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ABSTRAK 

 

Putriana Puspitasari : Strategi Komunikasi Pemerintah Kota Surabaya dalam 
Menghadapi Communication Challenges di Tengah Masyarakat selama 
Pandemi Covid-19 

Covid-19 secara tidak langsung memicu munculnya communication challenges 
yakni information overload, information uncertainty, dan misinformation. 
Pengabaian terhadap tantangan tersebut hanya akan memperparah kondisi krisis 
seperti yang dialami Iran ketika ratusan warganya meninggal akibat 
penyalahgunaan alkohol ataupun rusaknya menara jaringan 5G di Inggris. Oleh 
karena itu tantangan ini perlu diatasi pemerintah selaku pemangku kebijakan agar 
penanganan Covid-19 dapat berjalan optimal. Pada penelitian ini peneliti hendak 
mengetahui bagaimana strategi komunikasi yang dilakukan oleh Pemkot Surabaya 
sebagai kota yang memiliki risiko penularan dan tingkat kebutuhan informasi yang 
tinggi dalam menghadapi communication challenges di tengah masyarakat selama 
pandemi Covid-19. Melalui metode penelitian studi kasus dan pengumpulan data 
berupa wawancara, observasi serta riset kepustakaan peneliti mendapatkan hasil 
bahwa strategi Pemkot Surabaya melalui 4 fase yakni persiapan, awal krisis, 
pemeliharaan, dan resolusi. Dimana pada fase persiapan dan resolusi, aktivitas 
komunikasi pemerintah berfokus pada membangun reputasi dan pengetahuan dasar 
masyarakat sebagai persiapan menghadapi communication challenges yang akan 
datang. Sedangkan pada fase awal krisis dan pemeliharaan pemkot fokus mengelola 
communication challenges yang ada, sehingga hambatan akibat communication 
challenges dapat diminimalisir dampaknya. 

Kata Kunci: Strategi Komunikasi; Communication Challenges; Covid-19; Pemkot 
Surabaya 
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ABSTRACT 

 

Putriana Puspitasari : Surabaya Government Strategy Faces Communication 
Challenges In The Community during Pandemic Covid-19 

Covid-19 has triggered three communication challenges: information overload, 
information uncertainty, and misinformation. Ignoring these challenges will only 
exacerbate crises such as that experienced by Iran when hundreds of its citizens 
died from alcohol abuse or the destruction of 5G network towers in the UK. 
Therefore, the government as a policymaker needs to overcome this challenge so 
that the handling of Covid-19 can run optimally. In this study, researchers want to 
find out how the Surabaya City Government carries out the communication strategy 
as a city with a risk of transmission and a high level of information needed in facing 
communication challenges in the community during the Covid-19 pandemic. 
Through case study research methods and data collection in interviews, 
observations, and library research, the researchers found that the Surabaya City 
Government strategy went through 4 phases: preparation, crisis initiation, 
maintenance, and resolution. In the preparation and resolution phases, government 
communication activities focus on building the reputation and basic knowledge of 
the community in preparation for the upcoming communication challenges. 
Meanwhile, in the initial phase of crisis and maintenance, the city government 
focuses on managing the existing communication challenges to minimize their 
impact. 

 

Keywords:  Communication Strategy; Communication Challenges; Covid-19; 
Surabaya Government  
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