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ABSTRACT : The organization to day must face increasingly intense competitive pressures. To achieve an
organization's goals, organizations need to improve infrastructure and prepare professional Human Resources.
To survive and improve institutional competitiveness, one of the management concepts developed is employee
performance. To improve employee performance, employees must have communication, competence and
workload. This research was carried out in one of the Hotel in Seminyak Kuta because some problems were
initially identified such as complaints about workloads, then less of competence due to less of training provided
and less of interdepartmental coordination due to less of effective communication and differences in character
possessed by each employee. The sample used was 114 employees of the Puri Saron Hotel, using saturated
samplestechnique. Data analysis use SPSS.25. The results found that communication had a significant positive
effect on employee performance. Competence has a significant positive effect on employee performance.
Workload has a significant positive effect on employee performance. The implications of this study indicate that
to improve employee performance, communication within the company environment must be well established
so that all workloads faced can be solved such as through increasing employee competence that will have a
positive impact on employee performance.

Keywords -communication, competency, workload and employee performance

l. INTRODUCTION

Puri Saron Hotel is a three-star hotel located in the Seminyak area of Kuta, which has a total of 115
rooms in which 62 rooms are deluxe type , 36 bungalows, 6 super deluxe (new rooms), 6 junior suites (new
rooms), and 5Pool Villas(one bedroomandtwo bedroom) with 83 permanent employees and
31 contract employees. Employee performance can be measured by performance measurements by the company
to its employees continuously. Likewise, the performance of employees at Puri Saron Hotel. The results of the
performance appraisal of all employees in the front office and back office of Puri Saron Hotel show there are a
number of things that need to be improved, such as the assessment of work results according to expectations,
work completed on time, communication skills and relationships between employees.

Based on the results of interviews conducted with 5 employees, it stated that there are several
problems such as complaints about high workloads, lack competency due to lack of training and lack of
interdepartmental coordination caused by ineffective communication and differences in character of
individual. This shows that communication, competency and workload contribute to employee performance.

Communication is an important component of organizational activities, organizations need to meet
their needs with better resources through communication (Femi, 2014). Communication is a process for sharing
information from top management and then moves through various levels of management towards the low level
employees and personnel in order to achieve goals. Communication that occurs at the Puri Saron Hotel needs to
be improved, it is confirmed by high complaints regarding slow respond to what is needed by employees as well
as the lack of coordination between related departments. From previous studies can be seen that there is a
relationship between communication and performance, according to Atambo and Momanyi (2016) which stated
that communication contributed a positive and significant effect on performance. Hadiwijaya (2018) also stated
that there is effect of a positive relationship between communications on employee performance.

In addition to communication, employee are crucial for a company. Employees will be able to do
their jobs well if they have competent competencies including knowledge, skills, and attitudes (Fadhil,
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2016). Employee competency in Puri Saron Hotel are in need of improvement, particularly employees who
work directly with customers, such as the front office department where the language barriers need to be
improved in order to maximize the services provided. Budiono and Bintari (2018) conducted a study on the
importance of competency in improving performance, while in the study stated that there were positive and
significant influences between competency variables on performance. Lack of competency in cause increasing
workload. The higher the level of difficulty in the work required suitable competency to work and meet the
skills required. The different opinion said by Goris (2007) research revealed that communication does not
always hold a significant positive relationship to employee performance. Based on the phenomena that occur,
the researcher is interested in conducting research on the role ofcommunication, competency, and workload on
the performance of employees of Puri Saron Seminyak Kuta Hotel.

1. THEORETICAL FRAMEWORK, CONCEPTUAL
MODEL AND HYPOTHESES

2.1 Employee Performance

Employee performance is the result or overall success rate of an employee in a certain period of time.
It is an achievement to meet organizational either work standards or work output as a target which is
predetermined in advance based on some criteria that have been agreed upon together (Anggriawan et
al., 2015). Employees work achivement affects the company performance positively. The survival of a company
partly is determined by the performance contributed by its employees (Astianto,2014).Pradhan and Jena (2017)
found that  performance has three  dimensions, namely: Task  Performance, Adaptive
Performance and Contextual Performance. Jackson et al. (2010) explained that performance can be elaborate
into three dimensions such as Traits, Behavior attitudes, objective outcomes while Kopmans et al. (2014)
described dimensions of employee performance reflected on four dimensions: Task Performance, Contextual
Performance, Contectual interpersonal - performanceand Contextual performance-organizational).In another
research, Jamaludin et al. (2010) defined work performance as the ability of individuals to successfully carry
out their tasks using the resources available at work. He reported tha Employee performance is correlated with
by three factors, namely the workplace environment, employee’s work motivation, and the ability to do work.

2.2Communication.

In modern days, communication’ is one of the most dominant and important activities in
organizations (Harris & Nelson, 2008).Communication is defined as the ability of a person to convey a message
to other people regarding the job activities or their responsibility. Employee communication effectiveness is
very important in performing their task and duties for the company's goals.

According to Payne (2005) the dimensions of communication between others are as Motivation of
Communication, Knowledge of Communication andSkill of Communication.

Relationships grow out of communicationand the functioning and survival of organizations is based
on effective relationships among individuals and groups.Leader Member Exchenge (LMX) Perspective views
Communication playsvery important role in the success of a company and greatly affects a person both in terms
of quality and quantity of work. Both Individual and group LMX showed that leader-member relationships are
an important aspect of feedback-seeking contexts and can determine when Feedback seeking behavior is an
effective information-seeking strategy for employees seeking to improve their job performance. It stated that
there always be mutual data and information exchange between manajer and his subordinates. The relationship
between the employer and the employee should be of mutual understanding with a view to facilitate the
employee to identify himself with his work and with the business he is working for. The company distributes
timely and relevant information to employees through circulars and notices. All information regarding the
company which employees consider vital, such as changes in the company's policies or planned changes in the
workforce, future plans, company’s vision etc. are conveyed with context and rationale through proper channels
and in language they understand. Even profits of the company are declared and 5 percent of the profit share is
distributed among the employees apart from their salaries. Immediate action is taken in case of any problem or
ambiguity reported in administrative communication. This not only makes the employees feel respected by the
company (Rajhans, K.,2012). Redmond et al. (2016) found that effective communication between superiors and
subordinates greatly affects performance. Communication’ is one of the most dominant and important activities
in organizations (Harris & Nelson, 2008). Fundamentally, relationships grow out of communication, and the
functioning and survival of organizations is based on effective relationships among individuals and
groups.Ogunora and Akporaro (2015) where this research was conducted on two industrial companies in Oyo
and Osun countries in Nigeria. A sample of 200 employees was chosen from both industries. This
research stated that communication within an organization is very important to achieve organizational goals.
managers must ensure that communication is delivered to employees through instructions, directions, and
guidelines in working in a system that is simpler. Communication helps individuals and groups coordinate
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activities to achieve both individuals’ and groups’ goals. Communication is vital in socialization, decision-
making, problem-solving and change-management processes. If someone is unable to convey a message
effectively regarding the organization policies, product specification, as well as activities that need to do
properly it causes perceptual errors both between employees and with superiors and subordinates. Internal
communication also provides employees with important information about their jobs, organization, environment
and each other.Communication is needed to be able to adapt to the process of change that occursin an
environment (Bull and Brown, 2012).Bolino and Turnley (2009) reasoned that employees with low LMX can
engage in proactive behavior to overcome their deprived status, there has been little empirical evidence to
support their contention. Compared with high-LMX employees, low-LMX employees face a daily work context
characterized by less resource-based support and information flow from their direct supervisors (Harris, Li, &
Kirkman, 2014). Present study synthesizescommunication indicators according to Payne (2005) as a reference
in developing research instruments because they are in accordance with the communication process that needs to
be improved at the current research site. Relationship between employee communication and employee
performance is formulated as:

H1: Communication has a significantly positive effect on employee performance.

2.2 Employee Competency and Workload From The Job Demands Resources Model (JD-R Model)
Perspective.

The Job Demands Resources Model (JD-R Model) is a model which studied most often in recent
years thus it is developed into a theory of Bakker and Demerouti (2001 ) which revealed that stress arises caused
by an imbalance of employee demands and individual work capacities in the form of time and work
competency. ). JD-R theory has 2 assumptions. The first assumption of JD-R theory is that the work
environment or job characteristics can be divided into 2 different categories, namely job demands and job
resources. Job demands are physical, psychological, social and organizational aspects of work that require
efforts to achieve them and have an impact on certain physical or psychological aspects. Present study use
JD_R theory as a conceptual framework, analyzing problems or as a basis for intervention in organizations.
Schaufeli (2017) also used it in his previous study. Some dimensions of job demands are high work pressure,
emotional conditions related to work (emotional demand, hassle at work (hassle), role conflict and conditions of
work that require accurate thinking (cognitive demand). Job resources refer to the physical, social or
organizational aspects of work that affect the achievement of goals, reduce job demands and the physical and
psychological aspects that complement them and stimulate development and learning. Some dimensions of job
resources are (autonomy) (social support), feedback, opportunities for development, (coaching). The second
assumption of the JD-R theory is that there are two processes that affect pressure and motivation at work. Job
demands can result in fatigue and other health complaints, so it is associated with work pressure. On the other
hand, job resources are related to things that can potentially motivate employees so that they have positive
outcomes such as improving employee performance.Hypothesis of the relationship of workload and competency
with work stress as mediator is discussed in the perspective of JD-R.

2.21  Work Competency.

Competency is the basic ability required by every worker or employee in a company or organization
to carry out tasks. To achieve its goals, every organization must have a qualified and competent workforce. High
employee performance can be achieved if all elements in the company are well integrated and able to serve
in accordance with the needs and desires of customers and employees. Therefore high quality competency is
necessary to improve performance. Good competency will affect the success of a job both in terms of work
efficiency and efficiency. However, poor or lacking competency not only cause the ineffectiveness of a job
but will also affect the poor performance of employees such as decreasing levels of job satisfaction, high
workloads or even to the worst impact is the increasing work accident rates.Based on the description above, it
can be synthesized and understood that competency in this study is the basic abilities possessed by employees in
the form of motivation, talents, self-concept, attitudes or values, knowledge, or cognitive or behavioral skills of
someone with good work performance.

The competency dimension according to Susiloningtyas (2010) consists of the specification of
knowledge, skills and attitudes as well as their application in a job based on the performance criteria needed in a
job which includes: Task skills, Task management skills, possible management skills, Critical Thingking, Job
/ Role Environmental Skills, and Adaptive Skills.The NIH (National Institude of Healty) Skill Scaleis an
instrument used to measure a person's ability to show competency at work. It consists of five indicators, among
others: Fundamental Awareness Basic Knowledge, Novice / Limited Experience, Intermediate / practical
Application, Advanced / applied Theory and Expert /recognized authority. This study uses indicators from
(NIH) National Institute of Health to measure employee performance competencies because they are in
accordance with the criteria of the competency and research to be conducted.
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According to Vathanophas and Thaingam (2007) the basic characteristics possessed by competencies,
knowledge, is information held by a person in a specific field. Skills, is the ability to perform physical or mental
tasks. Characteristic or trait, i.e. physical characteristics and consistent responses to information or
situations. Self-concept, including attitudes, values or self-image of someone. Relationship between employee
communication and employee performance is formulated as:

H2: Competency has a significantly positive effect on employee performance.

2.2.2.Employee Workload

Workload is one of the sources of emerging pressure due to the burden of excessive work. This
condition requires employers to provide greater energy in completing their work, but it all depends on each
individual, the end of results of each task depending on how a person experiences the workload feels. Dhania
(2010) described workload as a set or number of activities that must be completed by an organizational unit or
employee within a certain period of time. The workload experience is determined by the workload’s amount and
factors such as, the effort expended, the demands of the task, and the level performance (Kyndt et
al., 2010).Based on the two previous researches, it can be synthesized and understood the meaning of workload
in this study is the complete task that must be completed by someone within a certain period of time.According
to Adhani (2013) workload indicators include, the number of jobs provided to employees, the level of difficulty
of work provided to employees, to the sufficient time given to employees to complete work, knowledge and
skills of employees. Workload indicators according to Megaw (2005) in Laura et al. (2005) are as follows:
complexity of the task employees in certain period or at a specific point in time. The amount of tasks that must
be done within a certain time. Efforts experienced by employees as experience in a period or at a certain point in
time. Combination of functions performed by employees or teams in different situations or scenarios. Systems
and facilities that support work such as computer equipment, work design (procedures). In general, the workload
factors that will be used are the workload factors stated by Megaw, (2005) because they cover more the
workload and work assignments of employees in the company to be studied.Job demand for employees of Puri
Saron increase as the business competition intensifies, especially in Bali. The results of the performance
appraisal can be seen that improvements are needed in Puri Saron Hotel. In addition to the job
demand, supportive work resources also contribute, such as communication, improving the competency of
employees and the delegation of appropriate workload. Relationship between employee workload and employee
performance is hyphotesized as:
H3 : Workload has a significantly positiveeffect on employee performance.
Conceptual model of the present study is presented on figure 1.

Worldoad
x3)

Figure 1. Model of Conceptual framework

1. RESEARCH METHODS

Location of present study is Puri Saron Hotel, a Three Star Hotel located at Seminyak, Kuta, Bali.
Conceptual model proposed on the present study consist of three independent variables and one dependent
variable. Communication, workload and competency are Independent variables while employee performance is
dependent variable. Performance is defined as an employee ability to make positive contribution to organization
achievement which is measured from dimensions such as task performance, contectual peformance, adaptive
performance, and productive attitude. Operationalization of Communication variable consist of motivation to
communicate, knowledge of communication and skill of communication. Competency variable is measured
based on dimensions basic knowledge,

Data was accumulated from 114 employees as primary data sources who provide workload,
competency, communication and performance data. They are occupied varied functions such as general
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affairs,Accounting, Sales, Room, Front Office, Enggineering, Security, Human Resource Management,Food and
Baverage. Their employee status are both permanent employee and contractual employees.

Data collection in this study uses primary and secondary sources with data collection methods using
interviews and questionnaires. The sample method in this study is saturated sample. Another term for saturated
samples is census.

Multiple Regression Analysis Method was used to verify research hyphoteses.

Research data were analyzed by multiple regression method to verify research hyphotesis
quantitative method (Sugiyono, 2017: 147) in more detil examine the relationship between employee
performance (Y) and Communication (X ;), Competency (X ;) and Workload (X 3) and Employee validity of
regression model was determined by F Testand and Determination Coefficient Test (R2) . Partial Hypothesis
was verifyed by the critical value of Betha coefficient and t Test.

V. RESULT ANALYSIS AND DISCUSSION
4.1 Result Analysis
The method of multiple linear regression is used in this research to determine the effect of Communication (X,),
Competency (X3), and Workload (X3) on Employee Performance (Y). This method was tested using a computer
system in the form of SPSS.25. The general form of the multiple linear regression equation is formulated and
the results of the multiple linear regression analysis produced the following equation:

Y:(x+ﬁ1X1+B2X2+B3X38 ....................................................................... (1)
Y =0.049 + 0.278 X; 4+ 0.166 Xo+ 0.573 Xauroviviiiiiieiiieiceici e 2)
Note:

Y = Employee performance

X1 = Communication

X, = Competency

X3 = Workload

o = Constant

B1 = Communication regression coefficient

B> = Competency regression coefficient

Bs = Workload regression coefficient

e = Error

4.1.1 Model Feasibility Test (F Test)

The F test has the objective to show the feasibility of multiple linear regression models as an
analytical tool that tests the effect of independent variables on the dependent variable. The F test was carried out
by analyzing the significance value in the anova. If the significance value of anova <0.05 then this model is said
to be feasible or the independent variable is able to explain the dependent variable.

4.1.2 Partial Hypothesis Testing (t Test)

Results of analysis indicated that The effect of communication (X;) on employee Performance is
positively significant ( Betha coefficient = 0,278; t = 8,399 ; p < 0,05). It explains that the more effective
employee communication, the higher employee performance. It supports research hyphoteses that
communication has significantly positive effect on employee perfoormance. Analysis data also uncover that
Competency has significantly positive effect on employee performance ( Betha coefficient = 0,166 ;t= ;p =
0,05). It describes that high employee competency tend to increase employee performance. Data analysis
supported the Hypotheses 2 regarding relationship between competency and employees’ performance. Partial
analysis result also supported the hypotheses 3 regarding the relationship between Workload (X3) and
employeees’ performance (Y). The effects of workload on employees’ performance was significantly positive (
Betha coefficient = 0,573 ; t = 24,082 ;p<0,05. It explained that workload must be distributed properly to
achieve targeted outcome. The result supported Hypotheses 3.

4.1.3 Determination Test

The coefficient of determination (R?) is used to measure how good the model's ability to explain the
relationship among communication, workload, competency and employee performance. The value of parateter
R? = 0,912 indicated that variation on communication, competency and workload contributed 91,2% variations
of employee performance. The regression model proposed in present study is valid because the value of R 2 >
0,50, while there are other variables contributed 8,80%. Performance of employees in can be predicted
significantly by communication, workload and competency.

4.2 Discussion .
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4.2.1 The effect of Communication on Employee Performance

Communication has a significant positive effect on employee performance. Communication improve
the performance of employees of Puri Saron Seminyak Kuta Hotel. These findings indicate that
to improve employee performance requires good communication between every elements at work.

This study showed that when proper communication is performed, in which employees have the
ability to convey opinions in order to gain audience confidence, possessing the knowledge to plan and
knowledge of reading a situation, and the ability to conduct real-time communication . Proper communication
will improve employee performance which will be reflected by having a good quality of work, planning,
organizing, working efficiently, having a priority scale of work, taking the initiative, being able to work together
and exchanging ideas at work.

These results are consistent with the statement that communication is an important component of
organizational activities, where organizations need to meet their needs with better resources through
communication (Femi, 2014). The communication process carried out every day serves to foster and maintain
relationships between employees and the work environment. Therefore, communication skills have a role in
organizational life. So it can be concluded that the better communication need to be established to improve
performance. The results of this study are consistent with research conducted by Redmond et al. (2016) found
that effective communication between superiors and subordinates greatly affects performance. Temitayo et al.
(2018); Aka and Eke (2018); Shonubi and Akintaro (2016) in their study of the impact of communication on
employee performance stating that there was a correlation between communication and performance.

In addition, in the Ogunora and Akporaro (2015) where this research was conducted on two industrial
companies in Oyo and Osun countries in Nigeria. A sample of 200 employees was chosen from both
industries. This research stated that communication within an organization is very important to achieve
organizational goals. managers must ensure that communication is delivered to employees through instructions,
directions, and guidelines in working in a system that is simpler and more effective and instructions that are easy
to understand. In addition, Managers need to ensure that properly managed informations and provide feedback
for employees will have an impact on the quality of performance. This study stated that communication has a
positive effect on employee performance.

4.2.2 The Effect of Competency on Employee Performance

Competency has a significant positive effect on employee performance. Better competency of
employees  will improve performance of employees. Competency included awareness of  basic
knowledge), novice, limited experience (beginner), intermediate (practical application), advance / Applied
theory (the ability of advanced level) and expert / recognized authority. Applied competencies will improve
performance.

Good competency is reflected in the desire to learn basic areas of work, attend training, be willing to
exchange ideas, get the job done well, apply work skills, focus on work, improve work competency and be able
to explain well what are the company's goals. Good competency has  implications
for employeeperformance. This is demonstrated by having a good quality of work, planning, organizing,
working efficiently, having a priority scale of work, taking the initiative, being able to work together and
exchange ideas at work.

Competency is assumed as a level to measure a person's ability to work in acompany or
organization. Competency can also be used as a reference to recruit workers in accordance with the capabilities
needed by the company. Employees are required to have good intellectual competency, work placement in
accordance with expertise, and the company must have a clear career development program. The results of this
study are in line with the results of research by Vathanophas (2007), Zaim et al. (2013) who conducted research
in several service companies in Turkey by distributing questionnaires to 3000 employees in 30 companies
representing a response rate of 89 percent. This study analyzes the impact of individual competency on
performance whether it is high or low. This qualitative research approach produces rich information about
employee competencies and performance that is useful for management practitioners about maintaining and
increasing individual competencies to improve organizational performance and the result is a significant positive
between competency variables on performance.

High competency will provide strong encouragement to employees to carry out tasks assigned to
them efficiently and effectively and psychologically will provide meaningful work experience and a sense of
personal responsibility regarding the results of the work done. Other research conducted by Kalibacova (2014)
in the end competency can improve employee performance with time discipline applied. Turedi (2016)
also states that there is a positive effect of competency on employee performance.

4.2.3 The Effect of Workloads on Employee Performance.
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Workload has a significant positive effect on employee performance. Workload improve
the performance of employees of Putri Saron Seminyak Kuta Hotel. The workload is reflected through the
amount of task complexity, task completion according to a certain time, efforts required by employee to
complete work, the combination of employee functions and the system and the supporting facilities. When all
components of the workload are in accordance with the capacity of the employee, it will improve employee
performance.

A well-measured workload will have implications for improving performance. This is reflected in the
existence of employee expertise in completing their work, workload that is in accordance with capacity, requires
some expertise in completing a job and adequate work support facilities. Fulfilling these needs in order to
improve employee performance is reflected by good quality work, planning, organizing, working efficiently,
having a priority scale of work, taking the initiative, being able to work together and exchange ideas at work.

Workload is one of the factors that can affect work balance and employee life. Exceeding workload
(exceeds employee capacity), the less work-life balance that employees receive. Thus, the balance of work life
of employees can be improved by considering the amount of workload given to them. Shah et
al. (2011), Tjiabrata et al. (2017) states that there is a significant positive effect between workload on employee
performance. Pasaribu et al. (2019) conducted his research in the Deli Serdang District, Agriculture Office of
197 employees where the results of the study showed a positive influence between workload and
performance. By evaluating workload and the ability or capacity and providing training, capabilities of
employees can be optimized so that they can improve performance and minimize mistakes while working so
that employees can optimize time in work.

V. RESEARCH LIMITATIONS.

The process of writing this research has several limitations that need to be underlined again,
especially in subsequent research. Some of these limitations include. The scope of the research is only limited to
the Puri Saron Hotel in Denpasar, so that the results of the study could also have differences related to how
perceptions or levels of interpretation of each respondent in other organizations. This research is only limited to
reviewing employee performance, communication, competency and workload, so it cannot examine more
deeply the factors outside these variables. Researchers can then use other variables related to factors that affect
employee performance. This research is related to the determination of samples using saturated sample
techniques then for future research can apply other sampling techniques, one of which is random sampling
technique so that it can be generalized. This study uses a cross-sectional time design or at a specific time point,
but on the other hand this study observes the dynamics of changing condition, therefore it is important to revisit
the topic in future.

VI. CONCLUSION AND FURTHER RESEARCHDEVELOPMENT.

The results show that communication has a positive and significant effect on employee
performance. The better the communication will result in improvements in the performance of
employees. Competency has a positive and significant effect on employee performance. This shows that better
competency will improve employee performance. Workload has a positive and significant effect on employee
performance. This shows that with the optimal workload, the employee will strive to maximize performance. So
there will be an increase in employee performance.

The results obtained from the questionnaire that was distributed to 114 respondents, can be seen that
the indicator of motivation of communication in the communication variable has the smallest average
value. And researchers to related parties so that the company is able to provide opportunities for employees to
express their opinions with the aim that what will be conveyed can be trusted by others. The results obtained
from the questionnaire that was distributed to 114 respondents, indicators of fundamental awareness basic
knowledge (awareness about basic knowledge) in the competency variable has the smallest value. Researcher’s
suggestions to related parties for the company to increase employee awareness about its basic capabilities such
as basic skills in the field of employment and the employee's ability to be able to understand headed from his
job.

Indicators of completing tasks on time in the workload dimension have the smallest
value. Researcher's suggestion to related parties so that assignments to employees can be adjusted according to
the demands of work and the time of completion. It is intended that the work can be completed according to the
expected standard. Researchers can then use other variables to improve employee performance. It is hoped that
further research will be able to explain the dynamics of social change far more accurately. Further research can
add other categories as research subjects, besides that future research can also apply other sample determination
techniques, one of which is random sampling technique so that it can be generalized.
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