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Abstract. This study examines the performance of Account Representatives, evaluated through 
independent variables including job satisfaction, competence, and workload. The dependent variable 
in this study is the performance of the Account Representatives, while the moderating variable is 
social support. The population for this research consists of all Account Representatives working at 
Banjarmasin’s Tax Offices (KPP Pratama Banjarmasin, KPP Pratama Tanjung, and KPP Madya 
Banjarmasin). A purposive sampling method was applied, yielding a sample of 67 respondents, with 
observational data based on specific criteria. The analysis tool used is PLS-SEM (Partial Least Squares 
Structural Equation Modeling) with a Two-Stage Approach. The results of this study indicate that 
workload has a significant impact on the performance of Account Representatives, whereas job 
satisfaction and competence do not show a significant effect on performance. Additionally, social 
support was found not to moderate the relationship between job satisfaction, competence, workload, 
and the performance of Account Representatives. The coefficient of determination is 0.488, meaning 
that 48.8% of the performance of Account Representatives is explained by the variables studied, 
while the remaining 51.2% is attributed to other factors. 

Keywords Job Satisfaction; Competence; Workload; Social Support; Account Representative 
Performance. 
 

INTRODUCTION  
Account Representatives (AR) play a crucial role in maximizing tax revenue and 

exploring the potential for national tax collection. Their competence significantly influences 
tax revenue (Lannai, 2024), with skills in tax regulations, communication, identifying tax 
potential, and analyzing financial statements being essential (Lannai, 2024). ARs can utilize 
web scraping techniques to extract transaction data from online markets for potential tax 
discovery (Djufri, 2020). The quality of AR services positively impacts taxpayer compliance 
, although one study found that taxpayer compliance does not moderate the effect of AR 
competence on tax revenue (Lannai, 2024).  

The South and Central Kalimantan DJP Regional Office has recorded both the targets 
and the actual tax revenue in South Kalimantan over the past three years. The actual tax 
revenue in South Kalimantan has experienced fluctuations in the last three years. In 2020, 
there was a decline in both the target and actual tax revenue due to the emergency situation 
caused by the COVID-19 pandemic. This resulted in a decrease in the percentage of tax 
revenue in South Kalimantan. In 2021, the tax revenue target was achieved, and a 14% 
increase in tax revenue was recorded compared to 2020. However, this increase was partly 
due to the fact that the tax target set by the DJP Regional Office of South Kalimantan was 
lower than in 2020. 

The reduction in tax revenue targets by the South Kalimantan DJP Regional Office in 
2020 and 2021 was a consequence of the lower tax revenue targets set by the Ministry of 
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Finance of the Republic of Indonesia. The decline in tax revenue targets in Indonesia was 
driven by various factors. Global economic slowdown, falling commodity prices, and low tax 
compliance negatively impacted tax collection (Batubara, 2019). Although the tax amnesty 
policy was implemented to address the tax shortfall, it did not fully meet its targets, despite 
having a positive economic contribution (Batubara, 2019). Corruption, government 
spending, and human development have been identified as key factors influencing tax 
revenue, with economic growth mediating some of these effects (Maryantika & Wijaya, 
2022). The COVID-19 pandemic exacerbated the situation, leading to a further decline in tax 
revenue in 2020. Additionally, factors such as timing differences and consistency in financial 
reporting also influenced the reduction in tax revenue and overall income achievement 
(Noviyanti & Husni, 2021). The policy of reducing tax revenue targets by the South 
Kalimantan DJP Regional Office undoubtedly affected the policies of the Tax Service Offices 
in South Kalimantan in 2020. 

The city within the scope of the South Kalimantan DJP Regional Office is Banjarmasin, 
which has two Tax Service Offices: KPP Pratama Banjarmasin and KPP Madya Banjarmasin. 
There was an increase in the percentage of tax revenue realization at KPP Pratama 
Banjarmasin. From 2019 to 2020, tax revenue increased by approximately 11%. However, 
in 2020, the tax revenue target was reduced compared to the previous year due to the 
COVID-19 pandemic. As a result, KPP Pratama Banjarmasin appeared to exceed the target 
that had been set. 

Another Tax Service Office in South Kalimantan is KPP Pratama Tanjung. The targets 
and actual tax revenue realization at KPP Pratama Tanjung from 2018 to 2020 are presented 
in Figure 1.1 below: 

 
Source: KPP Pratama Tanjung (2022) 

Figure 1. Tax Revenue Targets and Realization at KPP Pratama Tanjung 
  

Based on the figure above, it can be observed that the tax revenue realization at KPP 
Pratama Tanjung increased from 2018 to 2019 but declined again in 2020. Over the three 
years of observation, KPP Pratama Tanjung has not been able to exceed its tax revenue 
targets. 

The government has been making efforts to increase state revenue from taxes 
through Law No. 7 of 2021 on the Harmonization of Tax Regulations. The purpose of this law 
is to stimulate economic growth, accelerate economic recovery, and improve the tax-to-GDP 
ratio. To achieve these goals, one of the measures taken by the government is to implement 

Rp880.063.257.6…
Rp933.405.735.0…

Rp609.045.735.0…
Rp573.891.436.6…

Rp927.998.217.27…

Rp575.358.316.3…

2018 2019 2020

Tax Revenue Targets and Realization at 

KPP Pratama Tanjung

Target Realisasi



Proceeding of 4th International Conference on Research and Development (ICORAD) 
Vol. 3 No. 2 (2024) 
Page : 597-611 
ISSN:2828-4925 
DOI: 10.47841/icorad.v3i2.290 
 

599 
 

policies aimed at enhancing tax revenue performance by improving service functions 
through the increased performance of Account Representatives.  

Job satisfaction plays a crucial role in improving employee performance across various 
sectors. Research consistently demonstrates a significant positive relationship between job 
satisfaction and employee performance (Junaidi, 2018; Omar et al., 2020; Prihadini et al., 
2021). Studies conducted in polytechnics, private universities, and other workplaces 
indicate that enhancing job satisfaction is essential for improving employee performance 
(Omar et al., 2020; Prihadini et al., 2021). Factors contributing to job satisfaction include the 
work environment, job tasks, supervision, and personal values (Junaidi, 2018; Prihadini et 
al., 2021). Furthermore, work engagement and organizational commitment have been 
identified as mediating factors in the relationship between job satisfaction and employee 
performance (Yandi & Havidz, 2022). These findings emphasize the importance of 
prioritizing job satisfaction within human resource management strategies to optimize 
employee performance and organizational success across various industries. 

Another factor that can influence the performance of Account Representatives (AR) is 
their competence. Several studies have found that competence has a significant positive 
effect on AR performance (Afrina et al., 2021; Hermayati & Elmi, 2021; Lannai, 2024) 
Competent ARs demonstrate mastery of tax regulations, communication skills, and the 
ability to analyze financial reports and business developments (Lannai, 2024) The Strength 
Typology-30 test indicates that most ARs possess adequate competence in line with their 
duties and responsibilities. In addition to competence, other factors such as the work 
environment, workload, leadership, and colleagues also contribute to AR performance 
(Hermayati & Elmi, 2021). However, the impact of information technology usage and 
compensation on AR performance remains unclear, with some studies failing to find 
significant effects (Afrina et al., 2021). These findings highlight the importance of 
competence in enhancing AR performance and tax revenue collection. 

Another factor relates to the issue of workload assigned to individual employees. 
Higher workloads generally result in poorer performance (Howard et al., 2021), and 
healthcare workers, for instance, experienced a decline in performance during periods of 
high stress, such as the COVID-19 pandemic. However, some studies suggest that moderate 
workloads can improve performance when aligned with employees' capabilities (Herawati 
et al., 2023). Job satisfaction plays a critical mediating role between workload and 
performance (Herawati et al., 2023; Janib et al., 2021), emphasizing its importance in 
mitigating the negative effects of workload. Interestingly, career commitment does not 
mediate the relationship between workload and academic staff performance (Janib et al., 
2021). These findings highlight the need for organizations to carefully manage employee 
workload and prioritize job satisfaction to maintain optimal performance. Furthermore, 
real-time monitoring of workload fluctuations can help proactively address performance 
declines (Howard et al., 2021). 

The relationship between job satisfaction, competence, and workload on Account 
Representative (AR) performance can be influenced by social support. Research indicates 
that workload, job satisfaction, and competence are interrelated factors that affect employee 
performance. Workload can have a positive impact on job performance when managed 
properly; however, excessive workload can have a negative impact on academic staff 
performance (Herawati et al., 2023; Janib et al., 2021) Job satisfaction plays a crucial 
mediating role between workload and performance (Janib et al., 2021). Competence has 
been shown to positively affect both job satisfaction and performance. In the context of 
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Augmented Reality (AR) systems, there is a positive correlation between mental workload 
effects and task performance. The effectiveness of AR systems is influenced by various 
factors, including display devices, content relevance, and user characteristics. Social support, 
particularly from supervisors and colleagues, has been shown to positively impact job 
satisfaction and performance (Herawati et al., 2023). These findings highlight the complex 
interplay between workload, competence, job satisfaction, and performance across different 
work contexts, including environments equipped with AR. 

Based on the existing phenomena at the tax offices in South Kalimantan and the 
research gaps identified in previous studies, which have produced varying results, the 
researcher is motivated to conduct a study titled “Determinants of Account Representative 
Performance with Social Support as a Moderating Variable (A Case Study at KPP Pratama 
Banjarmasin, KPP Pratama Tanjung, and KPP Madya Banjarmasin).” 

Theory of Planned Behavior (TPB) 
The Theory of Planned Behavior (TPB) is an extension of the Theory of Reasoned 

Action (TRA), which emerged in 1967. TPB is a widely applied framework for predicting and 
changing behavior, including knowledge sharing and health-related behaviors (Ajzen, 2020). 
TPB posits that behavioral, normative, and control beliefs influence attitudes, subjective 
norms, and perceived behavioral control, which, in turn, shape intentions and ultimately 
behavior (Ajzen, 2020). Meta-analysis has shown that attitudes have the strongest 
relationship with intentions, followed by perceived behavioral control and subjective norms. 
However, there remain questions regarding the inclusion of additional predictors and the 
intention-behavior gap (Ajzen, 2020).  

Theory of Planned Behavior (TPB) identifies three main predictors of behavioral 
intention: attitude, subjective norms, and perceived behavioral control (Ajzen, 2020). Career 
orientation has also been identified as a predictor of migration intention  TPB posits that 
behavioral, normative, and control beliefs underlie these predictors, which ultimately 
influence intention and behavior.  

Maslow's Hierarchy of Needs Theory 
Maslow's Hierarchy of Needs Theory, a foundational concept in humanistic psychology, 

proposes a sequential satisfaction of human needs, from physiological needs to self-
actualization (Mustofa, 2022). Although influential in development studies and policy-
making, recent research challenges its core assumptions. Empirical evidence suggests that 
needs do not have to be fulfilled in a sequential order, and income may not be the primary 
source of need satisfaction. Critics argue that this overlooks the socio-cultural influences and 
the dynamic nature of human needs (Ghaleb, 2024). Despite these criticisms, Maslow's 
theory remains relevant in educational settings, offering practical strategies to enhance 
student motivation. Recent advancements in science propose a more dynamic and 
interconnected model of human needs, considering technological progress, sustainability, 
and individual preferences (Ghaleb, 2024).  

Account Representative (AR) Performance 
Account Representatives (AR) play a vital role in tax administration, and their 

performance is influenced by a range of factors. Competence has been shown to have a 
positive impact on AR performance (Afrina et al., 2021). Effective human resource 
management, including appropriate placement, training, and performance evaluation, 
contributes significantly to enhancing AR performance. While the use of information 
technology and compensation did not have a significant impact on AR performance in one 
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study (Afrina et al., 2021), other studies emphasize the importance of both material and non-
material compensation. Leadership and peer relationships also play an essential role in 
improving AR performance.  

Job Satisfaction 
Job satisfaction is a measure of employees' contentment with their work and work 

environment (Alrefaei, 2020). It encompasses cognitive, affective, and behavioral 
dimensions, reflecting how well a job fulfills an individual's needs and aspirations. Factors 
that influence job satisfaction include salary, opportunities for training, relationships with 
coworkers and supervisors, working conditions, job security, and work-life balance 
(Alrefaei, 2020)). Satisfied employees are more likely to make positive contributions, exhibit 
lower absenteeism, and remain with their organization. Job satisfaction significantly affects 
overall quality of life, influencing social relationships, family dynamics, and perceived health 
status However, a study involving 1,043 participants revealed that only 30% were satisfied 
with their jobs, with marital status and having children negatively affecting job satisfaction 
(Montuori et al., 2022). Attitudes play a crucial role in mediating knowledge and practices, 
which ultimately influence perceived job satisfaction (Montuori et al., 2022). 

Competence 
Competence is a multifaceted concept that has been extensively studied across various 

disciplines. It is generally defined as an individual's ability to interact effectively with their 
environment. In language learning, competence encompasses communicative language 
ability and contextual usage (Aslonova, 2021). The concept of competence is crucial for 
lifelong learning and professional development (Kubova-Semaka, 2020). Although there is 
no universally accepted definition, competence is often viewed as a combination of 
knowledge, skills, experience, attitudes, and values that enable effective problem-solving 
(Kubova-Semaka, 2020). The dynamic nature of competence allows individuals to continue 
learning and improving their capabilities through experience (Kubova-Semaka, 2020). 

Workload 
Workload is a multifaceted concept that lacks a unified definition across various 

fields. In team settings, it encompasses the total effort expended in the execution of tasks 
and team processes. Mental workload, a complex construct in human factors research, is 
assessed through self-reports, task performance, and physiological measurements (Longo et 
al., 2022). Despite extensive research, a universally applicable framework for workload 
assessment remains elusive, highlighting the need for a more comprehensive approach that 
integrates various measurement techniques and considers different dimensions of workload 
(Longo et al., 2022). 

Social Support 
Social support is a multifaceted concept with significant implications for both 

individual and organizational well-being. It includes emotional, instrumental, and 
informational assistance received from one’s social network (Asmar et al., 2020). While 
social ties are generally associated with better health outcomes, paradoxically, the potential 
negative impact of received support also exists. In the workplace, social support can enhance 
relationships, affective responses, and performance, while also buffering stress (Jolly et al., 
2021). However, the literature on workplace social support remains fragmented, with issues 
concerning clarity and conceptual measurement (Jolly et al., 2021). High levels of teamwork 
facilitate faster task completion and minimize errors in work. 
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METHOD 
Population and Sample 

The population used as the object of this study consists of all Account Representatives 
(AR) working at the KPP Pratama Banjarmasin, KPP Pratama Tanjung, and KPP Madya 
Banjarmasin. The sampling technique employed in this study is non-probability sampling. 
The sample was selected using a purposive sampling method. The following is the sample 
selection procedure implemented by the researcher: 
Data Collection Technique 

The data collection technique employed in this study is the survey method, which 
involves direct observation to gather primary data through questionnaires. The survey 
method is widely used in various research fields, including social sciences, marketing, and 
neuropsychology (Morin et al., 2021). This method involves collecting data through pre-
determined questions presented to participants, with no direct interaction between the 
researcher and the participants (Morin et al., 2021). Overall, the survey method remains an 
essential approach for researchers across disciplines to systematically collect and analyze 
data. 
Data Analysis Technique  

The data analysis method used in this study is Partial Least Squares Structural 
Equation Modeling (PLS-SEM). This approach is chosen because PLS-SEM does not require 
normally distributed data, which is suitable given the relatively small sample size and the 
model's complexity, as it involves multiple constructs and indicators (Ghozali, 2015).  

 

RESULTS AND DISCUSSION  
Overview of the Research Subjects 

The subjects of this study are all Account Representatives (AR) working at the KPP 
Pratama Banjarmasin, KPP Pratama Tanjung, and KPP Madya Banjarmasin. Based on the 
sample criteria set for this study, a total of 67 Account Representatives were selected as the 
sample.  
Descriptive Statistics 

Table 2. Descriptive Statistics 
 N Minimum Maximum Mean Std. Deviation 

Job Satisfaction (X1) 67 10 24 19.716 2.279 
Competence (X2) 67 12 20 16.731 2.199 
Workload (X3) 67 15 24 19.567 2.395 
Social Support (Z) 67 13 24 20.134 2.870 
AR Performance (Y) 67 12 20 17.687 2.119 

Source: Processed Primary Data (2022) 
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Model Evaluation 
Outer Model  

Convergent Validity Test 

 
Source: Processed Primary Data (2022) 

Figure 2. Loading Factor Values for All Indicators 
Based on the data processing using SEM PLS as shown in the figure above, it can be 

seen that all indicators of the variables have loading factor values greater than 0.06. This 
indicates that the reflective indicators of all variables have a high level of validity, thus 
meeting the criteria for convergent validity. 

Average Variance Extracted (AVE) Test 
Table 3. Average Variance Extracted (AVE) Values for Constructs  

Variable 
Average Variance 
Extracted (AVE) 

Job Satisfaction 0.683 
Competence 0.732 
Workload 0.659 
AR Performance 0.677 

Source: Processed Primary Data (2022) 

Based on Table 5.4, it is evident that the AVE values for each construct after 
modification are above 0.5. Therefore, there are no issues with convergent validity in the 
tested model, and the constructs in this research model can be considered to have good 
discriminant validity. 

Discriminant Validity Test 
Table 4. Cross-Loading Values for Constructs  

 
Job 

Satisfaction 
Competence Workload 

AR 
Performance 

X1.1 0.739    

X1.2 0.748    

X1.3 0.856    

X1.4 0.863    

X1.5 0.845    

X2.1  0.409   

X2.2  0.509   
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Job 

Satisfaction 
Competence Workload 

AR 
Performance 

X2.3  0.480   

X2.4  0.405   

X2.5  0.445   

X3.1   0.739  

X3.2   0.748  

X3.3   0.856  

X3.4   0.863  

X3.5   0.845  

Y1    0.781 

Y2    0.816 

Y3    0.786 

Y4    0.867 

Y5    0.859 

Source: Processed Primary Data (2022) 

Based on the results of the cross-loading estimation of constructs with reflective 
indicators shown in Table 5.5, it can be observed that all constructs or latent variables 
exhibit good discriminant validity, as the indicators in the construct indicator block are 
stronger than those in other indicator blocks. The cross-loading analysis indicates that there 
are no issues with discriminant validity. 

 
Reliability Test 

Table 5. Cronbach’s Alpha and Composite Reliability Values for Variables 

 
 

Source: Processed Primary Data (2022) 

Based on Table 5.6, it can be observed that the Cronbach's alpha and Composite 
reliability values for each exogenous and endogenous construct with reflective indicators 
are all above 0.6. Therefore, all constructs in this model can be considered reliable.  
 
Inner Model 

Tabel 6. R2 dan R2 Adjusted Values 
 R Square R Square Adjusted 

AR Performance 0.488 0.427 

Source: Processed Primary Data (2022) 

The calculation results for R² for the latent variables in Table 5.8 above show that the 
R² value is 0.488. This means that the R-Square value for the model with the variables of 
Workload, Competence, Job Satisfaction, and Social Support is 0.488. This value can be 
interpreted as indicating that the endogenous latent variable is explained by the exogenous 

 

Cronbach's 
Alpha 

Composite 
Reliability 

Job Satisfaction (X1) 0.885 0.911 

Competence (X3) 0.906 0.913 

Workload (X1) 0.870 0.882 

AR Performance (Y) 0.881 0.891 
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latent variables by 48.8%, while the remaining 51.2% is explained by other variables not 
included in the study. 
 
Hypothesis Testing 

 
Source: Processed Primary Data (2022) 

Figure 3. Output of Two-Stage Bootstrapping Approach  
Based on the t-test results as calculated using PLS-SEM, the results can be seen 

in the table and explained as follows:  
Table 7. Partial Statistical Test Results / t-Test 

 
Original 
Sample 

(O) 

Sample 
Mean 
(M) 

Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|) 

P 
Values 

Summary 

Job 
Satisfaction -> 

AR 
Performance 

0.020 -0.036 0.244 0.083 0.934 
H1 is 

rejected 

Competence -> 
AR 

Performance 
0.218 0.254 0.174 1.254 0.210 

H2 is 
rejected 

Workload -> 
AR 

Performance 
0.428 0.432 0.154 2.788 0.005 

H3 is 
accepted 

Job 
Satisfaction * 

Social Support 
-> AR 

Performance 

0.008 0.095 0.253 0.031 0.975 
H4 is 

rejected 

Competence * 
Social Support 

-> AR 
Performance 

-0.191 -0.221 0.189 1.010 0.313 
H5 is 

rejected 

Workload * 
Social Support 

-> AR 
Performance 

-0.006 -0.000 0.147 0.038 0.970 
H6 is 

rejected 

Source: Processed Primary Data (2022) 
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Discussion 

1. The Effect of Job Satisfaction on Account Representative Performance 

Based on the data, the majority of Account Representatives (AR) report high levels of 
job satisfaction. This is attributed to ARs perceiving that their colleagues are cooperative, 
and their supervisors provide solutions to the challenges they face. Furthermore, according 
to the ARs, the Tax Service Office has offered opportunities for enhancing knowledge and 
skills. It can be concluded that most ARs are satisfied with job evaluations, income, the work 
environment, leadership, and the opportunities for learning and self-development. However, 
there remains a portion of ARs who feel that the performance evaluations do not reflect their 
actual experiences, and the salary they receive does not align with their position as ARs, 
leading to dissatisfaction with their current jobs.  

When an individual holds a positive outlook towards a particular action, they are 
more likely to have the intention to perform that action. The majority of ARs perceive their 
colleagues as cooperative and their supervisors as problem-solvers. Additionally, ARs 
acknowledge that the Tax Service Office provides opportunities to improve their knowledge 
and skills. This suggests that most ARs are satisfied with work evaluations, the work 
environment, leadership, as well as with opportunities for learning and personal 
development. 

However, job satisfaction has not been able to improve performance significantly, as 
there remains a portion of ARs who feel that their performance evaluations do not accurately 
reflect their real experiences, and that their salary is not commensurate with their position 
as ARs. This leads to dissatisfaction with their current work. Since job satisfaction is 
considered a higher-level need, specifically a need for recognition, ARs still need to fulfill 
more fundamental needs, such as achieving good performance. When AR performance is 
achieved, the organization will meet the physiological needs of ARs and their families 
through salary and benefits, which are basic needs that ARs first have met (Robbins & Judge, 
2015). Therefore, job satisfaction does not directly affect AR performance, as even if ARs are 
dissatisfied with certain aspects of their job satisfaction, they still have an obligation to 
achieve good performance. If AR performance is not met, it will affect the salary and benefits 
received by the AR. 

The results of this study support the findings of Pratama et al. (2020),  Adiyasa & 
Windayanti (2019) dan Hidhayati et al., (2023) which state that job satisfaction does not 
significantly affect tax examiner performance. However, these findings contradict the results 
of studies by Juniantara & Riana (2015) dan Susilowati (2021) which suggest that job 
satisfaction does have an impact on employee performance.  

2. The Effect of Competence on Account Representative Performance 

Based on the data, the majority of Account Representatives (ARs) possess good 
communication skills; however, some ARs report that they struggle with effective 
communication. Additionally, there are ARs who feel they lack the ability to analyze financial 
statements, although the majority of ARs claim to be capable of doing so. All ARs are able to 
analyze the taxpayer profile risks and possess good self-confidence. However, a few ARs still 
find it challenging to think creatively when identifying potential taxpayers. It can be 
concluded that the majority of ARs perceive their competencies as adequate, but some still 
feel that their competencies need improvement.  
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The achievement of AR competence is reflected in their communication skills, 
creativity, ability to analyze financial reports, and self-confidence, which are the resources 
or potentials possessed by the ARs. According to the Theory of Planned Behavior, behavior 
is the result of the resources an individual possesses, and these resources are what drive ARs 
to improve their competence. Therefore, the competence of ARs in this study can be 
considered to be in a favorable state. 

However, AR competence has yet to significantly enhance performance because some 
ARs still feel that their communication skills, ability to analyze financial statements, and 
creativity need improvement. This could be due to the fact that these ARs still need to fulfill 
more fundamental needs, such as achieving good performance. When AR performance is 
achieved, the organization will meet the physiological needs of ARs and their families 
through salary and benefits, which are basic needs that must be fulfilled (Robbins & Judge, 
2015). The results of this study align with the findings of Dhermawan et al., (2012), Hidhayati 
et al., (2023) dan Fitrahsyah (2013) who found that competence does not significantly affect 
AR performance. However, this study contradicts the findings of Afrina et al., (2021) dan 
Ainanur & Tirtayasa (2018) which indicated that competence has a significant impact on AR 
performance.  

3. The Effect of Workload on Account Representative Performance 

According to the Theory of Planned Behavior, one of the factors influencing an 
individual’s behavior is perceived behavioral control. Perceived behavioral control is 
influenced, in part, by institutional policies, which can affect employee behavior—in this 
case, Account Representatives. These policies are related to procedures, regulations, 
authorization, and authority in setting workload expectations. The Tax Service Office’s policy 
on setting work targets encourages ARs to work toward achieving these targets, even though 
some ARs feel that the workload they bear is too high. It is the organizational policy factor 
that drives the workload given by the Tax Service Office, ultimately motivating ARs to 
enhance their performance. 

 Maslow’s Hierarchy of Needs Theory, as cited in Mustofa (2022) posits that humans 
have physiological needs, one of which is physical needs. A key physical need is adequate 
rest. By assigning a workload that aligns with the ARs’ capabilities, the likelihood of fatigue 
due to excessive work demands is reduced. This, in turn, facilitates the achievement of Key 
Performance Indicators (KPIs), which are used to assess AR performance. The results of this 
study support the findings of Nasution et al., (2018) and Tjibrata et al., (2017)  who state that 
workload has an effect on employee performance. However, this study contradicts the 
findings of Johari et al., (2016) who found that workload does not have a significant impact 
on employee performance.  

4. The Effect of Job Satisfaction on Account Representative Performance with Social 
Support as a Moderating Variable 

Job satisfaction and social support are high-level needs, such as the need for 
recognition and social belonging. Therefore, ARs still need to fulfill other more fundamental 
needs, such as achieving good performance. When AR performance is achieved, the 
organization will fulfill the physiological needs of the ARs and their families through salaries 
and benefits, which are basic needs that must be met first (Robbins & Judge, 2015). Hence, 
job satisfaction does not influence whether the AR's performance is good or poor, even if ARs 
are dissatisfied with one of the indicators of job satisfaction or social support. 
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5. The Effect of Competence on Account Representative Performance with Social 
Support as a Moderating Variable 
Having good competence does not necessarily drive ARs to perform well. Even when 

social support is provided, it does not effectively strengthen the relationship between 
competence and AR performance. This is because, although subjective norms influence AR 
behavior, it is the perceived behavioral control within an institution that will ultimately 
influence AR behavior. The achievement of performance and competence in a job are 
obligations that must be fulfilled in order to achieve the Key Performance Indicators (KPIs) 
of an AR. Thus, ARs who feel that they lack sufficient competence but receive good social 
support will still strive to improve their competence and performance—not because of the 
social support, but due to the institutional factors of the organization, as stated by Ajzen 
(1991) in the Theory of Planned Behavior. 

6. The Effect of Workload on the Performance of Accounts Receivable (AR) with 
Social Support as a Moderating Variable 

Social support does not have a moderating effect on the relationship between 
workload and performance. Performance achievement, as well as the understanding and 
timely completion of targets in a given task, are mandatory for fulfilling the Key Performance 
Indicators (KPI) of an AR. Therefore, even if AR personnel experience a workload that 
exceeds their capacity, they will continue to strive to improve their performance, not due to 
social support, but rather because of the institutional organizational factors of the 
organization. The findings of this study support the research by Sriyono (2018) which 
asserts that social support is incapable of moderating the relationship between workload 
and employee performance. However, these results contrast with the study by  Moeller & 
Chung-Yan (2013) which provides empirical evidence that social support from colleagues 
plays a significant role in mitigating the negative effects of excessive workload on employee 
performance. 
 
CONCLUSION 
Summary 

This research investigates the effects of several dependent variables on the performance of 

Accounts Receivable (AR), with one of these variables—workload—found to have a significant 

impact on AR performance. Meanwhile, the other two dependent variables—job satisfaction and 

competence—did not have an effect on AR performance. Moreover, none of the relationships 

between the dependent variables and AR performance were moderated by social support.  

Recommendation 

Future research should consider employing a mixed-methods approach, incorporating not 

only surveys through questionnaires but also direct interviews. Additionally, researchers are 

encouraged to further explore the variables that were found to be insignificant, namely 

competence, job satisfaction, and social support. If feasible, it would also be beneficial to introduce 

additional variables that may influence AR performance. 
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