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ABSTRACT: This synthesis essay, based on a review of multidisciplinary literature, 

considers the factors affecting the performance of public service communication, especially 

of external communication towards citizens, thus structuring and including these factors in 

a uniform conceptual framework. The examination primarily focuses on the significant 

differences between the public and private sectors, which also determine the mode of 

communication. The essay lists the environmental, intraorganizational and moderating 

factors influencing the implementation and the performance of communication. As a result, 

the proposed framework lays down several further research directions that, by testing the 

conceptual model, may contribute to a better understanding of this field of research.  
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1. INTRODUCTION 

 

Public service communication is a somewhat neglected field of research despite its 

unquestionable significance.
1
 Liu and Horsley (2007) state that while most of the time the 

communication of public sector institutions has more far-reaching social consequences 

than those pursued by a business enterprise, researchers nevertheless focus primarily on 

the communication of the private sector. The authors prove how important a role rapid, 

effective and professional public service communication plays in restoring public peace 

through the example of the suspected anthrax attack following the September 2001 events. 

The very well-prepared professionals and the appropriate organizational system played a 

significant role in managing the crisis situation. 

While Katz and Kahn (1978) explicitly name communication as the essence of an 

organization, there are clearly fewer scholarly studies dealing especially with public 

service communication. Professional and academic attention, which leans toward the 

private sector, is partly related to the debate on the conceptual separability or 

inseparability of the two sectors. The trend, called New Public Management (or NMP), 
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