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Abstract. It is very important in supporting employees to be able to develop and 

advance the organization so that problems related to employee performance can 

be resolved. In addition, employee performance is closely related to employee 

stress arising from assigned tasks. This study specifically analyzes models of 

organizational support and job stress in improving employee performance. A 

total of 400 employees come from employees of PT. Mustika Buana Sejahtera is 

willing to be the research sample. The results showed that perceived 

organizational support was able to reduce employee work stress. However, 

perceived organizational support cannot directly improve employee 

performance, but must reduce employee work stress. 
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1 Introduction 

 

Every organization certainly wants the performance of its human resources to work 

optimally and have high performance [1]. However, organizations in the world have 

experienced many changes as a result of the COVID-19 pandemic. This pandemic was 

completely unpredictable and has even disrupted billions of workers in the world. Of course, 

the performance of employees in an organization is not optimal [2]. Employee performance in 

Indonesia during the COVID-19 pandemic has become the center of attention and it is 

interesting to conduct research such as employee performance in manufacturing companies 

[3], employees in the medical department [4], in the banking sector [5, 6], and financial 

services [7]. 

Manufacturing companies have become the center of special attention in the era of the 

Covid 19 pandemic, especially with over 1000 employees, including PT. Mustika Buana 

Sejahtera. This company with the largest number of employees in Lumajang Regency, East 

Java, Indonesia is engaged in wood management and has become the focus of research in 

recent years [8, 9], including related to the use of personal protective equipment [10]. 

However, there are several factors that still need to be improved related to the performance of 

employees at PT. Mustika Buana Sejahtera can be more optimal [9]. Employee performance 

improvement depends on the employee's own circumstances. There are several reasons for the 
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sub-optimal increase in employee performance, including because employees experience work 

stress [11], lack of organizational support [12, 13], lack of employee attachment to the 

organization [14], and the lack of training programs, so it is necessary to carry out 

a sustainable development program regularly [15]. 

Employee performance depends on the employee's own circumstances. The most 

important thing is to pay attention to the level of employee stress arising from work [9, 11, 

16]. High stress levels will reduce employee performance [17]. However, job stress in the 

form of role ambiguity is not related to employee performance [18]. In addition to work stress 

being the most important factor in relation to employee performance, organizational support is 

also the center of organizational attention in shaping optimal employee performance. 

Perceived organizational support will be able to improve employee performance [12, 13]. In 

addition, the organizational support that employees feel can also reduce work stress [19-21]. 

However, there are also those who say that the existence of organizational support has not 

been able to reduce employee work stress [22]. In another study also mentioned that perceived 

organizational support is not related to job stress [23]. In this case, there are still 

inconsistencies in the results of previous studies related to perceived organizational support, 

work stress, and employee performance. This study aims to fill the gaps in previous research 

and examine the perceived organizational support model for employee performance through 

job stress. 

Social exchange theory [24] is used as the basis for this research. This theory refers to the 

existence of reciprocal behavior that is mutually beneficial between what employees have 

received from the organization in the form of organizational support and what employees will 

provide to the organization [21]. The proximity of this theory is useful because of its support 

[25-30]. This theory has also explained the related returns related to employee performance 

[12, 31]. This study designs this theory as the basis for explaining the reciprocal relationship 

between perceived organizational support and the good performance that employees provide 

to the company. 

The organizational support felt by employees in relation to work stress is designed using 

organizational support theory [32]. In this theory, it explains the relationship between fellow 

employees and employees based on social exchange [33]. Organizational support theory in 

research development has also been applied in research on employee performance [12]. This 

theory in research is designed to explain the relationship between organizational support felt 

by employees in reducing work stress, so that employee performance will increase. Previous 

research, researchers have not found a combination of these two theories in explaining 

problems in a company related to employee performance related to perceived organizational 

support with employee work stress. 

 

 

2 Method 

 

This study uses a quantitative approach by looking for causal relationships. It consists of 

the independent in the form of perceived organizational support, the dependent variable in the 

form of employee performance, and the intervening variable in the form of job stress. The 

population was taken from all employees of PT. Mustika Buana Sejahtera, East Java, 

Indonesia numbered more than 1000 people. The sample used is 400 employees who come 

from wholesale employees. The sampling technique used a census sample, so that all 

wholesale employees were taken as respondents. Perceived organizational support is measured 

by using 3 items [28, 34], namely concern, consideration, and assistance in solving problems. 



 

 

 

 

Job stress is also measured using 3 items [34, 35], namely role conflict, role ambiguity, and 

role overload. Employee performance is measured using 5 items [9], namely the ability to 

work together, quality, quantity, timeliness, and responsibility. 

Testing the validity of the research instrument looks at the extent to which the instrument 

used can be stated as an appropriate measuring tool. By using the criteria for the minimum 

limit value of the Pearson correlation 0.30. Meanwhile, reliability testing looks at the extent to 

which the instrument is reliable. The reliability testing criteria can be accepted if the 

Cronbach's alpha value is more than 0.60. Analysis of direct and indirect effects using SPSS 

software. 

 

 

3 Result and Discussion 

 

Respondents in this study came from PT. Mustika Buana Sejahtera is part of wholesale 

employees. The distribution of respondents is based on gender, age and level of education. 

Judging from the gender, most respondents were male at 86%. It is true that wholesale 

employees require more male employees than female employees. Based on the age of the 

respondents, the highest data was obtained, namely those aged between 26 to 30 years (44%). 

This age is the productive age desired by the company, while those who are older than that age 

are partially transferred to another section. The education level of the respondents shows that 

the largest number of respondents is the high school education level (67.5%). The results of 

testing the validity and reliability of the instruments used are presented in the table as follows: 

 
Table 1. The Results of Testing the Validity and Reliability of the Instrument 

Indicator Variable Pearson Correlation Cronbach’s Alpha Information 

Perceived Organizational Support (POS)  0.770 Reliable 

Concern 0.821  Valid 

Consideration 0.860 

Help solve problems 0.812 

Job Stress (JST)  0.615 Reliable 

Role conflict 0.745  Valid 

Role ambiguity 0.722 

Role overload 0.787 

Employee Performance (EPR)  0.810 Reliable 

Cooperate 0.788  Valid 

Quality 0.776 

Quantity 0.769 

On time 0.800 

Responsible 0.632 

Source: Data processed in 2020 

 

The instrument from each variable shows that the overall value of the Pearson correlation 

is more than 0.30 so it can be concluded that the instrument is an appropriate or valid 

measuring tool. Judging from the Cronbach's alpha value, it shows that the three variables are 

worth more than 0.60, so it can be concluded that the instrument of the three variables is 

reliable or reliable. The results of testing the direct and indirect effects can be seen in the 

following figure. 

 

 

 



 

 

 

 

 
Fig. 1.  Direct and Indirect Effect 

Source: Data processed in 2020 
 

From the test results in Figure 1 shows that perceived organizational support has a negative 

and significant effect on job stress (β = -0.184, ρ = 0.000). These results indicate that the 

higher the perceived organizational support, the lower the job stress will be. Job stress has a 

negative and significant effect on employee performance (β = -0.510, ρ = 0.000), meaning that 

the higher the job stress of the employee, the lower the employee performance. However, 

perceived organizational support did not have a significant effect on employee performance (β 

= -0.074, ρ = 0.091). Perceived organizational support will affect employee performance if it 

is through job stress (β = 0.093, ρ = 0.000). In this case, the higher the perceived 

organizational support, the lower the job stress and later it will increase employee 

performance. 

 

3.1  Perceived Organizational Support and Job Stress 

 

The organizational support felt by employees of PT. Mustika Buana Sejahtera is high, will 

be able to reduce the level of work stress of its employees. These results support previous 

studies which show that perceived organizational support can reduce employee work stress [9, 

11, 16, 17]. There are other studies that are not in accordance with the results of this study 

which states that high organizational support is not able to reduce work stress [22, 23]. The 

organizational support felt by employees in overcoming work stress levels is in accordance 

with organizational support theory [32, 33]. 

This result is inseparable from the fairly high value of the respondents for each of the 

assessment indicators. There is a main priority from the results of the assessment, namely the 

support from the organization in the form of assistance to solve employee problems. The 

assistance provided by the company is manifested not only in the form of assistance in solving 

work problems, but also in solving personal problems. Help to solve problems like this can 

reduce employee work stress. Work stress in the form of role conflict can be overcome from 

the assistance to solve work-related problems and personal problems in the family. Another 

form is the ambiguity of roles in work which can arise from the absence of assistance to solve 

problems from the company. This assistance is needed so that employees do not feel 

ambiguous in their position when completing work. Help solving problems will be very 

valuable in the company when employees experience excess roles. This excess role is an 

indication of work stress from employees. 

The second priority, organizational support in the form of consideration of input from 

subordinates. The existence of considerations like this is important in dealing with employee 



 

 

 

 

work stress. Consideration in terms of expressing opinions has been able to reduce work stress 

from employee role conflicts. The emotional level of employees can be lowered through 

discussions with the company and considering opinions or complaints during their work. Fair 

consideration of the delivery of employee opinions to the organization is also able to reduce 

the level of employee role ambiguity. Employees do not feel ambiguous in their work and feel 

fair in their treatment. Consideration of the input or opinion that the company has made to 

employees is also able to reduce the burden on employees from the perceived excess role. The 

excess role that employees perceive will be conveyed to the company, because employees are 

not afraid to express their opinions and feel proud if their opinions can be considered. 

The last priority is concern from the company to employees. This concern is manifested in 

several forms, such as caring if employees have a work accident, caring about the opinions of 

employees, and caring about the facilities and infrastructure used by employees in completing 

work. This form of caring is able to reduce the level of role conflict, because employees do not 

feel there is injustice at work. The concern given by the company is also able to reduce the 

level of ambiguity of employee roles. Employees are more focused on completing work and 

confusion which has been felt to be minimized. High concern will be able to reduce the 

feelings of employees who experience excess roles. 

 

3.2  Perceived Organizational Support and Employee Performance 

 

Organizational support that is felt directly has not been able to improve the performance of 

the employees of PT. Mustika Buana Sejahtera. Even though the support provided is very 

high, the employee's performance will remain as usual. This result is not in accordance with 

previous research which states that the higher the perceived organizational support, the higher 

the employee's performance will be [12, 13]. Social exchange theory in this study has not been 

able to explain the relationship between perceived organizational support and employee 

performance. 

Perceived organizational support is indicated by the help to solve problems, 

considerations, and concerns. The main priority is assistance in solving problems faced by 

employees, but have not been able to increase employees in working together to complete 

work. Employees already have a good form of cooperation between fellow employees and 

also leaders. This assistance has also not been able to improve the quality and quantity of 

employee work. The quality of employee work has been properly monitored and measured, so 

that the quality of employee work will run properly and not due to organizational support in 

the form of assistance in solving problems. The quantity of employee work also does not 

affect the assistance in solving problems. There are targets that must be met by each 

employee, so that employees work according to the target and work quantity will also be 

maintained. In addition, the assistance provided by the company in solving problems does not 

have an impact on the timeliness of employees in completing work. Employees work on time 

due to other factors such as salary. As a wholesale employee, the faster they complete the job, 

the more work they will be able to do. Assistance in completing work does not make 

employees more responsible. This is because the wholesale employees have carried out their 

work according to their responsibilities. 

The existence of consideration in accommodating employee input becomes the second 

priority. However, it cannot improve employee performance in the form of increased 

cooperation, quality of work, quantity of work, timeliness, and responsibility. Consideration of 

the opinions of subordinates does not lead to increased cooperation between employees in 

completing work. Employee cooperation has been going well, not on the basis of 



 

 

 

 

consideration of their opinions. The consideration has also not been able to improve the 

quality and quantity of employee work. Good quality has been shown from the wholesale 

employees. The quantity is also like that, all the targets which are the quantity of each 

employee have been met. The quality and quantity are basically formed not based on the 

opinion of employees, but on other factors. Consideration of opinion or input is not the basis 

for employees to complete work on time. Wholesale employees are on time at work and it is 

proven by an assessment of the timeliness of the company. The consideration given by the 

company for input from employees does not affect the increase in responsibility. The 

responsibility of wholesale employees can be said to be good, because the form of 

responsibility can be proven from each work that has been completed. 

The form of concern for employees is the last priority of the indicators of organizational 

support that employees feel. Concern with respect to work, is given to employees in the form 

of caring about employee problems, both internal and external, as well as caring when 

employees have a work accident. Concern like this does not guarantee that employee 

employees can improve their performance in the form of good cooperation between 

employees. Despite the high concern given by the company, cooperation between fellow 

employees will run properly. High concern also has not been able to improve the quality and 

quantity of employee work. The quality of work for wholesale employees is good and does not 

require any caring factors from the company. Likewise with the quantity of work, piece 

employees have indeed shown a good quantity of work and not from the care given by the 

company. The existence of concern from the company to the employees is not related to the 

timeliness and responsibility of the wholesale employees. Wholesale employees are on time in 

completing work and not on the basis of concern from the company. Likewise, the high 

responsibility of each employee has been shown. This is not due to the high concern that the 

company gives to employees. 

 

3.3  Job Stress and Employee Performance 

 

High job stress can reduce employee performance. Conversely, when employee work 

stress decreases, employee performance will increase. These results are consistent with 

previous studies which show that job stress has a negative effect on employee performance [9, 

11, 16, 17]. However, these results are not in accordance with previous studies which show 

that job stress in the form of role ambiguity is not able to improve performance [18]. The 

results of this study support organizational support theory [32, 33] in explaining organizational 

support so as to reduce employee work stress and will be able to improve employee 

performance. 

Role conflict, role ambiguity, and role overload are indications of employee job stress. Of 

the three indications, role ambiguity is a top priority in job stress as assessed by part-time 

employees of PT. Mustika Buana Sejahtera. High role ambiguity will cause a decrease in 

employee performance in the form of cooperation between employees. Employees who feel 

ambiguous in job roles, most of their performance decreases. They are confused on which 

position to work so that good cooperation decreases when things happen. Role ambiguity also 

reduces the quality and quantity of employee work. The quality of employee work decreases 

when the work stress increases. Likewise, the quantity of employee work will decrease when 

the ambiguity of the employee's role increases. The existence of this ambiguity can reduce 

employee performance in the form of timeliness and responsibility. Punctuality decreases 

further when employees feel ambiguous about where they are working. In addition, 



 

 

 

 

responsibilities will also be ambiguous when they are in an unclear position, so that employee 

responsibilities decrease. 

The second priority of job stress is role overload. The advantages of the role given by the 

company can reduce employee performance in the form of cooperation, quality and quantity 

of work, punctuality, and responsibility. So far, employees have worked well together among 

their fellow employees, but this will decrease when there is an increase in excess roles. 

Likewise, the quality of work of employees that has been good so far will decrease when there 

is excess role. The more roles that are given, the lower the quality of work will be. Because 

there is a limit to the ability of what employees do and checking the quality of work is not 

optimal from the internal side of the employee itself. The quantity of employee work will also 

decrease when there is an increase in excess roles. There are limitations to employees in 

completing work per day, so that when the role is excessive, the quantity will decrease. High 

role excess will reduce the level of timeliness of employees in completing work. Employees 

who initially are on time to complete work will not be on time when there is an increase in 

excess roles. The final impact of the existence of excess roles is a decrease in responsibility. A 

good responsibility will become uncontrollable when the role is added and has excess. 

The last priority of job stress is role conflict. This role conflict needs to be a concern which 

will have an impact on employee performance decline in the form of cooperation between 

employees, work quality, work quantity, timeliness, and responsibility. High role conflict will 

change the cooperation that is already running well. Cooperation between fellow employees in 

completing work will decrease when role conflicts occur. The existence of role conflicts will 

also reduce the quality and quantity of employee work. Good work quality of employees has 

been proven by the results of work in accordance with predetermined standards. When there is 

a role conflict, it will have an impact on quality degradation. Likewise with the quantity of 

employee work which has been in accordance with the target set by the company. High role 

conflict will result in employee timeliness and decreased responsibilities. All this time, 

employees have been on time, but it has been proven from the role conflict that has arisen that 

makes them often miss work. Responsibilities that have been good so far will also experience 

problems when role conflicts continue to occur in employees. 

 

3.4  Perceived Organizational Support, Job Stress and Employee Performance 

 

Organizational support that is felt is not able to directly improve employee performance. 

This is not in accordance with the concept of social exchange theory [24, 25]. However, the 

perceived organizational support will be able to increase the ability to improve employee 

performance by reducing work stress. High organizational support for employees can reduce 

work stress, so that employee performance will increase. In accordance with the concepts that 

have been formed using organizational support theory [32, 33]. Wholesale employees of PT. 

Mustika Buana Sejahtera has felt the support of the organization that has been provided in the 

form of assistance in solving problems, consideration of employee opinions, and the high 

concern of the company for employees. This turned out to be able to reduce the level of 

employee work stress in the form of role ambiguity, role overload, and role conflict. After the 

work stress decreases, the wholesale employee performance will increase. Performance is 

shown by the existence of good cooperation among fellow employees, good quality of work, 

quantity of work according to targets, timeliness of employees in completing work, and the 

existence of a form of employee responsibility at work. 

 

 



 

 

 

 

4 Conclusion 

 

The organizational support felt by employees of PT. Mustika Buana Sejahtera is able to 

reduce employee work stress levels. A reduction in employee work stress will improve 

employee performance. However, organizational support that is felt is not able to directly 

improve employee performance. What is unique is that organizational support is felt to be able 

to improve employee performance if the organizational support reduces employee work stress 

first. These results are in accordance with organizational support theory where there is support 

to reduce employee work stress so that performance can increase. 

Social exchange theory is related to perceived organizational support which is not able to 

explain directly in improving employee performance. This is because employee performance 

is already good and a decrease or increase in employee performance only occurs when 

employees experience stress at work. 
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