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Abstract

This research is motivated by the import@ance of communication as a basis in the world ofwaorlk,
which plays a vital role in achieving individual and organizational goals. The inability to
communicate effectively can hinder crgankzational performance, caosing coordination
difficulties, misunderstandings between colleagues, and decréased productivity. This research
uzes a descriptive methed with a qualitative approach. The primary and secondary data used
were obiained through purposive sampling. Observation and interview technigues were used
to collect data, while data analygis was conducted vaing the Miles and Huberman model. The
resules and discussion here convey thar by using the SPAN LAPOR agplication and the resulis
of interviews with empleyoes armed with this application, communication can run etfectively
hetween reporters and officials, making commun ication easier,

Heywords: Communication, edecatibon. productivite, employee performance, organizatisn

1. Introduction

In the realm of wark, communication is an essentinl foundation that cn affect
everything evaryone deals with. Communication plays a rale in helping individsads or groups
achlave goals, both personal and organizational. | Ketut Murdana's [Murdana, 2022) research
dlata findings zhow that based on guestionnaire completion, 13 questions were answersd with
"WES," accounting for 6.25% of the total, indicating that internal communication has played
its role well. However, five guestions were answered with "YES /N0, " or 5.25%, indicating that
internal communication has oot improved employees performance. Good  internal
commmunication is essential in leadership because it is directly related to a leadar's duty o
guide, influence, direct and motivae employees o carey out their iasks amd activities
achieve commoen goals, Influential leaders generally have good intemal communication skills,
which can Increase emplovee participation and improve thelr performance. Employees'
performance can be measured by how they carry out their duties. Good dizcipling in an
employee reflects good performance; conversaly, If an employee 15 less disciplined, this
reflects bess than optimal performance. In a hotel organization., o comfortable and friendly
communleation climate in the work envivonnmeent is aritlcal to creating a sense of family in the
workplace so that employees feel at home and raotivated to carry out their duties.

Effective communication within an organl zadon can help improve overall performance,
sibch as difficulties in cocedination between units, misunderstandings among colleapees, and
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decreased performance and productivity. Communication significantly Impacts companies,
especial ly maximizing and improving employee performance. For employees to achieve their
best performance, organizational leaders are expected to be able to communicate well to
create a supportive and friendly work environment, which will ultmately increase employee
productivity (Wandl, 2022). Different people usually interact in the workplace; some people
are easy to communicate well with, but others are difficult to communicabe with—a person's
ability o work with others depends on bow they communicate [Sanjana, 20230, In daily life,
ane 5 expected to bulld relations hips with peaple from different backgrounds, such as
ethnicity, culture, and religion, As social creatures, humans need to fulfill ther needs ina
competitive world. Inorder not to experience difficufties, humans try to face social challen ges
by meeting the demands of reality and adapting to exizting siteations. Problems canarise due
to miscommunication of messages to others when humans need o comimunicate with each
ather ta interact with other people and soclety.

The main challenge b corumundcation at the Mojokerto City Education and Culture
iffice i5 the lack of clarity in the delrvery of information, which creates confusion among
employees. However, with the increasing role of digitalization, there is a potential for
significant improve ment Although applications such as SPAN LAPDR are available, reliance
an non-digital cammunication, sach as direct conversatlons, physical documents, and
informal messaging applications, is still high, The use of official digital platforms tar internal
communication is minimal, reducing the efficency and effective ness of communication in this
affice. [vifferemnces in communlcation styles often cause problems and trigeer ethnocentrisim,
s Inter-ethnic conflicts often occur due to misunderstanding of the speech or Intentions of a
person or group [Zahara, 2008). In addition to problems in communication stybes, Individuals
dip not always have the same understanding of the meaning of messages conveyed and
received, primarily if the message is comveyed nonverhally and through certain media, such
as WhatsApp groups. Acconding to (Goetsch & Davis, 1997, communication is the transfer of
meszages containing inforrmation, ideas, emotons, intentions, feelings, or others that are
received and understond by both parties {sender and receiver of information|. This message
is defivered and received untl both parties anderstand it 5o ® 5 oalled communication,
Communication, whether oral, gesture, orwriting can be success Rl if the message isrecelved,
understood, and fellowed by action.

Furthermore, thereis previous researchby Bodhakl et ol [Boihakl, Hallmah, and Rahmab
2022 which shows that there is a positive relationship betereen internal communication [X1)
and employee wwork productivity (Y] at the Pidie RBeggncy Environmenktal Service office. This
is indicated by the results of statistical caloulations with a t-value of 2.288 and a slgnificance
fevel of 0.027. This showsthat the betterthe internal communication in the office the higher
the employee work productivity, In other words, guality internal communication can
significantly increase employee productivity at the PidieRegency Environmental Service,
Anather study by Fawzi et al [Fauzi et al. 2022) suggests that communication playsa vital role
in improving employee performance at FT Multd Daya Bangun Mandiri by ensuring accurate
and efficent information delivery, bullding harmoniows relationships, Incréeazing smplayee
makivation and invelvemeant, and hebping conflict resolution. Effective communication creates
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a work environment that 1= supportive, transparent, and sncourages twa-way dialogue, so
employees  feed  walued, motivated, and work more productively. Throogh  good
comimunication, organizations can convey information m a thmely manner, provide
constructive feedback, and bulld trust all of which contribute to improved employee
performance,

Thiz research is essentizl becanse digital ransformation is vital in improving efficiency,
ransparency, and service quality in the public secuer. Digitalization in the Education and
Cofture  Office can overcome communication problems and streagthen  employee
collaboration. This study prowvides insights on optimizing digital technology to improve
organizational performance, support the government's digitalization policy, and meet public
expectations for responsive and transparent services. In addition, this study includes several
focused research guestions to provide dear directlon, namely the extent te which
communication In the Mojekerto City Eduwcation and Culture Office affects employee
productivity, how digital communication, such ag the SPAN LAPOR application, plays a role m
improving communication and perfermance in this office, and what are the main obstacles
faced in achieving effective communication in this office and how to svercome them. The
novelty of this stedy lHes in its foous on a specific public sector office, namely the Majokerto
City Education and Cukture Office. This research also cantains detalled Issuwes and contributbes
to understanding communication dynamics in public administration,

2. Methods

The researcher chose a descriptive type of research with a gualitative approach,
Crualitative research tself is a research approach that aims to understand the phenomena
experienced by research subjects, such as behavior, perceptions, motivations, actions, and
s om, thorsughly carried cut through descriptions in the form of words and language moa
natural context, and by wtilizing varfons scientific metheds [Moleong, L 20000, By applving
a gualitative descriptive approach, this research alms to evaluate the Rctors that increase
productivity, the efficiency of employes performeance, and Interaction in the work
EnvIrOnmenL

The data sources in this study, carefully selected by the researcher, consist of primary
data and secondary data. The researcher wsed primary data sources in the form of oral
informatien obtaimed directly froem Informants of Maojokerto City Education and Culfure
OHfice employvees, mamely Masfufah, 5.Pd as Head of the General and Personmel Subdivisien.
Ag for the secondary data, the author sslected information from books, Lterature, and
articles relevant to the object of research. The process of obtaining data sources was done
through purposive sampling. where the researcher chose informants based on their
understanding of the research toplic

In prder to ohtaln refevant and comprehensive peirmary data, the research applied
varisus technigues which invodved :
1. Observation

The method of collecting data by direct obhservation Involves direct ohservation of the
role of cotnmunication in impreving the productivity and efficlency of employee
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performance at the Mojokerto City Education and Culture Office.

2, Inberview
The interview appreach applied by researchers in this study 15 a strectured interview
with reference b a pre-prepared Interview guide that includes a corprehensive set of
problems and questions related to the topic which are then azked to the respondent. The
purpase of interviews in this study was o complement and venfy data obtained from
ohservations at the Mojokerto City Education and Culture Office,

After the data is collected, the next step s to arrange it ina stroctured manner and
analyee it qualitbtively, Researchers used the Miles & Huberman model data analysis
process with several stages (Warsono et al, 2022 ), inchuded :

. Data Reduction
The data analysls process |s carrsed out by summarizing infermation, selecting key
elements, focusing on relevant aspects, ident frlng themes and patterns, and ellminating
irrelevant elements. 5o that researchers can form a more detallad picture and facilitate
the next data collection process

2. Data Presentation [Data Dhsplay)
The data that kas been comptled through the reduction process is then presented by
regearchers in the form of narrative taxt to make it easier to understand.

3. Drawing Conclusions
At this stage, the researcher concledes the Andings from the data, which s the author's
Interpretatlon af the results of interviews or documents,

3. Results and Discussion

Effective communication is a eritical factor in the operational success ofan organization,
including in the public sector, such az the Department of Educamon and Culture. This
department fBces various challenges in ensuring that all employees receive information and
Instructions chearly and effectively. This study examines the impact of communication on
employee productvity and performance efficiency and explores the factors affecting
communication effectiveness within the workplace. Organizational and management
communication theores provide a framework tor understanding how commumnication
influences organizational performance. According to these theories, mansparent and open
internal communication can enhance task understanding, Inter-unit coordination, and job
satsfaction, contributing to productivity and efficierscy (Daft & Lengel, 1986]).

In am era marksad by dynamiem and cormplexity in the education sector, the role of
communication cannot be overlooked, Morepwer, the education department, as a primary
pillar in the administration of the edwcation system, requires efficiency and productyvity from
its emplovees to achieve high-guality educational goals. Accerding to Bemadin's theoy
(Sudarmanto, 20067, performane e measurement is based om criteria Incduding quality, which
relates to the process or outcome appreaching desired standards, quantity, which concerns
what is produced; timeliness. which addresses the time taken to complete tasks; cost-
effectiveness, which evaluates the resources wsed for organizational infermation; needs for
supervision, which reflects an Individual's ability 1o perform their job withowt managerial
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oversight; and interpersonal impact, which pertaing to an individual's ability o enhance seli-
esteem.

The findings of the study underscore the positive Impact of efective commundcation
within the Department of Education and Culture of Maojokerte Clty on employee productivity.
Employees who percelve that they recelve clear and timely information demonstrate higher
levels of productivity. This highlights the potential for significant improvements in work
efficiency through enhanced communication practice.

Based on direct interviews with employees invelved, it was found that the role of
communicationamoeng seme employees still necds to align with previous observations made
by researchers, The effectiveness of communication can be assessed through the performance
of human resources within the organization. & cucial factor in enhancing organizational
performance s the avallability of high-quality human resources, productlvity, a high work
ethic, and the ability to make optimal centributions to the business. Organlzations must
ensure good coordination with all heman resources throwgh affactive communication to
obtain necessary information. Measurement of communication satisfaction 15 hmited to
individual satisfaction levels regarding informal communication within the organization, as
reflected in each employee's performance [Rialmd & Morsen, 2020).

Adapted previous studies [Fachrezl & Khair, 2020) explaln that the results of thelr
research prove that there is an ircelevant influence between communication Bctors and
performance and there is a relevant influence betwesn work environment factors and
performance. The resulis of this research relate to research at the Mojokerto City Education
Office. Communication within the Mojokerto City Department of Education and Culture
includes horizontal and vertical communication believed to align vistons and divect collective
efforts  toward organizational goals effectively, The organizational structure at the
Department of Edocation and Culture of Mojokerto City, which is relatively hierarchical,
impacts communication few. YVertical communication is often Impeded by the numerous
layers of administration, which can slow down decision-making precesses and adversely
affect operational efficency, To enhance efficiency, it is recommended that the erganizational
structure be streamlined and thot more communication tools be ublized o expedite the Aow
af information.

Horizontal communication [emplojree-to-emploves] aligns with the employees’ core
tasks and functions. Vertical communication [emploves to supervisor] typically occurs
through directives or during staff meetings, For example, most employees state that regular
meetings and digital communication platforms have helped them better understand assigned
tasks and responsibilities. An organization cannot function without a leader, and all activities
must be supported by effective communication, which plays a crucial role in achieving goals
{Edbertkhe and Sulaiman 2021 ).

Additionally, smaller growps [executive officials) are addressing policies that need
follodr-up actions, Maturally, employees continuously communicate with each other,
superiors, subordinates, and colleagues to prevent information discrepancies (Indriyanti,
20200, Extornal communication often [nvaolves meetings and Feraom Growp Discussions
(FGDs). The impertance of communication lies in defivering leadership policies and decisions,
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meeting outcomes, or external findings presented by emploves representatives o
management Another form of communication at the front office mandates the "35" rule
(Salam et al. - Greet, Smile, Greet] to provide customer service. This aligns with the theary
proposed by lmron Arifin and Wahyudi that every srganization possesses a set of heliefs,
values, norms, and habits that characterize the organkzation [(Arifin, 2018). Indirect
communication in the secretariat involves complaints through the e-lapor website and the
SP4M LAPOR application.

Picture 1. LAPOR Application
[Souree: hittps:S Sweoas laporgodd )

The ohsarvations and Intarviews show that effective internal communication and using
the SPAN LAPOR application contribute positively to empleves performance at the Mojokerto
Ciny Education and Culure Ofice, The following gquanticative data show this data

Table 1. Employee Performance Level at the Service Office

Performance indicalors Percentage
Timely Task Completion B5%
Intermal Comumumication TEY
Efficiency
Uga af SPAN LAPOR Application B
satistaction in Team Coordination B2%

Sowrce : Author's analysis 2024
The resulis show the performance of Mojokerno City Education and Colture Office smployees
based on several critical indicators. First, 85% of emplovees could complete @sks on time,
indicating good discipline. Furthermore, 78% of empleyees communicate efficiently, indicating
that most employecs feed that communlcation in the office |s adeguate, although theve 1 room for
improvement. In addition, only 8H% of employees use the SPAN LAPOH application as a
cormmunication and reporting mool; this suggests that more training and socialization are needed
s that all em plovees can use this ap picatlon best However, 32% olemployess are satisRed with
team coordimation, Indicating that most emplayees work well together, contributing to overall
productivity.
Tahle 2. Level nf Fublic Satisfaction with Public Services
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Service Aspect Batiskaction Level
(%)
Speed of Report Responss 7545
Clarity of Information Received HiFs
Ease of Lse of Application TG
Employes Service Altinule 5%

Source : Author's analysis 2024

The level of people's satisfaction with the public services provided by the office is shown
in Table 2, The results show that 75% of people were satisfied with the spead with which staff
responded to their reports; this indicates a quick and effective process of resolving reports.
In addition, B0% of people considered the steps taken by the office 1o be stralghtforward w
understand. Howewver, only 70% of the community found the SPAN LAPOR application easy to
use. This suppests that some commuonities face difficulties in using or accessing the
application. Therefore, improvements in ease of access are needed. In contrast, B5% of peaple
were satisfied with the staff service, This sugpests that empligess provide friendly,
professional service

Researchers found several problems behind the SP4YN Lapor applicatien’s positive
effect, Among these are differences in communication robes between employees, which cause
different information needs. Problems such as information not being effectively conveyed
through WhatsApp groups were identifed. However, solutions were i mplemented where
informatien would be re-commumicated during assembly sessions. This is supported by
Sahid's study [2021), which emphasizes that Indlrect communication poses varkous
challenges. At the Mojokerto City Department of Education and Caloure, cormmunication roles
are not formally divided. Instead, they are integrated into each department’s tasks and
functions, fostering a flexible and adaptable communlcation structure. Effendy (201 3) deflnes
vertical communication as reciprocal communication between superors and subordinates
[ bweoway tratfic communication |, while horrzontal communication ocours amang peers, Both
forms are emploved internafly and externally to foster positive relationships with the
commimunity anc authorities. directly supporting eductional program implementation.

The results of improved communication practices, as seen in enhanced collzboration
and  ldea cxchapge among employess, have positively impacted their performance
(Submaswati, Ratnasar, and Zulkifi 2020). However, several challenges were |dentified in the
implementation of effective communication, mcluding resistance o change, hmitations in
techinelogy use, and a lbck of communication skills training To address these challenges, it is
arecial to develop a culture of open communication and provide ongoing training. This
proactive  approach  can  significantly  Improve employee performance.  Effective
commumication is crudal in enhancing productivity snd efficiency within the Departmant of
Education and Culture of Mojokerto City. Continuows evaluation and improvement of internal
cemmunlcation strategles, including streambining the organizational structure and enhancing
cotmmunleation skills tralning, can significantly npact employee performance. The results of
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the analysis obtained by the researcher are confirmed by the resulis of previous researchers’
analyses {Julita and Armanty Z018]. It was found that communication and work environment
factors partally and simultanecusly have a relevant influence on ernploy ee performance.

Therefore, effective communication between emplovees and superiors contributes to
institutional well-being. Regular feedback from management to employees 18 alse crucial in
boosting their moetivation and engagement in their tasks. [n conclusion, based on these
interview fndings, efforts toe enhance communication at the Mojekerto City Department of
Education can significantly increase employees productivity and efficle ney.

4. Conclusion

Bazad on the results and discussion above, Effective communication plays a key rale in
improving productivity and efficiency within the Mojokerto City Department of Education and
Culture. Clear communication, both vertical and horizontal, helps enhance task understanding,
unit coordination, and job satisfactien, ultimately leading to better emploves performance.
Afthough challenges in vertlcal communication arise due to the hierarchical organizatienal
structure, efforts to simplify the structure and utilize better communication tools can improve
operational efficiency.

The ebservations and direct interviews revealed various issues ln lnformation delivery,
such as the Ineffective use of Whatsdpp groups for commurication and differing infermatienal
needs among emplovees. However, regular meetings and digital platforms have halped ensure
that missed information 15 communicated, Challenges like resistamce to change, limited
echnology use, and a ek of communication skills training al=e need o be addrezsed through
the development of an epen communication culture and ongelng traiming.
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