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ABSTRACT 

This study aims to examine the effect of technostress on job satisfaction by involving the role of 

burnout as a mediator and teamwork as a moderator. The population of this study is all Bank 

Indonesia employees. The selected sample is the employees who have been working more than 

two years and use information technology systems both software developed by BI and hardware 

such as smart phones and laptops. The sampling technique used is random sampling. The 

analysis uses Partial Least Square (PLS) as a statistical test technique. The result shows that 

technostress has a negative effect on job satisfaction, technostress has a positive effect on 

burnout, burnout has a negative effect on job satisfaction, burnout mediates the influence 

between technostress and job satisfaction, and teamwork moderates the effect of technostress and 

job satisfaction. These results figure that the higher psychological pressure faced by individuals 

due to the use of technology can reduce the level of individual job satisfaction. This result also 

means that individuals who experience psychological pressure due to the use of technology have 

an impact on increasing mental and psychological fatigue (burnout) of individuals. Mental and 

psychological fatigue cause individuals to be apathetic and reduce their level of satisfaction with 

the work done. But then, teamwork can reduce the negative effect of technostress on job 

satisfaction. These findings strenghten the previous theories especially the causality ones. It 

contributes to the realm of science especially in human resource management field, and can be a 

reference for practical managers especially in the Bank Indonesia as the research object. The 

originality lies in the combination of causality models, uses SEM-PLS as an analysis tool, and 

the new object. The limitation resides in the amount of variables that are only three, with one 

object 
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1. INTRODUCTION 

Facing the increasingly business competition, ICT (Information and Communication 

Technology) implementation is a necessity for a company to continue to exist and compete with 

competitors. However, the implementation of ICTs with a high level of complexity can actually 

affect the productivity of workers (Tarafdar et al., 2007); (Khallash and Kruse, 2012); (Suh and 

Lee, 2017); (Tarafdar, Cooper and Stich, 2017). This happens because a feeling of inability to 

overcome or difficulties in dealing with the complexity of a new technology. Technological 

developments can also be a threat to workers. Threats arise from other more competent 
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individuals or even the technology itself which can replace their roles and positions within a 

company (Srivastava, Chandra and Shirish, 2015) 

Technostress phenomenon occurs not only in the private sector, but also often found in 

the public sector, both government agencies and other state institutions. In 2019, Bank Indonesia 

has simultaneously implemented an information system transformation namely BIMASAKTI 

(Bank Indonesia Towards Integrated Information Systems). The BIMASAKTI program aims to 

integrate the entire information system into a single unit to make it easier to integrate data for 

decision making. BIMASAKTI consists of 5 (five) main information systems namely Electronic 

Data Warehouse (EDW), Enterprise Resource Planning (ERP), Human Resource Information 

System (HRIS), Core Banking System (CBS), and Front Office Middle Office Back Office 

(FOMOBO). The five systems change 90% of all old systems used and involve all elements of 

the employee and change the business process work. Implementation of BIMASAKTI is a 

demand for central banks to be able to adapt to global changes and be able to carry out good 

governance practices well. 

A pre-elementary surveythat was conducted at Bank Indonesia resulted that of 15 

employees showing symptoms of technostress. The survey results show that the level of 

technostress of employees is quite high with an average of 3.57 (enough). More specifically, the 

majority of employees feel that the use of technology increases the amount of work they have to 

do (techno-overload), sacrifices personal time to do work (techno-invasion), increases the 

complexity of performing tasks (techno-complexity), and believes that technological change will 

continuously happening (techno-uncertainty). Meanwhile, employees' perceptions of 

technological threats to their work are relatively low (techno-insecurity). 

In addition, the use of smart phone-based ICT devices causes the lives of employees to be 

invaded. (Brooks and Califf, 2017) empirically affirmed the effect of the use of social media on 

employee performance. The result of his research indicated that the use of social media 

influences techonstress and negatively influences performance especially in areas of work with 

low characteristics. This study provided an evidence that the use of social media triggers 

technostress and has the potential to reduce performance levels. The work day tends to expand 

and enter all other areas of life. All this ultimately leads to a loss of individual productivity 

(Tarafdar, Tu and Ragu-Nathan, 2014). In addition, the inability to adapt to ICTs can have an 

impact on job satisfaction (Tarafdar, Tu and Ragu-Nathan, 2014); (Alleyne, 2012); (Saganuwan, 

Ismail and Ahmad, 2015); (Khan, Rehman and Réhman, 2013). 

From the standpoint of technostress psychology is proven to reduce individual job 

satisfaction (Ragu-Nathan et al., 2008). However, how is the pattern of relationships formed 

between the two? The question becomes important to answer because the existing literature has 

not succeeded in uncovering specific pathways that connect technostress and job satisfaction. 

(Francis and Popoola, 2013) found that technostress is a determinant of job burnout. (Srivastava, 

Chandra and Shirish, 2015) also found that technostress can also affect job outcomes both 

positive (job engagement) and negative (job burnout). (Khedhaouria and Cucchi, 2019) also 

found a positive influence between technostress and burnout. Burnout is simply defined as the 

syndrome of emotional exhaustion and loss of personal achievement (Affleck, 1996). Based on 

these findings the researchers suspect that burnout can be a bridge to clarify the pattern of 

conceptual relationships between technostress and job satisfaction. 

In order to fill the existing gaps, this study seeks to explore the pathway that connects 
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technostress to job satisfaction through burnout. Several previous studies have proven the 

existence of technostress and tested the determinants and consequences of the phenomenon. 

However, from an organizational point of view, individuals certainly try to avoid the 

phenomenon of technostress that disturbs their productivity. Furthermore, this study aims to find 

variables that are able to reduce the negative relationship between technostress and job 

satisfaction. 

(Griffin, Petterson and West, 2001) asserted that effective teamwork can enhance 

motivation and increase job satisfaction. Teamwork generally contains a set of interdependent 

employees who work cooperatively to achieve a common goal (Parker and Wall, 1998). The 

literatures have described that teamwork positively influences job satisfaction (Khuong and Tien, 

2013). Some researchers have also found that high levels of team work can increase employee 

job satisfaction and encourage employees to try harder in carrying out work (Mafini and Pooe, 

2013); (Nickerson and Nagle, 2005); (Sumer and Knight, 2001). When effective teamwork can 

increase job satisfaction, then the variable is expected to reduce the negative influence between 

technostress on job satisfaction. The negative influence of technostress on job satisfaction is 

predicted to be influenced by the level of teamwork. In order to facilitate the limitations of 

previous research, this study seeks to explore teamwork relationships as a moderator in the path 

of conceptual relationship technostress and job satisfaction. 

This study aims to fill the research gap (gap research) on the topic of technostress. 

Previous research has proven to have a negative influence between technostress and job 

satisfaction. However, there are no studies that specifically analyze the pattern of relationships 

formed between the two. The first novelty of this study is the identification of variables that 

connect technostress and job satisfaction. In addition, previous research has also succeeded in 

proving the existence of technostress and tested the determinants and consequences of the 

phenomenon. However, from an organizational point of view, individuals certainly want to avoid 

the phenomenon of technostress that disturbs their productivity. The second novelty of this study 

is to analyze variables that are able to reduce the negative relationship between technostress and 

job satisfaction in Bank Indonesia. 

 

2. LITERATURE REVIEW 

Job satisfaction 

Job satisfaction is an area that has high complexity and is a serious concern for the 

majority of executives in managing their employees. (Furnham et al., 2002) defined job 

satisfaction as an employee's perception of the work done. Job satisfaction is the end result that is 

expected to be felt from carrying out an activity or job. This is in line with the opinion 

of(Klassen, Usher and Bong, 2010) which stated that job satisfaction is a feeling that arises from 

doing daily work. (Morris and Venkatesh, 2010) defined job satisfaction as an amount of 

increased emotional pleasure in the form of deep job satisfaction (which is in line with 

professional values) of a job. (Khan, Rehman and Réhman, 2013) stated that job satisfaction is a 

positive or negative emotional feeling about the work done. In line with (Aydogdu and Aşıkgil, 

2011) which stated that job satisfaction is described as people's attitudes towards their work. 

(Herzberg, 1974) put forward the Two Factor Theory (Two Factor Theory). First, factors 

that cause satisfaction are called motivators and factors that cause dissatisfaction are referred to 

as personal factors (hygiene factors). In addition to these factors, job satisfaction is also 
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influenced by the use of information systems (Fuglseth and Sørebø, 2014), work overload 

(Tarafdar et al., 2007), technological change (Muhammadsyah, Nasir and Faisal, 2019), 

leadership effectiveness, organizational support, and work environment (work environment) 

(Wani, Adam and Majid, 2018), emotional, mental and physical disabilities (Patience, 2012), 

employee commitment and competence (Marhayani, Musnadi and Ibrahim, 2019), teamwork 

(Khuong and Tien, 2013); (Griffin, Petterson and West, 2001). 

 

Burnout 

Burnout was first defined by (Freudenberger, 1974) as a syndrome of emotional 

exhaustion, disappointment, and can cause deterioration in health (Amoo and Fatoye, 2008). 

Burnout is a condition of emotional, mental, and physical fatigue caused by excessive and 

prolonged stress (Patience, 2012). (Affleck, 1996) defined burnout as an emotional fatigue 

syndrome, depersonalization, and a loss of personal achievement. Burnout occurs when 

individuals are overwhelmed and unable to meet requests from superiors, unable to cope with 

problems, and difficult to gather energy to do work (Francis and Popoola, 2013). 

(Maslach, Schaufeli and Leiter, 2001) defined burnout as a psychological symptom of a prolonged 

response to chronic emotions and interpersonal stress on a job. The definition is widely used as a reference 

by various literatures related to burnout. (Maslach, Schaufeli and Leiter, 2001) divided burnout into three 

main dimensions namely, fatigue, cynicism, and inefficiency. Fatigue reflects the perceived individual 

pressure. Dimension fatigue refers to feeling excessive and depleted of one's physical and emotional 

resources. Cynicism reflects dimensions in the context of interpersonal relationships. Cynicism can be 

interpreted as a negative, unfeeling response, or separate response to various aspects of work. The 

inefficiency dimension describes the self-evaluation dimension of burnout. Inefficiency refers to the feelings 

of individuals who doubt their competence, lack of achievement, lack of work productivity. (Maslach, 

Schaufeli and Leiter, 2001) documented the variety of literature and disaggregated the factors that influence 

burnout. Two main factors that can empirically influence burnout are Situational Factors and Individual 

Factors. Situational factors are factors related to working conditions. Individual factors are factors related to 

individual characteristics. 

(Francis and Popoola, 2013) found evidence that descriptive technostress hasa positive influence on 

burnout. Previous studies also found similar evidence to show that burnout can be caused by technostress 

and excessive workload (Francis and Popoola, 2013); (Srivastava, Chandra and Shirish, 2015); 

(Khedhaouria and Cucchi, 2019). In theory, the majority of literatures showed that burnout has a close 

association with job satisfaction (Halbesleben and Buckley, 2004); (Yang, 2010); (Khan, Rehman and 

Réhman, 2013); (Francis and Popoola, 2013); (Khalatbari, Ghorbanshiroudi and Firouzbakhsh, 2013); 

(Khamisa et al., 2017); (Tarcan et al., 2017) . Previous studies had found evidence that negative feelings 

generated at work cause a tendency for job dissatisfaction. (Ibrahim and Yusra, 2016) also explained that 

conflicts that occur in work and family are able to trigger negative feelings that cause a tendency to decrease 

job satisfaction. 

Researchers suspected that burnout is one of the variables that can potentially explain the 

effect of technostress creators on job satisfaction (Francis and Popoola, 2013); (Srivastava, 

Chandra and Shirish, 2015); (Khedhaouria and Cucchi, 2019). Excessive use of technology and 

attitudes of inability to adapt to technological change will cause negative feelings that trigger 

emotional exhaustion, depersonalization, and decreased performance. The ongoing fatigue will 

have an impact on employee loyalty to the job and reduce the level of job satisfaction. 
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The symptoms of burnout are seen in physical and emotional exhaustion. Physical symptoms 

include physical fatigue, pain, and sleep problems, while emotional symptoms include disappointment at 

work, loss of sense or meaning at work, feelings of cynicism about the organization or client, feelings of 

helplessness, frustration, anger, feelings of depression, and feeling alienated (Francis and Popoola, 2013). 

Factors that cause burnout include excessive workload, low recognition and appreciation for work 

performed, lack of success and progress on the job, poorly designed work, too many emotional demands 

from colleagues, and difficult or ungrateful clients (Bhanugopan and Fish, 2006); (Brookings et al., 1985); 

(Rosenberg and Pace, 2006). 

 

Technostress Creators 

The concept of technostress is explained by the transaction theory of stress proposed by (Lazarus, 

1966). This theory described the stress phenomenon as a combination of demand conditions that cause 

stress and individual responses to it (Tarafdar, Pullins and Ragu‐Nathan, 2014). In this case the use of ICT. 

The theory forms the basis for the theoretical conceptualization of the technostres phenomenon. 

Technostress was developed by (Brod, 1984) to describe the pressure caused by the inability to cope with 

the demands of computer use in organizations (Wang, Kakhki and Uppala, 2017). Technostress is a modern 

phenomenon of the use of information technology and computers (Ayyagari, Grover and Purvis, 2011). 

Technostress triggers negative effects on attitudes, thoughts, behavior, and human psychology that 

are direct or indirect results of the use of technology (Weil, Rosen and Wugalter, 1990). Simply put, 

technostress occurs after using ICT. (Wang, Shu and TU, 2008) stated that technostress occurs due to the 

inability of individuals to manage new computer technology. Technostress is shown by anxious and anxious 

attitudes when studying and using computer technology. 

The implementation of technology carried out by organizations aims to improve the performance of 

individuals and organizations. The problem occurs because not all individuals can accept technology and 

use it well. Individuals find it difficult to change the way the old work to the new work that uses ICT (Brod, 

1982). Inability to operate technology encourages work stress (Chen, 2015). (Chang, 2006) stated that when 

companies implement new business systems, resistance to the technology emerges. This happens because 

of the lack of business benefits felt by individuals who use the new system. As a result, when the new 

system does not function as expected, they experience technostress. 

Other facts showed that the increasingly complex operation of ICT makes users frustrated with the 

number of features and how to use these features(Ayyagari, Grover and Purvis, 2011). (Åborg and Billing, 

2003) also mentioned that users who interact with unreliable ICTs will experience frustration and tension. 

They feel that ICTs do not provide significant business benefits. This happens because of the emergence of 

resistance when using new technology (Chang, 2006). 

According to (Amoako-Gyampah, 2007), when professionals are more involved in planning, 

implementing, and training to use new technologies, they are more likely to experience low levels of 

technostress. This happens because they have known, studied, and been able to operate the technology first. 

In contrast to employees, disruptions and problems that are triggered by the use of ICTs in business 

processes, the roles, responsibilities of employees, and organizational culture are a significant source of 

stress for the workforce today (Chen, 2015). 

Technostress has a negative impact. The negative impacts of technostress on employees include 

decreased work participation, productivity and performance, cognitive and psychological symptoms such as 

perception of work overload, information fatigue, computer anxiety, and dissatisfaction at work (Brod, 

1984); (Weil and Rosen, 1997); (Suh and Han, 2003); (Tu, Wang and Shu, 2005). Although many studies 
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have tested stress variables, technostress has not been widely studied (Ayyagari, Grover and Purvis, 2011). 

(Chen, 2015)and (Galluch, Grover and Thatcher, 2015) stated that although technostress has taken place 

globally, research efforts, especially empirical studies, are still very limited. Therefore, further testing is 

needed regarding the impact of Technostress. 

 

Teamwork 

Teamwork is popular in organizations because doing teamwork has the potential to improve 

performance and creativity, synergize the influence of each member, reduce production costs and 

absenteeism (Delarue et al., 2007); (Rhodes et al., 2011). Psychological literatures that extensively 

examined perceptions and actions stated that individuals often perceive and acknowledge situations that 

occur in teams as a form of team effort. This recognition triggers specialization, cognitive coordination 

which makes a "common cause" that occurs in the team (Sebanz, Bekkering and Knoblich, 2006). The 

psychological condition implies that the orientation of team members towards team goals is due to 

individual perceptions about the environment. 

Team work can also be interpreted as a group consisting of several individuals/ 

employees who work together in doing work to achieve common goals (Parker and Wall, 1998). 

(Sundstrom, Meuse and Futrell, 1990) defined teamwork as a group where each group member 

shares the responsibility for achieving organizational goals. Teamwork takes many forms 

tailored to the needs of each organization (Janz, Colquitt and Noe, 1997). The purpose of 

forming teams is to create different work environments that provide individual / employee 

experience for working with different methods (Wall et al., 1986). The presence of team 

members provides psychological support which results in low negative feelings towards the work 

done. In forming teamwork, managers can play the role of organizing the team as desired so that 

shared goals can be achieved (Griffin, Petterson and West, 2001). Forming a good team is very 

necessary so that there is no failure in achieving the desired outcome of the company (Hackman, 

1989) 

Effectiveness of teamwork provides a potential benefit on outcomes achieved the employees in the 

organization (Parker and Wall, 1998). In the event of pressure on the use of technology that affects the 

mental and psychological conditions of employees, employees need social support to avoid difficulties and 

fatigue due to the use of complex ICTs (Galluch, Grover and Thatcher, 2015). (Yukl, 2006) stated that 

support from others is a strong determinant of achieving job satisfaction in a variety of work environments. 

(Griffin, Petterson and West, 2001) also mentioned that the use of teamwork within the organization relating 

to the satisfaction felt by team members. 

Research by (Campion, Medsker and Higgs, 1993) stated that job satisfaction of team members is 

determined by several factors including the composition of the team, the processes that occur in the team, 

and the nature of the work done in the team. (Wang, Shu and TU, 2008) and (Kayastha, Adhikary and 

Krishnamurthy, 2012) found that decreasing the level of technostress on employees will have an impact on 

job satisfaction that is increasingly high. Based on the literature, researchers predict that the negative 

relationship between technostress and job satisfaction can be reduced through the effectiveness of 

teamwork. 

 

Hypothesis Development and Research Paradigm 

Negative emotional feelings arising from carrying out a job cause dissatisfaction with the work done 

(Khan, Rehman and Réhman, 2013). One of the causes of employee dissatisfaction in the company is 
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related to the use of ICTs (Fuglseth and Sørebø, 2014). Dissatisfaction is shown by the mental state of 

individuals that reflects the perception of the use of ICT as a threat (Beaudry and Pinsonneault, 2010). In the 

company, employees are required to be able to carry out activities in accordance with the wishes of the 

company including using ICT. This causes a role stress. Role stress ultimately disrupts the ability of 

employees to do their jobs efficiently and effectively (Chen, 2015). Stress caused by the use of technology is 

called technostress (Brod, 1982). Technostress is the mental stress experienced by employees due to the use 

of ICT in the workplace (Weil and Rosen, 1997). 

(Tarafdar et al., 2011) in his study found that technostress has a direct effect on employee 

satisfaction.(Fuglseth and Sørebø, 2014) stated that employees who experience high-level technostress in 

their environment will experience dissatisfaction with work. It was in line with the research of(Khan, 

Rehman and Réhman, 2013) which stated that technostress can reduce employee job satisfaction. Research 

(Tarafdar et al., 2011)showed that negative cognition can reduce user satisfaction with the systems and 

applications they use that are influenced by their ability to use ICT. 

Based on the description above, the negative impact caused by technostress is employee job 

dissatisfaction which results in low productivity and high turnover (Alleyne, 2012). Research conducted by 

(Ragu-Nathan et al., 2008) and (Tarafdar et al., 2007) found that individuals who experienced technostress 

had lower productivity and job satisfaction. (Wang, Shu and TU, 2008) and (Kayastha, Adhikary and 

Krishnamurthy, 2012) found that the decrease in technostress rate on employees will have an impact on job 

satisfaction. In line with (Tarafdar et al., 2011) who found that technostress decreases ICT user satisfaction. 

It can be concluded that, the higher the level of technostress, the lower individual job satisfaction. 

H1: Technostress has a negative effect on job satisfaction 

Burnout can be caused by technostress and excessive workload (Francis and Popoola, 2013). 

Common symptoms of technostress tend to vary, including feelings of frustration, negative attitudes toward 

sources and systems based on new computer technology, and indifference to the needs associated with the 

user's computer. (Brillhart, 2004) identified four forms of technostress namely data smog, multitasking 

madness, computer hassles, and burnout. Smog data refers to information overload experienced by users 

that causes information fatigue syndrome. Multitasking madness refers to the conflict between the 

multitasking nature of computer systems and the limitations of the human mind. Computer hassles refer to 

technical problems and problems (viruses, spam, pop-up ads, etc.) caused by the use of ICTs. Finally, 

burnout refers to the feeling of exhaustion that results from a conflict between experiencing too much 

pressure and a lack of satisfaction from using ICT.  

Although the benefits of ICT adoption are undoubtedly, the use of ICT generates a number of 

demands and challenges that result in technostress and job burnout in the workplace (Francis and Popoola, 

2013). Technostress describes the pressures experienced by users as a result of multitasking applications, 

constant connectivity, information overload, continuous improvement of the system and the uncertainties 

they cause, continuous relearning, consequences of work-related insecurities, and technical problems 

associated with using ICT (Tarafdar et al., 2011). High technostress due to using ICTs have an impact on 

burnout. 

Burnout is described as losing all interest and motivation for a reason. Because it is technostress. 

The results of research conducted by (Francis and Popoola, 2013) showed that technostress has a positive 

relationship with burnout. This result was in line with research conducted by (Affleck, 1996). (Kupersmith, 

1992) also mentioned that technostress contributes to burnout in employees who are required to use ICT. 

Based on these results it can be concluded that the higher the technostress, the higher the burnout. 
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Technostress arises from the increasing use of ICTs (Tarafdar et al., 2011). Technostress has 

symptoms in the form of feelings of fear, headaches, panic, frustration, negative attitudes towards the 

computer, and anger (Kupersmith, 1992). This can not be avoided because the use of technology in the 

company is important. Managers and staff members in organizations use company computers and software 

to support operational workflows and improve decision-making performance, efficiency, and productivity 

(Riedl et al., 2013). Technostress occurs due to the inability of individuals to manage new computer 

technology (Wang, Shu and TU, 2008). 

Technostress is a negative consequence that has a direct or indirect impact on the user's 

physiological, behavioral, and psychological changes in the form of physical and emotional exhaustion 

(Khan, Rehman and Réhman, 2013). These negative consequences if they occur continuously will result in 

burnout. Burnout is a condition of emotional, mental, and physical fatigue caused by excessive and 

prolonged stress (Patience, 2012). Such excessive and prolonged stress can occur due to the company's 

demands to use ICTs that are not supported by the ability of individuals to operate them (Francis, 2013). 

The results of research conducted by (Kupersmith, 1992); (Affleck, 1996); and (Francis and Popoola, 2013) 

showed that technostress has a positive effect on burnout. That is, high stress due to the use of ICT 

(technostress) results in excessive emotional and physical exhaustion or what is called burnout 

Individuals who experience burnout have the syndrome of emotional exhaustion, depersonalization 

and a loss of sense of personal achievement (Affleck, 1996). This has an impact on their job satisfaction. 

The inability of individuals to work optimally due to limited cognition in the use of ICT causes 

dissatisfaction with their work. Technostress and burnout cause negative feelings in individuals. Negative 

emotional feelings of employees cause feelings of dissatisfaction with their work (Khan, Rehman and 

Réhman, 2013). (Francis and Popoola, 2013) also mentioned that the high burnout will have an impact on 

the high feeling of dissatisfaction. Fatigue and powerlessness of individuals in using ICTs can threaten a 

person's work, relationships and health. This can reduce an individual's productivity and energy, make 

someone feel increasingly helpless, and hate the obligations they have to complete. This is the cause of the 

emergence of feelings of dissatisfaction with individual work. Based on the description it figures that the 

negative influence of technostress on job satisfaction is mediated by burnout. 
 

H2: Technostress has a positive effect on burnout 

H3:Burnout has a negative effect on job satisfaction 

H4:Burnout mediates the influence between technostress and job satisfaction 

 

Today, many companies rely on teamwork to achieve company goals (Griffin, Petterson and West, 

2001), Including in doing work that uses ICT. The problem that arises from the use of ICT is the emergence 

of technostress. Technostress can occur one of which is caused by a lack of social presence (Galluch, 

Grover and Thatcher, 2015).(Kupersmith, 1992) also mentioned that technological innovation can have a 

negative impact that is causing stress among employees. Organizations need to help employees reduce 

technostress to strengthen their return on investment in technology and ensure the success of Organization 

(Chen, 2015). One way is to form a team. Employees will feel helped by the help of a teammate. (Ragu-

Nathan et al., 2008) stated that the step to reduce technostess is with literacy facilities. Literacy facilitation 

refers to establishing close relationships with information systems departments and encouraging ICT 

knowledge sharing among colleagues. 

Individuals who experience technostress show physical and emotional fatigue (Weil and Rosen, 

1997). This will have an impact on reducing job satisfaction. Therefore, a solution is needed to avoid a 
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decrease in job satisfaction by implementing teamwork. Implementation of teamwork provides potential 

benefits to the outcomes achieved by employees in the organization (Parker and Wall, 1998). In companies, 

individuals are required to use the latest technology. This puts pressure on the individual. Individuals need 

social support to avoid difficulties and fatigue due to complicated use of ICTs (Galluch, Grover and 

Thatcher, 2015). (Yukl, 2006) states that support from others is a strong determinant of achieving job 

satisfaction in a variety of work environments. (Griffin, Petterson and West, 2001) also mentions that the 

use of teamwork within the organization relating to the satisfaction felt by team members. 

Effective team implementation can increase motivation to work and individual satisfaction (Griffin, 

Petterson and West, 2001). (Campion, Medsker and Higgs, 1993) stated that job satisfaction of team 

members is determined by several factors including the composition of the team, the processes that occur in 

the team, and the nature of the work done in the team. Through teamwork the negative relationship between 

technostress and job satisfaction can be reduced. (Wang, Shu and TU, 2008) and (Kayastha, Adhikary and 

Krishnamurthy, 2012) found that decreasing the level of technostress on employees will have an impact on 

job satisfaction that is increasingly high. Referring to the explanation, it can be concluded that teamwork is 

predicted to weaken the negative relationship between technostress and job satisfaction . 

H5:Teamwork moderates the the effect of technostress and job satisfaction 

So, based on the hypothesis development discussion above, the research paradigm can be 

formulated as follows. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1. Research Paradigm 

Hypotheses set : 

H1: Technostress has a negative effect on job satisfaction 

H2: Technostress has a positive effect on burnout 
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H5: Teamwork moderates the effect of technostress and job satisfaction 

 

3. METHOD 

This research uses a questionnaire to collect the primary data. The population of this 

study is all Bank Indonesia employees. The selected sample is Bank Indonesia employees who 
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have been working more than two years and use information technology systems both software 

developed by BI and hardware such as smart phones and laptops. The sampling technique used is 

random sampling. Each population in the sample frame has the same opportunity to be elected as 

a respondent. 

The instrument used to measure job satisfaction variable uses the Minnestoa Satisfaction 

Questionnaire (MSN) developed by (Weiss, Dawis and England, 1967). The measurement 

instrument contains 20 (twenty) items of statements on a scale of 1-5 (very dissatisfied until very 

satisfied). Technostress variableis measured using instruments developed by (Ragu-Nathan et al., 

2008) with 23 statement items and divided into five dimensions, namely techno invasion, techno 

overload, techno complexity, techno uncertainty, and techno insecurity. To measure the burnout 

variable, researchers used an instrument that developed by the Maslach Burnout Inventory 

General Survey (MBI-GS) (Maslach and Jackson, 1981) which contains 22 statement items with 

measuring scale using a Likert scale of 1-5. Finally, researchers use an instrument developed by 

(Kathuria and Davis, 2001) to measure teamwork with six Likert scale statement items of 1-5 

(strongly disagree to strongly agree). 

To analyze the data, the researcher uses SEM PLS with the application of Warp PLS 

version 6. The use of SEM PLS is quite appropriate for several reasons, first, the purpose of this 

study is to test / explore a new model with an expansion of existing theories. Second, the 

structural model that is built is relatively complex. There are constructs of various types such as 

first order construct and second order construct. Third, SEM PLS is reliable enough to test the 

amount of data in small sets and abnormal data. PLS SEM testing uses a two step approachby the 

(Baron and Kenny, 1986) and Sobel test to test the effects of mediation. 

 

4. RESULTS 

General Description of Respondents 

The number of responses collected is 174. Based on the established criteria, which are 

Bank Indonesia employees who have been working for more thantwo years and uses at least one 

information technology system at work, it is found that the sample meets these criteria and all 

data can be used. 

Based on the data obtained, the amount of respondent using hardware technology in the 

form of laptopis 167 (96%), cell phoneis 90 (51.7%), and tablet is 11 (6.3%). Meanwhile, the 

amount of respondent using ERP software is 100 (57.5%), HRIS is 134 (77%), CBS is 12 

(6.9%), FOMOBO is 2 (1.1%), EDW is 24 (13.8% ), Messaging media is 120 (69%), e-mail is 

144 (82.8), and other BI information systems is 89 (51.1%). 
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Table 1. Respomdents Using the ICT Devices 

 

No 
Information Number of 

Respondents 
Percentage 

Characteristics Classification 

1 Hardware 

Laptop 167 96% 

Handphone 90 52% 

Tablet 11 6% 

2 Software 

ERP 100 57% 

HRIS 134 77% 

CBS 12 7% 

FOMOBO 2 1% 

EDW 24 14% 

Online Messaging Media 120 69% 

Surel 144 83% 

EDW 89 51% 

 

Furthermore, the analysis of data obtained shows that the majority of respondents are 

male (120%) and female (54%). The age of respondents is quite evenly distributed, with ages 35-

46 dominating with a response of 63 (36%). In terms of education, the majority of respondents 

have undergraduate education (58%) and followed by respondents with undergraduate (34%). 

The working period of the majority of respondents is more than 10 years (61%). The rank of 

respondentparticipating in this survey varies from the rank of assistant / staff as much as 31%, 

Assistant Manager / Manager 40%, Assistant Director / Dep. Director 29%, Director / Dir. 

Executive 1%.Meanwhile, the distribution of respondents is also quite balanced with a response 

rate of 57% of respondents serving in the Representative Office and 43% serving in the Central 

Office. Finally, the respondent of job family is evenly distributed in the field of monetary job 

families, payment systems, enablers, and financial system stability. 

Next, this research is analyzed the responses of the answers from the questionnaire using 

the Respondent Perception Index (IPR) method. This index is to measure the level of respondent 

perceptions to all variables. Based on the result, the IPR for variable technostress creators is 64 

(enough / neutral), job satisfaction 74 (satisfied), burnout 58 (enough / neutral), and teamwork 79 

(agree). The index shows that respondents experienced a level of pressure on the use of 

technology and experienced emotional and physical exhaustion at a sufficient level. Meanwhile, 

respondents perceive job satisfaction and teamwork at a high level. The following table describes 

in detail about the Respondent Perception Index analysis. 
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Table 2. Respondent Perception Index 

 

Variable IPR Criteria 

Technostress Creator 64 Fair / neutral 

Job satisfaction 74 Agree 

Burnout 58 Fair / neutral 

Teamwork 79 Agree 

 

Validity and Reliability Test 

Convergent validity test result shows that the value of Average Variance Extracted 

(AVE) and Communality for all variables is above (>) 0.50. This means that the data collected 

can explain more than 50% of the variance that occurs in variables. Based on the result of 

convergent validity testing, several indicators must be issued as a measure of burnout variables 

(B15, B16, B17, B18, B, 19, B20, B21, and B22) because the factor loading value is less (<) than 

0.4-0.7. 

Meanwhile, the indicator that is still used has a factor loading value of 0.4 to 0.7. These 

parameters are used based on the recommended procedure of Hair et al (2013) that the removal 

of the indicator can be done at a factor loading below 0.7 if it does not increase AVE and 

composite reliability above the limit. Thus, indicators with factor loading between 0.4-0.7 are 

maintained.   

Furthermore, validity testing also looks at the level of correlation of indicators both in the 

construct and with other constructs or known as discriminant validity. The discriminant validity 

test can be seen from two output scores, namely (1) comparing the roots of AVE of a construct 

that must be higher than the correlation between constructs, (2) comparing the scores of cross 

loading indicators between constructs.  

SEM performance result shows that the AVE root scores of all variables that are 

technostress, burnout, job satisfaction, and teamwork have a high AVE root score in its construct 

compared to other constructs. The root values of AVE on the variable techno-overload (0.734), 

techno invasion (0.898), techno complexity (0.784), techno insecurity (0.736), techno uncertainty 

(0.850), job satisfaction (0.724), burnout (0.769), teamwork (0.878) are greater than the other 

constructs. Another parameter is by comparing the cross loading scores between the indicators 

and each construct tested. The test results show that all indicators have a greater cross loading 

score on the construct compared to other constructs.  

The test result shows that the Cronbach's alpha score and composite reliability of all 

variables above 0.7 (see table 3). These result indicates that the measuring instrument used has 

met the element of reliability and can be relied upon to measure the construct.    

 

 

 

 

 

 

 

http://ijbmer.org/


International Journal of Business Management and Economic Review 

                                                                                                                    Vol. 3, No. 01; 2020 

                                                                                                                        ISSN: 2581-4664 

http://ijbmer.org/  Page 210 
 

Table 3. Cronbach’s Alpha Score and Composite Reliability 

 

Variable Composite reliability Cronbach's alpha 

TO 0.853 0.784 

TI 0.944 0.920 

TC 0.887 0.838 

TS 0.854 0.784 

TU 0.912 0.871 

KK 0.956 0.951 

BO 0.952 0.945 

KT 0.953 0.940 

 

Hypotgesis Test Result 

Structural model testing is carried out through three stages, first testing the direct 

relationship between the predictor variable (technostress creator) and the criterion variable (job 

satisfaction). Second, indirect testing involves the contingency variables (mediation), namely the 

role of burnout as a mediator. Third, the test involves contingency variables (moderation), i.e. 

teamwork and testing model. The second and third stages of testing can be done if it is found the 

effect of the relationship between the main variables (Baron and Kenny, 1986). 

In the first stage test,it provides the coefficients and significances of the direct effects. 

The test result (see table 4 Panel A) shows that technostress creator has a negative effect on job 

satisfaction (coefficient = -0.144; p <0.05; R2 = 0.021). Thus, hypothesis 1 (H1) has proven that 

technostress has a negative effect on job satisfaction.  

Next analysis is carried out by involving the burnout variable. The test result (see table 4 

Panel B) shows that technostress has a positive effectonimproving burnout (coefficient = 0.607, 

p <0.01, R2 = 0.369). Then the hypothesis 2 (H2) is proven that technostress effects burnout 

positively. Otherwise, the result shows burnout has a negative effects on job satisfaction 

(coefficient = -0.461, p <0.01, R2 = 0.209). So the hypothesis 3 (H3) is proven that burnout 

effects job satisfaction negatively. 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2. Model Test Result 
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Then, the test result also finds the evidence that the variable burnout fully mediates the 

effect of technostress on job satisfaction. This conclusion is explained by the effect of 

technostress on job satisfaction becomes insignificant (p = 0.16, with coefficient value = 0.073),  

when the burnout variable is involved in testing. Thus, the hypothesis 4 (H4) which suggests that 

burnout mediates the effect of technostress on supported job satisfaction is accepted.  

For the moderation test(see Table 4 Panel C), the coefficient value of the influence of the 

interaction variable between technostress and job satisfaction (techsress * KT) is -0.373, with p 

value <0.001 (R2 = 0.195). This affirms that the hypothesis 5 (H5) the involvement of teamwork 

is able to moderate (reduce) the negative influence of technostress on job satisfaction. A 

summary of the test results can be seen in the following table. 

 

Table 4. PLS Test Results (path coefficient, t-statistic,dan R2) 

 

Panel A. Direct Influence 

Variable   Path to 

  Job satisfaction 

Technostress Creator   -0.144** 

R2   0.021 

Panel B. Indirect Effect of Burnout as a Mediation 

Variable  Path to 

 Burnout Job satisfaction 

Technostress Creator  0.607*** 0.073 

Burnout   -0.461*** 

R2  0.369 0.209 

      ***p<0.01 (one-tailed). 

** p<0.05. 

*p<0.10. 

 

After testing the hypothesis, the next is analyzing the fit model of the research. SEM PLS 

test result produces several model fit parameters such as Average R-squared (ARS), average 

variance inflation factor (AVIF), average patch coefficient (APC), Tenenhous Goodness of Fit 

(GoF), etc. The following table summarizes the results of testing the model fit. 

 

 

 

 

Panel C. Moderation Effect Model 

Variable  Path to 

 Job Satisfaction Kepuasan Kerja 

Technostress Creator 0.607*** -0.202*** 

Burnout  -0.517*** 

Teamwork * Technostress Creators  -0.373*** 

R2 0.369 0.195 
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Table 5. Model Fit Test Result 

 

Parameter Indicator Value Interpretation 

ARS Signifikan p<0.001 0.282 (p<0.001) Fulfilled 

AVIF Ideal <3.3 1.789 Fulfilled (ideal) 

APC Signifikan p<0.001 0.425 (p<0.001) Fulfilled  

GoF >0.1(Small); >0.25 

(medium); >0.36 (Big)  

0.405 Big 

 

Table 5 shows that all model fit indicators are fulfilled with an ARS value of 0.282 with 

significant value of p <0.001. The AVIF indicator shows that the mean value of the variance 

produced by the model is 1.789 below 3.3, which means it is an ideal AVIF value. Furthermore, 

the APC value of 0.425 with a significance of p <0.001 is fulfilled. While the GoF Tenenhaus 

value of 0.405 means the research model is able to explain the variance well. 

Next, the researcher analyzes the effect of the burnout mediation effect using the Baron 

& Kenny approach and the Sobel test approach and calculates the total value of the indirect 

effect. The Sobel calculation resultusing a calculator shows a Z score of 5.86 (p-value <0.01). 

These result confirms the two step approach testing (Baron and Kenny, 1986) where the 

mediation variable (burnout) has a significant effect on the effect of technostress on job 

satisfaction. Then, the researcher analyzes the direct and indirect effect calculations to calculate 

the total effect of the variable. The following table summarizes the calculation of the total effect 

of variables. 

 

Table 6. Total Effect 

 

Independent Variable Dependent Variable Direct Effect Indirect Effect 

Technostress  Job Satisfaction -0.144**  

Burnout Out  -0.517*** 0.313* 

*TS-BO-KK = Total Effect = 0.607 x -

0.517 = 0.313  

  

 

Then the types of interaction of moderating variableis analyzed by testing in stages. 

Testing is done by examining the relationship with independent and dependent variables. The 

result of teamwork has a significant influence on technostress (coefficient = -0.22; p <0.01) and 

job satisfaction (coefficient = 0.57; p <0.01). In accordance with the concept described in the 

previous chapter, if the interaction variable is significantly related to the independent and 

dependent variables then the variable is called Quasi Moderator. 

 

5. CONCLUSION 

 The result shows that technostress has a negative effect on job satisfaction, technostress has 

a positive effect on burnout, burnout has a negative effect on job satisfaction, burnout mediates 

the influence between technostress and job satisfaction, and teamwork moderates the effect of 

technostress and job satisfaction. These results figure that the higher psychological pressure 
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faced by individuals due to the use of technology can reduce the level of individual job 

satisfaction. This result also means that individuals who experience psychological pressure due 

to the use of technology have an impact on increasing mental and psychological fatigue 

(burnout) of individuals. Mental and psychological fatigue cause individuals to be apathetic and 

reduce their level of satisfaction with the work done. But then, teamwork can reduce the negative 

effect of technostress on job satisfaction.  

 These findings streghten the previous theories especially the causality ones. It contributes to 

the realm of science especially in human resource management field, and can be a reference for 

practical managers especially in the Bank Indonesia as the research object. The originality lies in 

the combination of causality models, uses SEM-PLS as an analysis tool, and the new object. The 

limitation resides in the amount of variables that are only three, with one object. 
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