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Work culture 1s a strategic element in determining the effectiveness of public service
delivery. The Investment and One-Stop Integrated Service Office of Riau Islands
Province has experienced organizational transformation through the simplification of
bureaucratic structures, digitalization of licensing services, and implementation of the
Core Values of BerAKHILAK for civil servants. However, several challenges remain,
including unequal digital competencies among employees, adaptation to functional
positions, and consistency in implementing performance management systems. This
study aims to analyze the work culture within the organization using Denison's
Organizational Culture Theory. A qualitative descriptive approach was employed
through interviews, observations, and document analysis. The findings indicate that
employee involvement has improved through functional positions, although
competency development remains uneven. Organizational consistency is supported by
the implementation of BerAKHLAK values, yet coordination among units stll
requires strengthening. Adaptability has increased through digital service
transformation, but technological mastery remains a challenge for some employees.
The mission dimension demonstrates that employees generally understand
organizational objectives related to investment and licensing services. The study
concludes that the organizational work culture 1s progressing toward a more adaptive,
professional, and service-oriented culture, although continuous efforts are needed to
strengthen collaboration, digital competencies, and organizational integration.
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Introduction

The quality of public services has become one of the primary indicators of government
performance in the era of bureaucratic reform. Governments are increasingly expected to provide
services that are efficient, transparent, accountable, responsive, and capable of meeting the growing
demands of citizens and busimess actors. In this context, public organizations are required not only to
improve administrative procedures and technological systems but also to strengthen the organizational
culture that underlies employee behavior and mstitutional performance. Organizational culture plays a
crucial role m shaping how public servants mteract with stakeholders, respond to challenges, and
contribute to the achievement of organizational objectives. Consequently, the development of a strong
work culture has become an essential component of public sector modernization and administrative
reform.

In Indonesia, efforts to improve public sector performance have been intensified through the
mmplementation of bureaucratic reform programs aimed at creating a professional, effective, and
service-oriented government. Bureaucratic reform emphasizes not only structural and procedural
changes but also cultural transformation within government institutions. The government recognizes
that organizational effectiveness cannot be achieved solely through regulatory adjustments and
technological mnovation. Sustainable improvement requires changes m values, attitudes, and work
behaviors among civil servants. Therefore, organizational culture has become one of the strategic pillars
m achieving the objectives of bureaucratic reform and enhancing the quality of public services.

The enactment of Law Number 5 of 2014 concerning State Civil Apparatus (ASN) marked a
significant milestone i strengthening professionalism within the Indonesian public sector. The law
emphasizes merit-based management, competency development, accountability, and performance
orientation among civil servants. In addition, the government introduced various policies to foster a
more adaptive and service-focused bureaucracy. One of the most significant mitiatives was the
establishment of the Core Values of BerAKHLAK through Circular Letter of the Minister of
Administrative and Bureaucratic Reform Number 20 of 2021. BerAKHILAK, which stands for Service-
Oriented, Accountable, Competent, Harmonious, Loyal, Adaptive, and Collaborative, serves as a
unified set of values intended to guide the behavior of all Indonesian civil servants.

The implementation of BerAKHLAK represents a strategic effort to create a common
organizational culture across government mstitutions. These values are expected to encourage public
servants to prioritize public mterests, maintain integrity, continuously 1mprove competencies,
collaborate effectively, and adapt to environmental changes. More mmportantly, BerAKHLAK 1s
designed to transform organizational culture from a compliance-based orientation toward a
performance- and service-oriented mindset. Through the imternalization of these values, government
mstitutions are expected to enhance organizational effectiveness and 1mprove public trust in
government services. The importance of organizational culture becomes increasingly evident in
mstitutions that provide direct services to the public and business community. Among these institutions,
the Investment and One-Stop Integrated Service Office (DPMPTSP) occupies a strategic position
because it serves as the primary gateway for investment and licensing services. DPMPTSP 1s responsible
for facilitating business permits, coordinating investment activities, and supporting regional economic
development. The quality of services provided by DPMPTSP significantly influences mvestor
confidence, ease of doing business, and regional competitiveness. Therefore, the effectiveness of
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DPMPTSP 1s closely associated with the quality of its organizational culture and employee
performance.

The Investment and One-Stop Integrated Service Office of Riau Islands Province plays a
particularly important role in supporting economic growth within the province. As one of Indonesia’s
strategic border regions, the Riau Islands possess considerable economic potential due to their
geographical proximity to Singapore and Malaysia. The province has been identified as a key area for
mvestment development, particularly in manufacturing, maritime industries, tourism, logistics, and
trade. To capitalize on these opportunities, DPMPTSP Riau Islands Province 1s expected to provide
efficient, reliable, and investor-friendly services. Achieving these expectations requires not only
adequate resources and regulatory support but also a strong organizational culture that encourages
professionalism, innovation, and responsiveness among employees. Despite ongoing reform efforts,
several organizational challenges continue to affect the performance of public mstitutions, including
DPMPTSP Riau Islands Province. One major challenge mvolves the implementation of bureaucratic
simplification policies that have transformed many structural positions into functional positions. This
transformation aims to reduce hierarchical layers, accelerate decision-making processes, and strengthen
professional competencies among civil servants. While the policy offers opportunities for improving
organizational flexibility and efficiency, it also creates new challenges related to role adjustment,
coordination mechanisms, and employee adaptation. Employees who previously worked within
traditional hierarchical structures must now operate in a more collaborative and competency-based
environment.

The transition from structural to functional positions has significant implications for
organizational culture. Functional positions emphasize technical expertise, professional accountability,
and individual performance. Consequently, employees are expected to demonstrate greater initiative,
responsibility, and collaboration i carrying out their duties. However, organizational adaptation to this
new structure 1s not always smooth. Differences in understanding job responsibilities, communication
patterns, and coordination processes may influence employee behavior and overall organizational
performance. Therefore, examining organizational culture becomes essential to understanding how
employees adapt to these structural changes and how the organization supports this transformation.

Another important challenge relates to the ongoing digital transformation of public services. The
Indonesian government has actively promoted the digitalization of licensing and investment services to
mmprove efficiency, transparency, and accessibility. One of the most significant initiatives 1s the
implementation of the Online Single Submission (OSS) system, which integrates business licensing
processes mto a single electronic platform. Through OSS, businesses can apply for permits more
quickly and transparently, reducing administrative burdens and improving service delivery. While
digitalization offers substantial benefits, its successful implementation depends largely on the readiness
and competence of employees. In DPMPTSP Riau Islands Province, variations in digital literacy and
technological competencies among employees remain evident. Some employees have adapted
effectively to digital systems, while others continue to face difficulties in utilizing technology optimally.
This disparity can affect service consistency, processing times, and customer satisfaction. Furthermore,
rapid technological changes require continuous learning and adaptability, making organizational culture
an important factor in supporting digital transformation.

In addition to digitalization, the mmplementation of performance management systems has
mtroduced new demands on employees. The use of the Sistem Manajemen Kinerja (SIMANJA)
requires civil servants to document, monitor, and evaluate their work performance systematically. The
system 1s intended to strengthen accountability, transparency, and performance measurement within

Organizational Culture Transformation and Public Service Eftectiveness: Evidence from the....
(Munarmi et al., 2026)



390
e-ISSN : 2985-6469

government nstitutions. However, employees often demonstrate varying levels of understanding
regarding performance indicators, reporting procedures, and the relationship between individual
performance and organizational objectives. These differences may influence employee motivation,
commitment, and work behavior, highlighting the importance of a supportive organizational culture.

Previous studies have consistently demonstrated the relationship between organizational culture
and organizational effectiveness. Research indicates that strong organizational cultures contribute to
higher employee engagement, better service quality, improved adaptability, and enhanced
organizational performance. In public sector organizations, organizational culture has been found to
mfluence employee commitment, inovation, collaboration, and responsiveness to public needs.
However, studies specifically examining work culture within licensing and mvestment service
mstitutions, particularly in the context of bureaucratic simplification and digital transformation, remain
relatively limited. This gap highlights the need for further research focusing on organizational culture
within DPMPTSP.

To analyze organizational culture comprehensively, this study adopts Denison’s Organizational
Culture Theory as its primary analytical framework. Denison’s model is widely recognized for its ability
to link organizational culture with organizational effectiveness through four key dimensions:
mvolvement, consistency, adaptability, and mission. The involvement dimension focuses on employee
empowerment, teamwork, and capability development. Consistency emphasizes shared values,
coordination, and organizational integration. Adaptability examines the organization’s ability to respond
to environmental changes and stakeholder needs. Meanwhile, the mission dimension evaluates the
clarity of organizational goals, strategic direction, and vision. These dimensions provide a
comprehensive framework for understanding organizational culture within public service institutions.

The selection of Denison’s model 1s particularly relevant for DPMPTSP Riau Islands Province
because the organization is currently experiencing significant structural, technological, and managerial
transformations. The model enables researchers to assess how employees participate in organizational
activities, how organizational values are internalized, how employees respond to change, and how
organizational objectives are understood and implemented. Furthermore, integrating Denison’s
framework with the Core Values of BerAKHLAK provides a contextual understanding of
organizational culture within the Indonesian public sector. Based on the aforementioned background,
this study seeks to analyze the work culture of the Investment and One-Stop Integrated Service Office
of Riau Islands Province. Specifically, the study aims to examine organizational culture through the
dimensions of 1mvolvement, consistency, adaptability, and mission while considering the
mmplementation of BerAKHLAK values within organizational practices. The findings are expected to
contribute to the development of organizational culture theory in public administration and provide
practical recommendations for strengthening work culture within public service nstitutions. Ultimately,
understanding organizational culture 1s essential for ensuring the success of bureaucratic reform and
public service transformation. A strong organizational culture can serve as a foundation for improving
employee performance, enhancing service quality, supporting innovation, and achieving organizational
goals. Therefore, this research 1s expected to provide valuable insights mto how organizational culture
can be strengthened to support sustainable improvements m public service delivery and regional
mvestment development.
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Methods

This study employed a descriptive qualitative approach to analyze the work culture at the
Investment and One-Stop Integrated Service Office (DPMPTSP) of Riau Islands Province. A
qualitative approach was selected because it enables a comprehensive understanding of organizational
culture through the experiences, perceptions, and behaviors of employees in their daily work activities.
This approach 1s particularly appropnate for examining organizational culture, which 1s reflected not
only in formal regulations but also in workplace interactions, values, and practices. The research was
conducted at DPMPTSP Riau Islands Province, Indonesia. The institution was chosen because it plays
a strategic role m providing licensing and investment services and has experienced significant
organizational changes due to bureaucratic reform, the transformation of structural positions nto
functional positions, the implementation of digital service systems, and the adoption of the
BerAKHILAK Core Values for civil servants. These developments make the mstitution an appropriate
setting for imvestigating organizational culture within a transforming public-sector organization.

This study focused on organizational culture based on Denison’s Organizational Culture Model,
which consists of four dimensions: involvement, consistency, adaptability, and mission. The
mvolvement dimension examines employee empowerment, teamwork, and capability development.
The consistency dimension focuses on shared values, organizational agreement, and coordination
among units. Adaptability assesses the organmization’s ability to respond to changes, learn from
experience, and meet stakeholder needs. Meanwhile, the mission dimension evaluates employees’
understanding of organizational vision, strategic direction, and goals. To strengthen the analysis, the
study also considered the mmplementation of the BerAKHILLAK Core Values as a framework for
understanding civil servants’ work behavior. Informants were selected using purposive sampling
techniques based on their knowledge, experience, and involvement in organizational activities. The
informants consisted of the Head of DPMPTSP, the Secretary, functional officers, licensing officers,
and admimstrative staff who were directly involved 1n service delivery and organizational operations.

Data were collected through in-depth interviews, observation, and documentation. In-depth
mterviews were conducted to obtain detalled information regarding employees’ experiences,
perceptions, and views related to organizational culture. Observation was carried out to examine
employee behavior, workplace interactions, coordination patterns, and service delivery practices.
Documentation was used to collect supporting information from organizational reports, regulations,
standard operating procedures (SOP), strategic planning documents, and other relevant records. The
collected data were analyzed using the mteractive model proposed by Miles, Huberman, and Saldana
(2014), which consists of data condensation, data display, and conclusion drawing and verification. Data
condensation mnvolved selecting and organizing relevant information according to the research focus.
Data display was conducted by presenting findings in narrative and thematic forms to facilitate
mterpretation. Finally, conclusions were drawn and continuously verified throughout the research
process to ensure consistency and accuracy. To ensure the credibility of the findings, the study apphed
source triangulation and method triangulation by comparing information obtained from different
mformants and data collection techniques. In addition, member checking was conducted by confirming
mterview results with selected participants to ensure the validity and trustworthiness of the research
findings.
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Results and Discussions

1. Results

This study aimed to analyze the work culture at the Investment and One-Stop Integrated Service
Office (DPMPTSP) of Riau Islands Province using Denison’s Organizational Culture Model, which
consists of four dimensions: involvement, consistency, adaptability, and mission. The findings indicate
that organizational culture has generally supported the implementation of public services and
bureaucratic reform initiatives. However, several challenges remain regarding employee competency
development, organizational coordination, technological adaptation, and the alignment of
organizational goals with daily work practices.
a. Involvement

The mvolvement dimension examines the extent to which employees participate in organizational
activities through empowerment, teamwork, and capability development. The findings reveal that
employee mvolvement has increased following the transformation of structural positions into functional
positions. Employees are now encouraged to perform tasks based on their professional competencies
and technical expertise rather than relying solely on hierarchical instructions. Interview results indicate
that most employees feel they have greater opportunities to contribute to organizational activities and
decision-making processes. Functional officers are actively involved in licensing evaluations, investment
facilitation, and service improvement initiatives. This condition reflects a more participatory work
environment where employees are expected to take responsibility for their respective areas of expertise.

Team orientation was also evident in daily organizational activities. Service delivery processes
require coordination among different units, particularly in licensing verification, investment assessment,
and public information services. Employees frequently collaborate to ensure that licensing procedures
are completed efficiently and in accordance with applicable regulations. Such collaboration reflects the
mmplementation of the BerAKHILAK values, particularly the principles of Collaboration and Harmony.
Despite these positive developments, capability development remains a challenge. Several informants
reported that not all employees possess the same level of technical and digital competence. Differences
n skills sometimes affect service efficiency and create dependency on certain employees who are more
experienced mn operating digital systems. Therefore, continuous training and competency development
programs remain necessary to strengthen employee involvement and organizational performance.
These findings support Denison’s argument that employee participation and empowerment contribute
significantly to organizational effectiveness. Employees who are actively mvolved in organizational
processes tend to demonstrate stronger commitment and responsibility toward service outcomes.
b. Consistency

Consistency refers to the existence of shared values, organizational agreement, and coordination
mechanisms that guide employee behavior. The findings show that DPMPTSP Riau Islands Province
has actively promoted the implementation of the BerAKHLAK Core Values as the foundation of
organizational culture. Most employees demonstrated a clear understanding of service-oriented
behavior, accountability, professionalism, and collaboration. These values have been mtegrated into
organizational meetings, performance evaluations, and daly work activities. As a result, employees
generally share common expectations regarding workplace behavior and service standards. The
organization has also established standard operating procedures (SOPs) to ensure uniformity in service
delivery. These procedures provide guidance for employees i processing licenses, handling public
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mquiries, and coordinating with other government mstitutions. The presence of standardized
procedures contributes to consistency in organizational performance and service quality.

However, the study identified challenges related to coordination and integration. The
transformation from a hierarchical structure to a more functional organizational arrangement has
altered traditional communication patterns. Some employees indicated that coordination among units
occasionally becomes more complex because responsibilities are distributed across multiple functional
positions. This condition sometimes creates delays in information sharing and decision-making
processes. From Denison’s perspective, consistency 1s achieved when organizational members share
common values and maintain effective coordination. While shared values are relatively strong within
DPMPTSP, further efforts are needed to strengthen cross-unit communication and organizational
mtegration. Improved coordination mechanisms would enhance organizational efficiency and reduce
potential service disruptions.

c. Adaptability

Adaptability assesses an organization’s ability to respond to environmental changes, stakeholder
expectations, and technological developments. The findings reveal that adaptability has become one of
the most important dimensions of organizational culture at DPMPTSP Riau Islands Province due to
the rapid digital transformation of public services. The implementation of the Online Single Submission
(OSS) system and other digital service platforms has significantly changed service delivery processes.
Employees are required to adapt to new technologies, electronic licensing procedures, and continuously
evolving regulatory frameworks. Most informants acknowledged that digitalization has improved
efficiency, transparency, and accessibility of public services. Employees generally demonstrated positive
attitudes toward organizational change. Many recognized the importance of digital innovation in
mmproving service quality and supporting investment development. Organizational leaders have also
encouraged employees to participate in training programs and technical workshops to improve digital
competencies. Nevertheless, the findings indicate that digital competency levels remain uneven among
employees. Some staff members have adapted quickly to technological changes, while others continue
to experience difficulties in operating digital systems effectively. These differences occasionally affect
service speed and problem-solving capacity, particularly when technical 1ssues arise.

Furthermore, employees reported that frequent policy changes and regulatory updates require
continuous learning and adaptation. Organizational learning therefore becomes an essential component
of maintaining service quality and operational effectiveness. The findings support Denison’s view that
adaptability 1s critical for organizational sustainability. Organizations that successfully encourage
learning, mnovation, and responsiveness are better positioned to achieve long-term effectiveness n
dynamic environments.

d. Mission

The mussion dimension evaluates employees’ understanding of organizational goals, strategic
direction, and future aspirations. The findings indicate that most employees clearly understand the
strategic role of DPMPTSP in promoting imvestment and improving licensing services within Riau
Islands Province. Employees recognize that their responsibilities extend beyond admimistrative tasks
and contribute directly to regional economic development. This understanding influences their
commitment to providing efficient, transparent, and professional services to investors and the public.
The organization has effectively communicated its vision and mission through strategic planning
documents, performance management systems, coordination meetings, and organizational briefings. As
a result, employees generally understand the importance of supporting investment growth, facilitating
business activities, and enhancing public satisfaction. In addition, the implementation of the SIMANJA
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performance management system has strengthened the relationship between mdividual performance
and organizational objectives. Employees are encouraged to align their work targets with mstitutional
priorities, creating greater accountability and performance awareness.

However, some informants suggested that organizational goals could be communicated more
consistently across all levels of the organization. Continuous reinforcement of strategic objectives would
help ensure that every employee remains focused on achieving organizational priorities amid changing
work demands and service challenges. According to Denison’s framework, organizations with a clear
mission are more likely to maintain direction and achieve sustainable performance. The findings
suggest that DPMPTSP possesses a relatively strong mission orientation, which serves as a guiding force
for employee behavior and organizational development.

2. Discussion
a. Involvement Empowerment

The findings indicate that employee empowerment has increased following the implementation
of bureaucratic simplification within DPMPTSP Riau Islands Province. Employees occupying
functional positions are granted greater authority to perform tasks based on their expertise and
professional competence. This condition encourages employees to participate actively i service
delivery and problem-solving processes. Informants explaned that they are mcreasingly mvolved in
decision-making related to licensing services, allowing them to contribute ideas and recommendations
directly. According to Denison (1990), empowerment reflects the extent to which employees feel
ownership of their work and possess the authority to make decisions. The findings suggest that
employee empowerment has positively influenced work responsibility and accountability. Employees
who perceive themselves as trusted by the organization tend to demonstrate stronger commitment to
achieving service objectives. This finding supports previous studies indicating that empowerment
contributes to 1mproved organizational performance by increasing employee motivation and
engagement. However, empowerment remains constrained by differences in employee competencies.
Some employees continue to rely on guidance from senior staff when addressing technical 1ssues related
to licensing systems and digital services. Therefore, empowerment should be accompanied by
continuous competency development to ensure that employees are capable of exercising their
responsibilities effectively.

b. Team Orientation

The study found that teamwork plays a significant role in supporting organizational performance.
Service delivery processes require collaboraion among various units responsible for licensing
verification, mvestment facilitation, administration, and public information services. Employees
regularly coordinate and exchange information to ensure that licensing procedures are completed
efficiently and accurately. From Denison’s perspective, team orientation reflects the organization's
ability to encourage cooperation and collective responsibility. The findings demonstrate that teamwork
has facilitated problem-solving and improved service responsiveness. This condition 1s consistent with
the BerAKHLAK value of Collaborative, which emphasizes synergy and cooperation among civil
servants. Nevertheless, several informants noted that coordination challenges occasionally arise due to
differences in work priorities among units. The transition from hierarchical structures to functional
positions has increased the need for horizontal communication. Consequently, strengthening teamwork
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through regular coordination meetings and collaborative work mechanisms remains necessary to
improve organizational effectiveness.
c. Capability Development

Capability development remains one of the most critical challenges within DPMPTSP. Although
employees have participated in various training programs and technical workshops, differences in
knowledge and digital competencies remain evident. Several informants reported that technological
changes occur rapidly, requiring employees to continuously update their skills and knowledge. Denison
argues that organizations with strong cultures mvest n employee development because human
resources represent a key determinant of organizational success. The findings indicate that DPMPTSP
has recognized the importance of competency development through training activities related to digital
services, licensing regulations, and performance management systems. However, the frequency and
scope of training programs are still considered msufficient to meet evolving organizational demands.
These findings suggest that sustamable organizational effectiveness depends on the mstitution's ability
to strengthen employee competencies. Continuous learning programs and structured professional
development initiatives are therefore essential for enhancing employee performance and supporting
organizational transformation.

d. Consistency

1) Core Values

The findings reveal that the mmplementation of BerAKHLAK has become an important
foundation of organizational culture within DPMPTSP. Employees generally understand the values of
accountability, professionalism, loyalty, adaptability, and service orientation. These values guide
employee behavior and influence interactions with colleagues and service users. Denison emphasizes
that strong organizational cultures are characterized by shared values that create stability and
predictability. The findings indicate that BerAKHILAK has contributed to the development of common
behavioral standards among employees. Shared values help reduce uncertainty and promote
consistency n service delivery. Despite this positive development, the internalization of values remains
uneven. While most employees demonstrate commitment to organizational values, variations still exist
in the extent to which these values are reflected in daily work practices. Continuous reinforcement
through leadership and organizational communication is therefore necessary.

2) Agreement

Agreement refers to the organization's ability to develop consensus regarding important issues
and organizational priorities. The findings indicate that employees generally share common perceptions
regarding the mmportance of public service quality, investment promotion, and organizational
performance. Regular meetings and coordination forums provide opportunities for employees to
discuss operational challenges and 1dentify collective solutions. Such practices contribute to the
development of mutual understanding and organizational cohesion. However, some informants noted
that differences in interpretation occasionally emerge regarding policy implementation and technical
procedures. These differences can create inconsistencies i service delivery if not addressed effectively.
Therefore, organizational leaders play a crucial role in facilitating dialogue and building consensus
among employees.

3) Coordmation and Integration

Coordination and integration remain important challenges within DPMPTSP. The bureaucratic
simplification policy has altered organizational structures and communication patterns, requiring
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employees to adapt to new coordination mechanisms. Several informants acknowledged that
coordination among functional positions sometimes requires additional effort due to overlapping
responsibilities and communication barriers. According to Denison, coordination and integration are
essential for maintaining organizational effectiveness because they ensure that different units work
toward common objectives. The findings suggest that although coordination mechanisms have
mmproved, further efforts are needed to strengthen communication and collaboration across
organizational units. Improving mtegration will help reduce duplication of work, accelerate decision-
making processes, and enhance service quality. Consequently, organizational leaders should continue
to promote collaborative practices and strengthen cross-functional communication channels.

e. Adaptability

1) Customer Focus

The findings idicate that DPMPTSP places considerable emphasis on customer-oriented
service delivery. Employees understand that investors and service users are important stakeholders
whose satisfaction directly influences organizational performance. This awareness has encouraged
employees to provide responsive and professional services. Denison argues that organizations with
strong adaptability continuously monitor and respond to stakeholder needs. The findings demonstrate
that customer focus has become an integral part of organizational culture, particularly following the
mmplementation of digital licensing systems designed to improve service accessibility and efficiency.
Nevertheless, some service users continue to experience difficulties related to administrative
requirements and digital procedures. Therefore, continuous service improvement remains necessary
to ensure that stakeholder expectations are consistently met.
2) Creating Change

The ability to create and manage change 1s evident i the organization's response to bureaucratic
reform and digital transformation. Employees have adapted to the implementation of OSS, SIMAN]JA,
and other technological mnovations that support service delivery. The findings suggest that
organizational leaders have played an important role in encouraging employees to embrace change.
Traming activities, technical guidance, and internal communication have helped reduce resistance and
facilitate adaptation.  However, the pace of change sometimes creates uncertainty among employees,
particularly those with lhmited technological competencies. Consequently, change management
strategies should focus not only on technological implementation but also on employee readiness and
support mechanisms.
3) Organizational Learning

Organizational learning 1s reflected in employees’ efforts to acquire new knowledge and improve
their competencies. Informants emphasized the mmportance of training, technical guidance, and
experience sharing in helping employees adapt to changing organizational demands. Denison identifies
organizational learning as a critical component of adaptability because it enables organizations to
generate mmnovation and maintain competitiveness. The findings indicate that learning activities have
contributed positively to employee performance and service quality. However, learning opportunities
should be expanded to ensure that all employees have equal access to professional development.
Strengthening a learning culture will support long-term organizational effectiveness and sustainability.
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f. Mission
1) Strategic Direction

The findings reveal that employees generally understand the strategic direction of DPMPTSP as
an 1nstitution responsible for facilitating mvestment and mmproving lcensing services. This
understanding helps employees align their activiies with organizational priorties. According to
Denison, strategic direction provides guidance for organizational actions and decision-making
processes. The findings suggest that employees are aware of the institution’s role in supporting regional
economic development through quality public services.
2) Vision

The organizational vision serves as an important source of motivation for employees. Informants
indicated that the vision 1s regularly communicated through meetings, strategic planning documents,
and performance evaluation activities. A clearly communicated vision helps employees understand the
broader purpose of their work and encourages commitment to organizational objectives. This finding
supports Denison’s assertion that vision contributes to organizational cohesion and long-term
effectiveness.
3) Goals and Objectives

The study found that employees generally understand organizational goals related to service
quality improvement, investment promotion, and bureaucratic reform. Performance management
systems such as SIMANJA have strengthened awareness of individual responsibiliies and
organizational targets. Nevertheless, several informants emphasized the need for more consistent
communication regarding organizational objectives. Continuous reinforcement of goals and
performance expectations would help ensure alignment between individual activities and organizational
priorities. Overall, the mission dimension demonstrates that DPMPTSP possesses a relatively strong
sense of organizational purpose, which contributes positively to employee commitment and
organizational performance.

Conclusion

This study examined the work culture at the Investment and One-Stop Integrated Service Office
(DPMPTSP) of Riau Islands Province using Denison’s Organizational Culture Model, which consists
of the dimensions of involvement, consistency, adaptability, and mission. The findings indicate that the
organizational culture has generally supported the implementation of public services and bureaucratic
reform mitiatives within the mstitution. The study reveals that employee participation and professional
responsibility have increased as a result of organizational restructuring and the transition toward
functional positions. Shared organizational values, particularly those reflected in the BerAKHLAK
Core Values, have contributed to the development of a more service-oriented and accountable work
environment. In addition, the organization has demonstrated a positive capacity to respond to
technological changes and service innovation through the adoption of digital licensing systems and
performance management mechanisms.

The findings further suggest that a clear understanding of organizational goals and strategic
direction has strengthened employee commitment to supporting investment services and regional
development. However, the effectiveness of organizational culture 1s still influenced by differences in
employee competencies, coordination challenges among organizational units, and the need for
continuous adaptation to technological and regulatory changes. Overall, the study concludes that the
work culture at DPMPTSP Riau Islands Province 1s evolving toward a more professional, adaptive,
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collaborative, and performance-oriented culture. The interaction between employee mvolvement,
organizational consistency, adaptability, and mission has become an important factor in supporting
organizational effectiveness and improving the quality of public services.
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