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ABSTRAK

Venska Galistyar NRP.1423014128. Tingkat Pengetahuan Karyawan Terhadap /n
House Training Public Relations “Developing Customer Service” Di Rumah
Sakit Husada Utama Surabaya

Penelitian ini dilakukan untuk mengetahui seberapa tinggi tingkat
pengetahuan karyawan terhadap in house training public relations “Developing
Customer Service”. “Developing Customer Service” merupakan program internal
Rumah Sakit Husada Utama Surabaya (RSHU), yang dilaksanakan oleh public
relations (PR). Materi yang diberikan dalam program tersebut, mengenai cara
untuk berkomunikasi dan melayani customer dengan baik. Program internal
“Developing Customer Service” juga diberlakukan wajib untuk diikuti oleh
karyawan yang bertugas dalam melayani customer secara langsung. Karena hal
tersebut, peneliti tertarik untuk mengetahui tingkat pengetahuan karyawan RSHU
mengenai isi dari materi yang disampaikan dalam program internal “Developing
Customer Service”.

Dalam penelitian ini menggunakan pendekatan kuantitatif dengan jenis
pendekatan deskriptif. Teori yang digunakan dalam penelitian ini adalah model
komunikasi umpan balik, merupakan tanggapan penerima pesan yang
memungkinkan pengirim untuk menilai efektivitas suatu pesan. Teknik penarikan
sampel yang digunakan adalah total sampling atau sensus. Metode pengumpulan
data menggunakan kuesioner.

Hasil penelitian tingkat pengetahuan karyawan terhadap in house training
public relations “Developing Customer Service” di Rumah Sakit Husada Utama
Surabaya adalah tinggi. Dari data hasil penelitian, ditemukan bahwa sebagian
besar responden yang memiliki tingkat pengetahuan tinggi merupakan karyawan
dari bidang pekerjaan medis.

Kata Kunci: Pengetahuan, Public Relations, Pelatihan Internal, Rumah
Sakit



ABSTRACT

Venska Galistyar NRP.1423014128. Level Knowledge Of In House Training
Public Relations "Developing Customer Service" At Husada Utama Hospital
Surabaya

This research was conducted to find out how high level of knowledge of
employees to in-house training public relations "Developing Customer Service".
"Developing Customer Service" is an internal program of Husada Utama
Surabaya Hospital (RSHU), which is implemented by public relations (PR). The
materials provided in the program, on how to communicate and serve customers
well. Internal program "Developing Customer Service" is also enforced
mandatory to be followed by employees who served in serving customers
directly. Because of this, researchers are interested to know the level of
knowledge RSHU employees about the content of the material presented in the
internal program "Developing Customer Service".

This research uses quantitative approach with descriptive approach type.
The theory used in this research is the feedback communication model, is the
recipient response of the message that allows the sender to assess the
effectiveness of a message. The sampling technique used is total sampling or
census. Methods of data collection using questionnaires.

The result of the research on the knowledge level of the employees
towards the in-house training of public relations "Developing Customer Service"
at Husada Utama Surabaya Hospital is high. From the data of the research, it was
found that most of the respondents who have high knowledge level are employees
from the medical work field.

Keywords: Knowledge, Public Relations, Internal Training, Hospital



