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STRATEGI MANAJEMEN KRISIS PT. BANK MANDIRI PERSERO TBK DALAM
MENJAGA CITRA LIVIN’ BY MANDIRI

Zulfa Chantika Octaviani

ABSTRAK

Komunikasi krisis merupakan permasalahan akibat kegagalan dalam proses komunikasi antar
publik pada perusahaan atau organisasi. Penelitian ini menggunakan jenis metode kualitatif
dengan pendekatan deskriptif. Teknik pengumpulan data melalui observasi, wawancara dan
dokumentasi. Tujuan penelitian ini untuk mengetahui strategi manajemen Kkrisis yang
dilakukan oleh PT. Bank Mandiri Persero Tbk dalam menjaga citra Livin’ by Mandiri. Hasil
penelitian ini menunjukan bahwa manajemen krisis yang dijalankan oleh Corporate
Communication PT. Bank Mandiri Persero Thk adalah melalui Pre Crisis yaitu bekerjasama
dengan pihak-pihak terkait seperti Call Center Group dan Corporate Communication,
melakukan pemantauan berita di media sosial melalui digital analytic tools, melakukan
sosialisasi kepada para staf untuk menghadapi saat terjadinya krisis. Crisis Response yaitu
bersikap responsif dan pelaksanaan strategi permohonan maaf serta Klarifikasi, press
conference, dan press release, serta yang terakhir Post Crisis yaitu melakukan sosialisasi akun-
akun palsu, menjalankan program promosi Bl Fast, serta melakukan proses maintenance secara
rutin setiap bulan mendekati tanggal gajian untuk menghindari kejadian serupa.

Kata kunci: Strategi Public Relations, Krisis, Manajemen Krisis
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CRISIS MANAGEMENT STRATEGY BY PT. BANK MANDIRI PERSERO TBK IN
MAINTAINING THE IMAGE OF LIVIN' BY MANDIRI

Zulfa Chantika Octaviani

ABSTRACT

Crisis communication is a problem due to failure in the communication process between the
public in a company or organization. This study uses a type of qualitative method with a
descriptive approach. Data collection techniques through observation, interviews and
documentation. The research will focus on analyzing the crisis management strategy by PT.
Bank Mandiri Persero Thk in maintaining the image of Livin' by Mandiri. The findings of this
study indicate that to determine the crisis management strategy carried out by PT. Bank
Mandiri Persero Tbhk in maintaining the image of Livin' by Mandiri. he results of this study
indicate that crisis management was carried out by Corporate Communications of PT. Bank
Mandiri Persero Tbk is through Pre-Crisis which is known to related parties such as the Call
Center Group and Corporate Communication, monitoring news on social media through
digital analytical tools, and conducting socialization to staff to deal with when a crisis occurs.
Crisis Response, which is being responsive and implementing strategies for apology and
clarification, press conference, press releases, and finally Post Crisis, socializing fake
accounts, running the Bl Fast program, and carrying out maintenance processes every month
near the payday date to avoid similar incidents.

Keywords: Public Relations Strategies, Crisis, Crisis Management
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