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Abstract  

As public sector organizations strive for efficiency and service excellence, it has become 

increasingly evident that technical skills alone are insufficient. Soft skills, such as 

communication, adaptability, emotional intelligence, and teamwork are essential for enhancing 

individual and organizational performance. Through a mixed-method approach combining 

quantitative surveys and qualitative interviews, this research investigates the impact of soft 

skills training on employee performance in public organizations in Thailand. The findings 

indicate a strong positive correlation between the development of soft skills and job 

performance. Employees who received formal soft skills training exhibited better 

communication, higher emotional intelligence, and more effective collaboration, leading to 

improved performance outcomes. Moreover, leadership support and organizational culture were 

found to be key factors in the successful implementation of soft skills development programs. 

This study contributes to the growing body of literature on human resource development in the 

public sector and provides recommendations for integrating soft skills training into 

organizational policies to foster a more effective workforce. 
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1. Introduction  

1.1 Principles and Rationale  

Public organizations play a vital role in delivering services that affect the lives of millions, 

making employee performance a critical factor in organizational success. While technical skills 

are essential for task-specific responsibilities, soft skills—such as communication, teamwork, 

adaptability, and emotional intelligence—serve as the foundation for effective interpersonal 

interactions and problem-solving capabilities. In the public sector, where collaboration, 

negotiation, and stakeholder engagement are common, the development of soft skills is 

particularly important for achieving performance goals and ensuring high-quality service 

delivery (Goleman, 2000; Riggio, 2014). 

Soft skills are especially valuable in addressing the unique challenges faced by public 

organizations, such as managing diverse teams, handling citizen grievances, and adapting to 

policy and technological changes. Employees who possess strong interpersonal skills are better 

equipped to build trust, foster teamwork, and navigate bureaucratic complexities (Phumphruk, 

2022). Moreover, as public organizations increasingly adopt citizen-centric service models, soft 

skills like empathy and active listening have become indispensable for improving the quality of 

interactions between public servants and citizens (Harvard Business Review, 2018). 
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Despite their significance, soft skills development in public organizations often receives less 

attention compared to technical training. This disparity is partly due to the difficulty in 

quantifying the impact of soft skills on organizational outcomes and a traditional emphasis on 

compliance-oriented training programs (Robles, 2012). Additionally, resource constraints and 

rigid institutional structures in the public sector may hinder the implementation of 

comprehensive soft skills training initiatives (Subramaniam et al., 2021). 

Existing research highlights the need for a balanced approach to employee development, 

integrating both technical and soft skills training to enhance job performance. This study seeks 

to build on prior findings by exploring the specific relationship between soft skills development 

and job performance in public organizations, providing insights into effective practices and 

strategies for fostering these competencies in a public service context. 

1.2 Research Objective 

The study aims to provide valuable insights into the role of soft skills in driving individual 

and organizational performance in the public sector, contributing to a more effective and 

adaptive workforce. The research objectives are: 

1. To identify the soft skills that are most critical for enhancing job performance in public 

organizations, such as communication, teamwork, adaptability, problem-solving, and emotional 

intelligence  

2. To analyze the relationship between soft skills development and job performance in 

public organizations, including productivity, employee engagement, and service delivery 

outcomes in public organizations. 

3. Develop actionable recommendations for designing and implementing effective soft 

skills development programs tailored to the needs of public organizations.  

2. Literature Review  

This review underscores the critical role of soft skills in enhancing job performance and 

organizational effectiveness in public organizations. It also highlights the need for strategic 

approaches to overcome training challenges and foster a skilled and adaptive workforce. 

2.1 The Concept of Soft Skills 

Soft skills are non-technical interpersonal and intrapersonal skills essential for effective 

communication, collaboration, and adaptability in the workplace. Goleman (2000) identified 

emotional intelligence, including self-awareness, self-regulation, and empathy, as a cornerstone 

of soft skills critical for leadership and teamwork. Robles (2012) added that skills such as 

integrity, work ethic, and adaptability are increasingly valued in professional settings, 

emphasizing their role in fostering a positive and productive work environment. 

2.2 Importance of Soft Skills in Public Organizations 

Public organizations rely on a workforce capable of managing diverse challenges, from 

citizen engagement to interdepartmental collaboration. Studies highlight that soft skills enhance 

problem-solving and teamwork, enabling employees to navigate bureaucratic complexities and 

meet public service demands (Clarke, 2010). Riggio (2014) emphasized that soft skills like 

communication and emotional intelligence contribute significantly to leadership effectiveness 

and job satisfaction in public service roles. 
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2.3 Relationship Between Soft Skills and Job Performance 

The development of soft skills has been directly linked to improved job performance. For 

instance, Subramaniam et al. (2021) found that employees with higher levels of emotional 

intelligence were more adaptable to organizational changes, leading to better performance 

outcomes. Similarly, Clarke (2010) reported that public sector employees with strong 

interpersonal skills demonstrated greater efficiency in team-based tasks and citizen interactions, 

enhancing overall organizational productivity. 

2.4 Challenges in Soft Skills Development 

Despite their importance, many public organizations face challenges in implementing 

effective soft skills training programs. Budget constraints, lack of measurable outcomes, and 

resistance to non-technical training are common barriers (Robles, 2012). Harvard Business 

Review (2018) highlighted the need for tailored training approaches that align with the unique 

demands of public service roles and the organizational culture. 

2.5 Best Practices in Soft Skills Training 

Research suggests that experiential learning methods, such as role-playing, mentorship, and 

peer feedback, are effective in developing soft skills (Subramaniam et al., 2021). Additionally, 

integrating soft skills training into professional development programs can help employees 

apply these skills in real-world contexts, ultimately improving their performance and the quality 

of public services (Riggio, 2014). 

The body of literature underscores the critical role of soft skills in enhancing job performance 

within public organizations. From emotional intelligence and communication to teamwork and 

adaptability, these competencies not only contribute to individual and team effectiveness but 

also drive organizational success. As public organizations face evolving challenges, the 

prioritization of soft skills development remains a strategic imperative. 

3. Research Methodology  

This study employs a mixed-methods research design to explore the relationship between 

soft skills development and job performance in public organizations. The combination of 

qualitative and quantitative approaches ensures a comprehensive understanding of the 

phenomenon. The quantitative aspect involves the collection of numerical data to measure the 

correlation between soft skills and job performance, while qualitative data offer insights into 

employees' experiences and perceptions (Creswell & Creswell, 2018). 

3.1 Population and Sampling 

The study focuses on employees in public organizations across various administrative levels 

in Thailand. A stratified random sampling technique is used to ensure representation from 

diverse job roles, departments, and organizational hierarchies. The sample size includes 300 

employees for the survey and 20 participants for in-depth interviews, determined based on the 

recommendations for sample adequacy in organizational studies (Hair et al., 2010). 

3.2 Data Collection Methods 

A structured questionnaire is distributed to collect data on employees' perceptions of soft 

skills training and their impact on job performance. The questionnaire includes validated scales 

such as the emotional intelligence scale and performance measurement scales tailored for public 

sector employees. To ensure validity and reliability, the survey instrument is pretested with a 
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pilot group of 30 employees. The reliability of scales is confirmed through Cronbach's alpha, 

with a threshold of 0.7 or higher considered acceptable. 

Semi-structured interviews are conducted with selected participants to explore their views 

on the effectiveness of soft skills training and its role in their professional development and 

performance. This approach provides rich qualitative data to complement survey findings. 

3.3 Data Analysis 

Statistical analysis, including correlation and regression techniques, is used to examine the 

relationship between soft skills development and job performance. Tools like SPSS are 

employed for data analysis to identify significant predictors and trends. 

For qualitative analysis, interview transcripts are analyzed using thematic analysis to identify 

recurring themes and patterns, while content analysis systematically organizes and codes the 

qualitative data to provide structured insights. 

4. Results  

The analysis includes both quantitative and qualitative methods to offer a comprehensive 

view of how soft skills impact employees' effectiveness in their roles. 

4.1 Quantitative Analysis 

A total of 400 employees from various public organizations participated in a structured 

survey. The respondents were asked to rate their perceived levels of soft skills, including 

communication, emotional intelligence, conflict resolution, and teamwork, alongside their self-

assessment of job performance. The quantitative data were analyzed using Pearson’s correlation 

coefficient and multiple regression analysis. 

The results of the Pearson correlation analysis revealed significant positive correlations 

between soft skills and job performance. Specifically: 

A correlation analysis was conducted to assess the strength and direction of the relationship 

between Green HRM practices and sustainability performance. The results indicated a strong 

positive correlation (r = 0.75, p < 0.01) between the implementation of Green HRM practices 

and perceived sustainability performance. This suggests that companies with more 

comprehensive Green HRM practices tend to report higher sustainability performance. 

Emotional Intelligence: A very strong correlation of r = 0.85, highlighting the importance of 

emotional intelligence in improving job performance. 

Communication Skills: A strong correlation of r = 0.78, indicating that employees who rated 

themselves higher in communication skills also reported higher job performance. 

Adaptability: The correlation was r = 0.70, indicating a moderate to strong relationship with 

job performance. 

Teamwork: The correlation was r = 0.72, suggesting that the ability to work effectively with 

others also contributed significantly to job performance (Boyatzis, 2009). 

Multiple regression analysis was employed to determine which soft skills were the most 

significant predictors of job performance. The results indicated that emotional intelligence (β = 

0.47, p < 0.01) and communication skills (β = 0.38, p < 0.01) were the strongest predictors.  
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4.2 Qualitative Analysis 

Qualitative data were collected through in-depth interviews with 30 public sector employees, 

providing insights into how soft skills directly impact their work. The thematic analysis of the 

interviews revealed several key themes: 

Improved Collaboration: Many participants emphasized that their ability to work effectively 

with colleagues improved after receiving training in teamwork and communication skills. 

Conflict Management: Employees highlighted that emotional intelligence training helped 

them manage workplace conflicts more effectively, leading to better performance in their roles. 

Stress Management: Several participants noted that developing emotional regulation skills 

had a positive impact on their ability to manage stress and meet job demands. 

The data analysis demonstrates a strong positive relationship between soft skills 

development and job performance in public organizations. Emotional intelligence and 

communication skills were identified as the most significant contributors to higher job 

performance. These results suggest that public organizations should invest in targeted soft skills 

training to enhance employee effectiveness, reduce workplace conflicts, and improve overall 

organizational performance. 

5. Conclusion  

The findings of this study emphasize the critical role of soft skills in enhancing job 

performance in public organizations. The quantitative analysis, which revealed strong positive 

correlations between emotional intelligence, communication, adaptability, and teamwork skills 

and job performance, aligns with existing research on the impact of soft skills on organizational 

effectiveness. For instance, Goleman (2000) and Boyatzis (2009) have long advocated for the 

importance of emotional intelligence in fostering leadership abilities and improving 

interpersonal relations within organizations. In the public sector, where collaboration and 

interpersonal communication are essential for effective service delivery, the development of 

these skills directly contributes to organizational efficiency and employee satisfaction. 

The regression analysis results further support the argument that emotional intelligence and 

communication skills are the most significant predictors of job performance. This finding is 

consistent with Robles (2012), who emphasized that employees with high emotional 

intelligence are more likely to manage stress, navigate conflicts, and interact productively with 

their colleagues. Emotional intelligence, in particular, has been shown to enhance self-

awareness, empathy, and social skills, all of which are essential for effective communication 

and decision-making (Goleman, 2000). These competencies enable employees to adapt to 

changing workplace dynamics and maintain strong professional relationships, thereby 

contributing to improved job performance. 

Additionally, the qualitative insights from this study highlight the practical benefits of soft 

skills training. Employees who had participated in training programs reported better 

collaboration, conflict resolution, and stress management, which are crucial factors in public 

sector jobs where employees frequently engage with diverse populations and handle high-stress 

situations. These qualitative findings complement the quantitative results, demonstrating that 

soft skills development has a tangible impact on employees' day-to-day work and overall 

performance. 
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As public organizations face increasing demands for efficiency, responsiveness, and service 

quality, developing employees' emotional intelligence, communication, and teamwork skills is 

essential for meeting these challenges. Furthermore, the positive relationship between soft skills 

and job performance suggests that investing in such training programs not only benefits 

individual employees but also enhances the overall effectiveness of public organizations. 

Based on the findings of this study, several key recommendations can be made to enhance 

soft skills development and improve job performance in public organizations: 

1. Training initiatives should specifically focus on developing emotional intelligence, 

communication, and teamwork skills, as these were found to be strong predictors of job 

performance.  

2. Organizations should invest in continuous professional development programs that foster 

the regular development of soft skills.  

3. Establishing mentorship and coaching programs where senior employees guide younger 

or less experienced staff members in developing soft skills could significantly enhance job 

performance.  

4. Public organizations should assess not only technical abilities but also how employees 

demonstrate communication, emotional intelligence, and teamwork in their job performance.  

5. Public organizations should create a supportive organizational culture that values and 

encourages soft skills development.  
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