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This study examined internal communication patterns and operational coordination in the Laundry
24-10-2026 and Sterilization Unit at Dr. Amino Gondohutomo Regional Mental Hospital, Central Java. A

Revised: descriptive qualitative design involved five employees selected through purposive sampling. Data
02-1 1'20?6 were collected through semi-structured interviews, participatory observation, and documentation,
g;cﬁtzegx then analyzed using data reduction, data display, and conclusion drawing, with source, method,

and time triangulation supporting credibility. Findings identified vertical and horizontal
communication involving supervisory instructions, coworker interaction, and face-to-face and
digital exchanges. Supervisory information flows displayed wheel-like characteristics, whereas the
available evidence did not establish a definitive star network. WhatsApp facilitated the distribution
of shift schedules, operational reports, and protective equipment instructions, while direct
explanations helped clarify workplace requirements. Communication barriers included unread
messages, incomplete descriptions of linen conditions, insufficient attention, and limited openness.
An unread schedule update delayed work, and inadequate identification of a stained pillowcase
contributed to repeated complaints and the omission of preliminary treatment. These incidents
demonstrated that access to digital channels did not guarantee message reception or
understanding. The study highlights the value of clear instructions, recipient acknowledgment,
direct clarification, and responsive interpersonal communication for supporting coordinated
laundry and sterilization activities. Further investigation could examine communication networks
in detail.
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INTRODUCTION

Hospital support services constitute an essential component of healthcare delivery because their
operational reliability affects the continuity of clinical activities, infection prevention, and the
availability of medical resources. The central sterilization supply department performs a critical
function in maintaining the availability and safety of sterilized equipment through standardized
processing, storage, and distribution activities (Bal & Balaraju, 2025). Hospital laundry services
similarly require coordinated procedures for collecting, sorting, washing, drying, storing, and
distributing linen to maintain operational continuity and environmental hygiene (Ningsih et al., 2023).
The interdependence of these activities creates communication requirements involving work
instructions, task allocation, reporting mechanisms, and the timely exchange of information between
personnel and organizational units. Research examining hospital linen management through planning,
organizing, actuating, and controlling has demonstrated the relevance of administrative coordination
and procedural compliance to the effectiveness of laundry operations (Ekawati et al., 2025). Internal
communication has also been identified as an organizational factor associated with employee
performance quality, indicating that communication practices extend beyond information transmission
to influence workplace functioning (Rahmasari et al., 2026). At Dr. Amino Gondohutomo Regional
Mental Hospital in Central Java, the laundry and sterilization unit provides a relevant institutional
setting for examining how communication relationships are organized to support technically
interdependent activities within a specialized healthcare environment.
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Contemporary research on hospital communication has increasingly examined the relationship
between interpersonal interaction, organizational coordination, communication structures, and
professional performance rather than treating communication solely as a mechanism for transmitting
instructions. Social network analysis of hospital nurses has illustrated the analytical value of identifying
interpersonal communication relationships and information-sharing structures in understanding how
evidence-based practice changes circulate within healthcare organizations (Arsenault Knudsen et al.,
2024). Research on interprofessional collaboration at Hasanuddin University Hospital has further
identified communication patterns, professional relationships, technological conditions, and
organizational support as relevant dimensions of effective coordination across healthcare personnel
(Hapsari et al., 2022). Organizational communication has also been examined in relation to nursing
performance, establishing a connection between communicative processes and professional activities
within Indonesian hospital environments (Wajdi et al., 2025). Developments in digital internal
communication research have broadened this perspective by conceptualizing organizational interaction
as an interdependent arrangement of technological systems, social relationships, and communication
practices (Wuersch et al., 2023). These approaches collectively indicate that internal communication
can be analyzed through interpersonal relationships, hierarchical structures, communication channels,
and coordination processes, although their explanatory emphasis remains concentrated on clinical
personnel, organizational performance, and digitally mediated interaction rather than communication
within hospital laundry and sterilization operations.

The existing literature nevertheless reveals a contextual and empirical research gap concerning
how internal communication patterns are formed, maintained, and applied within hospital support units
responsible for laundry and sterilization activities. Research conducted at RSI Unisma Malang has
examined laundry and linen management through operational procedures and service implementation,
providing evidence concerning technical management practices without primarily investigating the
structure of interpersonal communication among laundry personnel (Efitasary et al., 2023). Research
on integrated information systems in central sterilization supply management has addressed
technological coordination and operational performance, but its intervention-oriented approach does
not directly explain how employees communicate through everyday interpersonal exchanges (Li et al.,
2026). Studies describing central sterilization supply departments have clarified their organizational
functions and technical responsibilities, although these descriptions do not establish the specific vertical
and horizontal communication arrangements operating within individual hospital units (Bal & Balaraju,
2025). Communication-network research involving hospital nurses provides an alternative relational
perspective, but its emphasis on clinical personnel and evidence-based practice change limits its direct
applicability to the operational characteristics of laundry and sterilization personnel (Arsenault Knudsen
et al., 2024). The distinction between technical service management and interpersonal communication
analysis therefore leaves insufficient understanding of how instructions, feedback, operational
information, and coordination responsibilities circulate among personnel performing sequential hospital
support activities. Within the ten studies reviewed, no investigation specifically establishes the internal
communication patterns of the laundry and sterilization unit at Dr. Amino Gondohutomo Regional
Mental Hospital, making the identification of these patterns a defined empirical problem rather than an
assumption that communication deficiencies already exist.

The unresolved relationship between operational procedures and communication practices
carries practical implications because laundry and sterilization activities require coordinated decisions
across multiple stages involving different personnel, responsibilities, and service requirements. A
review of hospital laundry management in Indonesia has identified operational and managerial aspects
that influence linen management practices, indicating that service processes must be understood beyond
the availability of technical procedures alone (Ningsih et al., 2023). Evaluations of hospital linen
management using the planning, organizing, actuating, and controlling framework further demonstrate
the relevance of organizational arrangements to the implementation and supervision of routine laundry
activities (Ekawati et al., 2025). Research on interprofessional collaboration has likewise shown that
effective communication involves professional interaction, reporting arrangements, leadership support,
and the capacity to coordinate activities across organizational responsibilities (Hapsari et al., 2022).
Developments in sterilization supply information systems have highlighted the operational relevance of
information integration, process traceability, and coordination between service locations, particularly
where equipment processing depends on interconnected administrative arrangements (Li et al., 2026).
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Examining communication within a hospital laundry and sterilization unit is consequently necessary to
clarify how operational instructions are understood, how information is exchanged between
organizational levels, and how coordination is maintained during routine activities, while providing an
empirical foundation for evaluating communication arrangements without presupposing particular
service failures.

The present research is positioned within organizational communication studies by focusing on
the interactional processes through which hospital support personnel exchange information, coordinate
responsibilities, and maintain working relationships during laundry and sterilization activities. Previous
research examining internal communication and employee performance in an Indonesian hospital has
emphasized associations between organizational conditions and performance outcomes, rather than
providing a detailed account of communication patterns within a specialized technical service unit
(Rahmasari et al., 2026). Research connecting organizational communication with nursing performance
similarly concentrates on clinical personnel, leaving the communicative experiences of nonclinical
hospital workers outside its principal analytical focus (Wajdi et al., 2025). Studies of digital internal
communication have developed socio-technical explanations of organizational interaction, but these
perspectives do not independently establish how direct communication, supervisory instructions, and
routine coordination are organized within materially intensive hospital workflows (Wuersch et al.,
2023). Research on hospital laundry management has provided operational evidence concerning linen
handling and procedural implementation, offering a relevant technical foundation without treating
interpersonal communication patterns as the central research object (Efitasary et al., 2023). The
proposed contribution lies in examining vertical and horizontal communication, information exchange,
communication channels, and coordination barriers as interconnected aspects of daily work within the
laundry and sterilization unit of a regional mental hospital. This analytical positioning distinguishes the
present research from studies primarily concerned with clinical communication, employee performance,
technical compliance, or information systems by directing attention to how organizational
communication is structured and experienced within a specialized hospital support service.

This study aims to identify and analyze internal communication patterns among personnel in
the Laundry and Sterilization Unit at Dr. Amino Gondohutomo Regional Mental Hospital, Central Java.
The investigation focuses on vertical and horizontal communication relationships, the exchange of
operational information, and the mechanisms through which employees coordinate responsibilities
during routine service activities. Particular attention is directed toward communication channels, the
transmission of instructions, feedback processes, and circumstances that may influence the clarity and
continuity of workplace communication. The analysis seeks to explain how communication practices
operate within the organizational structure of the unit and how personnel manage information
requirements associated with interdependent laundry and sterilization activities. The expected
theoretical contribution is an empirically grounded understanding of internal communication within a
specialized nonclinical hospital service, extending organizational communication analysis beyond its
predominant emphasis on clinical professional interaction. The practical contribution is a context-
specific foundation for evaluating existing communication arrangements, identifying potential
coordination constraints, and informing improvements in internal communication practices that support
reliable hospital services.

RESEARCH METHODS

This study employed a descriptive qualitative research design to examine internal
communication patterns and their relationship to work activities in the Laundry and Sterilization Unit,
emphasizing employees' experiences and interpretations of workplace interactions (Creswell, 2014).
The research was conducted at the Laundry and Sterilization Unit of Dr. Amino Gondohutomo Regional
Mental Hospital, located at J1. Brigjend Sudiarto No. 347, Semarang, Central Java, with the location
selected purposively because the unit had not previously been investigated according to the original
research description. Five employees participated as research informants and were selected through
purposive sampling based on their relevance to the operational activities and communication processes
examined in the study (Bungin, 2007). Informant selection considered length of employment,
organizational role, employment status, assigned responsibilities, and knowledge of activities
performed within the laundry and sterilization unit. Data collection employed three complementary
techniques consisting of semi-structured in-depth interviews with the five informants, participatory
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observation of face-to-face and digital workplace interactions, and documentation of work-related
activities. Documentary materials included work-incident records, photographs of operational
activities, and other relevant institutional documents, providing contextual information that
complemented the interview and observation data (Moleong, 2012).

The qualitative data obtained through interviews, participatory observation, and documentation
were examined to identify recurring communication patterns, information-sharing practices, and
coordination mechanisms associated with daily operational responsibilities. Data analysis followed the
interactive model developed by Miles and Huberman, consisting of data reduction, data display, and
conclusion drawing or verification as interconnected analytical processes (Miles & Huberman, 1994).
During data reduction, information relevant to internal communication was selected and organized,
while data display involved arranging the selected information into narrative descriptions to facilitate
systematic interpretation. The organized materials were subsequently examined to identify recurring
patterns of communication, relationships between personnel, information exchange, and coordination
practices within the laundry and sterilization unit. Research credibility was strengthened through source,
method, and time triangulation, allowing information obtained from different perspectives and
collection procedures to be compared for consistency (Denzin, 1978). These procedures involved
comparing information across informants, examining correspondence between interview statements,
observational records, and documents, and reviewing information obtained at different collection times
to support the credibility and consistency of the qualitative interpretation (Lincoln & Guba, 1985).

RESULTS AND DISCUSSION
Internal Communication Patterns and Organizational Relationships in the Laundry and
Sterilization Unit

Internal communication within the Laundry and Sterilization Unit of Dr. Amino Gondohutomo
Regional Mental Hospital constitutes an organizational process through which employees exchange
operational information, coordinate responsibilities, and maintain continuity in supporting healthcare
services. The qualitative investigation involving five employees provides an empirical basis for
examining communication relationships associated with routine work activities and the organizational
arrangements governing information exchange. The research materials identify vertical and horizontal
communication as relevant forms of interaction, supported by face-to-face conversations and digital
communication channels used to distribute instructions and report operational conditions. Laundry
activities involving linen collection, washing, disinfection, drying, ironing, folding, and distribution
require coordination because each stage depends on the appropriate completion and communication of
preceding activities. These operational dependencies make communication relevant not only to the
transmission of managerial instructions but also to the interpretation of responsibilities, the
identification of processing requirements, and the continuity of service delivery. Bal and Balaraju
(2025) emphasize the organizational importance of central sterilization services within hospital
operations, demonstrating the broader relevance of structured coordination in technically specialized
support units. Hapsari et al. (2022) similarly situate effective communication within collaborative
healthcare activities, supporting an understanding of information exchange as an organizational process
involving distinct responsibilities and interdependent work relationships.

Vertical communication was evident in the supervisory arrangements through which
operational instructions, work schedules, and institutional information were conveyed to employees
within the laundry and sterilization unit. Interview information indicated that the supervisor used a
WhatsApp group to distribute work-related instructions and scheduling information, establishing a
recognizable channel through which employees received operational directions. A separate
communication sequence involved a complaint from an inpatient ward concerning stained linen, which
was communicated to the laundry supervisor before being forwarded to the employees responsible for
laundry processing. The supervisor subsequently communicated the reported problem through digital
messages and direct interaction, indicating that the supervisory position connected information
originating outside the unit with personnel responsible for implementing operational responses. These
incidents demonstrate how vertical communication can organize the movement of information across
hierarchical positions, although the available evidence does not establish that every operational decision
or employee interaction required supervisory authorization. Research by Rahmasari et al. (2026)
identifies internal communication as a factor associated with employee performance quality in hospital
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organizations, providing a relevant basis for interpreting supervisory communication as a component
of organizational functioning rather than merely an administrative procedure.

Horizontal communication represents interactions among employees occupying comparable
organizational positions and is relevant to the coordination of tasks involving shared responsibilities
and sequential work processes. The original research description recognizes communication among
coworkers as part of the internal communication arrangements operating within the laundry and
sterilization unit. Operational activities involving different stages of linen processing create
opportunities for employees to exchange information about work progress, processing requirements,
and conditions that may affect subsequent tasks. The available accounts, however, provide more
detailed descriptions of communication routed through the supervisor than of individual conversations
occurring exclusively between coworkers. This evidentiary distinction is significant because the
presence of horizontal communication as an organizational category does not independently
demonstrate its frequency, distribution, or relative importance compared with hierarchical
communication. Arsenault Knudsen et al. (2024) demonstrate the relevance of examining interpersonal
communication relationships through social network analysis, illustrating why the actual configuration
of information exchange deserves attention beyond formal organizational positions. The identification
of horizontal communication in the present study consequently provides a basis for understanding
coworker interaction while requiring caution against attributing undocumented communication
frequencies, network centrality, or patterns of collaboration to particular employees.

Communication relationships within organizations can be interpreted through several network
configurations, including wheel, chain, star, circle, and restricted arrangements in which access to other
members varies according to network position. The wheel configuration concentrates communication
around a central individual, whereas the chain configuration distributes information sequentially
through connected organizational members. The star configuration permits direct communication
among members, while the circle configuration organizes information exchange between adjacent
participants without requiring every message to pass through a single central position. These
distinctions provide an analytical framework for examining whether information is centralized,
transmitted through intermediate personnel, or exchanged directly across organizational relationships.
The reported supervisory distribution of instructions is compatible with a centralized communication
arrangement for particular activities, but the available interviews do not establish a complete network
structure encompassing every employee or operational interaction. Table 1 summarizes the
communication relationships, channels, and applications documented in the research materials without
treating conceptual network configurations as independently verified empirical findings.

Table 1. Internal Communication Patterns Identified in the Laundry and Sterilization Unit

Comml.lnlcat.lon Communication Channel Documented Application
Relationship

Supervisor-to-employee WhatsApp and face-to-face Shift schedules, work
communication communication instructions, and PPE guidance
Interunit reporting through WhatsApp text messages Reports concerning stained
the supervisor and photographs linen

Communication  among Face-to-face and digital Exchange of  operational
employees interaction information

Source: Research interview and observation descriptions

The communication relationships presented in Table 1 indicate that the supervisor served as an
identifiable intermediary in the distribution of work instructions and the transmission of information
originating from other hospital units. Supervisor-to-employee communication was documented through
scheduling announcements, operational directions, and explanations of institutional requirements,
demonstrating the presence of a recognizable hierarchical communication channel. Communication
involving an inpatient ward followed a reporting sequence in which information concerning linen
quality reached the supervisor before being conveyed to laundry personnel. The identification of
communication among employees also indicates that internal interaction was not limited conceptually
to the relationship between managerial personnel and subordinates, although the original material
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provides limited detail concerning specific coworker exchanges. These relationships distinguish the
direction of information movement from the medium used to convey a message because digital
communication and face-to-face interaction may both support supervisory and interpersonal exchanges.
Kaneko (2025) examines the relationship between communication channels and workplace
performance, offering a relevant analytical perspective for distinguishing communication structures
from the channels through which organizational information is delivered. The documented supervisory
arrangements may therefore be interpreted as displaying wheel-like characteristics in particular
communication sequences, while a definitive classification of the unit as a wheel, chain, star, or circle
network would require more comprehensive evidence about communication links among all
participants.

Formal communication within the unit was particularly apparent in the transmission of work
schedules, operational instructions, and institutional policies requiring employees to understand and
follow established procedures. The hospital's personal protective equipment policy was communicated
through a PDF circular distributed in a WhatsApp group, followed by a direct explanation from the
supervisor concerning equipment requirements and associated occupational risks. This sequence
illustrates the combination of written institutional communication and verbal explanation, allowing an
organizational instruction to be delivered through more than one communication channel. The
supervisory explanation also provided an opportunity to clarify the practical meaning of written
instructions, distinguishing the communication of a policy document from employees' interpretation of
the responsibilities it established. Informal communication may occur through spontaneous exchanges
among coworkers, but the research materials do not provide sufficiently detailed episodes to classify
such conversations as an independently documented communication network. Wuersch et al. (2023)
explain digital internal communication through the interaction of social and technological elements,
supporting an interpretation in which communication channels operate alongside organizational
relationships rather than functioning as substitutes for interpersonal coordination.

The interpersonal dimension of internal communication concerns the extent to which
employees can exchange information clearly, report operational difficulties, and respond constructively
to instructions or feedback from other organizational members. The research description identifies
openness toward work reports, educational guidance, suggestions, and criticism as conditions relevant
to effective communication within the laundry and sterilization unit. It also recognizes that limited
willingness to share information and insufficient attention to workplace messages can hinder the
transmission of operational details necessary for coordinated activity. These descriptions indicate that
organizational communication cannot be understood exclusively through hierarchical positions or the
availability of technological channels because employees' responses influence whether communicated
information becomes operationally meaningful. The existence of a reporting channel does not
necessarily establish that a message has been received, understood, or translated into the appropriate
work procedure, particularly when the message concerns a specific processing requirement. Wajdi et
al. (2025) examine the relationship between organizational communication and nursing performance,
reinforcing the relevance of communication quality to professional activities while not establishing a
direct causal relationship within the unit investigated here. The interpersonal characteristics identified
in the research materials consequently direct analytical attention toward openness, responsiveness, and
opportunities for clarification as dimensions that interact with the formal structure of internal
communication.

The findings establish that internal communication in the Laundry and Sterilization Unit of Dr.
Amino Gondohutomo Regional Mental Hospital involves hierarchical information distribution,
recognized coworker interaction, and the combined use of digital and face-to-face communication
channels. Supervisory coordination constitutes the most clearly documented communication
relationship, particularly in the distribution of work instructions, the transmission of institutional
policies, and the handling of information received from other hospital units. Horizontal communication
is identified as part of the organizational arrangements, although the available evidence does not support
determining whether a star, circle, or chain network predominates across routine employee interactions.
The distinction between observed communication sequences and conceptual network classifications is
methodologically necessary because five qualitative informants provide accounts of workplace
practices without establishing quantified interaction frequencies or comprehensive measures of network
centrality. The findings are consistent with the analytical relevance of interpersonal communication
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relationships in hospital organizations demonstrated by Arsenault Knudsen et al. (2024), while
extending attention to the communication requirements of nonclinical support personnel. The resulting
characterization identifies communication direction, organizational relationships, and information
channels as interconnected dimensions that provide a foundation for examining operational
coordination, supporting conditions, and communication barriers in the subsequent analysis.

Communication Channels and Supporting Factors in Operational Coordination

Communication channels within the Laundry and Sterilization Unit of Dr. Amino
Gondohutomo Regional Mental Hospital involved the integration of digital messaging and direct
interpersonal interaction to support operational coordination. Interview and observation descriptions
identified WhatsApp as a communication medium used to distribute work schedules, operational
instructions, and information requiring attention from unit personnel. Face-to-face interaction
complemented these exchanges by allowing employees and supervisors to communicate directly when
additional explanation or clarification was necessary. The combination of these channels reflected
different informational requirements associated with routine work activities, supervisory
responsibilities, and the transmission of institutional directives. Wuersch et al. (2023) conceptualized
digital internal communication through the interaction of technological infrastructure and social
relationships, emphasizing that communication effectiveness cannot be explained exclusively by the
availability of digital media. The communication arrangements identified in the unit similarly indicate
that digital technology functions within an existing organizational structure where interpersonal
relationships and employee responsiveness remain relevant to the interpretation and implementation of
operational information.

WhatsApp functioned as an identifiable communication channel for distributing information
among employees, particularly regarding work schedules, task instructions, and operational matters
requiring timely attention. The use of group messaging allowed supervisors to disseminate information
without requiring employees to participate simultaneously in a physical meeting. Digital messages
could contain written instructions, attached documents, and photographs, enabling different forms of
operational information to be communicated through a common technological platform. The original
research materials documented the use of WhatsApp for communicating shift schedules and
transmitting reports concerning the condition of hospital linen, demonstrating its application in routine
administration and operational reporting. Kaneko (2025) examined the relationship between workplace
communication channels and organizational performance, emphasizing the relevance of
communication media to the coordination of professional activities. Research by Astarini et al. (2026)
similarly addressed the relationship between electronic documentation and communication quality
among hospital nursing personnel, indicating the importance of examining technological
communication alongside the organizational conditions under which information is exchanged. The
evidence from the present study suggests that WhatsApp facilitated information distribution, although
the effectiveness of this arrangement remained dependent on message reception, employee attention,
and the adequacy of information provided.

Face-to-face communication served as a complementary mechanism through which supervisors
could explain institutional instructions and clarify operational responsibilities beyond the information
contained in digital messages. The research materials documented direct communication following the
distribution of an institutional circular concerning personal protective equipment, demonstrating the use
of verbal explanation to reinforce written instructions. Direct interaction provided opportunities for
immediate responses, clarification, and the interpretation of spoken and nonverbal information that may
not be fully represented in written communication. The interpersonal characteristics of direct
communication, including tone of voice, facial expressions, and immediate feedback, are relevant when
employees must interpret instructions involving practical responsibilities and occupational safety.
Gleeson et al. (2023) examined interprofessional communication in hospital settings, providing a
broader analytical foundation for understanding how interpersonal exchanges contribute to
organizational coordination and professional interaction. The available research evidence establishes
the use of direct explanation as a communication practice within the unit, although it does not provide
detailed conversational records from which individual interaction patterns or employee responses
during each exchange could be independently reconstructed.
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The dissemination of institutional instructions concerning personal protective equipment
provided a specific example of the relationship between digital communication and direct workplace
education within the laundry and sterilization unit. Hospital management issued a policy requiring
personnel to use protective equipment, including work clothing, aprons, gloves, masks, head coverings,
and appropriate footwear during operational activities. The policy was initially distributed through a
PDF circular shared in the WhatsApp group, allowing employees to receive written information
concerning the protective requirements established by the hospital. The supervisor subsequently
assembled personnel and explained the importance of using protective equipment, including the
occupational risks associated with inadequate protection during laundry and sterilization activities.
According to the informants, employees understood the instructions and complied with the protective
equipment requirements while performing their assigned responsibilities. The World Health
Organization (2024) emphasized the relevance of education and training to infection prevention and
control, supporting the interpretation that written guidance and direct explanation can serve
complementary instructional functions in healthcare environments. The documented sequence indicates
that combining written communication with interpersonal clarification supported the dissemination of
operational requirements, although the available evidence does not include independently measured
compliance rates or longitudinal assessments of employee behavior.

Openness in interpersonal communication emerged as a relevant condition supporting the
exchange of operational information and the maintenance of working relationships within the laundry
and sterilization unit. The research description identified employees' willingness to communicate work
outcomes, receive educational guidance, and exchange suggestions or criticism as factors associated
with constructive organizational interaction. These forms of communication are particularly relevant to
interdependent work processes because information obtained during one operational stage may
influence the responsibilities and decisions of personnel undertaking subsequent activities. The
willingness to disclose difficulties or report unusual conditions can facilitate the transmission of
information that might otherwise remain limited to individual employees or particular work
assignments. Wajdi et al. (2025) examined the relationship between organizational communication and
nursing performance, providing a relevant basis for considering interpersonal communication as a
component of professional functioning within hospital organizations. The present qualitative evidence
supports the identification of openness and responsiveness as communication-related conditions, but it
does not establish their frequency, quantify their influence on operational performance, or demonstrate
that all personnel experienced the same level of interpersonal openness.

The selection of communication channels was particularly relevant when operational
information involved specific conditions requiring more detailed explanation than could be provided
through a brief written message. Digital communication enabled photographs and textual descriptions
to be transmitted between hospital units and laundry personnel, creating a mechanism for reporting
visible problems with processed linen. Photographic documentation could illustrate the appearance of
a defective item, while written messages could communicate the existence of a complaint or identify
the general nature of an operational concern. The documented complaint concerning a stained
pillowcase nevertheless showed that transmitting a photograph and written report did not independently
ensure that all information necessary for appropriate linen treatment was understood by the employees
responsible for processing it. Bonaconsa et al. (2024) examined communication practices associated
with infection prevention and healthcare activities, providing an analytical reference for understanding
the importance of purposeful communication adapted to specific professional information requirements.
The distinction between the transmission of a complaint and the clarification of its technical
implications indicates that communication effectiveness depends partly on whether the selected channel
enables recipients to understand the operational meaning of the information received. The incident
illustrates the potential value of combining visual documentation with direct explanation when an item
requires particular treatment, without establishing that digital messaging is inherently ineffective or that
interpersonal communication necessarily prevents every operational misunderstanding.

Employee responsiveness constituted another relevant dimension of communication because
the distribution of information through an established channel did not automatically ensure its reception
or interpretation. The original research materials described a shift-schedule announcement distributed
through WhatsApp that was not read by an employee, demonstrating a discrepancy between message
transmission and employee awareness. The documented use of direct explanation following the
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circulation of the protective equipment policy illustrated a different communication arrangement in
which written information was supplemented through an interpersonal instructional process. These
contrasting situations indicate that communication involves distinguishable stages of message delivery,
reception, understanding, and subsequent action, each of which may influence whether organizational
instructions are implemented as intended. Winzer et al. (2024) examined the relationship between
communication channel selection and the effectiveness of internal hospital communication, offering a
relevant comparative perspective on the importance of matching communication practices with
informational requirements. The research materials do not document a formal acknowledgment system,
standardized message confirmation procedure, or measurable response-time requirement, making it
inappropriate to assume that such mechanisms were formally implemented within the unit.

The findings characterize operational communication within the Laundry and Sterilization Unit
as an arrangement involving digital information distribution, direct interpersonal explanation,
supervisory coordination, and employee participation in workplace information exchange. WhatsApp
supported the dissemination of schedules, written instructions, photographic documentation, and
institutional information, while face-to-face communication provided opportunities for clarification and
practical explanation. The protective equipment communication sequence illustrated how digital and
direct communication could operate together, whereas the unread scheduling message and the
incomplete information concerning stained linen demonstrated limitations associated with message
reception and informational completeness. These incidents do not establish a quantitative difference
between the effectiveness of digital and interpersonal communication, but they provide empirical
examples of how particular communication practices functioned under different operational
circumstances. Hapsari et al. (2022) emphasized the relevance of effective communication to
collaborative activities within healthcare organizations, supporting the interpretation that coordination
depends on organizational relationships as well as the mechanisms used to exchange information.
Communication quality in the unit can consequently be interpreted through the relationship between
message clarity, employee responsiveness, opportunities for clarification, and the operational
responsibilities associated with the information being communicated. The integration of these
dimensions provides an empirical foundation for examining how incomplete information, limited
attention, and insufficient clarification may create communication barriers affecting the continuity and
reliability of laundry and sterilization services.

Communication Barriers and Their Implications for Laundry and Sterilization Services

Communication barriers within the Laundry and Sterilization Unit of Dr. Amino Gondohutomo
Regional Mental Hospital were identified through interview accounts and observations concerning the
transmission, reception, and interpretation of operational information. The findings indicated that
communication difficulties were associated with incomplete messages, insufficient attention to
instructions, limited openness in exchanging information, and failures to respond appropriately to
digital notifications. These conditions were particularly relevant because laundry and sterilization
activities required coordination among employees responsible for different stages of linen handling and
processing. Information that was not received or adequately explained could interrupt the continuity of
work, even when communication channels were formally available and routinely used by personnel.
The documented incidents concerning an unread shift-schedule announcement and repeated complaints
about stained linen provided concrete examples of how communication problems emerged during
everyday operational activities. Gleeson et al. (2023) examined interprofessional communication in
hospital settings, providing a relevant analytical foundation for understanding how communication
barriers may arise from organizational relationships and information-exchange practices. The findings
suggest that communication barriers in the unit were not exclusively technological problems but also
involved employee responsiveness, interpersonal interaction, and the completeness of information
needed to perform assigned responsibilities.

The first documented communication problem involved an employee who did not read a shift-
schedule update distributed through the unit's WhatsApp group. According to the interview account,
the employee arrived at midday despite being required to report for duty earlier, resulting in delays to
laundry activities. This incident demonstrated that the distribution of operational information through
digital messaging did not necessarily ensure that the intended recipient received and acted upon the
instruction. The communication channel successfully provided a means of distributing the schedule, but
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the absence of attention to the message interrupted the connection between information delivery and
operational implementation. Wuersch et al. (2023) emphasized the interaction between technological
and social elements in digital internal communication, supporting the interpretation that communication
effectiveness depends on employee engagement as well as the availability of communication
technology. The incident illustrates a limitation of reliance on group messaging when operational
instructions require timely acknowledgment, although the available data do not establish whether a
formal message-confirmation procedure existed within the unit.

A second communication problem concerned the delivery of a stained pillowcase to an inpatient
ward as part of a supply of clean hospital linen. The ward head reported the problem to the laundry
supervisor through WhatsApp using written messages and photographic documentation of the stained
item. The supervisor subsequently communicated the complaint to laundry personnel through digital
messaging and direct verbal interaction, demonstrating the involvement of multiple communication
channels in the reporting process. The research account indicated that a similar complaint occurred
again, accompanied by a photograph showing what appeared to be the same stain, suggesting that the
initial information exchange had not adequately resolved the processing problem. Further examination
established that the stain had dried and required specific treatment, while the affected pillowcase had
previously been returned among other soiled linen without a direct explanation identifying its condition.
Ekawati et al. (2025) examined hospital linen management through organizational management
functions, providing a relevant basis for interpreting linen-related complaints as operational issues
requiring coordination and procedural attention. The incident indicates that communication deficiencies
may persist despite the availability of photographic evidence and supervisory reporting when
information concerning the actual condition of an item is not sufficiently communicated to the personnel
responsible for processing it.

The stained-linen incident further demonstrated the relationship between incomplete
operational information and the selection of appropriate handling procedures within the laundry unit.
The affected pillowcase required brushing and soaking before machine washing because the dried stain
could not be adequately addressed through machine washing alone. The original research description
indicated that employees had not been informed directly about the need for this additional treatment
when the item was returned with other soiled linen. This information gap prevented the specific
condition of the pillowcase from being incorporated into the initial handling process, illustrating how
insufficient identification of an operational problem could affect subsequent work activities. Efitasary
et al. (2023) discussed laundry and linen management in hospital operations, providing a relevant
comparison for understanding the relationship between procedural implementation and the management
of linen-processing activities. The documented problems and their operational implications are
summarized in Table 2, distinguishing the communication difficulties reported by informants from the
consequences specifically identified in the research materials.

Table 2. Documented Communication Problems and Operational Implications in the Laundry
and Sterilization Unit

Documented Incident Communication Problem Operational Implication
Employee missed a shift- WhatsApp message was not Late arrival and delayed
schedule update read laundry activities
Stained  pillowcase  was Complaint required Recurrent complaint
reported by an inpatient ward communication through the concerning stained linen

supervisor
Linen  requiring  special No direct identification of the Required  brushing  and
treatment  was  returned defect soaking were not initially
without explanation performed

Source: Research interview and observation descriptions.

The incidents summarized in Table 2 indicate that communication barriers occurred at different
stages of information exchange, including message reception, the transmission of complaints, and the
explanation of technical requirements. The scheduling incident primarily concerned the recipient's
failure to attend to an available digital message, whereas the stained-linen incident involved incomplete
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information about the treatment required for a particular item. These distinctions are important because
communication problems arising from employee inattention cannot necessarily be addressed through
the same mechanisms as problems involving insufficient operational detail. The research description
also identified closed interpersonal attitudes and limited willingness to share information as potential
obstacles to effective communication among employees. Such conditions may restrict opportunities for
reporting unusual linen conditions, requesting clarification, and communicating problems before they
affect subsequent processing activities. Wajdi et al. (2025) examined the relationship between
organizational communication and professional performance in a hospital environment, supporting the
relevance of employee interaction and communication quality to the execution of workplace
responsibilities. The findings indicate that communication effectiveness should be evaluated through
both individual responsiveness and the adequacy of information exchanged, rather than through the
existence of formal reporting channels alone.

Communication problems within the laundry and sterilization unit have implications for the
continuity of work activities and the consistency of linen-handling procedures, although the available
evidence does not establish their effects through quantitative performance measurements. The delayed
arrival associated with an unread schedule demonstrated a direct operational consequence, while the
repeated stained-pillowcase complaint revealed a failure to communicate a condition requiring
additional processing. These incidents suggest that incomplete or unattended information can create
discrepancies between expected work procedures and the actions undertaken by employees during
routine service delivery. Hospital linen management requires attention to processing procedures and
organizational coordination because linen passes through interconnected stages before being returned
to clinical service areas. Bal and Balaraju (2025) emphasized the importance of structured central
sterilization services within hospital operations, reinforcing the broader significance of coordinating
technical support activities through clearly organized procedures. The present findings establish
operational disruptions and communication deficiencies in specific incidents, but they do not
demonstrate increased infection rates, measurable patient safety outcomes, or a general decline in
hospital service quality.

The relationship between communication barriers and operational reliability indicates the need
to distinguish information transmission from confirmation, interpretation, and appropriate follow-up.
The unread scheduling message illustrates the potential relevance of confirming whether employees
have received instructions that directly affect working arrangements and task continuity. The stained-
pillowcase incident demonstrates the need for information accompanying returned linen to identify
unusual conditions and explain any additional treatment requirements before routine processing begins.
These interpretations arise from the documented problems and should be understood as practical
implications rather than as procedures that were already formally established or tested within the
hospital. Lo et al. (2021) examined the implementation of structured communication practices among
healthcare workers, providing an analytical reference for considering how message completeness and
consistency can support professional information exchange. Bonaconsa et al. (2024) addressed effective
healthcare communication in activities associated with infection prevention, reinforcing the relevance
of clear information exchange where operational responsibilities intersect with safety-related
procedures. The findings support consideration of direct clarification, explicit identification of
problematic linen, and acknowledgment of important operational messages as potential improvements,
although their effectiveness would require further evaluation before being presented as demonstrated
interventions.

The findings establish that communication barriers within the Laundry and Sterilization Unit
involved employee attention, the completeness of operational messages, and the capacity of existing
communication arrangements to support coordinated responses to workplace problems. WhatsApp
enabled the distribution of schedules and the reporting of linen-related complaints, but its availability
did not eliminate misunderstandings or ensure that employees responded to all information requiring
operational attention. Face-to-face communication provided an additional mechanism for explanation,
although the stained-linen incident demonstrated that technical information could remain incomplete
when the condition of an item was not directly identified during its return for processing. Wahyuningsih
and Firmanda (2025) examined the role of interprofessional communication in hospital service quality,
providing a relevant perspective for understanding communication as a component of organizational
coordination and reliable service delivery. The evidence contributes to organizational communication
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research by illustrating how barriers emerge within nonclinical hospital support activities where tasks
are interconnected and operational information must remain sufficiently precise across successive work
processes. The practical implications concern improving the clarity of work instructions, strengthening
employee responsiveness, and ensuring that unusual processing requirements are communicated
through channels appropriate to the information being conveyed.

CONCLUSION

This study identified vertical and horizontal communication patterns supported by formal and
informal interactions, supervisory coordination, and digital communication channels within the
Laundry and Sterilization Unit at Dr. Amino Gondohutomo Regional Mental Hospital, Central Java.
Vertical communication facilitated the distribution of instructions, work schedules, institutional
policies, and operational reports, while horizontal communication supported information exchange
among employees. The documented supervisory arrangements demonstrated characteristics of a wheel
communication network, although the available evidence was insufficient to establish a definitive star
network configuration. WhatsApp served as an important medium for transmitting operational
information, while face-to-face communication provided opportunities for clarification and direct
explanation. The integration of these communication channels supported workplace coordination,
particularly in disseminating protective equipment requirements and communicating operational
responsibilities. The findings contribute to organizational communication research by demonstrating
how hierarchical relationships, interpersonal interaction, and digital media operate within a specialized
nonclinical hospital service.

Communication barriers were associated with employee inattention, incomplete information,
limited openness, and insufficient responsiveness to operational messages. The unread shift-schedule
notification and repeated complaint concerning stained linen demonstrated how communication
deficiencies could delay activities and interfere with appropriate processing procedures. These findings
indicate that communication effectiveness depends not only on the availability of communication
channels but also on message clarity, recipient attention, and timely clarification. Practical
improvements should prioritize confirmation of important instructions, direct identification of linen
requiring special treatment, and consistent communication between supervisors and employees.
Combining supervisor-led coordination with accessible coworker communication may strengthen
operational information exchange without relying exclusively on digital messaging. Further
investigation involving more detailed communication-network observations is recommended to
establish the relative roles of different communication patterns and evaluate their implications for
service reliability.
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