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ABSTRAK 

 

Institusi kepolisian memiliki peran penting dalam memberikan pelayanan 

kepada masyarakat. Penelitian ini bertujuan untuk menganalisis strategi 

komunikasi yang dilakukan Polres Mojokerto Kota dalam meningkatkan pelayanan 

prima melalui penerapan proses public relations, komunikasi dua arah, serta upaya 

membangun hubungan yang baik dengan masyarakat. Latar belakang penelitian ini 

didasarkan pada kondisi pelayanan kepolisian yang masih menghadapi berbagai 

permasalahan, seperti kurang responsifnya petugas, komunikasi yang belum 

efektif, serta rendahnya pemahaman masyarakat terhadap prosedur pelayanan. 

Kondisi tersebut dapat memengaruhi tingkat kepercayaan masyarakat terhadap 

institusi kepolisian, termasuk Polres Mojokerto Kota. Oleh karena itu, diperlukan 

strategi komunikasi yang tepat untuk meningkatkan kualitas pelayanan 

prima.Penelitian ini menggunakan metode kualitatif dengan pendekatan deskriptif. 

Teknik pengumpulan data dilakukan melalui wawancara, observasi, dan 

dokumentasi. Informan penelitian terdiri dari pihak kepolisian serta masyarakat 

yang menerima pelayanan di Polres Mojokerto Kota. Analisis data dilakukan 

melalui tahapan reduksi data, penyajian data, dan penarikan kesimpulan.Hasil 

penelitian menunjukkan bahwa strategi komunikasi Polres Mojokerto Kota 

dilakukan melalui tahapan public relations, yaitu identifikasi kebutuhan 

masyarakat, perencanaan program komunikasi, pelaksanaan pelayanan publik, dan 

evaluasi program. Dalam pelaksanaannya, Polres Mojokerto Kota menerapkan 

komunikasi dua arah melalui media sosial, pelayanan langsung, kegiatan sosial, dan 

forum komunikasi masyarakat. Strategi tersebut mampu meningkatkan 

transparansi, responsivitas pelayanan, serta memperkuat citra positif dan 

kepercayaan masyarakat terhadap Polres Mojokerto Kota. 

 

Kata Kunci: Public Relations, Pelayanan Prima Institusi Kepolisian, Komunikasi 

Dua Arah 
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ABSTRACT 
 

The police force plays a role in providingservices, particularly to the community. 

This study aims to analyze the communication strategies employed by the Mojokerto 

City Police to improve service excellence through the implementation of public 

relations processes,two-way communication, and efforts to build good 

relationships with the community. The background of this study is based on the 

current condition of the community, which receives inadequate service from the 

police; inpractice, various service issues are still encountered, such as 

unresponsive officers, ineffective communication, and the public’slimited 

understanding of service procedures within the police department. These conditions 

can affect the level of public trust in police institutions, including the Mojokerto 

City Police Department. Therefore, an appropriate communication strategy is 

needed to improve excellent service to the community. This study employs a 

qualitative research method with a descriptive approach. Data collection 

techniques include interviews, observations, and documentation. Informants in this 

study consist of police personnel and members of the community who are involved 

with or receive services from the Mojokerto City Police Department Mojokerto City 

Police. Data analysis was conducted through the stages of data reduction, data 

presentation,and drawing conclusions. The results of the study indicate that the 

communication strategy of the Mojokerto City Police is carried out through a 

public relations process that includes ideas 

Keywords: Public Relations, service excellent, Two-Way Communication 
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