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ABSTRAK 

Nama   : Yasmin Fatimah Azzahra 

Program Studi  : Ilmu Komunikasi 

Judul : PERANAN CORPORATE SECRETARY BANK JAKARTA 

DALAM MENANGANI KRISIS GANGGUAN SISTEM 

LAYANAN OFFLINE MELALUI PROGRAM 

REBRANDING 

Penelitian ini bertujuan untuk menganalisis peranan Corporate Secretary Bank Jakarta 

dalam menangani krisis gangguan sistem layanan digital yang terjadi pada Maret 2025 

melalui program rebranding. Krisis tersebut mengakibatkan terhentinya layanan 

transaksi selama beberapa hari, yang berdampak signifikan pada penurunan 

kepercayaan nasabah dan citra perusahaan. Penelitian ini menggunakan pendekatan 

kualitatif deskriptif dengan metode pengumpulan data melalui wawancara mendalam 

terhadap informan kunci dari Departemen Komunikasi Bank Jakarta serta nasabah 

terdampak. Hasil penelitian menunjukkan bahwa Corporate Secretary menjalankan 

peranan strategis sebagai komunikator krisis dengan menerapkan strategi klarifikasi, 

permohonan maaf, dan pemulihan citra secara proaktif. Program rebranding dari Bank 

DKI menjadi Bank Jakarta dimanfaatkan sebagai instrumen strategis untuk 

menyimbolkan transformasi perusahaan dan memperkuat identitas baru pasca-krisis. 

Temuan penelitian mengungkapkan bahwa meskipun rebranding efektif dalam 

memperbarui persepsi publik, faktor utama dalam pemulihan reputasi tetap bertumpu 

pada stabilitas sistem layanan dan konsistensi komunikasi transparan. Efektivitas 

koordinasi lintas departemen yang dipimpin oleh Corporate Secretary terbukti menjadi 

kunci keberhasilan dalam meminimalkan dampak negatif krisis serta mempertahankan 

loyalitas nasabah di tengah situasi yang tidak pasti. 

Kata Kunci: Corporate Secretary, Komunikasi Krisis, Rebranding, Bank Jakarta, 

Reputasi. 
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ABSTRACT 

Name   : Yasmin Fatimah Azzahra 

Study Program : Ilmu Komunikasi 

Title : THE ROLE OF THE CORPORATE SECRETARY OF BANK 

JAKARTA IN HANDLING THE CRISIS OF OFFLINE 

SERVICE SYSTEM DISRUPTIONS THROUGH THE RE-

BRANDING PROGRAM 

This research aims to analyze the role of the Corporate Secretary of Bank Jakarta in 

managing the digital service system disruption crisis that occurred in March 2025 

through a rebranding program. The crisis resulted in the suspension of transaction 

services for several days, which significantly impacted customer trust and the 

company's image. This study employs a descriptive qualitative approach, with data 

collected through in-depth interviews with key informants from Bank Jakarta's 

Communication Department and affected customers. The results indicate that the 

Corporate Secretary performed a strategic role as a crisis communicator by 

implementing proactive clarification, apology, and image restoration strategies. The 

rebranding program from Bank DKI to Bank Jakarta was utilized as a strategic 

instrument to symbolize corporate transformation and strengthen the new post-crisis 

identity. The research findings reveal that while rebranding was effective in refreshing 

public perception, the primary factor in reputation recovery remained rooted in service 

system stability and consistent, transparent communication. The effectiveness of cross-

departmental coordination led by the Corporate Secretary proved to be the key to 

successfully minimizing the negative impacts of the crisis and maintaining customer 

loyalty amidst uncertain situations. 

Keywords: Corporate Secretary, Crisis Communication, Rebranding, Bank Jakarta, 

Reputation. 
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