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ABSTRAK 
 

Kajian ini dilakukan untuk melihat beberapa faktor yang mempengaruhi prestasi 
organisasi. Keberkesanan komunikasi merupakan salah satu faktor yang akan 
memberi impak kepada prestasi organisasi. Terdapat dua jenis komunikasi yang 
diamalkan seperti komunikasi berkesan dan komunikasi tidak berkesan. Kedua-dua 
jenis komunikasi ini merupakan pembolehubah bebas dalam kajian ini. Pembolehubah 
bebas sedang dikaji untuk melihat hubungannya dengan pembolehubah bersandar; 
prestasi organisasi. Kajian ini tertumpu kepada anggota Polis Diraja Malaysia di 
Daerah Polis Kota Setar yang bertanggungjawab untuk menguatkuasakan peraturan 
dan pada masa yang sama memberikan khidmat terbaik kepada masyarakat. Untuk 
memastikan undang-undang dikuatkuasakan, pegawai dan anggota polis yang terlibat 
mesti memahaminya. Kajian ini adalah untuk mengetahui hubungan antara 
pembolehubah tidak bersandar dan pembolehubah bersandar bagi memastikan 
organisasi masih relevan. Soal selidik yang diberikan kepada semua anggota di Daerah 
Polis Kota Setar yang melibatkan setiap jabatan yang mempunyai latar belakang yang 
berbeza. Data yang dikumpul dianalisis menggunakan Statistical Package for Social 
Science (SPSS) 26.0. Keputusan akan menunjukkan hubungan antara pembolehubah 
bebas terhadap pembolehubah bersandar. Kesimpulannya, komunikasi yang berkesan 
dan komunikasi yang tidak berkesan adalah berkaitan dengan prestasi organisasi. 
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ABSTRACT 
 

This study investigates some factors that influence organization performance. 
Communication effectiveness is one of the factors that will impact to the performance 
of an organization. There are two types of communication that being practiced: 
effective communication, and ineffective communication. These two types of 
communication are the independent variables in this study. The independent variables 
are being studied to see the relationship with the dependent variable, performance of 
organization. This study focuses on the Royal Malaysia Police personnel in Kota Setar 
Police District who are responsible to enforce the rules and at the same time to serve 
customers. To make sure rules and regulations can be enforced, the personnel involved 
must understand effective communication. This study will find out the relationship 
between independent variables and dependent variable in order to make sure the 
organization is still relevant, and performs well. The questionnaire was distributed to 
all the personnel in Kota Setar Police District involving every department with 
different work experienced and others. Data collected were analyzed using Statistical 
Package for Social Science (SPSS) 26.0. The results will show the relationship 
between independent variables and dependent variable. As a conclusion, effective 
communication and ineffective communication are both related to the performance of 
an organization. 
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CHAPTER ONE 

INTRODUCTION 

 

1.1 Background of the Study 

 

The Royal Malaysia Police is Malaysia's most powerful law enforcement agency. In 

Malaysia, there are numerous laws that delegate authority to the police. In defined 

areas, each District Police Headquarters is responsible for upholding the legislation 

(Police Act, 1967). There are 11 District Police Headquarters in Kedah, with 56 police 

stations and 54 police huts between them.  

 

The requirements of the Police Act of 1967 govern the appointment of all senior 

officials and police employees on duty. This appointment gives all senior officers and 

police officers the ability to enforce the laws enacted. 

 

A District Police Chief will be in charged of each District Police Headquarters. To 

handle the defined areas of responsibility, the District Police Chief will be aided by a 

Deputy District Police Chief and a Division Chief. There is a Police Station Chief, 

who is responsible for maintaining and enforcing the law in the specified 

administration at each station. 
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The provisions of Section 3 (3) of the Police Act 1967, in general, give the police the 

authority to carry out specified tasks. This clause delegates to the police the obligation 

of enforcing the law in order to protect the country's security and peace. The following 

powers are granted by Section 3 (3) of the Police Act of 1967: 

 

 Maintenance of law and order 

 Preservation of the peace and security of Malaysia 

 Prevention and detection of crime 

 Apprehension and prosecution of offenders 

 Collection of security intelligence 

 

Vision and Mission of the Royal Malaysia Police 

 

In carrying out its given obligations, PDRM, like other organizations, has a vision and 

mission. The organization's vision is its aim, while the mission defines what the 

organization must accomplish to reach that goal. Larwood, Falke, Kriger and Meising 

(1995) stated that vision is a pattern of the organization's values that will influence its 

future. Within the organization, there is a strong link between vision and ethical ideals 

that will aid in the achievement of organizational goals. The vision of RMP is to 

become the forefront in maintaining a safe, secure and prosperous Malaysia. With this 

aim, the organization's work culture is inadvertently focused on safety and security. 

As a result, RMP is always striving to take the necessary steps to ensure that this vision 

may be realized. 
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The mission, on the other hand, refers to the objectives established to ensure that the 

company remains competitive at all times. The mission will consider rivals' strengths 

and weaknesses, as well as areas where value might be increased. Cornelissen (2004), 

states that the mission is to explain to the purpose for which the organization was 

created. The mission set will take into account the needs of the customer and focus on 

increasing value to the customer. RMP has established its objective to ensure that it 

can fulfil the mission statement as stated. Additionally, the mission of RMP is to 

provide professional and quality services in protecting the country to ensure public 

safety, security, and prosperity. This set mission will be the organization's goal to 

ensure that the RMP always remains relevant in law enforcement in Malaysia 

 

1.2 Problem Statement 

 

Communication effectiveness is the most important factor in ensuring that the 

organization can demonstrate the level of performance that it should. Furthermore, the 

company's performance will ensure that the organization meets the established 

objectives. The organization's vision and objective can also be completely realized if 

it can establish an effective communication system. 

 

Unfortunately, there are a lot of barriers in the organization to perform accordingly. 

One of them be to having the effective communication in the organization to make 

sure that organization can perform accordingly. In an interview with Utusan Malaysia 

dated 8th May 2021 (Tekad Pulih Imej PDRM), the Inspector General of Police, Datuk 
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Seri Acryl Sani Abdullah Sani expressed his vision about the empowerment of service 

delivery to the community.  The IGP was aware that there were problems that need to 

be settled whilst improving service to the community. This problem exists due to 

several obstacles in conveying information to each officer and member in the RMP 

organization. In fact, the obstacles in conveying this information indicate that there 

are problems in ensuring the effectiveness of communication in the organization. 

Failure to ensure the effectiveness of subsequent communication will result in the 

performance of the organization not being at the level it should be. 

 

Communication effectiveness is important to make sure that all the instructions given 

can be understood by all the employees. It will also affect the performance of the 

organization. Failure to make sure the effectiveness of communication will impact the 

performance of the organization (Lutgen – Sandvik, 2010). Generally, there are two 

parties involved in the communication process, namely sender, and receiver. The 

problem that exists between these two parties will reduce the communication 

effectiveness that will directly impact the performance of the organization (Keyton, 

2011). The feedback from the receiver in the communication process will help the 

sender see whether the management has made the correct decision and also will help 

the management to develop the plan that will suit the scenario. This feedback also will 

become the indicator to the organization to measure the level of the communication 

effectiveness (Certo, 1992). Therefore, this study is conducted to study on the 

communication effectiveness in order to deliver information and knowledge to make 

sure that the organization can perform better. 
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1.3 Research Questions 
 
 

1. How is communication being carried out at IPD Kota Setar? 

 

2. What are senior officials' and subordinates' demands for effective 

communication? 

 

3. What are the limitations or challenges at IPD Kota Setar's 

communication system? 

 

4. What efforts may be taken to improve communication between senior 

officers and officers at IPD Kota Setar? 

 

1.4 Research Objectives 
 
 

The main purpose of this study is to examine communication effectiveness in the 

organization during the pandemic situation. Specifically, the objectives are as follow: 

 

1. To determine the type of communication system being carried out at IPD 

Kota Setar. 

 

2. To find out the communication needs at IPD Kota Setar 
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3. To overcome the challenges faced by the personnel during the process at 

IPD Kota Setar 

 

4. To establish ways to improve the communication process at IPD Kota 

Setar 

 

 

1.5 Scope of Research 

 

This study is conducted on police personnel who work in Kota Setar Police District. 

The respondents were selected among officers and also other ranks in the police forces. 

It includes the management team, supervisors, and on-duty personnel. The study was 

conducted on a group of people with a variety of backgrounds, academics level, salary, 

and experience. To assess the effectiveness of communication, the entire level of 

management must participate in this study. This is due to the fact that in an 

organization like RMP, the management level will give directives or information to 

supervisors. Then, subordinates will be informed by supervisors and will put the 

information into practice. This study demands participations from a diverse group of 

people in order to ensure that the information gathered is trustworthy. 
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1.6 Significance of Research 

 

This study was conducted for the purpose of identifying some weaknesses in the 

communication system at IPD Kota Setar. This will help IPD Kota Setar improve the 

effectiveness of communication for the purpose of improving organizational 

performance. Significance of the study can be: 

 

1. Provide information to stakeholders in Kota Setar IPD. Information is 

related to communication needs, problems, solution methods, and also 

provides information related to the impact of communication on 

organizational performance. 

 

2. Provide information to the management of Kota Setar IPD related to the 

need to provide a more effective communication network. 

 

3. Look at the existence of understanding between supervisors and 

employees. 

 

4. Assist management to communicate information clearly in critical 

situations.  
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1.7 Definition of Key Terms 

 

The definition of the key terms are as follows: 

 

Communication :The process to deliver information from the sender to the 

receiver. The information will be used by the recipient to carry 

out the tasks. The tasks performed will make the organization 

achieve the targets. 

PDRM / RMP  : Royal Malaysia Police 

IPD : The police station that is responsible to the district as being 

designated by the provision of the law (Police Act 1967). “any 

formation, police district or police division or area thereof or 

any place, be controlled by such police officer as the 

Inspector General may specify….”. 

IPD Kota Setar : Kota Setar  Police District 

OCPD   : Officer in Charge of Police District 

OCS   : Officer in Charge of Police Station 

IGP   : Inspector General of Police 

IGSO   : Inspector General Standard Order 
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1.8 Organization of the study 

 

This study consists of five chapters. Below is the conclusion of each chapter in this 

study: 

 

Chapter one elaborates on the background of the study, problem statement, research 

questions, research objectives, significance of the study, scope of study, definition of 

terms and organization of the study.  

 

Chapter two gives a general view regarding the literature review relevant to the study 

on communication process, communication tools and organizational performance. 

Discussion on chapter two continues with the explanation of relationship between 

effective communication and organization performance. This chapter also concludes 

with a discussion on theories and relevant studies.  The framework is also included  

within this chapter.  

 

Chapter three provides an insight into the detailed description of the research 

methodology used in this study. This chapter explains the selection population and 

explained on how samples are selected for the purposes of this study. The research 

instruments, data collection procedure and analysis techniques are also explained  in 

this chapter. This chapter also elaborates about the reliable research instrument that 

being used in this study.  
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Chapter four consists of  the results of the study. The data obtained in this study will 

be analyzed and this chapter will brief about the finding of the study. 

  

Chapter five summarizes the study. This chapter elaborates the interpretation of 

research findings previously found in chapter four. This chapter also elaborates on  the 

comparison to the study as previously explained in chapter two. This final chapter also 

puts into perspective some new findings and will discuss also on the limitation of the 

studies. In summary, chapter five serves as a conclusion for the entirety of the student 

results.  
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CHAPTER TWO 

LITERATURE REVIEW 

 

2.1 Introduction 

 

This chapter will provide a discussion regarding the effectiveness of communication 

to ensure organizational performance can be improved. According to Belo (1960), an 

American citizen spends 70% of his time engaged in communication-related tasks. 

Speaking, listening, reading, and writing are all activities that one engages in. These 

are among the communication-related activities. Communication and interaction 

between members of an organization are required and it shouldn’t be just limited to 

several departments within the company. The communication process entails the 

participation of a large number of people. Certain procedures or flows are also 

involved in this communication process. This flow is necessary to ensure that such 

communication is effective. 

 

The objective of the organization's communication process is to deliver information 

to the persons participating in the organization. The information supplied is intended 

to assist the organization in achieving its objectives. The transmission of information 

is critical, but so is the recipient's comprehension of the information. The management 

team, supervisors, and subordinates are all involved in this communication process.  
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This chapter explains the role of communication, elements in the communication 

process, effective communication and also the barriers that faced by the organization 

to perform the effective communication. For the purposes of this study, the theoretical 

framework is also provided in this chapter. 

 

2.2 Communication process 

 

According to McShare and Von Glinow (2003), there are two persons invovled  in the 

communication process: the sender and the receiver of information. Information is 

exchanged between the sender and the receiver during the communication process.  

Such a mechanism is essential in an organization like RMP for the delivery of 

information to officers. Officers and subordinates who carry out their responsibilities 

are referred to as receivers. The method in which this information is given is essential 

in ensuring that the tasks completed meet the information's goals. 

 

Sanchez and Guo (2005) state that communication is a process of conveying 

information. To ensure that this process can be implemented properly, it is important 

to ensure that all parties involved in this process can understand the information 

presented. Effective communication is important to ensure that organizational 

objectives can be achieved. Sanchez and Guo (2006) also stated that apart from 

conveying information, communication is also one of the best ways to ensure the level 

of understanding each other is maintained at the maximum threshold.  This provides 

an advantage to the organization because each of them can work together. 
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Communication will also  give an advantage to the organization to plan and to control 

every individual involved in the organization. 

 

According to Yate (2009), communication skills are crucial towards the influence of 

the achievement of the organization. Communication skills in delivering the 

information will ensure the success of the management of the organization. Lutgen - 

Sandvik (2010) also stated that organizational success is related to communication 

effectiveness. The effectiveness of communication depends on the skills and wisdom 

of management to ensure that valuable information is communicated to all figures 

involved within the organization. In addition, an understanding of the information 

presented is also important to ensure that the communication process is accurate. 

 

Keyton (2011) states that communication is a process of information delivery in which 

the information conveyed must be understood by all those involved in the 

communication process in an organization. The method of delivery for the information 

is important in the communication process. . This method will ensure that the recipient 

of the information can understand the content of the information presented. Feedback 

from the information delivery process is very important. . The understanding of the 

information presented is considered as the feedback in the communication process. 

This provides an indicator to the management of the organization that everybody in 

the organization understands their respective roles and responsibilities. At the same 

time, this also can provide an advantage to the organization to achieve the objectives. 

Keyton (2011) also stated that any problems in the communication process will cause 
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the effectiveness of communication to decrease.  An indirect effect is that it will cause 

the organization to fail to achieve the targeted objectives. 

 

 

 

 

 

 

 

 

 

 

 

Figure 1: Communication Process Model (Mc Share and Von Glinow, 2003) 

 

There are two main elements involved in the communication process, namely the 

presenter and the receiver. Figure 1 describes the communication process. The sender 

will begin this communication process. Sender will use words or any symbols that 

describe the information to be conveyed to the receiver. In an organization, the sender 

is considered the stakeholder. These stakeholders consist of individuals, divisions or 

units within the organization.  They use the communication process to convey 

information or ideas to the receiver, which is conveyed in verbal, non -verbal or in 

written form. The receiver will receive the message or information delivered. Next, 

the receiver will translate the information conveyed.  Ensuring the accuracy of the 
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translation for the information received is important to ensure that the information 

conveyed meets the purpose. The translation of this information is considered as 

crucial in the communication process. The effectiveness of communication depends 

on the translation of this information. However, there are some obstacles that will 

affect the process of translating this information such as perception, language, 

emotions and even the behavior of the recipient. 

 

The final step in the communication process is feedback. The receiver's response to 

the message is known as feedback which will give the sender an indication of how the 

receiver interprets and receives the message sent during the communication process. 

According to Certo (1992), feedback is the act of receiving information. Feedback is 

important for the sender to get the information about what the receiver has received. 

Effectiveness of communication can only be achieved through two-way 

communication.  

 

2.3 Effective and Ineffective Communication 

 

One of the criteria for ensuring  that the organization meets its goals is communication 

effectiveness. Effective communication may help organizations to monitor the 

behaviour of employees more efficiently in the organization to give inspiration, 

sharing ideas or knowledge, and make more accurate decisions, in addition to 

delivering information to individuals in the organization. Effective communication, 
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according to Mullins L.J. (2002), will support the organization in all four of the 

situations mentioned. 

 

Organizations must exercise control over employee behaviour  to assign duties to each 

individual involved within the organization. The extent of the job set must be 

communicated well and understood by all parties involved for achieving the goals set 

by the organizations. . Employees must know and understand their job tasks.  It is also 

considered a factor in achieving organizational effectiveness. Individuals may also be 

inspired by effective communication. Individual and organization’s performance will 

improve via higher motivation. According to Louis Allen (1986), motivation is a 

scenario whereby a management  provides communication or takes action. Individuals 

in the company will be better equipped to complete their assigned responsibilities and 

meet their goals as a result of this activity. Therefore, the two parties involved must 

be able to communicate with one another. In this regard, effective communication is 

critical in maintaining motivation.  

 

According to Hendriks (1999), efficient communication impacts the organization's 

knowledge sharing. The organization's communication system incorporates 

information sharing between the sender and receiver. Sonnenwald (2006) also opines 

that effective communication is based on the ability to convey and comprehend 

information. Therefore, effective communication strategies are required for the 

sharing of information or ideas, as well as the comprehension of the information 

provided. 
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Effective communication will also allow the organization to make the best decisions 

that are appropriate to the current scenario. The stakeholders with an interest in the 

organization will benefited from this precise decision (Argenti, 2008). Accurate results 

derived from effective communication efforts will provide the firm with numerous 

competitive advantages.  In addition, the organization will also achieve the intended 

through effective communication (Stroh, 2007). 

 

Rogers (1976) stated that it is also critical to convey views on information sharing 

within the organization.  In addition, he also noted that sharing knowledge through 

effective communication systems will provide the organization an advantage in 

making proper decisions. 

 

The organization will negatively impact of ineffective communication.  Hicks and 

Gullets (1976), if an organization does not use effective communication processes, it 

will have an impact on its employees. One of the disadvantages of a poor 

communication process is that proper employee supervision is impossible to achieve. 

 

Figure 1 describes the communication process as well as the parties involved in it. If 

the parties involved do not function as they should, the organization's performance 

will suffer.  Pauley (2010) states that the management of the organization plays an 

important role in this process. The management of the organization is the sender of 

information in the communication process. Instructions and information will be 

communicated to the individuals involved in the organization. These instructions and 
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information will be conveyed through various means of communication, such as 

memos, letters, reports, telephone, meetings and many more. 

 

It is also crucial to understand the communication process to avoid inefficient 

communication as it  encompasses more than just speaking, writing, and reading. The 

achievement of the purpose of communication effectiveness, which is to deliver 

information, must be taken into account in an effective communication process. The 

communication process will be successful if the information is delivered in a way that 

the recipient understands and can be implemented. Wawaru (2002) also states that the 

method of delivery and ensuring that the information conveyed is understood also 

constitutes a part of the communication process. It is not considered effective 

communication to convey information or instructions that the recipient does not fully 

understand. As a result,  the sender must always be careful and show consideration in 

how to express instructions while also ensuring that they are comprehended. The 

purpose of this study was to show that effective communication impacts 

organizational performance. The effectiveness of this communication will give an 

impact on the organization's performance and will determine whether the 

organization can meet its goals. 
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In general, there are two categories of communication practiced by organizations, 

namely: 

2.3.1    Formal communication 

 

Formal communication is communication that has a defined specific goal 

(McPhee and Poole, 2000). Formal communication is used in organizations or 

situations for which there is a relationship with the organization's hierarchy. It 

is used to ensure that the organization meets its objectives. In general, formal 

communication will help the organization in explaining the functions and roles 

of each part in the organization. An explanation of these functions and roles is 

to help the organization achieve the set objectives or targets. 

 

Canary, Blevins and Ghorbani (2015) explained how formal communication has 

an impact on the overall activities of everyone in the business. If this 

implementation is fully performed, the effectiveness of activities based on 

formal communication will be accomplished. 

 

As a consequence, formal communication focuses on each individual's duties 

and responsibilities within the organization. Individuals involved in the 

organization must be aware of and understand their respective roles. For 

example, the person responsible to execute tasks and functions in the Human 

Resources Division must be aware of his or her tasks. Individuals who have a 

clear understanding of their duties and functions will be better able to focus on 
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their assignments. This will provide the company an advantage in achieving its 

objectives. It will also aid in improving formal communication (Johnson et al., 

1994). Formal communication can be categorized into three different categories 

such as: 

1) Downward communication 
 
2) Upward communication 
 
3) Lateral communication 
 

Downward communication is mainly practiced by personnel in the organization. 

It being practiced by the organization to give instructions to the employee and 

also to provide information about the procedure of the works. Tompkins (1967) 

stated that downward communication’ be it written and oral, must be done more 

because it will increase the efficiency to make sure that all the organization 

members understand the messages delivered.  It also provides the employee with 

the organization’s vision and mission. As a conclusion, downward 

communication will help the employees understand t their job, and clarifies 

organization goals. RMP is an organization that implements many of these 

communication techniques in general. To guarantee that tasks are not disrupted, 

instructions from the top leadership must be sent down. Every official and 

employee in the organization must understand and follow these directions. The 

purpose of properly understanding and executing these guidelines into practice 

is to ensure that the organization's objectives are achieved.  
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Downward communication is usually being practiced in two types; either print, 

or oral media to disseminate the information. For example, it can be in the form 

of handbooks, manual, bulletin boards, notices, speeches, meetings, telephones 

and others. In comparison to verbal instructions, RMP has a lot of written 

instructions. IGSO is a written document that outlines each action that every 

individual in the organization should practice. There are also several other 

written documents that appear under the communication category. These 

documents must be communicated and understood by all members of the RMP 

organization in order to make sure RMP’s target is achieved.  

 

In contrast, upward communication is different as compared to downward 

communication. The difference between these two is downward communication 

is more on directive and upward communication is more to non-directive. 

Tompkins (1967) explained that downward communication is more on the ways 

for the manager to get the feedback or response. It is more likely to allow their 

employees to participate in the organization’s decision making. Meanwhile, 

upward communication occurs in many situations such as open-door policy, 

participation techniques, and others. Clearly, upward communication is critical 

in the communication process so that the sender can assess the receiver 

understanding.  
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Another type of is communication happens across the chain of command in the 

organization, known as lateral communication. Generally, lateral 

communication concentrates on coordination among departments. This 

communication involves individuals at the same of positions and levels. Jablin 

(2000) stated that lateral communication can help the individuals to increase the 

efficiency of socialization process among them who usually works at the same 

position. Lateral communication is concentrating on inter-employee 

coordination. This form of communication is also important to ensure that 

members of each division understand the duties that must be completed.   

 

2.3.2 Informal communication 

 

Informal communication is the communication among the people in the 

organization, occurs not in the structured design. It is normally being practiced 

whereby the information is passed from person to person involving two or more 

persons without any consideration on the formalities. Informal communication 

is being practiced without  any memos, notices, or other  formal correspondence 

or communication formats. Informal communication can be defined as the way 

to build up interpersonal relationship.  

 

Metz and Westenholz (2003) stated that informal communication is practically 

done in small talk group. Gossip, for example, is also part of the informal 

communication. Informal communication builds up daily interactions among 
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employees and it affects the organization. It usually does not involve level or 

managerial positions, and it does not conclude with the structure. 

 

This type of communication is generally seen as insignificant because it happens 

in informal situations and is rarely related to work. Mishra, J (1990) stated that 

usually information gathered from informal communication is inaccurate and 

can be easily manipulated by others. 

 

The management, on the other side, must recognize this informal 

communication platform. Mishra, J (1990) also explained that the managers who 

did not examine this informal communication information usually did not 

receive relevant information to assist them in ensuring that the organization's 

performance is on track. Informal communication can assist management in the 

management of conflicts. This form of communication can sometimes assist 

management in coming up with new ideas to strengthen the organization. As 

previously said, feedback on the information presented is critical to the 

communication process' effectiveness. Besides gossip, feedback is also 

commonly being categorized under informal communication. However, 

management must assess the input received as a result of this informal 

communication to ensure that the improvements and changes implemented are 

appropriate.  

 



 

 24 

The subordinate group in organizations such IPD Kota Setar is made up of a 

significant number of people. It is indeed normal to witness horizontal 

communication among the members of this organization. If the management can 

handle this issue, a lot of information will be gathered. Grapevines or rumors are 

often used to implement informal communication. This is a circumstance that 

requires management's attention since it arises when the information supplied is 

unclear and not understood by the groups involved. According to Jackson 

(1953), individuals in organizations are more likely to spread rumors among 

their peers. Jackson (1953) also stated these rumors would happen if there was 

a misunderstanding between them, according to them. In his study, Jackson 

(1953) discovered that members in the same group engage in more 

communication activities than those in separate groups. 

 

2.4 Organization Performance 

 

Organizations and businesses began seeking for appropriate methodologies to analyze 

organizational performance in the early 1960s. Yuchtman and Seashore (1967), claims 

that the performance of organization is evaluated by an organization's ability to exploit 

resources and environmental conditions. The utilization of limited resources indicates 

that the organization has performed well. 
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There have been numerous studies on organizational performance conducted by earlier 

scholars. This emphasizes the importance of performance appraisals for both the 

organization and the individuals inside it. Price (1968) stated that organizational 

performance is a significant element of organizational effectiveness. According to 

Price (1968), organizational success also encompasses employee appreciation and 

should be examined from a production standpoint. One of the aspects that demonstrate 

the organization's performance is appropriateness in carrying out responsibilities and 

roles. Katz and Kahn (1978) stated that the effectiveness and efficiency of 

management in the company is a key component in determining organization 

effectiveness. 

 

Cherrington (1989) also stated that organizational performance is related to the success 

or effectiveness of management in the organization. The ability of the organization in 

achieving the set objectives is an indicator that shows the organization has shown good 

performance. 

 

This is similar to the study by Lupton (1977), who stated that production or outcome 

of the tasks completed by the individuals involved in the organization determines the 

organization's performance. In fact, organizational performance is also related to the 

level of motivation of individuals involved in the organization. Individual satisfaction 

in the organization will also position  the organization's performance at its best.  
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Lupton (1977) also emphasized the importance of monitoring at organizational 

success from different perspectives, for example retrenchment rates. He added that, in 

order to determine the level of organizational performance, effective cost management 

also influences this. The values that the company creates also have an impact on its 

performance (Porter, 1986). The organization's value gives satisfaction to its 

stakeholders and it will help the organization to meet the customer’s demands.  

 

Peterson, Gijbers and Wilks (2003), stated that an organization's performance is 

determined by its capacity and efficiency in managing available resources. This 

resource management will allow the firm to meet its goals while also remain relevant 

to customers. Verboncu and Zalman (2005), also stated that organizational 

effectiveness is a consequence of organizational management, financial management, 

and marketing activities. These three factors are the criteria for determining the 

organization's level of competency and effectiveness. Furthermore, human resource 

management in an organization has an influence on the organization's performance. 

Human resources with skills and with knowledge will help the company succeed. 

Henceforth, organizations must have a strategy in place to guarantee that their human 

resources are equipped with the knowledge and skills that will enable them to be more 

competitive. In relating this to RMP, obviously it is also an organization that faces 

challenges that demand improvements in order for the organization to be competent 

in dealing with this situation. 
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“RMP is the country's most recognized and public-facing law enforcement 

agency. As a result, many people may be unhappy with the services provided by 

RMP personnel, leading them to lodge a complaint.” 

Datuk Yaacob Md Sam, Pengerusi EAIC (Harian Metro, 8th October 2021) 

 

This statement indicates that the services provided by RMP personnel are the outcome 

of the organization's efforts. Organization should ensure that every officer and member 

involves have the knowledge and abilities to deal with the current scenario as a 

consequence of changes in society. 

 

“Sometimes the community assumes that when they make a police report, these 

individuals will only be satisfied when the identified suspects continue to be 

arrested” 

Datuk Seri Mohd Bakri Mohd Zinin, Pengarah Jabatan Siasatan Jenayah 

PDRM (22nd Mac 2013) 

 

The organization that performs the best is the one that ensures that all of the 

community's interests and demands are realized (Harrison and Freeman, 1991). But 

there are some legal restrictions that are unacceptable to society. The police ability to 

investigate and make arrests are limited by the law. This is something that needs to be 

communicated to the community, and the majority of the people are not  happy with 

this.  
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As a matter of fact, organizational performance will be affected by ineffective 

communication. The impact of individual performance on organizational performance 

is influenced by the performance of the organization as a whole. Employee morale 

will be low, absenteeism will be high, change will be resisted, and there will be 

disputes among employees in the organization as a result of ineffective 

communication. Webber (1970) said that both parties involved in the process of good 

communication are vital. Both the sender and the receiver will blame each other if this 

efficient communication is not established. Therefore, acknowledging the importance 

of effective communication in impacting organizational performance, this research 

was carried out to determine the extent of communication efficacy at IPD Kota Setar. 

 

2.5 Communication Effectiveness and Organizational Structure 

 

The communication activities in a company are primarily determined by the 

organizational structure. The organization structure will explain how information is 

communicated in a meaningful way. We can see the mode of communication from 

downward and the upward communication used in the organization by looking at the 

organization structure.   Argyris (1974) stated that the organization's structure, 

according to this definition, is a hierarchy that depicts the organization's operations 

and also explains the many communication techniques in use. The technique of 

communication between management and employees in the organization can be 

studied by looking at the organization's structure. 
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The organizational structure of IPD Kota Setar (figure 2) indicates that formal 

communication is the primary form of communication in the organization. In general, 

police officers carry out their responsibilities in accordance with instructions or 

information provided by superiors in the organization. Formal communication using a 

manner of communication from top to bottom is the approach of accomplishing tasks 

based on the information supplied in this way. 

Officer in Charge of Police District (OCPD) is the person in charge of communicating 

instructions (information) on assignments that officers and members of the RMP must 

complete. The OCPD is appointed by the Police Act of 1967 to carry out police tasks 

in the area of responsibility. 

 

Based on the organizational structure's hierarchy, each organizational structure has its 

own communication system. This communication system is not only restricted to 

official communication, but also includes informal communication inside the 
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organizational structure. According to Rogers (1976), supervisors and managers 

should not dismiss informal communication as insignificant to the organization's 

success. Informal communication also aids management in taking various activities 

and making decisions that benefit the company. 

 

Within the organization, this formal and informal communication can occur in a 

variety of circumstances. These two modes of communication are beneficial. 

According to Allen (1971), informal communication will occur in a formal 

organizational framework. This circumstance will result in a collision between the 

two, as seen in Figure 3 below: 

 

 

 

 

 

 

 

 
Figure 3: An overlap of Formal Structure and informal communication  

in Organization (Rogers and Rogers, 1976) 
 

The lack of control over the information or instructions communicated is a prevalent 

difficulty in the communication process. These issues will have an impact on the 

organization's performance. Hence, controlling the information provided is critical to 

ensure that it reaches the intended recipients. The information or instructions to be 
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delivered must first be categorized into the organization that conducted this study. The 

level of confidentiality of the information will be determined by this categorization. 

Control over the information to be delivered will be gained as a result of this action. 

Simultaneously, the information to be sent will only reach the intended recipient. 

Leaks or controls that do not meet the established level will cause problems with task 

implementation in the Kota Setar IPD, as well as affecting the organization's 

performance (IGSO A104). 

 

The information supplied is divided into several classification categories. This 

classification will determine to whom the information will be transmitted and how it 

will be communicated. 

 

This categorization will be applied to the information to be conveyed based on the 

sensitivity of the material. The method by which the information is given is also 

determined by the classification of the information to be conveyed. 

 

Apart from that, control over the method of communication, as well as who is the 

recipient of the information to be conveyed, is also important, according to Rogers and 

Rogers (1976). He also added that this application will improve the effectiveness of 

the communication system inside the organizational structure. Indirectly, this will 

improve communication efficacy, which will have an impact on the organization's 

performance. This viewpoint is consistent with the implementation of the mechanism 

of information transmission at IPD Kota Setar. 
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The organization's management at IPD Kota Setar must be aware that there are reasons 

that cause this group to communicate with others. They are the only ones who can 

communicate with each other. According to Ross (1957)'s research, this implementing 

group frequently refuses to contact with supervisors or management groups. These 

groups are more likely to communicate with one another, making them feel safer and 

more secure. They believe that communicating with supervisors will cause 

management to have a negative impression on them. 

 

In general, communication occurs in all tasks that involve human relationships. 

According to Porter (1977), the communication process in an organization is a 

sophisticated and complex process. As previously said, the process of delivering and 

comprehending information is critical in the communication process.  This is so as 

organizational performance will be influenced by effective communication. If the 

communication between the sender (management) and the receiver (subordinates) can 

be improved, the effectiveness of communication will also improve. 

 

As earlier mentioned, this group of subordinates prefers to interact among themselves 

rather than with the management group. This process usually happens through 

informal contact. It only takes place in their group. A number of organizations, 

including IPD Kota Setar, are not concerned about this process. The management's 

unwillingness to accept feedback in this process will impact on the organization's 
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management. The capabilities of the leader or supervisor who leads this organization 

should be enhanced.  

 

The supervisor of this group's role in being involved in the informal communication 

process that occurs within this group will benefit the organization (Davisk, 1953). A 

division head and OCS, as well as a supervisor among subordinates, supervise the 

tasks conducted in the Kota Setar IPD. The effectiveness of these supervisors is critical 

in improving communication effectiveness. The efficiency with which this 

communication is carried out is critical in ensuring that the Kota Setar IPD can carry 

out its obligations in accordance with the Police Act 1967. 

 

2.6 Obstacles to achieve successful communication 

 

IPD Kota Setar must first identify the challenges to successful communication inside 

the organization. These obstacles might occur at any point along the communication 

process, from the sender to the receiver.  

 

This obstacle is defined by Harold Koontz and Heinz Weihrich (1974) as 'noise,' which 

can exist at any point of the communication process (Figure 1). There are a number of 

factors that can act as roadblocks in the communication process. They are: 
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1) Language 

The difference in the language used to convey instructions and information is a 

major barrier to effective communication in the workplace. The language used 

to convey information and instructions is not limited to verbal communication; 

it also includes written communication. There are a number of elements that 

influence this, including an individual's age, academic background, and cultural 

background. 

 

2) Bias / Perception 

Perceptions exist among individuals within an organization. This perception or 

bias exists in various forms. Perceptions can exist in the form of stereotypes, 

projections, and self-fulfilling prophecies. Perceptions will also exist based on 

past experiences. 

 

3) Interpersonal relationship 

Individual relationships inside the organization is also crucial in reducing 

barriers to good communication. The efficacy of communication will be 

influenced by harmonious relationships within the organization. 

 

4) Cultural differences 

Cultural differences might also make it tough to communicate effectively. 

Culture, like language, has a significant impact on communication effectiveness. 
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Management must also understand cultural variations so that communication 

effectiveness does not become a problem in the organization. 

 

5) Excessive information 

Excessive information for the sender to convey to the receiver can sometimes 

reduce communication efficacy. The sender may have forgotten or failed to 

communicate the correct instructions / information to the receiver who was 

supposed to receive them. Excessive information will also make it difficult for 

the sender to assign the relevant information to the appropriate recipient for 

further action. Excessive data will also make it difficult for the sender to classify 

the data before sending it to the receiver. 

 

2.7 Theories and research framework 

 

A prior study on the effectiveness of communication by Lucy Kagwira Kuria (2008) 

found that it had an impact on organizational performance. The investigation was 

carried out in collaboration with the Nairobi Branch of the Hospital Insurance Fund. 

The theoretical framework of the investigation is depicted in Figure 4: 
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Figure 4: Effective Communication on Organizational Performance; A Case 
Study of National Hospital Insurance Fund, Nairobi Branch  

(Lucy Kagwiria Kuria, 2008) 
  

The purpose of this study is to examine the impact of management and the 

communication channels used to determine the impact of ineffective and effective 

communication. The party in charge of the organization's communication process is 

the management. The management communicates with employees through a variety 
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of networks. The communication mechanisms used to deliver information will be 

determined by the diversity of these networks. 

 

According to this study, the technique of information transmission via networks will 

have an impact on the organization's performance. Communication effectiveness is 

influenced by the methods and networks used to deliver information, or vice versa. 

 

2.8 Research framework and hypothesis statement 

 

This study was undertaken to investigate the impact of successful and ineffective 

communication in impacting organizational performance at IPD Kota Setar, based on 

prior research. The theoretical basis of this investigation is depicted in Figure 5: 

 

 

 

 

 

 

 

Figure 5: Theoritical Framework 
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Several research hypotheses are generated based on this theoretical framework to test 

if they are valid or not. A hypothesis is a logical prediction of the relationship between 

two or more variables that will be measured in this research. Hypotheses are also 

created to identify the circumstance that will be researched (Sekaran, 2003). For the 

purposes of this study, the following hypotheses were developed: 

 

H1 : There is a significant relationship between effective communication and 

organization’s performance 

 

H2 : There is a significant relationship between ineffective communication and 

organization’s performance  

 

2.9 Summary 

 

This chapter gives an overview of the impact of effective and inefficient 

communication on the functioning of an organization, specifically at IPD Kota Setar. 

Management uses communication to maintain the smooth operation of the company 

while controlling the behavior of the receiver (Michael B Goodman, 1998). The 

methodology of this study will be explained in the following chapter. 
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CHAPTER THREE 

METHODOLOGY 

3.1 Introduction 

 

This chapter explains the sstrategies and techniques used in the research. The goal of 

the survey questions in this study is to collect data using quantitative methodology. 

The survey method was also used in the investigation. Officers and personnel of the 

Kota Setar IPD in Kedah were among the chosen respondents. 

 

3.2 Research Method 

 

The research methodology will assist researchers in designing data collection and 

analyzing methodologies, as well as making a translation to the data gathered, in order 

to find answers to the research questions (Sekaran, 2003).  In order to ensure the 

validity of study findings, it is important for researchers to develop and create research 

techniques (Zimund, 2003). The quantitative method is thought to be appropriate for 

this particular study in this case. The quantitative research methodology is applied to 

get the relevant results. This strategy will also provide the researcher a better 

comprehension of the study. 
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The quantitative approach utilized in this study will aid the researcher in providing 

evidence for the study (Creswell, 2013). This research strategy will assist the 

researcher in translating the information gathered from the study's participants. A 

survey was undertaken to determine the effectiveness of communication in impacting 

organizational performance by asking respondents to fill out a questionnaire. Effective 

and ineffective communication are independent factors in this study, while 

organization performance is the dependent variable. 

 

3.3 Quantitative Study 

 

The researcher will explain the study methodology used, including the research 

design, sample selection, and measurement methods used. The method of data 

processing to the information used in this study is also mentioned. 

 

The purpose of this study is to assess the effectiveness of communication in impacting 

organizational performance, which includes both effective and inefficient 

communication. A quantitative strategy was adopted in order to clearly see the results 

of this investigation. Quantitative approach is used to collect data through numerical 

data collection. He will go into great depth about an issue that has been raised. This 

strategy will assist the researcher in delving deeper into the subject of how effective 

communication is in determining organizational performance (Creswell, 2013). 
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3.3.1 Research Design 

 

The research was carried out applying a quantitative research design. According 

to Punch (2013), researchers who use this strategy will collect data numerically. 

The information was gathered from respondents who were chosen as part of the 

study sample. Respondents were given survey questions to complete in order to 

collect data for this study. 

 

The selected respondents include officers who are still on duty, according to the 

study undertaken to assess how successful communication is in impacting the 

performance of IPD Kota Setar. 

 

3.3.2 Population and Sampling 

 

Researchers must establish a population group that will aid them in acquiring 

results from their study. A population is a group of persons or individuals who 

the researcher analyse (Sekaran, 2003) while sampling is the process of selecting 

and assigning a group of people to employ workers undergoing research. The 

goal of sampling is to gather information or data that is representative of the 

population being studied (Sekaran, 2003). 
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3.3.2.1 Population 

 

The population that is involved in this research comprises the senior 

officer and also the police officer with various ranks and directly involved 

with the duties to enforce the SOP to make sure the people comply with it. 

The population involved in this research have various backgrounds, ranks 

and positions, level of income, and also length of working experience in 

the Royal Malaysia Police organization. The total of human resource in 

Kota Setar district (Table 1) is 711. From this, 72 (10.13%) of them are 

senior officers with the rank of Insp to Assistant Commissioner of Police. 

Besides that, there are 585 (82.38%) personnel ranking from Constable to 

Sub Inspector. The rest are the support personnel with the rank of 

Constable to Lance Corporal.  

 

Table 1: Statistic of Post and Strength at IPD Kota Setar on 30 June 2021 

RANK GRED POST STRENGTH 
 
Assistant Commissioner of Police 
(ACP) 
 
Superintendent (SUPT) 
 
Deputy Superintendent of Police (DSP) 
 
Assistant Superintendent of Police 
(ASP) 
 
Inspector (INSP) 

 
YA22 

 
YA20 

 
YA18 

 
YA16 

 
YA13 

 
1 
 
1 
 
5 
 

18 
 

53 

 
1 
 
1 
 
5 
 

16 
 

49 

Total of Senior Officers  78 72 
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Sub Inspector (SI) 
 
Sergeant Major (SM) 
 
Sergeant (SJN) 
 
Corporal (KPL) 
 
Lance Corporal / Constable (L/KPL / 
KONS) 

 
YA10 

 
YA8 

 
YA6 

 
YA4 

 
YA2 / 
YA1 

 

 
6 
 

24 
 

113 
 

150 
 

359 

 
1 
 

16 
 

90 
 

141 
 

337 

Total of Lower Rank  652 585 
 
Support Lance Corporal / Constable  
(L/KPL/S / KONS/S) 
 

 
YT2 / 
YT1  

 
63 

 
54 

Total of Support Police  63 54 

TOTAL  793 711 
 Source: Personnel Branch, Management Department IPK Kedah 

 

3.3.2.2 Sampling Size and technique 

 

According to experts, obtaining all of the data from the complete 

population is impracticable for researchers. This procedure will ensure that 

the information acquired from the study will be clearly communicated to 

the entire population. Before the data is processed, Krejcie and Morgan 

(1970) had established a method for calculating the right amount of data. 

This will eliminate any uncertainties about the conclusions reached after 

the data was analyzed. As a guide, Table 2 shows the number of samples 

chosen before the data was evaluated: 
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Population 
(N) 

Sample  
(S) 

Population 
(N) 

Sample  
(S) 

Population 
(N) 

Sample  
(S) 

10 10 220 140 1200 291 
15 14 230 144 1300 297 
20 19 240 148 1400 302 
25 24 250 152 1500 306 
30 28 260 155 1600 310 
35 32 270 159 1700 313 
40 36 280 162 1800 317 
45 40 290 165 1900 320 
50 44 300 169 2000 322 
55 48 320 175 2200 327 
60 52 340 181 2400 331 
65 56 360 186 2600 335 
70 59 380 191 2800 338 
75 63 400 196 3000 341 
80 66 420 201 3500 346 
85 70 440 205 4000 351 
90 73 460 210 4500 354 
95 76 480 214 5000 357 
100 80 500 217 6000 361 
110 86 550 226 7000 364 
120 92 600 234 8000 367 
130 97 650 242 9000 368 
140 103 700 248 10000 370 
150 108 750 254 15000 375 
160 113 800 260 20000 377 
170 118 850 265 30000 379 
180 123 900 260 40000 380 
190 127 950 274 50000 381 
200 132 1000 278 75000 382 
210 136 1100 285 1000000 384 

 

Table 2 : Krjcie dan Morgan (1970) Table 
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The total number of respondents in this survey is 711, based on the 

population of Kota Setar. This amount is estimated to be around 700 

people. A total of 250 persons will be sampled for this study, according to 

Table 2. 

 

3.3.3 Instrument 

 

The sample chosen to examine the variables in this study was given a set of 

survey questions. Effective and inefficient communication are independent 

variables that are examined to discover how these characteristics influence 

organizational success. Following that, the instruments employed in this 

investigation were discussed based on the previous research. 

 

3.3.3.1 Questionnaire Development 

 

This section will go over the survey that was conducted based on past 

studies in great detail. The survey questions are available in two 

languages: Malay and English. The study's questions are listed in 

Appendix A. 

 

The survey questions are separated into two parts, each of which is six 

pages (refer Appendix A). Section 1 requires the selected respondent to 

answer questions about the respondent's basic information. There are ten 
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(10) questions in which respondents must submit information about their 

gender, age, race, length of service in PDRM and IPD Kota Setar, income 

category, academic level, and other factors. This information is required 

to guarantee that the respondents are representative and that the 

respondents chosen can provide comprehensive information for this study. 

 

In section 2, respondents need to answer questionnaires based on Likert 

scale. Respondents specify their answers to every question being set 

according to the range of scalebased on five (5) Likert scales as follows: 

 

Scale Statement 

5 Strongly Agree 

4 Agree 

3 Not Sure 

2 Disagree  

1 Strongly Disagree 

 

Table 3: Likert Scale Measurement Forms 
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3.3.3.1.1 Effective communication 

As this independent variable was measured with seven (7) 

questions, the concept of effective communication among 

officers includes management, supervisor, and subordinate 

groups. The research questions used five Likert scale measures to 

identify the responses indicated by the respondents, with options 

such as "1 = strongly disagree," "2 = disagree," "3 = not sure," "4 

= agree," and "5 = highly agree." The following are the contents 

of Table 4: 

Construct Item 
Code 

Survey Items Source 

 
 
 
 
 

Effective 
communication 

 
EC01 

 
You received an accurate information on 
what the organization expected 
  

 
 
 
 

Lucy 
Kagwira 

Kuria 
(2008) 

EC02 You received an information on 
organization’s vision and mission 
 

EC03 You are kept informed on matters that 
affect your work and the working 
conditions 
 

EC04 You are kept informed on the 
achievement and failure 
 

 
EC05 You are given opportunity to voice your 

thoughts 
 

 

 
EC06 The organization appreciate your views 

 

 
EC07 The organization provides medium for 

employees to state their views  

 
Table 4: Survey items related to effective communication 
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3.3.3.1.2 Ineffective communication 

As this independent variable was measured with seven (7) 

questions, the concept of ineffective communication among 

officers includes management, supervisor, and subordinate 

groups. The research questions used five Likert scale measures to 

identify the responses indicated by the respondents, with options 

such as "1 = strongly disagree," "2 = disagree," "3 = not sure," "4 

= agree," and "5 = highly agree." The following are the contents 

of Table 5: 

Construct Item 
Code 

Survey Items Source 

 
 
 
 

Ineffective 
communication 

IC08 Does the communication system in your 
organization works effectively? 
 

 
 
 
 
 

Lucy 
Kagwira 

Kuria 
(2008) 

IC09 Do you receive the information within 
the period estimated? 

IC10 Are you satisfied with the 
communication policy in your 
organization? 
 

IC11 Does your communication system help 
the organization helps to achieve its 
goal? 
 

 
IC12 Will barriers in organization affect the 

communication effectiveness? 
 

 

 

IC13 Do you agree that your organization 
practiced downward communication 
only? 
 

 

 
IC14 Effective communication will contribute 

to fewer customer complaints.  

Table 5: Survey items related to ineffective communication 
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3.3.3.1.3 Organization Performance 

As this dependent variable was measured with seven (7) 

questions, the concept of organization performance among 

officers includes management, supervisor, and subordinate 

groups. The research questions used five Likert scale measures to 

identify the responses indicated by the respondents, with options 

such as "1 = strongly disagree," "2 = disagree," "3 = not sure," "4 

= agree," and "5 = highly agree." The following are the contents 

of Table 6: 

Construct Item 
Code 

Survey Items Source 

 
 
 
 

Organization 
performance 

OP01 Effective communication will increase 
the RMP image 
  

 
 
 
 

Lucy 
Kagwira 

Kuria 
(2008) 

OP02 Effective communication will improve 
the staff discipline 
 

OP03 Effective communication will improve 
my performance 
 

OP04 Effective communication will improve 
teamwork 
 

 
OP05 Effective communication will improve 

motivation of the staff 
 

 

 
OP06 In your opinion, which are the most 

effective channel of communication 
 

 

 
Table 6: Survey items related to organization performance 
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3.3.4 Pilot Test 

 

A survey questionnaire will be distributed to a sample of respondents who will 

answer this survey question, according to Cooper and Schindler (2006). At IPD 

Kota Setar, a pilot test was undertaken. The goal of this pilot test is to see how 

well the feedback works. This input will assist the researcher in determining 

whether or not the respondents comprehended the questions. 

 

In April 2021, a pilot test was conducted as part of this research. The survey 

questions were given to 30 people: five senior officers and twenty-five lower-

ranking officers who were supervisors and monitored. The pilot test employed 

a sufficient number of samples to identify and provide comments on the survey 

questionnaire (Bullen, 2014). There were some feedbacks that improvements 

had been made. 

 

Some questions were excessively long, causing respondents to misunderstand 

the question. The usage of words that the respondents find to be a little 

perplexing. 

 

The use of Malay language is also essential to aid the respondents' 

comprehension. 
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3.3.5 Data Collection Procedure 

 

After the pilot study was completed, the actual data collection method began. 

The researcher was in charge of data collection. The researcher asked this survey 

question to respondents, who were officers and police officers at the Kota Setar 

IPD. Respondents were given a time limit of 10 to 15 minutes to respond to the 

questions. Respondents were required to answer the questions and the survey 

questions were returned to the researcher once they had completed all of the 

questions. Because the researcher also works at the Kota Setar IPD, this method 

does not pose any issue for researcher. 

 

3.3.6 Data Analysis Technique 

 

The questionnaire were distributed and answered by all of the respondents. The 

respondents answered the questionnaire accordingly. Data gathered were keyed- 

in using SPSS 26.0 (Statistical Package for Social Science) software. 

 

3.3.6.1 Descriptive Analysis 

 

This analysis will usually provide basic information about the sample 

profile. Age, gender, academic level, social standing, economic level, and 

other factors are among the information collected. This study was carried 

out in order to get an overall picture of the respondents' profile at IPD Kota 



 

 52 

Setar. The data obtained is subjected to analysis, which reveals the means 

and standard deviation. According to Tabachnick and Fidel (2007), 

descriptive analysis will provide information on percentages, maximum 

values, ranges, means, and standard deviation. 

  

3.3.6.2  Factor Analysis 

 

This analysis is carried out in order to develop conclusions while also 

providing data gathered from a vast amount to a little amount. As stated 

by Hair, Black, Babin, Anderson, and Tatham, this analysis will focus on 

the key variables and provide the proper meaning (2006). The researcher 

will be able to understand the pattern as a result of this study,  and will 

also be able to identify the relationship between variables. 

   

To produce a translation on the items that reflect many factors in the study, 

principal axis factoring (PAF) with varimax rotation was applied. 

According to Hair et al. (2006), this procedure will be used to examine the 

association between the variables. This procedure will also include a 

review of the hypotheses that have been proposed.  

 

Field (2005) indicated that certain items must be prioritised before the 

analytical factor test can be conducted. The amount of data and sample 

size included in the study are examples of such priorities. The researcher 
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should also employ Barlett's Test of Sphericity and Kaiser-Meyer-Olkin 

to make statistical assumptions decisions (KMO). The KMO value must 

be larger than 0.5 and Barlett's test must be at p0.05 to indicate that there 

is a link between the variables (Field, 2005). 

 

3.3.6.3 Reliability Analysis  

 

This analysis was carried out to test and assess the measurement scale's 

reliance as a result of factor analysis. Internal consistency was also used 

to verify the reliability of measuring equipment using Cronbach's alpha 

reliability coefficient. 

 

A value approaching 1.00, according to Nunnaly (1978), is the optimal 

value to consider as a reliability value. While a score less than 0.70 

indicates a low degree of reliability, a value in the range of 0.70 is deemed 

acceptable, and a value above 0.80 indicates a high level of reliability. This 

analysis was carried out after the measurement scale was obtained from 

the study's factor analysis. 

 

The Alpha Cronbarch coefficient is the method of analysis used to 

determine the study's internal consistency dependability. According to 

Sekaran (2003), Alpha Cronbarch values less than 0.60 cannot be used, 

while values between 0.60 and 0.80 are acceptable, and values over 0.80 
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are good and can be used to evaluate the measurement of research 

instrument reliability indexes. 

 

3.3.6.4 Pearson’s Correlation Analysis 

 

Pearson correlation is a well-known correlation approach for users of 

correlation coefficients that only uses one independent and one dependent 

variable to meet the  goals of the study. It is used to determine the strength 

of a linear link between two variables, and the relationship connected with 

a nonlinear variable does not explain why the variable is strong at that 

time. The Pearson correlation coefficient, established by Karl Pearson in 

1990, is used to express this correlation coefficient (Zamal, 2009). The 

Pearson correlation test entails an assumption, as shown in the following 

example:  

 

H0 :  There is no significant positive relationship between effective 

communication and organization performance. 

 

H1 :  There is a significant positive relationship between effective 

communication and organization performance. 
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Hypotheses will be tested using p values greater than 0.05, and H0 marks 

will be required if there is no significant relationship between effective 

communication and organization performance. In the case of the positive 

link between effective communication and organization performance, 

however, a significant value of p values is smaller 0.05 is rejected, and H0 

is rejected. 

 

3.3.6.5 Multiple Regression Analysis 

 

Multiple regression analysis is a statistical method for examining the 

impact of two or more independent variables on a single dependent 

variable (Zikmund, 2000). Multiple regression analysis was performed in 

this study to evaluate the study hypotheses and determine the best factors 

impacting organization performance. This analysis was carried out to 

determine whether the connection between the independent and dependent 

variables was positive or negative. If the independent variable's value is 

less than 0.05, it has an effect on the dependent variable (Gliner, Morgan, 

and Leech) (2011). If it surpasses the value of 0.05, it has no meaningful 

effect on the independent and dependent variables. 
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3.4 Summary 

 

This section explains the methods that the researcher used to conduct this study in 

great detail. The quantitative research methodologies employed are meant to provide 

further information on the study. The approach used in this study can help with the 

general understanding of the research. The relevance of dependability and consistency 

for research shows the significance between independent variables and dependent 

variable. The data analysis and outcomes of the study will then be explained in detail 

in Chapter 4. 
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CHAPTER FOUR 

DATA ANALYSIS AND FINDINGS  

4.1 Introduction 

 

This chapter will elaborate in detail the conclusions of the study that was undertaken. 

This study's findings and analysis will be presented in the form of statistics tables. The 

study findings are given in accordance with the study objectives. The information 

related to the demographics of respondents, communication networks practiced at IPD 

Kota Setar, how communication is practiced, the needs of officers and members on 

communication networks, challenges faced, and efforts to improve communication 

networks to increase the effectiveness of communication systems will be presented in 

this chapter. 

 

4.2 Demographic Information 

 

It is crucial to know the demographics of the people who took part in the survey. This 

data explains the selection of responders who are directly involved in the 

organization's day-to-day operations. As previously stated, a total of 261 people were 

chosen for this investigation. The questions were answered by all respondents. The 

total number of people who answered the question was 100 percent. 
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Respondents were randomly selected based on categories such as manager, supervisor 

and subordinate. This is important for this study so that the data obtained provide an 

overview of those involved in the organization.  

 

4.2.1 Gender of respondents 

 

The gender profile and age range of the respondents were also taken into account 

when conducting the research. Table 7 shows the information obtained from the 

respondents' responses. 

 

Gender 
Management Supervisor Subordinate 

Frequency Percentage Frequency Percentage Frequency Percentage 

Male 19 9.2 43 20.8 145 70.0 

Female 5 9.3 13 24.1 36 66.7 

Total 24 9.2 56 21.5 181 69.3 

 

Table 7: Gender of the respondents 

 

Table 7 displays the gender distribution of the respondents. There were 19 men 

and 5 women in the group in managerial level, 43 men and 13 women in 

supervisor level and 145 men and 36 women in subordinate level. Overall, the 

number of respondents involved in this study is 261. Based on Krjcie and 

Morgan (1970) table, this number exceeds the number that should be involved 
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in this study which is 250. Table 1 also indirectly indicates gender inequality 

within the organization. 

 

4.2.2 Age of Respondents 

 

The age of the respondents is also taken into account in this study. Table 8 shows 

information regarding the respondent's age. The age of the respondents is also 

studied, as it will provide an overview of the data collected and reflect the 

general results of the age range of people in the organization. 

 

Age 
Management Supervisor Subordinate 

Frequency Percentage Frequency Percentage Frequency Percentage 

20-30 

years 
3 4.8 2 3.2 57 91.9 

31-40 

years 
13 10.1 21 16.3 95 73.6 

41-50 

years 
3 9.7 8 25.8 20 64.5 

51-60 

years 
5 12.8 25 64.1 9 23.1 

Total  24 9.2 56 21.5 181 69.3 

 

Table 8: Age of Respondents 
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According to the data collected for the management group, there are 3 people 

(4.8 percent) in the age range of 20 to 30 years, 13 people (10.1 percent) in the 

age range of 31 to 40 years, 3 people (9.7%) in the age range of 41 to 50 years, 

and 5 people (12.8 percent) in the age range of 51 to 60 years. 

 

In the supervisor group, there were 2 people (3.2%) from the age group of 20 to 

30 years, 21 people (16.3%) from the age group of 31 to 40 years, 8 people 

(25.8%) from the age group of 41 to 50 years, and 25 people (64.1%) from the 

age group of 51 to 60 years. 

 

In the subordinate group, 57 people (91.9%) are in the age range of 20 to 30 

years, 95 people (73.6%) are in the age group of 31 to 40 years, 20 people 

(64.5%) are in the age group of 41 to 50 years, and 9 people (23.1%) are in the 

age group of 51 to 60 years. 

 

Table 8 shows that IPD Kota Setar has human resource strength between the 

ages of 31 to 40. This group should be the primary emphasis in order to 

contribute to the organization's performance, which will allow the organization 

to meet its goals. 
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4.2.3 Job level of respondents 

The isolation of respondents' level of position in the IPD Kota Setar is also taken 

into account in this study. This research has split the role at IPD Kota Setar into 

three parts: management, supervisor, and subordinate. The following 

information is split down in Table 9: 

 

 

Table 9: Job level of respondents 

 

Table 9 shows the total number of respondents. A total of 24 respondents from 

the management group, 56 from the supervisor group, and 181 from the group 

that implemented the instructions received through the IPD Kota Setar 

communication system took part in this study. The total number of respondents 

involved in this study was 261 people. 

 

The majority group in this study I s the subordinate group, hence the focus was 

on the impact of the communication system used at IPD Kota Setar. Every 

instruction and piece of information would be directed to this group, which 

would be in charge of ensuring that the organization's performance was at its 

 Frequency Percent 

Management 24 9.2 
Supervisor 56 21.5 

Subordinate 181 69.3 
Total 261 100.0 
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peak. The attainment of organizational performance will guarantee the 

achievement of the established goals. 

 

4.2.4 Works experience of the respondents 

 

For this study, information about the respondents' employment experience was 

also collected. Table 10 shows the data: 

 

Years of 

service 

Management Supervisor Subordinate 

Frequency Percentage Frequency Percentage Frequency Percentage 

1-10 years 12 11.7 12 11.7 79 76.7 

11-20 

years 
4 4.4 11 12.1 76 83.5 

21-30 

years 
6 19.4 7 22.6 18 58.1 

31-40 

years 
2 6.5 23 74.2 6 19.4 

Above 41 

years  
0 0 3 60.0 2 40.0 

Total  24 9.2 56 21.5 181 69.3 

 

Table 10: Work experience of the respondents 
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At all levels, the interviewees' relevant work experience is described. There 

are a total of 12 responders in the management group with work experience 

ranging from one to ten years. Six candidates with job experience ranging from 

21 to 30 years have been selected. Four individuals have job experience 

ranging from 11 to 20 years, while two have work experience ranging from 31 

to 40 years. 

 

In the supervisory category, 23 people have worked for 31 to 40 years. 12 

persons have worked for up to ten years. There are 11 persons with 11 to 20 

years of work experience. A total of 7 respondents had job experience ranging 

from 21 to 30 years, with three people having more than 40 years of 

experience. 

 

There are 79 respondents in the subordinate group with job experience of 10 

years or less, and 76 with work experience of 11 to 20 years. A total of 18 

respondents had between 21 and 30 years of job experience. Six respondents 

had job experience ranging from 31 to 40 years, but only two have more than 

40 years of experience. 
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4.2.5 Educational background 

 

The interviewees' academic background is also taken into account in the study. 

The information received is shown in Table 11: 

 

Years of 

service 

Management Supervisor Subordinate 

Frequency Percentage Frequency Percentage Frequency Percentage 

SRP/PMR 2 14.3 4 28.6 8 57.1 

SPM/HCE 5 2.9 30 17.3 138 79.8 

DIPLOMA 4 12.1 13 39.4 16 48.5 

DEGREE 10 31.3 6 18.8 16 50.00 

MASTER/ 

DOCTORATE  
3 33.3 3 33.3 3 33.3 

Total  24 9.2 56 21.5 181 69.3 

 

Table 11: Educational background 

 

Table 11 shows the academic level of the respondents who took part in this 

investigation. There are five categories: 

 

Category 1 : SRP / PMR 

Category 2 : SPM / HCE 

Category 3 : Diploma 

Category 4 : Degree 

Category 5 : Master / Doctorate 
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There are a total of 10 persons with an academic background with a degree, 

people with SPM/HCE, 4 people with bachelor degree, 3 people with 

master’s/doctorate degree, and 2 people with SRP/PMR in the Management 

category. 

 

There are 30 people with SPM/HCE, 13 people with diploma, 6 people with 

bachelor degree, 4 people with SRP/PMR, and 3 people with master/doctorate 

degree in the Supervisor category. 

 

There are 138 persons in the Subordinate category with SPM/HCE 

qualifications, 16 people with a diploma, 16 people with bachelor degree, 8 

people with SRP/PMR, and 3 people with a master/doctorate degree. 

 

4.2.6 Salary per month of the respondents 

 

Table 12 reveals that 10 persons in the Management group earn more than 

RM4,500, while 30 people in the subordinate group get the same amount, and a 

total of 99 people in the subordinate group earn between RM2,501 and 

RM3,500. 
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Salary 

per 

month 

Management Supervisor Subordinate 

Frequency Percentage Frequency Percentage Frequency Percentage 

Less than 

RM 1,500 
2 11.8 2 11.8 13 76.5 

RM 1,501-

RM 2,500 
4 7.4 3 5.6 47 87.0 

RM 2,501-

RM 3,500 
3 2.8 6 5.6 99 91.7 

RM 3,501-

RM 4,500 
5 12.8 15 38.5 19 48.7 

RM 4,500 

and above 
10 23.3 30 69.8 3 7.0 

Total  24 9.2 56 21.5 181 69.3 

 

Table 12: Salary per month 

 

4.3 Data Analysis 

 

The information gathered from the respondents in this study was analyzed. The 

information was gathered using the survey questions supplied. 

 

4.3.1 Communication Channels Practiced at IPD Kota Setar 

 

Managers, supervisors, and subordinates who are participating as respondents 

must answer questions on the communication channels being implemented at 

IPD Kota Setar. Table 13 shows the findings of the information gathered: 
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Job level 

Total Management Supervisor Subordinate 
Memos Frequency 4 1 2 7 

%  57.1% 14.3% 28.6% 100.0% 
Letters Frequency 2 1 2 5 

%  40.0% 20.0% 40.0% 100.0% 
Telephone/emails Frequency 2 8 64 74 

%  2.7% 10.8% 86.5% 100.0% 
Face to face 
communication 

Frequency 6 31 80 117 
%  5.1% 26.5% 68.4% 100.0% 

Others (WhatsApp 
and others) 

Frequency 10 15 33 58 
%  17.2% 25.9% 56.9% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 

Table 13: Communication channels used at IPD Kota Setar 

 

Table 13 shows the communication modalities employed at IPD Kota Setar 

based on the data obtained. Communication via social media, such as Whatsapp 

applications and others, is the most popular among the management group, 

according to survey. The second strategy employed in the management group is 

face-to-face communication. 

 

Face-to-face communication methods, such as meetings, gatherings, and so on, 

are the most often utilized communication method among supervisors. In the 

supervisor group, using social media is the second most popular strategy. 

 

Face to face communication is the most generally utilized means of receiving 

information for the subordinate group, which is the group that will do the 
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prescribed task. The subordinate group receives a lot of information by phone 

or email in the second way. 

 

4.3.2 Communication Policy at IPD Kota Setar 

 

The study was also done to determine the respondents' awareness of the Kota 

Setar IPD's communication system policy. Table 14 summarizes the information 

gathered: 

 

 
Job level 

Total Management Supervisor Subordinate 
Yes Frequency 18 47 163 228 

%  7.9% 20.6% 71.5% 100.0% 
No Frequency 6 9 18 33 

%  18.2% 27.3% 54.5% 100.0% 
Total Frequency 24 56 181 261 

%  9.2% 21.5% 69.3% 100.0% 
 

Table 14: Awareness of Communication Policy 

 

Table 14 presents the statistics on the respondents' understanding of the 

organization's communication systems practice. From a total of 261 

participants surveyed, 228 (87.36 percent) were aware that Kota Setar IPD had 

a policy on communication systems. 
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4.3.3 Response on whether employees received accurate information on 

expectation 

 

Table 15 provides the responses to the question of whether they received the 

correct information to complete the work and meet the organization's goals: 

 

 
Job level 

Total Management Supervisor Subordinate 
You 
received an 
accurate 
information 
on what the 
organization 
expectation 

Disagree Frequency 4 0 2 6 
%  66.7% 0.0% 33.3% 100.0% 

Neutral Frequency 5 3 11 19 
%  26.3% 15.8% 57.9% 100.0% 

Agree Frequency 4 39 140 183 
%  2.2% 21.3% 76.5% 100.0% 

Strongly 
agree 

Frequency 11 14 28 53 
%  20.8% 26.4% 52.8% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 

Table 15: Receive accurate information on organization’s expectation 

 

According to the information gathered, there were 261 participants in this 

study. A total of 236 people (90.42 percent) from the three groups agreed or 

strongly agreed that they had acquired reliable information to carry out duties 

that would assist the organization meets its goals. A total of 19 people (7.28 

percent) responded with Neutral, while 6 people (2.30 percent) responded with 

Disagree. 
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The data gathered from Table 15 demonstrates that the information supplied is 

correct. This accurate information aids them in completing the assignment, 

ensuring that the organization's goals are met. 

 

4.3.4 Response on whether employees received an information regarding 

organization’s vision and mission 

 

Respondents were also requested to answer questions on whether they received 

information about the organization's vision and mission. Table 16 is associated 

with: 

 

 
Job level 

Total Management Supervisor Subordinate 
You received 
an information 
on 
organization’s 
vision and 
mission 

Disagree Frequency 4 0 2 6 
%  66.7% 0.0% 33.3% 100.0% 

Neutral Frequency 0 3 32 35 
%  0.0% 8.6% 91.4% 100.0% 

Agree Frequency 11 37 110 158 
%  7.0% 23.4% 69.6% 100.0% 

Strongly 
agree 

Frequency 9 16 37 62 
%  14.5% 25.8% 59.7% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 

Table 16: Receive an information on organization’s vision and mission 

 

 



 

 71 

Table 16 shows that 220 people (84.30 percent) strongly agree or agree that they 

receive information about the organization's vision and mission. 35 individuals 

(13.40 percent) chose Neutral, while 6 people (2.30 percent) chose Disagree.  

IPD Kota Setar has used this data to deliver information about the organization's 

vision and objectives to officers on the ground. 

 

4.3.5 Response on whether employees kept informed on matters that affect 

their work and their conditions 

 

Table 17 shows the results of the data collection on whether respondents were 

informed about work matters and the work environment: 

 

 
Job level 

Total Management Supervisor Subordinate 
You are kept 
informed on 
matters that 
affect your 
work and 
the working 
conditions 

Disagree Frequency 2 0 0 2 
%  100.0% 0.0% 0.0% 100.0% 

Neutral Frequency 5 1 10 16 
%  31.3% 6.3% 62.5% 100.0% 

Agree Frequency 10 35 131 176 
%  5.7% 19.9% 74.4% 100.0% 

Strongly 
agree 

Frequency 7 20 40 67 
%  10.4% 29.9% 59.7% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 17: Response on whether employees kept informed  

on matters that affect their work and their conditions 
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According to the data collected, 243 (93.10 percent) respondents agree or 

strongly agree that they were kept informed about their responsibilities. These 

findings indicate that communication is being practiced well at Kota Setar IPD. 

A total of 16 people (6.13 percent) responded as Neutral, while 2 people (0.77 

percent) responded as Disagree. 

 

 

4.3.6 Response on whether employees are kept informed on the 

achievement and failure 

 

Table 18 shows the information obtained from the data obtained related to 

whether officers working in Kota Setar IPD are informed regarding their 

achievements and failures to ensure that Kota Setar IPD achieves the set targets: 

 
Job level 

Total Management Supervisor Subordinate 
You are kept 
informed on 
the 
achievement 
and failure 

Strongly 
disagree 

Frequency 0 1 1 2 
%  0.0% 50.0% 50.0% 100.0% 

Disagree Frequency 2 0 5 7 
%  28.6% 0.0% 71.4% 100.0% 

Neutral Frequency 4 9 18 31 
%  12.9% 29.0% 58.1% 100.0% 

Agree Frequency 11 35 130 176 
%  6.3% 19.9% 73.9% 100.0% 

Strongly 
agree 

Frequency 7 11 27 45 
%  15.6% 24.4% 60.0% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

Table 18: Response on whether employees kept informed 
on the achievement and failure 
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There were 221 participants (84.67 percent) who agreed or strongly agreed that 

they were told about their accomplishments and shortcomings at IPD Kota Setar. 

Only 9 participants (3.45%) responded with Strongly Disagree and Disagree, 

indicating that they did not receive information about their accomplishments and 

shortcomings at work while 31 participants (11.88 percent) said they were 

neutral. 

 

4.3.7 Response on whether employees are given the opportunity to voice up 

their thoughts 

 

Table 19 presents the facts on whether or not the IPD Kota Setar allows officers 

and their members to express their thoughts. The following is Table 19: 

 

 
Job level 

Total Management Supervisor Subordinate 
You are 
given 
opportunity 
to voice 
your 
thoughts 

Strongly 
disagree 

Frequency 0 0 1 1 
%  0.0% 0.0% 100.0% 100.0% 

Disagree Frequency 5 1 10 16 
%  31.3% 6.3% 62.5% 100.0% 

Neutral Frequency 3 7 45 55 
%  5.5% 12.7% 81.8% 100.0% 

Agree Frequency 9 37 106 152 
%  5.9% 24.3% 69.7% 100.0% 

Strongly 
agree 

Frequency 7 11 19 37 
%  18.9% 29.7% 51.4% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 19: Response on whether employees are given the opportunity  

to voice up their thoughts 
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According to the data in Table 19, 189 participants (72.41 percent) strongly 

agreed and agreed that IPD Kota Setar provides them with the opportunity to 

express their thoughts. In response to this question, 55 people (21.07 percent) 

responded with Neutral, while 17 people (6.51 percent) responded with Strongly 

Disagree and Disagree, indicating that they believe they are not given the 

opportunity to voice their thoughts in the organization. One of the most effective 

communication techniques is listening to or soliciting comments on instructions 

or information delivered. Table 19 illustrates that IPD Kota Setar has a 

communication framework in place to guarantee that it is effective and feasible. 

 

4.3.8 Response on whether organization appreciates employee’s views 

 

Table 20 shows the information gleaned from the data. Table 20 indicates how 

much the organisation regards each viewpoint or point of view expressed by 

officers and members of the IPD Kota Setar: 

 

 

 
Job level 

Total Management Supervisor Subordinate 
The 
organization 
appreciates 
your views 

Strongly 
disagree 

Frequency 0 0 1 1 
%  0.0% 0.0% 100.0% 100.0% 

Disagree Frequency 5 1 12 18 
%  27.8% 5.6% 66.7% 100.0% 

Neutral Frequency 3 13 58 74 
%  4.1% 17.6% 78.4% 100.0% 

Agree Frequency 13 36 96 145 
%  9.0% 24.8% 66.2% 100.0% 
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Strongly 
agree 

Frequency 3 6 14 23 
%  13.0% 26.1% 60.9% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 

Table 20: Response on whether organization appreciates employee’s views  

 

According to the data gathered, 168 officers and members of the IPD Kota Setar 

agreed or strongly agreed that their opinions are taken into consideration by the 

IPD Kota Setar. This figure represents 64.36 percent of the total number of 

people that responded. 74 respondents (28.35 percent) were unsure if the IPD 

Kota Setar paid attention to their opinions or not. Meanwhile, 19 respondents 

(0.07 percent) selected Strongly Disagree and Disagree, indicating that they did 

not believe their ideas were taken into account by the organization. 

 

4.3.9 Response on whether organization provides medium for employees to 

state their views 

 

Table 21 shows if IPD Kota Setar allows officers and members to express their 

beliefs or viewpoints. The following is Table 21: 
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Job level 

Total Management Supervisor Subordinate 
The 
organization 
provides 
medium for 
employees 
to state their 
views 

Strongly 
disagree 

Frequency 0 0 2 2 
%  0.0% 0.0% 100.0% 100.0% 

Disagree Frequency 4 2 13 19 
%  21.1% 10.5% 68.4% 100.0% 

Neutral Frequency 5 7 56 68 
%  7.4% 10.3% 82.4% 100.0% 

Agree Frequency 10 39 81 130 
%  7.7% 30.0% 62.3% 100.0% 

Strongly 
agree 

Frequency 5 8 29 42 
%  11.9% 19.0% 69.0% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 21: Response on whether organization  

provides medium for employees to state their views 
 

IPD Kota Setar provides room and also a chance for individuals to voice their 

thoughts or views relating to an instruction or information obtained, according 

to 172 people (65.90 percent) who indicated Agree and Strongly Agree. A total 

of 21 people (0.08 percent) said IPD Kota Setar did not offer them with the place 

and chance to express themselves, while 68 people (26.05 percent) were unsure 

whether they could express themselves at IPD Kota Setar. 

 

4.3.10 Response on whether communication system works effectively at I

  PD Kota Setar 

 

Table 22 shows whether the communication system at IPD Kota Setar is 

functional or ineffective: 
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Job level 

Total Management Supervisor Subordinate 
Does the 
communication 
system in your 
organization 
works 
effectively 

Strongly 
disagree 

Frequency 0 1 1 2 
%  0.0% 50.0% 50.0% 100.0% 

Disagree Frequency 4 1 10 15 
%  26.7% 6.7% 66.7% 100.0% 

Neutral Frequency 4 4 43 51 
%  7.8% 7.8% 84.3% 100.0% 

Agree Frequency 9 41 101 151 
%  6.0% 27.2% 66.9% 100.0% 

Strongly 
agree 

Frequency 7 9 26 42 
%  16.7% 21.4% 61.9% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 22: Response on whether communication system  

works effectively at IPD Kota Setar 
 

Based on the data in Table 22, a total of 193 participants (73.95 percent) agreed 

that the communication mechanism used at IPD Kota Setar is successful in 

communicating assignment-related information. A total of 17 people (6.51 

percent) believe the IPD Kota Setar's communication system is ineffective, 

while a total of 51 people (19.54 percent) are unsure whether the IPD Kota 

Setar's communication system is effective or not. 

 

4.3.11 Response on whether employees receive the information within 

time estimated 

 

Table 23 shows whether IPD Kota Setar officers and members received 

information within the stipulated time frame or not: 
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Job level 

Total Management Supervisor Subordinate 
Do you 
receive the 
information 
within the 
period 
estimated 

Strongly 
disagree 

Frequency 0 1 0 1 
%  0.0% 100.0% 0.0% 100.0% 

Disagree Frequency 4 2 8 14 
%  28.6% 14.3% 57.1% 100.0% 

Neutral Frequency 3 7 46 56 
%  5.4% 12.5% 82.1% 100.0% 

Agree Frequency 13 39 111 163 
%  8.0% 23.9% 68.1% 100.0% 

Strongly 
agree 

Frequency 4 7 16 27 
%  14.8% 25.9% 59.3% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 23: Response on whether employees receive the information  

within time estimated 
 

According to the preceding data, 190 persons (72.8 percent) said that they 

received assignment-related information or instructions within the stipulated 

time frame. A total of 15 persons (15.75%) did not receive information within 

the specified time frame, while 56 people (21.46%) were unsure if they received 

information within the specified time frame. 

 

4.3.12 Response on whether employees are satisfied with communication 

policy at IPD Kota Setar 

 

Table 24 indicates the respondents' levels of satisfaction with the 

communication system policy at IPD Kota Setar. The following is Table 24: 
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Job level 

Total Management Supervisor Subordinate 
Are you 
satisfied with 
the 
communication 
policy in your 
organization 

Strongly 
disagree 

Frequency 0 1 0 1 
%  0.0% 100.0% 0.0% 100.0% 

Disagree Frequency 4 0 7 11 
%  36.4% 0.0% 63.6% 100.0% 

Neutral Frequency 3 3 44 50 
%  6.0% 6.0% 88.0% 100.0% 

Agree Frequency 11 42 112 165 
%  6.7% 25.5% 67.9% 100.0% 

Strongly 
agree 

Frequency 6 10 18 34 
%  17.6% 29.4% 52.9% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 24: Response on whether employees are satisfied  

with communication policy at IPD Kota Setar 
 

Table 24 shows that 199 persons (76.25 percent) said they are satisfied with IPD 

Kota Setar's communication system policy. Only 12 people (4.60 percent) were 

unsatisfied with communication practiced at IPD Kota Setar, while 50 people 

(19.16 percent) were undecided on whether the communication system policy at 

IPD Kota Setar was satisfactory or not. 

 

4.3.13 Response on whether communication system helps the 

organization to achieve the goals 

 

Table 25 shows the response to the question of whether the communication 

system used by IPD Kota Setar can assist IPD Kota Setar in meeting its goals. 

The following is Table 25: 
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Job level 

Total Management Supervisor Subordinate 
Does your 
communication 
system help the 
organization 
helps to 
achieve it’s 
goals 

Strongly 
disagree 

Frequency 0 1 0 1 
%  0.0% 100.0% 0.0% 100.0% 

Disagree Frequency 4 0 8 12 
%  33.3% 0.0% 66.7% 100.0% 

Neutral Frequency 1 4 41 46 
%  2.2% 8.7% 89.1% 100.0% 

Agree Frequency 13 42 105 160 
%  8.1% 26.3% 65.6% 100.0% 

Strongly 
agree 

Frequency 6 9 27 42 
% 14.3% 21.4% 64.3% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 25 : Response on whether communication system  

helps the organization to achieve the goals 
 

Table 25 shows that 202 persons (77.4%) agreed that the communication system 

used by IPD Kota Setar may assist the organization in meeting its goals. A total 

of 13 people (4.98 percent) disagreed with IPD Kota Setar's communication 

system practiced, believing that it did not assist IPD Kota Setar in meeting its 

objectives. In the meantime, 46 persons (17.62 percent) remained undecided. 

 

4.3.14 Response on whether barriers in organization affects the 

communication effectiveness 

 

Table 26 shows how the impediments in the IPD Kota Setar can affect 

communication efficacy. The following is Table 26: 
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Job level 

Total Management Supervisor Subordinate 
Barriers in 
organization 
will affected 
the 
communication 
effectiveness 

Strongly 
disagree 

Frequency 0 2 7 9 
%  0.0% 22.2% 77.8% 100.0% 

Disagree Frequency 4 1 9 14 
%  28.6% 7.1% 64.3% 100.0% 

Neutral Frequency 1 7 22 30 
%  3.3% 23.3% 73.3% 100.0% 

Agree Frequency 14 33 115 162 
%  8.6% 20.4% 71.0% 100.0% 

Strongly 
agree 

Frequency 5 13 28 46 
%  10.9% 28.3% 60.9% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 26 : Response on whether barriers in organization  

affects the communication effectiveness 
 

According to the data in Table 26, a total of 208 participants (79.7%) agreed that 

organizational constraints will impair communication effectiveness. There were 

23 persons (8.81 percent) who disagreed with this statement, and 30 people who 

were undecided. 

 

4.3.15 Response on whether IPD Kota Setar only practices downward 

communication  

 

Table 27 summarizes the pertinent data on whether IPD Kota Setar only uses 

downward communication. The following is Table 27: 
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Job level 

Total Management Supervisor Subordinate 
Do you agree 
that your 
organization 
practiced 
downward 
communication 
only 

Strongly 
disagree 

Frequency 4 6 9 19 
%  21.1% 31.6% 47.4% 100.0% 

Disagree Frequency 10 10 25 45 
%  22.2% 22.2% 55.6% 100.0% 

Neutral Frequency 1 14 61 76 
%  1.3% 18.4% 80.3% 100.0% 

Agree Frequency 8 22 69 99 
%  8.1% 22.2% 69.7% 100.0% 

Strongly 
agree 

Frequency 1 4 17 22 
%  4.5% 18.2% 77.3% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 27 : Response on whether IPD Kota Setar 

practices only downward communication  
 

According to Table 27, 121 participants (46.36 percent) agreed that IPD Kota 

Setar only uses downward communication. A total of 64 people (24.52 percent) 

believed IPD Kota Setar does not just conduct downward communication, while 

76 people (29.11 percent) were unsure. This data suggests that IPD Kota Setar 

engages in more than just downward communication. These elements may have 

an impact on the effectiveness of communication systems practiced at IPD Kota 

Setar. 

 

 

 

 



 

 83 

4.3.16 Response on whether effective communication contributes to fewer 

customer complaints 

 

Table 28 displays officers and members of the Kota Setar IPD's comments 

regarding the importance of effective communication in reducing customer 

complaints. The following is Table 28: 

 

 
Job level 

Total Management Supervisor Subordinate 
Effective 
communication 
will contribute 
to fewer 
customer 
complaints 

Strongly 
disagree 

Frequency 0 2 3 5 
%  0.0% 40.0% 60.0% 100.0% 

Disagree Frequency 6 2 10 18 
%  33.3% 11.1% 55.6% 100.0% 

Neutral Frequency 2 5 33 40 
%  5.0% 12.5% 82.5% 100.0% 

Agree Frequency 6 27 110 143 
%  4.2% 18.9% 76.9% 100.0% 

Strongly 
agree 

Frequency 10 20 25 55 
%  18.2% 36.4% 45.5% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 28 : Response on whether effective communication  

will contribute to fewer customer complaints 
 

Table 28 reveals that 198 participants (75.86%) agreed that the effectiveness of 

communication will have an impact on the reduction of customer complaints, 

which will have an indirect impact on the organization's success. There were 23 

persons (8.81%) who disagreed with the function of communication efficacy in 

reducing customer complaints, while 40 people (15.32%) were undecided. 
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4.3.17 Response on whether effective communication increases the RMP 

image 

 

Table 29 shows the relevance of good communication in affecting RMP's image 

improvement (IPD Kota Setar). The following is Table 29: 

 

 
Job level 

Total Management Supervisor Subordinate 
Effective 
communication 
will increase 
the RMP 
image 

Disagree Frequency 4 0 0 4 
%  100.0% 0.0% 0.0% 100.0% 

Neutral Frequency 0 0 8 8 
%  0.0% 0.0% 100.0% 100.0% 

Agree Frequency 7 28 94 129 
% 5.4% 21.7% 72.9% 100.0% 

Strongly 
agree 

Frequency 13 28 79 120 
%  10.8% 23.3% 65.8% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 29 : Response on whether effective communication increases 

 the RMP image 
 

Table 29 summarizes the data on the importance of effective communication in 

improving the image of RMP (IPD Kota Setar). A total of 249 respondents 

(95.40 percent) agreed that effective communication will improve the image of 

RMP (IPD Kota Setar). Only 4 participants (1.53 percent) disagreed with the 

importance of good communication in improving RMP's (IPD Kota Setar) 

image, and another 8 people (3.07 percent) were unsure. 
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4.3.18 Response on whether effective communication improves staff 

discipline 

 

Following that, Table 30 shows data on the effectiveness of communication in 

enhancing the discipline of officers and members in the IPD Kota Setar. The 

following is Table 30: 

 

 
Job level 

Total Management Supervisor Subordinate 
Effective 
communication 
will improve 
the staff 
discipline 

Disagree Frequency 4 0 1 5 
%  80.0% 0.0% 20.0% 100.0% 

Neutral Frequency 0 1 10 11 
%  0.0% 9.1% 90.9% 100.0% 

Agree Frequency 10 29 117 156 
%  6.4% 18.6% 75.0% 100.0% 

Strongly 
agree 

Frequency 10 26 53 89 
%  11.2% 29.2% 59.6% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 30 : Response on whether effective communication improves  

staff discipline 
 

At IPD Kota Setar, a total of 245 persons (93.87 percent) agreed that using an 

effective communication system to improve officer and member discipline is a 

good idea. This data shows that IPD Kota Setar officials and members 

understand the value of good communication in impacting organizational 

performance. IPD Kota Setar officers and members have worked tirelessly to 

guarantee that every process in ensuring the effectiveness of communication at 
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IPD Kota Setar is followed. Only 5 respondents (1.92 percent) disagreed, while 

11 people (4.21 percent) were undecided about the scenario. 

 

4.3.19 Response on whether effective communication improves staff 

performance 

 

The impact of communication in boosting employee performance is shown in 

Table 31. The performance of employees will have a direct impact on the 

performance of the organization. The following is Table 31: 

 

 
Job level 

Total Management Supervisor Subordinate 
Effective 
communication 
will improve 
my 
performance 

Disagree Frequency 4 0 0 4 
%  100.0% 0.0% 0.0% 100.0% 

Neutral Frequency 0 2 15 17 
%  0.0% 11.8% 88.2% 100.0% 

Agree Frequency 9 26 115 150 
%  6.0% 17.3% 76.7% 100.0% 

Strongly 
agree 

Frequency 11 28 51 90 
%  12.2% 31.1% 56.7% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 31 : Response on whether effective communication  

improves staff performance 
 

At IPD Kota Setar, a total of 240 participants (91.95 percent) agreed that good 

communication will increase officers' and members' performance. There were 4 

persons (1.53 percent) who disagreed with this, while 17 people (6.51 percent) 
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were unclear. This data demonstrates that IPD Kota Setar officers and members 

recognize the value of efficient communication in enhancing their performance. 

 

4.3.20 Response on whether effective communication improves teamwork 

 

Table 32 illustrates the officers and members of IPD Kota Setar who participated 

in this study's reactions to the importance of efficient communication in 

increasing group performance. The following is Table 32: 

 
Job level 

Total Management Supervisor Subordinate 
Effective 
communication 
will improve 
teamwork 

Disagree Frequency 2 0 2 4 
%  50.0% 0.0% 50.0% 100.0% 

Neutral Frequency 2 0 8 10 
%  20.0% 0.0% 80.0% 100.0% 

Agree Frequency 7 33 118 158 
%  4.4% 20.9% 74.7% 100.0% 

Strongly 
agree 

Frequency 13 23 53 89 
%  14.6% 25.8% 59.6% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 32 : Response on whether effective communication improves teamwork 

 

A total of 247 persons (94.64 percent) agreed and understood the value of 

excellent communication in the workplace, which will increase group work. 

Group work performance is critical in companies like IPD Kota Setar to ensure 

that the organization's objectives are met. A total of 4 people (1.53 percent) 

disagreed with the necessity of efficient communication in increasing group 
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work performance, while a total of 10 people (3.83 percent) were undecided on 

the subject. 

 

4.3.21 Response on whether effective communication improves 

motivation 

 

Table 33 displays data on the effectiveness of communication in raising 

motivation among officers and members at IPD Kota Setar. The following is 

Table 33: 

 

 
Job level 

Total Management Supervisor Subordinate 
Effective 
communication 
will improve 
the motivation 
of the staff 

Disagree Frequency 2 0 2 4 
%  50.0% 0.0% 50.0% 100.0% 

Neutral Frequency 2 2 7 11 
%  18.2% 18.2% 63.6% 100.0% 

Agree Frequency 9 31 127 167 
%  5.4% 18.6% 76.0% 100.0% 

Strongly 
agree 

Frequency 11 23 45 79 
%  13.9% 29.1% 57.0% 100.0% 

Total Frequency 24 56 181 261 
%  9.2% 21.5% 69.3% 100.0% 

 
Table 33 : Response on whether effective communication 

improves motivation 
 

The efficiency of communication in raising motivation among officers and 

members of IPD Kota Setar was agreed upon by 246 persons (94.25 percent). 

There were 4 persons (1.53 percent) who disagreed, and 11 people (4.21 percent) 

who were undecided on the subject. 
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4.3.22 Response on the most effective channel of communication 

 

Table 34 contains information about the most effective strategies used at IPD 

Kota Setar in order to ensure that the communication system is effective. The 

following is Table 24: 

 

 

Job level 

Total Management Supervisor Subordinate 
In your 
opinion, which 
are the most 
effective 
channel of 
communication 

Letters Frequency 4 1 0 5 

%  80.0% 20.0% 0.0% 100.0% 
Telephone/Emails Frequency 1 2 18 21 

%  4.8% 9.5% 85.7% 100.0% 
Face to Face 
Communication 

Frequency 16 47 126 189 

%  8.5% 24.9% 66.7% 100.0% 
Others 
(WhatsApp and 
Others) 

Frequency 3 6 37 46 

%  6.5% 13.0% 80.4% 100.0% 

Total Frequency 24 56 181 261 

%  9.2% 21.5% 69.3% 100.0% 
 

Table 34 : The most effective channel of communication 
 

Despite technology improvements that allow humans to communicate, data 

(Table 28) demonstrates that face-to-face contact is still the most effective 

technique of assuring communication effectiveness. This was mentioned by 189 

people (72.41 percent). A total of 46 people (17.62 percent) said that using social 

media or applications (such as WhatsApp and others) is an effective way to 

assure communication efficacy. At IPD Kota Setar, a total of 21 people (8.05%) 

stated that they use the telephone, while 5 people (1.92%) stated that they use 

letters as an appropriate technique to ensure communication efficacy. 
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4.4 Factor Analysis 

 

Factor analysis is a form of quantitative research analysis that is used to determine the 

level of construct validity in a questionnaire. It explains the research of existing 

variables' relationships, whether or not they are significant. This method is used to see 

if items in a research construct can be combined to form a new factor or if they can 

form a similar construct. This test was used in this study to see if the items in the 

questionnaire represent variables that influenced the performance of organization.  

 

The Kaiser-Meyer-Olkin Measurement Test (KMO) was used, with the statistical 

assumptions of Barlett's Test of Sphericity taken into account. According to Kaiser 

(1974), KMO values greater than 0.50 in the Kaiser-Meyer-Olkin Measurement Test 

(KMO) allow factor analysis to be performed, whereas values less than 0.50 explain 

that factor analysis cannot be used in studies. The value of p < 0.05 is a significant 

value to explain the meaning of the factor and show the adequacy of correlation 

between variables, based on the statistical assumptions of Barlett's Test of Sphericity 

(Field, 2005).  

 

The sampling scale in the Kaiser-Meyer-Olkin (KMO) test was 0.90, which is nearest 

to 1.00, because each variable is almost perfectly predictable without error from other 

variables. The test of Bartlett is significant (p < 0.01). As a result, Hair et al. (2010) 

factored and analyzed eligible samples based on KMO values > 0.90 over 0.50 and a 

significant value of p < 0.01. 
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Initial judgments based on data and sample size should be considered in research 

before factor analysis, according to Field (2005). Factor analysis, according to Hair et 

al., (2010), is capable of explaining the relationship between variables in order to reach 

an overall conclusion with the selection of variables while meeting the research study's 

objectives. 

 

Three factor analyses were performed in this study, one for each dependent variable 

dimension and one for each independent variable dimension. The independent variable 

had two dimensions: effective communication and ineffective communication, while 

the dependent is organization’s performance. 

 

4.4.1 Factor Analysis on Effective Communication 

 

There were also seven (7) items used to demonstrate how police officers at IPD 

Kota Setar communicate effectively in their daily activities. Factor analysis was 

performed using these data. A predetermined decision factor loading of 0.50 was 

accepted for further analysis. Table 35 shows the results of the main axis 

factorization analysis. In Appendix B, SPSS outputs attached. 

 

Meanwhile, the values in Table 29 are based on Kaiser-Meyer-Olkin (KMO) 

measurement values which is 0.848,  hence greater than the standard value of 

0.50 indicating that the item has a correlation and forms a value that allows 
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factor analysis to be performed on existing data in the study. The Chi-Square 

value for the Bartlett Sphericity test was 1114.985, indicating the importance of 

the adequacy of the correlation between the variables and the relevant basic 

requirements for factor analysis. The Bartlett Sphericity test was significant at 

the p < 0.000 level, thus indicates the importance of the adequacy of the 

correlation between the variables and the relevant basic requirements for factor 

analysis. 

 

The eigenvalue for the resulting factor in the study was greater than 1, indicating 

that 76.174 % of the total variances in the study data. The first factor indicates 

60.142 % of the total variance and the eigenvalue is 4.229. These four items 

ranged from .659 to .878. 

 

For the second factor, the eigenvalue is 1.103 indicates 3 items. The second 

factor indicates 15.762 % of the total variance. These three items range from 

.860 to .902. As a result, "Effective Communication" was retained as the factor's 

name. 
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Results of Factor Analysis on Effective Communication 
 1 2 
Effective communication  
You received an accurate information on what the 
organization expectation. (EC01) 
 

.878  

You received an information on organization’s 
vision and mission. (EC02) 
 

.784  

You are kept informed on matters that affect your 
work and the working conditions. (EC03) 
 

.804  

You are kept informed on the achievement and 
failure. (EC04) 

.659  

You are given opportunity to voice your thoughts. 
(EC05) 
 

 .860 

The organization appreciates your views (EC06)  .902 
The organization provides medium for employees 
to state their views (EC07) 
  

 .864 

Eigenvalue  4.229 1.103 

Percentage Variance Explained  60.142 % 15.762 % 

Total Variance Explained  76.174 %  

KMO  0.848  

Bartlett’s Test of Sphericity  1114.985  

 
Table 35 : Results of Factor Analysis on Effective Communication 

 

4.4.2 Factor Analysis on Ineffective Communication 

 

There were also seven (7) items used to demonstrate how police officers at IPD 

Kota Setar communicate ineffectively in their daily activities. Factor analysis 

was performed using these data. A predetermined decision factor loading of 0.50 
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was accepted for further analysis. Table 30 shows the results of the main axis 

factorization analysis. In Appendix B, SPSS outputs are  attached. 

 

Meanwhile, the values in Table 36 are based on Kaiser-Meyer-Olkin (KMO) 

measurement values is 0.811; that is greater than the standard value of 0.50 

which indicates that the item has a correlation and forms a value that allows 

factor analysis to be performed on existing data in the study. The Chi-Square 

value for the Bartlett Sphericity test was 884.717, indicating the importance of 

the adequacy of the correlation between the variables and the relevant basic 

requirements for factor analysis. The Bartlett Sphericity test was significant at 

the p < 0.000 level, which indicates the importance of the adequacy of the 

correlation between the variables and the relevant basic requirements for factor 

analysis. 

 

The eigenvalue for the resulting factor in the study was greater than 1, indicating 

that 69.642 of the total variances in the study data. The first factor indicates 

49.204 % of the total variance and the eigenvalue is 3.444. These four items 

ranged from .839 to .913. 

 

For the second factor, the eigenvalue is 1.431 indicating 3 items. The second 

factor indicates 20.438 % of the total variance. These three items ranged from 

.537 to .759. As a result, "ineffective communication" was retained as the 

factor's name. 
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Results of Factor Analysis on Ineffective Communication 

 1 2 

Does the communication system 
in your organization works 
effectively (IC08) 
 

.883  

Do you receive the information 
within the period estimatied 
(IC09) 
 

.860  

Are you satisfied with the 
communication policy in your 
organization (IC10) 
 

.909  

Does your communication 
system help the organization 
helps to achieve it’s goals (IC11) 
 

.887  

Barriers in organization will 
affected the communication 
effectiveness (IC12) 
 

 .765 

Do you agree that your 
organization practiced downward 
communication only (IC13) 
 

 .747 

Effective communication will 
contribute to fewer customer 
complaints (IC14) 
 

 .637 

Eigenvalue 
 3.444 1.431 

Percentage Variance Explained 
 49.204 % 20.438 % 

Total Variance Explained 
 69.642  

KMO 
 0.811  

Bartlett’s Test of Sphericity 884.717  
 

Table 36 : Results of Factor Analysis on Ineffective Communication 
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4.4.3 Factor Analysis on Organization’s Performance  

 

There were six (6) items used to show the organization’s performance at IPD 

Kota Setar. Factor analysis was performed using these data. A predetermined 

decision factor loading of 0.50 was accepted for further analysis. Table 30 shows 

the results of the main axis factorization analysis. In Appendix B, SPSS outputs 

are attached.  

 

The values in Table 37 are based on Kaiser-Meyer-Olkin (KMO) measurement 

values which is 0.826; that is greater than the standard value of 0.50 indicating 

that the item has a correlation and forms a value that allows factor analysis to be 

performed on the existing data in the study. The Chi-Square value for the Bartlett 

Sphericity test was 910.216, indicating the importance of the adequacy of the 

correlation between the variables and the relevant basic requirements for factor 

analysis. The Bartlett Sphericity test was significant at the p < 0.000 level, thus 

this indicates the importance of the adequacy of the correlation between the 

variables and the relevant basic requirements for factor analysis. 

 

The eigenvalue for the resulting factor in the study was greater than 1, indicating 

62.524 that of the total variances in the study data had an eigenvalue of 3.751. 

Items in this factor had factor loadings ranging from 0.827 to 0.874. Factor one 

had seven items, all of which came from the "organization’s performance" 
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dimension. As a result, "organization’s performance" was retained as the factor's 

name. 

 

Results of Factor Analysis on Organization’s Performance 

 1 2 
Effective communication will 
increase the RMP image (OP01) 
 

.827  

Effective communication will 
improve the staff discipline 
(OP02) 
 

.870  

Effective communication will 
improve my performance (OP03) 
 

.874  

Effective communication will 
improve teamwork (OP04) 
 

.850  

Effective communication will 
improve the motivation of the 
staff (OP05) 
 

.854  

In your opinion, which are the 
most effective channel of 
communication (OP06)  
 

.309  

Eigenvalue 
 3.751  

Percentage Variance Explained 
 62.524 %  

Total Variance Explained 
 62.524  

KMO 
 .826  

Bartlett’s Test of Sphericity 910.216  
 

Table 37 : Results of Factor Analysis on Organization’s Performance 
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4.5 Reliability Analysis 

 

The consistency values applied to the constructs in this study are referred to as 

reliability analysis. It is carried out to ensure that each survey question can be accepted 

and understood by the people who will reply to it. It is accomplished using the 

Reliability Test (Reliability Test) approach, which is applied to the whole data of 

respondents collected by referring to the Cronbach's Alpha value based on Cronbach's 

Alpha (1946). Cronbach's alpha is a reliability consistency assessment used in this 

study based on research questions that use Likert Scale measures with a range of 1 to 

5 to determine the scale's reliability. The stability and consistency of the values of each 

variable factor were investigated using Alpha Cronbach's reliability coefficients. 

 

According to Mohd Majid (2005) and Pallant (2007), Alpha Cronbarch values greater 

than 0.60 are used to evaluate the measurement of the reliability index of research 

instruments, whereas Sekaran (1992) believes that Alpha Cronbarch values less than 

0.60 cannot be used and that values between 0.60 and 0.80 are acceptable and usable. 

The full SPSS output of the evaluation method utilized in this study is presented in 

Appendix B, and Table 38 describes the Reliability Test measurement results. 
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Results of Reliability Analysis 

Variables and dimensions Mean 
(M) 

Standard 
Deviations 

(SD) 

Number 
of Items 

Cronbach’s 
Alpha 

DEPENDENT VARIABLES  
Organization performance  25.47 2.847 6 .866 

INDEPENDENT VARIABLES  

Effective communication 27.48 3.823 7 .899 

Ineffective communication 26.26 3.711 7 .750 

 

Table 38 : Results of Reliability Analysis 

 

With an alpha value of 0.899, Effective Communication had the highest level of 

reliability, followed by Organization Performance with an alpha value of 0.866. The 

lowest alpha score was 0.750 for ineffective communication. As a result, the study's 

Cronbach's Alpha score was accepted, and more tests could be conducted. Overall, 

this reliability analysis met Sekaran's (2003) and Hair's et al's (2006) criteria. All 

variables and parameters are consistent, dependable, and stable, according to the 

reliability analysis results. 

 

4.6 Pearson’s Correlation Analysis 

 

Karl Pearson established the Pearson correlation coefficient in 1990 (Zamal, 2009), 

which is an analytical approach for determining the strength of the association between 

independent and dependent variables in research investigations. If the value varies 

from 0 to 1, the relationship between the two variables is said to be large. When the 
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correlation value approaches 1, it indicates a strong relationship between the variables, 

and when it approaches 0, it indicates a poor relationship between the two variables. 

 

In this study, Pearson correlation analysis was performed to determine the strength of 

the association between efficient communication, ineffective communication, and the 

organization performance, whether positive or negative. The Pearson correlation 

analysis results are summarized in Table 39. Pearson correlation is a well-known 

correlation approach for calculating correlation coefficients with only one independent 

and dependent variable. This Pearson correlation test is measured using a hypothetical 

assumption technique as follows: 

 

H0 :  There is no significant positive relationship efficient communication and 

organization performance. 

H1 :  There is a significant positive relationship between relationship efficient 

communication and organization performance. 

 

The test findings from the hypothesis are as follows: the correlation coefficient is 

0.543, with a significant value (p) of 0.000, as shown in Table 32. H0 is rejected, while 

H1 is accepted, based on the significant value of p 0.05, indicating that there is a 

significant positive link between efficient communication and organizational success. 

The strength and positive association between the correlation matrix (r) for efficient 

communication, which is 0.543, and inefficient communication, which is 0.515, on 

the organization's performance is shown in Table 39. As a result of the correlation 
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analysis, it appears that the dimensions of organizational performance are positively 

related to the dimensions of efficient and inefficient communication. In Appendix B, 

SPSS outputs attached.  

 

Correlation between independent variables and dependent variable (N=261) 

  Efficient 
Communication 

Inefficient 
Communication 

Organization 
Performance 

 
Efficient 
Communication 1 .726** .543** 

 

 
Inefficient 
Communication .726** 1 .515** 

 

 
Organization 
Performance .543** .515** 1 

 

 
**. Correlation is significant at the 0.01 level (2-tailed). 

Table 39 : Correlation Analysis 

 

4.7 Multiple Regression Analysis 

 

H1 refers to the link of organization performance with efficient communication and H2 

refers to the relationship of organization performance with inefficient communication. 

Multiple regression analysis was used to conduct the test based on the hypotheses that 

were generated. 

 

In multiple regression analysis, an independent variable will influence a dependent 

variable if its value is less than the significance level of p0.05, according to Gliner, 

Morgan, and Leech (2011). If its value surpasses the sign value, it indicates that there 

is no influence between the independent and dependent variables. 
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Table 40 revealed which independent variables would have an impact on the 

performance of the organization. It shows that the efficient communication variable, 

with a standard coefficient of 0.356 (p > 0.01), has the highest standard coefficient 

(Beta) and is the variable that has the most influence on the organization's success. 

Organizational performance is influenced by inefficient performance with a standard 

Coefficient (Beta) effect of 0.257. 

 

Hypotheses H1 and H2 were approved based on the value of the standard coefficient 

(Beta) indicating p > 0.01. Because the value is in the range of 1.50 to 2.50, the Durbin-

Watson value reveals a record of 1.871, indicating that there is no autocorrelation. The 

hypothesis results based on multiple regression analysis are shown in Table 33, and 

SPSS outputs are presented in Appendix B. 
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Model Summaryc 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate Durbin-Watson 

1 .543a .294 .292 .39931  

2 .571b .326 .320 .39112 1.871 

a. Predictors: (Constant), Mean_EC 

b. Predictors: (Constant), Mean_EC, Mean_IC 

c. Dependent Variable: Mean_OP 

 

  Standard 
Coefficients Beta T Sig. 

 

(Constant)   11.534 .000 
 

 

Efficient 
Communication 

 
0.356 

 
 

4.791 .000 

 

 
Inefficient 
Communication 0.257 3.459 .000 

 

 
a. Dependent Variable: Organization Performance 

 

Table 40 : Multiple Regression Analysis 

 

Hypothesis Hypothesis statements Remarks 

H1 
There is significance relationship between effective 

communication and organization’s performance 
Supported 

H2 
There is significance relationship between effective 

communication and organization’s performance 
Supported 

 

Table 41 : Summary of all hypothesis 
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4.8 Summary 

 

The analytical approaches utilized to answer the research questions are discussed in 

this chapter. The key research questions of this project are as follows: It demonstrates 

the relationship between problem statements regarding how the communication 

system affects the performance of an organization (IPD Kota Setar). In general, the 

study's conclusions are based on the research tools that were utilized to administer the 

study questionnaire to the participants. The demographic information of the 

respondents was studied through descriptive analysis based on the findings of the 

questionnaire test before the validation of the research question instrument was done 

through the examination of relevant elements. The study's consistent and stable factor 

values were also subjected to a reliability analysis. To establish whether the 

independent variables of efficient communication and ineffective communication 

influence the dependent variables of organization performance to fulfil research 

objectives, the study's analysis is concluded with multiple correlation and regression 

testing methods. Following that, Chapter 5 will clarify the study's overall discussion 

and conclusion in detail. 

 

This chapter describes the results of the analysis and the data obtained based on the 

tests and feedback provided by the respondents to the research study questionnaire. 

Data obtained through this study were analysis using SPSS 26.0 software (Statistical 

Package for Social Science). The analysis of the study was conducted through 

hypothesis testing to determine the relationship between dependent variables such as 
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effective and inefficient communication with the organization's performance as 

independent variables.  Data was obtained and analysed based on research 

questionnaires conducted on respondents through descriptive analysis methods, factor 

analysis, reliability analysis, Pearson correlation analysis and multiple regression 

analysis as study findings. 
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CHAPTER FIVE 

DISCUSSION AND CONCLUSION  

 

5.1 Introduction 

 

This chapter is divided into six sections: introduction, study findings, implications of 

the study, study limits, recommendations for further research, and conclusions from 

the researcher's whole study. The researcher will give an overview of the study before 

summarizing the findings and concluding with a commentary based on previous 

research. Before addressing the overall conclusions of this study, the implications and 

limits of the study are offered to allow ideas for improvement based on the discussion's 

conclusions. 

 

5.2 Summary of findings 

 

Communication systems, in general, have features that influence organizational 

performance. The purpose of this study was to discover organizational characteristics 

that influence IPD Kota Setar's performance, such as successful and ineffective 

communication. A total of 261 police officers from IPD Kota Setar took part in the 

survey. According to the demographic information gathered from the respondents, the 

majority of police officers serving at IPD Kota Setar are between the ages of 31 and 

40. Besides, at IPD Kota Setar, there is also a scenario of gender inequality. 
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The objective research was put to the test using Pearson correlation analysis. 

According to the findings, each independent variable has a considerable impact on the 

organization's success. In addition, based on the hypotheses generated, the objectives 

of the study were examined using multiple regression analysis to measure the most 

significant dimensions that influence the organization's performance. As a result, the 

findings of this study are relevant to the understanding of communication processes 

that must be understood in order to influence the performance of an organization. 

 

5.3 Implication of study 

 

According to the findings of the study, effective communication has a substantial 

impact on organizational performance. As a result, the study's conclusions are viewed 

as informing the researcher about the necessity of discovering elements that have a 

good association with organizational success. Furthermore, it allows researchers to 

provide ideas for solving existing research problems, as well as identifying the causes 

and consequences that have been observed in prior studies and reinforced with 

additional research evidence. 

 

5.4 Limitation of study 

 

There are certain limitations to this study that can be communicated through the data 

gathering technique from respondents, based on the research study that was conducted. 

The researcher overcame the study's limitations by collecting research feedback from 
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respondents through collaboration based on time and cooperation demands. The 

respondents' lack of commitment came from their inability to fully cooperate with the 

researcher for a number of reasons, forcing the researcher to suffer time restrictions in 

finishing the study. 

 

5.5 Recommendation of study 

This study discovered some proposals that might be considered to improve the 

effectiveness of the communication process at IPD Kota Setar. 

 

Firstly, the findngs has indicated that many respondents are still uncertain about this 

issue of the importance of effective communication an organization’s performance.  

Hence, management should have regular meetings and explain the significance of 

communication process to staff. 

 

Apart from that, a significant amendments to the present policy, specifically in relation 

to the distribution of written material be it letters, memos, etc. must be improved or 

changed accordingly to assist effective communication among the superiors and 

subordinates, and also at the horizontal level as effective communication is the basic 

tenet that is prevalent to enhance the performance of the organization. 

 

Last but not least, face-to-face presentation of information is fund to be more effective 

and should be given attention to in order to ensure that communication effectiveness 

may be improved further to increase organizational performance. 
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5.6 Conclusion 

 

A police officer's primary responsibility is to enforce the law. At the same time, a 

police career is built on providing service to the public. The tremendous expectations 

of society force serving police officers to obtain accurate information about their 

assignments at all times. Inspector General of Police, Datuk Seri Acryl Sani Abdullah 

Sani is also conscious about this when he expresses his vision for community service 

delivery empowerment. The communication process is essential in ensuring that all 

police officers on duty receive clear information in a timely manner.  As a result, this 

research was carried out to assess the extent of communication efficacy at IPD Kota 

Setar, which encompasses both effective and inefficient communication that has an 

impact on the organization's performance. Based on the findings of the data analysis, 

it was discovered that there is a significant association between effective 

communication, ineffective communication, and organizational performance. It is 

believed that, police officers, particularly those in management, will be better able to 

understand the art of communication, ensuring that organizational performance is 

constantly at its peak. Coursework and learning approaches can help police officers 

enhance their communication skills while also making the communication process 

more efficient. 
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Appendix A 

QUESTIONNAIRE 

 

 

COMMUNICATION EFFECTIVENESS INFLUENCE THE 

ORGANIZATION’S PERFORMANCE. A CASE STUDY OF KOTA SETAR 

POLICE DISTRICT. 

Dear Mr / Mrs / Madam; 

 

This study is conducted to obtain results to see the effectiveness of communication in 

influencing the performance of the Kota Setar Police District organization. This study 

aims to look at two types of communication practiced in the organization, namely 

formal communication and informal communication in influencing organizational 

performance. A million thanks to all participants who were able to contribute by 

answering this survey. 

In order for you to be eligible to participate in this survey, you must be at least: 

 Senior officers and members of the Royal Malaysia Police who are currently 
serving in the Kota Setar Police District. 

Please also be reminded that: 

 The answer to this questionnaire is CONFIDENTIAL. Reports related to the 
answers this questionnaire will be displayed in the form of a comprehensive 
report. Your personal details will not be displayed in this research. 

 You are required to answer all the questions in this questionnaire. 
 If you have any doubts regarding this research, you can contact Mohd 

Redzuan bin Salleh directly at 019-3907262 or email to; 
redzuansalleh7262@gmail.com 
 
 

Thank you for your cooperation 

. 

mailto:redzuansalleh7262@gmail.com
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SECTION 1: DEMOGRAPHIC DATA (DATA DEMOGRAFIK) 
 
PLEASE MARK (X) YOUR ANSWER 

SILA TANDAKAN (X) JAWAPAN ANDA 

 

1. GENDER (JANTINA):  
MALE 

(LELAKI) 
FEMALE 

(PEREMPUAN) 
  

 

2. AGE (UMUR): 
20 – 30 YEARS 

(20 – 30 TAHUN) 
31 – 40 YEARS 

(31 – 40 TAHUN) 
41 – 50 YEARS 

(41 – 50 TAHUN) 
51 – 60 YEARS 

(51 – 60 TAHUN) 
    

 

3. RACE (BANGSA): 
MALAY 

(MELAYU) 
CINA 

(CHINESE) 
INDIA 

(INDIA) 
LAIN-LAIN 
(OTHERS) 

    

 

4. WHAT IS YOUR JOB LEVEL (NYATAKAN PERINGKAT PEKERJAAN 

ANDA): 
MANAGEMENT 
(PENGURUSAN) 

SUPERVISOR 
(PENYELIA) 

SUBORDINATE 
(PELAKSANA) 

   
 

5. YEARS OF SERVICE (BILANGAN TAHUN BERKHIDMAT): 
1-10 YEARS 
1-10 TAHUN 

11-20 YEARS 
11-20 TAHUN 

21-30 YEARS 
21-30 TAHUN 

31-40 YEARS 
31-40 TAHUN 

ABOVE 41 YEARS 
41 TAHUN KEATAS 

     

 

6. YEARS OF SERVICE AT IPD KOTA SETAR (BILANGAN TAHUN 

BERKHIDMAT DI IPD KOTA SETAR): 
1-10 YEARS 
1-10 TAHUN 

11-20 YEARS 
11-20 TAHUN 

21-30 YEARS 
21-30 TAHUN 

31-40 YEARS 
31-40 TAHUN 

ABOVE 41 YEARS 
41 TAHUN KEATAS 
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7. ACADEMIC LEVEL (TAHAP AKADEMIK): 
SRP / PMR SPM / HCE DIPLOMA DEGREE 

(IJAZAH) 
MASTER / DOCTORATE 

     

 

8. SALARY PER MONTH (GAJI / SEBULAN): 
LESS THAN 
RM1,500/- 

(KURANG RM 1,500/-) 

RM1,501 TO 
RM2,500 

(RM1,501- RM2,500) 

RM2,501 TO 
RM3,500 

(RM2,501-RM3,500) 

RM3,501 TO 
RM4,500 

(RM3,501-RM4,500) 

RM4,501 AND 
ABOVE 

(RM4,501 KE ATAS) 
     

 

9. DOES YOUR ORGANIZATION HAVE A POLICY ON 

COMMUNICATION (ADAKAH ORGANISASI ANDA MEMPUNYAI POLISI 

BERKAITAN KOMUNIKASI): 
YES NO 

  
 

10. WHICH ARE THE MOST COMMONLY USED CHANNELS OF 

COMMUNICATION IN YOUR ORGANIZATION (APAKAH RANGKAIAN YANG 

BIASA DIGUNAKAN OLEH ORGANISASI ANDA DI DALAM BERKOMUNIKASI) 

MEMOS LETTERS TELEPHONE 
/ EMAILS 

FACE TO FACE 
COMMUNICATION 

OTHERS 
(WHATS APP 

AND OTHERS) 
1 2 3 4 5 
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SECTION 2: INDICATE WHETHER THE FOLLOWING STATEMENTS 

DESCRIBE YOUR ORGANIZATION’S CURRENT COMUNICATION 

SYSTEM AS YOU SEE AND EXPERIENCE IT 

(BAHAGIAN 2: TANDAKAN SAMA ADA PERNYATAAN BERIKUT 

MENGHURAIKAN SISTEM KOMUNIKASI SEMASA ORGANISASI ANDA 

BERDASARKAN PEMERHATIAN DAN PENGALAMAN ANDA) 
 

Please circle the answer that best describes your agreement with each statement given 

based on the following scale: - 

Sila bulatkan jawapan anda berdasarkan setiap pernyataan yang diberikan berdasarkan 

skala berikut:- 

 

1. YOU RECEIVED AN ACCURATE INFORMATION ON WHAT THE 

ORGANIZATION EXPECTATION (ANDA MENERIMA MAKLUMAT DENGAN 

TEPAT UNTUK MENJELASKAN MATLAMAT ORGANISASI) 

1 2 3 4 5 
 

2. YOU RECEIVED AN INFORMATION ON ORGANIZATIONAL’S 

VISION AND MISSION (ANDA MENERIMA MAKLUMAT BERKAITAN VISI DAN 

MISI ORGANISASI) 

1 2 3 4 5 
 

3. YOU ARE KEPT INFORMED ON MATTERS THAT AFFECT YOUR 

WORK AND 

THE WORKING CONDITIONS (ANDA SENTIASA DIMAKLUMKAN MAKLUMAT 

BERKAITAN PENUGASAN ANDA) 

1 2 3 4 5 
Strongly 
Disagree 

(Sangat tidak 
bersetuju) 

Disagree 
(Tidak 

bersetuju) 

Not Sure 
(Tidak pasti) 

Agree 
(Setuju) 

Strongly  
Agree 

(Sangat 
bersetuju) 
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1 2 3 4 5 
 

4. YOU ARE KEPT INFORMED ON THE ACHIEVEMENT AND FAILURE 

(ANDA SENTIASA DIMAKLUMKAN PENCAPAIAN DAN KEGAGALAN) 

1 2 3 4 5 
 

5. YOU ARE GIVEN OPPORTUNITY TO VOICE YOUR THOUGHTS 

(ANDA DIBERI PELUANG UNTUK MEMBERI PENDAPAT) 

1 2 3 4 5 
 

6. THE ORGANIZATION APPRECIATES YOUR VIEWS (ORGANISASI 

SENTIASA MENGHARGAI PANDANGAN ANDA) 

1 2 3 4 5 
 

7. THE ORGANIZATION PROVIDES MEDIUM FOR EMPLOYEES TO 

STATE THEIR VIEWS. (ORGANISASI MENYEDIAKAN MEDIUM UNTUK 

PEKERJA MENYUARAKAN PENDAPAT) 

1 2 3 4 5 
 

8. DOES THE COMMUNICATION SYSTEM IN YOUR ORGANIZATION 

WORKS EFFECTIVELY (ADAKAH SISTEM KOMUNIKASI DI DALAM 

ORGANISASI ANDA BERKESAN) 

1 2 3 4 5 
 

9. DO YOU RECEIVE THE INFORMATION WITHIN THE PERIOD 

ESTIMATIED (ADAKAH ANDA MENERIMA MAKLUMAT DALAM JANGKAMASA 

YANG DITETAPKAN) 

1 2 3 4 5 
 

10. ARE YOU SATISFIED WITH THE COMMUNICATION POLICY IN 

YOUR ORGANIZATION (ADAKAH ANDA BERPUAS HATI DENGAN POLISI 

KOMUNIKASI DI ORGANISASI ANDA) 
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1 2 3 4 5 
 

11. DOES YOUR COMMUNICATION SYSTEM HELP THE 

ORGANIZATION HELPS TO ACHIEVE IT’S GOALS (ADAKAH SISTEM 

KOMUNIKASI DITEMPAT ANDA MEMBANTU ORGANISASI MENCAPAI 

MATLAMAT) 

1 2 3 4 5 
 

12. BARRIERS IN ORGANIZATION WILL AFFECTED THE 

COMMUNICATION EFECTIVENESS (HALANGAN DALAM ORGANISASI AKAN 

MENJEJASKAN KEBERKESANAN KOMUNIKASI) 

1 2 3 4 5 
 

13. DO YOU AGREE THAT YOUR ORGANIZATION PRACTICED 

DOWNWARD COMMUNICATION ONLY (ADAKAH ANDA BERSETUJU, 

ORGANISASI ANDA HANYA MENGAMALKAN KOMUNIKASI KE BAWAH 

SAHAJA) 

1 2 3 4 5 
 

14. EFFECTIVE COMMUNICATION WILL CONTRIBUTE TO FEWER 

CUSTOMER COMPLAINTS (KEBERKESANAN KOMUNIKASI AKAN 

MENYEBABKAN PENURUNAN ADUAN PELANGGAN) 

1 2 3 4 5 
 

15. EFFECTIVE COMMUNICATION WILL INCREASE THE RMP IMAGE 

(KEBERKESANAN KOMUNIKASI AKAN MENINGKATKAN IMEJ PDRM) 
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1 2 3 4 5 
 

16. EFFECTIVE COMMUNICATION WILL IMPROVE THE STAFF 

DISCIPLINE (KEBERKESANAN KOMUNIKASI AKAN MENINGKATKAN 

DISIPLIN STAF) 

1 2 3 4 5 
 

17. EFFECTIVE COMMUNICATION WILL IMPROVE MY 

PERFORMANCE (KEBERKESANAN KOMUNIKASI AKAN MENINGKATKAN 

PRESTASI SAYA) 

1 2 3 4 5 
 

18. EFFECTIVE COMMUNICATION WILL IMPROVE TEAMWORK 

(KEBERKESANAN KOMUNIKASI AKAN MENINGKATKAN SEMANGAT 

BERPASUKAN) 

1 2 3 4 5 
 

19. EFFECTIVE COMMUNICATION WILL IMPROVE THE MOTIVATION 

OF THE STAFF (KEBERKESANAN KOMUNIKASI AKAN MEMPERTINGKATKAN 

MOTIVASI STAF) 

1 2 3 4 5 
 

20. IN YOUR OPINION, WHICH ARE THE MOST EFFECTIVE CHANNEL 

OF COMMUNICATION (PADA PANDANGAN ANDA, APAKAH RANGKAIAN 

KOMUNIKASI YANG TERBAIK UNTUK DIAMALKAN) 

MEMOS LETTERS TELEPHONE / 
EMAILS 

FACE TO FACE 
COMMUNICATION 

OTHERS (WHATS 
APP AND OTHERS) 

1 2 3 4 5 
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Appendix B 

SPSS OUTPUT 

Factor Analysis 

Independent variable (Effective communication) 

KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .848 

Bartlett's Test of Sphericity Approx. Chi-Square 1114.985 

df 21 

Sig. .000 
 

Total Variance Explained 

Component 

Initial Eigenvalues 
Extraction Sums of Squared 

Loadings 

Total 
% of 

Variance 
Cumulative 

% Total 
% of 

Variance 
1 4.229 60.412 60.412 4.229 60.412 
2 1.103 15.762 76.174 1.103 15.762 
3 .575 8.216 84.390   

4 .385 5.494 89.884   

5 .286 4.090 93.974   

6 .231 3.303 97.278   

7 .191 2.722 100.000   
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Rotated Component Matrixa 
 Component 

1 2 

You received an accurate information on what the 

organization expectation 

.878 .154 

You received an information on organizational’s vision and 

mission 

.784 .308 

You are kept informed on matters that affect your work and 

the working conditions 

.804 .257 

You are kept informed on the achievement and failure .659 .381 

You are given opportunity to voice your thoughts .299 .860 

The organization appreciates your views .236 .902 

The organization provides medium for employees to state 

their views 

.298 .864 

 

Extraction Method: Principal Component Analysis.  

 Rotation Method: Varimax with Kaiser Normalization.a 

a. Rotation converged in 3 iterations. 
 

 

Independent variable (Ineffective communication) 
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KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .811 

Bartlett's Test of Sphericity Approx. Chi-Square 884.717 

df 21 

Sig. .000 
 

Total Variance Explained 

Component 

Initial Eigenvalues 
Extraction Sums of Squared 

Loadings 

Total 
% of 

Variance 
Cumulative 

% Total 
% of 

Variance 
1 3.444 49.204 49.204 3.444 49.204 
2 1.431 20.438 69.642 1.431 20.438 
3 .780 11.136 80.778   

4 .604 8.628 89.406   

5 .295 4.211 93.617   

6 .280 4.005 97.622   

7 .166 2.378 100.000   

 

Rotated Component Matrixa 
 Component 

1 2 

Does the communication system in your 

organization works effectively 

.883 -.007 

Do you receive the information within the 

period estimatied 

.860 .109 

Are you satisfied with the communication 

policy in your organization 

.909 .155 

Does your communication system help the 

organization helps to achieve it’s goals 

.887 .178 

Barriers in organization will affected the 

communication effectiveness 

.220 .765 

Do you agree that your organization 

practiced downward communication only 

-.158 .747 
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Effective communication will contribute to 

fewer customer complaints 

.231 .637 

 

Extraction Method: Principal Component Analysis.  
 Rotation Method: Varimax with Kaiser 
Normalization.a 
a. Rotation converged in 3 iterations. 

 
 

 

 

Dependent variable (Organization’s Performance) 

 

KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .826 

Bartlett's Test of Sphericity Approx. Chi-Square 910.216 

df 15 

Sig. .000 
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Total Variance Explained 

Component 

Initial Eigenvalues 

Extraction Sums of Squared 

Loadings 

Total % of Variance Cumulative % Total % of Variance 

1 3.751 62.524 62.524 3.751 62.524 

2 .935 15.575 78.099   

3 .531 8.854 86.953   

4 .343 5.708 92.662   

5 .274 4.575 97.237   

6 .166 2.763 100.000   

 

 

Component Matrixa 
 Component 

1 

Effective communication will increase the RMP image .827 

Effective communication will improve the staff discipline .870 

Effective communication will improve my performance .874 

Effective communication will improve teamwork .850 

Effective communication will improve the motivation of the staff .854 

In your opinion, which are the most effective channel of 

communication 

.309 

 

Extraction Method: Principal Component 

Analysis.a 

a. 1 components extracted. 
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Reliability Analysis 

Independent variable (Effective communication) 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items N of Items 

.889 .890 7 
 

Summary Item Statistics 
 

Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 3.926 3.655 4.180 .525 1.144 .040 7 

Item Variances .497 .317 .712 .395 2.244 .019 7 
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Independent variable (Ineffective communication) 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items N of Items 

.750 .785 7 
 

Summary Item Statistics 
 

Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 3.752 3.230 3.881 .651 1.202 .054 7 

Item Variances .702 .502 1.132 .629 2.253 .051 7 
 

 

 

Dependent variable (Organization Performance) 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items N of Items 

.866 .863 6 
 

Summary Item Statistics 
 

Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 4.245 4.057 4.398 .341 1.084 .012 6 

Item Variances .375 .331 .411 .080 1.240 .001 6 
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Pearson’s Correlation Analysis 

 

 

Descriptive Statistics 
 

Mean Std. Deviation N 

OP 4.2446 .47445 261 

EC 3.9261 .54608 261 

IC 3.7521 .53015 261 
 

 

 

 

Correlations 
 

EC IC OP 

 EC Pearson Correlation 1 .726** .543** 

Sig. (2-tailed)  .000 .000 

N 261 261 261 

 IC Pearson Correlation .726** 1 .515** 

Sig. (2-tailed) .000  .000 

N 261 261 261 

OP Pearson Correlation .543** .515** 1 

Sig. (2-tailed) .000 .000  

N 261 261 261 
 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Multiple Regression Analysis 

 

Variables Entered/Removeda 

Model 

Variables 

Entered 

Variables 

Removed Method 

1 EC . Stepwise 

(Criteria: 

Probability-of-F-

to-enter <= .050, 

Probability-of-F-

to-remove >= 

.100). 

2 IC . Stepwise 

(Criteria: 

Probability-of-F-

to-enter <= .050, 

Probability-of-F-

to-remove >= 

.100). 
 

Model Summaryc 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate Durbin-Watson 

1 .543a .294 .292 .39931  

2 .571b .326 .320 .39112 1.871 
 

a. Predictors: (Constant), Mean_EC 

b. Predictors: (Constant), Mean_EC, Mean_IC 

c. Dependent Variable: Mean_OP 
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ANOVAa 
Model Sum of Squares df Mean Square F Sig. 

1 Regression 17.230 1 17.230 108.060 .000b 

Residual 41.297 259 .159   

Total 58.527 260    

2 Regression 19.060 2 9.530 62.300 .000c 

Residual 39.467 258 .153   

Total 58.527 260    

 

a. Dependent Variable: Mean_OP 

b. Predictors: (Constant), Mean_EC 

c. Predictors: (Constant), Mean_EC, Mean_IC 
 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B 

Std. 

Error Beta 

1 (Constant) 2.394 .180  13.317 .000 

EC .471 .045 .543 10.395 .000 

2 (Constant) 2.167 .188  11.534 .000 

EC .309 .065 .356 4.791 .000 

IC .230 .067 .257 3.459 .001 
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Collinearity Diagnosticsa 

Model Dimension Eigenvalue Condition Index 

Variance Proportions 

(Constant) Mean_EC Mean_IC 

1 1 1.991 1.000 .00 .00  

2 .009 14.476 1.00 1.00  

2 1 2.984 1.000 .00 .00 .00 

2 .011 16.386 1.00 .12 .15 

3 .005 23.808 .00 .88 .85 
 

a. Dependent Variable: Mean_OP 

 

Residuals Statisticsa 
 

Minimum Maximum Mean Std. Deviation N 

Predicted Value 3.2457 4.8638 4.2446 .27076 261 

Residual -1.24572 1.31226 .00000 .38961 261 

Std. Predicted Value -3.689 2.287 .000 1.000 261 

Std. Residual -3.185 3.355 .000 .996 261 
 

a. Dependent Variable: Mean_OP 
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Charts 
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