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 INTISARI 

 Penelitian  ini  dilakukan  untuk  melihat  aktivitas  public  relations  hotel 

 bintang  lima  di  Yogyakarta  mengatasi  krisis  pandemic  berbasis  model  CERC. 

 Penelitian  ini  berjenis  deskriptif  kualitatif  dengan  menggunakan  metode  studi 

 kasus  yang  melakukan  wawancara  mendalam  kepada  tiga  narasumber  serta 

 riset dokumentasi. 

 Hasil  penelitian  menunjukkan  bahwa  masa  pra  krisis  adalah  masa  yang 

 paling  krusial  dalam  sebuah  krisis  karena  harus  segera  ditangani  dengan  baik. 

 Hanya  ada  satu  dari  tiga  hotel  bintang  lima  yang  menjalani  fase  pra  krisis  ini. 

 Hal  ini  didukung  adanya  pengumpulan  informasi  dan  riset  oleh  tim  krisis  dari 

 jaringan  pusat  hotel  tersebut  yaitu  Melia  Hotel  International.  Sedangkan  dua 

 hotel  lainnya  yang  merupakan  hotel  independent  mengalami  kesulitan  pada  fase 

 ini  karena  kurangnya  riset  dan  analisis  untuk  krisis  tersebut  sehingga  kesulitan 

 menentukan strategi pada masa awal pandemi. 

 Pada  saat  krisis,  aktivitas  ketiga  hotel  tersebut  berfokus  pada 

 penggunaan  platform  digital  terutama  sosial  media  Instagram,  official  website 

 hotel,  whatsapp  blast  ,  email  dan  newsletter  .  Konten  yang  mereka  unggah 

 seputar  informasi  mengenai  COVID-19,  peraturan  safety  and  hygiene  protocol  , 

 konten  mengenai  perolehan  sertifikasi  CHSE  dan  vaksinasi,  konten  video 

 terkait  keunggulan  hotel  dan  protokol  kesehatan  yang  diterapkan  di  hotel.  Pada 

 fase  evaluasi,  public  relations  dari  ketiga  hotel  tersebut  juga  memiliki  cara  yang 

 sama  saat  krisis  yaitu  melakukan  evaluasi  setiap  saat  dari  program-program 

 yang  saat  itu  direncanakan.  Pesan  yang  berusaha  disampaikan  oleh  public 

 relations  pada  krisis  kepada  publik  melalui  sosial  media  selalu  menampilkan 

 nada  empati.  Public  relations  menjalin  hubungan  baik  dengan  internal  dan 

 eksternal  selama  masa  ini.  Baik  dengan  general  manager  ,  kepala  departemen 

 maupun  departemen  lain  di  hotel.  Untuk  pihak  eksternal,  public  relations  juga 

 berkomunikasi  baik  dengan  influencer,  media  massa,  masyarakat  dan 

 komunitas. 

 Keywords: aktivitas  public relations  , COVID-19, komunikasi  krisis, model CERC 
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 ABSTRACT 

 The  purpose  of  this  research  is  to  find  out  public  relations  activities  of  five-star  hotels  in 

 Yogyakarta  over  the  pandemic  crisis  based  on  the  CERC  model.  This  research  is  a 

 qualitative  descriptive  type  using  a  case  study  method  that  conducts  in-depth  interviews 

 with three informants as well as documentation research. 

 The  study  showed  that  the  pre-crisis  period  is  the  most  crucial  period  in  a  crisis  because  it 

 must  be  handled  properly.  Only  one  out  of  three  five-star  hotels  is  undergoing  this 

 pre-crisis  phase.  This  is  supported  by  the  collection  of  information  and  research  by  the 

 crisis  team  from  the  central  hotel  chain,  namely  Melia  Hotel  International.  Meanwhile,  the 

 other  two  hotels,  which  are  independent  hotels,  experienced  difficulties  in  this  phase  due 

 to  a  lack  of  research  and  analysis  for  the  crisis,  which  made  it  difficult  to  determine 

 strategies  at  the  start  of  the  pandemic.  During  a  crisis,  the  activities  of  the  three  hotels 

 focused  on  using  digital  platforms,  especially  social  media  Instagram,  the  hotel's  official 

 website,  whatsapp  blast,  email  and  newsletter.  The  content  they  upload  is  about 

 information  about  COVID-19,  safety  and  hygiene  protocol  regulations,  content  about 

 obtaining  CHSE  certification  and  vaccinations,  video  content  related  to  hotel  excellence 

 and  health  protocols  implemented  in  hotels.  In  the  evaluation  phase,  the  public  relations  of 

 the  three  hotels  also  used  the  same  method  during  a  crisis,  namely  conducting  evaluations 

 at  any  time  of  the  programs  that  were  planned  at  that  time.  The  message  that  public 

 relations  tries  to  convey  during  a  crisis  to  the  public  through  social  media  always  displays 

 an  empathetic  tone.  Public  relations  maintained  good  relations  internally  and  externally 

 during  this  period.  Both  with  general  managers,  heads  of  departments  and  other 

 departments  in  the  hotel.  For  external  parties,  public  relations  also  communicates  well 

 with influencers, the mass media, the public and the community. 

 Keywords :  public relations activity  , COVID-19,  communication  crisis  , CERC model. 
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