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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis gaya komunikasi interpersonal 

yang diterapkan oleh petugas Customer Service Mobile Commuter Line di Stasiun 

Yogyakarta selama masa angkutan Lebaran 2025, dalam periode tersebut, volume 

penumpang meningkat signifikan, sehingga menimbulkan tantangan dalam 

penyampaian informasi, penanganan keluhan, dan menjaga suasana kondusif di 

tengah kepadatan, pendekatan kualitatif digunakan dengan metode studi kasus, 

melalui wawancara mendalam, observasi, dan dokumentasi, hasil penelitian 

menunjukkan bahwa komunikasi interpersonal yang diterapkan mencakup enam 

aspek utama menurut teori Sendjaja: dimulai dari kesiapan pribadi, bersifat 

transaksional, memperhatikan isi pesan dan hubungan, membutuhkan kedekatan 

fisik, melibatkan ketergantungan antar pihak, dan bersifat tidak dapat diulang. 

Petugas menunjukkan empati, profesionalisme, dan adaptasi terhadap berbagai 

karakter penumpang. Komunikasi yang efektif berperan penting dalam 

menciptakan pengalaman perjalanan yang positif, mengurangi konflik, serta 

memperkuat citra perusahaan di mata publik, penelitian ini merekomendasikan 

peningkatan pelatihan komunikasi dan evaluasi rutin terhadap pelayanan 

pelanggan di masa puncak. 

Kata kunci (Indonesia): Komunikasi interpersonal, Customer Service Mobile, 

Commuter Line, Lebaran 2025, pelayanan penumpang. 
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ABSTRACT 

This study aims to analyze the interpersonal communication styles applied by 

Mobile Customer Service officers of the Commuter Line at Yogyakarta Station 

during the 2025 Eid transportation period. During this peak season, the number 

of passengers surged significantly, posing challenges in information delivery, 

complaint handling, and maintaining a conducive atmosphere amid the crowd. A 

qualitative approach with a case study method was employed, involving in-depth 

interviews, observation, and documentation. The findings reveal that the applied 

interpersonal communication encompasses six key aspects based on Sendjaja's 

theory: it starts from self-readiness, is transactional, emphasizes message content 

and relationships, requires physical proximity, involves mutual dependency, and is 

irreversible. Officers demonstrated empathy, professionalism, and adaptability 

toward diverse passenger characteristics. Effective communication played a 

crucial role in creating positive travel experiences, reducing conflicts, and 

strengthening the company's public image. This study recommends enhanced 

communication training and regular evaluation of customer service performance 

during peak seasons. 

Keywords (English): Interpersonal communication, Mobile Customer Service, 

Commuter Line, Eid 2025, passenger service. 
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