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Abstract: This study aims to examine and analyze the influence of competence and workload on employee performance, as 
well as the role of job satisfaction as a mediating variable at the Regional Office of the Directorate General of Customs and 
Excise (DJBC) Western Sumatra. The study is motivated by issues such as inconsistent quarterly employee performance 
achievements, low participation in competency development training, and uneven workload distribution across work units. 
These factors are considered to affect job satisfaction and overall employee performance. The research employs a quantitative 
approach using a survey method. Data were collected through questionnaires and distributed from March to May 2025 to 180 
employees selected as samples from the population working within the DJBC Regional Office of Western Sumatra, including 
units in Bandar Lampung and Bengkulu. The data were analyzed using Structural Equation Modeling (SEM) with Analysis of 
Moment Structure (AMOS) to test both direct and indirect relationships among the variables. The results of the study support 
the proposed hypotheses. Competence has a positive and significant effect on employee performance, while workload has a 
negative effect. Moreover, job satisfaction significantly mediates the influence of both competence and workload on employee 
performance. Based on these findings, the study recommends that the institution actively improve the quality and quantity of 
employee training, implement fair and proportional workload distribution, strengthen internal monitoring and performance 
evaluation systems, and foster a work climate that supports job satisfaction as a strategic effort to enhance employee 
performance. 
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1.INTRODUCTION  
 
In the era of globalization, effective management is critical 
for public institutions, involving coordination and 
integration of organizational activities through people 
(Robbins & Coulter, 2018). In Indonesia, government 
agencies such as the Directorate General of Customs and 
Excise (DJBC) play a vital role in maintaining economic 
stability and safeguarding national borders. As part of its 
mandate, DJBC oversees customs operations across 20 
regional offices and 140 service units, requiring well-
trained personnel and strong organizational performance 
(Costari & Belinda, 2021). 

 
At the regional level, such as the DJBC office in Western 
Sumatra (SUMBAGBAR), limited staffing and high 
operational demands highlight the need for effective 
human resource management. Employee performance 
remains a dynamic construct influenced by competency, 
workload, and job satisfaction (Benyoussef & Benghazala, 
2025; Affandi et al., 2021). Competency—encompassing 
knowledge, skills, and attitudes—is critical to ensure 
alignment with organizational goals (Ekhsan et al., 2020; 
Ong’ango, 2019). However, gaps persist, particularly in 
technical customs procedures, exacerbated by limited 
training effectiveness (DJBC, 2023). 

Despite various competency development programs, 
training participation is low—only one employee per 
program on average—indicating selective implementation 
(DJBC, 2023). Moreover, performance management 
practices remain inconsistent, hindering accountability 
(DJBC, 2018). Prior studies have shown that improved 
competencies correlate positively with job satisfaction and 
performance (Pentury & Usmany, 2023; Alzen & Syah, 
2024). 

Workload is another significant factor. According to 
Karasek’s (2017) demand-control model, excessive job 
demands with low autonomy can trigger stress, reduce 
satisfaction, and impair performance. High workloads at 
DJBC often result in task imbalances, mental fatigue, and 
strained service delivery (Sonnentag & Fritz, 2018; DJBC, 
2022; Hockey, 2019). Uneven distribution of duties among 
customs officers intensifies this burden and affects team 
dynamics (Kahn et al., 2021; Janib et al., 2022). 

Job satisfaction, defined as a positive emotional response 
to one’s job, is influenced by workload and competency 
(Locke, 2017; Soomro & Shah, 2019). It also functions as a 
mediating variable linking these factors to employee 
performance. Studies confirm its role in mitigating the 
negative impact of heavy workloads and enhancing the 
effects of competencies (Choi & Kim, 2021; Zhao & Li, 
2022). 

Given these dynamics, this study investigates how 
competency and workload affect employee performance in 
DJBC SUMBAGBAR, with job satisfaction as a mediating 
factor. The findings are expected to inform strategies for 
improving human resource management and 
organizational effectiveness in public administration. 

 

2. LITERATURE REVIEW 
 
2.1 Competency 
 

Competency is recognized as a key determinant of 
individual performance, defined as the belief individuals 
hold regarding their capacity to perform tasks in alignment 
with personal goals and organizational standards 
(Spreitzer, 1995; Yildiz et al., 2024). It encompasses a 
combination of knowledge, skills, attitudes, and cognitive 
frameworks essential for professional effectiveness (Azizah 
et al., 2022; Mustaqim et al., 2023). Tahirsylaj and 
Sundberg (2020) conceptualize competency as both 
technical and non-technical attributes, often context-
dependent and tailored to specific roles. This 
multidimensional nature is emphasized by Broeck et al. 
(2024) and Fahrenbach (2022), who highlight professional 
competency as the integration of functional skills with 
behavioral traits that drive superior performance. 
Following Spreitzer (1995) and Yildiz et al. (2024), this 
study employs two core indicators-Meaning, the extent to 
which employees perceive their work as purposeful and 
aligned with personal values. Self-efficacy, The belief in 
one’s ability to perform tasks effectively. 

Competency refers to the integration of knowledge, skills, and 

attitudes required to perform tasks effectively (Wibowo in 

Mardiani et al., 2024; Fahrenbach, 2022). Previous studies 

indicate a significant positive effect of competency on 

performance outcomes (Mustaqim et al., 2023; Marhayani et 

al., 2019), confirming its critical role in achieving optimal job 

results. Competency not only influences performance directly 

but also indirectly through job satisfaction. Job satisfaction is 

defined as a positive emotional response to one’s job and work 

environment (Spector, 2019). Several studies demonstrate its 

mediating role, strengthening the impact of competency on 

performance (Mustaqim et al., 2023; Marhayani et al., 2019). 

Building on this argument, the following hypothesis are 

formulated: 

H1: Competency has a positive and significant effect on the 
performance of employees at the Regional Office of the 
Directorate General of Customs and Excise, Western 
Sumatra 

H3: Job satisfaction mediates the relationship between 
competency and employee performance at the Regional Office 
of the Directorate General of Customs and Excise, Western 
Sumatra 

 

2.2 Workload 
 
Workload refers to the volume and complexity of tasks 
assigned to employees within a given timeframe (Diehl et 
al., 2021; Kim & Yeo, 2024). It includes the physical, 
cognitive, and emotional demands imposed by job 
responsibilities (Dhelvia & Soegoto, 2019; Bouwmeester 
et al., 2019). While organizations aim to enhance 
productivity through task allocation, excessive workload 
may result in adverse effects, including decreased 
performance and compromised health (Inegbedion et al., 
2020; Diehl et al., 2021). According to Diehl et al. (2021), 
four main indicators are used, Tasks and Activities-the 
quantity of assignments completed within a designated 
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period, Stress-Emotional strain due to pressure to meet 
deadlines and performance expectations, Burnout-
Physical and mental exhaustion resulting from sustained 
work demands, Physical and Mental Demands- The degree 
of physical effort and cognitive load required to fulfill job 
functions. 

Workload is defined as the total time and effort an 
employee invests in fulfilling job responsibilities (Diehl et 
al., 2021; Kim & Yeo, 2024). While intended to boost 
productivity, excessive workload often results in reduced 
performance and well-being (Inegbedion et al., 2020). 
Empirical findings support a significant negative 
relationship between workload and performance (Dhelvia 
& Soegoto, 2019; Sastrawan et al., 2022; Ali et al., 2014). 
Heavy workloads are often linked with burnout, decreased 
motivation, and lower job satisfaction (Persellin et al., 
2019; Maghsoud et al., 2022). Research confirms that job 
satisfaction can mediate the negative effects of workload 
on performance (Danendra & Rahyuda, 2019; Chin-Quee 
et al., 2016; Sastrawan et al., 2022). Thus, the following 
hypothesis are formulated: 

H2: Workload has a negative and significant effect on the 
performance of employees at the Regional Office of the 
Directorate General of Customs and Excise, Western 
Sumatra 

H4: Job satisfaction mediates the relationship between 
workload and employee performance at the Regional Office of 
the Directorate General of Customs and Excise, Western 
Sumatra 

 
2.3 Job Satisfaction 

 
Job satisfaction is a psychological response reflecting how 

employees evaluate their work and work environment 

(Robbins & Judge, 2013; Spector, 2019). It is a 

multidimensional construct shaped by personal 

expectations and organizational conditions (Taylor & 

Bowers, 1974; Dartey-Baah et al., 2020). Scholars argue 

that satisfaction plays a mediating role between workplace 

stressors and performance (Fairbrother & Warn, 2003; 

Harari et al., 2018), and is increasingly relevant in 

dynamic and competitive work environments (Inayat & 

Khan, 2021). Based on Taylor and Bowers (1974) and 

Dartey-Baah et al. (2020), the study incorporates, Salary 

and Benefits- Employees’ perception of the fairness and 

adequacy of compensation relative to their work and 

industry norms, Working Conditions-The quality of the 

physical and psychological environment, including safety, 

comfort, and available facilities. Coworker Relationships- 
The quality of social interaction and cooperation among 

peers, Supervision-Perceived support and managerial 

style of supervisors, Promotion Opportunities- Perceived 

chances for career advancement within the organization, 

Job Content-The degree to which the job is meaningful and 

satisfying, Overall Organizational Perception-Overall 

employee sentiment toward the organization's values and 

workplace culture. 

2.4 Employee Performance 
 

Employee performance refers to the measurable outcomes 
achieved by individuals in alignment with organizational 
objectives (Kudaibergenov et al., 2024). It involves the 
execution of duties based on allocated authority and 
responsibilities, as well as alignment with strategic goals 
(Garengo & Sardi, 2020; Inayat & Khan, 2021). 
Performance also reflects both economic efficiency and the 
effectiveness of human capital (Kampkötter, 2017; 
Kowshik & Mahesh, 2019). Adapted from Kudaibergenov 
et al. (2024), employee performance is measured through, 
Attendance and Punctuality-Reflects discipline and 
reliability-frequent absences can impair team efficiency. 
Work Attitude and Enthusiasm-Indicates motivation, 
adaptability, and commitment to tasks and the work 
environment. Task Completion-Assesses timeliness and 
accuracy in completing assigned responsibilities. Effort 
and Dedication-Measures the individual’s commitment 
and persistence in achieving work objectives. Problem 
Solving Ability-Reflects analytical thinking, creativity, and 
effectiveness in resolving workplace issues. 

 

 
Fig -1: Framework 

 

3. METHODOLOGY 
 
This study employs an explanatory research design using a 
quantitative approach, focusing on the collection and 
statistical analysis of numerical data (Sekaran & Bougie, 
2016). The advantage of this method lies in its objectivity, 
replicability, and strong validity and reliability for data-
driven decision-making. The population consists of 275 
employees from the Regional Office of the Directorate 
General of Customs and Excise in Western Sumatra, 
including KPPBC TMP B Bandar Lampung and KPPBC TMP 
C Bengkulu. A probability sampling technique with simple 
random sampling was adopted to ensure unbiased 
respondent selection. The sample size was determined 
based on Hair et al. (2019), resulting in 180 respondents. 
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Data collection involved both primary and secondary 
sources. Primary data were obtained through structured 
questionnaires, while secondary data were drawn from 
published literature such as academic journals, 
government reports, and official documents. Ensuring 
appropriate data collection methods is crucial to 
maintaining the validity and reliability of research findings 
(Sekaran & Bougie, 2016). The data collection and 
distribution process were conducted from March to May 
2025. The data analysis method used in this study is by 
using Structural Equation Modeling or SEM. The software 
used for structural analysis in this study is AMOS (Analysis 
of Moment Structure). 
 

4. RESULT AND DISCUSSION 
4.1 Validity and Reliability Result 

 
To ensure the accuracy and consistency of measurement 
instruments, both validity and reliability tests were 
conducted. Indicator validity was confirmed through 
loading factor values > 0.50, with all items meeting the 
criteria (Hair et al., 2014). Convergent validity was 
supported by AVE values exceeding 0.5 for all constructs: 
competency (0.607), workload (0.565), job satisfaction 
(0.650), and employee performance (0.658).  
 

Table -1: Validity and Reliability Result 
 

Variable Item 
Outer 

Weihts 

AVE 

(Avarage 

Variance 

Extracted) 

Dec 

CR 

(Construck 

Realibility) 

Dec 

Competency 

(X1) 

X1.1 0,743 

0,607 

Valid 

0,903 

Reliabel 

X1.2 0,773 Valid Reliabel 

X1.3 0,777 Valid Reliabel 

X1.4 0,792 Valid Reliabel 

X1.5 0,786 Valid Reliabel 

X1.6 0,803 Valid Reliabel 

Workload 

(X2) 

X2.1 0,722 

0,565 

Valid 

0,839 

Reliabel 

X2.2 0,760 Valid Reliabel 

X2.3 0,797 Valid Reliabel 

X2.4 0,726 Valid Reliabel 

Job 

Satisfaction 

(M) 

M1 0,824 

0,650 

Valid 

0,929 

Reliabel 

M2 0,765 Valid Reliabel 

M3 0,813 Valid Reliabel 

M4 0,790 Valid Reliabel 

M5 0,811 Valid Reliabel 

M6 0,817 Valid Reliabel 

M7 0,824 Valid Reliabel 

Employee 

Performance 

(Y) 

Y1 0,790 

0,658 

Valid 

0,906 

Reliabel 

Y2 0,776 Valid Reliabel 

Y3 0,813 Valid Reliabel 

Y4 0,813 Valid Reliabel 

Y5 0,860 Valid Reliabel 

 

 
Reliability was assessed using construct reliability (CR). 
All constructs demonstrated high internal consistency: 
competency (0.906), workload (0.839), job satisfaction 
(0.929), and performance (0.906), confirming the 
instrument’s reliability. 
 
 

4.2 Normality Test Result 
 

Normality was tested using Critical Ratio (CR) for 
skewness and kurtosis in AMOS. All indicators showed CR 
values within ±2.58, suggesting that the data followed a 
normal distribution, both univariately and multivariately 
(CR = –0.089), satisfying a key assumption for structural 
equation modeling (Ghozali, 2016).  
 

Table -2: Assessment of Normality 
 

Variable Min Max Skew c.r. kurtosis c.r. 

Y5 2,000 5,000 -,252 -1,383 -,407 -1,114 

Y4 2,000 5,000 ,046 ,252 -,445 -1,218 

Y3 2,000 5,000 -,083 -,453 -,514 -1,409 

Y2 2,000 5,000 -,064 -,351 -,342 -,935 

Y1 2,000 5,000 -,052 -,285 -,295 -,807 

M7 2,000 5,000 -,151 -,827 ,333 ,911 

M6 2,000 5,000 -,531 -2,907 ,011 ,031 

M5 2,000 5,000 -,045 -,249 -,612 -1,677 

M4 2,000 5,000 -,219 -1,198 -,222 -,607 

M3 2,000 5,000 ,172 ,941 -,174 -,476 

M2 2,000 5,000 ,417 2,285 ,792 2,169 

M1 2,000 5,000 -,189 -1,034 1,210 3,314 

X2.4 1,000 5,000 ,102 ,561 -,247 -,675 

X2.3 1,000 4,000 ,099 ,545 -,275 -,753 

X2.2 1,000 4,000 -,008 -,047 -,418 -1,146 

X2.1 1,000 4,000 -,036 -,195 -,274 -,752 

X1.6 2,000 5,000 ,065 ,355 -,670 -1,834 

X1.5 2,000 5,000 -,021 -,117 -,679 -1,860 

X1.4 2,000 5,000 ,075 ,413 -,511 -1,398 

X1.3 2,000 5,000 -,201 -1,101 -,518 -1,418 

X1.2 2,000 5,000 ,140 ,767 -,654 -1,790 

X1.1 2,000 5,000 ,020 ,112 -,547 -1,498 

Multivariate     -,431 -,089 

 

 
 

4.3 Structural Model Analysis 
 
Structural equation modeling (SEM) was used to evaluate 
the inner model, following verification of the 
measurement model via confirmatory factor analysis 
(CFA).  
 
 

 
Fig-2: Structural Model Result 

 
CFA confirmed that all survey indicators were valid and 
reliable. The model is overidentified (df = 253), allowing 
for statistical estimation and hypothesis testing. 
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4.4 Model Fit Evaluation 

 
Evaluation of the structural model is carried out using 
several Goodness of Fit indicators to assess the extent to 
which the model built is in accordance with the data 
obtained. Based on Hair et al. (2014), the model satisfies 
the minimum requirement of four to five fit indices across 
the absolute, incremental, and parsimony categories, 
making it suitable for hypothesis testing. 
 

Table -4: Model Fit Evaluation Result 

Goodness Of Fit Index Cut of Value Model SEM Resutl  Decision 

Root Mean Square Error of Approx 

(RMSEA) ≤ 0.08 0,078 Good Fit 

Goodness Fit of Index (GFI) ≥ 0.90 0,72 Marginal Fit 

Normed Fit Index (NFI) ≥ 0.90 0,590 Marginal Fit 

Parsimoni Normed Fit Index (PNFI) > 0.5 0,522 Acceptable 

Parsimone Comparative Fit Index (PCFI) > 0.5 0,561 Acceptable 

Comparative Fit Index (CFI) ≥ 0.90 0,635 Good Fit 

Inceremental Fit Index (IFI) ≥ 0.90 0,636 Good Fit 

CMIN/DF ≤ 3.00 2,090 Good Fit 

Tucker-Lewis Index (TLI) ≥ 0.90 0,628 Good Fit 

 

 
Based on Table 4, presents the values of each indicator 

along with their interpretations based on the cut-off value 
that has been set. Key indices such as RMSEA, IFI, and 
CMIN/DF indicated good fit, while others like GFI, NFI, and 
TLI fell into marginal or acceptable fit ranges. Therefore, 
although the model is acceptable for use in further 
analysis, improvements to the model are still 
recommended so that the overall model fit is more 
optimal. 
 

4.5 Hypothesis Testing 

 
Table -5: Hypothesis TestingResult 

Hypothesis Estimate S.E. C.R. P Decision 

The Effect of Competency on 

Employee Performance 
0,486 0,076 6,369 *** Accepted 

The Effect of Workload on 

Employee Performance 
-0,529 0,092 -5,734 *** Accepted 

 
 

 
The Effect of Competency on Employee Performance 
The analysis confirms a significant positive relationship 
between competency and employee performance at the 
Regional Office of the Directorate General of Customs and 
Excise, Western Sumatra (CR = 6.369, p < 0.001). This 
finding supports previous studies by Zhao and Li (2022) 
and Pentury and Usmany (2023), which indicate that 
employees with higher competency levels—especially in 
technical knowledge and procedural compliance—tend to 
achieve superior job performance. 
 
In the customs sector, where roles involve regulatory 
enforcement, border control, and revenue collection, 
professional competency forms the backbone of 
operational effectiveness. Employees who are well-
equipped with relevant skills and judgment capacity are 
more adaptable to policy changes and capable of making 
informed decisions under pressure. Therefore, continuous 
training, technical certification, and hands-on mentoring 
are strategic imperatives to enhance performance 
outcomes. 
 
 

The Effect of Workload on Employee Performance 
The second hypothesis reveals a significant negative effect 
of workload on employee performance (CR = –5.734, p < 
0.001), in line with findings by Ali et al. (2014) and Zhao 
and Li (2022). Excessive workload contributes to fatigue, 
reduced accuracy, emotional strain, and diminished 
motivation—factors detrimental to job performance. 
 
Given the high-intensity demands of customs operations—
such as document processing speed, legal accuracy, and 
field inspections—unmanaged workload burdens may 
lead to decreased productivity and error-prone practices. 
Strategic measures such as equitable task distribution, 
automation of routine processes, and staffing 
reinforcement in critical units are necessary to mitigate 
workload-induced performance decline. 
 

 
Fig-3: Sobel Test Competence (X1), Job Satisfaction (M), 

Performance (Y) 
 
The Effect of Competence on Employee Performance 
with Job Satisfaction as a Media Variable 
Sobel test results support the mediating effect of job 
satisfaction between competency and performance (z = 
3.07, p = 0.0021). This indicates that enhanced 
competency not only directly improves performance but 
also boosts job satisfaction, which subsequently reinforces 
performance—a finding aligned with Mustaqim et al. 
(2023) and Zhao and Li (2022). 
 
Competent employees tend to feel more confident, 
motivated, and valued, which cultivates a sense of 
satisfaction. In the public service context, this satisfaction 
translates into stronger organizational commitment and 
better service delivery. To sustain this effect, 
organizations should foster an environment that links skill 
development with recognition, fair evaluation, and 
supportive leadership. 
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Fig-4: Sobel Test Workload (X2), Job Satisfaction (M), 

Performance (Y) 
 
The Effect of Workload on Employee Performance 
with Job Satisfaction as a Mediating Variable 
The final hypothesis also reveals a significant mediating 
effect of job satisfaction between workload and 
performance (z = –2.85, p = 0.0043). High workload exerts 
a negative impact on job satisfaction, which in turn 
hampers performance—a relationship documented in 
studies by Chin-Quee et al. (2016), Janib et al. (2022), and 
Zhao and Li (2022). 
 
Employees overwhelmed by excessive demands are more 
prone to stress, fatigue, and disengagement, leading to 
dissatisfaction and suboptimal performance. In the 
customs context, where diligence and integrity are 
paramount, dissatisfaction arising from workload 
imbalance can degrade public trust and service quality. 
Addressing workload pressures through supportive 
management, workload audits, and wellness programs can 
help sustain satisfaction and mitigate its indirect impact 
on performance. 
 

5. CONCLUSION 
 
This study concludes that employee performance within 
the Regional Office of the Directorate General of Customs 
and Excise, Western Sumatra, is significantly influenced by 
both individual competencies and workload dynamics, 
with job satisfaction serving as a critical mediating factor. 
First, the findings confirm that competency exerts a 
positive and significant effect on performance; employees 
with strong technical knowledge, work attitudes, and 
professional skills consistently achieve higher levels of 
output and effectiveness. Second, workload demonstrates 
a negative and significant impact on performance, as 
excessive task volume and complexity often lead to 
fatigue, stress, and reduced job quality. Third, job 
satisfaction is shown to mediate the relationship between 
competency and performance, indicating that competent 
employees are generally more satisfied with their jobs, 
which in turn boosts their performance. Fourth, job 
satisfaction also mediates the negative effect of workload 
on performance, suggesting that managing workload 
appropriately can help preserve job satisfaction and 
sustain employee productivity. These insights underline 

the strategic importance of investing in competency 
development, designing balanced workload systems, and 
fostering workplace satisfaction to enhance the 
effectiveness of public sector employees. 
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Appendix Questionnaire: 
 
Name: 
 
Age 
1. Under 30  
2. 31 to 40 
3. 41to 50 
4. Above 50 tahun 
 
Gender 
1. Male 
2. Female 
 
Education: 
1. High School diploma or lower education 
2. Diploma 1 
3. Diploma 3 
4. Bachelor’s degree 
5. Master’s degree 
6.  Others 
 
Work Experience: 
1. Under 5 years  
2. 6 to 15 years  
3. 16 to 25 years  
4. 26 to 30 years  
5. Above 30 years 
 
Items Reference 
COMPETENCE 
1. The work I do is very important to me. 
2. My job activities are personally meaningful to me. 
3. The work I perform holds significance for me. 
4. I am confident in my ability to perform my job. 
5. I am confident in my ability to carry out my job activities. 
6. I have mastered the skills required for my job. 

Spreitzer, 1995; Yildiz et al., 2024 
 

  

WORKLOAD 
1. I currently receive more workload than before. 
2. I need to complete more research projects each year. 
3. I am required to publish research articles annually. 
4. At times, I have to attend numerous meetings and office-

related activities. 

Diehl et al., 2021; Kim & Yeo, 2024 

JOB SATISFACTION 
1. Overall, you are satisfied with the people in your 

workgroup/team. 
2. Overall, you are satisfied with your supervisor. 
3. Overall, you are satisfied with your job. 
4. Overall, you are satisfied with this organization compared to 

most others. 
5. Considering your skills and efforts, you are satisfied with your 

salary. 
6. You feel satisfied with the progress you have made in this 

organization so far. 
7. You feel satisfied with your future opportunities for 

advancement within this organization 

Taylor & Bowers, 1974; Dartey-Baah et al., 2020 
  

EMPLOYEE PERFORMANCE 
1. My records consistently show low levels of tardiness and 

absenteeism. 
2. I am always enthusiastic and motivated at work. 
3. I complete assigned tasks promptly and within the 

designated timeframe. 
4. I perform my job duties with extra effort and dedication. 
5. I am proficient in quickly identifying and implementing 

effective solutions when problems arise in the workplace. 

Kampkötter, 2017; Kudaibergenov et al., 2024 

 


