DAFTAR ISI

ABSTRAK ...uciuiruinnnninsaissenssssssssasssssssssssssssssssssassssssssssssssssssssssssssssssssssssssssssssssssass i
ABSTRACT ..auunaennenennenvenvrsrensessanssssssessssssssssssssssssssssssssssssssssssssssssssssssssssssssssssss ii
LEMBAR PERSETUJUAN ....cconiiinninsensnissncssicsssssssssessssssnsssesssssssssssssssssasssssses jii
LEMBAR PENGESAHAN.......ccccevevruinrersuenennes iv
LEMBAR PERNYATAAN ...couiiiiiinsninsensnsssncssesssissssssessssssssssessssssssssssssssssssssssane %
KATA PENGANTAR ....uuiiiuinnininsnissnissanssessssssssssssssssssssssssssssssssssssssssssssssssssass vi
DAFTAR ISLuueiiieiiiisinninsnncseisesssissssssesssssssssessssssssssssssesssssssssssssssssssssssssssses ix
DAFTAR TABEL....uuoiiiiiiineisiisensnensnicsensncssissssssesssssssecssssssssssssssssssssesssens xii
DAFTAR GAMBAR.......oourirricensninssissncssesssesssissssssssssssssssaes xiii
DAFTAR LAMPIRAN xiv
RIWAYAT HIDUP....cuuiivuisiininsensensnissaisssnssesssessassssssassssssssssssssassssssssssssssassssssas XV
MOTTO HIDUP.....oouiiuiieinensnicsnnsaeisesssecssnssesssessssssssssssssesssssssssssssssssassssssssssses Xvi
BAB 1 1
1.1 Latar Belakang Penelitian.............cccoooierieiiiieniiienieeieeiecieeee e 1
1.2 Fokus dan Pertanyaan Penelitian...........cccccoeeviiiieniiieeniiienieeeiieeeiee e 5
1.3 Tujuan Penelitian ...........cceouvieiiieieiie et et e 6
1.4 Kegunaan Penelitian...........cccocciiiviiiieiiii e 7
1.4.1 Kegunaan AKademisS .........cceeriieiieniieeiieeieeiie e 7
1.42  Kegunaan Praktis........ccocerveeniieniiierieeriienieeiieeie et 8

1.5 Tinjauan Pustaka ...........cocuieiiieiiiiie et 9
1.5.1  Landasan TeOTIHIS. .....eerueerieeriieeieeiie ettt et 9

1.6 Langkah-langkah Penelitian ............ccccccoovviiiiiiiiicciiece e 13
1.6.1 Lokasi Penelitian ............cccceviiiiiiniieiiieiee e 13
1.6.2 Paradigma dan Pendekatan..............cccoecueeviiiniieniiienienieeieeeeeee e 13
1.6.3 Kerangka Konseptual..........cccceeriiiiiieniieiiieiieciecieeeee e 15
1.6.4  Metode Penelitian...........ccccveeeiiieeiiieeiiie et 18
1.6.5 Jenis Data dan Sumber Data.............cccceveviiieniieecieecee e 19
1.6.6  Teknik Penentuan Informan ............cccceeeviiieiiieeciie e 21
1.6.7 Teknik Pengumpulan Data..........ccccceeviiiiiiiniiieniieiecieeeeceeee e 22
1.6.8  Teknik Analisis Data........cccceeevieeeiiiiiiiie e 24
137N 330 | 26

X



2.1 Tinjauan Penelitian Terdahulu .............cccooeiiiiiiniiiiiiececcee, 26

2.2 Kajian Konseptual..........ooovviiiiiiiiiiiiiicceeeeee et 35
2.2.1 Hubungan Masyarakat (HUmMas).........cccccccceeervieeniieeeieecee e 35
2.2.2  Peran Hubungan Masyarakat.............ccccceerieniieniienieniieieeie e 42
2.2.3  Keluhan Pelanggan............cccoooieiiiiiiiniiienieeiiese e 43

2.3 Kajian TEOTIEIS ...eeevieeeiieeeiieeciie ettt e et eree e eaee e e enenes 48
2.3.1 Konsep 4 Peranan Public Relations ...............ccoeeecuveevcueeencreeescreeenne 48

137N 330 1 1 N 54

3.1 Gambaran Umum Lokasi Penelitian ...........ccccooceevevieniniiincnienceeen, 54
3.1.1 Sejarah Jatinan@or HOUSE .......c.eeevviiieiiieiieeiieecee e 54
3.1.2  Visi Misi Jatinangor HOUSE .........covvuieiiiiiiiiiiiiiicceeeeeeeeeee 56
3.1.3  Struktur Organisasi Jatinangor House............ccccceeeveevienciinniiiiniiene 57
3.1.4  Profil INnfOrman.........cocooieiieriinieie et 58

3.2 Hasil Temuan Penelitian .............ccocoviiiiiiiniiniiieseeeecee e 59
3.2.1 Public Relations sebagai Expert Prescriber (Penasihat Ahli) ........... 61
3.2.2  Public Relations sebagai Communication Facilitator (Fasilitator
KOMUNIKAST ) ..eeeiviiiiiis ettt ettt e etaee e et eeeareeeeereeeeaseeenreeennns 70
3.2.3  Public Relations sebagai Problem Solving Process Facilitator
(Fasilitator Proses Pemecahan Masalah) ............ccccooeeiiiiiiieniiiecieccee e 78
3.2.4 Public Relations sebagai Communication Technician (Teknisi
KOMUNIKAST) 1ottt ettt st ettt et e eereetaeeabeeseeseseensaennneas 86

33 Hasil Pembahasan Penelitian .............ccocceeoeevieniiniiniinieeeieneieeeee. 95
3.3.1 Public Relations sebagai Expert Prescriber (Penasihat Ahli) ........... 96
3.3.2  Public Relations sebagai Communication Facilitator (Fasilitator
KOMUNIKAST) ..ot 105
3.3.3  Public Relations sebagai Problem Solving Process Facilitator
(Fasilitator Proses Pemecahan Masalah) ............cccocoeeiiiiiiiiencieicie e 114
3.2.4 Public Relations sebagai Communication Technician (Teknisi
KOMUNIKAST) .ttt ettt ettt e e et eae e s e snseeneee 122

BAB IV PENUTUP ....cuuiiiiiintineisensissesssissssssesssisssssssssssssssssssssssssssssssssssssssass 133

4.1 STMPULAN ...t st 133

4.2 SATAN ...t 134
4.2.1  Saran AKademis.........ccoooueiiiiiiiiiiiniicee e 135
4.2.2  Saran Praktisi........ccoiiiriiiiiiiiiieieeee e 135

DAFTAR PUSTAKA.......covevuerrueneisaecnnces 137



LAMPIRAN

X1



