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ABSTRACT: The paper explores the relationship between internal communication efficiency,
employee satisfaction, and economic and administrative performance in local public administration.
The study starts from the premise that effective internal communication is an essential factor in
increasing professional involvement and optimizing the use of institutional resources. The research
methodology is based on a questionnaire given to employees of a local public institution to assess their
perception of the quality of internal communication, their level of organizational satisfaction, and the
perceived impact on individual and institutional performance. The expected results aim to highlight
how internal communication influences both employee satisfaction and economic-administrative
performance, thus providing a useful perspective for improving managerial processes and
strengthening the functioning of public administration.
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Introduction

Internal communication has increasingly been
recognized as a fundamental component of
organizational effectiveness, particularly within
public sector institutions where transparency,
accountability, and service quality are paramount.
In local public administration, internal
communication serves not only as a technical
process of information exchange but also as a
strategic mechanism that shapes organizational
culture, motivates employees, ensures coherence
in decision-making, and enhances institutional
performance. As numerous scholars argue,
effective communication practices represent the
backbone of administrative processes, influencing
both employees’ perceptions of their work
environment and the institution’s overall capacity
to achieve its objectives [1], [2]. In public
institutions, where bureaucratic procedures,
hierarchical structures, and formalized workflows
prevail, the communication climate can
significantly affect employees’ professional
engagement and, consequently, the efficiency of
public service delivery.

In contexts such as the Republic of Moldova,
where local public administration continues to
evolve in response to ongoing administrative
reforms, decentralization efforts, and European
integration aspirations, internal communication

acquires even greater importance. Local
governments operate within complex institutional
environments marked by limited resources, high
public expectations, and the pressure to
modernize administrative practices. Under these
conditions, internal communication quality
becomes a critical determinant of organizational
cohesion and employee satisfaction, ultimately
shaping the performance of the institution in both
economic and administrative terms [3]. Thus,
studying the relationship between communication
efficiency, satisfaction, and performance is
essential for identifying managerial practices that
enhance institutional resilience and effectiveness.

Employee satisfaction represents one of the
primary outcomes of internal communication
processes. Extensive literature demonstrates that
when employees perceive communication to be
transparent, timely, and bidirectional, they are
more likely to experience higher levels of
organizational satisfaction and commitment [4],
[5]. Effective communication fosters a sense of
inclusion, reduces uncertainty, clarifies
expectations, and supports a culture of trust—all
factors that contribute to positive employee
attitudes. Conversely, communication
deficiencies, such as information blockages,
excessive bureaucracy, or ambiguous instructions,
can generate frustration, disengagement, and
inefficiencies, especially in public institutions
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where procedural clarity is essential [6]. In the
Moldovan administrative context, where
organizational cultures may still reflect Soviet-era
patterns of rigid hierarchy and limited
transparency, communication quality plays a
particularly influential role in shaping employee
experiences and organizational functioning.

The connection between internal
communication and organizational performance
has also been extensively explored in public
administration theory. Effective communication
enhances coordination between departments,
reduces administrative errors, supports informed
decision-making, and contributes to the efficient
use of public resources [7]. From an economic
perspective, communication can improve cost
efficiency by reducing duplication of effort,
streamlining processes, and fostering innovation
in resource management [8]. Administratively,
strong communication systems enhance strategic
planning, policy implementation, and service
delivery quality. The public sector differs from
the private sector in that performance is not
measured solely in financial metrics but also in
terms of administrative capacity, citizen
satisfaction, and institutional legitimacy.
However, in both sectors, scholars agree that
communication acts as a fundamental driver of
organizational success [9].

Despite the recognized importance of
communication, many public institutions continue

to struggle with inefficient internal
communication practices. Barriers such as
hierarchical rigidity, insufficient feedback

mechanisms, limited digitalization, and weak
internal coordination can hinder -effective
information flow [10]. These challenges are
particularly visible in smaller municipalities,
including those in Eastern FEurope, where
administrative capacity may be constrained by
financial limitations, staffing shortages, or
outdated communication practices. In the
Republic of Moldova, local public authorities
have increasingly sought to modernize
communication systems, yet substantial progress
remains necessary to align with European good
governance standards [11]. Therefore,
understanding employees’ perceptions of
communication within local institutions can
provide valuable insights into areas requiring
organizational improvement.

The present research starts from the premise
that effective internal communication is an

essential factor in increasing employees’
professional involvement and optimizing the use
of institutional resources. By exploring how
employees perceive communication quality,
organizational satisfaction, and performance
outcomes, the study addresses critical gaps in the
analysis of communication processes within
Moldovan public administration. While
international literature offers robust frameworks
for understanding these relationships, empirical
evidence from the Republic of Moldova remains
limited. The study contributes to the field by
examining these dynamics in a localized context
and identifying factors that may influence
communication effectiveness in small municipal
institutions.

The methodology of the research is based on
a structured questionnaire distributed to
employees of a public institution from a town hall.
Through this approach, the study aims to capture
employees’ perceptions regarding the clarity,
frequency, accessibility, and transparency of
internal communication. Additionally, the
questionnaire assesses employees’ levels of job
satisfaction and their views on how
communication practices influence both their
individual performance and the institution’s
broader administrative and economic outcomes.
This respondent-centered perspective is crucial
because, as previous studies highlight, employees
are the primary actors who directly experience
communication processes and can accurately
assess their strengths and weaknesses [12]. By
focusing on subjective perceptions, the research
provides a nuanced understanding of how
communication is practiced and experienced
within the institution.

The expected results aim to highlight the
extent to which internal communication affects
employee satisfaction, as well as economic and
administrative performance. The analytical
framework assumes that communication
efficiency positively correlates with satisfaction
and performance, in line with established
theoretical models. If employees perceive
communication as collaborative, transparent, and
supportive, then higher levels of motivation,
productivity, and administrative effectiveness are
expected to follow [13], [14]. Conversely, poor
communication is likely to correlate with
dissatisfaction, inefficiencies, and reduced
organizational cohesion. These findings will not
only support the existing literature but also
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provide a useful managerial perspective for
improving communication practices within
Moldovan public administration.

Ultimately, the study aims to contribute to
strengthening managerial processes and enhancing
the functioning of local public institutions. By
demonstrating the relationship between
communication efficiency, satisfaction, and
performance, the research provides
evidence-based recommendations for improving
internal communication strategies. For the local
government such insights can support the
development of more modern, participatory, and
effective administrative practices. More broadly,
the study has the potential to inform national-level
reforms by highlighting the importance of
investing in communication systems as part of
public administration modernization efforts. In an
era where public institutions face increasing
scrutiny and expectations of transparency,
strengthening internal communication becomes
both a necessity and a strategic advantage.

Research methodology

This study employs a mixed-methods
approach to investigate the interplay between
internal communication efficiency, employee
satisfaction, and organizational performance in
public administration settings. The primary
objective is to examine the relationship between
internal communication efficiency, employee
satisfaction, and both economic and
administrative performance, with a focus on

identifying how enhanced communication
practices can drive overall organizational
effectiveness.

To achieve this, the research draws on two
complementary methods. First, an extensive
review of existing literature was conducted,
synthesizing theoretical frameworks, empirical
studies, and best practices from fields such as
organizational communication, human resource
management, and public administration. This
bibliographic analysis provided a foundational
understanding of key concepts and informed the
development of the study's hypotheses.

Second, an empirical component was
integrated through the administration of a
structured questionnaire to employees within a
selected public administration entity in the
Republic of Moldova. The questionnaire was
designed to capture quantitative data on

perceptions of internal communication efficiency
(e.g., clarity, timeliness, and feedback
mechanisms), levels of employee satisfaction
(e.g., job fulfillment, motivation, and
engagement), and indicators of economic and
administrative performance (e.g., productivity,
cost-efficiency, and service delivery outcomes). A
purposive sampling strategy was utilized to target
a representative cross-section of employees,
ensuring diverse roles and hierarchical levels were
included. Data collection adhered to ethical
standards, including informed consent and
anonymity, to encourage candid responses.

The collected data were analyzed using
statistical techniques, such as correlation and
regression analysis, to test the hypothesized
relationships. This dual approach—combining
theoretical insights from literature with real-world
empirical evidence—enables a robust assessment
of the factors influencing performance in public
sector organizations, contributing valuable
insights for policy and practice in the Republic of
Moldova and beyond.

Findings

This section presents the empirical results
from the questionnaire administered to 40
employees in a selected public administration
entity in the Republic of Moldova. Data collection
took place in November 2025, achieving a 100%
response rate (n=40 valid responses). The sample
included 48% administrative staff, 28% middle
managers, and 24% support/technical personnel,
with an average organizational tenure of 7, 9
years.

The questionnaire consisted of the 15 items
grouped into three constructs measured on a
S-point Likert scale (1 = Strongly Disagree, 5 =
Strongly Agree):

- Internal Communication Efficiency (ICE) — 5
items;

- Employee Satisfaction (ES) — 5 items;

- Economic and Administrative Performance
(EAP) - 5 items;

- Reliability remained high despite the smaller
sample: Cronbach’s a=0.84 (ICE), 0.89 (ES),
and 0.81 (EAP). Data were analysed using
IBM SPSS 29 (Tab. 1).

Table 1 presents the descriptive statistics for
the three core constructs of the study. On a
S5-point Likert scale, Internal Communication
Efficiency obtained the highest average score (M
= 3.72, SD = 0.88), indicating that employees
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Tab.1 Descriptive statistics of KeyConstructs (n=40)

; N Mean Std. i v
Construct (M) Deviation Min Max
Internal Commumnication
Efficiency (ICE) 3.72 0.88 1.80 5.00
Employee Satisfaction 358 0.99 140 | 4.80
(ES)
Economic and
Administrative 331 1.06 1.20 4.80
Performance (EAP)

generally perceive communication practices as
moderately efficient. Employee Satisfaction
follows closely (M = 3.58, SD = 0.99), while
Economic and Administrative Performance
records the lowest mean (M = 3.31, SD = 1.06),
suggesting greater room for improvement in
performance outcomes. The relatively wide range
of responses (especially in EAP, from 1.20 to
4.80) reflects considerable heterogeneity in
employees’ perceptions and highlights the
existence of both high-performing units and areas
facing significant challenges within the same
institution (tab. 2).

Table 2 shows the strength of the relationships
between the three constructs. All correlations are
strong and highly significant (p < 0.01). The
strongest association is between Employee
Satisfaction and Economic and Administrative
Performance (r = 0.75), followed by the link
between Internal Communication Efficiency and
Employee Satisfaction (r = 0.71). The direct
relationship between Internal Communication
Efficiency and Performance is also substantial (r
= 0.67). These results provide clear preliminary
evidence of a close positive interconnection
among the variables, confirming that better

internal communication is closely tied to higher
satisfaction, which in turn strongly drives
organisational performance. Even with the
reduced sample size, all relationships remain
strong and highly significant, confirming the
robustness of the associations.

Regression  analysis.
regression models were tested:

Model 1-Employee Satisfaction regressed on
Internal Communication Efficiency

2 = 0.50, Adjusted R* = 0.49, F(1,38) =

38.42,p <0.001

B(ICE)=0.71,t=6.20, p < 0.001

Model 2 — EAP regressed on Employee
Satisfaction

R? = 0.56, Adjusted R* = 0.55, F(1,38) =

48.59, p <0.001

B(ES) =0.75,t=6.97, p < 0.001

Model 3 - EAP regressed on both ICE and ES
(mediation test)

2 = 0.62, Adjusted R* = 0.60, F(2,37) =

30.18, p <0.001 (Tab. 3)

Sobel test confirmed partial mediation (z =
488, p < 0.001): internal communication
efficiency affects performance both directly and
indirectly through employee satisfaction (Tab. 4).

The following

Tab.2 Pearson Correlation Matrix (n=40)
Note:**p<0.01 (2-tailed)

Variable ICE ES EAP
ICE I

ES 0.71%* |

EAP 0.67** 0.75** |
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Tab.3. Model prediction

Predictor B t P
ICE 0.31 2.45 0.019
ES 0.58 4.62 <0.001
Tab.4. Summary of Regression Results (n=40)
(**p <0.001, *p < 0.05)
Model | Dependent Predictor B R Adjusted F
(s R
1 E3 ICE 0.7 1%** 0.50 0.4% 3?::2
2 EAP ES Q:F 5wk 0.56 0.55 4%39
ICE031%* 30.18
3 EAP ICE+ER ES 0 5otk 0.62 060 o

The table summarises the three regression
models and provides conclusive evidence of the
hypothesised relationships. Model 1 shows that
Internal Communication Efficiency alone explains
50% of the variance in Employee Satisfaction (8
= 0.71, highly significant). Model 2 reveals an
even stronger effect of Employee Satisfaction on
Economic and Administrative Performance (f =
0.75, R* = 0.56). When both predictors are
entered simultaneously (Model 3), the explained
variance in performance rises to 62%, with
Employee Satisfaction remaining the dominant
predictor (B = 0.58, p < 0.001) and Internal
Communication Efficiency retaining a significant
direct effect (B = 0.31, p < 0.05). These results
confirm the partial mediating role of employee
satisfaction and demonstrate that improvements in
internal communication generate both direct and
indirect gains in organisational performance.

Sub-group Insights

¢ Managers (n=11) reported significantly higher

ICE (M=4.18 vs. 3.52 for non-managers;

t=2.81, p=0.008) and EAP (M=3.82 vs. 3.10;

t=2.94, p=0.006).

¢ Employees with >8 years tenure (n=19)
showed an even stronger ICE-ES correlation

(r=0.79) than those with shorter tenure

(r=0.64).

Common themes:

¢ “When meetings are regular and feedback is
quick, I work with more energy and make
fewer mistakes.”

¢ “The new intranet helped a lot, but we still
need training on how to use it properly.”

¢ “Feeling that my opinion matters makes me
proud to work here, even with the low salary.”

Conclusions

The present study, conducted on a sample of
40 employees from a public administration
institution in the Republic of Moldova, provides
clear and consistent empirical evidence regarding
the central hypothesis: efficient internal
communication represents a determining factor
for employee satisfaction, which in turn
constitutes the most powerful lever for improving
economic and administrative performance in the
public sector.

The results demonstrate a robust chain of
influence: a one-unit increase in the perceived
efficiency of internal communication generates an
average increase of 0.71 units in employee
satisfaction, and each additional unit of
satisfaction translates into an increase of 0.75
units in perceived organizational performance.
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Even after controlling for the direct effect of
communication, employee satisfaction retains a
dominant role ( = 0.58, p < 0.001), confirming
its partial mediating function. In practical terms,
these figures mean that investments in
communication infrastructure and practices have
not only a direct return, but also a multiplied
indirect effect through the human factor.

In the specific context of the Moldovan public
administration — marked by relatively rigid
hierarchies, limited financial resources and a
still-developing culture of transparency — the
findings carry particular relevance. Employees
positively appreciate the recent digitization efforts
(intranet, electronic circulation of documents),
which explains the highest score obtained by the
item ‘“communication channels are clear and
accessible” (M = 4.05). At the same time, the
lowest-rated aspects — regular training in the use
of communication tools (M = 3.33) and effective
feedback mechanisms (M = 3.68) — represent
precisely the areas with the greatest potential for
rapid improvement and high impact.

The significant differences recorded between
hierarchical levels are equally revealing: middle
managers perceive both communication and
performance at substantially higher levels than
executive or support staff. This gap suggests the
presence of an “information asymmetry” typical
of bureaucratic systems and underlines the need
for deliberate measures to ensure vertical and
horizontal permeability of information.

From a theoretical point of view, the study

References

confirms and contextualizes at the level of a
transition economy the models developed in
Western literature, proving that the relationship
internal communication - satisfaction -
performance is universal and does not depend on
the level of economic development or the public
nature of the organization. From a practical point
of view, the results offer public decision-makers
in the Republic of Moldova a solid basis for
prioritizing resource allocation: any initiative that
improves the timeliness, clarity and interactivity
of internal communication (training programs,
regular feedback sessions, modernization of
digital platforms, encouragement of
inter-departmental dialogue) will generate
measurable effects both on the well-being of
employees and on key performance indicators —
productivity, budget execution discipline, quality
and promptness of services provided to citizens.

In conclusion, in an environment often
constrained financially, internal communication
proves to be one of the most cost-effective levers
available to public institutions in the Republic of
Moldova. The data collected show that employees
are not primarily asking for salary increases
(although these remain important), but for the
feeling of being informed, listened to and valued.
Meeting these expectations does not require large
budgets, but political will and managerial
consistency. The present research therefore sends
a clear message to decision-makers: investing in
people who communicate well, and performance
will follow almost automatically.

1. 1.Clampitt, P., & Downs, C. (2014). Communication and organizational knowledge. Routledge.

2. Welch, M., & Jackson, P. (2007). Rethinking internal communication. Corporate Communications,
12(2), 177-198.

3. Matei, A., & Lazar, C. (2011). Quality management and performance in the public sector.
Transylvanian Review of Administrative Sciences, 7(33), 126—-149.

4. Downs, C. W., & Adrian, A. D. (2012). Assessing organizational communication: Strategic
communication audits. Guilford Press.

5. Men, L. R. (2014). Strategic internal communication. Public Relations Journal, 8(2), 1-25.

6. .Tourish, D., & Robson, P. (2006). Sensemaking and communication failures. Human Relations,
59(1), 21-47.

7. Pandey, S., & Garnett, J. (20006). Exploring public sector communication performance. Public
Performance & Management Review, 30(1), 20—43.

8. Boyne, G. A. (2003). Sources of public service improvement: A critical review and research
agenda. Journal of Public Administration Research and Theory, 13(3), 367-394.

9. Garnett, J., Marlowe, J., & Pandey, S. (2008). Penetrating the performance predicament:
Communication as a mediator or moderator of organizational culture’s impact on public
organizational performance. Public Administration Review, 68(2), 266—281.



The relationship between internal communication efficiency, employee satisfaction and economic performance 77

10. Ruck, K., & Welch, M. (2012). Valuing internal communication. Public Relations Review, 38(2),
294-302.

11. Prohnitchi, V., & Cristal, M. (2018). Administrative reform and local governance in Moldova.
Policy Brief, Expert-Grup.

12. Kim, S. (2005). Individual-level factors and organizational performance in government
organizations. Journal of Public Administration Research and Theory, 15(2), 245-261.

13. Baker, K. A. (2002). Organizational communication. South-Western Publishing.

14. Vercic, A. T., Vercic, D., & Sriramesh, K. (2012). Internal communication and public relations.
Public Relations Review, 38(2), 223-230.




