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Abstract— This study aims to determine whether self-efficacy and employee engagement affect the 

performance of bank frontliners related to digital transactions, namely cash deposits through Star Teller 

machines and Customer Service Officers through CS Digital machines that were studied during the 

Covid-19 pandemic. The research was conducted at ten national private bank branch offices in 

Bandung using a questionnaire distributed to 119 frontliners in 10 branch offices of one of the national 

private banks in Bandung that handle digital transactions. The research results were processed using 

SPSS version 25 software using multiple regression methods. The results showed that self-efficacy and 

employee engagement had a positive and significant effect on employee performance. 
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I. INTRODUCTION 
During the Covid-19 pandemic, many customer activities were hampered, such as carrying out banking transactions, 

so customers prefer to make transactions via electronic platforms such as ATMs, e-banking, mobile banking or 

internet banking. However, there are still a number of things that still need to be done by visiting branch offices, 

such as large cash deposits or replacing ATM cards. To reduce direct contact, banks are now starting to think of 

several ways to make it easier for customers to carry out banking transactions such as for cash deposits using a 

CDM machine (cash deposit machine) and card replacement provided by a CS Digital machine. The success of 

implementing this technology can be seen from the achievement of transactions. The following is data on the 

achievement of transactions at one of the bank branches in Indonesia: 

 

Table 1. Transaction Data at one of Bank X's branches 

No Digital Type 
Start 

implementation 

Number of 

Target 

Transactions 

2019 

Number of 

Transactions 

Reached in 2019 

% 

1 Star Teller 17/3/2017 42,870 18,631 43 

2 CSO Digital 13/12/2018 900 272 30 

3 E-Branch 21/2/2017 900 995 111 

Source: processed by researchers 

From the table above, it can be seen that the transaction fulfillment of the target 100% has only reached 43% for Star 

Teller, 30% for CS Digital and 111% for E-Branch. In order to achieve the target, banks must provide the best 
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service supported by reliable human resources who have a strong level of engagement. According to Alan M Saks, 

Engagement becomes a practical framework in organizations because engagement is the key to organizational 

success and ability to compete. This pandemic is pushing banks to make changes, according to Lawless & Anderson 

in 2017, the changes made can affect employees emotionally. Banking companies must maintain the spirit of 

employee engagement so that changes can run smoothly and produce the best results. In addition to engagement, the 

value of self-efficacy is needed in making changes because self-efficacy is an individual's perspective and belief in 

his ability to face new changes and challenges (Raghuram, Wiesenfeld, & Garud, 2003). According to Carter 

(Carter, Nesbit, Badham, Parker, & Sung, 2018), a decrease in employee confidence in their ability to complete 

tasks will affect engagement and lead to decreased performance. 

Research (Sebayang & Sembiring, 2017) concluded that self-efficacy has an effect on improving employee 

performance, the results of descriptive analysis show that 79.2% of self-efficacy affects employee performance at 

PT. Finnet Indonesia. (Salman, Khan, Draz, Javaid Iqbal, & Aslam, 2016) also confirms the results of the study that 

showing self-efficacy has a significant relationship with employee performance factors. Positive relationship 

between self-efficacy and engagement with employee performance. Our findings are based on field studies of their 

effect on individual job performance (Carter et al., 2018). 

 

Based on the above phenomena, this study will discuss the problem of self-efficacy and engagement with 

performance. 

 

II.  LITERATURE REVIEW 

2.1 Engagement 

Engagement according to Khan is the simultaneous behavior and expression of an employee that reflects a personal 

liking for work and people physically, mentally and emotionally actively and at full performance (Asare, Nicholson, 

& Stein, 2017). The definition of engagement can also be defined as the self-attachment of each employee at work, 

involvement that is shown physically, cognitively (mentally) and emotionally while working (Alan M. Saks, 2019). 

In the explanation, what is meant by the involvement of physical presence at work is that they are involved in 

working both alone and with others, cognitively (mentally) means being emotionally involved with work and others 

in serving them, emotional involvement cannot be measured directly, but can be seen from the energy behavior when 

working (Kahn, 1990). This conception is in line with the understanding (Sorenson, 2013), namely enthusiastic 

involvement in work, commitment to work and contributing positively to the organization (Asare et al., 2017). 

In general, it can be concluded that engagement is an individual involvement that is described by someone who is 

present psychologically, fully at work, full of attention, feeling, connected, integrated and focused on working 

according to their respective roles, so that employees have emotional commitment to the company. . Employees 

will feel that their vision and mission are in line with the company. Thus, these employees have a strong 

commitment to the company's vision and mission and have a high level of concern for the duties they are 

responsible for. Employees will be happy to do their job and not think of it as a burden. 

 

2.2 Self Efficacy 

Self-efficacy is understood as self-confidence or self-confidence as a determining factor in the success of a worker 

in contributing to the achievement of organizational goals. There are many human resource management variables in 

achieving high organizational performance and one of them is the level of employee confidence (self-efficacy) 

(Cherian & Jacob, 2013). Conceptually, self-efficacy is a scientific domain of social cognition or social science that 

is often associated with organizational performance. This conception was first coined by (Bandura, 1997) which 

states that self-efficacy is "an individual's belief in his ability to complete a particular task and a certain prospective 

situation". 

 

Self-efficacy is the basis for the formation of motivation, feelings and personal achievements, and is a critical 

determinant of self-regulation (Steinbauer et al., 2018). This conception is in line with (Bandura et al., 2006) which 

states that a person's motivation, effective conditions and actions are often based on individual beliefs, not on actual 

conditions. Because of this, individual behavior is often more predictable based on their belief in their abilities, not 

on their knowledge and expertise. 

 

In general, from the description above it can be concluded that self-efficacy is a belief in their own abilities, to 

achieve a goal, create, strengthen, encourage strength and influence organizational members individually. Thus, the 

effect of self-efficacy is a conducive work environment, and good teamwork, which in turn can drive organizational 

performance. 
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2.3 The Covid Pandemic 19 

Coronavirus Disease 19 was discovered at the end of December 2019, according to WHO data until March 1, 2020, 

it has been confirmed that there are 65 countries that have contracted this virus (PDPI, 2020). The beginning of this 

virus showed that 66% of patients were related to a seafood market or live market in Wuhan, Hubei Province, China 

(Huang, et.al., 2020). The samples studied showed the etiology of the new coronavirus. Initially, this disease was 

temporarily named as 2019 novel coronavirus (2019-nCoV), then WHO announced a new name on February 11, 

2020, namely Coronavirus Disease (COVID-19) caused by the Severe Acute Respiratory Syndrome Coronavirus-2 

(SARS-CoV-2) virus. ). This virus can be transmitted from person to person and has spread widely in China and 

more than 190 other countries and territories.5 On 12 March 2020, WHO declared COVID-19 a pandemic. (WHO, 

2020) 

 

Most of the patients infected with SARS-CoV-2 show respiratory symptoms such as fever, coughing, sneezing, and 

shortness of breath. Based on data from 55,924 cases, the most common symptoms were fever, dry cough, and 

fatigue. Other symptoms that can be found are productive cough, shortness of breath, sore throat, headache, myalgia 

/ arthralgia, chills, nausea / vomiting, nasal congestion, diarrhea, abdominal pain, hemoptysis, and conjunctival 

congestion. (WHO, 2020) More than 40% of fever in COVID-19 patients have a peak temperature between 38.1-39 

° C, while 34% have fever with a temperature of more than 39 ° C (Huang, et.al., 2020). 

 

WHO's recommendation in dealing with the COVID-19 outbreak is to carry out basic protection, which consists of 

washing hands regularly with alcohol or soap and water, keeping a distance from someone who has symptoms of 

coughing or sneezing, practicing ethics of coughing or sneezing, and seeking treatment when they have complaints 

that according to the suspect category. The recommended distance that must be maintained is one meter (WHO, 

2020). 

 

Regarding the development of the corona virus, finally the Indonesian government made a policy as the first step, 

namely in the form of social distancing recommendations. This means that the government is fully aware that the 

transmission of Covid-19 is in the form of droplets of tiny mucus splashes from the walls of the respiratory tract of a 

person who is sick, which comes out when coughing and sneezing. Therefore, the government advises anyone who 

coughs and who suffers from influenza to wear a mask, the aim is to limit the droplet splash from the person 

concerned. In addition to adjusting the distance between people, so that the chance of contracting the disease can be 

lower. The implication is that meetings of a large number and which allow overcrowding of people should be 

avoided. Therefore it is very important to realize together from all components of society not to carry out activities 

that mobilize many people in one place that is not too large and causes crowds. This is considered to be one of the 

most effective measures to reduce the spread of the virus. Therefore, social distancing must be implemented, both in 

everyday life, in the work environment or in the household environment. Besides continuing to take precautions 

through efforts to live a clean and healthy lifestyle by always washing hands with soap and running water. 

 

Article 9 of Law Number 6 of 2018 states that the implementation of quarantine aims to protect the community from 

disease and / or public health risk factors that have the potential to cause a public health emergency, prevent and 

ward off disease and / or public health risk factors that have the potential to cause a public health emergency. , 

increase national resilience in the field of public health, provide protection and legal certainty for the public and 

health workers. (Yunus and Rezki, 2020) 

 

2.4 Performance 

Performance or performance, can also mean accomplishment (accomplishment) refers to the result or impact. 

Performance is also interpreted as how to do work and the results that are done, referring to the Oxford English 

Dictionary. Performance is defined as: "achievement, implementation, work results, doing whatever is ordered / 

desired". In simple terms, performance is defined as the result of work, or records of one's achievements (Kane, 

1996) and (Michael Armstrong, 2014). 

 

According to Wirawan 2009 in (Jasiyah, 2018) performance is the output produced by a function or indicator of a 

job or profession within a certain time. In this case, work is the activity of completing something or making 

something that only requires certain energy and skills. Performance refers to the extent to which employees can 

fulfill Cascio's 2006 workplace mission (Pulakos & O'Leary, 2011). 

III. RESEARCH METHODS 
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The research method used in this research is quantitative method. Quantitative or confirmatory research methods 

are business research methods that discuss research objectives through empirical assessments using numerical 

measurements as the basis for analysis (Zikmund et al., 2010). The research data was taken using a questionnaire 

with respondents who are frontliners of one of the national private banks. The sampling technique used the Slovin 

formula where the population amounted to 170 and the calculated sample results were 119.2982 rounded to 119 

samples. The research was processed using SPSS v. 25. 

 

IV.  RESEARCH RESULTS AND DISCUSSION 

4.1 Validity Test 

The validity test is the data equation reported by the researcher with data obtained directly from the research 

subject, Sugiyono (2018; 267). 

 

KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,737 

Bartlett's Test of Sphericity 

Approx. Chi-Square 162,472 

Df 3 

Sig. ,000 

 

The validity test is used to determine whether the data in the questionnaire is valid or not. The validity test in this 

study uses the KMO and Bartlett's Test, where if the KMO MSA value is greater than 0.05, the variable can be said 

to be feasible and can be continued. The results of this study can be seen in the table above where the results show 

that the KMO MSA value is 0.737, which means that the value is greater than 0.05, so the variable is said to be 

feasible. 

Anti-image Matrices 

 Efikasi (X1) Engagement 

(X2) 

Kinerja (Y) 

Anti-image Covariance 

Efikasi (X1) ,460 -,188 -,173 

Engagement (X2) -,188 ,443 -,188 

Kinerja (Y) -,173 -,188 ,460 

Anti-image Correlation 

Efikasi (X1) ,742
a
 -,417 -,377 

Engagement (X2) -,417 ,728
a
 -,416 

Kinerja (Y) -,377 -,416 ,742
a
 

a. Measures of Sampling Adequacy(MSA) 

 

Anti-image Matrices is useful for knowing and determining which variables are suitable for use in factor analysis. In 

the table above, there is the letter (a) which has a meaning for the Measure of sampling Adequacy (MSA). The 

requirements that must be met in the factor analysis are the MSA value> 0.50. The following is the MSA value 

studied. 

1. Self Efficacy of 0.742 

2. Engagement of 0.728 

3. Performance of 0.742 

Based on the results that have been studied, it is known that the MSA value for all the variables studied is> 0.50. 

Then it can be concluded that the second requirement in this factor analysis is met. 

 

4.2 Reliability Test 

Reliability test is the degree of consistency and stability of data or findings, Sugiyono (2018; 268). Unreliable data 

cannot be processed further because it will produce biased conclusions, a measuring instrument that is considered 

reliable if the measurement shows consistent results from time to time. If the Cronbach Appha value α> 0.60 then it 

is reliable If the Cronbach Appha value α <0.60 then it is not reliable 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's Alpha if Item 

Deleted 
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Efikasi (X1) 8,78 ,911 ,734 ,808 

Engagement 

(X2) 

8,50 ,885 ,746 ,796 

Performance 

(Y) 

8,57 ,815 ,734 ,810 

 

Based on the above results that the three variables, namely self-efficacy, engagement and performance, have results 

greater than 0.60, it can be concluded that all variables are included in the reliable category. 

 

4.3 Normality Test 

One-Sample Kolmogorov-Smirnov Test 

 Unstandardize

d Residual 

N 119 

Normal Parameters
a,b

 
Mean ,0000000 

Std. Deviation ,36864757 

Most Extreme Differences 

Absolute ,097 

Positive ,061 

Negative -,097 

Kolmogorov-Smirnov Z 1,055 

Asymp. Sig. (2-tailed) ,216 

 

Based on the results above, it can be seen that the significance value is greater than 0.05, it can be concluded 

that the existing data is normally distributed. 

 

4.4 Multicollinearity Test 

Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardiz

ed 

Coefficient

s 

t Sig. Collinearity Statistics 

B Std. Error Beta Toleran

ce 

VIF 

1 

(Constant) ,562 ,327  1,718 ,089   

Efficacy (X1) ,420 ,096 ,377 4,381 ,000 ,536 1,864 

Engagement 

(X2) 

,463 ,094 ,424 4,930 ,000 ,536 1,864 

a. Dependent Variable: Performance (Y) 
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From the table above, it is obtained that the VIF value of the Efficacy variable (X1) and the 

Engagement variable (X2) is 1.864 <10.00. Meanwhile, the Tolerance value of the Efficacy 

variable (X1) and the Engagement variable (X2) was 0.536, greater than 0.10. So it can be 

concluded that there are no multicollinearity symptoms in the regression model. 

 

4.5 T-Test and Multiple Linear Equations 

Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) ,562 ,327  1,718 ,089 

Efficacy (X1) ,420 ,096 ,377 4,381 ,000 

Engagement 

(X2) 

,463 ,094 ,424 4,930 ,000 

a. Dependent Variable: Performance (Y) 
 

 

Based on the significance value 

• Self-Efficacy on Performance 

In the table above, it is found that the significance value is 0.000 <0.05, it can be concluded that H2 or the second 

hypothesis is rejected. This means that there is a significant influence between Self Efficacy (X1) and Performance 

(Y) 

• Engagement on Performance 

In the table above, it is found that the significance value is 0.000 <0.05, it can be concluded that H2 or the second 

hypothesis is rejected. This means that there is a significant influence between Engagement (X2) and Performance 

(Y). 

Comparison of t value with t table (First t test) 

• Self-Efficacy on Performance 

In the table above, it is found that the t value of the Self-Efficacy variable is 4.381. Because the value of t count is 

4.381> t table 1.98063. So it can be concluded that there is an influence between Self Efficacy (X1) on Performance 

(Y). 

• Engagement on Performance 

In the table above, it is found that the t value of the Engagement variable is 4.381. Because the value of t count is 

4,930> t table 1,98063. So it can be concluded that there is an influence between Self Efficacy (X1) on Performance 

(Y). 

 

 

Based on the table above, it can be seen that the multiple linear equation model is as follows: 

Y = 0.562 + 0.420X1 + 0.463X2 

 

4.6 Simultaneous F Test 

ANOVA
a
 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 18,794 2 9,397 67,973 ,000
b
 

Residual 16,036 116 ,138   

Total 34,830 118    

a. Dependent Variable: Performance (Y) 

b. Predictors: (Constant), Engagement (X2), Efikasi (X1) 

 

a. Based on the Significance Value of the Anova Output 

Based on the table above, it is known that the Sig. A total of 0,000. Because the Sig. 0.000 <0.05, it can be 

concluded that the hypothesis is accepted or Self-Efficacy (X1) and Engagement (X2) simultaneously have an 

effect on performance (Y) 

b. Based on the value of F Calculate with F table 
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Based on the table above, it is known that the F value is 67.973. Because the F value is 67.973 <3.07, it can be 

concluded that the hypothesis is accepted or Self-Efficacy (X1) and Engagement (X2) simultaneously have an 

effect on performance (Y). 

 

4.7 Coefficient of Determination 

Model Summary
b
 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 ,735
a
 ,540 ,532 ,372 

a. Predictors: (Constant), Engagement (X2), Eficacy (X1) 

b. Dependent Variable: Performance (Y) 

 

From the results obtained is the r-square value of 0.540. So it can be concluded that the effect of Self Efficacy and 

Engagement is 54% on performance, the remaining 46% is influenced by other variables. 

 

V. DISCUSSIONS 

Performance is one of the company's achievements in assessing the company's ability. Referring to the Oxford 

English Dictionary, performance is defined as: "achievement, implementation, work results, doing whatever is 

ordered / desired". In simple terms, performance is defined as the result of a job, or a record of one's achievements 

(Kane, 1996). Some things that can affect performance are engagement and self-efficacy which according to 

research (Sebayang & Sembiring, 2017) concludes that self-efficacy has an effect on improving employee 

performance, the results of descriptive analysis show that 79.2% of self-efficacy affects employee performance at 

PT. .Finnet Indonesia. (Salman, Khan, Draz, Javaid Iqbal, & Aslam, 2016) also confirms the results of the study that 

showing self-efficacy has a significant relationship with employee performance factors. Positive relationship 

between self-efficacy and engagement with employee performance. Our findings are based on field studies of their 

effect on individual job performance (Carter et al., 2018). 

The results showed that engagement has a positive and significant effect on performance. The results of the 

questionnaire show that the highest points are shown in the level of feeling proud at work. The feeling of pride in 

having this job is the key reference for having a strong engagement so that it can provide good performance. This is 

also supported by previous research by Carter who conducted research that there was a positive relationship between 

engagement and performance. Maintaining employee engagement for the company is very important so that changes 

can run smoothly. This conception is in line with the understanding (Sorenson, 2013), namely enthusiastic 

involvement in work, commitment to work and contributing positively to the organization (Asare et al., 2017). The 

higher the employee engagement, the employees will positively participate in innovating in changes made by the 

company and provide good performance for the company. 

Performance is one of the company's achievements in assessing the company's abilities. Referring to the Oxford 

English Dictionary, performance is defined as: "achievement, implementation, work results, doing whatever is 

ordered / desired". In simple terms, performance is defined as the result of a job, or a record of one's achievements 

(Kane, 1996). Some things that can affect performance are engagement and self-efficacy which according to 

research (Sebayang & Sembiring, 2017) concludes that self-efficacy has an effect on improving employee 

performance, the results of descriptive analysis show that 79.2% of self-efficacy affects employee performance at 

PT. .Finnet Indonesia. (Salman, Khan, Draz, Javaid Iqbal, & Aslam, 2016) also confirms the results of the study that 

showing self-efficacy has a significant relationship with employee performance factors. Positive relationship 

between self-efficacy and engagement with employee performance. Our findings are based on field studies of their 

effects on individual job performance (Carter et al., 2018). 

The results showed that engagement has a positive and significant effect on performance. The results of the 

questionnaire show that the highest points are shown in the level of feeling proud at work. The feeling of pride in 

having this job is the key reference for having a strong engagement so that it can provide good performance. This is 

also supported by previous research by Carter who conducted research that there was a positive relationship between 

engagement and performance. Maintaining employee engagement for the company is very important so that changes 

can run smoothly. This conception is in line with the understanding (Sorenson, 2013), namely enthusiastic 

involvement in work, commitment to work and contributing positively to the organization (Asare et al., 2017). The 

higher the employee engagement, the employees will positively participate in innovating in changes made by the 

company and provide good performance for the company. 
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Based on the results of processing it can be seen that it can be used valid and reliable. The t value of the self-efficacy 

variable is 4,381. Because the value of t count is 4.381> t table 1.98063. So it can be concluded that there is an 

influence between Self Efficacy (X1) on Performance (Y) and the t value of Engagement variable is 4.381. Because 

the value of t count is 4,930> t table 1,98063. So it can be concluded that there is an influence between Engagement 

(X1) on Performance (Y). 

The resulting R-square value is 0.540 which means that self-efficacy and engagement have an effect of 54% on 

performance, while the other 46% come from variables that were not included in this study. 

Thus, the results of this study are in line with research conducted by Sebayang & Sembiring, 2017; Salman, Khan, 

Draz, Javaid Iqbal, & Aslam, 2016 and Carter et al., 2018 which concluded that one of the factors that can improve 

performance is engagement and self-efficacy. 
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