
 

INTEGRATION: Journal of Multidisciplinary Studies 
ISSN 3123-6928 (online) 

Vol. 2 Iss. 1 Pg. 172-189 

https://ejournal.scmdigi.id/index.php/integration 
 

172 

 

Balancing workload and workplace conditions: 
unlocking employee performance in Indonesia’s 
service sector 

 

Asep Achmad Rifa’i1*, Asep Suryana2   
1STIE Pasim Sukabumi, Jawa Barat, Indonesia 
2Universitas Linggabuana PGRI Sukabumi, Jawa Barat, Indonesia 
*Correspondence author: aseprifai1975@gmail.com 
DOI: https://doi.org/10.65881/integration.v2i1.245 

 

ARTICLE INFO ABSTRACT 

History: 
Received: 10-22-2026 
Revised: 10-27-2026 
Accepted: 10-28-2026 
Published: 11-06-2026 

Purpose: to examine how workload and work environment affect 
employee performance in service-sector companies in Indonesia. 
Method: this study employed a quantitative survey approach 
involving 117 employees from service-sector companies in West Java, 
Indonesia, selected through purposive sampling. Data were collected 
using a structured questionnaire with a seven-point Likert scale and 
analyzed using regression analysis, including validity, reliability, 
collinearity, and hypothesis testing. 
Findings: workload and work environment have positive and 
significant effects on employee performance. Workload emerges as a 
stronger predictor than work environment, while both variables 
collectively explain a substantial proportion of variations in employee 
performance. These results highlight the importance of balanced 
workload distribution and a conducive work environment in 
improving employee performance in Indonesia's service sector. 
Implications: organizations should optimize workload distribution 
according to employee competencies and improve physical and non-
physical workplace conditions to strengthen employee performance, 
productivity, and organizational effectiveness. 
Originality: lies in providing empirical evidence on the relationships 
between workload, work environment, and employee performance 
by integrating job demands–resources theory in the context of 
service-sector companies in West Java, Indonesia, and highlighting 
the complementary roles of job demands and workplace resources in 
supporting employee performance. 
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Introduction 
Human resources (HR) are one of an organization's most fundamental strategic 

assets because they drive organizational activities, operational effectiveness, and the 
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achievement of corporate objectives (Agha et al., 2025; Gunawan & Mikhail, 2025). In an 
increasingly competitive business environment shaped by globalization, digitalization, 
and continuous organizational transformation, managing and developing human 
resources has become essential to maintaining organizational sustainability and 
competitive advantage (Budiarti & Firmansyah, 2024; Nastase et al., 2025). 
Organizational success depends not only on financial resources, technological 
capabilities, or business strategies but also on the quality, competencies, and 
performance of employees in executing their responsibilities (Alkhawaldah et al., 2025). 
Employees who perform optimally contribute to effective strategy implementation, 
operational productivity, and organizational development (Wahdiniwaty et al., 2026). 
Therefore, employee performance has become a key concern in human resource 
management, particularly in the service sector, where organizational effectiveness 
depends heavily on employees' ability to deliver services efficiently, consistently, and 
responsively (Mulyono et al., 2024; Poljašević et al., 2025). 

From a theoretical perspective, this study is grounded in job demands–resources 
(JD-R) theory, which explains that employee performance is influenced by the 
interaction between job demands and job resources in the workplace. Job demands refer 
to physical, psychological, social, and organizational aspects of work that require 
sustained effort (Li et al., 2025). In contrast, job resources represent factors that 
facilitate work achievement, reduce job demands, and support employee development 
(Demerouti, 2025). Within this framework, workload is an important job demand, while 
the work environment is an essential organizational resource (Mandala et al., 2025). 
Excessive job demands may consume employees' physical and psychological energy, 
potentially reducing their capacity to perform optimally (Rudolph et al., 2026). 
Conversely, adequate workplace resources can facilitate task accomplishment, improve 
work effectiveness, and support positive employee outcomes (Asamani et al., 2025). 
This theoretical perspective aligns with the broader human resource management view 
that employee performance is shaped not only by individual competencies but also by 
an organization's capacity to allocate resources, manage job demands, and establish 
supportive working conditions (Jiang et al., 2026). Accordingly, workload and the work 
environment provide two complementary perspectives for explaining variations in 
employee performance (Zebua & Nugraheni, 2025). 

Workload is an important organizational factor because it reflects the volume, 
complexity, and time requirements of tasks assigned to employees (Giotopoulos et al., 
2025). Workload as an accumulation of work activities involving task demands that 
must be completed within a specified period and require physical, mental, and 
psychological effort (Harahap & Triastuti, 2026). Workload can be evaluated across 
several dimensions, including the amount of work, time available, task complexity, and 
the fit between job requirements and employees' capabilities (Bassi et al., 2025). When 
workload exceeds employees' capacity, it may create work pressure, fatigue, and 
difficulty maintaining work quality and productivity. In contrast, an appropriately 
distributed workload can encourage employees to utilize their competencies effectively 
and complete their responsibilities efficiently. Bruggen (2015) emphasizes that the 
relationship between workload and performance is an important organizational issue 
because workload conditions can influence employees' ability to achieve expected 
performance outcomes. Therefore, workload management should consider not only the 
quantity of assigned tasks but also employees' competencies, working time, and 
available organizational resources. 
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Beyond workload, the work environment is another key determinant of 
employee performance. The work environment includes the equipment and materials 
employees use, the physical conditions of the workplace, and work methods and 
arrangements, both individually and collectively (Vinberg et al., 2026). The work 
environment can generally be classified into two dimensions: the physical work 
environment, which includes workplace facilities, equipment, lighting, temperature, and 
spatial conditions; and the non-physical work environment, which includes 
interpersonal relationships, communication, organizational support, and social 
interactions among employees and management. A conducive work environment gives 
employees a sense of comfort, security, and support, enabling them to focus on their 
responsibilities and perform their work effectively. Conversely, inadequate facilities, 
uncomfortable working conditions, and unsupportive workplace relationships can 
hinder task completion and reduce employee effectiveness. The importance of 
organizational conditions in shaping employee performance also highlights 
management and leadership's broader role in establishing supportive workplace 
practices (Suparman et al., 2024). 

These issues are especially relevant in Indonesia's service sector, where 
employee performance is closely linked to operational efficiency, service quality, and 
customer satisfaction. Employees in service organizations frequently face demanding 
work schedules, diverse customer expectations, time-sensitive responsibilities, and the 
need to maintain consistent service standards. These conditions require organizations 
to balance workload distribution with adequate facilities and supportive workplace 
conditions. However, the preliminary survey for this study indicates that employees are 
dissatisfied with their current workloads and work environments and perceive their 
performance as not yet optimal. This preliminary finding suggests a potential mismatch 
between assigned responsibilities, employees' available capabilities, workplace 
infrastructure, and the organizational support required to accomplish their tasks. These 
circumstances raise an important managerial concern: employees may be unable to 
perform at their best when work demands are disproportionate to their capacity or 
when workplace conditions fail to support effective task execution. Nevertheless, the 
extent to which workload and the work environment explain employee performance in 
the Indonesian service sector requires further empirical examination. 

Previous empirical studies have examined the relationship between workload 
and employee performance, although their findings indicate that this relationship 
remains context-dependent. Research by Irawati & Carollina (2017); Rolos et al. (2018); 
Dendeng et al. (2020); Neksen et al. (2021); Siburian et al. (2021); and Silva et al. (2021) 
provides empirical evidence concerning the relevance of workload in explaining 
employee performance across different organizational settings. Other studies have also 
shown that workload is associated with employee satisfaction, motivation, and work 
achievement, indicating that its consequences extend beyond immediate task 
completion (Hardono et al., 2019; Talo et al., 2020; Uma & Swasti, 2024). Nevertheless, 
workload should not automatically be interpreted as uniformly negatively related to 
performance because its effects may depend on task characteristics, employee 
capabilities, and the availability of organizational resources. This consideration 
reinforces the importance of investigating workload within a specific organizational and 
sectoral context rather than generalizing findings across different industries. 

Similarly, the work environment has received considerable attention as a factor 
associated with employee performance and organizational effectiveness. Previous 
studies by Malik et al. (2011); Gunaseelan & Ollukkaran (2012); Hafeez et al. (2019); 



 Rifa’i et al. (Balancing workload and workplace conditions: unlocking employee performance in...) 

175 

Dendeng et al. (2020); Jannah & Pradana (2021); Rahmawati et al. (2021); and Salsabiila 
& Hidayati (2023) have examined the relationship between workplace conditions and 
employee-related outcomes. These studies generally emphasize that adequate physical 
facilities, comfortable working conditions, and positive workplace interactions can help 
employees complete their responsibilities effectively. Furthermore, research by Ardianti 
et al. (2018); Novita & Kusuma (2021); and Uma & Swasti (2024) indicates that 
workplace conditions also affect employee satisfaction, which may contribute to broader 
organizational outcomes. Although these findings establish the importance of the work 
environment, further investigation remains necessary to understand its contribution to 
employee performance in service organizations, particularly when considered alongside 
workload as a distinct organizational factor. 

Despite the substantial literature on workload, the work environment, and 
employee performance, several research opportunities remain. First, previous studies 
have predominantly investigated these relationships in specific organizations or 
industries, including manufacturing companies, public institutions, healthcare facilities, 
and other individual organizational settings. Consequently, the extent to which their 
findings can explain employee performance across the broader Indonesian service 
sector remains insufficiently established. Second, although workload and the work 
environment have frequently been examined as predictors of employee performance, 
interpreting them within an integrated job demands–resources framework offers an 
opportunity to strengthen the theoretical explanation of how organizational demands 
and resources relate to performance outcomes. Third, differences in organizational 
characteristics, employee responsibilities, and workplace conditions indicate the 
importance of examining these relationships within a clearly defined empirical context. 
Accordingly, this study's novelty lies in its contextual application of the Job Demands–
Resources perspective to examine workload as a job demand and the work environment 
as a job resource in explaining employee performance in Indonesia's service sector. 
Rather than claiming that the individual relationships have never been investigated, this 
study seeks to extend existing empirical knowledge through a sector-specific 
examination supported by preliminary evidence of employee dissatisfaction and 
suboptimal performance. 

Based on these considerations, this study examines the influence of workload and 
the work environment on employee performance in Indonesia's service sector. The 
study has both theoretical and practical significance. Theoretically, it is expected to 
enrich the human resource management literature by providing empirical evidence on 
the relevance of job demands and organizational resources in explaining employee 
performance within the Indonesian service-sector context. It also seeks to strengthen 
the application of the job demands–resources theory by examining the distinct 
contributions of workload and the work environment to performance outcomes. 
Practically, the findings are expected to provide valuable insights for organizational 
managers and human resource practitioners to design more balanced workload 
distributions, improve workplace facilities, strengthen interpersonal relationships, and 
establish supportive working conditions. These efforts matter because employee 
performance is not merely an individual responsibility but also an outcome shaped by 
organizational decisions about work allocation and providing adequate resources. 
Ultimately, the study is expected to contribute to more effective human resource 
management practices that support employee productivity, service quality, and 
organizational sustainability. 
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The research hypotheses are based on the theoretical relationship between job 
demands, job resources, and employee performance, as well as findings from previous 
empirical studies. Regarding workload, the job demands–resources theory suggests that 
excessive job demands require greater physical and psychological effort, potentially 
depleting employees' energy and reducing their ability to perform optimally. When the 
volume and complexity of assigned tasks exceed employees' capacity and available work 
time, they may experience fatigue, work pressure, and reduced effectiveness. This 
theoretical argument is supported by empirical research examining workload and 
employee performance, including Irawati & Carollina (2017); Rolos et al. (2018); 
Dendeng et al. (2020); Neksen et al. (2021); and Silva et al. (2021). Therefore, workload 
is expected to influence employee performance significantly. Accordingly, the first 
hypothesis is formulated as follows: H1: Workload has a positive and significant 
influence on employee performance. 

Furthermore, the job demands–resources theory explains that adequate job 
resources facilitate task accomplishment, help employees manage work demands, and 
support organizational objectives. In this study, the work environment is positioned as 
an organizational resource encompassing physical facilities, workplace comfort, work 
arrangements, and supportive social relationships. A conducive work environment 
enables employees to concentrate, coordinate effectively, and perform their 
responsibilities more efficiently. Conversely, an inadequate work environment may 
create operational barriers and undermine employees' ability to achieve expected 
performance standards. This proposition is consistent with previous empirical studies 
by Malik et al. (2011); Gunaseelan & Ollukkaran (2012); Hafeez et al. (2019); Dendeng et 
al. (2020); Jannah & Pradana (2021); and Salsabiila & Hidayati (2023), which highlight 
the relevance of workplace conditions to employee performance. Thus, the work 
environment is expected to influence employee performance significantly. Based on this 
theoretical and empirical foundation, the second hypothesis is formulated as follows: H2: 
The work environment has a positive and significant influence on employee 
performance. 
 
Method 

This study employs a quantitative research approach using a survey design to 
examine the relationships between workload, work environment, and employee 
performance. The survey method is considered appropriate for systematically collecting 
empirical data from respondents and examining theoretically established relationships 
among research constructs (Agranoff & Kolpakov, 2019). The research adopts a causal 
explanatory framework in which workload and work environment are independent 
variables, while employee performance is the dependent variable. The proposed 
relationships are examined through empirical parameter estimation and statistical 
hypothesis testing to determine how much the independent variables explain variation 
in employee performance (Wahdiniwaty et al., 2025). 

The research respondents were 117 employees working in service-sector 
companies in West Java, Indonesia. Respondents were selected using a purposive 
sampling technique, whereby participants were included based on their relevance to the 
research objectives and their experience working in service-sector organizations. This 
technique enables researchers to obtain information from individuals with 
characteristics relevant to the variables being investigated (D. Firmansyah & Dede, 
2022). The final dataset comprised 117 complete and valid questionnaires, all of which 
were retained for subsequent statistical analysis. 
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Primary data served as the main source of information for testing the proposed 
research hypotheses. Data were collected through observation, interviews, and the 
administration of structured questionnaires. The research instrument used a seven-
point Likert scale, ranging from 1 (strongly disagree) to 7 (strongly agree), to measure 
respondents' perceptions of workload, work environment, and employee performance. 
The questionnaire was distributed through Google Forms between April and June 2026. 
The distribution process was conducted through WhatsApp and direct face-to-face 
interactions with eligible respondents during the survey and data collection period. 
These procedures were intended to facilitate respondent participation and obtain 
sufficiently complete empirical information for the research analysis. 

This study examines three principal constructs: workload (WL), work 
environment (WE), and employee performance (EP). Workload is measured using ten 
indicators (WL1–WL10), organized into three dimensions that reflect the demands and 
responsibilities associated with employees' assigned tasks. Work environment is 
operationalized through fourteen indicators (WE1–WE14), grouped into two 
dimensions representing the physical and non-physical aspects of workplace conditions. 
Meanwhile, employee performance is measured using twelve indicators (EP1–EP12), 
classified into four dimensions that represent different aspects of employees' work 
outcomes and task accomplishment. All indicators are measured using the same seven-
point Likert scale to ensure consistency in the assessment of the research constructs. 

Before hypothesis testing, researchers evaluate the research instrument's quality 
and the suitability of the collected data through validity and reliability assessments. 
Indicator validity is examined using the item-total correlation approach, with a 
correlation coefficient above 0.30 as the minimum acceptance criterion (I. Firmansyah et 
al., 2023; Gujarati, 2021; Suparman et al., 2024). Construct reliability is assessed using 
Cronbach's alpha (Cα), with a coefficient exceeding 0.70 indicating an acceptable level of 
internal consistency among the measurement indicators (Black & Babin, 2019; Budiarti 
& Firmansyah, 2025; Hair et al., 2020). Furthermore, a full collinearity assessment is 
conducted to identify potential multicollinearity and common method bias concerns, 
using a Variance Inflation Factor (VIF) threshold below 3.3 as the recommended 
criterion (Kock, 2023; Kock & Dow, 2025). The relationships among the research 
variables are also examined through correlation analysis, with an absolute correlation 
coefficient below 0.80 considered indicative of the absence of excessively high bivariate 
correlations. 

The data analysis procedure consists of descriptive and inferential statistical 
assessments, followed by hypothesis testing. The regression model's explanatory power 
is evaluated using the coefficient of determination (R²), which indicates the proportion 
of variance in employee performance explained by the independent variables. The 
interpretation of R² follows the classification adopted in this study: values below 0.25 
indicate very low explanatory power, values from 0.25 to below 0.50 indicate low 
explanatory power, values from 0.50 to below 0.75 indicate moderate explanatory 
power, and values of 0.75 or higher indicate strong explanatory power (Marselia & 
Firmansyah, 2025). Finally, the proposed hypotheses are evaluated using t-statistics to 
determine the significance of the individual relationships between workload and 
employee performance (H1) and between work environment and employee 
performance (H2). Statistical significance is determined at the 5% significance level (α = 
0.05), with a critical t-value of 1.96 for a two-tailed test. The hypotheses are supported 
when the estimated effects satisfy the applicable statistical significance criteria. 
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Results and discussion 
 

Instrument testing and research data quality assessment 
The results of the instrument assessment indicate that all measurement 

indicators used to operationalize the three research constructs, workload, work 
environment, and employee performance, meet the established validity and reliability 
requirements. These findings show that the research instruments can measure the 
intended constructs consistently and adequately, providing a sound basis for 
subsequent statistical analysis and hypothesis testing. Furthermore, the collinearity 
assessment indicates that the relationships among the independent latent variables 
meet the recommended statistical criteria, with all variance inflation factor (VIF) values 
below the threshold of 3.3 (VIF < 3.3). This finding suggests that the research model 
does not exhibit problematic levels of multicollinearity or full collinearity concerns. 
Overall, the instrument quality and data assessment results confirm that the collected 
data meet the required preliminary statistical criteria and are suitable for proceeding to 
the subsequent stage of structural model evaluation and hypothesis testing. 
 

Predictive correlation analysis 
Predictive correlation analysis was conducted to examine the strength, direction, 

and significance of the relationships among the three research constructs: workload 
(WL), work environment (WE), and employee performance (EP). This assessment was 
performed at the construct level using Pearson's correlation coefficients. To identify 
potentially excessively high correlations among the constructs, we applied a threshold of 
0.80; correlation coefficients below this value indicate that the relationships do not 
exceed the established criterion. The results of the correlation analysis are presented in 
Table 1. 
 
Table 1 correlation analysis results for WL, WE, and EP 

Variables WL WE EP 
WL - <0.80** 0.718** 
WE <0.80** - 0.585** 
EP 0.718** 0.585** - 

Source: primary data, processed 

 
As presented in Table 1, all observed correlation coefficients among the research 

constructs remain below the established threshold of 0.80, indicating that no excessively 
high correlations are identified. Specifically, workload (WL) shows a positive and 
statistically significant correlation with employee performance (EP), with r = 0.718 (p < 
0.01). This result indicates a strong positive association, suggesting that variations in 
workload are accompanied by corresponding variations in employee performance. 
Furthermore, workload (WL) also demonstrates a positive association with the work 
environment (WE), although the specific correlation coefficient is not reported in the 
available results. Meanwhile, the correlation between work environment (WE) and 
employee performance (EP) is positive and statistically significant, with r = 0.585 (p < 
0.01), indicating a moderate positive relationship. Overall, these findings show that the 
three constructs are positively related, but none of the reported correlation coefficients 
exceed the specified threshold. The results also provide preliminary evidence that 
workload and the work environment help explain employee performance. Nevertheless, 
correlation coefficients indicate associations rather than causal effects; therefore, the 
proposed research hypotheses require further examination through regression analysis. 
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Hypothesis testing 
Hypothesis testing was conducted to examine the individual effects of workload 

(WL) and work environment (WE) on employee performance (EP). The analysis 
evaluated the direction, magnitude, and statistical significance of the estimated 
relationships using regression coefficients (β), t-statistics, and significance values (p-
values). Statistical decisions were made at a 5% significance level (α = 0.05), with a 
critical t-value of 1.96 for a two-tailed test. In addition, the coefficient of determination 
(R²) was examined to assess the explanatory power of the regression model. The results 
of the hypothesis testing and model evaluation are presented in Table 2. 
 
Table 2 result of hypothesis testing 

Hypothesis β R2 t-Statistics Sig. 

H1: WL  EP 0.495 0.516 6.031*** 0.000 

H2: WE  EP` 0.295 0.342 3.525** 0.001 
R-Square  0.607   
F-Statistics   78.052*** 0.000b 

Source: primary data, processed 
 

As shown in Table 2, both proposed hypotheses are statistically supported, 
indicating that workload and work environment have positive, significant relationships 
with employee performance. First, workload has a positive and statistically significant 
effect on employee performance, with a regression coefficient of β = 0.495, a t-statistic of 
6.031, and p < 0.001. Since the t-statistic exceeds the critical value of 1.96 and the 
significance level is below 0.05, H1 is supported. This finding indicates that workload is 
positively associated with employee performance, suggesting that variations in 
workload are accompanied by corresponding changes in employees' performance levels. 
Second, work environment also exhibits a positive and statistically significant effect on 
employee performance, as indicated by a regression coefficient of β = 0.295, a t-statistic 
of 3.525, and a significance value of p = 0.001. These results satisfy the established 
statistical criteria; therefore, H2 is also supported. This finding demonstrates that a more 
supportive work environment is positively associated with employee performance. 

Furthermore, the coefficient of determination (R²) for the overall regression 
model is 0.607, indicating that workload and work environment collectively explain 
60.7% of the variation in employee performance. The remaining 39.3% is attributable to 
other factors not included in the present research model. The F-statistic of 78.052, with 
a significance value of p < 0.001, additionally indicates that the overall regression model 
is statistically significant. This result provides supplementary evidence that the 
regression model has explanatory relevance. Overall, the findings confirm that both 
workload and work environment significantly predict employee performance, with 
workload showing a larger estimated regression coefficient than work environment. 
Nevertheless, interpreting their relative contributions should account for the 
measurement scales and the standardization of the regression coefficients. 
 
The effect of workload on employee performance 

This study's findings confirm that workload positively and significantly 
influences employee performance. This result indicates that workload represents an 
important organizational factor in determining how effectively employees perform their 
assigned responsibilities and achieve established work objectives. The positive 
relationship suggests that an appropriately structured workload can encourage 
employees to optimize their competencies, demonstrate greater responsibility, and 
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maintain productivity in completing their tasks. In this context, workload should not 
necessarily be interpreted as a factor that reduces employee performance, since its 
influence depends on how responsibilities are designed, distributed, and managed 
within an organization. Rather, workload can become a productive mechanism through 
which employees utilize their knowledge, skills, experience, and available resources to 
accomplish organizational objectives. These findings emphasize that employee 
performance is not determined solely by individual capabilities but is also influenced by 
the extent to which organizational demands are aligned with employees' capacities and 
working conditions. 

Furthermore, the findings indicate that the relationship between workload and 
employee performance should be understood in terms of the appropriateness of 
assigned responsibilities rather than simply the quantity of work employees must 
complete. A manageable workload can provide employees with sufficient challenges to 
develop their capabilities, improve task completion, and achieve better work outcomes. 
Conversely, excessive responsibilities, unrealistic deadlines, and overlapping tasks may 
create physical and psychological pressure that interferes with employees' ability to 
maintain performance quality. This interpretation is consistent with Bruggen (2015), 
who explains that the relationship between workload and performance is influenced by 
the characteristics and intensity of work demands. Optimal performance requires a 
balance between the quantity and quality of completed work, as well as employees' 
ability to manage their responsibilities within available working time. Therefore, the 
positive relationship identified in this study suggests that workload can contribute to 
employee performance when work demands remain proportionate to employees' 
competencies, qualifications, and available working resources. 

The findings are also supported by previous empirical studies conducted by 
Rolos et al. (2018); Irawati & Carollina (2017); Surijadi & Musa (2020); and Neksen et al. 
(2021), which identify workload as an important factor associated with employee 
performance. Similarly, Firmansyah & Wahdiniwaty (2017) emphasize the importance 
of considering workload alongside individual characteristics and workplace conditions 
when examining employee performance. These studies show that workload 
management is closely related to organizational effectiveness because employees must 
complete their responsibilities within specific operational requirements. Nevertheless, 
the present findings also highlight the importance of distinguishing between productive 
workload and excessive workload. Productive workload gives employees opportunities 
to use their capabilities and contribute to organizational targets, whereas excessive 
workload may exceed their physical, mental, and psychological capacities. Thus, the 
present study reinforces previous empirical evidence by emphasizing that effective 
workload management should focus on the compatibility between assigned 
responsibilities and employee capabilities rather than indiscriminately reducing or 
increasing workloads. 

From the perspective of the job demands–resources (JD-R) theory, workload 
represents an important job demand because employees must allocate physical, 
cognitive, and psychological resources to complete their assigned responsibilities. 
However, job demands do not necessarily generate negative consequences in every 
organizational situation. When employees possess adequate competencies and receive 
sufficient organizational support, manageable job demands can stimulate effort, 
encourage work engagement, and facilitate the achievement of performance objectives. 
Conversely, excessive job demands that are not accompanied by adequate resources 
may generate fatigue, work-related stress, and declining performance. This theoretical 
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perspective explains the positive relationship identified in the present study: workload 
can function as a performance-related demand when employees have sufficient capacity 
and resources to manage their responsibilities. This interpretation aligns with 
Firmansyah et al (2023), who emphasizes the importance of considering work 
complexity, effective working hours, and employee qualifications in workload 
management. It also complements Bruggen (2015), whose findings demonstrate that the 
relationship between workload and performance depends on the characteristics of work 
demands. Accordingly, this study reinforces the application of JD-R theory by illustrating 
the importance of balancing organizational demands with employee capabilities and 
available resources to achieve sustainable performance. 

In Indonesia's service sector, workload management is especially important 
because employees often face changing customer expectations, tight deadlines, multiple 
responsibilities, and demands for consistent service delivery. Employees may be 
required to perform several activities simultaneously while maintaining responsiveness, 
accuracy, and service quality. These circumstances require organizations to ensure that 
responsibility distribution aligns with employees' educational backgrounds, 
professional experience, job specifications, and individual working capacities. The 
preliminary survey in this study identified employee dissatisfaction with current 
workload conditions, suggesting that responsibility distribution may not always match 
employees' expectations and available capacity. This situation indicates that 
organizations need to evaluate not only how much work employees receive but also 
whether the nature and complexity of assigned tasks are appropriate. For example, 
employees with clearly defined responsibilities, realistic deadlines, and adequate 
operational support may be better positioned to maintain productivity than those with 
overlapping responsibilities and insufficient time to complete their tasks. Therefore, the 
positive relationship identified in this research should not be interpreted as evidence 
that continuously increasing workload will improve employee performance. Instead, it 
emphasizes the importance of creating a balanced workload system that supports 
productivity while protecting employees from excessive work pressure. 

These findings have important managerial implications for organizations seeking 
to improve employee performance through effective human resource management. 
Management should establish systematic workload evaluation practices by considering 
task volume, task complexity, effective working hours, employee competencies, and job 
specifications. Clear job descriptions and appropriate task allocation are necessary to 
minimize overlapping responsibilities and ensure that employees understand their 
individual obligations. Organizations should also provide relevant training, sufficient 
operational resources, and opportunities for employees to communicate difficulties 
associated with their assigned workloads. Furthermore, workload monitoring should be 
conducted periodically to identify imbalances in task distribution and potential sources 
of excessive work pressure. In the context of digital transformation, organizations can 
utilize appropriate digital technologies to facilitate task coordination, monitor work 
distribution, and improve operational efficiency. These initiatives should be paired with 
ongoing employee development to keep individual competencies aligned with evolving 
organizational requirements. Ultimately, the findings suggest that improving employee 
performance does not necessarily require reducing workload across the organization; 
rather, it requires developing a proportionate workload management system that 
balances organizational demands with employee capabilities, thereby supporting 
productivity, employee well-being, and sustainable organizational performance. 
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The effect of work environment on employee performance 
This study's findings show that the work environment positively and significantly 

influences employee performance. This result indicates that workplace conditions are an 
important organizational factor in supporting employees' ability to carry out their 
responsibilities and achieve expected performance outcomes. A conducive work 
environment provides employees with the physical facilities, operational support, 
interpersonal relationships, and organizational conditions necessary to perform their 
tasks effectively. The positive relationship suggests that improvements in workplace 
conditions are associated with improvements in employee performance because 
employees can concentrate more effectively, coordinate their activities, and complete 
their responsibilities with fewer operational obstacles. Consequently, the work 
environment should not be regarded merely as a supporting element of organizational 
operations but as an essential component of human resource management that 
facilitates employee effectiveness and organizational productivity. These findings 
emphasize that employee performance depends not only on individual competencies 
and workload distribution but also on the quality of the environment in which 
employees perform their daily responsibilities. 

The findings further indicate that the work environment influences employee 
performance through both physical and non-physical workplace conditions. The 
physical work environment includes workplace facilities, equipment, lighting, 
ventilation, spatial arrangements, cleanliness, and technological infrastructure that 
support organizational activities. Meanwhile, the non-physical work environment 
involves interpersonal relationships, communication, teamwork, supervisory support, 
and the overall organizational atmosphere. Both dimensions help create working 
conditions that enable employees to perform their responsibilities effectively. An 
adequate physical environment can reduce operational obstacles and support employee 
concentration, while a positive non-physical environment can encourage cooperation, 
communication, and constructive interactions among organizational members. This 
interpretation is particularly relevant to Vinberg et al. (2026), who explains that the 
work environment includes the equipment and materials employees use, the physical 
workplace, work methods, and the organization of work, including individual and group 
arrangements. Therefore, the findings suggest that organizations should approach 
workplace improvement comprehensively by considering both physical facilities and the 
social conditions that shape employees' daily work experiences. 

The results are supported by previous empirical research conducted by Malik et 
al. (2011); Gunaseelan & Ollukkaran (2012); Rahmawati & Wajdi (2014); Hafeez et al. 
(2019); Jannah & Pradana (2021); Rahmawati et al. (2021); and Silva et al. (2021), 
which demonstrate the relevance of workplace conditions to employee performance. 
Together, these studies indicate that a supportive work environment can help 
employees complete their responsibilities, maintain work effectiveness, and achieve 
organizational targets. Furthermore, the findings complement Ardianti et al. (2018) and 
Novita & Kusuma (2021), which emphasize the relationship between workplace 
conditions and employee satisfaction. Although employee satisfaction and employee 
performance are different organizational outcomes, both matter for understanding how 
workplace conditions shape employees' attitudes and behavior. A comfortable, 
supportive work environment can encourage employees to stay focused, build positive 
working relationships, and show greater commitment to their responsibilities. In 
addition, Hafeez et al. (2019) highlight the relevance of workplace conditions to 
employee health, offering further insight into how physical and organizational 
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conditions may support sustained employee performance. Thus, the present study 
reinforces previous findings by demonstrating that the work environment remains an 
important organizational factor in explaining employee performance, particularly within 
the Indonesian service-sector context. 

The relationship between the work environment and employee performance can 
be further explained through the job demands–resources (JD-R) theory, which positions 
the work environment as an important source of job resources. Job resources refer to 
organizational conditions that facilitate task accomplishment, reduce the difficulties 
associated with job demands, and help employees achieve their work objectives. In this 
study, the physical work environment represents resources such as adequate facilities, 
operational equipment, comfortable working spaces, and supporting technological 
infrastructure. Meanwhile, the non-physical work environment includes resources such 
as effective communication, positive interpersonal relationships, teamwork, supervisory 
support, and constructive organizational interactions. These resources help employees 
manage their responsibilities more effectively, particularly when they encounter 
demanding operational situations. This theoretical explanation aligns with Hafeez et al. 
(2019), who emphasize the importance of workplace conditions for employee health 
and performance, and Gunaseelan & Ollukkaran (2012), who highlight the work 
environment's contribution to employee performance. It also complements Vinberg et 
al. (2026) perspective concerning the physical and non-physical dimensions of 
workplace conditions. Accordingly, these findings strengthen the application of JD-R 
Theory by showing that organizational resources embedded in the work environment 
are positively associated with employee performance. A supportive work environment 
enables employees to use their competencies more effectively while managing the 
demands of their responsibilities. 

In the practical context of Indonesia's service sector, the work environment has 
substantial implications because employees are required to interact continuously with 
customers, colleagues, supervisors, and other organizational stakeholders. Adequate 
facilities, comfortable workspaces, reliable equipment, and appropriate technological 
support can facilitate operations and improve the consistency of service delivery. 
Equally important, a positive non-physical environment characterized by effective 
communication, mutual respect, teamwork, and supportive leadership can encourage 
employees to coordinate their responsibilities and resolve workplace challenges 
constructively. Nevertheless, the preliminary survey conducted in this study identified 
employee dissatisfaction with existing workplace conditions. This suggests that some 
organizational environments may not fully accommodate employees' operational needs 
and expectations. Inadequate facilities, uncomfortable working conditions, 
communication barriers, and interpersonal conflicts may create unnecessary obstacles 
that interfere with employees' concentration and effectiveness. These conditions 
become particularly relevant when employees must maintain service quality while 
responding to changing customer expectations and operational requirements. 
Therefore, the positive relationship identified in this research highlights the importance 
of improving both physical and non-physical workplace conditions to help employees 
achieve optimal performance. Organizations should recognize that workplace conditions 
are not merely operational considerations but also strategic resources that influence the 
effectiveness of their human resources. 

From a managerial perspective, these findings suggest that organizations should 
view a conducive work environment as a strategic investment in employee performance 
and organizational sustainability. Management should prioritize the availability, 
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adequacy, and maintenance of workplace facilities, operational equipment, comfortable 
working spaces, and supporting digital infrastructure. In addition, organizations need to 
strengthen the non-physical work environment through effective communication, 
collaborative working relationships, employee participation, supportive leadership, and 
constructive conflict management. Supervisors should actively identify workplace 
barriers and encourage employees to communicate their concerns regarding the 
conditions under which they perform their responsibilities. Regular workplace 
evaluations are also necessary to ensure that organizational facilities and working 
arrangements remain aligned with employees' operational requirements. 

Furthermore, developing digital capabilities and integrating appropriate 
technologies can improve coordination and support more effective organizational 
processes. These initiatives are increasingly important in the context of digital 
transformation, where employee competencies, technological resources, and 
organizational adaptability contribute to business competitiveness (Budiarti & 
Firmansyah, 2024; Purnama et al., 2022). Collaboration and organizational alignment 
also become increasingly important in responding to changing business conditions 
(Saepuloh, 2022; Suparman & Purnama, 2025). Ultimately, the findings emphasize that 
improving employee performance requires more than individual effort; it also requires 
an organizational environment that provides adequate resources, promotes 
collaboration, and supports employees in achieving shared organizational objectives. 
 
Conclusions 

This study's findings confirm that workload and work environment have positive, 
significant relationships with employee performance in the service sector in West Java, 
Indonesia. Workload represents an important factor in supporting employee 
performance when assigned responsibilities are distributed proportionately and aligned 
with employees' competencies, qualifications, and working capacities. Similarly, a 
conducive work environment, encompassing both physical facilities and non-physical 
workplace conditions, provides essential support for employees to accomplish their 
responsibilities effectively. These findings indicate that employee performance is not 
determined solely by individual capabilities but also by how organizations manage work 
demands and provide adequate workplace resources. From the perspective of job 
demands–resources (JD-R) theory, the findings reinforce the importance of balancing 
job demands with available organizational resources to support employee effectiveness 
and sustainable performance. 

This study provides theoretical, empirical, and practical contributions to human 
resource management, particularly in the context of service-sector organizations in 
Indonesia. Theoretically, it contributes to the application of JD-R theory by highlighting 
the relevance of workload as a job demand and the work environment as a job resource 
in explaining employee performance. Empirically, it provides additional evidence 
concerning the relationships between these organizational factors and employee 
performance within the Indonesian service-sector context. Practically, the findings 
suggest that organizational management should distribute workloads evenly, align job 
responsibilities with employee competencies, improve workplace facilities, strengthen 
interpersonal relationships, and establish supportive working conditions. Nevertheless, 
this study has several limitations. The research involved a relatively limited sample of 
117 respondents selected through purposive sampling from service-sector companies in 
West Java, which may restrict the generalizability of the findings to other sectors and 
geographical contexts. Furthermore, the cross-sectional survey design and reliance on 
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self-reported questionnaire responses may limit the ability to capture changes in 
employee performance over time and establish causal relationships among the research 
variables. 

Future research should address these limitations by including larger, more 
diverse samples from different geographical regions and industrial sectors to improve 
the generalizability of the findings. Researchers are also encouraged to employ 
longitudinal research designs to examine how changes in workload and workplace 
conditions influence employee performance over time. Furthermore, subsequent studies 
could incorporate additional variables, such as work motivation, job satisfaction, work 
engagement, leadership style, organizational culture, employee well-being, and digital 
competencies, to develop a more comprehensive understanding of the factors 
influencing employee performance. Including mediating and moderating variables may 
also provide deeper insights into the mechanisms through which workload and work 
environment relate to employee performance. In addition, future investigations could 
examine the role of digital transformation and technological support in facilitating 
workload management and creating more conducive working environments. Such 
research directions are expected to enrich the theoretical development of human 
resource management, provide stronger empirical evidence, and offer more 
comprehensive managerial recommendations for improving employee performance and 
organizational competitiveness in an increasingly dynamic business environment. 
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