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STRATEGI AUTHENTIC COMMUNICATION CUSTOMER RELATIONS
OFFICER DALAM MEMBANGUN TRUST KLIEN (STUDI KASUS PADA
PERUSAHAAN JASA OUTSOURCING PT BSR INDONESIA)

Syifa Al-Rasyid

ABSTRAK

Kepercayaan (trust) merupakan fondasi utama dalam hubungan layanan profesional,
khususnya pada industri jasa outsourcing yang bersifat relasional, jangka panjang, dan sarat
ketidakpastian. Dalam konteks tersebut, keberhasilan layanan tidak hanya ditentukan oleh
pemenuhan aspek teknis dan kontraktual, tetapi juga oleh kualitas komunikasi antara
perusahaan dan klien. Penelitian ini bertujuan untuk menganalisis strategi authentic
communication yang diterapkan oleh Customer Relations Officer (CRO) dalam
membangun frust klien pada perusahaan jasa outsourcing PT BSR Indonesia.Penelitian ini
menggunakan pendekatan kualitatif dengan jenis penelitian deskriptif. Pengumpulan data
dilakukan melalui wawancara mendalam terhadap enam informan kunci yang merupakan
Customer Relations Officer (CRO), observasi nonpartisipatif, serta studi dokumentasi.
Analisis data dilakukan menggunakan model analisis interaktif Miles, Huberman, dan
Saldaria yang meliputi proses reduksi data, penyajian data, dan penarikan kesimpulan.
Hasil penelitian menunjukkan bahwa strategi authentic communication CRO tercermin
melalui keterbukaan (openness), kejujuran (truthfulness), konsistensi (consistency), dan
komunikasi yang berorientasi pada nilai profesional (value-driven communication). Praktik
komunikasi tersebut berkontribusi dalam membentuk trust klien melalui dimensi ability,
benevolence, dan integrity. Penelitian ini menegaskan bahwa frust klien merupakan hasil
dari proses komunikasi relasional yang berkelanjutan, bukan semata-mata akibat kinerja

teknis layanan.

Kata Kunci: Authentic Communication, Customer Relations Officer, Customer Relations

Jasa Outsourcing, Trust
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AUTHENTIC COMMUNICATION STRATEGIES OF CUSTOMER RELATIONS
OFFICERS IN BUILDING CLIENT TRUST (A CASE STUDY OF THE
OUTSOURCING SERVICE COMPANY PT BSR INDONESIA)

Syifa Al-Rasyid

ABSTRACT

Trust is a fundamental foundation in professional service relationships, particularly in the
outsourcing service industry, which is relational, long-term, and characterized by high
levels of uncertainty. In this context, service success is not determined solely by the
fulfillment of technical and contractual aspects, but also by the quality of communication
between the company and its clients. This study aims to analyze the authentic
communication strategies implemented by Customer Relations Officers (CROs) in building
client trust at the outsourcing service company PT BSR Indonesia. This study adopts a
qualitative approach with a descriptive research design. Data were collected through in-
depth interviews with six key informants who serve as Customer Relations Officers (CROs),
non-participant observation, and documentation analysis. The data were analyzed using
the interactive analysis model proposed by Miles, Huberman, and Saldaria, which includes
data reduction, data display, and conclusion drawing. The findings indicate that CROs’
authentic communication strategies are reflected through openness, truthfulness,
consistency, and value-driven communication. These communication practices contribute
to the formation of client trust through the dimensions of ability, benevolence, and integrity.
This study confirms that client trust is the outcome of an ongoing relational communication

process rather than merely the result of technical service performance.

Keywords: Authentic Communication, Trust, Customer Relations Officer, Outsourcing

Services
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