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PENGARUH ICT DEMANDS DAN ICT RESOURCES TERHADAP

KEPUASAN KERJA DENGAN WORK-FAMILY BALANCE DAN

BURNOUT SEBAGAI VARIABEL MEDIASI PADA KARYAWAN
SALES GENERASI Z DI TANGERANG

(Mutia Azzahra)

ABSTRAK

Perkembangan teknologi digital yang semakin pesat menuntut perusahaan untuk mampu
beradaptasi dalam menciptakan lingkungan kerja yang efisien dan berkelanjutan. Generasi
Z, yang kini menjadi kelompok dominan dalam angkatan kerja Indonesia, dikenal dekat
dengan teknologi namun juga rentan terhadap tekanan pekerjaan yang dipengaruhi oleh
penggunaan Information and Communication Technology (ICT). Tuntutan penggunaan
teknologi atau ICT Demands dapat memicu stres hingga burnout, sementara dukungan
teknologi atau ICT Resources justru berpotensi mempermudah pekerjaan dan
meningkatkan kesejahteraan kerja. Kondisi ini semakin kompleks ketika Generasi Z
memiliki kebutuhan tinggi akan work-family balance serta kecenderungan lebih kritis
terhadap kepuasan kerja (job satisfaction).

Penelitian ini bertujuan untuk menganalisis pengaruh /CT Demands dan ICT Resources
terhadap burnout dan job satisfaction dengan work-family balance sebagai variabel mediasi
pada karyawan sales Generasi Z di Tangerang. Penelitian menggunakan metode kuantitatif
melalui penyebaran kuesioner kepada 140 responden dan dianalisis menggunakan Partial
Least Squares — Structural Equation Modeling (PLS-SEM).

Hasil penelitian menunjukkan bahwa /CT Demands berpengaruh positif terhadap burnout,
sedangkan ICT Resources berpengaruh negatif terhadap burnout. Selain itu, /CT Demands
terbukti menurunkan work-family balance, sementara ICT Resources meningkatkan work-
family balance. Variabel work-family balance juga berpengaruh negatif terhadap burnout
serta memediasi hubungan /CT Demands dan ICT Resources terhadap burnout. Temuan
lain menunjukkan bahwa burnout berpengaruh negatif dan signifikan terhadap job
satisfaction.

Secara keseluruhan, penelitian ini menegaskan pentingnya work-family balance sebagai
mekanisme pelindung bagi karyawan Generasi Z dalam menghadapi tekanan digital.
Temuan ini memberikan implikasi bagi perusahaan untuk memperkuat dukungan
teknologi, mengelola beban kerja berbasis /C7, serta merancang kebijakan yang
mendukung work-family balance guna menekan burnout dan meningkatkan job
satisfaction.

Kata kunci: ICT Demands, ICT Resources, Work-Family Balance, Burnout, Job
Satisfaction, Generasi Z.
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THE INFLUENCE OF ICT DEMANDS AND ICT RESOURCES ON JOB
SATISFACTION WITH WORK FAMILY BALANCE AND BURNOUT AS
MEDIATING VARIABLES AMONG GENERATION Z SALES EMPLOYEES
IN TANGERANG
(Mutia Azzahra)

ABSTRACT

The rapid development of digital technology requires companies to adapt in
creating an efficient and sustainable work environment. Generation Z, which has
now become the dominant group in Indonesia’s workforce, is known for being close
to technology but also vulnerable to work pressure influenced by the use of
Information and Communication Technology (ICT). Technological demands or ICT
Demands can trigger stress and even burnout, while technological support or ICT
Resources has the potential to facilitate work and improve employee well-being.
This condition becomes increasingly complex as Generation Z has a high need for
work-family balance as well as a tendency to be more critical of job satisfaction.

This study aims to analyze the influence of ICT Demands and ICT Resources on
burnout and job satisfaction with work-family balance as a mediating variable
among Generation Z sales employees in Tangerang. The study employed a
quantitative method through the distribution of questionnaires to 140 respondents
and was analyzed using Partial Least Squares — Structural Equation Modeling
(PLS-SEM).

The results show that ICT Demands have a positive effect on burnout, while ICT
Resources have a negative effect on burnout. In addition, ICT Demands are proven
to reduce work-family balance, whereas ICT Resources increase work-family
balance. The variable work-family balance also has a negative effect on burnout
and mediates the relationship between ICT Demands and ICT Resources on
burnout. Other findings indicate that burnout has a negative and significant effect
on job satisfaction.

Overall, this study emphasizes the importance of work-family balance as a
protective mechanism for Generation Z employees in dealing with digital pressure.
These findings provide implications for companies to strengthen technological
support, manage [CT-related workloads, and design policies that support work-
family balance to reduce burnout and improve job satisfaction.

Keywords: ICT Demands, ICT Resources, Work-Family Balance, Burnout, Job
Satisfaction, Generation Z.
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