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ABSTRACT - This study aims to analyze the performance of collateral appraisers during the Covid 19 pandemic by using the variables of competence, motivation and work stress as exogenous variables and through satisfaction as a mediating variable. This study involved 96 respondents. The number of samples in this study was determined by the census technique in which all populations were used as research samples. Data were collected through questionnaires distributed online. The analysis used is Structural Equation Modeling with PLS version 3.0. The results showed that competence, motivation and satisfaction had a positive and significant effect on performance, while job stress had a negative and significant effect on satisfaction and performance of collateral appraisers. The managerial implications that can be applied in the company are maintaining and increasing competence and motivation, increasing satisfaction, and quickly resolving sources of work stress.
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ABSTRAK – Faktor-Faktor yang Memengaruhi Kinerja Penilai Agunan PT. Bank Syariah XYZ pada Masa Pandemi COVID-19. Penelitian ini bertujuan untuk menganalisis kinerja penilai agunan selama masa pandemi Covid 19 dengan menggunakan variabel kompetensi, motivasi dan stres kerja sebagai variabel eksogen dan variabel kepuasan sebagai variabel mediasi. Penelitian ini melibatkan 96 responden. Jumlah sampel dalam penelitian ini ditentukan dengan teknik sensus dimana seluruh populasi dijadikan sampel penelitian. Data dikumpulkan melalui kuesioner yang disebarkan secara online. Alat analisis yang digunakan adalah Structural Equation Modeling dengan PLS versi 3.0. Hasil penelitian menunjukkan bahwa kompetensi, motivasi dan kepuasan berpengaruh positif dan signifikan terhadap kinerja, sedangkan stres kerja berpengaruh negatif dan signifikan terhadap kepuasan dan kinerja agunan penilai. Implikasi manajerial yang dapat diterapkan di perusahaan adalah mempertahankan dan meningkatkan kompetensi dan motivasi, meningkatkan kepuasan, dan cepat menyelesaikan sumber stres kerja. 
Kata Kunci: Kompetensi, motivasi, kinerja, kepuasan, stres kerja
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INTRODUCTION
Covid-19 or coronavirus is a new virus that attacks the human respiratory system. His unexpected arrival caused almost all countries in the world to be overwhelmed by this pandemic. This pandemic was first reported in the Chinese city of Wuhan around the end of 2019, has spread rapidly and caused global socioeconomic disruption. In Indonesia itself, the first case of covid-19 was confirmed on March 2, 2020 by President Jokowi and until now the Covid-19 pandemic continues to take lives so that it is declared a national disaster (Mas'udi and Winanti 2020). COVID-19 is forcing the new normal to run faster. Therefore, many companies change their policies and work strategies. Many companies are now implementing policies on Work from Home (WFH). Employees are forced to work from home and without direct face-to-face supervision from superiors. In addition, COVID-19 has triggered the emergence of new trends in various sectors of life. Yuswohady (2020) describes 100 predictions about situations in the new normal where new behaviors, new habits, new lifestyles, new cultures or new mindsets will emerge. COVID-19 forces everyone to work (work), learn (learn), and play/enjoy entertainment using digital devices and online platforms. In addition, WFH has created a new trend of zoomable workplace at home and employees run a flexible work pattern, where initially the working hours of "9-to-5" changed to "3-to-2" i.e. in a week, 3 working days in the office (Work Form Office/ WFO) and 2 days working at home (WFH). In addition, the technological transformation which is the result of the 4.0 industrial revolution has an impact on business transformation changes. In this era, the use of digital technology has become commonplace. In the midst of the era of digital disruption, all industries continue to invest and innovate to carry out digital development, including banking. The results of the We Are Social (2020) research state that almost 64 percent of the Indonesian population is connected to the internet network, of which 97 percent use smartphones. In addition, internet usage in Indonesia has experienced a significant increase every year. With the technological transformation, one of the business strategies implemented by the company for example by doing marketing through social media, online, or in collaboration with companies e-commerce.
One of the industries that innovate in terms of policies and strategies in running its business is the banking industry. One of them is PT. Bank Syariah XYZ which implements a change in strategy in the section collateral valuation. PT. Bank Syariah XYZ changes the Standard Operating Procedure (SOP) on the valuation of the collateral, which is at the checking stage regarding the correctness of the object of the collateral. Prior to the pandemic, all stages of checking the correctness of the collateral object were required to carry out an on-the-spot (OTS) visit to the object of assessment. In OTS activities, checking is carried out on the correctness of the location of the collateral, measuring the area of ​​land and the location of the land (according to the legality of the land: property rights, building rights, other certificates), and measuring the building area (in accordance with the provisions of the city plan: Building Permit). . However, during the Covid-19 pandemic, all OTS stages were carried out online. This process is carried out by making video calls to customers/sellers/developers. 
Due to the change in SOP, PT. Bank Syariah XYZ wants to know the impact of changing SOPs on the performance of the collateral appraiser. Appraisal done online is certainly going to affect the performance appraisal itself, because it has such an enormous risk of errors in determining the lay of the land, land area, and building area. This of course will result in the actual value of the collateral being inaccurate, namely an overvaluation or an undervaluation, which will certainly harm the company. PT. Bank Syariah XYZ chooses the variables of competence, motivation, work stress and satisfaction to measure the performance of the collateral appraiser because they are considered suitable for the current pandemic conditions.
Marwansyah (2012) explains that performance is a person's achievement or achievement with regard to the tasks assigned to him. Performance can also be seen as a combination of work results (what one must achieve) and competence (how one achieves it). Given the importance of the performance of collateral appraisers in supporting banking operational activities during the pandemic, every collateral appraiser is required to be adaptive in order to improve their performance. Various ways can be done to improve performance ranging from training and education, compensation, to the provision of awards for achievements achieved. However, performance is not only influenced by these factors but theoretically can also be influenced by competence, motivation, and work stress.
According to Mulyasa (2003), competence is the knowledge, skills, and abilities that are mastered by someone who has become part of it so that that person can perform cognitive, affective, and psychomotor behavior as well as possible. Competence is the most important factor that must be owned by a collateral appraiser. To become a competent collateral appraiser, each individual must be given education or skill training in appraising the object of collateral. In this case PT. Bank Syariah XYZ requires its collateral appraiser employees to attend education at the Indonesian Appraisal Professional Society (MAPPI). MAPPI itself is the only organization that operates and oversees collateral appraisal activities in Indonesia.
Motivation is an effort made by employees to improve their performance. Motivation and performance are two elements that are inseparable. An employee may not excel at work if he does not have motivation in him. On the other hand, if a worker has high motivation at work, he generally has good performance in his work. According to Sadirman (2004) motivation is the driving force from within the individual to perform certain activities in an effort to achieve goals. Motivation is an impulse, effort and desire that exists in humans that activates, empowers and directs one's behavior to carry out tasks and responsibilities well in every job. Based on this understanding, motivation can be generated if someone at work has a sense of responsibility to complete the tasks assigned by the company. A person's motivation can continue to be improved if the work he does is appreciated by others or given an award for the effort he has done.
In the era of the Covid-19 pandemic, of course, this has resulted in changes in work patterns and employees are required to quickly adapt in dealing with these changes. The demands of this rapid change can lead to one of the factors that can interfere with employee performance, namely work stress. Luthans (2006) defines job stress as an adaptive response associated with individual differences and/or psychological processes which are excessive psychological or physical demands on a person. Meanwhile, Iswanto (1999) argues that job stress is a certain feeling experienced by employees in dealing with work caused by stressors (sources of stress) that come from the work environment such as environmental factors, organizational factors and individual factors. Work stress must be overcome by employees who experience it where stress has positive and negative impacts. The positive impact of work stress can trigger employees to work better, while the negative impact of work stress can reduce productivity for employees. However, of the two impacts, the most negative impacts occur and are experienced by employees so that employees must be able to overcome this work stress so as not to interfere with individual performance and overall company performance.
Job satisfaction is a positive attitude towards the work that is in a person. Basically, job satisfaction is an individual thing. Each employee certainly has a different level of satisfaction in accordance with the values ​​that apply to him. Everyone will be satisfied with the work they do if what they do is considered to have met the expectations of themselves, others and the company. If someone desires something, it means that the person concerned has an expectation and is thus motivated to take action towards the achievement of these expectations. If these expectations are met, then satisfaction will be felt. Job satisfaction shows a match between one's expectations that arise and the rewards provided by the job, so job satisfaction is also closely related to the theory of justice, psychological agreement and motivation (Robbins 2006). Theoretically as described above, employee performance can be influenced by several variables including competence, motivation, job satisfaction and stress. Therefore, the performance of the collateral appraiser at PT. Bank Syariah XYZ of course can also be associated with these factors.
RESEARCH METHOD
The research was conducted from March to April 2021. This research was conducted at the Head Office of PT. Bank Syariah XYZ. This research method uses a quantitative method. Sugiyono (2017) states that a quantitative method is a scientific approach that views a reality that can be classified, concrete, observable and measurable, the relationship between variables is causal where the research data are numbers and the analysis uses statistics. The data used in this study are primary data and secondary data. Primary data was obtained through the distribution of online questionnaires. This questionnaire was created using Google Forms distributed via WhatsApp and email applications. Meanwhile, secondary data in this study was obtained by means of a literature study through references from books, journals, theses, dissertations, and internal information from PT. PT. Bank Syariah XYZ, as well as other documents that support this research. The population in this study were all collateral appraisers of PT. Bank Syariah XYZ in Indonesia as many as 96 people. The number of samples in this study was determined by the census technique in which all populations were used as research samples. Census is a sample collection technique where all members of the population are used as samples (Sugiyono 2017).
The measuring instrument used in this study is the Likert Scale with 26 statement questionnaires. This study uses a Likert scale to determine the types of statements made on the questionnaire. Each scale represents information from very negative to very positive, with choices 1 to 5. This study consists of three exogenous (independent) variables, namely competence (X1), motivation (X2), and work stress (X3). Meanwhile, the endogenous (dependent) variable in this study is performance (Y5). And one intervening variable (mediator) is satisfaction (X4). 
Data obtained will be processed using Structural Equation Modeling. Partial Least Square 3.0 (SEM-PLS). The analysis process using SEM-PLS goes through three stages, namely the evaluation analysis of the measurement model (outer model), structural model evaluation analysis (inner model) and hypothesis testing. The outer model analysis includes checking the convergent validity and discriminant validity. Convergent validity is divided into three measurements, namely individual item reliability, construct reliability, and average variance extracted (Haryono 2016).  Individual item reliability can be analyzed by looking at the value of the loading factor and Average Variance Extracted (AVE) with the condition that > 0.5 is said to be valid. Construct Reliability (CR) and Cronbach's alpha used to measure the reliability of a construct with a limit value of 0.7 can be said to be reliable. Meanwhile, discriminant validity can be analyzed in two stages, namely first to see the value of cross loading each indicator in a latent construct that has a higher correlation than the correlation of other latent constructs and value of fornell larcker to compare the correlation value of the latent variable with the root value of AVE.
RESULT AND DISCUSSION
The sample in this study is an internal employee of PT. XYZ Islamic Bank. The total number of respondents in this study amounted to 96 respondents.
Table 1. Demographic characteristics of respondents
	Characteristics
	Quantity (n)
	Percentage (%)

	1. Work location
	
	

	a. RFO Jakarta
	20
	20,83

	b. RFO Bandung
	20
	20,83

	c. RFO Banjarmasin
	11
	11,46

	d. RFO Makasar
	11
	11,46

	e. RFO Medan
	12
	12,50

	f. RFO Palembang
	10
	10,42

	g. RFO Surabaya
	12
	12,50

	2.  Level of education
	
	

	a. Diploma (D3)
	0
	0

	b. S1/Sederajat
	90
	93,75

	c. Pascasarjana
	6
	6,25

	3.  Length of Work (Years)
	
	

	a. 1 s/d 3
	13
	13,54

	b. 4 s/d 6
	50
	52,08

	c. 7 s/d 10
	31
	32,29

	d. > 10
	2
	2,08

	Total Number of Respondents
	96
	


Source: Processed data, 2021 (Excel Output)
Respondents in this study were spread throughout Indonesia. Determination of the respondent's domicile or work location is based on the location where the respondent works. The results showed that Regional Financing Operations (RFO) Jakarta and RFO Bandung had the highest number of respondents, each of which was 20.83 percent. The education level of respondents in this study was dominated by undergraduate education levels of 93.75 percent. The length of service of respondents is generally between 4 to 6 years, which is 52.08 percent.
Measurement Model (outer model)
Evaluation of the measurement model is used to measure the value of the validity and reliability of the model. There are two stages in the evaluation of the model, the first starts from identifying the validity of the indicators including the value loading factor and the validity of the variables including the Average Validity Extracted (AVE) value, and the second identifying the reliability of the variables including the values Cronbach's Alpha and Composite Reliability. According to Haryono (2016), the research measuring instrument is declared valid if the convergent validity shows that the outer loading meets the value criteria > 0.5 and the Average Variance Extracted (AVE) meets the value criteria > 0.5. Then, the research instrument is said to be reliable if the value of Cronbach's alpha and composite reliability > 0.7 or meets the requirements of discriminant validity (Hair et al. 2016). The results of the output test of Construct Reliability (CR) and validity results can be seen in Table 2.
Table 2. Construct Reliability dan Validity Result
	Variabel
	Cronbach's Alpha
	CR
	AVE

	Competence
	0.876
	0.915
	0.730

	Motivasion
	0.874
	0.909
	0.666

	Work Stress
	0.898
	0.919
	0.619

	Satisfaction
	0.883
	0.914
	0.680

	Performance
	0.911
	0.934
	0.739


Source: Processed data, 2021 (SEM PLS Output)
Table 2 shows all the indicators that make up the valid and reliable latent variables. The AVE value formed also shows > 0.5. This implies that the research instrument used is valid. Furthermore, the value of Cronbach's alpha and composite reliability also shows > 0.7. This shows that the research instrument used is reliable.
Table 3. Loading Factor Result
	Variabel
	Indicator
	Loading factor

	Competence
	X1.1
	0.865

	
	X1.2
	0.802

	
	X1.3
	0.841

	
	X1.4
	0.907

	Motivation
	X2.1
	0.768

	
	X2.2
	0.871

	
	X2.3
	0.799

	
	X2.4
	0.817

	
	X2.5
	0.821

	Work Stress
	X3.1
	0.718

	
	X3.2
	0.832

	
	X3.3
	0.782

	
	X3.4
	0.798

	
	X3.5
	0.841

	
	X3.6
	0.763

	
	X3.7
	0.769

	Satisfaction
	X4.1
	0.880

	
	X4.2
	0.820

	
	X4.3
	0.818

	
	X4.4
	0.823

	
	X4.5
	0.779

	Performance
	Y5.1
	0.894

	
	Y5.2
	0.773

	
	Y5.3
	0.843

	
	Y5.4
	0.893

	
	Y5.5
	0.889


Source: Processed data, 2021 (SEM PLS Output)
Based on the test results above, it is known that all the loading factor values ​​of the research variables are > 0.5. Therefore, it can be concluded that this research instrument is valid.
Structural Model (Inner Model)
Testing the structural equation model is a measurement of a relationship that shows the strength between variables based on substantive theory (Ketchen 2013). Evaluating the structural model by using the inner model to determine the relationship between latent variables. The stage of evaluating the structural model of the inner model begins by looking at the r-square value of each endogenous latent variable as described in Table 4. The magnitude of the r-square value can explain the effect of the exogenous latent variable on the endogenous latent variable. 
Table 4. R-square Result
	Variabel 
	R-square Value

	Performance
	0.686

	Satisfaction
	0.202


Source: Processed data, 2021 (SEM PLS Output)
The R-Square criterion of endogenous latent variables shows how much diversity of endogenous variables can be explained by exogenous variables. Grouping the value of R2 (Ghozali 2006) is good (0.67), moderate (0.33), and weaker (0.19). The endogenous variables in this study are satisfaction and performance. The satisfaction variable obtained an R-Square value of 0.202, which means that the satisfaction variable can be explained by the work stress variable with a diversity of 20.2 percent (0.202 x 100%). The performance variable obtained an R-Square value of 0.686 which can be interpreted that the variability of the collateral appraiser's performance construct can be explained by the variability of the constructs of competence, motivation, job stress and satisfaction of 68.6 percent (0.686 x 100%) while the remaining 31.4 percent (100% - 68.6%) is explained by other variables outside the studied.
The path coefficient estimate is an evaluation of the coefficient value, the real effect of the value bootstrapping and the magnitude of the coefficient value. technique Bootstrapping is a technique of recalculation of data at random to obtain the value of T-statistics. Hypothesis testing is done by comparing the value of t-count with t-table. Testing with a significance level of 5% if the t-statistic value > 1.96 then the hypothesis is accepted. The t-statistic value of the influence coefficient of the latent variable was obtained from PLS Bootstrapping. The parameter coefficient values ​​can be seen in the path coefficient values ​​presented in Table 5.
Table 5. Path Coefficient
	
	Coefficient Value
	T-Statistic
	P Value
	Result

	Competence             Performance
	0,162
	1,971
	0,049
	Significant

	Motivation              Performance
	0,177
	2,070
	0,039
	Significant

	WorkStress              Performance
	-0,131
	2,046
	0,041
	Significant

	WorkStress             Satisfaction
	-0,450
	6,517
	0,000
	Significant

	Satisfaction             Performance
	0,532
	6,157
	0,000
	Significant


Source: Processed data, 2021 (SEM PLS Output)
Goodness of fit (Gof) is used to validate the combined performance of the measurement model (outer model) and structural model (inner model) whose values ​​range from 0 to 1 with interpretations of 0 – 0.25 (small Gof), 0.25 – 0.36 (moderate gof), and above 0.36 (large gof). GoF test results obtained by multiplying the value of the average root communailities (AVE) is 0,687 with an average value of root r-square is 0.444. From the results of the GoF calculation above, the value of 0.552 is obtained, it can be concluded that this research model has a large GoF and the greater the GoF value, the more appropriate it is in describing the research sample.
Analysis of the Effect of Competence on the Performance of Collateral Appraisers
Based on the results of the study (Table 5) shows that at the 95 percent confidence level (α = 0.05) the competency factor significantly influences the performance of the collateral appraiser with a T-count value of 1.971 (greater than the T-table of 1.96). Thus the first hypothesis (H1) can be accepted. The latent variable of competence has a positive effect with a path coefficient of 0.162. Based on this, it can be concluded that the higher the competence possessed, the higher the performance of the collateral appraiser. This supports the research of Budiawan (2015) which reveals that good competence has the potential to produce good performance where aspects that support competence are aspects of knowledge, aspects of skills and aspects of attitudes. This can be interpreted if a collateral appraiser has good competence it will have a positive effect on the performance of the collateral appraiser itself. This is in line with research by Sutedjo and Mangkunegara (2013), Anggara and Yadnyana (2019) which explain that competence has a positive influence on employee performance.    	
One of the factors that have a positive influence on the competence of the collateral appraiser at PT. Bank Sharia XYZ is a fairly experienced collateral appraiser. As many as 86.46 percent of collateral appraisers have worked for more than 4 years in the same position. In addition, the company continues to provide training both internally and externally in order to improve competence. For companies, competence for collateral appraisers is a must, considering the duties and responsibilities of a collateral appraiser are quite important in maintaining company assets.
Analysis of the Effect of Motivation on the Performance of Collateral Appraisers
The work motivation factor has a significant effect on the performance of the collateral appraiser with a T-count value of 2.070 (> 1.96), thus the second hypothesis (H2) can be accepted. The latent variable of motivation has a positive effect with a path coefficient of 0.177. Based on this, it can be concluded that the higher the motivation to work, the higher the performance of the collateral appraiser. Significant results from the collateral appraiser's motivation can be reflected in behavior at work, always having plans and goals at work, responsive and responsible for work, creative and innovative in work and an attitude of being ready to carry out any task that is the authority of his position, proven to have an effect on the results of the performance appraisal. collateral appraiser.
The results of this study are supported by previous studies such as Sutedjo and Mangkunegara (2013), Anggara and Yadnyana (2019), Anwar and Budi  (2018), and Dachlan et al. (2020). These studies state that increasing work motivation can increase employee performance both in quantity and quality of work. Furthermore, these studies also reveal that the appreciation made by the company towards employees makes employees more enthusiastic about working and produces the best performance for the organization. One of the factors that significantly influence motivation on the performance of collateral appraisers is a conducive working atmosphere and career development that is expected by many collateral appraisers. This can be seen from the number of respondents who answered these factors that positively affected their motivation.
Analysis of the Effect of Work Stress on the Performance of Collateral Appraisers
The results of data processing indicate that the work stress factor has a negative effect of -0.131 and is significant on the performance of the collateral appraiser with a T-count value of 2.046 (> 1.96). Thus the third hypothesis (H3) can be accepted. Based on this, it can be concluded that the higher the perceived work stress, the lower the performance of the collateral appraiser. Work stress is a sign that arises due to an excessive workload that cannot be accepted by an employee. Work stress can affect both mentally and physically employees. In line with the opinion of Wijono (2015) which states that work stress is a condition of the results of individual subjective appreciation which can be in the form of interactions between individuals and the work environment that can threaten and provide psychological, physiological, and individual pressure. Work stress has a negative effect on employee performance. This is because the stress felt by employees can affect what is being done and the results they receive. The higher the perceived work stress, the lower the performance of the employees. The results of this study are supported by previous research conducted by Anindrasari (2016) which state that work stress has a negative and significant effect on employee performance. Excessive workload borne by internal appraisers is the biggest factor causing job stress. The growing number of companies has an effect on the number of applications for collateral appraisal, in addition to the increasing crackdown targets that must be completed, as well as the timeliness of making collateral appraisal reports cause stress to the collateral appraisers.

Analysis of the Effect of Job Stress on the Satisfaction of Collateral Appraisers
The work stress factor has a negative effect of -0.450 and is significant on satisfaction with a T-count value of 6.517 (> 1.96). Thus the fourth hypothesis (H4) can be accepted. Based on this, it can be concluded that the higher the perceived work stress, the lower the satisfaction of the collateral appraiser. Excessive workload is the most important aspect that affects the work stress of the collateral appraiser. Excessive workload will certainly make an employee feel bored, depressed, and not enthusiastic about his work so that it will cause a saturation effect with his work environment. If this high work stress continues to be experienced by the collateral appraiser, the worst possibility is loss of concentration, unfocused, lazy to work and there is even a possibility that there will be an intention to move from the workplace This analysis is supported by previous research conducted by Anindrasari (2016) which state that job stress is negatively and significantly related to job satisfaction, and job satisfaction itself is very important for the success of an organization. Lack of satisfaction can be a source of stress for employees while high satisfaction can relieve stress, which means that job stress and job satisfaction are interrelated (Bhatti et al. 2011).
Analysis of the Effect of Satisfaction on the Performance of Collateral Appraisers
And lastly, the satisfaction variable has a positive effect of 0.532 and is significant on employee performance with a T-count value of 6157 (> 1.96). Thus the fifth hypothesis (H5) can be accepted. Based on this, it can be concluded that the higher the satisfaction obtained at work, the higher the performance of the collateral appraiser. According to John W. Newstrom and Keith Davis (1985), job satisfaction is a feeling of pleasure or displeasure that is relatively different from objective thinking and behavioral desires. A mortgage appraiser will express his or her expression as feedback on everything he or she does. The criteria for job satisfaction also vary between collateral appraisers. When a collateral appraiser feels satisfied and in accordance with their job satisfaction criteria, there will be enthusiasm in working so that the performance of the collateral appraiser will increase.
Several previous studies that are in accordance with this research conducted by Anwar and Budi (2018) and Anindrasari (2016) state that satisfaction has a positive and significant effect on employee performance. Dissatisfied employees will have an impact on disappointment so that they lose work motivation, decrease performance or end up employees leaving their jobs. The decline in the performance of employees can be seen from the level of absenteeism on a scale of moderate to severe scale is the level of turnover.
CONCLUSION
The competence of the collateral appraiser is currently very good, this is evident from the results of research where competence has a positive and significant effect on the performance of the collateral appraiser. Based on this, it can be concluded that the higher the competence possessed, the more the performance of the collateral appraiser will improve. The effect of work motivation on the performance of the collateral appraiser shows a positive and significant relationship. This is inseparable from the company's continuous efforts to provide comfort, security, and guarantees for the collateral appraiser and his family so that the collateral appraiser can focus on working and improving its performance. Job stress can negatively and significantly affect the performance and satisfaction of the collateral appraiser, so it can be concluded that the higher the perceived job stress, the lower the satisfaction and performance of the collateral appraiser. The most influential work stress factor is because they feel they have a high amount of workload so that the collateral appraiser is difficult to complete the collateral appraisal report (LPA) on time. The satisfaction felt by the collateral appraiser at this time has a positive and significant effect on the performance of the collateral appraiser itself. Based on this, it can be concluded that the higher the satisfaction obtained at work, the higher the performance of the collateral appraiser. The performance of the collateral appraiser during the current Covid 19 pandemic can be said to be very good and not affected by the SOP changes that occur. Collateral appraisers can maintain the quality of their performance because they have good competence and motivation to work. Despite having fairly high work stress, this can be balanced with the satisfaction felt by the collateral appraiser.
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