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‭ABSTRAK‬

‭REZA‬‭FIOLENTINA‬‭Z.‬‭W.,‬‭20043010080,‬‭STRATEGI‬‭HUMAS‬‭BEA‬
‭CUKAI‬‭TANJUNG‬‭PERAK‬‭DALAM‬‭MENINGKATKAN‬‭KEPERCAYAAN‬

‭PUBLIK‬

‭Dosen‬‭Pembimbing:‬‭Dra.‬‭Dyva‬‭Claretta,‬‭M.Si.‬

‭Instansi‬ ‭Bea‬ ‭Cukai‬‭yang‬‭baru-baru‬‭ini‬‭viral‬‭di‬‭media‬‭sosial‬‭tengah‬‭ramai‬‭dikritik‬
‭akhir-akhir‬‭ini.‬‭Mulai‬‭dari‬‭kasus‬‭barang‬‭hibah‬‭yang‬‭ditahan,‬‭hingga‬‭merambah‬‭ke‬
‭beberapa‬ ‭selebgram‬ ‭yang‬‭menceritakan‬‭pengalaman‬‭tidak‬‭menyenangkan‬‭selama‬
‭berhubungan‬ ‭dengan‬ ‭bea‬ ‭cukai.‬ ‭Hal‬ ‭itu‬ ‭akhirnya‬ ‭berimbas‬ ‭kepada‬ ‭menurunnya‬
‭kepercayaan‬ ‭publik‬ ‭terhadap‬ ‭instansi‬ ‭bea‬ ‭cukai.‬ ‭Salah‬ ‭satunya‬ ‭yaitu‬ ‭kantor‬ ‭Bea‬
‭Cukai‬ ‭Tanjung‬ ‭Perak.‬‭Penelitian‬‭ini‬‭mengkaji‬‭bagaimana‬‭strategi‬‭yang‬‭dilakukan‬
‭oleh‬ ‭humas‬ ‭bea‬ ‭cukai‬ ‭Tanjung‬ ‭Perak‬ ‭dalam‬ ‭meningkatkan‬ ‭kepercayaan‬ ‭publik.‬
‭Penelitian‬ ‭ini‬ ‭menggunakan‬ ‭metode‬‭penelitian‬‭deskriptif‬‭kualitatif‬‭dengan‬‭teknik‬
‭observasi‬ ‭dan‬ ‭wawancara‬ ‭mendalam‬ ‭kepada‬ ‭informan‬ ‭yang‬ ‭merupakan‬‭pegawai‬
‭bea‬‭cukai‬‭Tanjung‬‭Perak‬‭dan‬‭pengguna‬‭jasa.‬‭Menggunakan‬‭teori‬‭langkah‬‭strategi‬
‭humas‬ ‭Cutlip‬ ‭dan‬ ‭Center,‬ ‭hasil‬ ‭penelitian‬ ‭menunjukkan‬ ‭bahwa‬‭humas‬‭bea‬‭cukai‬
‭Tanjung‬‭Perak‬‭memanfaatkan‬‭website‬‭dan‬‭media‬‭sosial‬‭sebagai‬‭saluran‬‭informasi‬
‭terbuka‬ ‭mengenai‬ ‭layanan,‬ ‭prosedur,‬ ‭dan‬ ‭regulasi‬ ‭yang‬ ‭disediakan.‬ ‭Selain‬ ‭itu,‬
‭strategi‬ ‭manajemen‬ ‭klarifikasi‬ ‭berita‬‭negatif‬‭mampu‬‭mengurangi‬‭dampak‬‭negatif‬
‭terhadap‬ ‭reputasi‬ ‭lembaga.‬ ‭Kesimpulannya,‬ ‭implementasi‬ ‭strategi‬ ‭humas‬ ‭yang‬
‭terintegrasi‬ ‭dan‬ ‭responsif‬ ‭oleh‬ ‭Bea‬ ‭Cukai‬ ‭Tanjung‬ ‭Perak‬ ‭mampu‬ ‭memperbaiki‬
‭citra‬ ‭lembaga‬ ‭dan‬ ‭meningkatkan‬ ‭kepercayaan‬ ‭publik.‬ ‭Rekomendasi‬ ‭disarankan‬
‭untuk‬ ‭melakukan‬ ‭CSR‬ ‭dan‬ ‭melibatkan‬ ‭masyarakat‬ ‭umum‬ ‭dalam‬ ‭memperbaiki‬
‭citra‬‭instansi.‬

‭Kata‬‭Kunci:‬‭Strategi‬‭Humas,‬‭Bea‬‭Cukai,‬‭Kepercayaan‬‭Publik‬
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‭ABSTRACT‬

‭REZA‬‭FIOLENTINA‬‭Z.‬‭W.,‬‭20043010080,‬‭BEA‬‭CUKAI‬‭TANJUNG‬
‭PERAK’S‬‭PR‬‭STRATEGY‬‭TO‬‭INCREASE‬‭PUBLIC‬‭TRUST‬

‭Supervising‬‭Lecturer‬‭:‬‭Dra.‬‭Dyva‬‭Claretta,‬‭M.Si.‬

‭The‬ ‭Customs‬ ‭and‬ ‭Excise‬ ‭Agency‬ ‭which‬ ‭recently‬ ‭went‬ ‭viral‬ ‭on‬ ‭social‬ ‭media‬ ‭has‬
‭been‬ ‭heavily‬ ‭criticized‬ ‭recently.‬ ‭Starting‬ ‭from‬ ‭the‬ ‭case‬ ‭of‬ ‭donated‬ ‭goods‬ ‭being‬
‭detained,‬‭to‬‭several‬‭Instagram‬‭celebrities‬‭telling‬‭of‬‭unpleasant‬‭experiences‬‭during‬
‭their‬‭dealings‬‭with‬‭customs.‬‭This‬‭ultimately‬‭resulted‬‭in‬‭a‬‭decline‬‭in‬‭public‬‭trust‬‭in‬
‭customs‬‭agencies.‬‭One‬‭of‬‭them‬‭is‬‭the‬‭Tanjung‬‭Perak‬‭Customs‬‭office.‬‭This‬‭research‬
‭examines‬‭the‬‭strategies‬‭carried‬‭out‬‭by‬‭Tanjung‬‭Perak‬‭customs‬‭public‬‭relations‬‭in‬
‭increasing‬ ‭public‬ ‭trust.‬ ‭This‬ ‭research‬ ‭uses‬ ‭descriptive‬ ‭qualitative‬ ‭research‬
‭methods‬‭with‬‭observation‬‭techniques‬‭and‬‭in-depth‬‭interviews‬‭with‬‭informants‬‭who‬
‭are‬ ‭Tanjung‬‭Perak‬‭customs‬‭officers‬‭and‬‭service‬‭users.‬‭Using‬‭Cutlip‬‭and‬‭Center's‬
‭theory‬ ‭of‬ ‭public‬ ‭relations‬ ‭strategy‬ ‭steps,‬ ‭the‬ ‭research‬ ‭results‬ ‭show‬ ‭that‬‭Tanjung‬
‭Perak‬ ‭customs‬ ‭public‬ ‭relations‬ ‭utilizes‬ ‭websites‬ ‭and‬ ‭social‬ ‭media‬ ‭as‬ ‭open‬
‭channels‬ ‭of‬ ‭information‬ ‭regarding‬ ‭the‬ ‭services,‬ ‭procedures‬ ‭and‬ ‭regulations‬
‭provided.‬‭In‬‭addition,‬‭negative‬‭news‬‭clarification‬‭management‬‭strategies‬‭are‬‭able‬
‭to‬ ‭reduce‬ ‭the‬ ‭negative‬ ‭impact‬ ‭on‬ ‭the‬ ‭institution's‬ ‭reputation.‬ ‭In‬ ‭conclusion,‬ ‭the‬
‭implementation‬ ‭of‬ ‭an‬ ‭integrated‬ ‭and‬ ‭responsive‬ ‭public‬ ‭relations‬ ‭strategy‬ ‭by‬
‭Tanjung‬‭Perak‬‭Customs‬‭and‬‭Excise‬‭is‬‭able‬‭to‬‭improve‬‭the‬‭image‬‭of‬‭the‬‭institution‬
‭and‬ ‭increase‬ ‭public‬‭trust.‬‭Recommendations‬‭are‬‭suggested‬‭to‬‭carry‬‭out‬‭CSR‬‭and‬
‭involve‬‭the‬‭general‬‭public‬‭in‬‭improving‬‭the‬‭agency's‬‭image.‬

‭Keywords:‬‭Public‬‭relations‬‭strategy,‬‭Customs‬‭and‬‭excise,‬‭Public‬‭trust‬
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