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ABSTRACT

Healthcare workers' performance is a crucial factor in ensuring service quality and patient safety in hospitals. This
study aimed to analyze the effects of organizational culture and work-life balance on healthcare workers'
performance, with job satisfaction serving as a mediating variable at Bali Mandara Eye Hospital. This study
employed a quantitative approach with an explanatory research design. The respondents consisted of 115 civil
servant healthcare workers used proportionate stratified random sampling, including physicians, nurses, and other
healthcare professionals. Data were collected through questionnaires and analyzed using the Structural Equation
Modeling—Partial Least Square (SEM-PLS) method. The results indicated that organizational culture had a positive
and significant effect on job satisfaction (f = 0.391; p < 0.05), as did work-life balance ( = 0.488; p < 0.05). Job
satisfaction also had a positive and significant effect on healthcare workers' performance (f = 0.686; p < 0.05). In
contrast, organizational culture and work-life balance did not have significant direct effects on healthcare workers'
performance. Mediation analysis revealed that job satisfaction fully mediated the relationship between organizational
culture and performance (B = 0.268; p < 0.05), as well as the relationship between work-life balance and performance
(B =0.335; p < 0.05). This study concludes that improving healthcare workers' performance can be achieved more
effectively through enhancing job satisfaction, supported by a positive organizational culture and the implementation
of a good work-life balance.
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INTRODUCTION

The performance of healthcare workers is one of the most vital elements in determining the quality
of hospital services. Optimal performance directly impacts patient safety, operational efficiency, and
public satisfaction with healthcare services. According to a WHO report (2024), more than 70% of
the quality of healthcare services in developing countries depends heavily on the performance of
healthcare workers, particularly in terms of professionalism, work efficiency, and adaptability to
work pressure. Globally, there is still a shortage of approximately 14.7 million healthcare workers,
making efforts to improve the performance and well-being of healthcare workers increasingly
crucial to maintain service quality. In Indonesia, healthcare workers are required to perform at high
professional standards amidst the transformation of the healthcare system. However, high work
pressure and work-life imbalance are increasingly highlighted as contributing factors to declining
performance. Research data from the Faculty of Medicine, University of Indonesia (2021) shows
that more than 80% of healthcare workers experienced moderate to severe burnout during the global
health crisis (Winurini, 2021). This condition leads to decreased motivation, emotional exhaustion,
and impacts job satisfaction and individual performance. The findings of Rafi'i et al. (2025) also
showed that a healthy work environment and a supportive organizational culture play a significant
role in increasing job satisfaction while reducing stress levels.

In Bali Province, although the nurse-to-population ratio has exceeded the national target, there is
still an imbalance in the distribution of healthcare workers, resulting in an uneven workload (Bali
Provincial Health Office, 2024). Bali Mandara Eye Hospital (RSMBM), as a specialist referral
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hospital, has a diverse workforce with specific service demands in the field of ophthalmology. The
2022 Bali Provincial Government Civil Servant Work Culture Survey showed a score of 76.8%,
categorized as healthy and productive. However, potential inhibiting factors remain, such as
ineffective leadership and suboptimal bureaucracy. Challenges to healthcare worker performance at
RSMBM are increasing as the number of patient visits increases by an average of 16% per year
over the past four years (RSM.BM, 2025). This increase in service volume has resulted in an
increased workload for specialist doctors, nurses, and support staff. If this condition is not balanced
with an adaptive human resource management system, it has the potential to reduce job satisfaction
and trigger emotional exhaustion. Indications of declining performance are also evident in patient
complaint data collected through the SIPEKO application (2025), which recorded dozens of
complaints related to unfriendly staff and long service queues. Furthermore, patient safety incidents
(PSI) were still found during the 20242025 period (PMKP-MR Committee, 2025).

Organizational culture in hospitals reflects the values of teamwork, open communication, and a
commitment to quality service. Research by Lestari (2024) confirms that an organizational culture
that supports work-life balance can increase nurse engagement. At RSMBM, the results of the
2023-2025 Safety Culture Survey showed a Strong category with a score of 80.66. However, the
staffing dimension consistently received the lowest score, indicating ongoing workload-related
issues. In addition to organizational culture, work-life balance is becoming increasingly important
due to the various family issues employees face, such as infidelity, divorce, and domestic conflict,
which are recorded in the personnel department, potentially impacting performance stability.
Research by Yang et al. (2024) shows that an imbalance between work and personal life can

increase stress levels and decrease productivity, especially among medical personnel who work
shifts.

The urgency of this research is also supported by several research gaps . First, there is a contextual
gap because most research in Indonesia still focuses on general hospitals or community health
centers, thus not being able to represent the dynamics of government-owned specialty hospitals with
bureaucratic systems like RSMBM. Second, research that integrates organizational culture and
work-life balance with healthcare worker performance by considering empirical organizational data,
such as patient complaints and patient safety incidents, is still very limited. Third, there is a
methodological gap because previous research generally only examines the relationship between
variables partially and has not comprehensively explained the mediating mechanisms of job
satisfaction within a single research model. Fourth, empirical evidence regarding post-pandemic
conditions that describe changes in work patterns and increased healthcare service volume is also
relatively limited.

Based on this gap, this study offers novelty through the development of a conceptual model that
simultaneously tests the influence of organizational culture and work-life balance on the
performance of healthcare workers with job satisfaction as a mediating variable in the context of a
specialized hospital. By integrating objective performance indicators and psychological perceptions
of healthcare workers, this study aims to analyze the influence of organizational culture and work-
life balance on the performance of healthcare workers at RSMBM, both directly and indirectly
through the mediation of job satisfaction. The results of this study are expected to provide
theoretical contributions to the development of health human resource management science and
provide practical benefits for RSMBM management in formulating evidence-based policies to
create a productive work environment, support healthcare worker welfare, and be oriented towards
patient safety.

METHOD
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This study uses a quantitative approach with an explanatory research design to test causal
relationships between variables through statistical analysis. The study is non-experimental with a
cross-sectional design , where data collection was conducted over a single period according to the
actual conditions of healthcare workers at Bali Mandara Eye Hospital. The selection of the research
location was based on the characteristics of a specialized hospital with high work dynamics and
demands for professionalism that affect service quality. The study population was all health workers
with Civil Servant (ASN) status at Bali Mandara Eye Hospital in 2025, totaling 163 people. The
sample size was determined using the Cochran formula for a limited population with a 95%
confidence level, a proportion of 0.5, and a 5% margin of error, resulting in 115 respondents. The
sampling technique used proportionate stratified random sampling . Population characteristics and
sample distribution are presented in Table 1.

The research instrument was a structured questionnaire with a Likert scale of 1 (Strongly Disagree)
to 5 (Strongly Agree). The research variables consisted of Organizational Culture (Xi), Work-Life
Balance (Xz), Job Satisfaction (Z), and Health Worker Performance (Y). Data collection was carried
out through distributing questionnaires using Google Forms , non-participatory observation, and
short interviews. The data obtained were then subjected to coding , tabulation, and validity testing
using Pearson Product Moment (r> 0.30) and reliability testing using Cronbach's Alpha (> 0.70).
Data analysis used Structural Equation Modeling—Partial Least Squares (SEM-PLS) with
SmartPLS 4.0. The analysis stages included outer model evaluation, inner model evaluation , and
hypothesis testing through bootstrapping procedures with the criteria of #-statistic > 1.96 and p-
value < 0.05. This study has obtained approval from the authorized Research Ethics Committee. All
respondents participated voluntarily after providing informed consent, while still guaranteeing the
confidentiality and anonymity of data for academic purposes.

RESULT

Respondent characteristics indicate that the majority of healthcare workers at Bali Mandara Eye
Hospital are female (72.2%), with the largest age range being 30—40 years (46.1%). Based on length
of service, most respondents have worked for more than 15 years (39.1%), while by profession,
nurses predominate (63.5%). Complete respondent characteristics are presented in Table 1.

Table 1.
Respondent Characteristics
Characteristics f %
Gender
Man 32 27.8
Woman 83 72.2
Age
<30 Years 5 43
30-40 Years 53 46.1
41-50ears 40 34.8
>50 Years 17 14.8
Years of service
<5 Years 17 14.8
5-10 Years 22 19.1
11-15ears 31 27.0
>15 Years 45 39.1
Profession
Doctor 16 13.9
Nurse 73 63.5
Other health workers 26 22.6

The instrument testing results showed that all indicators met the validity and reliability criteria. All
indicators had Pearson Correlation values >0.30, Cronbach's Alpha >0.70, outer loading values
>0.70, Average Variance Extracted (AVE) >0.50, and Composite Reliability >0.70. These results
indicate that all research constructs have met the validity and reliability requirements and are
therefore suitable for use in further analysis. Descriptive analysis shows that all research variables
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are in the good to very good category. The Organizational Culture variable obtained an average
value of 4.20 (good), Work-Life Balance of 4.11 (good), Job Satisfaction of 4.25 (high), and Health
Worker Performance of 4.36 (very good). The evaluation of the structural model produced an R-
square value of 0.678 for the Job Satisfaction variable and 0.625 for the Performance variable,
while the Q-square value of 0.879 indicates that the model has very good predictive ability.

Table 2.
to the work life balance variable
] Respondents (in %) Average
Indicator
1 2 3 4 5 (mean)
X2.1  Work Interference with Personal Life (WIPL) - 1.7 1.3 722 14.8 4.00
X2.2  Personal Life Interference with Work (PLIW) - - 43 67.0 28.7 4.20
X2.3  Work/Personal Life Enhancement (WPLE) - 0.9 7.0 71.3 20.9 4.12
Work Life Balance 4.11
Table 3.
to job satisfaction variables
. Respondents (in %) Average
Indicator I > 3 4 5 (mean)
Z1 job satisfaction - - 0.9 62.6 36.5 4.36
Z2 satisfaction with supervision - - 9.6 63.5 27.0 4.17
73 satisfaction with compensation - - 0.9 60.9 38.3 4.37
74 satisfaction with coworkers - - 7.0 61.7 313 4.24
Z5 satisfaction with career opportunities - 0.9 9.6 65.2 24.3 4.13
76 satisfaction with working conditions - - 5.2 68.7 26.1 4.21
Job satisfaction 4.25
Table 4.
Distribution of responses to performance variables
. Respondents (in %) Average
Indicator 1 5 3 4 5 (mean)
Y1 Work Productivity - - 0.9 65.2 33.9 4.33
Y2 Quality of Service and Procedural Compliance - - 0.9 57.4 41.7 4.41
Y3 Efficiency & Time Management - - 0.9 67.0 322 4.31
Y4 Initiative and Professionalism - - 1.7 58.3 40.0 4.38
Y5 Team Collaboration and Communication - 0.9 61.7 374 4.37
Health Worker Performance 4.36

The results of the hypothesis testing indicate that neither Organizational Culture nor Work-Life
Balance have a significant effect on Performance. Conversely, Organizational Culture and Work-
Life Balance have a positive and significant effect on Job Satisfaction, while Job Satisfaction has a
positive and significant effect on Performance. A summary of the hypothesis testing results is
presented in Table 5.

Table 5.
Path Coefficients Results

S;Ilrglfl)rllzl Sample ]SDtS\rfli(allatlir(()in T Statistics P Values

(0) Mean (M) (STDEV) (|O/STDEVY)
Organizational Culture -> Performance 0.215 0.225 0.149 1,447 0.149
Work Life Balance -> Performance 0.080 0.083 0.099 0.811 0.418
Organizational Culture -> Job Satisfaction 0.391 0.401 0.099 3,957 0.000
Work Life Balance -> Job Satisfaction 0.488 0.485 0.097 5,042 0.000
Job Satisfaction -> Performance 0.686 0.680 0.138 4,957 0.000

The results of the mediation analysis indicate that Job Satisfaction mediates the influence of
Organizational Culture and Work-Life Balance on Performance. Because the direct influence of both
exogenous variables on Performance is insignificant, while their indirect influence is significant, the
type of mediation that occurs is full mediation (or indirect-only mediation). A summary of the
mediation test results is presented in Table 6.
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Table 6.
Mediation Test Results
(S);ﬁll)rllzl Sample IS;[:\Iflgztlirgn T Statistics P Values
() Mean (M) (STDEV) (|O/STDEV))
Organizational Culture -> Job Satisfaction 0.268 0.270 0.080 3.370 0.001
-> Performance
Work Life Balance -> Job Satisfaction -> 0.335 0333 0.104 3,225 0.001

Performance
Based on the results of the PLS analysis, the final path model can be described as in Figure 1 below:
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Figure 1. Path Analysis Path

DISCUSSION

The results of the study indicate that organizational culture and work-life balance do not directly
influence the performance of healthcare workers at Bali Mandara Eye Hospital (RSMBM). This
finding indicates that in specialized hospitals with complex service characteristics, the existence of
a good organizational culture and work-life balance do not automatically improve healthcare worker
performance. This condition may be influenced by the characteristics of healthcare workers' work
that is oriented towards professional standards, operational procedures, and strict clinical
responsibilities so that the implementation of daily tasks is determined more by compliance with
service standards than by perceptions of the organizational environment. The results of this study
differ from the findings of Zawawil et al. (2023) who showed a direct influence of organizational
culture on performance. This difference is suspected to be related to the characteristics of the
organizations studied, especially the differences in management systems between private and public
hospitals.

Although it does not directly affect performance, organizational culture has been shown to have a
positive and significant effect on job satisfaction for healthcare workers. Organizational culture,
demonstrated through innovation, attention to detail, results orientation, teamwork, and
organizational support, creates a conducive work environment that allows healthcare workers to feel
valued, safe, and supported in carrying out their work. This finding aligns with Organizational
Support Theory , which states that perceptions of organizational support will increase employees'
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positive attitudes toward their work (Eisenberger et al., 1986). Thus, organizational culture plays a
role in shaping psychological well-being and increasing job satisfaction, which in turn contributes
to improved performance.

The research also shows that work-life balance has a positive effect on job satisfaction. Healthcare
workers who are able to balance the demands of their work and personal lives tend to have more
stable psychological well-being, lower levels of burnout, and higher job satisfaction. In the context
of RSMBM, a relatively structured work schedule allows healthcare workers to fulfill their personal
needs without compromising their professional responsibilities. This supports the findings of Sari &
Ahmadia (2025) who stated that work-life balance is a key determinant of healthcare worker job
satisfaction. Job satisfaction in this study was proven to have a positive and significant impact on
the performance of healthcare workers. These findings indicate that job satisfaction is a
psychological factor that drives increased intrinsic motivation, commitment, loyalty, and the
willingness of healthcare workers to provide optimal care to patients. Healthcare workers who are
satisfied with compensation, supervision, relationships with colleagues, and the work environment
tend to demonstrate better productivity and service quality. These results align with Porter &
Lawler's (1968) motivation-performance model, which explains that job satisfaction is both a
consequence and a driver of improved performance. This finding is supported by the findings of
Supardi et al. (2023) who linked workplace well-being with increased professional commitment.

The main contribution of this study is the proof that job satisfaction acts as a full mediator in the
relationship between organizational culture and work-life balance on healthcare worker
performance. This finding indicates that the influence of these two variables on performance does
not occur directly, but through increased job satisfaction. In other words, neither a positive
organizational culture nor a good work-life balance can improve performance if they do not result in
job satisfaction among healthcare workers. These results support the mediation model of Kenny
(2021), which explains that mediator variables act as a mechanism explaining the relationship
between independent and dependent variables. In the context of specialized hospitals, job
satisfaction acts as a psychological mechanism that bridges the influence of organizational factors
on improving healthcare worker performance.

This study provides novelty by testing an integrative model linking organizational culture, work-life
balance , job satisfaction, and healthcare worker performance in a government-owned specialty
hospital. The research findings indicate that job satisfaction is a strategic factor in sustainably
improving healthcare worker performance. Therefore, efforts to increase healthcare worker
productivity are not sufficient only through strengthening organizational culture or implementing
work-life balance policies , but must also be directed at increasing job satisfaction. In the context of
RSMBM, this strategy can be realized by strengthening the human-oriented dimension of the
organizational culture, improving the quality of supervision, and providing better career
development opportunities.

Overall, the research findings confirm that improving the performance of healthcare workers at
RSMBM is strongly influenced by the organization's ability to create a work environment that
enhances employee job satisfaction. A healthy organizational culture and sustainable work-life
balance policies are essential foundations, while job satisfaction is the primary mechanism linking
these two factors to improved healthcare worker performance. Therefore, strengthening job
satisfaction not only has the potential to improve individual performance but also supports
continuous improvement in service quality and patient safety. However, this study is limited to a
single hospital, so generalization of the results should be done with caution. Future research is
recommended to involve various healthcare institutions and consider other variables, such as work
motivation and organizational commitment, to gain a more comprehensive understanding of the
factors influencing healthcare worker performance.
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CONCLUSION

Based on research at Bali Mandara Eye Hospital, organizational culture and work-life balance did
not have a significant direct impact on healthcare worker performance. This finding suggests that
neither a positive organizational culture nor a positive work-life balance can directly improve
performance without the support of psychological factors in healthcare workers. Conversely,
organizational culture and work-life balance were shown to have a positive and significant impact
on job satisfaction. This study also shows that job satisfaction acts as a full mediator in the
relationship between organizational culture and work-life balance on healthcare worker
performance. These findings indicate that a conducive organizational culture and work-life balance
will impact performance improvement if they enhance healthcare worker job satisfaction. Thus, job
satisfaction is the primary mechanism bridging the influence of these two variables on performance.
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