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ABSTRACT

Agus Salim, Public Administration Study Program, Faculty of Social,
Political and Computer Science, University of Djuanda Bogor, 2022, Effect of
Communication Strategy on Employee Performance in Handling Public
Complaints at the Population and Civil Registration Office of Bogor City,
Advisor I: Mrs. Ginung Pratidina, Dra ., M.Si, Advisor 1I: Mrs. Neng Virly
Apriliyani S.Sos., M.AP,

Based on the observations, the researchers found several problems: There is
no complaint system available on the Sikancil Berlari website, where online is
very helpful for the community in submit complaints easily, and ineffective or
poorly managed suggestion box management, such as no direction from
employees to run or realize the suggestion box. unavailability of a community
satisfaction assessment system on the Disdukcapil Sikancil Berlari service website
to make it easier to find out the assessment of community satisfaction services.

This study aimed to determine the Effect of the Communication Strategy on
the Performance of Handling Public Complaints at the Population and Civil
Registration Office of Bogor City. The theory used in this study is a
Communication Strategy that uses theory (Effendy, 2017) that suggests four
dimensions: Recognizing Communication Goals, Selection of Communication
Media, Assessment of Communication Message Objectives, and Role of
Communicators. Performance refers to the theory (Sutrisno, 2016), which
suggests four dimensions: Effectiveness and Efficiency, Authority and
Responsibility, Discipline in General, and Initiative.

The method used by the researcher in this research is the quantitative
associative research method. The data collection techniques used were
observation, distributing questionnaires, unstructured interviews, and literature
study. The data analysis technique used by the researcher is the Spearman Rank
correlation test, while the significance test uses the t-test and the coefficient of
determination.

The study results indicate that the communication strategy positively affects
employee performance at the Bogor City Population and Civil Registration
Office. The strength of the relationship is included in the category of moderate
relationship. By the t-test table, the t-table value is 3,243. Because the Spearman
rank correlation and the t-test are significant enough that Ho is rejected agEhFy
accepted. It shows that if the communication strategy increases, the /-/
will also increase; in this case, the variable x contributes to the py
variable y by 15.36%, while other factors influence the remaining §. 1
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