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ABSTRAK
Nama : Syarifah Alawiyah
NIM : 44222010183
Program Studi : llmu Komunikasi
Judul Skripsi  : Pengaruh Komunikasi Krisis Terhadap Kepercayaan Pelanggan
Produk Pertamax PT Pertamina (Persero) di Kalangan
Masyarakat Pengguna Pertamax di Kota Tangerang Selatan

Pembimbing : Dr. Ervan Ismail, M.Si

Fenomena isu dugaan pengoplosan BBM Pertamax yang berkembang di media
massa dan media sosial menimbulkan polemik publik serta berpotensi menurunkan
kepercayaan pelanggan terhadap PT Pertamina (Persero). Penelitian ini bertujuan
untuk menganalisis pengaruh komunikasi krisis terhadap kepercayaan pelanggan
produk Pertamax di Kota Tangerang Selatan.

Penelitian menggunakan Teori Stimulus—Organism—Response (S-O-R),
dengan komunikasi krisis sebagai stimulus, masyarakat pengguna Pertamax
sebagai organism, dan kepercayaan pelanggan sebagai response. Konsep
komunikasi krisis merujuk pada Situational Crisis Communication Theory (SCCT)
dari Coombs, sedangkan kepercayaan pelanggan mencakup dimensi keandalan,
integritas, dan kredibilitas.

Metode yang digunakan adalah survei kuantitatif terhadap 100 responden
dengan teknik Accidental Sampling. Analisis data menggunakan IBM SPSS 27
melalui uji validitas, reliabilitas, regresi linier sederhana, korelasi Pearson,
koefisien determinasi, dan uji t.

Hasil penelitian menunjukkan nilai t hitung (15,977) > t tabel (1,660) dengan
signifikansi 0,000 < 0,05, sehingga terdapat pengaruh positif dan signifikan antara
komunikasi krisis dan kepercayaan pelanggan. Koefisien korelasi sebesar 0,736
menunjukkan hubungan sangat kuat, dengan R square 72,3%.

Penelitian ini memberikan manfaat akademis dalam pengembangan kajian
komunikasi krisis serta manfaat praktis sebagai bahan evaluasi strategi komunikasi
PT Pertamina (Persero) dalam menjaga dan memulihkan kepercayaan pelanggan.

Kata Kunci: Komunikasi Krisis, Kepercayaan Pelanggan, Pertamax, PT
Pertamina (Persero)
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ABSTRACT

Name : Syarifah Alawiyah

Student 1D : 44222010183

Study Program : Communication Science

Thesis Title  : The Effect of Crisis Communication on Customer Trust in
Pertamax Products of PT Pertamina (Persero) Among Pertamax
Users in South Tangerang City

Advisor : Dr. Ervan Ismail, M.Si.

The phenomenon of alleged fuel adulteration of Pertamax circulating in mass
media and social media has created public controversy and potentially decreased
customer trust in PT Pertamina (Persero). This study aims to analyze the effect of
crisis communication on customer trust in Pertamax products in South Tangerang
City.

This research applies the Stimulus—Organism—Response (S-O-R) Theory,
positioning crisis communication as the stimulus, Pertamax users as the organism,
and customer trust as the response. The concept of crisis communication refers to
Coombs’ Situational Crisis Communication Theory (SCCT), which emphasizes the
importance of fast, transparent, and responsible responses during a crisis.
Meanwhile, customer trust includes the dimensions of reliability, integrity, and
corporate credibility.

The method used is a quantitative survey involving 100 respondents selected
through Accidental Sampling. Data were analyzed using IBM SPSS version 27,
including validity and reliability tests, simple linear regression, Pearson
correlation, coefficient of determination, and hypothesis testing (t-test).

The results show that the calculated t-value (15.977) is greater than the t-table
value (1.660) with a significance level of 0.000 < 0.05, indicating a positive and
significant effect of crisis communication on customer trust. The correlation
coefficient of 0.736 indicates a very strong relationship, while the R square value
of 72.3% suggests that crisis communication accounts for 72.3% of the variance in
customer trust, with the remainder influenced by other factors outside this study.

This study provides academic contributions to the development of crisis
communication research and practical benefits as an evaluation material for PT
Pertamina (Persero)’s communication strategies in maintaining and restoring
customer trust.

Keywords: Crisis Communication, Customer Trust, Pertamax, PT Pertamina
(Persero)
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