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Building Green, Clean, and Antique Hospital Brand
Image of Sidoarjo Regional Hospital with Public
Relations Concept

Didik Hariyanto', Eva Purwita Sari’, Ainur Rokhmaniah®

Communication Studies Program, University of Muhammadiyah Sidoarjo, Indonesia'**
{didikhariyanto(@umsida.ac.id', eva.purwital 536(@gmail.com?, ainur@umisda.ac.id*}

Abstract. The view of a person or community group towards hospitals,
especially government hospitals, identic with places of disease and virus spread,
dirty and even has a creepy or horror image. The purpose of this rescarch is to
describe the strategy carried out by public relations of Sidoarjo Hospital in
building the brand image of Green, Clean and Antique Hospital with the concept
of public relations. This rescarch method used qualitative, data mining was
carried out by interviewing ten informants who had been determined. The
results of the research concluded that the strategy carried out by public relations
at Sidoarjo Hospital using the concept of public relations "The Four Step Public
Relations Process” by Scoot M Cutlip in building a hospital brand image has
been successful. It can be concluded that the brand image that Sidoarjo Hospital
wants to build as a Green, Clean, and Antique Hospital has been successful.

Keywords: Publik relations; Brand Image; Green, Clean; Antique Hospital

1 Introduction

A hospital is an mnstitution that provides complete individual health services by providing
mpatient, outpatient and emergency services that have ethical norms held by the government
and society. In the sense of the Health Law no. 22 of 2004 explained that hospitals besides
serving curative (treatment), they also serve promotive, rehabilitative and preventive services.
(Aulia, 2017) In Indonesia, the hospital has five types of capabilities, from type A to type E.
(Mutu Pelayanan Kesehatan, 2016) Firstly, Sidoarjo Hospital was a type D hospital, then year
after year, Sidoarjo Hospital has always innovated to improve hospital standardization until
now became a hospital with type B education, based on the decision of the Minister of Health
of the Republic of Indonesia No: HK.02.03 / T/ 1889/2013. The type B teaching hospital is a
hospital that 1s also capable of being a center of education, being a place for medical personnel
from various universities. Good at educating prospective doctors, nurses, midwives,
pharmacists, pharmacies, and so on. (RSUD Kabupaten Sidoarjo, 2015)

From type changes of hospital and also the increasing accreditation, Sidoarjo Regional
Hospital has begun to realize the need for a brand image, therefore Sidoarjo Regional Hospital
has branding by applying a slogan which is quite attractive to support hospital services.
Sidoarjo Regional Hospital has a slogan that can differentiate Sidoarjo Regional Hospital from
other hospitals. The slogan or tagline of RSUD is Green, Clean, and Antique Hospital. The
slogan was initiated directly by the director of the Sidoarjo Regional Hospital, namely dr.
Atok Irawan Sp.P in 2014 when he was initially appointed as director of the Sidoarjo Regional

DOI: 10.2478/9788366675377-021
© 2021 D Hariyanto. This is an open access article licensed under the Creative Commons
Attribution NonCommercial-NoDerivs License (http: //creativecommons.org/licenses/by-nc-nd/4.0/) 144




Hospital. As we all know, the view of a person or community group about a hospital is
definitely 1dentic with a place of disease, an environment that is easy to transmit viruses, dirty,
even the image of a hospital is scary or horror. With that perceptions, the Sidoarjo Regional
Hospital is aggressively implementing the slogan green, clean, and antique hospital to ward
off the public paradigm regarding bad hospital perceptions.

In implementing the green, clean, and antique hospital slogan, the Sidoarjo Regional
Hospital can prove its performance in comparing hospitals with achievements in 2018 as the
second place in the Green Hospital competition held by the Indonesian Ministry of Health, and
published in an article on the PERSI website (Association of Indonesian Hospitals). In 2019,
Sidoarjo Regional Hospital has also successfully participated in the green hospital competition
and won first place in the category of RSUD and RSUD TNI / Polri and Other Hospitals.
Based on the Decree of the Minister of Health RI Number: HK.01.07 / Menkes // 711/2019).
(Inilah Juara Kompetisi Green Hospital, 2018)

This is inseparable from the role of the concept of public relations, as an art to create a
better public understanding, which can deepen public trust in Sidoarjo Regional Hospital.
(Ruslan, Kiat dan Strategi Kampanye Public Relations, 1997) The process done by public
relations is an important part in carrying out its role and function to plan and do a program of
activities to gain public attention and support. Public relations is also very important in
creating and maintaining a brand image. In terms of imaging, public relations activities must
be devoted to the public interest, must create, foster, and maintain good internal and external
relations. (Ruslan, Management Public Relations & Media Komunikasi Konsep dan Aplikasi,
2003) The main purpose is that the organization can see internal and external conditions
objectively, so that Sidoarjo Regional Hospital can anticipate changes in the external
environment. (Rangkuti, 2000) To build a brand image, Sidoarjo Regional Hospital carries out
several processes and stages in accordance with the theory of the four-step public relations
which has been popularized by Scoot M Cutlip in Edward J. Robinson's book. In this theory,
there are four points that are emphasized by the public relations of RSUD in the strategy to
build a brand image, they are, (1) determining the problem. (2) planning and programming. (3)
taking action and communicating. (4) then the last one is evaluation. With the strategy
implemented, it can create the good image that Sidoarjo Regional Hospital wants. (Cutlip,
2016)

After building a brand image, then evaluating the implementation strategy using indicators
from Shimp to measure the brand image, namely, (1) attributes are characteristics of the
RSUD and the current conditions advertised such as those related to color, design and size. (2)
benefits are measurement of brand image, benefits are divided into three parts, they are
functional, symbolic, and experiential benefits. (3) evaluation is a measure of whether the
strategy implemented has achieved the desired results or not. Using these tools is expected to
make it casier for customers or consumers to more ecasily interpret, process and store
information related to the company or agency through the brand. Which later will make an
impression on the minds of consumers or in this case, Sidoarjo Regional Hospital service
users. (Santoso & Harmoni, 2016)

The location of this research was conducted at Sidoarjo Regional Hospital, a hospital that
experienced many changes in terms of buildings, facilities and infrastructure, aesthetics and
services provided. Sidoarjo Regional Hospital is very unique because it has a hotel-like
design, and information facilities such as magazines that are distributed in several places, there
is information about the green hospital that made Sidoarjo Regional Hospital a pilot hospital
in Indonesia in 2019. Sidoarjo Regional Hospital with its slogan has succeeded in changing
the people's mindset against the hospital all this time.
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2 Methods

The approach used in this research is a descriptive qualitative approach. (P.D, 2015) The
research was conducted in the Sidoarjo Regional Hospital with the research subjects namely
public relations statf and IPL staff at Sidoarjo Regional Hospital. While the object of this
rescarch is the strategy applied by public relations of Sidoarjo Regional Hospital in building a
hospital brand image by using the concept of public relations in accordance with the slogan
Green, Clean, and Antique Hospital.

In this research, involving 10 informants, the technique of determining informants using
purposive sampling technique. Data collection techniques using techniques obtained from the
results of observations, interviews, documentation, and triangulation. In this research, the
activity of analyzing data while in the field uses three ways, they are, Data Reduction, Data
Display (Data Presentation, Conclusion Drawing / Verification). (Sugiyono, 2008)

3 Result and Discussion

The concept of public relations in building a brand image according to the slogan Green,
Clean, and Antique Hospital is divided into several stages. The first stage is to analyze a
problem, in Sidoarjo Regional Hospital, the problem faced by the brand image is the lack of
prominence of the brand image, which tends not to have characteristics that are easily
recognized and remembered by the public.

The second stage is planning and programming. According to Mr. Handoyo as the
Assistant Director, the planning was initially focused on the development and expansion of
green land, also renewal of furniture that could have been replaced with antique nuances with
a distinctive Javanese touch. After improvements in the field of construction and renovation,
then Public Relations, assisted by the PKRS (Hospital Health Promotion) team, implemented a
branding strategy. Afler that branding began to be introduced through socialization which was
carried out among all Sidoarjo Regional Hospital employees using social media such as
Instagram, Youtube, Facebook, Website, etc. In this way, it will make Sidoarjo Regional
Hospital better known with a good image according to the slogan Green, Clean, and Antique
Hospital.

The third stage in building the RSUD brand image is taking action and communicating
these to the audience of hospital visitors. As conveyed by the informant Mr. Singgih as the
Public Relations staff of Sidoarjo Regional Hospital, public relations always carry out images
using several media relation channels related to the excellence of the hospital or things that the
hospital wants to highlight through social media and several places in the hospital
environment such as banners, stickers scattered around the hospital arca. The purpose is to
always remind visitors of the hospital slogan. Not only that, Sidoarjo Regional Hospital has
also made an Instagramable infrastructure as a photo spot with unique characteristics that
visitors and patient families can use to take selfies and post on social networks such as
Instagram, Youtube, Facebook, Website, and others. Indirectly. this activity has helped build a
hospital brand image with a positive image and has made Sidoarjo Regional Hospital
increasingly recognized by the public. Public Relations also conducts a competition every year
in August, namely the KAIZEN competition (energy efficiency competition), with this
competition all employees play an active role in implementing the green, clean, and antique
hospital strategy. And the branding process is also carried out offline, such as socializing
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energy efficiency and being environmentally friendly at morming meeting and socialization
also being given to outpatient and inpatient families.

And in the final stage of this image building strategy is evaluating the results of the
strategy accomplished by public relations using google review. From the results of the google
review evaluation, Sidoarjo Regional Hospital received a rating of 4,3 which can be
categorized as good and many of them reviewed the unique and attractive hospital building
and its comfortable atmosphere. From the results of the community satisfaction survey
conducted by the Sidoarjo Regional Hospital in 2019 with a number of respondents of 720, the
Community Satisfaction Index score was 87 with the predicate of Good service unit
performance. And for the satisfaction of netizens on social media, it can be seen through the
social media of RSUD Sidoarjo on Facebook or Instagram with their enthusiasm taking
pictures in the Sidoarjo hospital area, also can be seen through the social media comment
column.

After the process of building a brand image, the next step done is measuring the brand
image of the Sidoarjo Regional Hospital. In this case, measuring the brand image of Sidoarjo
Regional Hospital according to the slogan Green, Clean, and Antique Hospital can be
measured through three stages according to shrimp, the first stage is attributes. Attributes of
RSUD Sidoarjo in its application reflects a radiant green hospital, Implementation of Green
Hospital RSUD According to informant Ivan as the IT staff, said that Sidoarjo Regional
Hospital can be categorized as a radiant green hospital with a comfortable environmental
management design. Especially in the part of the garden which is neatly arranged and exotic.
The land is not muddy, making it casier to access if you want to take a walk in the park
because there is already a pedestrian route so you don't get into the plants in the park. For
cleanliness in Sidoarjo Regional Hospital, it can be categorized as a clean hospital. Both in the
lobby of the office and in the inpatient room. According to the informant, Mr. Danil, staff of
IPS (Installation of Maintenance for Infrastructure) said that cleanliness of roofs and windows
that are difficult to reach is not prioritized for cleanliness. Meanwhile, the impression of an
antique hospital design is very attractive and much liked by the visitors

Then in the second stage, the benefits of brand image is one of the benchmarks for a brand
image. In this case there are three categories of benefits, the first functional benefits. In this
case, the benefits provided by the Sidoarjo Regional Hospital in implementing the slogan
Green, Clean, and Antique Hospital according to Mr. Danil, the IPS staff, the benefits can help
in carrying out their main duties to become more comfortable and not bored. Then with this
cleanliness, it makes less uncomfortable to work, more importantly cleanliness makes you not
afraid of being exposed to viruses and feels safe. With a clean environment, it really helps
work. The second is a symbolic benefits. In this case, the benefits of implementing the slogan
Green, Clean, and Antique Hospital have been felt from what the inpatient families said, the
patient also felt the benefits symbolically which made them think that they did not choose the
wrong hospital to make a medical checkup because besides the medical is good, the building
1s also very magnificent and brings its own proud impression. And the last stage is the
experience felt while in the hospital. According to the informant, Vera, as a visitor, said that
the experience felt related to hospital facilities and green hospitals was very pleasant and
comfortable in the hospital environment.

The results of the evaluation also showed that in addition to progress there were also
several weaknesses which became material for corrections for the informants, such as
sclecting plants that were less shady, functionally trees had not been influencing or
functioning optimally. It was just for the beautiful appearance. And it is necessary to add
lighting in the garden area and woroe hall so that it doesn't look dark.
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4 Conclusion

Based on the results of research conducted at Sidoarjo Regional Hospital, it can be
concluded that the concept of public relations in building the Brand Image of Sidoarjo
Regional Hospital into a Green, Clean, and Antique Hospital has been successtul. There are 4
mdicators according to The Four Step Public Relations Process in building a Brand Image
which includes determining problems, planning and programming strategies, taking action and
communicating, and the last stage is evaluation.

In measuring the brand image of Green, Clean, and Antique Hospital brand images can
also be said to be successful according to the image measurement indicators which include, (1)
attributes, in this case all the attributes applied from the park area, environmental management
and cleanliness, then energy efficiency, also the building and furniture that are installed with
Javanese nuances, can illustrate that the Sidoarjo Regional Hospital design attributes
according to the slogan Green, Clean, and Antique Hospital. (2) benefits, from the functional
benefits can already be felt, especially for hospital employees. In carrying out their main
duties, they are comfortable with the clean, radiant green atmosphere of the hospital. Then
comfort is also felt by patient visitors who are not only comfortable with the atmosphere, they
can also feel symbolically illusory benefits such as self-existence and self-confidence when
deciding to choose a medical check-up at Sidoarjo Regional Hospital. (3) evaluation, the
implementation of the public relations strategy of the Sidoarjo Regional Hospital can be said
to have a good image of the slogan. It can be concluded that the brand image that the Sidoarjo
Regional Hospital wants to convey as a Green, Clean and Antique hospital has been conveyed
properly as desired.
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