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ABSTRAK

Penelitian ini bertujuan untuk mengetahui peran public relations dalam
meningkatkan citra positif Hotel Swarna Dwipa Palembang. Jenis penelitian ini
adalah kualitatif deskriptif. Teknik pengumpulan data berupa observasi,
wawancara, dan dokumentasi. Narasumber penelitian yakni General Affair
Corporate, Marketing Manager, Front Office Manager, dan 7 (tujuh) Tamu Hotel
Swarna Dwipa. Teknik keabsahan data yang digunakan adalah teknik triangulasi
sumber data, dengan teknik analisis data berupa pengumpulan data, reduksi data,
penyajian data, penarikan kesimpulan/verifikasi. Hasil penelitian menunjukkan
bahwa peran public relations Hotel Swarna Dwipa meliputi: 1) Communicator
untuk publik eksternal yaitu menyampaikan informasi melalui media online dan
offline. Sedangkan untuk publik internal yaitu melakukan rapat koordinasi dan
evaluasi kinerja staf, serta briefing hotel. 2) Relationship untuk publik eksternal
yaitu menjalin hubungan dan kerjasama yang baik dengan pihak luar seperti
kepolisian dan instansi-instansi lain, serta menjaga dan memelihara hubungan baik
dengan customer. Sedangkan untuk publik internal yaitu mengadakan pelatihan,
menjalin hubungan dan kerjasama yang baik dengan semua departemen, dan
mengadakan kegiatan untuk mempererat hubungan antar pegawai. 3) Back Up
Management dilakukan dengan cara melakukan promosi dan pengelolaan acara.
Aktivitas ini diawali dengan menganalisis keinginan dan kebutuhan publik,
merencanakan kegiatan, mengkomunikasikan rencana melalui rapat koordinasi,
dan melakukan evaluasi. 4) Good Image Maker diwujudkan dengan melakukan
berbagai kegiatan sosial seperti berbagi makanan untuk fakir setiap hari Jumat,
memberi bantuan bagi yang mengalami musibah, bekerjasama dengan komunitas
tertentu mengadakan peduli asap, dan melakukan bersih-bersih di lingkungan

sekitar luar Hotel Swarna Dwipa.

Kata Kunci: Peran Public Relations, Citra, Hotel Swarna Dwipa Palembang.



ABSTRACT

This research aims to determine the role of public relations in improving
the positive image of Hotel Swarna Dwipa Palembang. The type of research is
qualitative descriptive. Data collection techniques include observation, interviews,
and documentation. The research sources are General Affair Corporate, Marketing
Manager, Front Office Manager, and 7 (seven) Guests of Hotel Swarna Dwipa. The
data validity technique used is triangulation, with data analysis techniques in the
form of data collection, data reduction, data presentation, drawing
conclusions/verification. The results of the research show that the role of public
relations of Hotel Swarna Dwipa are: 1) Communicator for external public are
conveying information through online and offline media. For internal public are
conducting coordination meetings and evaluating staff performance, as well as
hotel briefings. 2) Relationship for external public are establishing good relations
and cooperation with external parties such as the police and other agencies, as well
as maintaining and nurturing good relations with customers. For internal public
are doing training, establishing good relations and cooperation with all
departments, and holding activities to strengthen relations between employees. 3)
Back Up Management is done by promoting and managing events. This activity
begins with analyzing the desires and needs of the community, planning activities,
communicating plans through coordination meetings, and conducting evaluations.
4) Good Image Maker is realized by carrying out various social activities such as
sharing foods for the underprivileged every Friday, providing assistance for those
who experience disasters, working together with certain communities to

enviromental care, cleaning the area around the outside of Hotel Swarna Dwipa.

Keywords: Role of Public Relations, Image, Hotel Swarna Dwipa Palembang.
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