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ABSTRAK

PT. Kereta Api Indonesia (Persero) sebagai industri kereta api komersial yang
berfokus kepada pelayanan pelanggan membuat inovasi atau sebagai suatu solusi
dari permasalahan yang dialami pelanggan, yaitu inovasi pada aplikasi KAI Access.
Berhasilnya program ini, salah satunya melalui tahapan manajemen publicrelations
dalam melakukan sosialisasi. Penelitian ini bertujuan untuk mengetahui tahapan
manajemen public relations PT. Kereta Api Indonesia (Persero) melalui aktivitas
komunikasi yaitu dalam melakukan sosialisasi pada aplikasi KAI Access mulai dari
tahap fact finding, tahap planning, communicating dan sampai dengan tahap
evaluating. Metodologi yang digunakan yaitu metode penelitian kualitatif.
Pengumpulan data dilakukan melalui wawancara mendalam, pengamatan dan studi
dokumentasi. Data dianalisis secara reduksi data, penyajian data, verifikasi dan
kesimpulan.

Hasil penelitian menujukkan bahwa tahapan manajemen public relations dalam
mensosialisasikan aplikasi KAI Access belum sesuai dengan data pengguna yang
ada, hingga pada implementasi good governance, Public Relations PT. Kereta Api
Indonesia (Persero) masih terbatas, hal ini berkaitan dengan tidak terlibatnyaPublic
Relations dalam perkembangan pengguna pada inovasi terbaru aplikasi KAT Access
dan hal tersebut dapat mempengaruhi citra yang diharapkan perusahaan yaitu
sebagai perusahaan BUMN operator transportasi publik satu- satunya di Indonesia
yang memfokuskan pada pelayanan pelanggan, dan memiliki public service
obligation (PSO) yang merupakan kereta api subsidi dari pemerintah yang dimana
perusahaan mempunyai tanggung jawab terhadap masyarakat untuk menyalurkan
PSO tersebut dengan baik.

Kata Kunci : Tahapan Manajemen Public Relations, Sosialisasi, Good
Governance
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ABSTRACT

PT Kereta Api Indonesia (Persero) as a commercial railroad industry that focuses
on customer service making innovations or as a solution to problems experienced
by customers namely KAI access application. The success of this program is
through the stages of public relations management in conducting socialization. This
study aims to determine the stages of public relations management at PT Kereta Api
Indonesia (Persero) through communication activities in socializingthe KAI Access
application starting from the fact-finding stage, the planning stage, the
communicating stage, and up to the evaluating stage. The methodology used is a
qualitative research method. Data collection was carried out through in- depth
interviews, observation, and documentation study. Data were analyzed by data
reduction, data presentation, verification, and conclusion.

The results showed that the stages of public relations management in socializing the
KAI Access application were not by existing user data. In the end, the
implementation of Public Relations PT Kereta Api Indonesia (Persero) good
governance is still limited. This is related to the absence of Public Relations in the
user's development in the latest innovations of the KAI Access application. This can
affect the company's expected image as a state-owned company, the only public
transport operator in Indonesia that focuses on customer service, and has a public
service obligation ( PSO) which is a subsidized train from the government where
the company has the responsibility to the community to distribute the PSO
properly.socializing the KAI Access application was not in accordance with
existing user data. In the end, the implementation of Public Relations PT Kereta Api
Indonesia (Persero) good governance is still limited. This is related to the absence
of Public Relations in the user's development in the latest innovations of KAI Access
application and this can affect the company's expected image as a state-owned
company, the only public transport operator in Indonesia that focuses on customer
service, and has a public service obligation (PSO) which is a subsidized train from
the government where the company has the responsibility to the community to
distribute the PSO properly.

Keywords : Management Stages of Public Relations, Socialization,
Good Governance
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