
 

 

STRATEGI KOMUNIKASI HUMAS PT. JASA RAHARJA DALAM 

MENINGKATKAN PELAYANAN TERHADAP KORBAN KECELAKAAN LALU 

LINTAS 

(Studi Kasus Kecelakaan Lalu Lintas Di Kelurahan Wirolegi Kecamatan 

Sumbersari Kabupaten Jember) 

 

 

SKRIPSI 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

OLEH 

AGUNG BAHRONI 

NIM. 1710521014 

 

 

 

UNIVERSITAS MUHAMMADIYAH JEMBER 

FAKULTAS ILMU SOSIAL DAN ILMU POLITIK 

PROGRAM STUDI ILMU KOMUNIKASI 

2021 

  



 

 



 

 

 



 

 

 

  



 

 

 



 

 

 

 



 

 

 



 

 

 



 

 

 

  



 

 

 

  



 

 

 

  



 

 

 

  



xii 
 

 

DAFTAR ISI 

 

HALAMAN SAMPUL ............................................................................................ i 

HALAMAN LOGO ................................................................................................ ii 

PERSEMBAHAN .................................................................................................. iii 

MOTTO ................................................................................................................. iv 

PERNYATAAN KEASLIAN TULISAN .............................................................. v 

HALAMAN PERSETUJUAN ............................................................................... vi 

HALAMAN  PENGESAHAN .............................................................................. vii 

PERNYATAAN PERSETUJUAN PUBLIKASI TUGAS AKHIR UNTUK 

KEPENTINGAN AKADEMIS ........................................................................... viii 

KATA PENGANTAR ........................................................................................... ix 

ABSTRAK .............................................................................................................. x 

ABSTRACT ............................................................................................................. xi 

DAFTAR ISI ......................................................................................................... xii 

DAFTAR TABEL ................................................................................................ xiv 

DAFTAR GAMBAR ............................................................................................ xv 

BAB I PENDAHULUAN ....................................................................................... 1 

1.2 Latar Belakang Permasalahan .................................................................. 1 

1.2 Rumusan Masalah .................................................................................... 4 

1.3 Tujuan Penelitian ...................................................................................... 4 

1.4 Manfaat Penelitian .................................................................................... 4 

BAB II LANDASAN TEORI ................................................................................. 6 

2.1 Hasil Penelitian Terdahulu ....................................................................... 6 

2.2 Srategi Komunikasi Humas ...................................................................... 8 

2.2.1 Pengertian Public Relations .............................................................. 8 

2.2.2 Pengertian Strategi .......................................................................... 10 

2.2.3 Pengertian Humas ........................................................................... 14 

2.3 Jasa Raharja ............................................................................................ 17 

2.4 Pelayanan ................................................................................................ 18 

2.4.1 Faktor-faktor dalam meningkatkan kualitas pelayanan .................. 19 

2.4.2 Indikator kualitas pelayanan ........................................................... 20 

2.5 Kerangka Pemikiran ............................................................................... 20 

BAB III METODE PENELITIAN........................................................................ 23 

3.1 Jenis Penelitian ....................................................................................... 23 

3.2 Lokasi dan Waktu Penelitian .................................................................. 23 

3.3 Sumber Data ........................................................................................... 23 

3.4 Instrumen Penelitian ............................................................................... 25 

3.5 Teknik Penentuan Sumber Data ............................................................. 25 

3.6 Karakteristik  Informan .......................................................................... 26 

3.7 Teknik Pengumpulan Data ..................................................................... 26 

3.8 Tahap Analisis Data ............................................................................... 27 

BAB IV HASIL DAN PEMBAHASAN .............................................................. 29 

4.1 Gambaran Umum Lokasi Penelitian ...................................................... 29 

4.1.1 Jasa Raharja ..................................................................................... 29 

4.1.2 Profil Jasa Raharja Jember .............................................................. 29 



xiii 
 

4.1.3 Prosedur dan Syarat pengajuan Klaim ............................................ 30 

4.1.4 Strukur Organisasi dan Tupoksi ...................................................... 31 

4.2 Pembahasan ............................................................................................ 31 

4.2.1 Indentifikasi..................................................................................... 32 

4.2.2 Program dan Perencanaan ............................................................... 32 

4.2.3 Pelaksanaan Humas ......................................................................... 34 

4.2.4 Evaluasi Korban .............................................................................. 44 

BAB V KESIMPULAN DAN SARAN ................................................................ 51 

5.1 Kesimpulan ............................................................................................. 51 

5.2 Saran ....................................................................................................... 52 

DAFTAR PUSTAKA ........................................................................................... 53 

LAMPIRAN .......................................................................................................... 55 

CURRICULUM VITAE ....................................................................................... 59 

 



xiv 
 

DAFTAR TABEL 

Tabel 1 Penelitian Terdahulu .................................................................................. 6 

Tabel 2 Karakteristik Informan ............................................................................. 26 

 
 



xv 
 

DAFTAR GAMBAR 

Gambar 1 Kerangka Pemikiran ............................................................................. 21 

Gambar 2 Struktur Organisasi PT. Jasa Raharja Jember ...................................... 31 

SKRIPSI%20LENGKAP%20AGUNG.doc#_Toc77249546

