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ABSTRACT 
 
This research explores leadership's role in improving employee performance in a CA 
company engaged in printing. Using a qualitative approach, the research involved in-depth 
interviews with five employees to understand how leaders can motivate and create a 
productive work environment. The results indicated that effective leadership involves open 
communication and support for individual development so each employee feels valued and 
motivated to contribute to their full potential. Leaders who are sensitive to employees' needs 
can identify hidden potential within the team, which contributes to improved overall 
performance. The research also identified challenges that leaders face, such as a lack of 
morale among employees and negative peer influence, which can hinder productivity. 
Leaders need to create a positive and inclusive work atmosphere and provide fair rewards 
to boost motivation. The findings not only provide insights for leaders in CA but can also 
serve as a reference for other organizations looking to optimize employee performance 
through the right leadership approach. This research confirms the important role of 
leadership in creating a harmonious and accomplished team in the work environment. 
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INTRODUCTION 
Companies operating in the service and production industries often face significant 
challenges in their quest to achieve their goals (Habibie & Claudia, 2024). The success of 
a company is not only determined by the use of sophisticated technology but also by the 
strength of its human resources (Marler & Parry, 2016). Data from McKinsey & Company 
shows that companies that have a qualified management team can increase productivity 
by 25% (Erwin et al., 2023). Reliable human resources are a company's greatest asset, 
and leaders must pay serious attention to any issues related to employee performance 
(Dirani et al., 2020). Leaders who are sensitive to the needs and problems faced by 
employees will be able to uncover the hidden potential in their team (Kensbock & Boehm, 
2016). A study by Gallup shows that employees who feel cared for by their leaders tend 
to show higher levels of engagement, which leads to improved performance (Jumaidah & 
Nasution, 2024). To maintain sustainable employee performance, companies need to 
establish a clear set of rules and policies. These policies not only serve as a guide, but also 
as a tool to create a conducive work environment (Ghani et al., 2022). Employees who 
feel valued and cared for tend to show higher motivation in their work (Osabiya, 2015). 
By creating a positive and supportive atmosphere, companies can ensure that employees 
feel comfortable to contribute to their full potential (Osborne & Hammoud, 2017). 
Research by Harvard Business Review shows that companies that prioritize employee 
development and a positive culture can increase employee retention by up to 50% 
(Hanggoro, 2018). Focusing on human resource development and implementing 
supportive policies are strategic steps that no organization should overlook. 

The quality of human resources in public organizations is highly dependent on the 
effectiveness of management in carrying out their duties (Karim et al., 2020). 
Organizations with high-quality human resources are expected to provide better services 
to the community (Duc et al., 2025). Creating a pleasant work environment is very 
important. Leaders who understand that each employee has certain strengths and 
limitations will be better able to facilitate the development of employee potential 
(Walters & Rodriguez, 2017). A pleasant work environment not only contributes to 
individual performance, but also strengthens teamwork (Geue, 2018). When employees 
feel comfortable and valued, they tend to be more open to sharing ideas and collaborating 
in completing tasks (Gray et al., 2016). Data from Deloitte shows that teams that have 
good communication can increase their performance by 20% (Khaira, 2024). An effective 
leader must be able to create good communication and facilitate interaction between 
employees. The leader not only acts as a director but also as a facilitator who connects 
the various potentials in the team (Eisenberg et al., 2019). 

Leaders have a huge responsibility in directing employees to achieve 
organizational goals. In carrying out this responsibility, leaders need to demonstrate 
focus and commitment to goal achievement (Raziq et al., 2018). Employee performance 
can be seen by how well they complete tasks and meet set expectations (Justina et al., 
2019). Discipline at work is one indicator of good performance (Sitopu et al., 2021). 
However, effective leadership goes beyond emphasizing discipline; leaders also need to 
create an atmosphere that supports employees to grow and develop (Razak et al., 2018). 
A comfortable and friendly communication climate in the work environment is essential 
(Al-Omari & Okasheh, 2017). This helps create mutual trust among employees and 
enhances teamwork. If open and honest communication is established, employees will 
feel more comfortable to share ideas and feedback (Rikantasari & Kholishudin, 2024). 
Research by PwC shows that 89% of employees believe that good communication 
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between management and employees is key to achieving common goals (Purwanto et al., 
2021). 

Understanding the role of leadership is not only important for internal 
management, but can also be seen from previous research that examines its impact on 
employee performance (Kong & Ho, 2016). Research by Muizu et al., (2019), highlights 
that the interpersonal role of leaders is very significant in the development of 
relationships between leaders and employees. Leaders who can establish good 
communication and serve as a reliable source of information can create more productive 
working relationships (Moran, 2014). However, inactivity in interaction can hinder the 
problem-solving process and team growth. In addition, leaders need to realise that their 
role is not only as decision makers but also as motivators and facilitators (Cheng & Szeto, 
2016). Inactivity in communication can reduce work effectiveness (Woessner et al., 
2021). Leaders should be proactive in creating space for employees to share opinions and 
ideas. Through better interaction, leaders can understand the challenges faced by 
employees and jointly find solutions (Peneuel et al., 2015). 

Research by Muktamar et al., (2024) that effective leaders must be able to provide 
motivation, guidance, and clear direction to employees. A good relationship between 
leaders and subordinates is essential in achieving organizational goals (Babalola, 2016). 
A leader must not only plan and supervise but also play a role in motivating employees 
to achieve optimal performance (Razak et al., 2018). Leaders who understand the needs 
and aspirations of employees will be more successful in building a solid, goal-orientated 
team (Singh & Rangnekar, 2020). Communication is a key element, where leaders must 
be able to clearly explain the vision and mission of the organization to all team members 
(Ford et al., 2017). When employees feel that their contributions are valued, they tend to 
be more committed to their work (Shmailan, 2016). Motivation should be positive and 
constructive so that employees feel motivated to innovate and improve performance 
(Bammens, 2016). Data from Gallup shows that highly engaged teams can increase 
productivity by 21% (Napitupulu et al., 2024). Leaders not only direct but also empower 
employees to contribute maximally to organizational goals. This creates a positive cycle 
where individual and team performance supports each other to achieve set targets. 

Based on all the findings, the researcher wishes to conduct a study on the role of 
leadership in improving performance at CA, which is a company engaged in printing 
services. This research aims to explore how effective leadership can drive employee 
performance and create a productive work environment. By understanding the 
leadership dynamics within this company, this research can provide valuable insights for 
leaders and managers to improve the effectiveness of their teams. In addition, the results 
of this study can also serve as a reference for other companies that want to optimize 
employee performance through the right leadership approach. 

       
LITERATURE REVIEW 
Concept of Leadership 
Leadership is defined as a person's ability to influence and direct others towards 
achieving a common goal (Damanik, 2020). A good leader must have effective 
communication skills, the ability to motivate, and integrity in decision-making (Nursalim 
et al., 2023). This is in line with the findings Kabdiyono et al., (2024) which show that 
employees who feel cared for by leaders tend to show higher levels of engagement, 
leading to improved performance. 
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Employee Motivation 
Motivation is an important factor in improving employee performance (Hanafi et al., 
2018). Basic needs must be met before individuals can focus on higher achievement 
(Muazaroh & Subaidi, 2019). Research by Adawiyah & Ibnor, (2023) confirmed that fair 
rewards and a positive work environment contribute to job satisfaction and employee 
morale. Leaders need to create an atmosphere that supports individual development and 
rewards achievement. 
 
Communication in Leadership 
Effective communication between leaders and employees plays a crucial role in creating 
a harmonious work environment (Lisbet et al., 2024). Research by PwC shows that 89% 
of employees believe that good communication between management and employees is 
key to achieving common goals (Purwanto et al., 2021). Openness in communication 
allows employees to share ideas and feedback, which in turn increases their engagement 
and commitment to the job (Sundari et al., 2024). 
 
Constraints on Leadership 
The obstacles faced by leaders in improving employee performance are also an important 
focus of this study. Leaders often face challenges such as lack of motivation and negative 
influence from colleagues that can hinder productivity (Daeli et al., 2024). Leaders need 
to be proactive in identifying and addressing these issues to create a more productive 
work environment (Witri et al., 2024). 
 
METHOD 
This research method uses a qualitative approach to describe the role of leadership in 
improving employee performance in CA, a company engaged in printing. The technique 
of taking informants was done randomly by involving five employees (YL, RS, RL, DD, 
UM). Data collection was conducted through interviews with all informants, direct 
observation of the object of research, and documentation. The data collected consisted of 
primary data derived from interviews and secondary data obtained from company 
history references, journals, and websites. 

The questions asked in this study related to the role of leadership in improving 
employee performance are grouped into two parts, namely leadership aspects and leader 
constraints. Questions regarding leadership aspects include: 1) What is the definition of 
leadership? 2) How is a good leader for his/her employees? 3) What motivation can drive 
employee performance? 4) What kind of communication do employees and leaders want? 
5) How do leaders give direction to their employees? 6) How do leaders give leeway to 
employees? 7) What kind of assertiveness should the leader have? 8) What is the purpose 
of rewards for employees who have worked well? 9) What do you know about the role of 
leaders?  

Meanwhile, questions relating to leader constraints include: 1) How can a leader 
know the character of each employee? 2) What are the leader's expectations of 
employees? 3) What influence do employees have on their co-workers? 4) What obstacles 
do leaders face in improving employee performance? 
 
RESULTS AND DISCUSSION  
Aspects of Leadership  
Informants' responses to question 1 stated that “leadership is a person's ability to lead and 
influence the minds of others to achieve predetermined goals” (YL, RS, RL). Another 
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response added that ‘leadership includes the ability and readiness of a person persuasively 
to influence, encourage, inviting, mobilizing, and direct people or groups to accept influence 
and act by what is desired, to achieve predetermined goals’ (DD, UM). 

Leadership is a way for a leader to influence the minds of employees to achieve 
predetermined goals (Hidayati et al., 2021). Leaders are expected to use their persuasive 
skills to mobilize teams to achieve desired goals, in a way that is acceptable and 
understood by all group members. Leadership is a fundamental process in organizations, 
where a leader plays an active role in mobilizing and encouraging employees to take the 
necessary actions to achieve set goals. This process not only involves decision-making or 
supervision but also includes the ability to build good relationships with team members. 
An effective leader must be able to inspire employees to feel motivated and engaged in 
their work. Leadership is not just about power or authority, but rather the ability to 
influence and provide clear direction to the team. Leaders must understand the needs 
and aspirations of employees, and create a positive work atmosphere so that each 
individual feels valued and encouraged to make their best contribution. 

Leadership can be defined as the ability of a leader to motivate his or her 
employees to carry out their tasks with more enthusiasm and orientation toward 
achieving company goals (Alfiani & Fauziyah, 2020). Motivation provided by leaders is 
critical to improving team performance, as employees who feel motivated tend to be 
more productive and committed to their work. A leader needs to use various approaches, 
such as effective communication, recognition of achievements, and appropriate rewards, 
to encourage employee morale. Leadership not only focuses on the result, but also on the 
process involved in achieving the goal, thus creating a dynamic and innovative work 
environment. 

Informants‘ responses to question 2 stated that “a good leader should be able to 
establish open and clear communication, encourage employees” career development, and 
give them appreciation’ (RS, YL). In addition, they also emphasized ‘the importance of 
courage in taking risks, facing challenges and acting decisively’ (RL, DD, UM). 

An effective leader will communicate openly with employees on issues related to 
their work (Saidah & Muhid, 2021). This not only helps to create a transparent working 
atmosphere but also encourages employees to develop their careers in line with the goals 
set by the leader. Leaders can facilitate individual growth within the team and ensure that 
each employee feels supported in their journey toward achieving common goals. 
Responsible leaders have a very important role in the organization, especially in the 
context of risk-taking. They must be brave enough to face situations where the 
instructions given to employees may not be clear or well understood. An effective leader 
needs to show assertiveness by providing clearer directions and ensuring that each team 
member understands their duties and responsibilities. This assertiveness also includes 
enforcing company rules; leaders must be ready to take the necessary action if employees 
break the rules, including imposing appropriate sanctions. Leaders not only maintain 
discipline but also create a professional and productive work environment. 

Good leaders are those who have the ability to motivate employees by applying 
human values in their leadership (Rivaldo & Ratnasari, 2020). Leaders who are able to 
galvanize employees' spirit, mentality, and work ethics will create a positive atmosphere 
within the team. They not only act as organizers, but also as mentors who teach, influence, 
and direct employees to perform their duties to the fullest. By providing the right support 
and guidance, leaders can help employees develop their potential, resulting in improved 
overall team performance. In this context, effective leadership relies heavily on the 



JOURNAL OF MANAGEMENT Small and Medium Enterprises (SME’s) Vol 18, No. 1, March 2025, p473-491 
Martin Zebua, Abdul Chamid 

478 | P a g e  
 

leader's ability to communicate, understand employees' needs, and provide the necessary 
encouragement to achieve common goals. 

Informants' responses to question 3 indicate that “there are several important 
factors that affect employee satisfaction, such as money, work environment, and co-
workers” (UM). In addition, other responses emphasized ‘the importance of providing 
provision or training for self-development as well as ensuring that wages are in line with 
the workload and skills of employees’ (RS, YL). This illustrates that leaders need to pay 
attention to various aspects that can encourage employee performance. Furthermore, 
informants also mentioned ‘the importance of creating a safe and comfortable working 
environment, providing training for self-development, and providing opportunities for 
employees to express their opinions’ (DD, RL).  

Leaders should give awards or rewards when employees successfully carry out 
their tasks well (Saleh & Mardiana, 2021). By providing appropriate recognition and 
rewards, leaders can increase employee motivation and job satisfaction, which in turn 
will have a positive impact on the overall performance of the team. Salary plays a very 
important role in the self-development process of employees, as adequate financial 
rewards can be a key motivator in improving work performance. When employees feel 
that their salary is commensurate with their contribution and effort, they are more likely 
to be motivated to work harder and improve their work output. Conversely, 
dissatisfaction with salary can lead to demotivation, which impacts productivity and 
work quality. When employees' basic needs are met, they will be more eager to perform 
their duties well (Sari & Dwiarti, 2018). Fulfilling financial needs is a crucial first step in 
creating a positive work environment. 

When employees are satisfied with their jobs, there will be mutual respect 
between colleagues (Devina, 2018). This creates a comfortable and harmonious working 
atmosphere, where each individual feels valued and responsible for the success of the 
team. Employees will be more willing to co-operate and contribute voluntarily, and 
commit to giving their best in completing their tasks and responsibilities. Job satisfaction 
derived from fair rewards and a positive work environment contribute to the creation of 
a productive and ethical work culture. When employees' rights and obligations are valued 
and cared for, they will feel more empowered and motivated to achieve common goals, 
resulting in optimal work outcomes. 

Informants' responses to question 4 indicated that ’one of the important criteria in 
leadership is the ability to be a good listener for each team member. This includes the 
leader's ability to listen to aspirations, input, and criticism from employees (RS, DD). 
Leaders are expected to create a safe space for employees to share their views and ideas 
so that every voice can be heard and valued. Furthermore, other responses emphasized 
‘the importance of two-way communication between leaders and employees’ (YL, RL, UM). 
Effective communication not only involves passing information from leaders to 
employees but also includes dialogue that allows employees to provide feedback.  

Employees want leaders who are responsive and open to criticism and 
suggestions, which in turn can improve working relationships and create a more 
collaborative environment (Dianti, 2023). The importance of a leader who can 
communicate with employees like a peer is felt in CA's work environment. Employees 
want leaders who not only function as superiors but are also able to fit into a more 
intimate and egalitarian role. Leaders can create an atmosphere where ideas can be 
shared openly, without fear of negative judgment or criticism. When leaders act as work 
buddies, it can increase trust and a sense of comfort among team members, which in turn 
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encourages creativity and innovation. Employees become more encouraged to share 
their opinions and suggestions, thus creating an environment conducive to collaboration. 

When there are differences of opinion among employees, good leaders endeavor 
to have two-way communication. This is vital to ensure that all voices are heard and 
valued, without offending any party. An effective communication process involves not 
only passing information from leaders to employees but also creating space for 
employees to provide feedback. The quality of communication between leaders and 
employees can significantly impact performance (Retnowati et al., 2023). When 
communication is good, the relationship between employees and leaders becomes more 
harmonious, which has a positive impact on productivity and job satisfaction. Building 
good communication is one of the main keys to creating a solid and high-performing 
team. 

Informants' responses to question 5 revealed “some important steps that leaders 
need to take, including giving appreciation to employees, providing briefings about work, 
and setting clear job descriptions” (DD, RS, RL, YL). These actions are considered crucial 
in creating a productive and structured work environment. By giving appreciation, 
leaders can increase employees' motivation and morale, while good briefings help 
employees understand the tasks they have to carry out. In addition, ‘the importance of 
giving directions in accordance with standard operating procedures (SOPs)’ was also 
emphasized by informant (UM). By providing a clear explanation of duties and 
responsibilities, leaders can ensure that every employee has the same understanding of 
work expectations.  

Effective communication and clear role assignments go a long way in improving 
employee performance and job satisfaction, thus creating a more efficient and 
coordinated team (Efendi & Sholeh, 2024). The role of leaders in explaining the direction 
of work to employees is very important to create clarity and focus in every task that must 
be carried out. The directions given must be in accordance with each individual's job 
description, so that each employee understands their responsibilities. This clarity not 
only helps employees in carrying out their duties, but also reduces the possibility of 
confusion or misunderstandings that can hinder productivity. When employees 
understand their roles well, they will be better able to contribute optimally, which in turn 
can improve the team's overall output. Leaders are expected to actively provide clear and 
detailed directions, so that each individual can perform their duties with confidence. 

After employees start working and achieve optimal results, it is important for 
leaders to give appreciation as a form of recognition for the efforts and achievements that 
have been achieved. This appreciation serves not only to increase motivation, but also to 
strengthen the harmonious relationship between leaders and employees. The success of 
a leader can be measured by his or her ability to provide clear direction and the positive 
influence felt by employees (Ritonga & Tarigan, 2015). When leaders successfully provide 
direction in accordance with standard operating procedures (SOPs), this will support the 
achievement of organisational or company goals. The combination of effective direction 
and recognition of individual achievements creates a positive work environment where 
employees feel valued and motivated to continue contributing to mutual success. 

Informants' responses to question 6 indicated “the importance of an empathetic 
leader” (RL, YL). An empathetic leader can better understand the needs and feelings of 
employees, thus creating better relationships within the team. In addition, ‘it is important 
for leaders to engage in discussions with employees to find out what may have gone wrong, 
and to focus on solving the problem at hand’ (RS, UM). This approach helps create a 
collaborative working atmosphere and supports continuous improvement. Furthermore, 
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‘leaders are also expected to provide space for employees to share ideas, offer flexibility, and 
let them set their own professional goals’ (DD). By leading with respect and trust, leaders 
can encourage employees to actively contribute and feel they have a role in the 
development of the team.  

Employees want leaders who not only direct but also listen and value their voices, 
creating a more positive and productive work environment (Pratama et al., 2024). 
Providing leeway by leaders to employees has a deeper meaning than just providing 
physical facilities. This leeway should include support to encourage employees to come 
up with creative ideas that can contribute to the company's progress. By providing space 
for employees to innovate, leaders not only strengthen the sense of belonging among 
team members, but also create a more collaborative work culture. It is important for 
leaders to help resolve misunderstandings that may occur among employees. Leaders 
care about team dynamics and are committed to creating a harmonious work 
environment, where each individual feels comfortable contributing. 

Good interaction between leaders and subordinates is indispensable in achieving 
organisational goals. Effective communication is one of the main tasks of the leader 
(Hafizah et al., 2024). A good leader should be able to listen carefully to suggestions and 
complaints from employees, so that they feel valued and heard. The leader should not 
only act as a guide, but also as a facilitator who helps realise the aspirations of the team. 
When employees feel that their leaders are open to feedback, it builds stronger trust and 
loyalty, which in turn contributes to the achievement of overall company goals. 

Informants' responses to question 7 emphasised “the importance of leaders in 
making good, appropriate and normative decisions” (DD, RL, UM). Decisions taken must 
be based on careful consideration in order to provide effective solutions to the problems 
faced. In addition, ‘firmness in decision-making is also very necessary, because quick and 
clear decisions will prevent problems from dragging on’ (YL). A decisive leader is able to 
give the right direction to the team, so that all members understand the steps that need 
to be taken. Furthermore, ‘an effective leader must be able to act clearly and not vaguely, 
know what to do, and distinguish between things that are desirable and those that should 
be rejected’ (RS). This ability shows that a leader not only has the courage to make 
decisions, but also the integrity to assess the situation objectively.  

A leader who is decisive and courageous in making decisions will be better able to 
lead his team towards the desired goal more effectively (Permata & Nurhayati, 2024). 
Decisiveness and courage in making decisions are two important qualities that a leader 
must have. When the company faces problems, an assertive leader can hold discussions 
with employees to find solutions without offending the other party. This is important 
because an open and inclusive environment can create mutual trust and collaboration 
among team members. By listening to input from employees, leaders not only show that 
they value individual views and experiences, but can also find more comprehensive 
solutions to the problems at hand. Assertiveness in decision-making also helps reduce 
uncertainty among employees, allowing them to work more focused and productive. 

The role of leadership is a key factor in the smooth running of all activities in an 
organisation or company (Aslami, 2022). Leaders who lack decisiveness and risk-taking 
courage are likely to find it difficult to steer their teams towards the desired goals. The 
inability to make quick and appropriate decisions can lead to stagnation and confusion 
within the organisation, ultimately hindering progress. Having good leadership traits is 
not just about giving direction, but also about being able to make bold and effective 
decisions, and inspiring employees to collaborate in achieving mutual success. 
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Informants' responses to question 8 emphasised “the importance of leaders in 
motivating employees and keeping outstanding employees from moving to other 
companies” (DD, UM). This suggests that leaders need to implement the right strategies 
to ensure that employees feel valued and motivated to keep contributing. By paying 
attention to employees' needs and aspirations, leaders can create a more positive work 
environment and support individual growth. Furthermore, ‘it is important for leaders to 
ensure fairness in relationships with employees’ (RL). This fairness includes providing 
appropriate compensation for employees who perform well, so that they feel valued for 
their contributions. In addition, ‘leaders are also expected to motivate other employees to 
achieve the same success and encourage them to work more productively’ (RS, YL). 
Appropriately compensating outstanding employees will contribute to an overall 
increase in productivity and team performance. 

It is important for leaders to actively monitor and evaluate employee performance 
in order to identify who is performing well and who may need further assistance (Fauzi 
& Hidayat, 2020). This supervisory process is not only concerned with assessing work 
results, but also includes understanding how each individual contributes to the team. 
Leaders can provide constructive feedback and support employee development. High-
performing employees generally expect fairness in peer relationships, so they feel valued 
and recognised for their efforts. When leaders demonstrate fairness in appraisals and 
rewards, this can increase mutual trust and collaboration within the team. 

Leader rewards have a significant impact on employee motivation and 
performance (Sihombing et al., 2018). Such rewards include not only financial bonuses, 
but also recognition of achievements, opportunities for career development, and better 
work facilities. When employees feel that their efforts are appreciated and recognised, 
they tend to be more motivated to give their best. Appropriate compensation also 
provides opportunities for employees to improve their performance, either through 
training or coaching. This is in line with the view of Lisbet et al., (2024), which emphasises 
the importance of leader support in creating a productive work environment oriented 
towards improving individual performance. Leaders who are able to manage the reward 
and compensation aspects well will contribute to the overall success of the organisation. 

Informants' responses to question 9 show that “one of the main roles of leaders is 
to plan, mobilize and supervise every activity that takes place in the organization” (RS, YL). 
Leaders are not only responsible for drawing up work plans but also ensuring that all 
steps taken go according to plan. Effective supervision will help keep the organization's 
activities on track and achieve the desired goals. In addition, ‘leaders are also expected to 
have the ability to influence and motivate employees to perform directed tasks in 
accordance with common goals’ (DD, RL, YL). This ability is very important because a 
leader who can motivate his or her team will be able to create a productive and 
harmonious work environment. The leader's role includes not only aspects of planning 
and supervision but also the ability to inspire and empower employees to achieve the 
organization's vision. 

Leaders who are able to influence and motivate employees play a crucial role in 
ensuring that all team members work toward the company's goals (Paais & Pattiruhu, 
2020). The role of a leader is not only limited to the supervisory aspect but also includes 
careful planning (Constantino, 2021). Planning every step and overseeing the execution 
of work is an integral part of a leader's duties (DuBois et al., 2015). The leader's ability to 
communicate their ideas to team members is a major factor in achieving success (Daeli 
et al., 2024). By conveying a clear vision and goals, leaders can excite and engage 
employees, so that they feel they have a responsibility to achieve the desired results. 
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When employees feel inspired and valued, they will be more motivated to carry out their 
assigned tasks and actively contribute to the achievement of organizational goals. 

The three roles a leader can perform effectively identified as the personal role, 
decision-making role, and information source role demonstrate the complexity of the 
responsibilities a leader carries (Ngaisah, 2022). In the personal role, leaders are 
expected to be role models and set a good example for team members. Meanwhile, in the 
decision-making role, leaders must be able to make appropriate and strategic decisions 
for the benefit of the organization. As a source of information, leaders should be able to 
provide and share relevant information to help employees in performing their duties. By 
understanding and implementing these three roles, leaders can create a productive and 
harmonious work environment, and ensure that all members of the organisation 
contribute maximally in achieving the company's vision and mission. 
 
Aspects of Leader Constraints 
The informant's response to question 1 showed that ‘leaders often have discussions with 
employees and are open to their feedback’ (NA). This reflects the CA leader's efforts to get 
closer to employees, to better understand the characteristics of each individual. Leaders 
can assist employees in fulfilling their wants and needs, creating a more intimate and 
supportive relationship. 

CA leaders show readiness to accept criticism and suggestions from employees. 
This attitude is important so that employees feel comfortable and do not hesitate to 
express their opinions. By creating an environment that supports open communication, 
leaders can encourage employees to actively participate in the improvement and 
development process. As a result, this can help the organization to continue to grow and 
become better at achieving its set goals. CA leaders demonstrate a strong commitment to 
getting closer to employees to understand the characteristics of each individual. Leaders 
not only seek to build closer relationships but also focus on fulfilling employees' needs 
and wants. This inclusive approach allows leaders to be more sensitive to the aspirations 
and challenges faced by employees. By creating an open atmosphere, leaders are ready 
to accept criticism and suggestions. This attitude is very important, as it can reduce fear 
or reluctance among employees to express their opinions. When employees feel that their 
voices are heard and valued, they tend to be more motivated to actively contribute to the 
improvement process, which in turn can improve the overall performance of the 
organization (Mulki et al., 2024). 

This democratic approach of the leader is reflected in his involvement in 
deliberations with employees (Mikhaylovskaya, 2024). By involving employees in 
decision-making, the leader not only strengthens the sense of belonging among 
employees, but also encourages them to develop decision-making skills. A leadership 
style that involves employee participation can create a more productive and innovative 
work environment (Rachmadhani & Manafe, 2023). Employees who feel they have a stake 
in the decision-making process tend to be more accountable for the results achieved. 
They are also more open to providing input and new ideas, which can contribute to the 
development of the organisation. Leaders who adopt a democratic style not only create 
better relationships with employees, but also contribute to the long-term growth and 
success of the organisation. 

The informant's response to question 2 stated that ‘a leader's expectation is for 
employees to have a desire to work together and demonstrate their abilities’ (NA). A leader 
wants employees who are willing to collaborate and are able to showcase their potential. 
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This expectation reflects the importance of synergy within the team, where each member 
can support each other and contribute to the maximum. 

By encouraging employees to work together, leaders not only create a harmonious 
environment, but also increase the effectiveness of the team in achieving common goals 
(Ho et al., 2018). When employees feel encouraged to showcase their abilities, they will 
be more motivated and confident in carrying out their assigned tasks. The leader's 
expectation to see employees collaborate and showcase their potential is crucial in 
creating a productive and innovative work culture. Leaders have high expectations of all 
employees to work together to achieve company goals. It is important for leaders to 
create an environment that encourages collaboration and open communication. Although 
employees have various abilities and potential, they often feel less motivated to 
contribute to their full potential. Factors such as lack of communication, unclear vision, 
or even fear of criticism can inhibit their desire to work together. Leaders need to take 
proactive steps to understand these barriers and create a supportive work climate. By 
encouraging and recognising individual abilities, leaders can boost employees' 
confidence, making them more willing to collaborate and use their skills effectively 
(Esisuarni et al., 2024). 

Charismatic leadership is instrumental in motivating employees to actively 
participate (Moura et al., 2019). Charismatic leaders tend to use non-verbal 
communication, clear vision, and inspiration to instil confidence in the team (Attieha & 
Zouhairy, 2021). By showing strong confidence and hope, a leader can provide the 
emotional boost needed to encourage employees to take initiative and contribute more 
(Karimi et al., 2023). Effective leadership depends not only on technical ability, but also 
on the leader's ability to influence and inspire others (Mardizal et al., 2023). Through a 
charismatic and collaborative approach, leaders can create a productive and innovative 
work culture where every employee feels valued and motivated to achieve the desired 
work results. 

The informant's response to question 3 stated that ‘employees tend to feel lazy and 
bored in completing their work’ (NA). Leaders face serious challenges in improving 
employee performance, mainly due to their lack of morale. This inactivity is often 
compounded by negative influences from colleagues, which can make employees even 
more lazy in completing their assigned tasks. 

This situation shows the importance of the leader's role in creating a positive and 
motivating work environment. Leaders need to recognize the factors that lead to 
boredom and lack of morale among employees. By taking the right approach, such as 
providing support, training, or even creating a more attractive work atmosphere, leaders 
can help improve employee motivation and performance. Efforts to overcome the 
phenomenon of boredom and laziness in the workplace are key to achieving the expected 
productivity. A condition where employees feel lazy and lack enthusiasm in completing 
tasks has the potential to hinder the achievement of company goals. This inactivity not 
only affects individual productivity but also impacts the overall performance of the team. 
Leaders must find effective solutions to address this issue. Leaders can conduct in-depth 
analyses to identify the main causes of boredom and lack of motivation among employees. 
Through proactive approaches, such as organizing feedback sessions, training, or team-
building activities, leaders can create a more dynamic and engaging work atmosphere. 
When employees feel listened to and given opportunities to grow, they tend to be more 
motivated to improve their performance (Muktamar et al., 2024). 

In addition to finding solutions, the role of leaders in providing motivation is also 
very crucial. The right motivation can energize employees and create a positive work 
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environment. Leaders who are able to inspire and provide clear direction can help 
employees feel more engaged and have a sense of responsibility toward their work. By 
showing support and recognizing employees' efforts, leaders not only strengthen 
emotional bonds with the team but also encourage them to contribute to their full 
potential. It is important for leaders to continuously motivate and support employees so 
that company goals can be achieved effectively and efficiently (Husnul Hotimah et al., 
2023). 

The informant's response to question 4 stated that “each employee has different 
characteristics” (NA). The individual characteristics of employees vary widely. These 
differences include aspects such as personality, way of thinking and approach to work, all 
of which play an important role in team dynamics. This diversity of characteristics has 
significant implications for management and leadership in the workplace. Leaders need 
to understand and appreciate these differences in order to optimally utilize the potential 
of each employee. Leaders can create an inclusive work environment, where each 
individual feels valued and is able to contribute according to their uniqueness. This not 
only improves team performance, but also strengthens relationships between employees 
in achieving common goals. 

Being a leader in an organization is a complex challenge, especially since each 
employee has different characteristics and personalities (Muhammad, 2016). This 
diversity of traits can create a unique dynamic within the team, but can also make it 
difficult for leaders to manage employee performance (Knippenberg & Mell, 2016). This 
challenge is further compounded by the lack of morale that often arises, as well as 
negative influences from coworkers that can lead to boredom and laziness (Phillips, 
2023). Situations like these not only impact individuals, but can also affect the 
performance of the team as a whole. Leaders must be proactive in finding ways to address 
these issues, so that employees can refocus and increase their productivity (Haleem et al., 
2024). 

One strategy that can be implemented is to build effective communication and 
good relationships with employees (Osborne & Hammoud, 2017). By understanding 
individual backgrounds and motivations, leaders can devise appropriate and fair 
motivation methods, which will increase employees' sense of engagement and job 
satisfaction (Adinew, 2024). This not only helps create a positive work environment, but 
also encourages employees to contribute to their full potential (Saeed et al., 2019). This 
communication and understanding-based approach is key in creating a productive and 
harmonious team, where each member feels valued and motivated to achieve common 
goals (Napitupulu et al., 2024). 
 
CONCLUSION AND SUGGESTION 
The role of leadership in improving employee performance is important, especially in the 
context of a service company like CA. An effective leader functions not only as a director, 
but also as a motivator and facilitator who can build good relationships with team 
members. By understanding the individual characteristics of each employee, leaders can 
create an inclusive and positive work environment, where everyone feels valued and 
motivated to contribute their best. This research shows that the presence of leaders who 
are sensitive to the needs and aspirations of employees can uncover hidden potential 
within the team, which in turn improves productivity and overall organizational 
performance. 

Effective communication is one of the main keys in creating a harmonious work 
environment. Leaders who are able to listen and respond to feedback from employees 
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will create mutual trust and strong collaboration within the team. When communication 
is good, employees feel more comfortable to share ideas and opinions, thus increasing 
their engagement and commitment to work. By creating an atmosphere where every 
voice is heard and valued, leaders not only strengthen interpersonal relationships among 
team members, but also encourage innovation and creativity that can contribute to the 
company's success. 

It is important for leaders to recognize and address the obstacles that employees 
face in achieving optimal performance. Challenges such as lack of motivation and negative 
peer influence can hinder productivity, so leaders need to find appropriate solutions to 
address these issues. By implementing an approach based on people development, fair 
rewards, and ongoing support, leaders can create a work atmosphere that supports 
individual and team growth. Focusing on effective leadership and implementing 
supportive policies are strategic steps that no organization should overlook in order to 
achieve its goals. 

It is recommended that leaders in CA companies and other organizations continue 
to develop effective communication skills and build strong relationships with employees. 
Leaders need to proactively listen to team feedback and aspirations, and create an 
inclusive and positive work environment. It is important to implement training and 
development programs that enhance employee skills, and provide fair rewards to drive 
motivation and performance. Organizations can ensure continuous improvement in 
overall team performance and productivity.  

For future research, it is recommended to focus on a deeper exploration of the 
impact of various leadership styles on employee performance in various types of 
industries, not just limited to the service sector. This research can also expand the scope 
to include external factors that influence employee motivation and engagement, such as 
economic conditions, organizational culture, and team dynamics. In addition, a 
quantitative approach can be applied to obtain broader and generalizable data, resulting 
in comprehensive findings. Future research is expected to provide deeper insights into 
the relationship between leadership and employee performance as well as strategies that 
can be implemented to improve leadership effectiveness in more diverse contexts. 
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