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STRATEGI MANAJEMEN ISU DALAM
MEMPERTAHANKAN REPUTASI PERUSAHAAN RITEL &
DISTRIBUSI: STUDI KASUS IBOX INDONESIA DI MAL
SENAYAN CITY

Oleh: Nyoman Aubinia Saraswati

ABSTRAK

Isu terkait iBox Indonesia muncul pada tahun 2020 setelah video dari seorang
content creator TikTok @julio.ioio menjadi viral di dunia maya. Isu menyangkut
pelayanan buruk yang didapatkan Julio karena penampilannya bersandal jepit saat
mengujungi gerai iBox. Kejadian ini dikhawatirkan akan mempengaruhi reputasi
PT Erajaya Swasembada, Thk selaku induk perusahaan iBox Indonesia. Penelitian
ini bertujuan untuk mengetahui proses strategi manajemen isu PT Erajaya
Swasembada, Thk dalam mempertahankan reputasi perusahaan terkait video
tersebut. Jenis dan sifat penelitian ini adalah kualitatif deskriptif dengan metode
studi kasus. Data diperolen melalui, wawancara terstruktur bersama dua orang
partisipan dan dua orang informan, observasi non partisipan, serta dokumentasi
pendukung. Hasil penelitian menunjukkan PT Erajaya Swasembada, Tbk
menerapkan manajemen isu strategis dimulai dengan tahap media monitoring,
FGD, dan pengumpulan opini. Kemudian dilakukan proses analisis dan tahap
respon perubahan isu melalui adaptive change strategy. Program penanganan isu
terbagi menjadi program pelayanan dan marketing, namun evaluasi tidak dapat
dilakukan secara sistematis berhubungan Corporate Communication  tidak
melibatkan diri dan tidak menggaet banyak pihak eksternal. PT Erajaya
Swasembada, Thk menunjukkan program manajemen isu strategis berfokus pada
kualitas pelayanan kepada konsumen. Perusahaan ingin memelihara reputasi dan
kepercayaan publik bahwa mereka serius dalam menangani isu yang terjadi demi
kenyamanan dan kepuasan pelanggan.

Kata Kunci: Corporaté Communication, iBox Indonesia, PT Erajaya Swasembada
Tbk, Strategi Manajemen Isu, TikTok
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MANAGEMENT ISSUE STRATEGY IN MAINTAINING
REPUTATION OF RETAIL & DISTRIBUTION COMPANY: A
CASE STUDY OF IBOX INDONESIA AT SENAYAN CITY MALL

By: Nyoman Aubinia Saraswati

ABSTRACT

Issue emerged at iBox Indonesia in 2020 after a video from content creator
@julio.ioio on TikTok became viral. The issue regarding bad service that Julio
experienced since he was putting on flip-flops while visiting the retailer. This
incident feared to affect the reputation of PT Erajaya Swasembada, Tbk. as the
holding company of iBox. This research aims to determine the management issue
strategy conducted PT Erajaya Swasembada, Tbk to maintain the company
reputation related to the issue. The model of this research is qualitative
descriptive with case study method. Data were obtained through structured
interviews with two participants and two informants, non-participant
observation, and -documentation. The results showed that PT Erajaya
Swasembada, Tbk implemented management issue strategy started with media
monitoring, Forum Group Discussion (FGD), pooling of opinion. Next, is to
analyzed the issue and to give response using adaptive change strategy. The issue
of handling the programs is divided into service and marketing program,
however the evaluation could not be done systematically because Corporate
Communication did not involve and did not involve much external parties either.
PT Erajaya Swasembada, Thk demonstrated a management issue strategy
program focused on the service quality provided for consumers. The company
wants to maintain public trust and shows that they are serious in dealing with
the issues for convenience and customers satisfaction to keep high reputation.

Keywords: Corporate Communication, iBox Indonesia, Management Issue
Strategy, PT Erajaya Swasembada Tbk, TikTok
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