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ABSTRAK

Layanan transportasi publik seperti KCIC (Kereta Cepat Indonesia China) menghadapi
tantangan besar dalam membangun relasi yang tidak hanya efisien secara teknis, tetapi
juga manusiawi dan empatik. Keluhan terhadap sikap petugas, komunikasi yang dingin,
serta ketimpangan layanan menjadi sorotan yang menunjukkan bahwa pendekatan
normatif semata tidak cukup. Maka perlu upaya untuk mengevaluasi komunikasi
hospitalitas sebagai strategi untuk meningkatkan kualitas layanan berbasis relasi dan
emosi pelanggan. Penelitian ini bertujuan mendeskripsikan komunikasi hospitalitas
dalam pelayanan KCIC, serta menganalisis tantangan dan potensi strategis
penerapannya. Penelitian menggunakan pendekatan kualitatif partisipatoris dengan
studi kasus di KCIC, melibatkan wawancara mendalam, observasi, dan dokumentasi
untuk menggali enam dimensi komunikasi hospitalitas. Hasil penelitian menunjukkan
bahwa komunikasi hospitalitas telah dijalankan secara variatif oleh petugas, terutama
dalam dimensi Positive Message and Mindset, Responsibility and Respect, serta
Compliment and Compensation. ini tidak hanya mereduksi konflik dan tekanan di
lapangan, tetapi juga meningkatkan loyalitas penumpang dan semangat kerja petugas.
Namun, ditemukan pula hambatan dalam bentuk beban kerja tinggi, resistensi budaya
organisasi, serta belum terstandardisasinya pelatihan.  Penelitian ini
merekomendasikan integrasi nilai hospitalitas ke dalam SOP dan pelatihan berbasis
konteks nyata. Komunikasi hospitalitas terbukti bukan sekadar pendekatan relasional,
tetapi pilar strategis dalam pelayanan publik berbasis infrastruktur modern.

Kata kunci: komunikasi hospitalitas, komunikasi koporat, KCIC, pelayanan publik,
relasi pelanggan.
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ABSTRACT

Public transportation services such as KCIC (Indonesia China High-Speed Train)
faced significant challenges in building relationships that were not only technically
efficient but also humane and empathetic. Complaints about staff attitudes, cold
communication, and service inequalities were highlighted, demonstrating that a
normative approach alone was insufficient. Therefore, efforts were needed to evaluate
hospitality communication as a strategy to improve service quality based on customer
relationships and emotions. This study aimed to describe hospitality communication
practices in KCIC services and analyzed the challenges and strategic potential of its
implementation. The study used a participatory qualitative approach with a case study
at KCIC, involving in-depth interviews, observation, and documentation to explore six
dimensions of hospitality communication. The results showed that hospitality
communication was implemented in various ways by staff, particularly in the
dimensions of Positive Message and Mindset, Responsibility and Respect, and
Compliment and Compensation. These practices not only reduced conflict and stress
in the field but also increased passenger loyalty and staff morale. However, obstacles
were also identified in the form of high workloads, resistance to organizational culture,
and lack of standardized training. This study recommended integrating hospitality
values into SOPs and context-based training. Hospitality communication proved to be
more than just a relational approach, but a strategic pillar in modern infrastructure-
based public services.

Keywords: hospitality communication, corporate communication, KCIC, public
service, customer relations.
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