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ABSTRACT

CRISIS COMMUNICATION MANAGEMENT STRATEGIES BY THE
CUSTOMER SERVICE DIVISION IN HANDLING CUSTOMER
COMPLAINTS AT BANK SUMSEL BABEL

Meysyin
NIM 22191006P, Communication Science Study Program
Universitas Bina Darma, 2025

This study aims to identify the crisis communication management strategies
implemented by the Customer Service Division in handling customer complaints
at Bank Sumsel Babel, as well as to evaluate the effectiveness of these strategies
in maintaining customer satisfaction and protecting the bank’s reputation. This
research uses a descriptive qualitative approach with data collection techniques
such as in-depth interviews, observation, document studies, and customer
satisfaction surveys. The theoretical framework is based on W. Timothy Coombs'
Situational Crisis Communication Theory (SCCT). The results indicate that the
Customer Service Division of Bank Sumsel Babel has implemented a structured
crisis communication strategy through early complaint detection systems, clear
standard operating procedures (SOPs), prompt and empathetic responses, and
cross-divisional coordination, particularly with the Public Relations and IT
departments. These strategies have proven effective in managing customer
complaints, minimizing potential crises, and preserving the bank's public image.
The success of these efforts is supported by regular staff training, responsive use
of digital platforms, and consistent internal and external messaging. This study is
expected to serve as a practical reference for other financial institutions in
designing adaptive and sustainable crisis communication strategies. In a fast-
paced digital era where transparency and responsiveness are key, a robust crisis
communication system is not only essential but vital in maintaining customer trust
and institutional competitiveness.

Keywords: Crisis Communication, Customer Service, Communication Strategy,
Customer Complaints, Bank Sumsel Babel
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ABSTRAK

PELAYANAN FIELD STRATEGI MANAJEMEN KOMUNIKASI KRISIS
OLEH DIVISI CUSTOMER SERVICE DALAM MENGHADAPI
KELUHAN PELANGGAN DI BANK SUMSEL BABEL

Meysyin
NIM 22191006P, Program Studi IImu Komunikasi
Universitas Bina Darma, 2025

Penelitian ini bertujuan untuk mengetahui strategi manajemen komunikasi Kkrisis
yang diterapkan oleh Divisi Customer Service dalam menangani keluhan
pelanggan di Bank Sumsel Babel, serta mengevaluasi efektivitas strategi tersebut
dalam menjaga kepuasan nasabah dan mempertahankan citra lembaga perbankan.
Penelitian ini menggunakan pendekatan kualitatif deskriptif dengan teknik
pengumpulan data melalui wawancara mendalam, observasi, studi dokumen, dan
survei kepuasan pelanggan. Teori yang digunakan adalah Situational Crisis
Communication Theory oleh W. Timothy Coombs. Hasil penelitian menunjukkan
bahwa Divisi Customer Service Bank Sumsel Babel telah menerapkan strategi
komunikasi krisis yang terstruktur melalui sistem deteksi dini keluhan,
penyusunan SOP yang jelas, respons cepat dan empatik, serta koordinasi lintas
divisi, khususnya dengan tim Humas dan IT. Strategi ini terbukti efektif dalam
mengelola keluhan pelanggan, meminimalkan potensi Krisis, serta menjaga
reputasi bank di mata publik. Keberhasilan strategi ini juga ditunjang oleh
pelatihan berkala terhadap staf, penggunaan media digital secara responsif, serta
konsistensi pesan baik secara internal maupun eksternal. Penelitian ini diharapkan
dapat menjadi referensi praktis bagi lembaga keuangan lainnya dalam merancang
strategi komunikasi krisis yang adaptif dan berkelanjutan. Di tengah tantangan era
digital yang serba cepat dan terbuka, keberadaan sistem komunikasi krisis yang
kuat bukan hanya penting, tetapi menjadi keharusan untuk menjaga kepercayaan
nasabah dan daya saing institusi keuangan.

Kata Kunci: Komunikasi Krisis, Customer Service, Strategi Komunikasi,
Keluhan Pelanggan, Bank Sumsel Babel
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