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Abstract

This study aims to analyze the influence of the physical work environment on improving employee performance in the delivery of
public services at the Social Affairs Office of Probolinggo City. The physical work environment is a crucial factor that affects
employee comfort, efficiency, and productivity. This research employs a descriptive qualitative approach, with data collected
through interviews, observations, and documentation. Data analysis refers to the performance factor theory of Robert L. Mathis
and John H. Jackson, as well as the Regulation of the Minister of Administrative and Bureaucratic Reform (Permenpan RB) No.
17 of 2017 concerning the Guidelines for Preparing the Professionalism Index of Civil Servants. The results indicate that aspects
of the physical work environment — such as lighting, room temperature, cleanliness, spatial arrangement, and the availability of
facilities and infrastructure — positively contribute to improving employee performance. A supportive work environment fosters a
conducive atmosphere, enhances motivation, and accelerates public service delivery. Therefore, improving and maintaining the
physical work environment is a strategic factor in efforts to enhance public service quality.
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Introduction

Public service is one of the vital aspects of government that serves to meet the needs of the community. Law of the
Republic of Indonesia Number 25 of 2009 explains that public services are defined as activities carried out by public service
providers to meet community needs. This law emphasizes the importance of the principles of transparency, accountability,
and community participation in public services. Good quality public services not only increase public trust in government,
but also contribute to overall social welfare (Abramovitz, 2001, Hamilton & Ruta, 2006). In this context, improving
employee performance in the public service sector is very important, because employees are the frontline in providing
services to the community. Employee performance refers to the assessment of individual work results in an organization,
which is carried out based on the duties and responsibilities carried out to achieve the goals of the organization.
Performance is the result achieved by a person in accordance with the capacity of the work given. In other words, if
individual integrity produces results that meet the standards or criteria set by the organization, then its performance is
considered good. Conversely, if the results do not meet the standards, then the performance is considered poor (Ketchen
Jr & Palmer, 1999).

According to the Big Indonesian Dictionary, performance is the result achieved, achievement shown, or work ability.
Employee performance is regulated in Law of the Republic of Indonesia Number 30 of 2019 regulating the performance
appraisal of Civil Servants. The Civil Servant Performance Management System is a systematic process that includes
performance planning, implementation, monitoring, performance coaching, performance appraisal, follow-up, and
performance information systems (Fitton, 2017). The physical work environment plays an important role in supporting
performance planning, because good physical environmental conditions can increase employee productivity and
effectiveness. Therefore, aspects of the physical work environment should be considered in the performance planning
stage to create a conducive work atmosphere and support the achievement of organizational goals. Employee performance
is influenced by various factors, including motivation, competence, and work environment. A conducive work
environment can encourage employees to work more productively and efficiently. Conversely, an unsupportive work
environment, such as poor physical conditions, can hinder employee performance and have a negative impact on the
quality of services provided. A good working environment contributes significantly to improving employee performance
in various sectors.

Probolinggo city, as an area with various social challenges, requires high-performing employees to handle various
complex social issues. In this context, a good working environment can be one of the determining factors in improving
employee performance. One of them is at the probolinggo city social service. The probolinggo city social service has a great
responsibility in providing social services to the community, which includes various programs and activities aimed at
improving social welfare. Therefore, the performance of employees in this agency greatly affects the effectiveness and
efficiency of services provided to the community. “a good work environment can increase productivity, job satisfaction,
and employee mental health” (sari, 2020: 45-58). The work environment includes physical and non-physical aspects that
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affect workers in carrying out tasks. If the environment is conducive, workers can work optimally during working hours.
The work environment includes everything around workers that can affect the performance of assigned tasks. Problems
in the physical work environment, such as lack of adequate equipment and facilities and noise, can interfere with work
comfort. Meanwhile, problems in the non-physical environment are more related to social aspects, such as the distance
between employees that can limit interactions (J. R. Hasibuan et al., 2022; Mahpudin, 2023).

In the context of the probolinggo city social service, employees who work in a comfortable and safe environment tend
to be more motivated and able to provide better services to the community. Employees who feel comfortable in their
workplace are more likely to interact positively with the community, which in turn improves the quality of public services.
In addition, a good working environment also contributes to the professional development of employees, where they feel
valued and supported in carrying out their duties. The physical work environment is one of the most important factors in
determining employee performance, especially in the public service sector. The probolinggo city social service has a great
responsibility in providing social services to the community, which includes various programs and activities aimed at
improving social welfare. Therefore, the performance of employees in this agency greatly affects the effectiveness and
efficiency of services provided to the community (Astutik, 2013; Roesmawati, 2013). So it is important to analyze the
physical work environment at the probolinggo city social service in supporting the improvement of employee
performance, but also on its impact on community satisfaction. High quality social services are highly dependent on the
ability of employees to work effectively and efficiently. Therefore, researchers are interested in examining the physical
work environment with the research title “analysis of the physical work environment in improving employee performance
in public services (study of the probolinggo city social service for women's empowerment and child protection (ppa))”.

Literature Review

The physical work environment is all physical conditions that exist around the workplace that can affect employees
either directly or indirectly. The physical work environment can be divided into two categories, namely: The environment
that is directly related to employees (such as: work centers, chairs, tables and so on) and the intermediate environment or
general environment can also be called the work environment that affects human conditions, for example: temperature,
humidity, air circulation, lighting, noise, mechanical vibration, unpleasant odors, colors and others (Mahmudah, 2023).
Workplace Lighting Adequate lighting in the work environment is essential to support daily activities. Good lighting can
help reduce eyestrain, improve concentration, and prevent errors in work. There are two types of lighting to consider:
natural and artificial lighting. Natural lighting, such as sunlight, not only reduces energy costs but can also improve mood
and productivity. On the other hand, artificial lighting should be tailored to the type of work being done; for example,
work that requires high detail requires brighter lighting. In addition, it is important to avoid glare and shadows that can
interfere with focus.

Workplace Windows Windows in the workplace serve not only as a source of natural light but also as ventilation that
allows air circulation. Good windows can provide views to the outside, which can help reduce stress and improve
employee mood. Research shows that access to outside views can increase creativity and job satisfaction. In addition,
openable windows allow employees to adjust the temperature and humidity to their needs, creating a more comfortable
environment (Hanifah, 2019; Nst, 2021).

Color Management Colors have a significant psychological impact on mood and behavior. Choosing the right colors
in the workplace can create an atmosphere that supports productivity. For example, blue is often associated with calmness
and focus, while red can boost energy and enthusiasm. Neutral colors like white or grey can give a professional feel, but
too many neutrals can make the atmosphere monotonous. Therefore, it is important to create balanced color combinations
that promote creativity and job satisfaction (Miao et al., 2020).

Performance is a crucial element in achieving the goals of an agency or institution. With optimal employee
performance, the company or institution will be better able to achieve the desired goals. This is due to the role of
performance as a determining factor in the success and sustainability of the agency. In every organization, humans are one
of the vital components to drive the organization. Performance can be interpreted as actions or inactions performed by
employees. Employee performance affects how much contribution they make to the organization. “performance is the
result obtained by a person in carrying out the tasks assigned to him, which are carried out with skill, experience, and
dedication, and within a certain period of time”. The level of achievement or work of an employee is measured based on
the goals that must be achieved in carrying out his responsibilities, by comparing the ratio between the real work results
and the quality and quantity standards produced by each employee (D. Hasibuan, 2019). Employee performance is a
crucial aspect in increasing employee productivity. To improve employee performance, organizations need to understand
the factors that can affect this performance. “Employee performance (work performance) is the result of work measured
in terms of quality and quantity achieved by an employee in carrying out duties in accordance with the responsibilities he
carries” (Maryani et al., 2021).

METHOD

This research uses a qualitative approach with the aim of describing in depth the phenomenon studied through
comprehensive analysis (Sugiono, 2014). The qualitative approach was chosen because it was able to reveal the meaning,
understanding, and perspective of the research subject holistically. The type of research used is descriptive research, which
is research that aims to provide a systematic and factual picture of the facts and characteristics of the object being studied.
This research was carried out at the Probolinggo City Social Service, which was chosen as the location because of its
institutional relevance to the focus of the study (Lexy ]. Moleong, 2019). The data collection method used is observation,
which is direct observation of situations, behaviors, or activities that occur in the research environment. Through this
method, researchers can obtain empirical data that are both natural and contextual, allowing for a deeper understanding
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of the dynamics that occur in the field. The data obtained is then analyzed descriptively to draw relevant conclusions.

RESULTS AND DISCUSSION

In writing this article, the author is guided by the collaboration of theories According to Robert L. Mathis and John
Jackson identified several factors that affect employee performance including, employee abilities, motivation, support
received, the existence of the work performed, relationships with agencies and according to Permenpan Rb Number 17 of
2017 there are six aspects that are assessed including service policies, professionalism of human resources, service facilities
and infrastructure, public service information systems, consultation and complaints and service innovation. Based on the
results of interviews and observations conducted at the Probolinggo City Social Service, it was found that the service
policies implemented have played an important role in encouraging the improvement of employee technical competence.
The policy, especially as outlined in the form of Standard Operating Procedures (SOPs), has provided clear technical and
procedural guidelines in the implementation of daily tasks. With detailed SOPs, employees have a reference in their work,
making it more directed and structured. This also encourages employees to understand the technical aspects of service in
more depth. So far, the Social Service Office has also developed a mechanism in its service policy that requires certain
employees to attend training or capacity building, especially for employees who are in direct contact with public services.
This training program is usually facilitated by the local government through the Personnel and Human Resources
Development Agency (BKPSDM), and in collaboration with other technical training institutions. The training covers
technical aspects such as the use of service applications, communication approaches to vulnerable communities, and social
administration data management (Jaeger et al., 2007).

In terms of service policy evaluation, the Social Service Office has integrated aspects of assessing employee
competency gaps into the performance monitoring and evaluation system. This evaluation is carried out regularly through
internal meetings, field supervision, and a performance appraisal system based on Employee Performance Targets (SKP).
If a gap is found between employee capabilities and service demands, further training or individualized technical guidance
will be recommended as a form of follow-up. Most employees stated that the existence of service policies, especially SOPs,
was very helpful in carrying out their duties. SOPs are considered to be able to reduce confusion and provide clear
direction on the flow of services. However, it was still found that not all employees received direct socialization of new
policies. Some employees only know the policy from their direct superiors without any official forum or internal training
that discusses the substance of the policy in detail. This is an important note for agencies to improve the quality of policy
socialization.

In terms of motivation, the employee performance appraisal policy has a significant effect. The existence of indicators
that assess competence and service quality makes some employees feel challenged to continue improving their abilities.
This is also encouraged by the reward and sanction system attached to the appraisal system, which indirectly shapes a
competitive and professional work culture. Furthermore, informants said that most service officers have understood the
applicable service policies and procedures, although at the implementing level there are still some who need further
assistance. Understanding of policies is strongly influenced by educational background, work experience, and
involvement in policy socialization activities. Regarding the impact of the newly implemented service policy, most
respondents stated that there were differences in service quality before and after the policy was implemented. After the
implementation of the new policy, services became more systematic, service time was more measurable, and
communication with service recipients was better. However, this difference is more pronounced in the parts of the service
that are directly in contact with the community, while in the administrative part, changes are still gradual.

This study reveals that employee recruitment standards at the Probolinggo City Social Service have been designed
to ensure a balance between technical ability and aspects of professionalism. The employee selection process, both CPNS
and contract employees, is carried out through stages that include administrative selection, written exams based on basic
and technical competencies, and interviews that assess attitudes, ethics, and commitment to public services. In the
interview process, aspects such as honesty, social care, and integrity are part of the main considerations, especially
considering that the Social Service handles vulnerable groups of people. Furthermore, employee development training
conducted regularly by the agency and local government not only focuses on improving technical skills, but also touches
on soft skills. Trainings such as public speaking, conflict management, effective communication, as well as the formation
of work ethics and public service values are part of the curriculum. This reflects the organization's awareness that service
success is not only determined by technical ability, but also by the attitude and empathy of officers in the field.

The Social Affairs Office has also developed a performance appraisal system that includes an evaluation of the
dimensions of employee professionalism. In addition to technical indicators such as speed and accuracy of work, there are
also indicators that assess work attitude, responsibility, honesty, ability to empathize with service recipients, and
discipline. This assessment is carried out through a combination of direct supervisor reports, work documentation, and
input from the service user community. Thus, employees are required to not only complete tasks, but also maintain ethical
standards and social sensitivity. In cases where there are employees who have high technical skills but exhibit
unprofessional behavior, the Social Service Office has an internal complaint mechanism. The public and coworkers can
submit complaints through suggestion boxes, service hotlines, or direct reports to superiors. The report will be followed
up through clarification, coaching, or even administrative sanctions according to the level of violation. This mechanism is
part of the supervision of work ethics and serves as a controller of service quality. Most employees stated that their
technical skills support the application of professionalism, especially in resolving cases fairly and without discrimination.
However, they also recognized that there are situations where technical skills alone are not enough. In cases involving
emotional conflict, for example with the extreme poor or victims of violence, professional attitudes such as patience,
empathy and sincerity are key to successful service delivery. In this context, a humanist approach is considered more
effective than a purely procedural approach.
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The training experience followed by employees also has a positive impact on their attitude in maintaining service
ethics. Some employees revealed that training on human rights-based public services and ASN values had formed a new
awareness to better respect the rights and dignity of every citizen served. Attitudes such as not blaming beneficiaries,
being polite, and maintaining personal secrets are part of the standards of behavior internalized after attending the
training. From the perspective of service users, the majority of respondents stated that Social Service officers generally
demonstrated a combination of competence and politeness. Officers are considered responsive in responding to
community needs and still maintain a friendly and fair attitude in providing information and assistance. However, a small
number of people have experienced services from officers who are very technically competent, but show a cold, rushed,
or less empathetic attitude. This situation points to the importance of further coaching on the non-technical aspects of
social services.

The adequacy of work facilities and infrastructure has a significant influence on employee motivation in providing
optimal services. At the Probolinggo City Social Service Office, facilities such as computers, ergonomic work desks, stable
internet networks, and other supporting facilities are considered adequate in several service areas. However, there are still
differences in quality between work units, especially between direct service units and administrative sections. Employees
who work with good equipment tend to be more focused, get their work done faster, and show more enthusiasm compared
to those who have to overcome daily technical obstacles such as slow computers or malfunctioning air conditioners. In
addition, the Social Affairs Office also has an internal mechanism to evaluate the impact of renovations or facility additions
on employee morale. This evaluation is usually done through post-renovation employee satisfaction surveys, direct reports
from field heads, and leadership observations of team performance after facility improvements. In some cases, such as the
renovation of integrated service rooms or the replacement of computer equipment, it was found that there was an increase
in employee participation in service tasks, a decrease in the rate of delays, and an increase in the speed of service to the
public. This indicates that facility improvements are not only physical, but also have psychological and motivational
impacts.

Individually, workspace comfort plays an important role in influencing employees' mood and motivation. Some
employees stated that sufficient natural lighting, good air circulation, and cleanliness of the workspace make them feel
more comfortable and energized at work. A stuffy or poorly ventilated room often decreases concentration and leads to
fatigue, which in turn affects services to the community. Ergonomic aspects, such as posture-supporting work chairs and
appropriate desk heights, are also important concerns for employees who work long hours in front of a computer. When
asked to choose between receiving a new computer or a skills training program, most employees indicated a preference
for the skills training program. They reasoned that training not only improves work capacity, but also provides intellectual
challenges and knowledge updates that strengthen confidence in serving the community. However, a few also stated that
without adequate work tools such as new computers, their technical abilities still could not be maximized.

This study found that the service policies at the Social Affairs Office of Probolinggo City have begun to show attention
to strengthening the capacity of frontline staff, especially in handling complex social cases such as domestic violence, child
exploitation, or citizens with psychosocial disorders. The budget allocation for capacity development is generally
integrated into annual training programs funded through the Regional Budget (APBD) or support from central
ministries/agencies. The training provided not only focuses on technical-administrative aspects but also includes guidance
on psychosocial approaches, conflict mediation, and handling gender and child sensitive cases. Service policies have also
established mechanisms for support from specialized technical teams, such as the presence of psychologists or legal
consultants, who can be involved in managing serious cases. Although such experts are not always available within the
staffing structure of the Social Affairs Office, the agency collaborates with vertical institutions, such as the Regional
Technical Implementation Unit for the Protection of Women and Children (UPTD PPA), Legal Aid Institutions (LBH), or
psychologists from local public hospitals to provide professional support. This coordination mechanism is regulated
through Interagency Cooperation Agreements (PKS) and can be accessed by frontline staff through an internal referral
system.

Workload distribution policies have also become part of the service strategy, in which each employee handling
priority cases, such as child sexual abuse or severe family conflicts receives support from team members. This is realized
through a small team-based (cluster) working system consisting of field companions, administrative officers, and field
coordinators. Some employees stated that this approach helps them avoid burnout and enables more comprehensive and
collective case resolution. Regarding work flexibility, the service policy at the Social Affairs Office is still quite limited in
implementing a work-from-home (WFH) system. However, in certain situations such as during the pandemic or in
personal emergencies, this policy has been applied in a limited manner, especially for administrative tasks such as report
writing and data entry. Employees expressed that WFH policies could support work-life balance if implemented with clear
supervision systems and targets. They felt more productive and focused when given the trust to complete tasks from home,
as long as it does not disrupt direct services to the public.

Frequent equipment breakdowns have become one of the factors that can undermine the consistency of work
motivation. In such situations, employees feel frustrated because they have to redo tasks or wait for technical repairs,
which indirectly hinders public service delivery. Several employees expressed that they feel underappreciated when
complaints about damaged facilities are not promptly addressed, leading to decreased morale and loyalty to their duties.
Based on direct observations and interviews with informants, it was evident that employees’ morale tends to increase
when they work in more comfortable and well-organized environments. Bright, clean rooms equipped with modern
facilities create a more positive work atmosphere. Employees appear friendlier, more communicative with the public, and
more active in completing their daily tasks. This phenomenon indicates that a good work environment is not merely a
supporting facility but a strategic factor in building overall employee performance and job satisfaction.

Meanwhile, the policy of real-time performance reporting (via electronic systems) has received mixed reactions from
employees. On one hand, this system provides clarity and transparency regarding completed tasks and facilitates daily
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performance evaluations. However, many employees feel pressured by the need to continuously update reports in a
dynamic and high-pressure service environment. Some of them described the system as “burdensome” because it triggers
anxiety about delays in data input, especially when dealing with heavy field workloads. Therefore, adjustments to the
reporting system are necessary to make it more flexible and responsive to the real working conditions of field staff.

Task distribution within the service units of the Social Affairs Office of Probolinggo City is carried out by considering
two main aspects: the complexity level of the tasks and the professionalism of the employees. The assignment of staff to
specific duties is not solely based on job title or educational background but also on work experience, interpersonal skills,
and ethical track record. For example, cases involving vulnerable children, women victims of violence, or individuals with
mental disorders are generally assigned to employees who have demonstrated strong commitment, high empathy, and
caution in their work. To ensure the quality of handling sensitive tasks, the Social Affairs Office has developed informal
mechanisms based on organizational practices. Some division heads and unit coordinators selectively appoint certain
personnel to handle complex cases, based on daily monitoring and internal evaluation. Although this approach is not yet
formally outlined in the SOP, it has proven effective in maintaining public trust and preventing procedural errors that
could harm beneficiaries. In certain cases, specific coaching or additional supervision from direct supervisors is also
provided before an employee is assigned to socially or legally sensitive duties.

The demands for professionalism in daily tasks influence how employees perceive the meaning of their work. Many
of them view their job not merely as an administrative routine but as a moral calling to assist people in difficult situations.
This awareness often arises when employees encounter the complex and heartbreaking stories of community members,
which require high sensitivity and integrity in decision-making. When faced with tasks not explicitly stated in their job
descriptions but still related to public service, employees report striving to maintain professional consistency. This is
guided by the principle that every form of service provided —regardless of whether it is additional or incidental —still
reflects the institution's overall image. Some employees shared that they occasionally have to assist citizens in arranging
referral letters, escorting individuals to hospitals, or mediating family conflicts — tasks that are not formally required but
are ethically essential.

Based on observations and respondent confirmations, it was found that most officers continue to demonstrate
professional attitudes even when handling tasks that are not their primary responsibilities. They are able to remain patient,
act politely, and strive to resolve issues effectively. Nevertheless, challenges such as work fatigue, role confusion, or
unclear authority sometimes reduce motivation. Therefore, several employees have suggested the need for internal policies
that clarify role distribution while still allowing room for personal initiative within the service context. In general, it can
be concluded that task distribution at the Social Affairs Office of Probolinggo City has been carried out with consideration
for professionalism and social sensitivity, although the strengthening of internal regulations and formal documentation
still needs improvement to ensure a more transparent and accountable system.

Conclusions

This study shows that the implementation of service policies at the Social Affairs Office of Probolinggo City has made
a positive contribution to improving employee performance, both in terms of technical skills, professionalism, and work
motivation. Based on the theory of Robert L. Mathis and John Jackson, as well as the Regulation of the Minister for
Administrative and Bureaucratic Reform (Permenpan RB) No. 17 of 2017, it was found that factors such as service policies,
training, facilities and infrastructure, as well as performance evaluation play an important role in shaping the quality of
public services. Service policies, particularly through the development of Standard Operating Procedures (SOPs), periodic
training, and competency-based performance evaluations, have encouraged improvements in technical understanding
and employee professionalism. Employees directly involved in public service delivery have shown increased capabilities
and more humanistic and empathetic work attitudes, especially in handling complex social cases. On the other hand,
adequate facilities and a comfortable work environment have proven effective in boosting motivation and morale.
However, challenges remain in terms of the equitable distribution of facilities across work units and the effectiveness of
the electronic performance reporting system, which some employees find burdensome.

This study also highlights the importance of soft skills development, team-based work systems, and flexibility in task
distribution to prevent burnout and enhance employee resilience in facing dynamic field situations. Employee
professionalism is not solely determined by technical ability but also by attitude, empathy, and social responsibility.
Overall, the public service performance at the Social Affairs Office of Probolinggo City shows significant progress,
although there is still a need to strengthen policy socialization, technical support, and role clarity to further optimize and
sustain service quality.
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