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ABSTRACT
The profession as a tax consultant is often faced with a role dilemma that will trigger burnout. The existence of burnout cases
that occur in tax consultants in Indonesia raises concerns about the psychological and physical condition of the tax consultant.
To minimize the occurrence of burnout, a good task and role system is needed, and supported by a strong personality. Therefore,
this study discusses the effect of role stressors elements on burnout with extroverted personality as a moderating variable. The
population in this study were all of tax consultants who worked at the tax consultant office in Province of Bali as many as 210
people. The research sample was determined using the purposive sampling method which produced a sample of 146 people. The
data analysis technique used in this study is moderated regression analysis. The results of the study prove that extroverted
personality cannot weaken the positive influence of role conflict on burnout. The results of testing the second hypothesis prove
that extroverted personality can weaken the positive influence of the role of ambiguity on burnout. And the results of testing the
third hypothesis prove extroverted personality can weaken the positive influence of the role of role overload on burnout.
Keywords: burnout, role conflict, role ambiguity, role overload, ekstrovert personality.

INTRODUCTION
The taxation sector is a source of income for a country that is used for the interests of the state such as making public facilities,
namely roads, schools, hospitals and others. This will be realised if every individual or legal entity has an awareness to fulfill its
obligations as a good citizen. Tax Consultants have a role to overcome the low public awareness of taxes by helping the
community in fulfilling their tax obligations. According to Setiawan Imam (2009), tax consultants often work within tight budget
constraints to complete work with the shortest possible time. Jones (2010) found that people who work in finance will be more
susceptible to stress, and it is revealed that people who work in finance have twice the stress level than people who work in other
fields. High stress levels will cause burnout. Burnout is a fatigue syndrome, both physically and mentally which will cause
negative effects on self, lack of concentration and negative work behavior (Pines & Maslach, 1993). Maslach & Jackson (1981)
defines burnout as a psychological syndrome of emotional exhaustion, depersonalization, and decreased work performance that
arises among individuals who work with others. Burnout is also defined as a condition that appears from time to time and is
characterized by emotional fatigue and a combination of negative traits (Kreitner & Kinicki, 2005). Greenhaus & Friedman
(2000) mention several factors that cause burnout are job demand, role characteristic, interpersonal relationship, career concern
and non-working pressure.
The cause of burnout experienced by tax consultants is influenced by the pressure of the role experienced by individuals in an
organization. Kahn., Wolfe, Quinn, & Snoek (1964) said that pressure in work arises because of the two conditions often faced
by the accounting profession, namely role ambiguity and role conflict. Cordes, L., Dougherty, & W (1993) states that the
antecedents of burnout are role conflict, role ambiguity, and role overload. One of the causes of burnout is role characteristics
which are divided into three, namely role conflict, role ambiguity, and role overload. Role conflict is conflict or confusion that
occurs because two or more commands are simultaneously but not consistent. Fogarty, Timothy, Singh., Rhoads, & Moore
(2000) and Murtiasri & Ghozali (2006) found a positive relationship between role conflict in burnout. Utami & Nahartyo (2013)
also found a positive relationship between role conflict in burnout. Research conducted by Andy Pradana (2016) states that role
conflict, has a positive influence on burnout. However, Tamaela (2011) and Jones (2010) research found no effect of role conflict
on burnout.
Role ambiguity is a situation where individuals do not have a clear direction related to their roles in an organization because role
expectations are not properly understood, and lack information needed by someone to fulfill that role (Wiryathi, Rasmini, &
Wirakusuma, 2014). Fogarty et al. (2000) and Murtiasri & Ghozali (2006) found a positive relationship between role ambiguity
and burnout. Research conducted by Andy Pradana (2016) and Jones (2010) also found that role ambiguity has a positive
influence on burnout. However, research conducted by Utami & Nahartyo (2013) found no effect of role ambiguity on burnout.
Role overload can occur when a tax consultant has a very heavy workload that is not in accordance with the time and ability
possessed. Fogarty et al. (2000) and Murtiasri & Ghozali (2006) found a positive relationship between role overload and burnout.
Utami and Nahartyo (2013) also found a positive relationship between role overload and burnout. Research conducted by Andy
Pradana (2016), Tamaela (2011) and Jones (2010) states that role overload also has a positive influence on burnout.
The taxation system in Indonesia applies a self assessment system that frees taxpayers to carry out the process of calculating,
paying and reporting taxes. With the existence of this system, many taxpayers are not suitable in reporting their tax because
taxpayers do not understand the tax rules where there are many tax rules in Indonesia and are constantly changing. Many
taxpayers need tax consultants to assist taxpayers in fulfilling their tax obligations. Tax consultants will spend more time to
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educate and provide consultation to taxpayers so that role overload will arise in the work. Many things experienced by tax
consultants in dealing with taxpayers who have desires, problems and different characters, which will trigger burnout.
Role theory according to Kahn et al. (1964) is a theory that accentuates the nature of individuals as social actors who study
behavior according to the position they occupy in the work environment and society. The performance of one individual will
depend on the activities of other individuals. The existence of interdependent relationships is mainly related to individual
behavior, role expectations are formed for appropriate behavior (Baridwan, Hambali, Gudono, & Supriyadi, 2016). Conflicts can
occur in individuals when faced with two or more pressures that occur simultaneously. Tax consultants have two different roles,
namely as members of the profession who must act in accordance with the code of ethics and applicable law as well as part of a
company with the applicable control system. Two different roles will result in a tax consultant's dilemma that will trigger stress,
such as the case of a tax consultant named Imam Cahyo Maliki who experienced stress due to involvement in the Gayus
Tambunan case because he tried to fulfill the client's desire to reduce the tax payable from the client (taxpayer). Imam Cahyo
Maliki did the therapy because he suffered pain caused by the involvement of the tax consultant on the Gayus case (Rmol.co,
2010).
Another case is a tax consultant named Andri who works as a tax consultant and even commits suicide because of stress because
in taking care of his client's tax, there is an irregularity that must be compensated. Andri was chased by tax officials and bosses
of private companies who used his services because they were wrong in compiling tax reports so that the company had to pay
greater taxes. Because of these errors, Andri was required to bear a tax difference of hundreds of millions of rupiah
(News.detik.com, 2009). Research on the relationship between role stressors and burnout produces inconsistent findings. Fogarty
et al. (2000) and Murtiasri & Ghozali, (2006) found that someone who experiences role conflict, role ambiguity, and high role
overload will cause high emotional fatigue both psychologically and physically which has a negative effect on self. Utami &
Nahartyo (2013) found a significant positive relationship between role conflict and role overload on burnout but found no
significant positive effect between role ambiguity to burnout. While the research conducted by Andy Pradana (2016) states that
role conflict, role overload and high role ambiguity will tend to lead to burnout situations. Tamaela's research (2011) found that
there was a significant positive effect of role conflict on burnout and found a significant positive effect between role overload on
burnout. However, Jones (2010) found a significant positive influence between role overload and role ambiguity on burnout and
found a negative effect of no significant role conflict on burnout.
Inconsistent research results can be caused by the presence of other variables that influence the influence of role conflict, role
ambiguity, and role overload on burnout. Govindarajan (1996) states that the possibility of the absence of unity of research
results depends on certain factors or better known as contingency factors. Murray (1990) explains that to reconcile conflicting
results a contingency approach is needed to identify other variables that act as moderators or mediators in the research model. In
this connection, researchers are interested in knowing the role of extroverted personality in moderating the effect of role conflict,
role ambiguity, and role overload on burnout because extroverted personality variables are very relevant to burnout. Extroverted
personality is a personality in which individuals are influenced by the objective world, namely the outside world of individuals,
Suryabrata (2003). Thoughts, feelings, and actions are determined by the individual's environment, both social and non-social.
Tax consultants who have extroverted personalities have a positive attitude towards society that has an open, sociable, and has a
smooth relationship with clients, tax authorities, and others. This personality illustrates how tax consultants can interact
positively with others. Azizah (2016) states that people who have extroverted personalities have lower stress levels compared to
people who have introverted personalities. Tax consultants who have extroverted personalities like to work in a team or in an
organization that will make the tax consultants strong and strong to deal with any problems in their lives so that it will weaken
the influence of role stressors on burnout. Jung (1960) conceptualizes personality types at length called "extraversion" and
"introversion". Jung (1960) sees extroverted individuals as having an objective or non-personal perspective on the world, while
introverted individuals are essentially subjective or individual ways of seeing things (Feist & Feist, 2000). According to Jung
(1960), individual personality can be classified into two major parts, namely (1) extroverts and 2) introverts
Suryabrata (2003) states that extroverts are influenced by the objective world, namely the world outside the individual. His
thoughts, feelings, and actions are determined by the environment, both social and non-social environments. Someone who has
an extroverted personality has a positive attitude towards society that means being open, easy to get along with, and having a
smooth relationship with others. Extroverted personality is a personality that has the characteristics of being able to socialize and
be active. Extroverted personality focuses on an individual who is friendly, assertive, and interacts positively with others
(Suliman, Abdel Rahman, & Abdalla, 2010). Azizah (2016) states that people who have extroverted personalities have lower
stress levels compared to people who have introverted personalities. People who have extroverted personalities like to make
groups or organize, so that they will be strong and strong to deal with any problems in the individual's life. If you have a problem
or get a stressor, individuals with the dominant extrovert type will have a higher tolerance for pain and are more easily involved
in a relationship (Burger, 2008). Research conducted by Argyle & Lu (1990) and Hills and Argyle (2001) states that extroversion
values have a positive and significant correlation with happiness and positive effects, so stress levels in extroverted individuals
tend to be lower. Based on this background, the research on extroverted personality was moderated by influencing the role of
role stressors on burnout in the tax consultant office in Bali Province. Previous research related to research conducted including
Forgaty et al (2000) examined the antecedents and consequences of burnout. This research develops a burnout construct for
accounting. This study uses a random sample, auditors who are members of the American Institute of Certified Public
Accountants (AICPA). This study uses latent variable structural equation (LVSE) modeling which aims to process the data
collected. The results showed that burnout conditions could mediate partially the effect of role conflict, role ambiguity, and role
overload on satisfaction, performance, and the desire to move. The results show that role conflict, role ambiguity, and role
overload have a positive and significant influence on the tendency of the occurrence of burnout experienced by the auditor.
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Murtiasri & Ghozali (2006) re-examined the research conducted by Forgaty et al (2000) which used structural equation model
(SEM) analysis. This study used a sample of 166 auditors from 46 audit companies in Indonesia. The results showed that burnout
conditions arise because of role stressors and then burnout will affect behavioral job outcomes (except turnover intentions). The
results of this study also show that burnout is a mediator in the relationship of role overload and behavioral job outcomes, but the
other two variable role stressors (role conflict and role ambiguity) have no effect. Research from Forgaty et al. (2000) was
carried out again by Jones (2010) by using healthy life style variables to reduce stress and burnout in the public accountant
environment. This study uses structural equation model (SEM) analysis. Participants in this study are employees and partners
who are working in large public accounting firms in the United States. The results of this study indicate that role ambiguity, and
role overload have a positive effect on burnout, while role conflict has no effect on burnout. Burnout is found to have a negative
effect on psychology, healthy lifestyle has a positive effect on vitality, psychological influence on role stressors (mediated by
burnout) and healthy life style (mediated with vitality) affect job outcomes. Almer & Kaplan (2002) conducted a study by
distinguishing the effect of role stressors on job outcomes mediated by burnout in a flexible work arrangement situation. The
survey was conducted on public accountants working in five Public Accountant Offices, which are the top 50 Public
Accountants, not including the big five public accounting firms. The data in this study were processed using MANCOVA where
participants were divided into two groups, namely groups with flexible work arrangement situations and groups of standard work
arrangements. The results showed that auditors working in flexible work arrangement situations were reported to have higher job
satisfaction, lower desire to move, and lower levels of burnout and role stressors when compared to auditors who were in a
standard work arrangement situation.
R. T. Fisher (2001) conducted a study related to the role of role conflict with job satisfaction and auditor performance, and the
relationship of role ambiguity with job satisfaction and auditor performance. This study uses type A personality variables as
moderating variables. The survey was conducted on auditors in the Big 6 KAP in New Zealand by using zero order correlation
analysis where the results of this study showed that role conflict and role ambiguity had a negative and significant effect on
auditor performance and satisfaction, but this study found no evidence that type personality A moderates the relationship of role
conflict with work performance and satisfaction or the relationship of role ambiguity with auditor job performance and
satisfaction. The results also found that there was a direct and positive influence between type A personality and auditor's
performance and job satisfaction. Research conducted by Wiryathi et al. (2014) regarding the effect of role stressors on burnout
auditors with emotional intelligence as a moderating variable. Respondents in this study were 105 auditors in a public accounting
firm throughout the Province of Bali. The analytical method used is Moderated Regression Analysis. The results show that
emotional intelligence can moderate the influence of role conflict, role ambiguity, and role overload on burnout.
Research conducted by Darmapatni (2017) on the influence of the role stressors on burnout in the inspectorate apparatus where
emotional intelligence is used as a moderating variable. Respondents in this study were 100 inspectorate officers in Tabanan
Regency. The analytical method used is Moderated Regression Analysis. The results show that emotional intelligence can
moderate the effect of role ambiguity on burnout but does not moderate the influence of role conflict and role overload on
burnout. Research conducted by Suprasto et al. (2017) regarding spiritual abilities and emotional intelligence to moderate the
influence of role conflict, role ambiguity, role overload, and job insecurity on burnout. Respondents in this study were 73 tax
consultants in Bali Province who had a minimum service period of one year. The results show that spiritual ability cannot
moderate the relationship between role conflict, role ambiguity, role overload, and job insecurity on burnout while emotional
intelligence can moderate the relationship between role conflict, role ambiguity, role overload, and job insecurity in burnout.
Research conducted by Arifianti (2008) concerning the relationship between extroverted and introverted personality tendencies
in burnout. Respondents in this study were nurses, both women and men who had at least one year of experience. The data
analysis technique used in this study is the Spearman ranking correlation technique. The results in this study are individuals who
increasingly tend to be extroverted, burnout will be lower, and individuals who are more likely to be introverted will burnout
higher. This is because individuals who tend to be extroverted will be faster and easier to establish social relations and adapt to
other people and the environment, so that when faced with the demands of excessive work, these individuals tend to be easier to
deal with these demands.
Ambarita (2013) conducted a study of differences in burnout between introverted personality types and extroverted personality
types in nurses in critical care rooms. The respondents used in this study were nurses in 4 private hospitals in Medan. The data
analysis technique used in this study was using the t-test correlation method. The results in this study are significant differences
in the level of burnout between introverted personality types and extroverted personality types, namely the introverted
personality type has a higher burnout level than the extroverted personality type. Research conducted by Azizah (2016)
concerning the differences between extrovert and introverted personalities with stress levels in law students. The respondents
used in this study were students of the law school of the Muhammadiyah University of Surakarta. The data analysis technique
used in this study was observational analytic with a cross sectional approach. The results found in this study are significant
differences between extrovert and introverted personality types with stress levels in Muhammadiyah University Surakarta law
faculty students. Students with extroverted personality types tend to have higher tolerance on stressors. Students who have
extroverted personalities have lower stress levels compared to people who have introverted personalities. [same sentence as
previous passage, take note] If you have a problem or get a stressor, individuals with the dominant extrovert type will have a
higher tolerance for pain, and are more easily involved in a relationship (Burger, 2008).
The research concept aims to explain the relationship between independent variables, dependent variables, and moderating
variables in the study. This study uses three elements of role stress as suggested by Fogarty et al. (2000) and Almer & Kaplan
(2002) which consist of role conflict (role conflict), role ambiguity (role ambiguity), and role overload (excess role). Previous
research on the relationship between role stressors and burnout produced inconsistent findings, namely research from Forgaty et
al. (2000), Murtiasri & Ghozali (2006), Utami and Nahartyo (2013), Andy Pradana (2016), Tamaela, (2011), and Jones, (2010).
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The [same sentence as previous passage, take note] There are possibilities of inconsistent result caused by other factors outside
the model, better known as contingency factors. To reconcile conflicting results a contingency approach is needed to identify
other variables that act as moderators or mediators in the research model. In this connection, researchers are interested in
knowing the role of extroverted personality in moderating the effect of role conflict, role ambiguity, and role overload on
burnout because extroverted personality variables are very relevant to burnout. Extroverted personality is a personality that has
the characteristics of being able to socialize and be active. This personality illustrates how one can interact positively with others.
Azizah, (2016) states that people who have extroverted personalities have lower stress levels compared to people who have
introverted personalities. Tax consultants who have extroverted personalities like to work in a team or organize which will make
the individual strong and strong to face all problems in life so that it will weaken the negative influence of role stressors on
burnout.
HYPOTHESES
Based on the theory, logical thinking framework, and empirical research, the research hypothesis can be developed as follows:
H1: Extroverted Personality Weakens the Effect of Role Conflict at Burnout at the Bali Provincial Tax Consultant Office
H2: Extroverted Personality Weakens the Effect of Role Ambiguity on Burnout at the Bali Provincial Tax Consultant
Office
H3: Extroverted Personality Weakens the Effect of Role Overload on Burnout at the Bali Provincial Tax Consultant Office
Graphically, the research hypothesis is presented in accordance with Figure 1.

Figure 1. Research Framework
RESEARCH METHODS
This research was conducted in 2019 at the tax consultant office in Bali as a representation of the tax consultant office in
Indonesia. This research was conducted in Indonesia because researchers are in Indonesia, precisely in Bali so if doing research
outside will be limited to time and cost, in Indonesia, especially in Bali researchers can go directly to the tax consultant's office
to distribute questionnaires. All tax consultant offices in the Bali Region are in Denpasar City and Badung Regency. The number
of tax consultant offices studied in this study were 34 Tax Consultant Offices with a total of 210 employees. Data collection
methods used in this study are survey methods with questionnaires. Analysis of the data used is the classic assumption test and
Moderated Regression Analysis / MRA.
RESULT
Table 1
Description of the Questionnaire
Information
Distributed questionnaire
Unreturned Questionnaire
Questionnaires that do not meet the criteria
(<1 year working period)
Response Rate
Questionnaire returned x 100%
Distributed questionnaire
Useable Response rate
Questionnaire processed x 100%
Distributed questionnaire
Source: Primary data processed (2019)

total
210
30
34
146
86%
70%
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Based on Table 1, the number of questionnaires distributed was 210 questionnaires and those returned were 180 questionnaires.
Questionnaires that did not meet the purposive sampling criteria were 34 questionnaires so that the total questionnaire that could
be used was 146 questionnaires. The calculation of the data results in the respondents' rate of return (response rate) of 86 percent
and the rate of return that can be analyzed (useable response rate) of 70 percent. Furthermore, based on table 2, the results of the
classic assumption test show that the data are normally distributed, there are no symptoms of multicollinearity, and
heterocedasticity.

Table 2 Classical Assumption Test Results

Parameters Tested

Normality test

Multicollinearity Test

Asymp. Sig. (2-tailed)

Test
Heteroscedasticity

Tolerance

VIF

Sig.

Role Conflict

0,956

1,046

0,163

Role Ambiguity
Role Overload
Source: Primary data processed (2019)

0,823
0,857

1,215
1,167

0,684
0,535

Unstandardized Residual

0,193

The statistical testing model used in this study is moderating regression analysis. This study uses (Moderated Regression
Analysis / MRA), with the test results found in Table 3.
Table 3 Moderate Regression Analysis Test Results
Unstandardized

Coefficient

Variable
B
Constant
X1
X2
X3
M1
X1*M1
X2*M1
X3*M1

Standardized
Coefficient

t-test

Sig.

Std. Error

Beta

-5,419
0,610
1,680
0,750

4,817
0,335
0,237
0,237

0,381
0,815
0,366

-1,125
1,822
7,087
3,160

0,263
0,071
0,000
0,002

0,518
-0,011
-0,014
-0,017

0,094
0,006
0,004
0,004

0,499
-0,414
-0,424
-0,477

5,516
-1,809
-3,500
-4,149

0,000
0,073
0,001
0,000

R Square

0,430

Adjusted R Square

0,402

Fhitung

14,901

Sig. F

0,000
Source: primary data processed (2019)

Based on Table 3, it can be seen that the value produced by F count is 14.901 with a significance level of 0.000 smaller than
α = 0.05. Thus, this research model is feasible to be used to prove the hypothesis that was formed. Based on the table above it
can be seen that the value of R-Square is 0.430, which means that 43.0 percent of the dependent variable burnout can be
explained by role conflict, role ambiguity, and role overload moderated by extroverted personality, the remaining 57.0
percent is influenced by variables others that are not included in this research model. Based on table 5.12 it can be seen that
the magnitude of the regression coefficient for the role conflict interaction variable (X1) and extroverted personality (X4) is 0.011 with a significance level of 0.073 where the value is more than 0.05. This proves that extroverted personality is not
able to moderate the influence of role conflict on burnout in the tax consultant office throughout the Province of Bali. When
viewed from the role conflict interaction coefficient and extrovert personality coefficients in the table, it can be seen that
extroverted personality weakens the positive influence of role conflict on burnout which is reflected in negative β1 and β5
regression coefficient values that are negative. Furthermore, by looking at the significant β4 regression coefficient and β5
which are not significant, it can be concluded that the extrovert personality variable (X4) is a moderating variable as a
predictor (moderation predictor).
The interaction of role ambiguity (X2) and extroverted personality (X4) is -0.011 with a significance level of 0.001 where the
value is less than 0.05. This proves that extroverted personality is able to moderate the influence of role ambiguity on
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burnout in the tax consultant office throughout the Province of Bali. If seen from the role conflict interaction coefficient and
extrovert personality in table 5.12, it can be seen that extroverted personality weakens the positive influence of role
ambiguity on burnout which is reflected in negative β2 regression coefficients that are negative and β6 negative. Next, the
significant regression coefficient β4 and β6 are significant so it can be concluded that the extrovert personality variable (X4)
is a quasi moderation variable.
The interaction of role overload (X3) and extroverted personality (X4) is -0.017 with a significance level of 0,000 where the
value is less than 0.05. This proves that extroverted personality is able to moderate the influence of role ambiguity on
burnout in the tax consultant office throughout the Province of Bali. When viewed from the regression coefficient of role
overload interaction and extroverted personality in table 5.12, it can be seen that extroverted personality weakens the positive
influence of role overload on burnout as reflected in negative β3 and β7 regression coefficients. Furthermore, by looking at
the significant regression coefficient β4 and β5 which are not significant, it can be concluded that the extrovert personality
variable (X4) is a quasi moderation variable (quasi moderation). Significant β4 regression coefficient and β7 are significant,
so it can be concluded that extrovert personality variable (X4) is a quasi moderation variable (quasi moderation).
Moderated Regression Analysis Test (MRA)
This test was conducted to find out how extroverted personality moderates the influence of role conflict, role ambiguity, and
role overload on burnout in the tax consultant office throughout Bali Province. From the table above, it can be seen that the
regression coefficient values of role conflict, role ambiguity, and role overload variables are 0.610; 1,680; and 0.750 and
extroverted personality variables have a regression coefficient of 0.518 and the regression coefficient value of the interaction
between role conflict variables, role ambiguity, role overload with burnout respectively of -0.011; -0,014; and -0.017 and the
boundary variable constant (burnout) of -5.419, the MRA regression equation is obtained as follows:
Y= -5,419 + 0,610X1 + 1,680X2 + 0,750X3 + 0,518X4 - 0,011X1*X4- 0,014X2*X4 - 0,017X3*X4 + ε……………(2)
Based on the regression equation model, information can be explained as follows.
1) The value of constant (α) of -5.419 shows that the constant value is negative, which means if the role conflict
(X1) system, role ambiguity (X2), and role overload (X3) and extroverted personality (X4) are considered
null (zero), then burnout (Y) is also considered non-existent (zero).
2) Regression coefficient (β1) in the role conflict variable (X1) is 0.610. The regression coefficient that has a
positive value indicates that increasing role conflict will result in a high level of burnout in the Bali
provincial tax consultant office assuming the other independent variables are constant.
3) Regression coefficient (β2) in the role ambiguity (X2) variable is 1,680. Positive regression coefficients
indicate that increasing role ambiguity will result in a high level of burnout in the tax consultant office of
Bali Province assuming the other independent variables are constant.
4) Regression coefficient (β3) in the role overload (X3) variable is 0.750. The regression coefficient that has a
positive value indicates that increasing role overload will result in a high level of burnout in the Bali
provincial tax consultant office assuming the other independent variables are constant
5) Regression coefficient (β4) on extrovert personality variable (X4) of 0.518. Positive regression coefficients
indicate that if an extroverted personality increases, it will result in a high level of burnout in the provincial
tax consultant office in Bali on the assumption that the other independent variables are constant.
6) The interaction coefficient value of the role ambiguity variable (X2) and extroverted personality (X4) is (β6)
of -0,014. Negative regression coefficients indicate that if there is an increase in the interaction of variable
role ambiguity and extroverted personality then burnout in the tax consultant office in Bali Province tends to
decrease with the assumption that the other independent variables are constant.
7) The interaction coefficient of role overload (X3) and extrovert (X4) is (β7) of -0.017. Negative regression
coefficients indicate that if there is an increase in the interaction of role overload and extrovert personality
variables then burnout in the tax consultant office in Bali Province tends to decrease with the assumption that
the other independent variables are constant.
Discussion of Research Results
The discussion of the results of testing the hypothesis is further explained in detail to find out the results of the study, the
reasons and similarities and differences in this research with previous studies that have been conducted related to this study.
Extroverted Personality Weakens the Effect of Role Conflict at Burnout at the Bali Provincial Tax Consultant Office
The first hypothesis (H1) states that high extroverted personality weakens the influence of role conflict on burnout in the Tax
Consultant Offices throughout Bali. The results of this study indicate the hypothesis is not acceptable. This means that the
effect of role conflict on the occurrence of burnout cannot be minimized even though the tax consultant has a high extrovert
personality.
This result is in line with research conducted by Darmapatni (2017) where the inability of extroverted personalities to
weaken the influence of role conflict on burnout is caused by most tax consultants in Bali still having low positions. This can
be seen in table 5.2 shows that the classification of occupation of respondents is dominated by respondents with the position
of Junior Consultant by 52%, which means this position is the lowest position in the tax consultant office. This means that
the ability of respondents to deal with conflicts and problems that occur in the workplace is still lacking because it is still
under the line of authority of the supervisor (Senior Consultant / Manager).
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Role Conflict according to Robbins et al. (2008) is one of the elements of role stress that occurs when an individual is faced
with expectations of the opposite role. Role Conflict is a conflict or confusion that occurs because of the appearance of two
or more commands that come in a row but are inconsistent. Interventions from superiors are still felt by junior consultants so
that they will be more awkward, reluctant and unable to freely do work because they still have low positions.
Experience greatly influences whether extroverted personality can weaken the role conflict to burnout relationship
(Darmapatni, 2017). The average respondent has experience of under 3 years, which means that the respondent does not have
enough work experience as a tax consultant at the Bali provincial Tax Consultant Office. This shows the experience of
respondents in overcoming situations and conditions in a workplace both with clients and superiors is still not optimal. Junior
consultants have two different roles, namely as a profession that must act in accordance with the professional code of ethics
and applicable law, but also as part of a company with an applicable control system that seeks to meet client needs so that the
company's image is good and that is often the opposite.
The role theory proposed by Kahn et al. (1964) is a theory that emphasizes the nature of individuals as social actors in
accordance with the position occupied in the work environment. Individuals are required to interact with the work
environment or organization. Organization is a system of activities that has the nature of interdependence between parts of
the organization so that it will be faced with two or more pressures that occur simultaneously, this will trigger the occurrence
of role conflict and will cause burnout. If role conflict experienced by someone is very high, then burnout will also be high
and can not be minimized by the extrovert personality possessed.
Extroverted Personality Weakens the Effect of Role Ambiguity on Burnout at the Bali Provincial Tax Consultant
Office
The second hypothesis (H2) states that a high extroverted personality weakens the influence of role ambiguity on burnout in a
Tax Consultant Office throughout the Province of Bali. The results of this study indicate that the hypothesis is acceptable.
This means that the influence of role ambiguity on the occurrence of burnout can be minimized by high extroverted
personality.
This is in line with the research conducted by Argyle & Lu (1990), Hills & Argyle (2001), Suryabrata (2003), and Burger
(2008). Extroverts are influenced by the objective world, namely the world outside the individual. The individual's thoughts,
feelings, and actions are determined by the environment, both social and non-social environments (Suryabrata, 2003).
Someone who has an extroverted personality has a positive attitude towards the community which means being open, easy to
get along with, and having a smooth relationship with others. so that it will weaken the relationship between elements of role
stressors, namely role ambiguity to burnout.
Role ambiguity can arise when there is hope from other parties (such as coworkers, superiors, and clients) that are perceived
to be unclear (Singh, 1998). Role ambiguity occurs when role expectations are not clearly understood, and employees are not
sure what to do (Robbins et al., 2008). The cause of this role ambiguity is due to the absence of information conveyed by
someone and lack of knowledge about the role that has been given. In peak season, tax consultants will face a lot of work
done at one time where there will be more work than usual which will trigger the absence of clear information about work
during the peak season and lack of knowledge about jobdesk given during peak season so that it will cause burnout. When
experiencing a problem or getting a stressor, the individual with the dominant extrovert personality type will have a higher
tolerance for pain and is more easily involved in a relationship.
Affective events theory is a theory that states that events in the workplace that cause emotional reactions in individuals that
will affect attitudes and behaviors in the workplace. These events can be responded to with greater or lesser intensity
depending on the influence of the personality and mood of the individual. Extroverted personality can minimize the
occurrence of role conflict that will trigger burnout.
Extroverted Personality Weakens the Effect of Role Overload on Burnout at the Bali Provincial Tax Consultant
Office
The third hypothesis (H3) states that high extroverted personality weakens the effect of role overload on burnout in the Bali
Provincial Tax Consultant Office. The results of this study indicate that the hypothesis is acceptable. This means that the
effect of role overload on the occurrence of burnout can be minimized by high extroverted personality.
This is in line with the research conducted by Argyle & Lu (1990), Hills & Argyle (2001), Suryabrata (2003), and Burger
(2008). When experiencing a problem or getting a stressor, the individual with the dominant extrovert personality type will
have a higher tolerance for pain and be more easily involved in a relationship (Burger, 2008). Research conducted by Argyle
& Lu (1990) and Hills & Argyle (2001) states that extroversion values have a positive and significant correlation with
happiness and positive effects, so stress levels in extroverted individuals tend to be lower. Role overload is experienced when
employees are faced with more work in the time available Robbins et al. (2008). Schick et al. (1990) said that when an
employee has too much work but is not in accordance with the time available, it can lead to role overload. Yustrianthe (2008)
states that professionals who experience prolonged role overload can experience a tendency to evaluate themselves
negatively in relation to their achievement. Someone who has an extroverted personality has a positive attitude towards the
community which means being open, easy to get along with, and having a smooth relationship with others. so that it will
weaken the relationship between elements of role stressor, namely role overload to burnout.
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Affective events theory is a theory that states that events in the workplace that cause emotional reactions in individuals that
will affect attitudes and behaviors in the workplace. These events can be responded to with greater or lesser intensity
depending on the influence of the personality and mood of the individual. Extroverted personality can minimize the
occurrence of role overload that will trigger burnout
CONCLUSIONS AND SUGGESTIONS
Based on the results of the analysis and discussion that has been carried out, the conclusion of this study is that extroverted
personality that is high weakens the influence of role conflict on burnout in the Tax Consultant Office in the Province of Bali.
This means that the effect of role conflict on the occurrence of burnout cannot be minimized even though the tax consultant has a
high extrovert personality. This is due to the low level of position, still not free with the implementation of tasks from superiors,
and work experience that is still minimal. This result is in line with research conducted by Darmapatni (2017) where the inability
of extroverted personalities to weaken the influence of role conflict on burnout is caused by most tax consultants in Bali still
having low positions.
High extroverted personality weakens the influence of role ambiguity on burnout in the Bali Tax Consultant Office. This is
because someone who has an extroverted personality has a positive attitude towards the community which means being open,
easy to get along with, and having a smooth relationship with others. so that it will weaken the relationship between elements of
role stressors, namely role ambiguity to burnout. This is in line with the research conducted by Argyle & Lu (1990), Hills &
Argyle (2001), Suryabrata (2003), and Burger (2008). Extroverts are influenced by the objective world, namely the world outside
the individual. The individual's thoughts, feelings, and actions are determined by the environment, both social and non-social
environments (Suryabrata, 2003). High extroverted personality weakens the influence of role overload on burnout in the Bali Tax
Consultant Office. This is because individuals with extroverted personality types who are dominant will have a higher tolerance
for pain and are more easily involved in a relationship (Burger, 2008) which will weaken the relationship between role stressor
elements, namely role overload to burnout. This is in line with the research conducted by Argyle & Lu (1990), Hills & Argyle
(2001), Suryabrata (2003), and Burger (2008). When experiencing a problem or getting a stressor, the individual with the
dominant extrovert personality type will have a higher tolerance for pain and be more easily involved in a relationship (Burger,
2008). This will be very useful for other countries that have problems related to tax consultants, because this will help in
choosing a good tax consultant.
Implication
Based on these conclusions, it is proven that high extroverted personality weakens the influence of role conflict on burnout in the
Tax Consultant Offices throughout Bali. High extroverted personality weakens the influence of role ambiguity on burnout in the
Bali Tax Consultant Office. High extroverted personality weakens the influence of role overload on burnout in the Bali Tax
Consultant Office.
This is supported by respondents who are dominated by respondents with the position of Junior Consultants by 52%, which
means this position is the lowest position in the tax consultant office. This means that the ability of respondents to deal with
conflicts and problems that occur in the workplace is still lacking because it is still under the line of authority of the supervisor
(Senior Consultant / Manager). Junior consultants have two different roles, namely as a profession that must act in accordance
with the professional code of ethics and applicable law, but also as part of a company with an applicable control system that
seeks to meet client needs so that the company's image is good and that is often the opposite. In peak season, tax consultants will
face a lot of work done at one time where there will be more work than usual which will trigger the absence of clear information
about work during the peak season and lack of knowledge about jobdesk given during peak season so that it will cause burnout.
When experiencing a problem or getting a stressor, the individual with the dominant extrovert personality type will have a higher
tolerance for pain and is more easily involved in a relationship. Someone who has an extroverted personality has a positive
attitude towards the community which means being open, easy to get along with, and having a smooth relationship with others.
so that it will weaken the relationship between elements of role stressor, namely role overload to burnout.
Suggestion
The advice given is related to the results of the conclusions as follows:
1) Based on the respondents' answers to the variable role conflict, there are still many tax consultants who work with two
or more groups, which are not the same way of doing their jobs. This means that the tax consultant office in Bali still
mostly applies a work system that does not work the same way between one individual and another so that there will
be a tendency to role conflict that will lead to a burnout situation. Next to minimize the occurrence of burnout, the tax
consultant office in Bali to improve the work system better such as the existence of clear supervision or direction and
can equate perceptions about the science of taxation and the company's vision and mission to implement a uniform
work system.
2) Based on the assessment of respondents' answers on the role ambiguity variable, there are still job descriptions that do
not indicate what should be done in the office. This means that most tax consultant offices in Bali have job descriptions
that are not in accordance with their position / ambiguity, so that there will be a tendency to experience role ambiguity
and will cause a burnout situation. Next is to minimize the occurrence of burnout, the tax consultant office in Bali
needs to implement more appropriate job assignments and further clarify the job descriptions of each role holder with
better supervision or direction.
3) Based on the assessment of respondents' answers to role overload variables, in an assignment, there are several
individuals who do work where the work should be done by more than one person. This means that most tax consultant
offices in Bali have an assignment outside the limits of individual capabilities, so that there will be a tendency to
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experience role overload which will cause burnout. Next to minimize the occurrence of burnout, the tax consultant
office in Bali is to implement a clearer work system so that individuals do not often receive jobs outside their capacity
limits.
Based on the assessment of respondents' answers to extroverted personality variables, it is said that “f there is a friend
who invites me to play I will immediately participate even though I have many tasks that I must do”. This means that
most tax consultants in Bali have poor time management that will cause burnout. Based on the results of the study
showed that extroverted personality weakens the influence of role stress on burnout tax consultants in Bali Province.
Next to minimize the occurrence of burnout tax consultants in Bali to implement better time management so that work
can be completed on time.
Based on the respondents' answers to the burnout variable, tax consultants work with people throughout the day and
need a lot of effort. This means that most tax consultant offices in Bali have a work system where individuals must
require a lot of effort and continue to work all day / overtime, so that there will be a tendency to experience burnout.
Next to minimize the occurrence of burnout, the tax consultant office in Bali is to implement an efficient and effective
work system so that individuals can work optimally and can perform in accordance with the company's vision and
mission.
This study uses a questionnaire method that is self-assessment in the data collection, so it is feared that respondents
will only direct their responses in a positive direction. Further research can be developed through experimental studies
or a combination of questionnaire and interview methods to obtain more information from respondents so that they can
maximize data extraction and information needed for research.

REFERENCES
Almer, E. ., & Kaplan, S. . (2002). The Effect of Flexible Work Arrangements on Stressors, Burnout, and Behavioral Job
Outcomes in Public Accounting. Behavioral Research in Accounting, 14, 1–34.
Ambarita, & A., T. F. (2013). Perbedaan Burnout antara Tipe Kepribadian Introvert dan Tipe Kepribadian Ekstrovert pada
Perawat di Ruangan Critical Care. Jurnal Unimed, 6, 100–114.
Andy Pradana, M. (2016). Pengaruh Role Conflict, Role Ambiguity, Role Overload, dan Job Insecurity pada Burnout Konsultan
Pajak di Kantor Konsultan Pajak Se- Provinsi Bali. Udayana.
Argyle, M. (2001). The Psychology of happiness. New York: Routledge.
Argyle, M., & Lu, L. (1990). The Happiness of Extraverts. Personality and Individual Differences, 11, 1011–1017.
Arifianti, R. P. (2008). Hubungan Antara Kecenderungan Kepribadian Ekstrovert Introvert Dengan Burnout Pada Perawat.
Artikel Ilmiah.
Azizah, yasinta nurul. (2016). Perbedaan Antara Tipe Kepribadian Ekstrovert Dan Introvert Dengan Tingkat Stres Pada
Mahasiswa Fakultas Hukum Universitas Muhammadiyah Surakarta. Nasional, 8(3), 4–13. Retrieved from
http://iaesjournal.com/online/index.php/IJERE.
Baridwan, Z., Hambali, A. J. ., Gudono, & Supriyadi. (2016). Dampak Role Conflict , Role Ambiguity , dan Role Overload
terhadap Judgment Auditor. Simposium Nasional Akuntansi 19 Lampung, 1–20.
Bennis, W. G., Katz, D., & Kahn. (1980). The Social Psychology Of Organizations. American Sociological Review, 31(5).
Burger, J. M. (2008). Personality 7th Ed. Canada: Nelson Education.
Cordes, L., C., Dougherty, & W., T. (1993). A Review and An Integration of Research On Job Burnout. Academy of
Management Review. Academy of Management Review, 18, 621–656.
Darmapatni, D. N. P. (2017a). Pengaruh Unsur Role Sressors pada Burnout Aparat Inspektorat Kab. Tabanan dengan
Kecerdasan Emosional sebagai Variabel Moderasi. Universitas Udayana.
Darmapatni, D. N. P. (2017b). Pengaruh Unsur Role Stressors pada Burnout Aparat Pengawas Intern Pemerintah dengan
Kecerdasan Emosional sebagai Variabel Pemoderasi. Udayana.
Dette, E. J. (2008). The Relationship Between Emotional Intelligence and Burnout of Polic Constable Officers of SAPS in the
Western Cape. University of The Western Cape.
Feist, J., & Feist., G. J. (2000). Theories of Personality (Edisi Keenam). Yogyakarta: Pustaka Pelajar. Yogyakarta: Pustaka
Belajar.
Fisher, G. J. (1998). Contingency Theory, Management Control System and Firm Outcomes: Past Results and Future Directions.
Behavioural Research in Accounting, 10, 47–64.
Fisher, R. T. (2001). Role Stress, the Type A Behavior Pattern, and External Auditor Job Satisfaction and Performance.
Behavioral Research in Accounting, 13 No 1, 143–170.
Fogarty, Timothy, J., Singh., J., Rhoads, G. K., & Moore, R. K. (2000). Antecedents and Consequences of Burnout in
Accounting: Beyond The Role Stress Model. Behavioral Research in Acoounting, 12(2), 31–67.
Freudenberger, H. (1974). Staff Burnout. Journal of Social Issue, 30, 159–165.
Furgon. (2009). Statistik Terapan Untuk Penelitian. Bandung: ALFABETA.
Ghozali, I. (2013). Aplikasi Analisis Multivariate dengan Program SPSS. Edisi ke 7. Semarang: Universitas Diponegoro.
Govindarajan, V. (1996). Impact Of Participation In The Budgetary Process On Management Attitudes And Performance:
Universalistic And Contigency Perspectives. Decision Sciences, 496 –516.
Gratia, A. A. (2014). Pengaruh Gaya Hidup Sehat terhadap Psychological Well-Being dan Dampaknya pada Auditor KAP (
Studi Empiris pada Auditor Kantor Akuntan Publik di Jawa Tengah dan DIY ). Diponegoro Journal of Accounting, 3 (2),
1–12.
Greenhaus, J. ., & Friedman, S. D. (2000). Work and family—allies or enemies? What happens when business professionals
confront life choices. New York: Oxford University Press.

212

South East Asia Journal of Contemporary Business, Economics and Law, Vol. 18, Issue 5(February)
ISSN 2289-1560

2019

Hartono, J. (2013). Metode Penelitian Bisnis: Salah Kaprah dan Pengalaman-Pengalaman Edisi Keenam. Yogyakarta: BPFE.
Jackson, B. ., & Milliron, V. . (1986). Tax Compliance Research, Findings and Problems and Prospects. Journal of Accounting
Research, 5, 125–165.
Jogiyanto. (2007). Sistem Informasi Keperilakuan. Yogyakarta: Andi Offset.
Jones, A. E. AL. (2010). Healthy Lifestyle as a Coping Mechanism for Role Stress in Public Accounting. Behavioral Research
In Accounting, 22, 21–41.
Jung, C. . (1960). The Structure and Dynamics of Psyche. New Jersey: Princeton University Press.
Kahn., R. ., Wolfe, R. ., Quinn, J. ., & Snoek. (1964). Organizational Stress: Studies in Role Conflict and Ambiguity. New York:
John Wiley & Sons, Inc.
Kreitner, R., & Kinicki, A. (2005). Perilaku Organisasi, Buku 1 edisi 5,. Jakarta: Salemba Empat.
Kusuma, B. H. (2018). Kecerdasan Spritual sebagai Variabel Moderasi: Studi Empiris pada Mahasiswa S1 Akuntansi. Jurnal
Akuntansi Bisnis, 11 (2), 132–139.
Maslach, C., & Jackson, S. . (1981). The measurement of experienced burnout. Journal Of Occupational Behaviour. Journal Of
Occupational Behaviour, 2, 99–113.
Murray, D. (1990). The Performance Effects of Participative Budgeting, an Interpretation of Intervening and Moderating
Variables. Behavioral Research in Accounting, 2, 104–123.
Murtiasri, E., & Ghozali, I. (2006). Anteseden dan Konsekuensi Burnout pada Auditor : Pengembangan terhadap Role Stress
Model. Simposium Nasional Akuntansi IX, 1–27.
Mustafa, H. (2011). Perilaku Manusia dalam Perspektif Psikologi Sosial. Jurnal Administrasi Bisnis, 7(2), 143–156.
News.detik.com. (2009). Diduga Stres, Konsultan Pajak Bunuh Diri. Retrieved from https://news.detik.com/berita/d1091278/diduga-stres-konsultan-pajak-bunuh-diri.
Oberlechner. T, & Nimgade, A. (2005). Work Stress and Performance Among Financial Traders. Stress and Health, 21, 285–
293.
Otley, D. . (1980). The Contingency Theory Of Management Accounting Achievement And Prognosis. Accounting,
Organizations And Society, 5(4), 413–428.
Peraturan Menteri Keuangan Nomor 111/KMK.03/2014
Pines, A., & Maslach, C. (1993). Characteristics of Staff Burnout in Mental Health Settings. Hospital Community Psychiatry, 29,
233–237.
Rmol.co. (2010). Imam Cahyo Maliki dikabarkan Stres. Retrieved from https://www.rmol.co/read/2010/11/22/10045/ImamCahyo-Maliki-Dikabarkan-Stres-.
Robbins, S. P., Judge, A., & A, T. (2008). Perilaku Organisasi. Jakarta: Salemba Empat.
Sarwono, S. . (2015). Teori-Teori Psikologi Sosial. Jakarta: Rajawali Press.
Schick, A. G., Gordon, L. A., & Haka, S. (1990). Information Approach: A Temporal Approach. Accounting, Organizations and
Society. Accounting, Organizations and Society, 15(3), 199–220.
Singh, J. (1998). Striking A Balance In Boundary- Spanning Positions: An Investigation Of Some Unconventional. Journal of
Marketing Development and Competitiveness, 62(3), 69–86.
Solimun. (2010). Analisis Multivariat Pemodelan Struktural Metode Partial Least Square- PLS. Malang: CV. Citra.
Sudibyo, I. (2011). Anteseden dan Konsekuen Computer Anxiety. Universitas Katolik Soegijapranata.
Sugiyono. (2014). Metode Penelitian Kuantitatif, Kualitatif, dan Kombinasi (Mixed Methods). Bandung: Alfabeta.
Suliman, A. M., Abdel Rahman, A. A., & Abdalla, A. (2010). Personality traits andwork performance in a duty-free industry.
International Journal of Commerce and Management, 20(1), 64–82.
Suprasto, H. B., Ariyanto, D., Jati, I. K., Luh, N., Widhiyani, S., & Suryanawa, I. K. (2017). Ability of Religiosity and Emotional
Intelligence to Moderate the Effect of Role Conflict , Role Ambiguity , Role Overload , and Job Insecurity on Burnout of
Tax Consultants in Bali Province, 8(18), 7–15.
Suryabrata, S. (2003). Psikologi Kepribadian. Jakarta: Rajawali Press.
Tamaela, E. Y. (2011). Konsekuensi Konflik Peran, Kelebihan Beban Kerja dan Motivasi Intrinsik terhadap Burnout pada Dosen
yang Merangkap Jabatan Struktural. Jurnal Aset, Vol 3 (2).
Trisnawati, Meita., Ramantha, I Wayan.,Ratna Sari, Maria M. (2017). Pengaruh Jenis Role Stress pada Kinerja Auditor dengan
Burnout sebagai Intervening pada KAP di Bali. Jurnal Buletin Studi Ekonomi Vol 22, No.2.
Tsai, M.-T., & Shih, C.-M. (2005). The Influences of Organizational and Personal Ethics on Role Conflict Among Marketing
Managers: An Empirical Investigation. International Journal of Management, 22(1), 54–61.
Utami, I., & Nahartyo, E. (2013). The Effect of Type A Personality on Auditor Burnout: Evidence from Indonesia. Accounting
and Taxation, 5(2), 89–103. https://doi.org/10.1016/S0223-5234(97)89089-7.
Wiryathi, N. M., Rasmini, N. K., & Wirakusuma, M. G. (2014). Pengaruh Role Stressors pada Burnout Auditor dengan
Kecerdasan Emosional sebagai Variabel Moderasi. E-Jurnal Ekonomi Dan Bisnis Universitas Udayana, 3.5, 227–244.
Wolfe, D. ., & Snoek. (1962). A Study of Tension and Adjustment Under Role Conflict. Journal of Social Issue, 102–121.
Yustrianthe, R. H. (2008). Pengaruh Flexible Work Arrangement terhadap Role Conflict, Role Overload, Reduced Personal
Accomplishment, Job Satisfaction dan Intention to Stay. Jurnal Bisnis Dan Akuntansi, 10(3), 127–138. Retrieved from
http://www.tsm.ac.id/JBA/JBA10.3Desember2008/2_Artikel_JBA10.3Desember2008.pdf

213

South East Asia Journal of Contemporary Business, Economics and Law, Vol. 18, Issue 5(February)
ISSN 2289-1560

2019

Ida Ayu Rosa Dewinta
Economics and Business Faculty
Udayana University, Bali – Indonesia
Email : rosadewinta@gmail.com
A.A.N.B. Dwirandra
Economics and Business Faculty
Udayana University, Bali – Indonesia
Email: rosadewinta@gmail.com

214

