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Abstract: This study aims to analyze the effect of burnout and turnover intention on employee pet-
formance in banks. Declining performance and high work pressure in the micro banking sector are
important reasons for conducting this study. The research uses a quantitative approach with a survey
method, involving 42 respondents from the credit, marketing, and teller divisions. Data collection was
carried out through the distribution of questionnaires using a 1-5 point Likert scale, which were then
analyzed using the Partial Least Squates (PLS) method through the SmartPLS 4 application. The results
show that both burnout and turnover intention negatively affect employee performance. This means
that as employees experience higher levels of emotional exhaustion and a stronger intention to leave
their job, their performance declines. The study highlights the importance of addressing these psycho-
logical factors to enhance employee performance. The findings imply that company management
should focus on improving the psychological well-being of employees to ensure the stability of organ-

izational performance, reduce turnover, and maintain a productive workforce.
Keywords: Banking; Burnout; Employee Performance; SmartPLS 4; Turnover Intention.

1. Introduction

This research was conducted at a bank operating in Kediri Regency, East Java. The bank
is a microfinance institution that plays a strategic role in sustaining the regional economy
through community fundraising and lending to micro, small, and medium enterprises
(MSME? ). As a financial institution, the bank focuses on providing inclusive finance services
and supporting the growth of productive businesses in the surrounding community.

Based on actual credit product data, there is a difference between the projected and
actual credit distribution in 2023 and 2024. In 2023, the total projected credit is IDR 90.79
billion, but the actual amount only reached IDR 60.86 billion, or around 67% of the target.
In 2024, the total credit projection decreased slightly to IDR 87.64 billion, with realization
increasing to IDR 63.42 billion or around 72% of the target. When viewed by credit type,
microcredit is the segment with the largest share in both projections and realization, reaching
IDR 63.42 billion in 2024. Meanwhile, small and medium loans have a smaller contribution,
at around IDR 11.26 billion and IDR 2.60 billion, respectively. Although loan realization has
not fully reached the target, there are indications of an increase in the effectiveness of loan

distribution and improved financing performance compared to the previous year.

This is supported by interviews with HRD representatives who stated that employee
performance evaluations using Key Performance Indicators (IKPIs) also reinforce this phe-
nomenon. In 2022, the average employee score reached 405 points, which falls into the Ex-
ceed Target category with a performance contribution of 10%, indicating excellent achieve-
ment. However, in 2023 there was a significant decline with an average score of only 334
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points, which falls into the On Target Low category with a contribution of 3.5%. The year
2024 showed a slight improvement with an average of 355 points in the On Target Middle
category, but still did not match the achievements of the previous two years. This condition
is strongly suspected to be related to human resource performance issues, especially in the

areas of marketing and credit analysis, which affect the achievement of company targets.

In terms of human resources, the bank also faces challenges in retaining employees.
Based on employee turnover data, it appears that the employee turnover rate is still quite high.
In 2023, the total number of employees at the beginning of the year was 74, with 19 employees
leaving, resulting in a total of 55 employees at the end of the year and an Employee Turnover
Rate (LTO) of 29.46%. In 2024, the annual starting headcount decreased to 55, with 13 em-
ployees leaving, resulting in a turnover rate of 26.80%.

One factor believed to influence this decline in performance is burnout or work fatigue.
Burnout is a defined as a state of emotional, mental, and physical exhaustion that occurs as a
result of prolonged work pressure and high job demands (Pramono, 2025). In the context of
BPR, strict credit targets can put excessive pressure on employees, especially in the credit and
marketing departments who must achieve individual KPIs. Burnout not only reduces work
enthusiasm, but can also reduce effectiveness, decrease concentration, and hinder positive
interactions in the work environment (Wang et al., 2022). In addition to burnout, turnover
intention, or the desire of employees to leaving their jobs, is also an important factor that has
the ability to reduce performance. Employees who intend to change jobs usually show a de-
cline in commitment and work quality (Suharni Suharni & Kartin Aprianti, 2023). This phe-
nomenon can result in low motivation, a decline in service quality, and reduced team stability.

Previous studies have shown that burnout and turnover intention are closely related to
employee performance. Previous studies have found that high burnout contributes to a de-
cline in work performance because it reduces enthusiasm and quality of work (Prasetya et al.,
2021). On the other hand, high turnover intention tends to cause employees to work mini-
mally and not be oriented towards long-term results (Lazzari et al., 2022). However, it should
be noted that this phenomenon can vary depending on organizational characteristics and
company policies. In this case, efficiency policies that reduce external recruitment and prior-
itize internal rotation can affect the balance of workload among employees. This condition
can reinforce the emergence of burnout and increase turnover intention, which ultimately

impacts individual and organizational performance.

Based on this reason, this study was carried out to emphasize the influence of burnout
and turnover intention on performance. This study is expected to provide a more accurate
insight into the psychological factors that affect performance in the banking sector, as well as
provide input for companies in formulating policies to sustainably enhance employee perfor-

mance and welfare.

2. Literature Review
Burnout

Burnout is a state of emotional, mental, and physical exhaustion that arises from con-
tinuous work pressure without effective management (Pramono, 2025). This condition not
only affects individuals but also organizations, characterized by decreased productivity, in-
creased employee turnover, and decreased job satisfaction. According to Parashakti & Ekhsan
(2022), Burnout occurs when a person has high dedication and commitment to their work,
but faces excessive demands and workloads over an extended amount of time. Meanwhile,
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Prasetya et al. (2021)state that burnout is a form of psychological pressure that arises from

continuous work stress.

According to Pramono (2025), there are four indicators of burnout, namely: (a) Physical
exhaustion, A condition in which the body loses stamina and becomes easily tired due to
excessive workload, often accompanied by complaints such as headaches or sleep disorders.
(b) Mental exhaustion, Characterized by a decline in the ability to think cleatly, focus, and
concentrate, resulting in slow and ineffective decision-making. (c) Emotional Exhaustion,
The emergence of feelings of frustration, irritability, and loss of enthusiasm in carrying out
work tasks. (d) Decreased Motivation, The loss of drive to achieve and reach work targets,
which has an impact on productivity and the quality of work.

Turnover Intention

Turnover intention is an employee's tendency to intend to leave their job in the near
future, which has the potential to affect operational stability and organizational performance
(Afifaturochmah & Swasti, 2024). Asri (2022) explains that this intention arises consciously
and is generally caused by work pressure, dissatisfaction with leadership, and an imbalance
between work and personal life. In line with Ginting Suka (2022) opinion, the level of turno-
ver intention is also influenced by employee retention and commitment to the organization.
If this condition is not handled propetly, it can have a negative impact on productivity and
the sustainability of the company.

According to Ardan & Jaelani (2021), turnover intention can be measured through three
main indicators, namely: (a) Thinking of Quitting, The initial stage when employees begin to
consider leaving the organization due to job dissatisfaction, value mismatch, role conflict, or
prolonged stress. (b) Intention to Search for Alternatives, The phase in which employees
begin to look for other job opportunities, either by reviewing job vacancies, attending inter-
views, or building professional networks outside the company. (c) Intention to Quit, The final

stage when employees have made a definite decision to quit their jobs in the near future.
Employee Performance

Performance is the result of work achieved by an individual in carrying out their duties
in accordance with the responsibilities assigned by the organization. In general, performance
reflects the extent to which work processes are carried out effectively and efficiently in pro-
ducing quality output. According to Budiasa (2020), performance is measured based on the
aspects of quality, quantity, effectiveness, and timeliness in achieving targets. In line with the
opinion of Viardhillah & Rini (2023), petformance reflects the level of an individual's achieve-
ment of the tasks assigned to them. Silaen et al. (2021)emphasize that performance shows the
results of the implementation of the main tasks that form the basis for work performance
assessment. Meanwhile, Jannah & Kustini (2024) define performance as the level of an indi-
vidual's success in achieving work results in accordance with organizational standards and
objectives.

According to Busro (2018), employee performance can be measured through six main
indicators, namely: (a) Work Quality, Indicates the degree to which the employee's work meets
the standards and expectations of the organization. (b) Work Quantity, Describes the number
of tasks or jobs that can be completed within a certain period of time. (c) Timeliness (Com-
pletion), Refers to the ability of employees to complete work on time without disrupting other
activities. (d) Effectiveness (Resource Utilization), Assesses the degree to which employees
can efficiently utilize time, energy, and work facilities to achieve optimal results.
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Independence at Work

Describes the ability of employees to carry out tasks independently without excessive
dependence on instructions from superiors. Describes the ability of employees to carry out
tasks independently without excessive dependence on instructions from superiors.

Common )

Turmover
Intention (X2)

Figure 1. Conceptual Framework.
H1: Burnout has a significant negative effect on employee performance in banks.
H2: Turnover intention has a significant negative effect on employee performance in banks.

3. Proposed Method

This method uses a quantitative research approach. The research population comprised
employees working at banks. A saturated sampling technique was applied, meaning that all
individuals in the population that meet the inclusion criteria were selected as respondents,
resulting in a total of 42 respondents. Data were collected through a questionnaire that used
a five-point Likert scale as a measuring tool. The collected data were then analyzed using the
Partial Least Squares (PLS) method to explore the relationship between the variables: burnout
(X1), turnover intention (X2), and employee performance (Y).

4. Results and Discussion
Results

Validity and reliability tests were conducted to ensure that each indicator in the research
model had the ability to accurately represent the variables being measured. Convergent valid-
ity was evaluated using the Average Variance Extracted (AVE) value, while reliability was
measured using Cronbach's Alpha (CA) and Composite Reliability (CR).
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Table 1. Validity and Reliability.

Composite Average Variance
Construct Cronbanch’s Alpha
Reliability Extraced (AVE)
Burnout 0.880 0.918 0.737
Turnover Intention 0.862 0.801 0.645
Employee 0.826 0.896 0.742

Performance

Based on the analyzes in Table 1, all of them have an AVE value above the minimum
threshold of 0.50, which means that each indicator can explained greater than 50% of the
variance in the measured construct. The AVE value for the burnout variable (X1) is 0.737,
employee performance (Y) is 0.645, and turnover intention (X2) is 0.742. Therefore, all vari-
ables can be said to have had good convergent validity because their AVE values are > 0.50.

Additionally, the reliability test showed that all variables had Cronbach's Alpha and
Composite Reliability values above 0.70, indicating excellent internal consistency among the
indicators. The Cronbach's Alpha values for the burnout, turnover intention, and employee
performance variables are 0.880, 0.862, and 0.826, while the values for Composite Reliability
are 0.918, 0.901, and 0.896, respectively. This value represents a high level of reliability for
the construct.

Overall, the validity and reliability test results show that this research instrument has met
the required statistical criteria. Thus, all indicators in the research model are considered valid
and reliable for measuring the variables of burnout, turnover intention, and employee perfor-

mance.
Inner Model

The testing of structural models is carried out by assessing the R-Square (R?) value as an
indicator to evaluate the suitability of the research model. The R-Square value in the relation-
ship between latent variables describes the extent to which independent (exogenous) variables
can explain the variation that occurs in dependent (endogenous) vatiables. In other words, R-
Square shows the magnitude of the contribution or ability of independent variables to influ-
ence any dependent variables in the tested model.

Coefficient of Determination

Table 2. R-Square.

Vanable R-Square

Employee Performance 0.887

Based on the analysis results in Table 2, the R-Square value for the Employee Perfor-
mance variable is 0.887. This means that the burnout and turnover intention variables to-
gether can explain 88.7% of the variation in employee performance, while the remaining
11.3% is explained by factors outside the research model. This value falls into the high cate-
gory, which implies that the model has excellent predictive power.
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Path Coefficients
Table 3. Path Coefficients.

i . T Statistics
Vanable Original Sample (0) P Values (]O/STDEV|)

5.151

Burmnout (X1)—Employee -0.614 0.000

Performance (Y)

Turnover intention -0.358 0.001 3.046

(X1)— Employee

Performance (Y)

The path analysis found that burnout (X1) has a negative and significant effect on em-
ployee performance (Y) with a coefficient of -0.614, a T-statistics value of 5.151, and a P value
of 0.000. This shows that the stronger the burnout experienced by employees, the lower their
performance. On the other hand, intention to leave (X2) also has a negative and significant
effect on employee performance, with a coefficient of -0.358, a T-statistics value of 3.046,
and a P value of 0.001. This means that the greater the desire of employees to leave the
organization, the lower their performance. Overall, the results of this study confirm that burn-
out and intention to leave have significantly reduced employee performance, so organizations
need to manage work stress and improve employee retention to maintain workforce perfor-

mance.
Discussion
Burnout and Employee Performance

The researched findings indicate that burnout has a direct and negative impact on em-
ployee performance. Employees who are physically, mentally, and emotionally exhausted due
to work pressure and high target demands show a decline in enthusiasm and motivation at
work. This condition results in decreased productivity and quality of service provided. These
findings are in line with the results of research by Prasetya et al. ((2021) and Wang et al. (2022),
which state that prolonged work fatigue can reduce focus, motivation, and commitment to
work. Therefore, lower levels of burnout correlate with better performance. Consequently,
companies need to maintain a balance in workloads, provide psychological support, and cre-

ate a healthy work environment to minimize burnout and maintain optimal performance.
Turnover Intention and Employee Performance

Based on the analysis of the indicators, the desire to seek other employment opportuni-
ties has the highest load factor of 0.784, indicating that employees' tendency to considet job
opportunities elsewhere is a major factor in the formation of turnover intention. Based on
the indicator analysis results, the desire to seek other jobs has the highest load factor of 0.784,
indicating that the tendency of employees to consider job opportunities elsewhere is a major
factor in the formation of turnover intention. Based on the respondent characteristics data,
most employees are aged 25-35 years (35.8%), which is a productive age group that generally
begins to consider career stability and opportunities for self-development. This condition
makes them more sensitive to work pressure and career uncertainty, thereby potentially re-
ducing their loyalty and focus at work. This finding is in accordance with the results of re-
search by Suharni & Aprianti (2023), which states that turnover intention has a negative im-
pact on employee performance, where an increase in the intention to leave a job will reduce
productivity and work commitment. Therefore, the higher the intention to change jobs, the
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lower the performance. Therefore, the banking sector needs to strengthen employee engage-
ment, especially among the productive age group, through clear career development policies,
fair reward systems, and a supportive work environment.

6. Conclusions and Suggestions

Based on the findings, it is evident that burnout and the intention to change jobs con-
tribute to a decline in employee performance in the banking sector. The greater the level of
burnout experienced by employees, whether in the form of physical, mental, or emotional
exhaustion, the lower their performance. Similarly, the greater the intention of employees to
leave the company, the lower their commitment and loyalty to their work. This situation has
an impact on a decline in overall productivity and work quality. Therefore, companies need
to pay attention to psychological factors and employee welfare to maintain stability and opti-
mize performance.

As a suggestion, companies are advised to implement structured stress management and
career development programs to reduce burnout levels and dectease employees' desire to
change jobs. Performance-based rewards, flexibility in workload, and social support from su-
pervisors and coworkers can also increasing employee satisfaction and attachment to the
company. In addition, it is recommended to conduct further research by adding other varia-
bles such as job satisfaction, motivation, or leadership style to provide a more comprehensive

understanding of the factors that influence employee performance in the banking sector.
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