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ABSTRACT

This study has purpose to examine and analyze the effect of workload, work stress and organizational
support partially on the nurses performance at Mitra Keluarga Husada Hospital, Klaten. The population
was all nurses at Mitra Keluarga Hospital Klaten with the number of 51 nurses. This study used the
census method and through this metho@l populations were used as the samples of the study. The data
analysis and hypotheses were tested by using multjgFg linear regression method. The results showed that
workload, work stress and organizational support had a significant effect on the performance of nurses.
Workload and work stress have a sig§fjcant negative effect so that an increase in the workload and work
stress at a certain level will reduce the performance of nurses, while the organizational support has a
significant positive effect where the increase of organizational support will increase the nurse
performance.

15
I. INTRODUCTION

Ahospital is a health care institution providiff§ patient treatment with specialized medical and nursing
staff and medical equipment. In addition, The hospital is an integral part of a social and health
organization with the function of providing comprehensive services, cure (curative) and disease
prevention (preventive) to the community. The hospital is also a training center for health workers and a
medical research center (MOH, 2014). The role of nurses in the implementation of health services is very
important, particularly as service providers, there are relatively more nurses compared to other health
workers. In this case, it is only natural that the performance of nurses plays a very important role in
determining the image of the hospital or the health center. Therefore, nurses must always be maintained
and improved as optimally as possible, and they need to obtain support from the Puskesmas (Public
ﬂealth Center) or other health agencies.

Nurses who are "The caring profession” have an important position in producing quality health services
in hospitals, since the services they provide are based on a bio-psycho-social-spiritual approach which is
a unique service that is carried out for 24 hours and is a continuous advantage compared to other
services. Nurses are the most important human refurce in the hospital since they are also the dominant
number (55 - 65%). Therefore, nursing sefffre as an integral part of health services certainly has a very
important contribution to determine the quality of service in the hospital. In this case, every effort to
improve the quality of hospital services must also be accompanied by efforts to improve the nursing
performance (NingsigPriyo, & Suratmi, 2011).

The high workload can cause tension in a person, causing stress. This can be caused by the level of
expertise demanded is too high, the work speed may be too high, the work volume may be too much and
so on (Sunyoto, 2012: 64). The workload faced by nurses where they feel that the number of nurses
available is not proportional to the amount of work that must be completed, so that they have to complete
work outside of the working hours. Thus, they often experience health problems which result in difficulty
resting at night so that at work they are often sleepy and unable to concentrate, and are easily tired and
easily irritated for no apparent reason (Friska, 2017). Research conducted by Elizar, Lubis and Yuniarti
(2020), Maharani and Budianto (2019), Friska (2017), Hanani (2016) supports the influence of workload
on nurse performance. This is contrary to the research conducted by Astuti and Lesmana (2018) where
the results of their research concluded found that workload had no significant effect on nurse
performance.
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Aside from the workload problems, work stress factors also play an important role in improving the
performance of nurses. If there is no stress, there are no work challenges. Conversely, if the stress is too
high, performance will decrease sinc@Blress interferes with the work implementation (Elizar et al, 2020).
Job stress causes nurses to lose their ability to control them. The most extreme result is low performance,
nurses become discouraged at work, give up,ve or refuse to work to avoid stress. If the stress
experienced by nurses is too great, then the performance will begin to decline, because this stress
interferes with the work performance of employees and will lose the ability to control it or become
unable to make decisions and their behavior becomes erratic. The most extreme result is zero
performance, experiencing distraction, becoming sick, and too weak or tired to work, becoming
discouraged, leaving or refusing to work (Anatan, 2015: 73). Research conducted by Elizar, Lubis and
Yuniarti (2020) and Friska (2017) supports a significant influence between job stress on nurse
performance. This is different from the research condug by Maharani and Budianto (2018) where the
results of their research concluded that worka‘ess had no significant effect on nurse performance.

The organizational support felt by the nurse is considered as a certainty for the availability of assistance
from the organizafgpn when such assistance is needed to support the implementation of employee duties
so that they can run effectively and to deal with stressful situations (Rhoades & Eisenberger, 2012).
Organizational support can also be viewed as an organizational commitment to employees. If the
organization generally appreciates the dedication and loyalty of employees as a form of the commitment
of nurses to the organization, then the nurses in general also pay attention to how committed the
organization has to them. Awards given by organizations can be considered to provide benefits for
nurses, such as a feeling of acceptance and recognition, getting salaries and promotions, getting access to
information, and other forms of assistance needed by nurses to be able to carry out their work effectively.
The existence of this reciprocal norm causes employees and organizations to pay attention to the goals
that exist in the working relationship (Rhoades & Eisenberger, 2012). Eisenberger, et al (2012) suggested
two aspects to determine the condition of organizational support felt by nurses. These two aspects are:
anizational respect for the contribution of nurses and organizational attention to nurse welfare.

Based on the results of observations by the researcher, it was indicated that nurses at Mitra Keluarga
Husada Hospital Klaten tended to experience decreased performance. The performance of nurses at Mitra
Keluarga Husada Hospital Klaten can be seen from their presence, discipline, work attitude, and service
quality. Based on interviews conducted with nurses and the head of the wards about performance, they
stated that there were indications that the performance of nurses was not optimal. This condition is based
on an assessment made by Mitra Keluarga Husada Hospital Klaten in 2019, nurses do not use the work
time optimally. This happens since sometimes there are nurses who arrive late and leave early before
work ends. Moreover, from the total working hours in one shift, nurses only work optimally for 6 to 7
hours, which means that nurses only use their optimal time to work for 87.51% of their total schedule in
one shift. Performance assessment carried out by the nursing care, caring and curing section, there are
still many nurses who have not been able to meet the standards and demands, this is due to the high
workload.

II. THE THEORETICAL FRAMEWORKAND HYPOTHESIS DEVELOPMENT
Nurse Performance

Performance comes from the word "to perform" which has several meanings. The meaning of the word
performance is a noun where one of the meanings is "thing done" (something that is done). In bahasa
Indonesia, the word "performance” is translated into “kinerja”, means as follow: 1. Actions, work
implementation, work performance, efficient work implemeffation 2. Achievements or accomplishment
of a person with respect to the task assigned to the person 3. The work results of a worker, a management
process or an organization as a whole, where the results of the work mue shown in full evidence
concrete and can be measured (compared to predetermined standards) 4. Performance is defined as a
[Ebte regarding the out came resulting from a certain activity, during a certain period of time as well) 5.
Work results that can be achieved by a person or group of people in an organization, in accordance with
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7
geir respective authorities and responsibilities in an effort to achieve the goals of the organization
concerned legally, does not violate the law and is in accordance with morals or ethics (Sedarmayanti,
2016: 283-284). Performance measurement indicators for nurses based on Supangat (in Astuti and
Lesmana, 2018) consist of: (a) Work discipline, (b) Attitudes and behavior, (c) Application of hospital
procedures, (d) Implementation of nursing support activities.

Workload

Workloads are tasks given to nurses at the Mitra Husada Klaten Family Hospital to be completed at a
certain time using the skills and potential of the workforce. The workload indicator according to Spector
developed by Astuti and Lesmana (2018), namely: Speed and Amount profession. Workload means that
each employee carries out work tasks that are entrusted to be carried out and accounted for by an
organizational unit or a certain employee in accordance with the ability and capability of work
effectiveness to be successful. Mangkunegara (2012: 68) states that workload affects performance, where
high workloads will cause errors that can arise due to the inability of employees to cope with work
demands. So that the workload can have a negative effect, when the workload increases, the performance
will decrease. Research conducted by Elizar, Lubis and Yuniarti (2020), Maharani and Budianto (2019),
Friska (2017), Hanani (2016) supports the influence of workload on nurse performance. This is contrary
to the research conducted by Astuti and Lesmana (2018) where the results of their research concluded
that workload had no significant effect on nurse performance. Based on the description above, the first
hypothesis is taken, as follow:

H1 : Workload has a significant effect on the performance of nurses at Mitra Keluarga Husada
Hospital Klaten

Work Stress
Siagian (2015: B2) defines work stress as a condition of tension that affects one's emotions, thgghts and
physical condition. Stress that cannot be handled properly can result in a person's inability to interact
positively with their environment, both in the work environment and outside the work environment.
Nurses who experience work stress will reveal themselves to various abnormal behaviors such as
nervousness, tension, anxiety, indigestion, and high blood pressure. The effect of these symptoms can be
seen in certain mental conditions such as difficulty sleeping, hostility, hopelessness, irritability, difficulty
controlling emotions and being aggressive. Nurses who have high work stress will have an impact on
their performance towards patients. This stress-induced behavior can be seen from several complaints
from patients who complain that the performance of nurses is less friendly in handling patients. Research
conducted by Elizar, Lubis and Yuniarti (2020) and Friska (2017) supports a significant influence
between work stress and nurse performance. This result is different from the research conducted by
Maharani and Budianto (2018) where the results of the study concluded that work stress had no
significant effect on nurse performance. Based on the description above, the second hypothesis is taken,
ollow:

H2 : Job stress has a significant effect on the performance of nurses at Mitra Keluarga Husada
Hospital Klaten

Organizational Support

Hutchinson in Sutrisno (2012: 130), organizational support can also be seen as organizational
commitment to individuals. When in individual organizational interactions, there is a term known as
organizational commitment from individuals in the organization; then organizational support means the
opposite, namely organizational commitment to individuals (employees) in the organization.
Organizational commitment to employees can be given in various forms, including rewards, equal
compensation, and a fair organizational climate. The law of reciprocity (norm of reciprocity) states that
individuals who are treated well by other parties will feel obliged to reciprocate with good treatment
(Blau and Gouldner, 2010). Setton et al (in Irham Fahmi, 2015: 89) stated that high-level perceived
organizational support will create an obligation for individuals to provide reciprocity. The dimensions of
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organizational support include: 1) Intrinsic Support, namely a. Salary b. Trip c. Bonus 2) Extrinsic
Support, namely: a. Attention b. Praise c. Acceptance d. Familiarity e. Information f. Self-development.

H3 : Organizational support has a significant effect on the performance of nurses at Mitra Keluarga
Husada Hospital Klaten

Ill. RESEARCH METHOD

The research location was Mitra Keluarga Husada Hospital Klaten. The population was all nurses at Mitra
uarga Hospital Klaten with the total number of 51 nurses. Arikunto (2013: 95) says that the
population is an object or subject that is in an area and meets certain requirements related to research
problems. As a consideration in sampling in this study refers to the opinion of Suharsimi Arikunto as
follows: "As a sampling guideline, if the subject is less than 100 people, it is better to take all of them, so
that the study uses a total sample. However, if the number of subjects is greater, 10% to 15% to 25% or
more can be taken "(Arikunto, 2013: 120). Considering the population in this study was not too large, the
sampling was done by using the census method where the entire population, 51 nurses at Mitra Keluarga
Hospital Klaten were all taken to be the sample for this study.

IV. ANALYSIS OF THE RESEARCH RESULTS
Validity and Reliability

Validity testing was carried out using Pearson Correlation analysis, while the data processing was done
using the SPSS program. Statement items are declared valid if at the 5% significance level each item
produces a probability value <0.05. Conversely, the statement items are declared invalid if at the 5%
significance level each item produces a probability value = 0.05 (Ghozali, 2013: 47). From the data
processing through a significance level of 0.05 (5%), in this study, the number of samples for testing the
validity of this questionnaire was 51 (N = 51). All items in each variable workload, job stress,
organizgFAnal support and performance are considered valid. The technique used to test the reliability
was the Cronbach's Alpha coefficient. All variables have a Cronbach's Alpha value= 0.6, therefore, it can be
concluded that all variables in this study are reliable.

Test of Causality Model
Further explanation of the regression weight evaluation analysis can be described and explained as
follows:

1. The results of the t test for the influence of the competency variable obtained p value 0.000 <0.05
so that 0.009 had a significant effect on the performance of nurses at Mitra Keluarga Husada Hospital
Klaten, thus H1 was proven to be true.

2. f) The results of the t test for the influence of the work stress variable obtained p value 0.005 <0.05
so that work stress has a significant effect on the performance of nurses at Mitra Keluarga Husada

Hospital Klaten, thus H2 is proven.
3. The results of the t test for the influence of the organizational support variable obtained p value

0.000 <0.05 so that organizational support has a significant effect on the performance of nurses at Mitra
Keluarga Husada Hospital Klaten, thus H3 is provmo be true.

V. DISCUSSION

1. The effect of workload on nurse performance

The results showed that the workload had a significant effect on performance with a p value of 0.000
<0.05, therefore, Ho was rejected so that H1 which stated that the workload had a significant effect on the
performance of nurses at Mitra Keluarga Husada Hospital Klaten was proven. However, the coefficient
results found that the relationship was negative. In this case, it is concluded that if thmor}dnad
increases, the performance of nurses at Mitra Keluarga Husada Hospital Klaten will decrease. The results
of this study support the research conducted by Elizar, Lubis and Yuniarti (2020), Maharani and Budianto
(2019), Friska (2017), Hanani (2016) and support the influence of workload on nurse performance. The
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workload that is felt to be excessive will affect the performance of nurse. The workload that is felt to be
excessive will affect the performance of nurses. The workload that must be carried out by nurses should
be evenly distributed, so that it can be avoided that a nurse has too much or too little workload.
Nevertheless, this even workload does not mean that every nurse in the organization must remain the
same workload. In the research results, the workload of nursegat the Ibnu Sina Islamic Hospital
Pekanbaru was considered by nurses to be quite good. Several aspects related to workload are the
number of patien@) who have to be treated, the work capacity is in accordance with the education
obtainecme shift used to carry out their duties according to the working hours that take place every day.

The effect of work stress on nurse performance
The results showed that job stress had a significant effect on the performance of nurses with p value
0.003 <0.05, therefore, Ho was rejected so that H2 which stated that work stress had a signific{flj effect
on the performance of nurses at Mitra Keluarg§JHusada Hospital Klaten was proven. In this case, it can be
concluded that if the work stress of nurses at Mitra Keluarga Husada Hospital Klaten increases, the
performance of employee will decrease, and vice versa if the work stress @Ejurses decreases, the
performance of nurses at Mitra Keluarga Husada Hospital Klaten will increase. The results of this study
support the research conducted by Elizar, Lubis and Yuniarti (2020) and Friska (2017) which supports

the significant influence between job stress on nurse performance.

The relationship between job stress and performance is presented in a model (U-Reversed relationship).
@ U pattern shows the relationship between stress level (low-high) and performance {lhigh]. If
there is no stress, job challenges are also absent and the work performance tends to decline. In line with
the increasing of stress, the work performance tends to increase, since stress helps employees direct all
resources to meet the work needs. The increasing of stress will cause an increase in the performance,
however after passing a certain point (the optimum point), the increasing of stress will certainly decrease
the performance. In simple terms, this means that stress has t}motential to encourage or interfere with
the work performance, depending on the level of stress. If the stress becomes too great, work
performance will begin to decline, since stress interferes with the work execution. Employees lose the
ability to control them, become unable to make decisions and their behavior becomes irregular. The most
extreme result is that the work performance becomes zero, since elmoyees become sick or cannot work
anymore, are discouraged, leave work, and may be dissmissed from work.

3. = The effect of organizational support on nurse performance

The results showed that organizational support had a significant effect on nurse performance with p
value 0.000 <0.05, therefore, Ho was rejected so that H3 which stated that organizational support had a
significant effect on the performance of nurses at Mitra Keluarga Husada Hospital Klaten was proven. In
this case, it can be concluded that if the organizatiosupport for nurses at Mitra Keluarga Husada
Hospital Klaten increases, the employee performance will increase, and vice versa if the work stress of
nurses increases, the performance of nurses at Mitra Keluarga Husada Hospital Klaten will increase.
These results support the previous research by Kencanaawati (2013) and Nurul and Riyadi (2017).

The results of this study are very relevant to existing theories or opinions and some of them were put
forward by Kaswan who stated that organizational support is when the organization treats employees
fairly and when the orgfjization appreciates the contributions of employees and cares about their
welfare, employees will perceive a high level of support from the organization and as a result@y feel
obliged to reciprocate. Robbin and Judge stated that organizational support is the extent to which
employees believe that the organization appreciates their contribution and cares for their welfare. Based
on the above understanding, support is needed for individuals, in this case, nurses as a form that they are
needed by the organization, with the support of the nurse organization, the organization feels that the
organization really cares about its contribution as a nurse and that its work feels appreciated by the
organization Organizational support is the basis of a reciprocal exchange relationship or the law of
reciprocity (norm of reciprocity) states that individuals who are treated well by other parties will feel
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obliged to reciprocate with good treatment as well. High-level perceived organizational support will
create an obligation for individuals to provide reciprocity.

CLOSING

VL.  CONCLUSION
The conclusions of the results of this study are: Workload has a $Epificant effect on the performance of
nurses at Mitra Keluarga Husada Hospital Klaten. Job stress has a significant effect on the performance of
nurses at Mitra Keluarga Husada Hospital Klaten.
Suggestion
For the Head of Mitra Keluarga Husada Hospital Klaten, it is suggested to take more policies that can
reduce the workload and work stress of the nurses so that the performance of nurses increases.

For further researchers: with the same theme, it is suggested to conduct a study of variables that not
examined in this study, with a larger sample size, add and vary other variables that can affect
performance and can combine the data collection with in-depth interview methods in order that to
provide more information and able to reveal the conditions factually.
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