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MANAJEMEN KESAN TENANT RELATIONS DALAM 

PENANGANAN KELUHAN CUSTOMER  

(STUDI FENOMENOLOGI DI MAL THE BREEZE BSD CITY) 

 

ABSTRAK 
Oleh : Jonathan Emmanuel Kodrata 

 
 Dilatarbelakangi oleh fenomena bahwa setiap individu melakukan 
pengelolaan kesan pada saat berinteraksi dengan orang lain, karena pada dasarnya 
mereka ingin menyajikan suatu gambaran diri yang akan diterima orang lain. 
Begitu juga tenant relations The Breeze BSD City yang melakukan manajemen 
kesan dalam proses penanganan keluhan customer. 
 Penelitian ini menggunakan teori fenomenologi dalam menganalisis 
manajemen kesan yang dilakukan oleh tenant relations. Metode yang digunakan 
adalah fenomenologi.  
 Dari hasil penelitian, terlihat tenant relations dalam menjalankan 
profesinya melakukan pengelolaan kesan melalui komunikasi verbal dan 
nonverbal. Hal tersebut dilakukan agar tercipta kesan positif bagi tenant relations, 
serta dapat membuat tenant merasa nyaman dan percaya kepada pihak 
manajemen, sehingga tercipta hubungan baik antara pihak manajemen dengan 
pihak tenant.  

 
 
 

Kata kunci : Fenomenologi, Tenant Relations, The Breeze BSD City. 
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MANAJEMEN KESAN TENANT RELATIONS DALAM 

PENANGANAN KELUHAN CUSTOMER 

(STUDI FENOMENOLOGI DI MAL THE BREEZE BSD CITY) 

 
ABSTRACT 

Oleh : Jonathan Emmanuel Kodrata 

 

This thesis is based on the phenomenon that shows every individual have to 
manage an impression when they interact with other people, because basically they want 
to present an image of themselves that would be acceptable to others. Likewise tenant 
relations in The Breeze BSD City who does impression management too in their process 
of handling customer complaints.  

This study uses a phenomenological theory in analyzing the impression 
management which is carried out by tenant relations. The method of this observation uses 
descriptive qualitative observation by approaching fenomenology.  

The result of this research is tenant relations in doing their profession will do 
impression management through verbal and nonverbal communication. They do 
impression management in order to create a positive impression for the tenant relations, 
and can make the tenants feel comfortable and confident with their management, so they 
can create a good relationship between the management and the tenant itself. 

 

Key Word : Phenomenology, Tenant Relations, The Breeze BSD City. 
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