

will increase company productivity. They tend to be more concerned, more effective, and efficient in 

finishing their task to produce a good performance. They are also more excited about working because 

some motives are their background and encouragement, whether it is an incentive, promotion, 

promotions, and other positions. Motivation trusted can weaken the negative effect on the relationship 

between job burnout and job performance.  Based on the literature review of motivation, here is the 

second hypothesis as follows. 

H2: Motivation as the moderating variable on the relationship between job burnout and job performance. 

Methodology 

The research population was the account officer and funding officer who worked at Bank Rakyat 

Indonesia Renon Brach Office. This study used the saturated sample technique, which included the 

entire population as a sample of as many as 32 people. The data collection method used in this study 

was the survey method with questionnaire techniques. First of all, the Method of Successive Interval 

(MSI) was carried out on the answers to the questionnaires that have been filled in by the respondents. 

The MSI process was carried out to transform ordinal data (questionnaire scores) into interval data. 

After that, the research instrument was tested by testing the validity and reliability. If the correlation 

coefficient is at least 0.3, then the instrument has been declared valid. If Cronbach's alpha is more than 

0.60, it means that the instrument used is reliable (Nunnally, 1960 in Ghozali, 2009: 46). After all of 

the instruments are valid and reliable, the next analysis is a classical assumption test. There are two 

kinds of classical assumption tests used in this research, and there are a normality test and 

heteroscedasticity test. If the asymp.sig (2-tailed) value of the normality test is greater than 0,05, and it 

means that the distribution data is normal. The same with the heteroscedasticity test, when the asymp.sig 

(2-tailed) value greater than 0,05, which means that the data already free from heteroscedasticity 

problem. The last analysis is to test the hypothesis by using moderated regression analysis. Moderated 

Regression Analysis (MRA) or interaction test is a special application of multiple linear regression, 

Wherein a regression equation contains element interactions (multiplication of two or more independent 

variables). 

Based on the data obtained, most of the respondents were male. The majority of the respondents aged 

between 31 to 40 years old. All of the respondents had followed some training held by Bank Rakyat 

Indonesia. The training usually implements once a year and takes place at Surabaya Regency. Most of 

the account officer and funding officer had worked for more than 3 years in their position. All of the 

instruments are valid with correlation coefficient values greater than 0.3. All of the instruments are 
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reliable, with the value of Cronbach's alpha is greater than 0.60. The result showed that all of the 

instruments could be used for further research.  

Data distribution was normal with asymp.sig (2-tailed) value of 0.450. The heteroscedasticity test was 

done by Glejser test, which regresses the residual absolute value from the model estimated on the 

independent variable with the value of job burnout is 0,059. The result means that the data had free 

from the heteroscedasticity problem and can be used for the hypothesis test.  

Data distribution was normal with asymp.sig (2-tailed) value of 0.901. The heteroscedasticity test was 

done by Glejser test to regress the residual absolute value from the model estimated on the independent 

variable. The value of job burnout and motivation are 0,743 and 0,747. The result means that the data 

already free from the heteroscedasticity problem.  

Results and Discussion 

The effect of job burnout on job performance of account officer 

The result showed that the significance value of job burnout is 0,004 and the B value of -0,322. It means 

that job burnout had a negative and significant effect on job performance. Bank Rakyat Indonesia is the 

largest profit bank in the Indonesian banking industry and always grows up to 2017 (bri.co.id, 2018). 

BRI public expose report in 2018 showed that BRI has a high number of customers. BRI has more than 

100.000.000 customers until the end of 2018 (www.ir-bri.com, 2018). BRI profit, one of which comes 

from loan interest. A high number of loan applications reflected a high responsibility of the account 

officer to finished the analysis well. After analyzing the application, the account officer has to maintain 

the customer until the loan is repaid. On the other hand, the funding officer has a great responsibility 

too. They have to seek funds to be placed at the bank. They have a high target of funds that have to be 

placed in a bank in a year. The funding officer targeted to seek for the customer who makes new savings 

account. When both account officers and funding officers cannot reach the target given to them, it will 

be difficult for them to manage the promotion to the next grade. They will also get a poor performance 

rating, so getting a reward, whether incentives promotions of position and others becomes very small. 

This condition makes high work pressure on the employees in the workplace. It is feared that the 

condition cause job burnout. Job individual characteristics of the working environment can cause 

burnout, high work pressure, conflicts,less control system, insufficient reward system, the disruption of 

the communication system, and the loss of justice in the workplace. The condition makes individuals 

have a low concentration at the workplace. They will have a low encouragement to finish their job. A 

person who has job burnout and self-respect descends, his relationships disappear, and he may feel that 

too many works and cannot control his much work. He knows himself as a swimmer against the water 

moves and cannot keep his head above water. This condition causes a person's sense of hopelessness 

and helplessness. All of those characteristics will make a negative effect on their job performance. The 

negative effect is not only felt at the workplace but also at home and in social life. 

 The effect of job burnout on job performance with motivation as the moderating variable 

The result showed that the significance value of 0,014 and the B value of -0,31. It means that motivation 

can be used as a moderator variable on the relationship between job burnout and job performance. From 

the result, motivation weakened the negative effect of job burnout on job performance. Individual 

characteristics of the working environment can cause job Top of Form 
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burnout, high work pressure, conflicts, less control system, insufficient reward system, the disruption 

of the communication system, and the loss of justice in the workplace. Operationally, work motivation 

is defined as the drive from inside and outside of a person to do something. Motivation will encourage 

someone to act to reach their goal. Extrinsic motivation is a kind of incentive or reward from external 

sides, such as money, promotion, recognition, career opportunities, and others. In other words, it is 

something usually tangible, or a purpose that comes needs to be chased by an employee. Most of the 

respondents are married and have a family. They have a responsibility to support his family with funds. 

This motive also makes them stay at their job and face every problem and task given to them. Individuals 

with high motivation can manage their tasks well because they have a strong background and strong 

encouragement to finish their job. When they can finish it well, they will have a high conviction that 

they will get a reward. Those conditions can make motivation weakened the negative effect of job 

burnout on job performance. 

1. CONCLUSION, 

The results showed that job burnout had a negative and significant effect on job performance. 

Motivation can be used as a moderator variable on the relationship between job burnout and job 

performance. Motivation weakened the negative effect of job burnout on job performance.  

The implication of the research for the education sector is that they can use this research as a reference, 

especially in individual behavior. For the banking industry, they can use it as a consideration to be more 

concerned about any aspects of motivation given to the employees to minimize the negative impact of 

job burnout on performance. It will be a consideration for the banking industry in making a regulation 

about the motivation for their employees, such as regulation in giving a reward, promotion of positions, 

and many more. 

Subsequent research can use the account officer and funding officer in more branch offices as the 

respondents of the research to get a better generalization.   

The limitations of the research are that the respondents conducted their assessment of their performance. 

This is feared to result in a subjective judgment. 
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