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BruiuB 3a10B0J1eHOCTI po00TOI0 Ta 0aJIaHCY MIK PO0OTOI0 i 0COOMCTUM KUTTAM
HA NPOAYKTUBHICTH NPAliBHUKIB 3 OpranizaniiinHuMu 3000B'A3aHHIMHU
SIK MOCepPeTHNIbKOI0 3MiHHOIO

Anomauisn. Jlioocokuil kaniman € OOHUM 13 KIIOY08UX (PAKmMopié 6 OOCACHEeHHI KOMNAHIEI) 6UCOKOL
npooykmuenocmi. OOHAK NPaAYi6HUKU, HE3A0080JEHI CBOEI0 POOOMOI0, MAIOMb HU3LKY HPOOYKMUBHICMb, WO
He2amueHo NO3HAYAEMbCs Ha pe3ynbmamax OisibHocmi yinoi komnauii. Tomy euwomy KepieHuYymey 8aiciuso 64acHo
BUAGUMU WA OYIHUMU YUHHUKU, SKI MAIOMb CYMMESUL GNIUG HA pe3Vibmamu OISIbHOCMI NPAYIBHUKIE V CYHACHUX
ymosax. Memorw ybo2o 00CniONHCeHHs: € GUEUEHHS NAUGY 3A00801eHOCHI pobomolo ma barancy mixc pobomoio i
ocodbucmum JHCUMmMAM HA NPOOYKMUBHICMb NPAYIBHUKIE 3 Op2aHI3ayiuHuMu 30008'S3aHHAMU K NOCEPeOHUYbKOIO
sminnor. O6'ekmom 00CHIONCeHHsT € 2pynosi onepayii 3 KIEHMAMU 8 MeNeKOMYHIKAYIUHUX KOMNAHiAxX. Jaui Oyau
3ibpani 3¢ 0ONOMO20I0 OHAAUH-ONUMYEAHHS 3 BUKOPUCMAHHAM npoepamno2o 3abesnevenns Microsoft 365.
Pecnondenmamu € wicme niopo3oinie onepayiiiHux epyn Kii€Hmie y meneKkoMyHikayitinitl komnanii, éceoco 195 ocib.
Bubipky cxnadanu 116 vonosixie (59,5%) ma 79 ocinox (40,5%). V yvomy oocrioscenni asmopu 6uxopucmogyioniv
Memoo ananizy 0anux Ha ocHosi moodeni cmpykmypnozo pisusanns (Structural Equation Model) ma inwi cmamucmuuni
iHcmpymenmu. Pe3ynomamu 00CiodceHHs NOKA3YI0OMb, WO 3a00801eHICMb poO0mol0 ma OpeaHizayitini 30008’ A3aHHA €
OCHOGHUMU hakmopamu, SIKI MOICYMb NOKpawumu egexmusHicmes npayi ma cmiukicme npayieHuxis. Boowouac
bananc misic pob6omoio ma 0CoOUCMUM HCUMMAM He BNIUBAE HA PE3YIbMmamu OBLIbHOCMI NPAYIEHUKIE 00CTIONCYBAHUX
meneKOMyHIKayiunux Komnauii. 3adosonenicms pobomolo ma opeaHizayiini 30006’ A3aHHA Y SPYNOGUX ONepayisax 3
KieHmamu y cghepi menekomMyHiKayii maromo Oymu 000amKo80 600CKOHANEHI, Wob KepieHUYmMeo ompumaio Oilbii
NPOOYKMUGHT MaA eQheKmusHi TH00CbKI pecypcu, Wo 0acmb 3M02y 00CAeMU KDAWUX Pe3yibmamie OsLIbHOCMI KOMNAHIL Y
cghepi menekomyHiKayii.

Kniwouosi cnoea: npooykmusHicms npayieHuxie, 3a0060aenicms pobomolo, opeauizayitini 30606’ a3anus, darauc
Mide pOOOYUM | OCOOUCTIUM HCUMMAM, MENeKOMYHIKAYIUHT KOMNAHII.
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EKOHOMiKa Ta MeHeAXMeHT
Therefore, it is important for company management to identify and evaluate the factors that have a significant impact
on the employee performance in modern conditions. The purpose of this study is to examine the effect of job satisfaction
and work-life balance on employee performance and organizational commitment as mediating variable. The object of
this study is group customer operations in telecommunication companies. Data was collected using the online
questionnaire on Microsoft 365. This sampling technique uses a non-probability sampling technique with purposive
sampling method where six divisions of customer operations groups in a telecommunications company used as
respondents can return 195 questionnaires. The sample consisted of males 116 (59.5%) and 79 females (40.5%). In this
study the authors use the data analysis method using SEM (Structural Equation Model) with calculation tools.
The study results show that job satisfaction and organizational commitment are the main factors that can improve
employee performance and employee resilience. At the same time, work-life balance does not affect the employee
performance in the studied telecommunication companies. Job satisfaction and organizational commitment in group
customer operation in telecommunication must be further improved so that management gets more productive and

effective  human resources in

telecommunications industry.
Keywords: employee performance, job

telecommunication companies.

1. Introduction

The fourth industrial revolution or 4.0 is a revolution
that demands humans are integrated (connectivity)
quickly with each other including in the internet of
things. In this revolution, humans are required to do
everything things productively, effectively, and
efficiently. The organization is a place revolution 4.0 is
happening. Organizations carrying out revolution 4.0 are
contained in the vision and missions created and executed
with up-to-date packaging so that they can keep up with
the times. The right vision, the right mission
organizational goals require good human resource
performance.

In the organization of human resources, performance
can be called employee performance. The employee
performance can also be interpreted as a thing achieved
by a person when he succeeded in carrying out his work
very well good as the responsibility that has been given
by the organization (Ardiansyah & Surjanti, 2020).

Disclosing employee performance has an impact on
maximum performance organization (Wijaya &Sutanto,
2014; Changgriawan, 2017). That is what causes
employee job satisfaction to be rated very high especially
important to support organizational performance in
competition in this era of globalization (Changgriawan,
2017).

Employees who are dissatisfied with their work have
low productivity, which has a negative impact on the
company's performance. Therefore, it is important to
identify and evaluate the factors that have a significant
impact on the employee performance in modern
conditions.

2. Literature Review

Job satisfaction and employee performance

According to Robbins and Judge in (Nahar et al.,
2020) organizational commitment is a condition where
employees take sides particular organization and its goals
and desires to maintain membership in that organization.
There are four ways to increase employee job
satisfaction, namely: make job fun, pay people fairly,
match people to jobs that fit their interests and avoid
boring, repetitive jobs (Greenberg, et al, 2009; Amalia,
2015). Job satisfaction has an effect positive and
significant effect on performance (Rinny et al., 2020).

satisfaction,

increasing the company's target to become a superior company in the

organizational commitment, work-life balance,

In addition, A. A. Hadi & Sullaida (2018) found that job
satisfaction has a significant relationship with change
employee performance. It can be explained that the
increase in performance of employees is closely related to
job satisfaction variables.

Job satisfaction and organizational commitment

According to Herzberg (2003), the job satisfaction is
divided into satisfied and dissatisfied with hygiene
factors or causes of dissatisfaction and motivator factors
as causes of satisfaction. Hygiene factors as factors that
cause dissatisfaction at work are extrinsic while satisfying
factors as motivators in work are intrinsic. Extrinsic
factors are very loaded with things that are physical or
material, while intrinsic factors are more of praise,
flattery, recognition, and achievement to cope with stress
to increase employee resilience through a sense of
belonging and support (Sunarta, 2019). Research
conducted by Setyawati et al. (2020) shows that job
satisfaction affects directly positive organizational
commitment. So, the level of organizational commitment
is determined by job satisfaction. If job satisfaction is
implemented properly it will increase organizational
commitment. And vice versa, worker's work commitment
will decrease if job satisfaction is not carried out
properly. Furthermore, research conducted by Bashir
& Gani (2019) revealed a significant relationship between
job satisfaction and organizational commitment, which
shows that increasing the satisfaction of the community
academics, will increase performance and commitment to
work.

Work-life balance and employee performance

The work-life balance is the level of satisfaction that
individuals feel when they can function at work and home
with minimal role conflict (Clark, 2000; Helmle, Botero
& Seibold, 2014). The practice of work-life balance is an
important factor in improving employee performance
(Ngozi, 2015). In addition, according to Weerakkody
& Mendis (2017) there is a positive relationship between
work-life balance and employee performance in the
telecommunications industry in Sri Lanka. Research
conducted by Soomro et al. (2018) which was conducted
on 280 young universities serving in public sector
universities in Islamabad Pakistan, shows that work-life
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balance has a positive effect on employee performance.
Young employees can find the right balance between
work and productive family commitments to an
organization.

However, in other studies the work-life balance does
not affect on the employee performance (Ardiansyah
& Surjanti, 2020; Foanto et al., 2020; Karlita et al., 2020;
Thamrin & Riyanto, 2020). With the rejection of the
hypothesis, it can be said that working for a
telecommunications company with a customer operating
group is not determined by the work-life balance.

Work-life balance and organizational commitment

According to Bird (2006), some factors affect work-
life balance in daily life, namely growth and benefits
received full involvement, self-ability, and cost of living
and health. The components of the work-life balance are
analyzed in the following studies: Greenhaus, Collins
& Shaw (2003); Capnary (2016); L. O. Oyewobi, et al.
(2020). The impact of the work-life balance on the
organizational commitment emphasizes the important
role of work-life balance in mobilizing organizational
commitment and this provides support for the hypothesis.
The work-life balance, achievement motivation and
professional satisfaction have a direct influence on the
organizational commitment (Pawoko et al., 2019).

Organizational commitment and employee
performance
Measurement  of  organizational ~ commitment

according to Hadi & Nugraheni (2018) consists of
affective commitment related to the emotional
relationship between organizational members and their
organization, member involvement with activities in the
organization, and identification with the organization.
Continuity commitment is related to the awareness of
organizational members to continue to survive in their
organization. Normative commitment is an employee's
feeling about the obligations that must be given to the
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organization. Research conducted by Febrina & Syamsir
(2020) shows organizational commitment and has a
significant positive effect on the performance of the
Regional Secretariat employees in Sawahlunto. Arifin, et
al. (2019) states that organizational commitment variable
has a significant and positive effect on employee
performance.

Job satisfaction and employee performance through
organizational commitment

According to Robbins & Judge (2016), Permata
(2017), six indicators (namely, co-workers, work itself,
salary, promotion and supervision opportunities) are used
to measure job satisfaction variables because they are
closest to the conditions in the company. Research
conducted by Permata (2017) based on the indirect
effects testing shows that organizational commitment can
mediate the influence between job satisfaction and
employee performance. The organizational commitment
mediates the relationship between job satisfaction and
bank employee performance in the public and private
sector across the northern Indian region IV and DV
(Ahmad & Raja, 2021).

Work-life balance and employee performance through
organizational commitment

Dimensions of work-life balance are divided into
three, namely balance time, involvement balance, and
balance satisfaction; they positively affects on the
organizational commitment (Rumangkit & Zuriana,
2019). Based on the results of regression analysis it was
found that organizational commitment is the significant
mediating to explain the relationship between work-life
balance and employee performance (Kim, 2014).
The next research conducted by (Ardiansyah & Surjanti,
2020) shows that organizational commitment in the
company can be the subject of mediation between the
work-life balance variable and the employee performance
variable.

Employee
Performance

(v)

Figurel. Research Conceptual Framework
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3. Research Hypothesis

Taking into account the results of previous studies,
the hypothesis of this study is as follows (fig. 1):

H,: the job satisfaction has a significant positive effect
on the employee performance.

H,: the job satisfaction has a significant positive effect
on the organizational commitment.

Hs: the work-life balance has a significant negative
effect on the employee performance.

H4: the work-life balance has a significant positive
effect on the organizational commitment.

Hs: the organizational commitment has a significant
positive effect on the employee performance.

Hg: the job satisfaction has a significant effect on the
employee performance through the organizational
commitment.

H-: the work-life balance has a significant effect on
the employee performance through the organizational
commitment.

4. Research Methodology

The object of the study

The object of this study is group customer operations
consisted of the following divisions: Receivables and
Collection Assurance (RCA), Service Excellence
& Customer Management (SECM), Light Rail Transit
Project (LRT - Project), Resource Management (RM),
Service Activation & Delivery (SD) and Service Quality
Assurance (SQA) in telecommunication. Data was
collected using an online questionnaire on Microsoft 365.
This sampling technique uses a non-probability sampling
technique with purposive sampling method where six
divisions of customer operations groups in a
telecommunications company used as respondents can
return 195 questionnaires. According to Hair Jr., et al.
(2006), a minimum of 200 participants are needed if
factor loadings of each factor of 0.4 and greater (Suhud et
al., 2020). The sample consisted of males 116 (59.5%)
and 79 females (40.5%). Predominantly, participants
were division Receivables and Collection Assurance
(RCA) (48 participants; 24.6%), followed by Service
Quality Assurance (SQA) (42 participants; 21.5%),
Service Activation & Delivery (SD) (33 participants;
16.9%), and others. Regarding their marital status, 195
participants (71.8%) were married. Further, participants
employed in telecommunication there is working period:
2-5 years (61) 31.3%; > 15 years (52) 26.7%; 6-10 years
(49) 25.1%; others.

Instrument Development

To develop the research tools, the authors
intentionally applied indicators that have been used by
previous studies, tested and validated. Indicators from
(Luthan, 2006; Robbins & Judge, 2016; Priansa, 2017;
Hadi & Sullaida, 2018) were accepted and adapted to
measure the job satisfaction. Indicators from (McDonald
et al., 2005; Choudhury & Jyotirmayee, 2015; Capnary,
2016; Ganapathi, 2016) were used to measure the work-
life balance. Indicators from (Meyer & Herscovitch,
1991; Miller & Lee, 2001; Hadi & Nugraheni, 2018;
Rene, 2019) were adapted and used to measure the
organizational commitment. Indicators from (Bernardin
& Russel, 1995; Robbins, 2006; Putra & Priyadi, 2019;
Nwakoby et al., 2019) were adapted and used to measure
the employee performance. A 5-point Likert scale was
applied in this study.

Data Analysis

In this study the authors use the data analysis method
using SEM (Structural Equation Model) with calculation
tools. The Exploratory Factor Analysis (EFA) is applied
to validate the instrument as well as the collected data.
The research model in hypotheses was tested using the
goodness of fit (GOF) on the AMOS 22 application.
Furthermore, this study used Cronbach's a for reliability
testing and descriptive statistical analysis to analyze the
characteristics of respondents, AVE, confirmatory factor
analysis, and structure model were analyzed by using
SPSS 25 and AMOS 22.

5. Results and Discussion

5.1. Validity Test

The validity test using EFA (Exploratory Factor
Analysis) found that only job satisfaction had dimension
value. The technique used to estimate reliability in this
study uses Cronbach's alpha with a value of a> 0,60
(Ghazali, 2017)While the guideline for the factor loading
value on the EFA used is 0.40 because based on the
number of samples, which is 195 (Hair et al., 2014). For
the variables that were dropped, only the JB13 variable
because it had dimension 2 with a value of 0.665 for
dimension 3 and -0.458 for dimension 4, respectively, so
the total remaining was 13 JB variables out of a total of
14 fourteen questionnaire statements taken.

Table 1
Exploratory Factor Analysis
Indicator Variables and LFoz(é[ior:g LZZCJ?;g LFOZC(;?rfg Cronbach's
Code Indicators (dimensions 1) (dimensions 2) (dimensions 3) Alpha
Job Satisfaction
JB6 The supervisors | work 0.912 o =0.869
for are highly motivated
JB9 | work with a responsible 0,900
person
JB8 I enjoy working with 0,865
friends here
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JB7 The people | work with 0,856
don't give me enough
support
JB10 The supervisors | work 0,797
for are supportive of me
JB14 | prefer to do other work 0,526
JB3 I'm paid less for what | 0,864 a=0.871
do
JB5 Promotions are rare in 0,824
my organization
JB4 The allowance | receive 0,812
is quite a lot
JB2 My salary is adequate, 0,791
considering the
responsibilities | bear
JB1 The organization pays 0,775
better than other
organizations
JB11 If 1 do a good job, I will 0,898 a=0.775
be promoted
JB12 Management doesn't 0,897
treat me honestly
Work-life Balance
WLB6 | sometimes work on 0,841 0 =0.875
weekends
WLB7 Too much work keeps 0,827
me away from my family
WLB1 My working time is 0,761
increasing during work
from home
WLB2 | find it difficult to 0,720
maintain a balance
between work and my
life
WLB4 | feel the need and expect 0,706
to spend time with my
family because my job
requires a lot of effort
WLB5 I work more than 8 hours 0,680
per day (Monday-Friday)
WLBS Time at work prevents 0,675
me from carrying out
family responsibilities
WLB3 Working from home is 0,665
fun
Organizational Commitment
KO8 If there are other 0,901 a =0.950
companies that offer
work positions with
higher salaries, 1 will
remain loyal to work at
the company now
KO4 I still persist to work in 0,887
this company because of
economic pressure
KO5 It's hard to leave this 0,867
organization even
though I really want to
Oblik i finansi, Ne 3 (93), 2021 101
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KO7 It is unethical to move 0,861
from one organization
to another

KO2 | feel that | have too few 0,848

options to consider

leaving this company
KO9 | don't feel part of the 0,846
family in this company

5.2. Hypothesis Test

This research uses structural model equations. Based on the measurement model testing that has been carried out
previously, it resulted in the feasibility of being a fit model because the model has met the reliability and construct
validity tests. The previous model has gone through confirmatory factor analysis, where several items need to be

dropped to reach the fit model.

93 74 76

Job
Satisfaction

|KO4| |K08|

860 87

-

Organizational _ Employee =
Commitment Performance

RE Work_Life
Balance

Figure 2. Modification of Structural Model Analysis

Figure 2 shows the analysis of the modified structural model to produce a fit image according to the goodness of git
parameter criteria suggested by Hair et al. (2014). The results of the goodness of fit output for the modification of the
structural model analysis can be seen in table 2.

Table 2
Output Goodness of Fit Modified Structural Model Analysis
Criterion Cut-off Value Results Description
Absolute Fit Indices
Chi-Square (x°) P>0,05 0,514 good fit
CMIN/DF <4 (reasonable), < 2 (fit) 0,968 good fit
GFI >0,90 0,973 good fit
RMSEA <0,08 0,000 good fit
RMR <0.05 0,032 good fit
Incremental Fit Indices
AGFI >0,90 0,948 good fit
NFI >0,90 0,974 good fit
TLI >0,90 1,001 good fit
CFlI >0,90 1,000 good fit
IFI >0,90 1,001 good fit
RFI >0,90 0,960 good fit
Parsimonious Fit Indices
PNFI >0,50 0,628 good fit
PCFI >0,50 0,644 good fit
PGFI >0,50 0,513 good fit
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Based on the results of the goodness of fit output from the AMOS 22 software and the discussion of the goodness of fit for
the respecification model above, the SEM model respecified in this study is considered very good. The Chi-square value is
getting smaller with a probability value of 0.137 (P > 0.05). Then, the values of GFI, AGFI, NFI, TLI, CFl, IFI, and RFI have
passed the cut-off value of 0.90 and are getting closer to the value of 1, and PGFI, PNFI, and PCFI are > 0.513. So overall the

goodness of fit test results for this specific model can be concluded as very good (good fit).
Hypothesis testing is done by using t-value at a significance level of 0.05. The test criteria are if the t-value or critical ratio
(CR) is 1.96 then the hypothesis is accepted. The C.Rand P-values in this study can be seen in tables 3 and 4.

Table 3
Result of Hypothesis Testing
Hypothesis Path Estimate () S.E. C.R. P Conclusion

Hi |Job Satisfaction 0,250 0,100 2,501 0,012 Accepted
aEmployee Performance

H, Job Satisfaction
aOrganizational 0,590 0,131 4,494 faleie Accepted
Commitment

Hs \Work-life
BalanceaEmployee -0,047 0,77 -0,605 0.545 Rejected
Performance

H, \Work-life
BalanceaOrganizational 0,294 0,097 3,082 0,002 Accepted
Commitment

Hs Organizational
Commitment &Employee 0,289 0,073 3,998 faleie Accepted
Performance

The mediation analysis using bootstrapping examines 2 (two) indirect effects in this study, namely the mediating
effect of commitment. The mediation effect is the impact of job satisfaction on employee performance through
organizational commitment and the impact of work-life balance on employee performance through organizational

commitment.
Table 4
Result of Hypothesis Testing Mediation
Hypothesis Path Estimate (B) P S.E. C.R. Conclusion
He Job Satisfaction 0,152 0,004 0,044 3,45 Accepted
aEmployee Performance
through Organizational
Commitment
H-; Work-life Balance 0,083 0,004 0,037 2,243 Accepted
aEmployee Performance
through Organizational
Commitment

The tables 3 and 4 show that each C.R. is the same as
the t-value, so it will make a comparison between the
t-value (critical point) with a significance level of 5%.
The critical point value at 5% significance is 1.96. If the
C.R. is greater than the critical value with a significance
level of P <0.05, then the proposed hypothesis is
accepted. On the other hand, if the C.R. has not been able
to reach the critical value at the significance level of
P < 0.05, then the proposed hypothesis is rejected. Based
on these criteria, it can be concluded that the hypotheses
Hi;, Hy, Hs Hs, and Hg the decision is accepted, this is
because the p-value generated is significant at P < 0.05,
where the *** sign is significant P < 0.001 and the value
is P <0.001 its t-value (CR) > 1.96. While hypothesis Hs
the decision is rejected, because the resulting p-value is
more than 0.05 (P > 0.05) and the t-value (C.R.) < 1.96.
While the hypothesis Hs; the p-value generated is

significant at P >0.05 and has a negative relationship.
Therefore, the results of this study did not support the Hj
hypothesis.

5.3. Discussion

The results of this study prove that job satisfaction has
a direct positive effect on employee performance.
Therefore, the level of job satisfaction is determined by
employee performance. This is in line with research
conducted by Berliana, et al. (2018) at PT ABC: the job
satisfaction affects on the employee performance.
If employees are satisfied with the work, they will
achieve good performance. Sununta Siengthai, et al.
(2016) found that job satisfaction has a positive and
significant effect on the employee performance and the
job satisfaction has a significant relationship with
changes in employee performance. The increase in
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employee performance is very closely related to the job
satisfaction variable (Hadi & Sullaida, 2018).
Furthermore, the job satisfaction is undeniably considered
as one of the main considerations in assessing the
efficiency and effectiveness of any business organization
(Revenio J., 2016).

The job satisfaction has a positive influence on the
organizational commitment, so it can be concluded that
the hypothesis is accepted. Bashir & Gani (2019)
revealed the significant relationship between the job
satisfaction and the organizational commitment. Yousef
(2017) states that the various aspects of job satisfaction
directly and positively affect on the different dimensions
of organizational commitment. According to Thabane
& Radebe (2017), there is a positive relationship between
job satisfaction and organizational commitment.

Therefore, the hypothesis is rejected because it cannot
reveal the relationship between work-life balance and
employee performance. This means that this hypothesis
cannot confirm previous research, the results of which
show that the work-life balance has a positive effect on
the employee performance. However, in other studies,
work-life  balance does not affect performance
(Ardiansyah & Surjanti, 2020; Foanto et al., 2020; Karlita
et al., 2020; Thamrin & Riyanto, 2020). The authors of
this study concluded that the performance of employees
in a telecommunication group customer operation
company is not determined by the work-life balance.

The time balance, balance involvement, and
satisfaction balance affect on the organizational
commitment positively and significantly (Rumangkit
& Zuriana, 2019). Research, conducted by Hutagalung, et
al. (2020) & Pawoko, et al. (2019), has shown that the
work-life balance has a positive and significant effect on
the organizational commitment. The positive work-life
balance can lead to increased morale, increased
productivity, increased organizational commitment, and
reduced absenteeism.

The findings of this study corroborate previous
findings made by Paramit, et al. (2020) who found that
the organizational commitment has a positive and
significant relationship with employee performance.
Furthermore, Arifin et al., (2019) also found that
organizational commitment has a significant and positive

EKOHOMiKa Ta MeHeAXMeHT
effect on employee performance at the North Aceh
Health Office, Indonesia.

This study results on job satisfaction on employee
performance through organizational commitment confirm
the results of Permata’s (2017) study. His study was
conducted with 73 employees using descriptive analysis
methods. Based on the indirect effect test, it was found
that organizational commitment can mediate the
influence between job satisfaction and employee
performance. Furthermore, further research conducted by
Setiawati (2019) has shown that the job satisfaction and
performance appraisal affect on the commitment.

Research on work-life balance on employee
performance through organizational commitment has a
positive relationship, this is in line with research
conducted by Adam & Ardiansyah (2020) showing
organizational commitment in the company can be the
subject of mediation between the work-life balance
variable and the employee performance variable.
According to Zain & Setiawati (2019), the impact of
work-family conflict on employee performance is greater
than the indirect effect of work-family conflict on
employee performance  through organizational
commitment. Research conducted by Ardiansyah &
Surjanti (2020) shows that organizational commitment in
the company can be the subject of mediation between the
work-life balance variable and the performance variable.

6. Conclusions

This study results show that job satisfaction and
organizational commitment are the main factors that can
improve employee performance and employee resilience.
At the same time, work-life balance does not affect the
employee performance, so it is recommended for further
research to increase the research sample.

Therefore, the management of companies should pay
attention to job satisfaction, work-life balance, and
organizational commitment in order to improving
employee  performance. Job  satisfaction  and
organizational commitment in group customer operation
in telecommunication must be further improved so that
management gets more productive and effective human
resources in increasing the company's target to become a
superior company in the telecommunications industry.
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