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Abstract 
This study explores the efforts to enhance professionalism within the Protocol and Leadership Communication 

Division of Bandar Lampung's Regional Secretariat, focusing on the enhancement of professional capabilities, 

the development of supportive strategies, and the alignment of employee roles with their qualifications. The 

findings reveal that while there is a strong emphasis on professional development, the effectiveness of these efforts 

varies. Leadership within the division actively promotes skill development and professional education, aligning 

with the theoretical framework that views professionalism as a combination of skill, knowledge, and commitment. 

However, challenges such as resource limitations, inconsistent discipline among employees, and occasional 

misalignment between roles and qualifications hinder the full realization of these efforts. The study suggests that 

a more structured and resource-supported approach is needed to ensure equal access to professional development 

opportunities for all employees, thereby enhancing overal performance and service quality. The results 

underscore the importance of a holistic approach to employee placement and development, addressing both 

technical and non-technical aspects of job performance. 
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Introduction 

Enhancing the professionalism of government employees is increasingly 

recognized as essential to addressing bureaucratic challenges, improving public 

perception, and restoring trust in government institutions (Benedicto & Caelian, 

2020; Fazil & Fahmi, 2022; Mussagulova, 2021). This need is particularly pronounced 

in the Protocol and Leadership Communication Division of the Regional Secretariat 

of Bandar Lampung, where employees are tasked with implementing regional 

policies, coordinating the activities of regional apparatus, and ensuring the effective 

management of protocol, communication, and documentation. The role of this 

division is critical, as it serves as the central hub for leadership communication and 

protocol within the regional government, directly influencing the effectiveness of 

governance and public service delivery (Charliyan, 2023; Pamungkas et al., 2020; 
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Qiuhong, 2021). 

The importance of professionalism within public service is further underscored 

by the Indonesian Local Government Law No. 23 of 2014 (amended by Law No. 9 of 

2015), which emphasizes the decentralization of government functions as a means to 

achieve democratization, empower both the apparatus and society, and enhance 

public service delivery. This legal framework mandates that public servants at all 

levels must demonstrate a high degree of professionalism to fulfill their duties 

effectively. In parallel, the Civil Service Law No. 5 of 2014 stipulates that civil servants 

must adhere to core values, ethical codes, and moral integrity while possessing the 

necessary competencies and qualifications to perform their duties professionally. 

These laws highlight the expectation that civil servants will act with integrity, uphold 

public trust, and deliver services efficiently and equitably. 

However, despite these robust legal frameworks, the challenge of ensuring 

professionalism in public service remains significant. Previous research, including 

studies by (Susanti & Syahlani, 2022) and (Benedicto & Caelian, 2020), has 

highlighted that a professional bureaucracy is defined by the presence of employees 

who are not only skilled and knowledgeable but also morally and ethically 

committed to delivering public services. These studies identify key characteristics of 

professional bureaucracy, such as accountability, efficiency, and ethical 

responsibility (Baig et al., 2021; Barusman, 2019; Hidayati, 2022; Mursidah et al., 

2022). However, they also point to persistent issues in the public sector, such as 

bureaucratic inertia, lack of innovation, and inadequate responsiveness to public 

needs, which undermine efforts to foster professionalism (Covell, 2016; Kim, 2022; 

Purwaningrum & Purnomo, 2024; Wawointana et al., 2019). 

Notwithstanding these insights, a significant research gap exists in 

understanding the specific strategies employed to enhance employee 

professionalism within particular government divisions, such as the Protocol and 

Leadership Communication Division of the Regional Secretariat of Bandar Lampung. 

While broad strategies for improving public service professionalism have been 

discussed in the literature, there is a need for more detailed exploration of how these 

strategies are implemented at the divisional level, what challenges are encountered, 

and what factors support or hinder their success (Dlamini et al., 2019; Sang, 2023; 

Woolcock, 2017). 

This study focuses on the professionalism among employees in the Protocol and 

Leadership Communication Division of Bandar Lampung's Regional Secretariat, 

aiming to identify the specific approaches taken to develop professional 

competencies within the division. By examining both the supporting and inhibiting 

factors that influence the effectiveness of these strategies, the research seeks to 

provide a more nuanced understanding of how professionalism can be cultivated 

within public sector organizations (Battaglio, 2020; Fernandes et al., 2022; Ni & Chen, 

2016). This investigation is particularly relevant to the broader discourse on public 

administration and governance, where the professionalism of civil servants plays a 

critical role in ensuring effective service delivery and maintaining public trust 

(Amalia, 2023; Arun et al., 2021). 
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The research is guided by key questions that explore the strategies employed 

to enhance employee professionalism in this specific division and the factors that 

impact the implementation and success of these strategies. Understanding these 

dynamics will not only shed light on the challenges and opportunities faced by the 

Protocol and Leadership Communication Division but also contribute to the body of 

knowledge on public sector professionalism. The findings from this study could 

offer valuable insights for policy-making and strategic planning within similar 

governmental divisions across Indonesia, providing practical guidance for 

enhancing the professional standards of civil servants and improving the overall 

effectiveness of public administration. 

Materials and Methods 

This research utilizes a qualitative case study approach, leveraging descriptive 

analysis to thoroughly explore the strategies employed to enhance employee 

professionalism in the Protocol and Leadership Communication Division of Bandar 

Lampung's Regional Secretariat. The qualitative methodology is selected for its 

strength in capturing the intricate, context-specific details of the subject matter 

(Hutahayan, 2020; Nurdianti & Nurdin, 2020; Nurseha et al., 2021). Primary data 

collection is conducted through interviews with key informants within the division, 

including both employees and managers, alongside observations and document 

analysis. This multi-method approach aims to uncover the real-world practices, 

challenges, and outcomes related to the implementation of professional development 

strategies (Atiku, 2021; Barusman & Virgawenda, 2019; Liljenberg, 2021; Nguyen et 

al., 2020). The data analysis involves systematically coding and categorizing the 

gathered information to identify recurring themes and patterns (McCray, 2018; Phan 

et al., 2020; Serrano et al., 2020; Zhang et al., 2024). These findings are then interpreted 

in relation to existing literature on public administration, professionalism, and 

strategic management, allowing for a comprehensive understanding of the 

effectiveness of the strategies in place (Afandi et al., 2018; Dlamini et al., 2019; 

Malangalila Kinemo, 2020).  

Results and Discussion  

The findings of this study emphasize the commitment of members within a 

profession to continuously enhance their professional capabilities and develop 

strategies that align with their occupational roles. Within the Protocol and Leadership 

Communication Division of Bandar Lampung's Regional Secretariat, efforts to 

enhance employee professionalism primarily focus on improving professional 

capabilities and developing supportive strategies to sustain this improvement. The 

study underscores the importance of professional capabilities as essential for optimal 

employee performance, which directly correlates with improved public service 

quality. Interviews with the Head of the Protocol and Leadership Communication 

Division reveal a consistent emphasis on staff development, with leadership 

encouraging employees to develop their skills to ensure they fulfill their roles 

effectively. This emphasis on professional development aligns with the theoretical 
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framework that views professionalism as the ability to perform tasks with 

satisfactory outcomes, reflecting a balance between skill, knowledge, and the 

inherent quality of the human resources involved. 

In addition to enhancing professional capabilities, the study identifies the 

implementation of management strategies designed to foster professionalism among 

employees. Leadership within the division actively encourages participation in 

relevant training and formal education to develop professional competencies. The 

results suggest that these strategies have been somewhat effective, although 

challenges remain, particularly concerning resource limitations and the varying 

levels of discipline among employees. While the leadership's commitment to 

providing opportunities for professional development is evident, the execution of 

these strategies is not without hurdles, particularly in terms of funding and consistent 

implementation across all staff members. 

Moreover, the findings highlight the significance of aligning employee roles 

with their educational background and competencies. However, the study reveals 

instances where employees are placed in roles not entirely suited to their 

qualifications, leading to suboptimal performance. This misalignment necessitates 

ongoing training and mentoring to ensure employees can perform their duties 

effectively. The leadership acknowledges these challenges, indicating a need for more 

strategic placement and development of employees to maximize their potential.  

Discussion 

The findings of this study provide a comprehensive understanding of the efforts 

to enhance professionalism within the Protocol and Leadership Communication 

Division of Bandar Lampung's Regional Secretariat. The discussion focuses on three 

key areas: enhancing professional capabilities, developing supportive strategies, and 

aligning roles with employee qualifications. 

Enhancing Professional Capabilities 

The findings of this study emphasize the importance of enhancing professional 

capabilities to optimize employee performance within the Protocol and Leadership 

Communication Division. This aligns with (Charliyan, 2023; Pamungkas et al., 2020) 

perspective on professionalism, which stresses the ongoing improvement of skills 

and competencies as a core element of professional development. Leadership within 

the division is committed to skill development, understanding that a well-trained 

workforce is crucial for effective service delivery. Interviews with the Head of the 

Protocol and Leadership Communication Division reveal a proactive approach, 

where staff are regularly encouraged to participate in skill-building initiatives that 

directly contribute to the division's performance. 

However, challenges persist in achieving uniform professional growth. Factors 

such as resource availability, individual motivation, and existing skill levels influence 

employees' ability to enhance their capabilities. While the division provides 

opportunities for professional development, the accessibility and effectiveness of 

these programs vary, impacting the overall quality of service delivery. The study also 

highlights the importance of ensuring these development opportunities are 
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accessible to all employees, reinforcing the notion that public service quality can 

suffer when there are disparities in professionalism (Covell, 2016; Mussagulova, 

2021). 

Developing Supportive Strategies 

The study identifies various management strategies implemented by the 

division to support employee professionalism. Leadership encourages participation 

in training and education programs to foster professional growth, aligning with 

broader public service goals (Benedicto & Caelian, 2020). These strategies reflect the 

belief that professionalism can be cultivated through structured interventions 

(Dlamini et al., 2019; Fazil & Fahmi, 2022). As a result, many employees have shown 

improved performance after engaging in these programs, demonstrating the 

effectiveness of targeted professional development initiatives. 

Nevertheless, the study also points out significant limitations. Resource 

constraints, such as limited funding and inadequate access to training programs, 

hinder the implementation of these strategies (Wawointana et al., 2019). Furthermore, 

inconsistent levels of commitment and discipline among employees lead to 

disparities in the effectiveness of these strategies, as some employees fail to fully 

engage with the opportunities provided to them. This variation in professionalism 

impacts the overall performance of the division, affecting service quality (Kim, 2022). 

Leadership plays a pivotal role in the success of these strategies, and while their 

commitment to professionalism is clear, consistent follow-through is needed. The 

study suggests that a more structured approach, with better resource allocation, 

would improve the effectiveness of these initiatives (Battaglio, 2020). 

Aligning Roles with Employee Qualifications 

The study highlights the importance of aligning employee roles with their 

qualifications and competencies, particularly in a division that handles complex tasks 

like protocol management and leadership communication (Qiuhong, 2021). While 

efforts are made to match employees to roles that fit their skill sets, there are instances 

where misalignment occurs, leading to suboptimal performance. Employees who 

lack the necessary expertise for their roles may struggle to meet the division’s 

demands, which can negatively affect overall service delivery (Fernandes et al., 2022). 

To address this, ongoing training and mentoring are critical. The division 

recognizes the need to bridge the gap between employees’ qualifications and their 

job requirements by providing support that enhances their competencies. Leadership 

within the division is aware of the challenges associated with misalignment and is 

committed to improving employee placement. By strategically placing employees in 

roles that match their qualifications and equipping them with the necessary tools and 

resources, the division can better ensure effective performance (Hidayati, 2022). 

However, the study also suggests a more holistic approach to role alignment, 

one that considers not only technical qualifications but also soft skills and personal 

attributes. A more comprehensive employee placement strategy would enhance role 

alignment and lead to better overall performance (Amalia, 2023; Arun et al., 2021). 
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Conclusion 

In conclusion, the study reveals that while there are significant efforts to 

enhance professionalism within the Protocol and Leadership Communication 

Division, the strategies employed have met with varying levels of success. Enhancing 

professional capabilities, developing supportive strategies, and aligning roles with 

employee qualifications are all critical components of professionalism. However, the 

effectiveness of these efforts is influenced by factors such as resource availability, 

employee motivation, and the consistency of strategy implementation. The study 

calls for a more robust approach to professional development, one that ensures equal 

access to resources and opportunities for all employees. By addressing the challenges 

identified in this study, the division can enhance its overall professionalism and, in 

turn, improve the quality of public service delivery. 
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