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ABSTRAK

Vannesiya Putri Prameswary, 1423022107. Peran Humas Dalam Meningkatkan
Citra Pelayanan Publik di Kantor Imigrasi Kelas | Khusus Tpi Surabaya.

Hubungan masyarakat (Humas) berperan penting dalam meningkatkan citra positif
lembaga pemerintah agar lebih dekat dengan masyarakat. Humas di Kantor Imigrasi
Kelas | Khusus TPI Surabaya tidak hanya berfokus pada penyebaran informasi,
tetapi juga membangun komunikasi dua arah yang terbuka, ramah, dan solutif
dalam mendukung pelayanan publik. Melalui kegiatan kerja praktik di bagian
Humas, penulis mendapatkan pemahaman tentang bagaimana Humas menjalankan
perannya dalam pelayanan komunikasi masyarakat (Yankomas), publikasi kegiatan,
serta pengelolaan media sosial sebagai sarana untuk menjangkau publik secara lebih
luas. Hasil kegiatan menunjukkan bahwa penerapan strategi komunikasi PENCILS
(Publications, Events, News, Community Involvement, Inform or Image, Lobbying
and Negotiation, Social Responsibility) membantu Humas menjalankan perannya
dalam meningkatkan citra instansi yang profesional, dan dekat dengan masyarakat.
Melalui strategi ini, Humas kantor Imigrasi Kelas I Khusus TPl Surabaya mampu
menghadirkan pelayanan publik yang informatif, responsif, serta menumbuhkan
kepercayaan dan kepuasan masyarakat

Kata Kunci: Humas, citra, pelayanan publik, strategi komunikasi
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ABSTRACT

Vannesiya Putri Prameswary, 1423022107. The Role of Public Relations in
Improving the Image of Public Services at the Surabaya Special Class |
Immigration Office.

Public relations plays an important role in improving the positive image of
government institutions so that they are closer to the community. Public relations
at the Surabaya Special Class | Immigration Office not only focuses on
disseminating information, but also builds open, friendly, and solution-oriented
two-way communication in support of public services. Through practical work
activities in the public relations department, the author gained an understanding of
how public relations carries out its role in community communication services
(Yankomas), publication of activities, and management of social media as a means
to reach a wider audience. The results of the activities show that the application of
the PENCILS communication strategy (Publications, Events, News, Community
Involvement, Inform or Image, Lobbying and Negotiation, Social Responsibility)
helps the Public Relations Department carry out its role in enhancing the image of
a professional agency that is close to the community. Through this strategy, the
Public Relations Department of the Surabaya Special Class | Immigration Office
was able to provide informative and responsive public services, as well as foster
public trust and satisfaction.

Keywords: Public Relations, image, public services, communication strateg
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