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A company is established with a purpose that must be fulfilled. To fulfill that purpose, the company
Article History is expected to pay attention to work aspects related to human resources, one of which is job
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Accepted  :14.10.2025 permitted leave, and illness. One factor that can affect job satisfaction is workload. This research aims

to determine the workload and its impact on the job satisfaction of cashiers at the Rukun Ikhtiar
Cooperative in Bandung City. The method in this research uses a qualitative method, using data
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P collection methods in the form of interviews, observation, and documentation. The number of
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esearch Articte informants in this research is 6 cashiers of the Rukun Ikhtiar Cooperative in Bandung City. The data

validity test used is triangulation. The results of this research show that workload is at a high category

and job satisfaction is at a low category. In addition, workload has an impact on the job satisfaction
of Rukun Ikhtiar Cooperative cashiers in Bandung City, meaning that the higher the workload, the
more it will impact the decrease in cashier job satisfaction.
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1. INTRODUCTION

Cooperatives are one type of business entity that has a strategic role in Indonesia’s national economy.
Based on Law Number 25 of 1992 concerning Cooperatives, a cooperative is a business entity whose members
are individuals or cooperative legal entities that carry out activities based on cooperative principles and the
family principle. The development of savings and loan cooperatives in Indonesia is marked by an increasing
number of members and transaction volume, thus demanding services that are increasingly fast, accurate, and
professional. This increase in operational activity has an impact on increasing the workload of employees
responsible for member services, transaction recording, preparation of financial reports, and achievement of
operational targets. Therefore, human resource management becomes an important factor in maintaining the
quality of cooperative services (Afandi, 2021; Siregar & Mulyana, 2025). One important aspect of HR
management is the arrangement of workload that is appropriate to the capacity and responsibility of each
employee. Unbalanced workload can decrease work effectiveness, service quality, and employee job
satisfaction (Fadhilah & Prahiawan, 2024; Mahawati et al., 2021). Therefore, workload evaluation needs to be
carried out periodically so that cooperative operations run optimally. In the context of cooperative governance,
effective HR management also contributes to improving the quality of service to members and organizational
sustainability (Siregar & Mulyana, 2025).

Good human resource (HR) management can support the achievement of the company’s goals and
targets. One important aspect of human resource management is the arrangement of workload that is
appropriate to the capacity and responsibility of each employee. Unbalanced workload can affect work
effectiveness, decrease the quality of member service, and impact the level of employee job satisfaction.
Therefore, evaluation of workload becomes an important step to ensure that cooperative operations run
optimally. In addition, the existence of HR is certainly a crucial matter, one of which is in the cooperative
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sector, because all service, administrative, and financial management activities depend on the ability and
discipline of employees in carrying out tasks according to the operational standards set by cooperative
management (Siregar & Mulyana, 2025). This condition also occurs at savings and loan cooperatives in
Bandung City, which have high economic activity and community financing needs. At this cooperative, the
cashier division has an important role in receiving and disbursing funds, carrying out financial administrative
recording, preparing daily reports, ensuring the conformity of cash with bookkeeping, and providing
information to members. This responsibility demands high accuracy and concentration because even the
smallest error can cause cash discrepancies or financial reporting errors.

Based on the results of preliminary interviews, the workload of cashiers at KSP Rukun Ikhtiar tends to
increase. Heri, an employee of the Palasari Branch, stated that at the end of the month transaction volume
increases significantly so that employees must handle a lot of work simultaneously. Iwan from the Katapang
Branch revealed that the amount of work is often not proportional to the number of employees so that each
employee must multitask, starting from serving members, inputting transactions, to preparing reports on the
same day. Meanwhile, Elma from the Otista Branch explained that work pressure increases further during
billing periods due to the high volume of transactions. This condition has the potential to cause physical and
mental fatigue which ultimately affects the quality of service to employees.

This phenomenon is reflected in the increasing member complaints regarding the length of service and
inaccuracy of information. In addition, employee attendance data for 2024 shows there were 53 cases of
unexcused absence, 23 permitted leave, and 25 illness. The high rate of unexcused absence indicates a decline
in job satisfaction that requires management attention. In an organization, human resources are the main asset
that determines the success of achieving organizational goals. Sinambela (2021) explains that job satisfaction
is a positive feeling of employees toward their work that is influenced by various factors, both internal and
external. Low job satisfaction can cause decreased work morale, increased fatigue, absenteeism, up to behavior
unrelated to work (Putra et al., 2022). Research by Sonhaji and Romi (2025) also shows that job satisfaction
contributes to increased performance, loyalty, and employee motivation so as to support the achievement of
organizational goals.

One factor that affects job satisfaction is workload. Workload that exceeds employee capacity can cause
work pressure so as to decrease job satisfaction. Yaningsih and Triwahyuni (2022) states that workload has a
negative effect on job satisfaction, this result is reinforced by Fadhilah and Prahiawan (2024) which shows that
high workload decreases job satisfaction if not balanced with a conducive work environment. In addition,
Mahawati et al. (2021) explain that workload is influenced by job demands, the use of working time, and
individual ability in completing tasks. The phenomenon of high workload at KSP Rukun Ikhtiar is also
reinforced by employee overtime data which shows that there are employees with overtime hours reaching
21 hours in one week. This condition exceeds the provisions of Government Regulation Number 35 of 2021
Article 26 paragraph (1) which stipulates that overtime working hours are a maximum of four hours in one
day and eighteen hours in one week. This condition shows the importance of workload evaluation as part of
compliance with labor regulations as well as the implementation of good cooperative governance in human
resource management.

These various phenomena show an imbalance between job demands and employee capacity in the
cashier division of KSP Rukun Ikhtiar. If this condition continues, high workload has the potential to decrease
job satisfaction so as to impact productivity, service quality, and cooperative operational performance.
Therefore, this research aims to analyze the workload and job satisfaction of cashier division employees at the
Rukun Ikhtiar Savings and Loan Cooperative in Bandung City and explain its implications for human resource
management and cooperative governance.

2. LITERATURE REVIEW
2.1. Human Resource Management

Human resource management (HRM) is a process of managing labor that includes planning, organizing,
procurement, development, compensation, maintenance, up to employee termination to achieve
organizational goals effectively and efficiently (Afandi, 2021; Faisal et al., 2025; Sinambela, 2021; Sutrisno,
2019). In its implementation, HRM includes various functions, including planning, development, control,
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integration, and maintenance of human resources. The success of HRM management is influenced by various
internal and external factors, such as technological development, government policy, organizational culture,
information systems, and workforce characteristics that require organizations to continuously adapt to
changes in the business environment (Irmayani, 2022).

2.2. Workload

Workload is a number of tasks that must be completed by employees within a certain period, both
physical and mental (Afandi, 2021; Mahawati et al., 2021). The level of workload is influenced by working
conditions, work targets, the use of working time, work environment, work organization, and individual
characteristics (Mahawati et al.,, 2021). Unbalanced workload can decrease work quality, increase fatigue,
increase the absenteeism rate, and decrease the quality of service to customers (Fadhilah & Prahiawan, 2024).
Therefore, organizations need to measure workload using methods such as Full Time Equivalent (FTE) and
Workload Indicators of Staffing Need (WISN) so that labor needs can be determined more accurately
(Mohamed & Al-Lawati, 2022). In addition, the implementation of workload must pay attention to provisions
regarding working hours, rest time, and overtime work in accordance with Government Regulation Number
35 of 2021 as a form of compliance with labor regulations.

2.3. Job Satisfaction

Job satisfaction is a positive attitude or feeling of employees toward their work as a result of evaluation
of working conditions, rewards received, and the fulfillment of individual expectations (Restanti et al., 2020;
Sinambela, 2021). Job satisfaction is influenced by various factors, such as individual ability, work experience,
compensation, promotion opportunities, relationships between employees, and quality of supervision
(Rahayu et al., 2024). Various theories, such as Equity Theory, Discrepancy Theory, Need Fulfillment Theory,
Two-Factor Theory, and Expectancy Theory, explain that job satisfaction will be achieved if employee needs
and expectations can be fulfilled. The level of job satisfaction can be measured using instruments, such as the
Job Descriptive Index (JDI) and the Minnesota Satisfaction Questionnaire (MSQ), which are widely used to
evaluate employee job satisfaction and become the basis for formulating human resource management policies
(Nguyen & Tuan, 2022).

3. RESEARCH METHODS
3.1. Research Design

This research uses a qualitative approach with the aim of analyzing workload and its impact on the job
satisfaction of employees at the Rukun Ikhtiar Savings and Loan Cooperative (KSP) in Bandung City. The
qualitative approach was chosen because it is able to provide a deep understanding of the experiences,
perceptions, and real conditions experienced by employees in carrying out their work. This research focuses
on understanding the phenomena that occur in the work environment naturally so that it can describe the
relationship between workload and job satisfaction comprehensively.

3.2. Research Sample

The determination of informants was carried out using a purposive sampling technique, namely the
selection of informants based on the consideration that they have knowledge, experience, and direct
involvement with the research object. The informants in this research amounted to six employees of the cashier
division of KSP Rukun Ikhtiar Bandung City who were considered able to provide relevant information
regarding the conditions of workload and job satisfaction in the cooperative environment.

3.3. Data Collection Tools and Procedure

The main instrument in this research is the researcher (human instrument) supported by a structured
interview guide, observation sheet, and documentation. Data collection was carried out through structured
interviews, observation, documentation, and literature study. Interviews were conducted based on guidelines
prepared according to the indicators of workload and job satisfaction variables. Observation was carried out
directly to observe employee work activities and working environment conditions. Documentation was used
to obtain supporting data in the form of attendance data, tardiness, number of employees, and other
documents related to the research. In addition, literature study was carried out through the review of books,

167



Review of Human Resources, Organizational Change, and Economic Impact | Volume 1, Issue 3 (2025)

scientific journals, and relevant previous research results as a theoretical foundation. Before data collection
was carried out, the researcher first obtained research permission from KSP Rukun Ikhtiar Bandung City.
Furthermore, interviews were conducted directly with each informant, then followed by observation and
document examination to strengthen the validity of the data obtained.

3.4. Data Analysis

Data analysis was carried out using the Miles and Huberman interactive analysis model which includes
four stages, namely data collection, data reduction, data display, and conclusion drawing/verification. The
data obtained from interviews, observation, and documentation were first reduced by selecting relevant
information according to the research focus. Furthermore, the data were presented systematically in the form
of narrative description to facilitate the interpretation process. The final stage was carried out by drawing
conclusions and conducting continuous verification through comparison between data sources.

To ensure the credibility of the research results, source triangulation was carried out by comparing
information obtained from each informant, as well as technique triangulation through comparison of
interview results, observation, and documentation on the same data source, then this research used theory
triangulation to increase the credibility and validity of the research results.

4. RESULTS AND DISCUSSION
4.1. Workload of Cashiers at the Rukun Ikhtiar Cooperative in Bandung City

To find out the responses of informants regarding the workload at the Rukun Ikhtiar Cooperative in
Bandung City, the researcher conducted interviews with 6 informants who are cashiers at the Rukun Ikhtiar
Cooperative in Bandung City. Based on the results of the data analysis carried out by the researcher, the
following results were obtained:

4.1.1.Working Conditions

The results of interviews conducted by the researcher with 6 cashiers of the Rukun Ikhtiar Cooperative
in Bandung City regarding the working conditions sub-variable on June 2 to 5, 2026 obtained the following
results:

Table 1. Informant Responses Regarding Cashier Working Conditions as an Indicator of Workload

Number of
No. Question Employees Reason
(Person/ (%))

1. How is the work 6 (100%) Based on the interviews conducted, all 6 informants stated
given, does it demand that the work performed demands high concentration and
high concentration and accuracy. This is because cashier work is directly related
accuracy? to financial management, member transactions, data

input, and services to members so that small errors can
cause discrepancies or administrative errors.

2. How is the increase in 6 (100%) Based on the interviews conducted, all 6 informants stated
work volume during that work volume increases at certain times. The increase
certain periods? in work volume usually occurs at the end of the month,

beginning of the month, certain days with high
transaction numbers, and during the SHU (surplus)
distribution program. This condition requires employees
to work more focused, thorough, and fast in serving
members.

Source: Processed data
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Table 2. Observation Results on Working Conditions as an Indicator of Workload
No. Issue Observed Observation Result

. . Based on the observations made during work activities, cashier work
How is the work given, . . .
requires a high level of concentration and accuracy. Employees must

does it demand high . . .
1. . record transactions, receive and count money, input member data, and
concentration and . . . - . .
) ensure all transactions comply with applicable provisions. Errors in this
accuracy? . . iy .
Y process can cause cash discrepancies or administrative errors.
Based on the observations made, the increase in employee work volume
tends to increase during certain periods, such as the beginning of the
How is the increase in =~ month, end of the month, or when there are cooperative programs or
2. work volume during activities that cause an increase in the number of members who come.

certain periods? Under these conditions, transaction volume becomes higher so that
employees must work faster while maintaining accuracy and quality of
service to members.

Source: Processed data

Based on the results of interviews conducted with six informants who are cashier division employees at
the Rukun Ikhtiar Savings and Loan Cooperative in Bandung City, it is known that all informants (100%)
stated that the work they do demands a high level of concentration and accuracy. This is because cashier work
is directly related to financial management, transaction recording, member data input, and service to
cooperative members.

Informant Bu Novi stated that the work carried out is directly related to finances so that if an error occurs
it can cause a cash discrepancy. In line with this, Pak Yogi stated that cashier work requires high focus because
in addition to inputting data and counting money, employees must also serve members who need information
about cooperative products and services. The results of these interviews show that cashier work not only
requires technical ability but also the ability to maintain accuracy and concentration in a dynamic work
situation.

The observation results also show that cashier work activities demand high accuracy in every transaction
process. Employees must ensure the conformity of the amount of money, transaction data, and supporting
documents so as not to cause administrative errors or financial losses to the cooperative. Thus, it can be
concluded that the working conditions of the cashier division have a fairly high level of mental demand. In
addition to the demand for accuracy, all informants also stated that there are changes in work pressure at
certain times. This work pressure generally increases at the beginning of the month, end of the month,
Mondays, Saturdays, as well as during the implementation of the SHU distribution program. During this
period the number of members conducting transactions increases so that the work volume becomes higher
compared to normal days.

Bu Farah explained that at the beginning and end of the month the number of members making deposits
tends to increase so that queues become busier. The same was expressed by Bu Novi who stated that work
pressure increases during SHU distribution because the number of members who must be served becomes
more numerous. Meanwhile, Pak Boyke revealed that this condition often causes the work to become very
tiring. This finding is reinforced by the observation results which show an increase in service activity during
certain periods so that employees must work faster while still maintaining accuracy and quality of service.
This condition shows that the workload felt by employees is not constant, but fluctuates according to the
transaction volume and service needs of cooperative members.

According to Koesmowidjojo (2017), working conditions are a state that describes an employee’s ability
and understanding of the work they carry out. The more complex and demanding a job is, the greater the
ability required by the employee to complete their work effectively. The results of this research show that
cashier employees at the Rukun Ikhtiar Savings and Loan Cooperative have the ability to carry out their work
even though the work requires a high level of concentration and accuracy. In addition, Marin-Garcia and
Bonavia (2021) state that human work basically involves physical and mental aspects. In the cashier division,
the mental aspect is seen from the demands of concentration, accuracy, and responsibility in managing
financial transactions, while the physical aspect is seen from service activities that take place continuously
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during working hours. Therefore, an increase in the number of transactions during certain periods has the
potential to increase the workload felt by employees.

Based on the interview and observation results, and supported by the theory used, it can be concluded
that the working conditions of cashier division employees at the Rukun Ikhtiar Savings and Loan Cooperative
in Bandung City are in the poor category because the work demands a high level of concentration and accuracy
and there is an increase in work pressure at certain times. This condition shows that the working conditions
aspect is one of the factors that contributes to the formation of employee workload.

4.1.2.Use of Working Time

Based on interviews with six informants, it can be seen that in general the working hours applied at the
Rukun Ikhtiar Savings and Loan Cooperative in Bandung City are considered appropriate by all informants.
Employees consider the applicable working hours to still be within reasonable limits and able to support the
completion of daily work. Some informants even stated that the working hours applied are already ideal,
standard, and in accordance with the operational needs of the cooperative.

However, the interview results also show that even though the work schedule has been well established,
not all employees can go home on time every day. As many as four informants (67%) stated that they can go
home according to working hours, while two informants (33%) stated that they sometimes have to work
beyond working hours if there are still members who come to conduct transactions or need services. This
condition shows that cashier workload is influenced not only by the formal work schedule, but also by
fluctuating member service volume.

Table 3. Informant Responses Regarding the Use of Working Time as an Indicator of Workload

Number of
No. Question Employees Reason
(Person/ (%))
Based on the interviews conducted, all
informants stated that the working hours set
How are the working hours set by the Rukun Ikhtiar Savings and Loan
at the Rukun Ikhtiar Cooperative are already appropriate, normal,
1. Cooperative? Are the working 6 (100%) standard, ideal, and sufficient to support the
hours already appropriate with implementation of daily work. Informants
the set working hours? consider that the applicable working hours

can still be used to complete the tasks that are
the responsibility of each employee.

Two informants stated that they can go home
2 (33%) on time because work can be completed
according to the set working hours.

Four informants stated that they cannot
always go home on time because they still
have to serve members conducting
transactions or deposits near the end of
operational hours so that they sometimes have

How is the frequency of
overtime work?
4 (67%)

to work beyond normal working hours.

Source: Processed data

Based on interviews with six informants, it is known that the use of working time at the Rukun Ikhtiar
Savings and Loan Cooperative in Bandung City generally runs well. All informants stated that the working
hours applied by the cooperative are considered appropriate to support the completion of daily work.
However, the research results also show that not all employees can go home on time according to the set
working hours. As many as 67% of informants stated that under certain conditions they have to work beyond
working hours to continue serving members who are still conducting transactions. This condition indicates
that the demands of service to members can affect employees” use of working time. As a result, there is a
difference between the working hour provisions and their implementation in the field, especially at certain
times when transaction activity is still ongoing close to operational closing hours. This finding shows that the
use of working time is influenced by operational needs that arise during the service process.
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Table 4. Observation Results on Time Leaving Beyond Working Hours as an Indicator of Workload

Cashier No. Observation
Day 1 Day 2 Day 3 Day 4

1. Y v 7
2. v
3. v Y
4. v v ¥
5.
6.

Percentage 33% 50% 7% 0%

Source: Processed data

Based on Table 4, observation results over 4 days for the time of leaving beyond working hours
performed by cashiers show that the highest occurred on the 2nd and 4th days of observation, namely 50% (3
people) of cashiers not going home on time. Based on the explanation obtained from the interview and
observation results that have been conducted, it can be concluded that the use of working time falls into the
not optimal category, this is because although the working hours given are already appropriate, in the use of
working time the cashiers must take breaks and their time to go home from work is still disrupted by work
that must be done. This is in line with Koesmowidjojo (2017) which states that the narrower the time given to
carry out work or the more unbalanced the completion time and the volume of work given, the greater the
workload received and felt by employees.

The research findings also show that some cashiers still work beyond normal working hours during
certain periods. This condition needs to be a concern for cooperative management so that the implementation
of working time remains in accordance with the provisions of Government Regulation Number 35 of 2021
regarding the maximum overtime limit. Compliance with labor regulations not only reduces legal risk for the
cooperative, but is also part of healthy HR management practices to maintain employee welfare.

4.1.3. Targets to be Achieved

Table 5. Informant Responses Regarding Work Targets as an Indicator of Workload
Number of
No. Question Employees Reason
(Person/ (%))

As many as 5 informants stated that the work targets given
can be achieved within the specified time. There were even
5 (83%) informants who stated they often exceed the set targets. This

How is the time . a1 e
w1 ! shows that the targets given are still within the capability

provided to

1. . limits and can be completed according to the available time.
achieve work -
1 informant stated that work targets cannot always be
targets? . (s o .
1(17%) achieved within the specified time because the targets given
(o)
are sometimes quite high compared to field conditions so
that more effort and time are needed to achieve them.
As many as 5 informants stated that the work targets given
are already in accordance with their abilities. This is because
How is the level of 5 (83%) y s . .
. the work given is still in accordance with the experience,
conformity . S
skills, and responsibilities of each employee.
2. between targets ; -
1 informant stated that the work targets given are not yet
and employee fully in accordance with ability and competence because
ability? 1(17%) y Y P

under certain conditions the set targets are quite high and
require greater effort to achieve.
Source: Processed data

Based on interviews conducted with six informants, it is known that the work targets given by the Rukun
Ikhtiar Savings and Loan Cooperative in Bandung City can generally be achieved by employees. As many as
83% of informants stated that the work targets given can be completed within the specified time, and there
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were even informants who stated they are able to exceed the set targets. This condition shows that the given
targets are still realistic and in accordance with employee work capacity.

However, there were 17% of informants who stated that work targets cannot always be achieved within
the specified time. These informants revealed that under certain conditions the targets given are quite high
compared to field conditions so that more time and effort are needed to achieve them. This finding shows that
there is still a mismatch between the set targets and the operational conditions faced by employees.

Based on the overall results of the interviews and observations, the sub-variable of targets to be achieved
can be categorized as achievable. The majority of informants are able to meet the given targets and consider
these targets to be in accordance with their competence. Nevertheless, there is still a small portion of
employees who feel that certain targets are quite high so that they require additional time and effort to achieve.

The results of this research are in line with Koesmowidjojo (2017) which states that the work targets set
by an organization can affect the workload felt by employees. The more the targets match the ability and
resources possessed by employees, the smaller the possibility of excessive workload arising. Conversely,
targets that are too high can increase work pressure and have the potential to decrease employee job
satisfaction.

4.2. Job Satisfaction of Cashiers at the Rukun Ikhtiar Cooperative in Bandung City

To find out the responses of informants regarding job satisfaction at the Rukun Ikhtiar Cooperative in
Bandung City, the researcher conducted interviews with 6 informants who are cashiers at the Rukun Ikhtiar
Cooperative in Bandung City. Based on the results of the data analysis carried out by the researcher, the
following results were obtained:

4.2.1. Turnover

Based on the results of interviews conducted by the researcher with 6 cashiers of the Rukun Ikhtiar
Cooperative in Bandung City regarding the turnover sub-variable on June 2 to 5, 2026, the following results
were obtained:

Table 6. Informant Responses Regarding Turnover Intention as an Indicator of Job Satisfaction

Number of
No. Question Employees Reason
(Person/ (%))

4 cashiers stated that they have thoughts of

4 (67%) leaving their job if they get a better opportunity,
namely getting a better job than the current job.
2 stated that they do not have thoughts of
leaving the company if they get an opportunity

Do you have a desire to leave
1. the company if you have the

tunity?
opportimty 2 (33%) from another company because these cashiers

have the thought that as long as they can still
work at the company, they will keep working.

3 cashiers have the thought of leaving the

% h idering that th: 1
Is there a thought of quitting the 3 (50%) company when -conSIdermg that the workload
performed is quite heavy.

company when considering the
appropriateness of the workload
given? 3 (50%)

3 cashiers do not have thoughts of leaving the
company when considering the workload
performed because the workload given is still in
accordance with their ability.

Source: Processed data

Based on the explanation in the table 6 above, it can be concluded that the turnover sub-variable at the
Rukun Ikhtiar Cooperative in Bandung City is in the high category. This is caused by cashiers who have
thoughts of quitting their job if they get a better job than their current job. In addition, some cashiers consider
leaving the company when considering the workload they perform.
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This is in line with research by Fitriani and Yusiana (2020) which states that the lower the job satisfaction
felt by employees, the more it can raise thoughts among employees to give up their job and also employees
think about choosing other job alternatives.

This finding shows that some cashiers tend to consider leaving the company if there is a job opportunity
considered better or when the workload received is considered not sufficiently in accordance with their ability.
Nevertheless, there are still some cashiers who choose to stay because they feel the work carried out is still in
accordance with their capacity and do not yet have a strong enough reason to leave the company. This
difference in views illustrates that the level of desire to leave each employee is influenced by each individual’s
perception of the working conditions they face.

4.2.2.Level of Work Absenteeism

Table 7. Informant Responses Regarding Absenteeism Level as an Indicator of Job Satisfaction

Number of
No. Question Employees Reason
(Person/ (%))
5 informants stated that work fatigue does not affect
5 (83%) their absenteeism because work is considered a
Does the level of work responsibility that must be completed. They still try to
1 fatigue affect your attend despite experiencing work fatigue.
" frequency of 1 informant stated that work fatigue affects work
absenteeism? 1(17%) attendance. The informant admitted that a high level
of fatigue can decrease physical condition so as to
potentially cause absenteeism.
4 cashiers have the thought of not coming to work
4 (67%) because they feel tired and bored with the work
What personal factor or performed.
2. reason most often makes 2 cashiers do not have the thought of not coming to
you late to the office? 2 (33%) work because they still feel comfortable with their

work and always push themselves to keep coming to
work.

Source: Processed data

Based on the attendance data obtained previously as seen in Table 7, it was found that there are still many
cashiers who do not come to work either due to unexcused absence, illness, or permitted leave. Therefore,
from the description above it can be concluded that the sub-variable of work absenteeism level for cashiers at
the Savings and Loan Cooperative in Bandung City falls into the high category. Because in addition to the
known cashier absenteeism from attendance data, it is also known that the reason cashiers have the thought
of not coming to work is because cashiers feel tired and bored with the work they perform.

4.2.3.Level of Work

Table 8. Informant Responses Regarding Level of Work as an Indicator of Job Satisfaction

Number of
No. Question Employees Reason
(Person/ (%))
6 informants stated that cashier work demands high
How is the level of accuracy and responsibility. Informants stated that the
accuracy and work is directly related to financial transactions so that
1. responsibility in the 6 (100%) small errors can cause cash discrepancies, recording
work you carry out? Is errors, or losses for the cooperative. Therefore, accuracy
it already appropriate? and responsibility are very important aspects in carrying

out daily work.

2 informants stated that handling more than one job at
the same time can still be controlled and is considered
part of the responsibility that must be carried out as a

How is the clarity of
2. task division and work 2 (33%)

responsibility for you? .
cooperative employee.
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Number of
No. Question Employees Reason
(Person/ (%))
4 informants stated that dual work or multitasking is
quite difficult to do because the cashier position requires
high concentration and accuracy. In addition to serving
4 (67%)

financial transactions, some employees also have to do
other administrative tasks so that it has the potential to
increase the risk of work errors.

Source: Processed data

Based on the interview results, all informants stated that the work carried out requires high accuracy and
responsibility. This shows that the characteristics of cashier work have a fairly large level of risk because it is
directly related to financial transactions, member data recording, and service to cooperative members. This
condition requires employees to always be focused and careful in carrying out their work in order to avoid
errors that could harm the organization. It can be concluded that the level of work sub-variable at the Rukun
Ikhtiar Savings and Loan Cooperative in Bandung City is included in the high category. This is seen from the
high demands for accuracy and responsibility in work as well as the tendency that carrying out several jobs
simultaneously can increase the complexity of the work that must be borne by cashier employees.

4.2.4.Organizational Size

Table 9. Informant Responses Regarding Organizational Support as an Indicator of Job Satisfaction

Number of
No. Question Employees Reason
(Person/ (%))
2 informants stated that the available facilities and
resources are already quite suitable for work needs.
2 (33%) Informants opined that the available facilities can still

support the implementation of daily tasks despite some

How are the .
limitations.

facilities and
1. . 4 informants stated that the available facilities and
resources provided

to employees?

resources are still not sufficiently suited to work needs.
Informants revealed that there are still facility limitations

4 (67% . . .
(67%) that can hinder the smoothness of work implementation so
that improvements to facilities and organizational support
are needed.
1 informant stated that communication with superiors is
already quite good although not yet fully optimal.
How is the 1(17%) Y e § B RO Y Y Op
Communication can still be carried out to convey work
smoothness of . . o
. information and work coordination.
communication
2. between 5 informants stated that communication between
subordinates and employees and superiors is still not going well. Informants
superiors? 5 (83%) feel that interaction with superiors is still limited so that

coordination, delivery of information, and resolution of
work problems have not run maximally.

Source: Processed data

Based on the observation results, it can be concluded that the organizational size sub-variable at the
Rukun Ikhtiar Savings and Loan Cooperative in Bandung City is included in the inadequate category. This is
caused by still limited available work facilities and not yet optimal communication between employees and
superiors that can affect the effectiveness of work implementation. This finding is in line with research by
Rosyidah and Prabowo (2026) that in addition to the workload factor, support and availability of adequate
work facilities in supporting work also contribute to employee job satisfaction.

In addition, the research results show that communication between employees and superiors is still one
of the weaknesses in the organization. Most informants stated that the communication established is still not
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intensive and not effective enough. This condition can cause misunderstanding in the implementation of work,
delay in the delivery of information, and less than optimal resolution of problems faced by employees. The
results of this research are in line with the theory of Robbins and Judge (2017) which explains that
communication is one important factor in an organization because it functions as a means of coordination,
delivery of information, and decision making.

4.3. The Impact of Workload on the Job Satisfaction of Cashiers at the Rukun Ikhtiar Cooperative in
Bandung City

Based on the absenteeism data that occurred at the Rukun Ikhtiar Cooperative in Bandung City, there are
still many cashiers who do not come to work, because according to Mangkunegara (2017), employees who feel
less satisfied tend to have a fairly high level of absenteeism. In addition, based on the interviews that have
been conducted, it was found that informants admitted that a high level of fatigue can decrease physical
condition so as to potentially cause absenteeism. Furthermore, based on the interviews conducted by the
researcher, the results were found that as many as 67% (4 people) of cashiers have the thought of not coming
to work because they feel tired and bored with the work performed. Meanwhile, 33% (2 people) of cashiers do
not have the thought of not coming to work because they still feel comfortable with their work and always
push themselves to keep coming to work.

This is supported by Zulher (2020) who states that workload that is too heavy can cause employees to
easily become bored and physically fatigued at work, while monotonous workload can cause employees to
feel bored and become more lazy and relaxed in their work so that job satisfaction decreases. The results of
this research support the results of research by Astuti and Mayasari (2021) and research conducted by Suartana
and Dewi (2020) which states that workload has an impact or negative effect on job satisfaction. This means
that the higher the workload, the more it will decrease employee job satisfaction.

The research findings show that the high workload of cashiers is mainly influenced by the increase in
transaction volume during certain periods, the implementation of multitasking, and the limited number of
employees. This condition indicates the need for objective workload evaluation through the Full Time
Equivalent (FTE) approach or the Workload Indicators of Staffing Need (WISN) approach. The FTE method
can be used to calculate the conformity between the workload and the effective working hour capacity of each
cashier, while the WISN method can help management determine the labor needs based on the actual service
volume. Through this evaluation, cooperative management can arrange work redistribution, plan HR needs,
and reduce excessive workload so that employee job satisfaction can increase.

From a cooperative governance perspective, this finding shows that human resource management is an
important part of maintaining organizational sustainability and quality of service to members. Unbalanced
workload has the potential to decrease service quality, increase the risk of transaction errors, and affect
employee job satisfaction. Therefore, cooperative management needs to conduct periodic workload
evaluation, arrange proportional task division, and ensure the availability of adequate resources as part of
implementing effective and accountable cooperative governance.

5. CONCLUSIONS

The research results show that the workload of cashiers at the Rukun Ikhtiar Cooperative in Bandung
City is in the high category, while job satisfaction is in the low category. High workload is influenced by
working conditions that demand high concentration and accuracy, not yet optimal use of working time
because break time and time to go home are still often used to complete work, although work targets can
generally still be achieved according to employee competence. On the other hand, low job satisfaction is
reflected in the high desire of employees to change jobs, the high level of absenteeism due to fatigue and
boredom, increasing work complexity, and work facilities and communication between superiors and
employees that are still not adequate.

Based on these findings, the Rukun Ikhtiar Cooperative in Bandung City is advised to conduct periodic
workload evaluation using the FTE or WISN method as a basis for determining labor needs, optimize the use
of working time, cooperative management needs to ensure the implementation of working hours and overtime
in accordance with applicable labor regulations, and improve adequate work facilities, communication, and
the provision of appreciation to employees to increase job satisfaction. This research has limitations because it
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only involved six informants from one cooperative so that the research results cannot yet be generalized to all
savings and loan cooperatives in Indonesia. In addition, the research uses a qualitative approach so that the
results more describe the informants’ experiences compared to causal relationships between variables. For
future researchers, this research is expected to become a reference for developing studies on workload and job
satisfaction by involving more informants, various types of organizations, and considering other factors such
as compensation, motivation, work environment, leadership, work stress, and work-life balance. The use of a
mixed methods or quantitative approach is also recommended so that the relationship between variables can
be explained more comprehensively and supported by statistical evidence.
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