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Abstract

This study aims to gain an in-depth understanding of employee workload and its
impact on well-being and performance at PT Jasa Raharja Purwokerto Branch. The
research employs a qualitative approach with a case study method, collecting data
through interviews, observations, and documentation involving five informants from
various job positions. The findings indicate that workload is driven by the high number
of traffic accident cases, compounded by limited human resources and the continuous
adaptation to evolving digital systems. These conditions lead to several consequences,
including physical fatigue, work stress, and work-life imbalance, which ultimately
affect employee performance. Although in general, employees maintain optimal
performance, one informant admitted that their performance occasionally declines due
to time pressure and a high volume of work. Nevertheless, most employees continue
to strive to maintain their performance by demonstrating discipline, responsibility, and
strong commitment to delivering optimal public service. This study also highlights the
importance of human resource management policies focused on employee well-being
and workload distribution to ensure the quality of public services remains consistent.
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INTRODUCTION

Banyumas Regency is one of the regions with a relatively high rate of traffic accidents
in Central Java Province. Based on data from the Central Java Regional Police (Polda Jawa
Tengah) and the Central Bureau of Statistics (BPS) of Central Java Province, Banyumas
consistently records the highest number of traffic accidents among the 35 regencies in the
province (I. Y. Saputra, 2023). Over the past five years, the number of accidents in this region
has shown a significant increase. In 2020, there were 1,574 recorded traffic accidents,
resulting in 199 fatalities. This number slightly increased in 2021 to 1,588 accidents, with
200 fatalities and a significant rise in serious injuries (Jateng.antaranews.com, 2021).
Subsequently, in 2022, there was a sharp increase with 2,354 accident cases, resulting in 250
deaths, 11 serious injuries, and 2,788 minor injuries. In 2023, the number of accidents
decreased to 2,085 cases (a decline of approximately 11.4% from 2022), with 212 fatalities
and 2,466 minor injuries. By 2024, the number of accidents further declined to 1,841 cases,
with 205 fatalities (Gerungan, 2025). Although the traffic accident rate in Banyumas
Regency decreased in 2023 and 2024, both in terms of cases and fatalities, the region remains
among those with the highest accident rates in Central Java. This is evident from the
consistently high annual figures that still reach thousands of cases and a significant number
of victims each year.

The high accident rate not only causes social and economic losses but also increases
the administrative and operational burden for the institution responsible for compensating
accident victims PT Jasa Raharja Purwokerto Branch. As a state-owned enterprise
responsible for providing social protection to traffic accident victims, Jasa Raharja plays a
strategic role in ensuring that service processes are fast, accurate, and transparent. The
company sets strict service targets, including disbursing compensation within a maximum of
three days after the incident and processing claims within one hour once the documents are
complete, which requires employees to work under time pressure and high precision demands
(Liputan6.com, 2022). This commitment to accelerating service delivery is further
strengthened through the optimization of digital systems and inter-agency coordination to
expedite verification and compensation processes. Improving service speed for accident
victims has become one of the company’s main focuses, achieved through the transformation
and digitalization of business processes using an integrated service system.

Every increase in accident cases automatically adds to the number of claims and
operational activities that must be handled, thereby increasing the workload pressure on
employees. This condition not only raises the quantity of work but also adds to the
complexity of operational tasks. Employees are required to maintain high accuracy in data
verification, timeliness in compensation disbursement, and effective coordination with
hospitals, the police, and other relevant institutions. When the number of accidents rises, the
volume of claims that must be processed also surges, resulting in high work intensity, where
employees often work overtime late into the night to meet targets and avoid claim backlogs.
Consequently, employees experience an increased workload in terms of task quantity, time
pressure, and administrative responsibilities that demand precision, often extending work
duration beyond regular hours (Assa, 2022).

This phenomenon aligns with the concept of workload as described by Aliefiani et al.
(2023), which refers to the amount of tasks or responsibilities that must be completed within
a specific time period. The concept not only relates to the volume of work but also includes
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the level of complexity, responsibility, and deadlines. Essentially, workload reflects the
extent of demands or expectations placed on employees, influenced by individual capability
and available resource support. A high workload has been proven to negatively affect
employee conditions. Research by Oktafia & Shinta (2020) shows that workload significantly
impacts work fatigue and employee performance at RSUH Surabaya City. An increased
workload that is not balanced with individual capacity can lead to physical, mental, and
emotional exhaustion, ultimately decreasing performance. Furthermore, a study by
Aprilyasari et al. (2024) on hospital nurses found that the heavier the workload, the lower the
perceived level of work-life balance. Excessive job demands can reduce individuals’
opportunities to meet their personal and social needs, thereby disrupting work-life balance
and lowering overall quality of life.

In line with this understanding, the phenomenon of high employee workload at PT
Jasa Raharja Purwokerto Branch is particularly interesting to study as it reflects the real
challenges faced by public service institutions in balancing the demand for fast and accurate
service with employees’ work-life balance. As a company bearing the nation’s social
responsibility, Jasa Raharja is required to provide excellent service to the public promptly
and accurately, especially in emergencies such as traffic accidents. However, high work
intensity, time pressure, and complex responsibilities can lead to physical and mental fatigue,
work stress, and even work-life imbalance. If such conditions persist without proper
management, they may decrease both employee performance and the quality of public
service, which are key indicators of organizational success.

Based on these conditions, the researcher finds it necessary to conduct an in-depth
study of the workload phenomenon experienced by employees at PT Jasa Raharja
Purwokerto Branch. Using a qualitative approach, this research aims to comprehensively
explore employees’ experiences in dealing with job demands and identify their impacts.
Considering that research on workload and its effects in human resource management
particularly in the public service sector using a qualitative approach remains limited, this
study is expected to enrich the existing literature in the field. Focusing on PT Jasa Raharja
Purwokerto Branch, this study titled “A Qualitative Analysis of the Impact of Workload on
Employees at PT Jasa Raharja Purwokerto Branch” aims to provide both academic
contributions to workload studies in human resource management and practical insights for
the company in formulating policies to manage workload and improve employees’ work-life
balance.

REVIEW OF LITERATURE
Workload

According to Robbins & Judge (2017), workload is defined as the amount of tasks
that must be completed by an individual within a certain period, viewed in terms of quantity,
complexity, and time pressure. They emphasize that workload is not only measured by the
number of tasks assigned but also includes the level of difficulty and responsibility involved.
High demands and time pressure can lead to work stress if they are not balanced with the
individual’s abilities and available resources.
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Work-Life Balance

Greenhaus et al. (2003) define work-life balance as the extent to which an individual
can be equally involved and satisfied in both work and non-work life. In this view, balance
is achieved when a person experiences comparable levels of involvement and satisfaction in
both domains. In other words, a person is said to have a good work-life balance when their
job does not interfere with their personal life, and vice versa.
Work Fatigue

Work fatigue refers to a state of decreased physical and mental capacity experienced
by individuals due to excessive workload and insufficient rest time. According to Tarwaka
(2015), work fatigue is a condition in which efficiency and endurance decline as a result of
excessive physical or mental activity. This fatigue arises from an imbalance between an
individual’s work capacity and job demands. The higher the work intensity without sufficient
rest, the greater the likelihood of experiencing both physical and psychological fatigue.
Work Stress

Work stress is a psychological condition that arises from the pressures and demands
an individual feels in the workplace. According to Mangkunegara (2017), work stress is the
feeling of tension or burden experienced by employees while performing their daily tasks at
work. This pressure occurs when job demands exceed an individual’s capacity, when role
conflicts arise, or when there is a lack of support from the work environment. Simply put,
work stress is a negative response of the body and mind to job-related pressure, making it
important to manage effectively so that it does not harm the employee or the organization.
Employee Performance

Dessler (2002) states that employee performance reflects the results or achievements
attained by an individual or group in fulfilling their responsibilities based on organizational
standards. To determine whether an employee’s performance meets the expected level, a
well-planned and continuous evaluation system is required. This evaluation serves to assess
the effectiveness of job performance within a certain period and provides a basis for
management decisions related to productivity improvement and human resource
development.
Work Commitment

Mowday et al. (1979) explain that work commitment refers to the relative strength of
an individual’s identification with and involvement in an organization, demonstrated through
acceptance of the organization’s values, willingness to exert effort on behalf of the
organization, and a strong desire to maintain membership within it.

RESEARCH METHOD

This study employs a qualitative approach, considered the most appropriate for deeply
understanding the phenomenon of employee workload within a complex and dynamic
organizational context. According to Creswell & Creswell (2023), qualitative research allows
researchers to explore meanings constructed by individuals through direct interaction and
natural settings, providing a richer and more comprehensive understanding than mere
numerical data. As noted by Sekaran & Bougie (2016), this approach effectively answers
“how” and “why” questions by uncovering processes, dynamics, and interactions within a
phenomenon. A case study method was chosen, focusing on employees of PT Jasa Raharja
Purwokerto Branch, to comprehensively examine how workload phenomena emerge, the
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influencing factors, and the perceived impacts. The study utilizes observation, interviews,
and documentation to obtain holistic insights into employees’ working conditions and well-
being in a fast-paced public service environment. The researcher’s prior internship
experience at PT Jasa Raharja Purwokerto enhances contextual understanding of the
phenomenon, particularly amid increasing service demands due to high traffic accident rates
in the Banyumas area. The research was conducted at PT Jasa Raharja Purwokerto Branch,
located on JI. Jend. S. Parman No. 82A, Banyumas Regency, selected due to its jurisdiction
covering areas with relatively high accident rates in Central Java. Informants were selected
purposively, comprising five employees representing key operational functions: the Branch
Head, Service Manager, Mobile Service Officer, Finance & General Affairs Officer, and
Cashier. Data were primarily collected from direct field sources through observation, semi-
structured interviews, and documentation to ensure authenticity and depth. Observations
involved moderate participation, given the researcher’s prior engagement in the work
environment. Interviews explored employees’ perceptions of workload, influencing factors,
and perceived impacts, while documentation (notes, photos, recordings) supported data
validation. This combination of qualitative methods strengthens the research’s credibility and
provides a comprehensive understanding of employee workload dynamics at PT Jasa Raharja
Purwokerto.

RESULT AND DISCUSSION
Employee Perceptions of Workload

Based on the data analysis, employees at PT Jasa Raharja Purwokerto Branch
perceive their workload as ranging from moderate to heavy, depending on their position and
responsibilities. Service staff describe their workload as heavy due to direct interactions with
the public during claim processing, handling an increasing number of cases caused by
frequent traffic accidents in the Banyumas region, and dealing with complex documentation
requiring high accuracy. This aligns with the Job Demands—Resources (JD-R) Model by
Demerouti et al. (2001), which states that workload is part of job demands—tasks requiring
sustained physical, mental, and emotional effort. When job demands exceed available
resources, employees experience higher pressure and fatigue. In this context, service
employees face high job demands while resources such as rest time and manpower remain
limited, reflecting an imbalance between job demands and individual capacity (Tarwaka,
2015). Meanwhile, from the leadership perspective, workload is perceived as moderate due
to proportional task distribution and structured coordination, allowing responsibilities to be
managed effectively. According to Karasek’s (1979) Job Demands—Control Model,
employees with high control and autonomy perceive lighter workloads, explaining why
managers can manage stress through decision-making authority and task delegation. In
administrative roles, workload is moderate thanks to digital systems that streamline
verification, record-keeping, and claim disbursement processes, enhancing efficiency as
noted by Zacher & Rudolph (2024), although digital transformation also requires continuous
adaptation to evolving systems.
Factors Influencing Workload

Internally, workload is affected by additional non-routine tasks, strict deadlines, and
rapid digital system updates requiring swift adaptation. Mobile service staff experience extra
pressure from fieldwork that reduces time for core duties, demanding accuracy and timeliness
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in public service. This aligns with Munandar (2016), who explains that internal workload
arises from time pressure and psychological stress when employees must work quickly and
precisely under limited time. Administrative staff face similar conditions due to tight
reporting deadlines and frequent system changes, consistent with Putra (2012), who notes
that strict performance targets can increase psychological pressure. Externally, high traffic
accident rates in Banyumas increase claim volumes, field surveys, and after-hours service
demands, creating added stress. Robbins & Judge (2017) explain that such external pressures
intensify workload, especially in public service organizations where speed and accuracy are
critical.

Effects of Workload on Employees

Heavy workload impacts several aspects of employees’ well-being. In terms of work-
life balance, service employees report frequent overtime, taking work home, and reduced
family time, reflecting an imbalance between work and personal life (Greenhaus et al., 2003).
High job demands with limited resources (Demerouti et al., 2001) lead to psychological strain
and role imbalance. Fatigue is also evident, particularly among mobile service officers and
cashiers, due to long hours and physical strain—consistent with Grandjean’s (1988) view
that fatigue arises from excessive activity without sufficient rest. Work stress is another
consequence; employees feel pressured by responsibility, innovation demands, and
continuous cognitive load, leading to difficulty relaxing even outside work. This supports
Mangkunegara’s (2017) argument that work stress results from excessive workload and high
responsibility exceeding individual capacity.

In terms of performance, high workload negatively affects task completion efficiency,
especially among mobile service staff who experience delays due to heavy workloads and
limited resources. This aligns with Mangkunegara’s (2017) notion that performance quality
declines when workload and time pressure surpass individual capability. However,
employees in departments with moderate workload—such as administration and finance—
maintain consistent performance through discipline and accountability. This reflects strong
organizational commitment (Mowday et al., 1979), where employees remain dedicated to
their roles despite challenges. Robbins & Judge (2017) also emphasize that emotional
attachment to work fosters performance stability under high workload. Hence, strong
commitment plays a crucial role in maintaining performance amidst the demanding nature of
public service work.

CONCLUSION

This study comprehensively illustrates that the workload of employees at PT Jasa
Raharja Purwokerto Branch results from a combination of high external demands and
complex internal organizational factors. Based on in-depth interviews, theoretical
discussions, and thematic analysis, it was found that employee workload levels vary from
moderate to heavy, depending on position, responsibilities, and the intensity of accident cases
handled. The service and mobile service units experience the highest workload since they
deal directly with the public and handle claim processes quickly under time pressure.
Meanwhile, the administration and finance units face different challenges, such as adapting
to continuously updated digital systems and meeting strict reporting deadlines, although
technology helps accelerate work processes.
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The most dominant factor influencing the high workload is the surge in traffic
accidents in the Banyumas area, which leads to an increase in claim volume and field
activities that must be completed within a short timeframe. This situation is exacerbated by
limited human resources and organizational demands for speed and accuracy in public
service delivery. Internally, workload also increases due to additional activities outside of
main job duties, such as traffic safety forums, public awareness programs, and mandatory
training, all of which reduce employees’ effective time to complete routine tasks.
Furthermore, adaptation to new digital systems and tight reporting deadlines create additional
psychological pressure on employees to work quickly and accurately without compromising
service quality.

The impact of high workload is reflected in several key aspects. First, employees’
work-life balance is disrupted due to long working hours, frequent overtime, and work being
carried home. Many employees lose time with their families and sufficient rest due to
constant readiness demands, especially those handling claims and field surveys. Second,
physical fatigue arises from the high intensity of work and minimal recovery time. Third,
some employees particularly managers and technical staff—experience work stress due to
heavy responsibilities, innovation demands, and pressure to maintain high service standards.
Nevertheless, most employees are still able to maintain their performance through discipline,
accuracy, and a strong sense of professional responsibility. However, one employee from the
mobile service unit admitted that their performance was not always optimal due to the high
intensity of work and limited time to complete all tasks. This condition indicates that
excessive workload can reduce individual performance effectiveness, especially when the
volume of work exceeds the available resource capacity.

Overall, this study demonstrates that the workload at PT Jasa Raharja Purwokerto
Branch is a consequence of the dynamic nature of public service, which demands speed,
precision, and a high level of social responsibility. The high work intensity, which is not
always matched by adequate resources, makes balancing work and personal life a major
challenge for employees. Therefore, the company needs to take strategic steps such as
arranging proportional task distribution.
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