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Abstract 

This study aims to analyze crisis communication strategies and digital reputation management 

of police agencies through social media in the era of information disclosure. This research 

uses a qualitative method with a literature study approach, with data sources in the form of 

books, scientific journal articles, official documents, and relevant literature that are analyzed 

through content analysis techniques and thematic analysis. The results of the study show that 

the police crisis communication strategy on social media needs to emphasize response speed, 

accuracy of information, consistency of messages, transparency, and a humane approach in 

order to be able to reduce negative public perceptions. Digital reputation management has 

also been proven to be greatly influenced by the ability of institutions to build two-way 

communication, anticipate viral issues, and clarify factually and accountably. In addition, 

information disclosure is an important basis for maintaining public legitimacy and trust in the 

police institution. The conclusion of this study emphasizes that social media is not only a tool 

for disseminating information, but also a strategic instrument in crisis recovery and 

strengthening institutional reputation. The implication is that the police need to strengthen 

digital public relations capacity, develop crisis communication protocols, and develop 

communication strategies that are adaptive to the dynamics of public opinion. 

 

Keywords: Crisis Communication; Digital Reputation; Police; Social Media; Information 

Disclosure. 
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Introduction 

Social media has become the main space for the public to obtain, disseminate, and 

interpret public information quickly and widely in the current era of information disclosure 

[1], [2]. Police agencies in this context are not only required to carry out law enforcement 

functions and security services, but are also required to build transparent, responsive, and 

credible public communication [3]. The presence of social media makes every action and 

statement or institutional response easy to observe, comment, and even debate by the public 

[4]. Therefore, the ability of police agencies to manage crisis communication and maintain 

digital reputation is very important, especially when events occur that have the potential to 

cause negative spotlights, misunderstandings, or even a decline in public trust [5]. 

Crisis communication in the police environment has a very distinctive character because 

it is directly related to sensitive issues such as case handling, the use of authority, the actions 

of members, and the institution's response to public criticism [6]. Social media is often the 

first arena where public opinion is formed, so speed, accuracy, and empathy in conveying 

information are the determining factors for the success of digital reputation management in 

crisis situations [7], [8]. Police agencies need to not only provide clarification, but also build a 

narrative that is calming, accountable, and reassuring to the public. The crisis communication 

strategy at this point is no longer just reactive, but must also be part of the institutional 

communication governance that is proactive and oriented towards public trust. 

A number of previous studies have shown that crisis communication managed quickly, 

openly, and consistently can help organizations maintain public legitimacy in the face of 

pressure. Ai and von Mühlenen's research [9] found that institutional responses delivered 

through social media are able to dampen the escalation of negative opinions, especially when 

messages are structured in clear and empathetic language. Coroado and Frateur [10] 

emphasized that information transparency plays an important role in shaping the public's 

positive perception of institutions that are facing a crisis, because the public tends to be more 

accepting of organizations that show responsibility and openness in conveying the 

development of events. 

Another study by Zheng et al. [11] It shows that an organization's digital reputation is 

heavily influenced by the consistency of cross-platform messages, so social media 

management cannot be done sporadically. Shahbazi and Bunker [2] In his research, it was 

found that two-way interaction between institutions and the public through comments, 

clarifications, and information updates is able to increase the public's emotional closeness to 

the organization. The latest research by Alsharairi et al. [8] emphasizing that the success of 

digital reputation management does not only depend on the content of the message, but also 

on the institution's ability to read the dynamics of public opinion, anticipate issues, and 

integrate communication strategies with overall crisis management. However, most of the 

research still discusses organizations in general, not specifically reviewing the character of 

crisis communication in police agencies in the context of information disclosure and the 

increasingly critical digital culture of society. 

Based on previous researches, it can be seen that there is a fairly clear gap, namely the 

lack of studies that specifically combine crisis communication strategies and digital reputation 

management in police agencies through social media in the framework of the information 

disclosure era. The novelty of this research lies in its focus on the police as an institution that 

has a high burden of public legitimacy, while demanding a fast, humane, and accountable 

communication response in the digital space. This research is expected to be able to provide a 

more comprehensive picture of how crisis communication strategies are prepared, 

implemented, and evaluated to maintain the reputation of institutions in the midst of the 

dynamics of public opinion. The formulation of the problem in this study is how the crisis 

communication strategy of police agencies through social media in dealing with crisis 

situations in the era of information disclosure, and how these strategies contribute to the 

management of the institution's digital reputation. The purpose of this study is to analyze the 
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crisis communication strategies implemented by police agencies through social media 

and identify their role in building and maintaining digital reputation in the eyes of the public. 

 

Literature Review 

Crisis Communication Concept 

Crisis communication is basically the process of delivering fast, clear, and trustworthy 

information when an organization faces a situation that has the potential to disrupt public 

legitimacy, trust, or stability [12]. In the context of social media, crisis communication no 

longer runs one-way, but takes place dynamically because the public participates in searching, 

comparing, commenting, and reframing information from various sources [13]. Riddell [14] It 

shows that the communication crisis on social media is non-linear, because users obtain 

information from organizations, media, and other users at the same time, and then assess the 

credibility of the message based on the source and the way it is delivered. Meanwhile, a 

review of narratives about crises and social media confirms that digital platforms have 

become an important channel for disseminating crisis information, shaping public perception, 

and influencing people's behavioral responses [15]. 

In practice, the success of crisis communication is largely determined by the speed of 

response, consistency of messages, empathy, and the organization's ability to read the 

direction of the public conversation [12]. In the digital age, crises can develop into "Social 

Media Firestorm" when negative conversations spread quickly and create great reputational 

pressure [16]. A recent study by Purnell et al. [17] emphasizing that such conditions demand 

continuous monitoring, timely communication, and a planned reputation restoration strategy. 

Therefore, crisis communication serves to alleviate problems and at the same time be an 

instrument to maintain public trust in the long term. 

 

Digital Reputation Management 

Digital reputation management is a systematic effort to shape, maintain, and restore an 

organization's image in the digital space through content management, public response, and 

oversight of online conversations. In the digital environment, reputation is formed not only by 

the organization's official message, but also by user-generated content such as reviews, 

comments, and public responses [18], [19]. Systematic research on the relationship between 

online reviews and brand reputation by Pooja and Upadhyaya [20] It shows that reputation is 

influenced by several important dimensions, namely valence, volume, verification, and review 

interactivity. These findings confirm that negative sentiment can have a stronger impact on 

public perception than positive content, especially when it spreads quickly on social media. 

Digital reputation is also heavily influenced by the quality of the experience that the public 

feels when interacting with organizations in the online space. A study by Iqbal et al. [21] 

About Brand Experience and Electronic word of mouth suggests that a good experience can 

drive the emergence of positive e-WOM, which ultimately strengthens long-term relationships 

with audiences. In the context of a crisis, the study of Social Media Firestorm emphasizes that 

organizations need to combine timely communication, consistent monitoring, and adaptive 

reputation strategies so that the impact of the crisis does not spread more widely [16], [17]. 

Thus, digital reputation management is not enough to be done reactively, but it should be part 

of an organization's ongoing communication strategy. 

Social Media as a Means of Public Communication 

Social media has developed into a strategic public communication space for police 

institutions, as this institution is positioned as a public servant as well as a symbol of state 

authority [22]. A review of the literature in the field of policing shows that the police occupy 

a special position in public management, and the use of social media should be directed to 

maximize Value Creation while minimizing Value Destruction [23]. The study also became 

Review comprehensive that specifically looks at the literature on policing and social media 

through the lens of Public Engagement, thus confirming that social media is not only a 

channel of information, but also a space for public engagement. 
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Social media in practice can function as a space for rapid information dissemination, a 

means of clarification, an advocacy space, and a medium to build accountability and 

transparency [24]. Research on the role of social media in improving the performance of law 

enforcement officials in Indonesia confirms that social media helps the rapid dissemination of 

information, provides a space for public discussion, and strengthens social oversight of 

institutional accountability and transparency [22], [25]. Other studies on Pandemic Policing 

by Laufs and Waseem [26] shows that during crises, police use social media to convey public 

safety concerns and strengthen the relationship between the community and the police. 

Researchers by Cullen and Williams [25] The police on social media shows that digital 

platforms are now a new frontier that helps shape how security institutions present 

themselves to the public. 

Information Disclosure and Communication Strategy 

Information disclosure requires public institutions to be more transparent, responsive, 

and communicative in conveying information to the public, including when facing sensitive 

issues or crises [10], [27]. Recent studies on Social Mediated Transparency in public 

administration by Villodre [28] It shows that social media does promise increased 

transparency, but the impact depends heavily on how managers leverage the platform's 

affordances. Villodre formulated three models of transparency: guarantor, conversational, 

and Proactive. Models guarantor emphasizing the availability of information that is neutral, 

model conversational emphasizing continuous dialogue, while the Proactive emphasizing 

anticipation of citizens' information needs [28]. This shows that information disclosure in the 

digital space is not only about the amount of information published, but also how the 

information is compiled and presented to the public. 

Information disclosure for the police is very important because public trust is greatly 

influenced by the perception of transparency, consistency, and institutional responsibility [3], 

[29]. A systematic review of government social media use and citizen trust by Chi et al. [30] 

shows that the relationship between the two is still a debate, so more in-depth research is 

needed on aspects of communication and audience behavior. In the Indonesian context, the 

study of social media and law enforcement also confirms that social media provides a great 

opportunity for public oversight of the accountability and transparency of the apparatus, 

although it must still be balanced with a careful communication strategy so as not to magnify 

disinformation or polarization [31]. Therefore, the communication strategy of police 

institutions in the era of information disclosure needs to be designed not only to convey facts, 

but also to maintain public trust through accurate, open, and humane communication. 

 

Research Methodology 

This study uses a type of qualitative research with a literature study approach (Library 

Research), which is a research that relies on the search and analysis of various relevant 

literature sources to understand crisis communication strategies and digital reputation 

management of police agencies through social media in the era of information disclosure [32]. 

The data sources used are entirely secondary data, including books, scientific journal articles, 

proceedings, official documents, institutional reports, and other written sources that have 

relevance to the research topic. Data collection techniques are carried out through 

documentation studies and literature review, by selecting, reading, recording, and grouping 

sources that are directly related to the focus of the study. The data analysis technique is 

carried out by content analysis (Content Analysis) and thematic analysis, namely by 

identifying the main ideas from the literature, comparing views between sources, and then 

drawing conclusions systematically to explain the pattern of crisis communication strategies, 

digital reputation management, and its relation to the principle of information disclosure [33]. 

 

Results 

Police Crisis Communication Response Patterns on Social Media 



Mardiani Putri Harahap, Fitri Rafianti, Henry Aspan 

Page 8078 of 8085 

 

 

Social media has become a strategic instrument in police crisis communication because 

it allows institutions to convey information quickly, widely, and simultaneously to the public, 

while monitoring the dynamics of public opinion in a timely manner real time [14], [15]. 

Studies of police communication practices in Germany show that platforms such as Twitter/X 

and Facebook are used as the main channels of crisis communication, although the patterns of 

use differ according to the nature of the crisis [34]. In a crisis that is community, social media 

tends to be used as a means of disseminating one-way information to ensure the orderliness of 

public information flows. On the other hand, in organizational crises that have the potential to 

affect institutional legitimacy, communication patterns develop to be more dialogical in order 

to reduce reputational impact and maintain public trust [7], [8]. 

In the Indonesian context, police crisis communication in the digital space can no longer 

be understood solely as the delivery of an official statement, but also as a process of 

constructing a public narrative oriented towards maintaining institutional legitimacy. 

Research by Irawan and Rachmawati [35] shows that the transformation of the National 

Police's communication on platform X is moving from a hierarchical and one-way 

communication pattern to a more participatory, responsive, and open model to public 

criticism. However, research on crisis communication management in law enforcement 

institutions shows that the implementation of crisis communication is still not running 

optimally according to the pre-crisis, crisis, and post-crisis stages, especially in the aspects of 

preparedness, message coordination, and reputation restoration strategies. 

In crises related to public safety or large-scale events, the police response pattern is 

generally oriented towards delivering information, warnings, and instructions to the public. 

Research by Noor et al. [36] The use of Twitter by various agencies during Hurricane Irma 

shows that social media serves as a forum for the coordination and distribution of rapid 

information updates to the public. In policing practice, a similar pattern can be seen in the use 

of social media to convey information that is immediate, concise, and easy to understand, 

especially given the characteristics of digital platforms that demand high response speed and 

accessibility. Therefore, in the early stages of the crisis, police communication tends to be 

informative and operational in order to control the situation and minimize public uncertainty 

[15], [34]. 

The effectiveness of police crisis communication response patterns is generally 

determined by the speed of response, the accuracy of the substance of the message, and the 

ability of institutions to build closeness to the public without losing institutional authority. 

The success of digital communication is not only determined by the quality of the message 

conveyed, but also by synergy between institutional units, the ability to adapt to the dynamics 

of social media, and consistency in building meaningful dialogue with the community [35]. 

Thus, social media not only functions as a medium for delivering information, but also as an 

instrument to maintain institutional legitimacy and stabilize public perception during a crisis. 

In contrast to crises related to public safety, crises concerning the reputation of 

institutions, such as criticism of the actions of police officers or issues affecting the image of 

the organization, tend to encourage a more careful and dialogical pattern of communication. 

Study by Zaidi and O'Connor [37] regarding the Canadian police showed that police social 

media managers apply the principle of Procedural Justice when facing negative comments 

and conflicts in the digital space. Meanwhile, Zheng's research [38] Regarding the 

transparency of crisis communication, the police in China found that information disclosure, 

recognition of responsibility, and public participation have a significant influence on the level 

of public anger and trust. The findings suggest that in reputational crises, an effective 

response is not enough just in the form of factual clarification, but also requires 

accountability, openness, and institutional willingness to build two-way communication with 

the public. 

In the Indonesian context, this dynamic can be seen in the handling of the Vina Cirebon 

case which has returned to public attention after the emergence of documentaries Vina: Before 
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7 Days [39]. Recent research on the case shows that the Public Relations of the National 

Police faced limited readiness at the pre-crisis stage, especially due to the lack of a system 

Risk Profiling and Early Warning System which is adequate for old cases that have the 

potential to go viral again on social media. The study also noted that the initial response of 

institutions tends to be slow, the messages conveyed are inconsistent, communication takes 

place predominantly one-way, and reputation restoration strategies in the post-crisis stage 

have not been optimally implemented [35]. This condition shows that when public opinion 

has formed massively on social media, delayed responses and inconsistencies in messages can 

actually deepen the crisis of trust in the police institution. 

A number of other viral cases show that the pattern of police response on social media 

is still dominated by factual clarification strategies, affirmation of legal procedures, and 

administrative actions in the following Table 1: 

Table 1. Police Crisis Communication Response Patterns to Viral Cases on Social Media 

No. Case Form of Police Response Crisis Communication 

Patterns 
 

1 Viral arrogant actions of 

the officers of the car 

patwal RI 36 (January 

2025) 

2 Alleged online 

gambling promotion by 

Wulan Guritno 

(September 2023) 

3 Viral video of a dog 

being skinned that is 

said to have occurred in 

Sragen (June 2025) 

4 Palti Hutabarat Arrest 

(January 2024) 

Polda Metro Jaya gave a 

stern reprimand to the 

officers involved [40]. 

The Criminal Investigation 

Branch of the National Police 

asked for clarification from 

related parties [41]. 

The National Police 

explained that the incident 

did not occur in Sragen [42]. 

 

The Public Relations 

Division of the National 

Police explained the basis of 

the police report used in the 

arrest [43]. 

Administrative response 

and control of the 

institution's reputation 

through corrective actions. 

Procedural clarification as 

a form of issue 

management in the digital 

space. 

Factual clarification to 

reduce public 

misinformation. 

Affirmation of the 

legitimacy of legal 

procedures and 

justification of 

institutional actions. 
 

These various cases show that the pattern of police crisis communication response patterns on 

social media tends to be oriented towards factual clarification, affirmation of legal procedures, 

and administrative actions as an effort to control information and stabilize public perception. 

The strategy shows that social media is used not only as a means of conveying information, 

but also as an instrument for maintaining institutional legitimacy in the face of public opinion 

pressure in the digital space. 

Based on these findings, the pattern of police crisis communication response on social media 

can be understood as a combination of response speed, accuracy of information, transparency, 

and the ability to manage public conversations consistently. Literature on institutional 

reputation and Crisis Communication emphasizing that the effectiveness of crisis 

communication is highly determined by the ability of institutions to conduct Monitoring, 

apply tactics of responding, and managing public responses in an adaptive and targeted 

manner. Conversely, slow, inconsistent, or less transparent communication has the potential 

to worsen public perception and deepen legitimacy crises [38], [44]. Therefore, the police are 

required to be able to read the situation carefully, respond proportionately, and maintain the 

consistency of messages so that social media not only functions as a means of responding to 

public pressure, but also as a strategic instrument to restore and sustainably maintain public 

trust in a dynamic digital information ecosystem. 

Police Digital Reputation Management in the Social Media Space 
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Police digital reputation management can be understood as the process of maintaining public 

perception of institutions through consistent, transparent, and responsive communication in 

the digital space [19]. In the latest literature, the reputation of police institutions on social 

media is no longer determined only by what is officially published, but also by how the 

institution balances the need for openness with the drive to maintain a positive image. Jones et 

al. [22] shows that police transparency on social media is often limited by reputation 

orientation, while other studies confirm that transparency and participation on social media 

can actually strengthen the legitimacy of the police in the eyes of the public [39]. This means 

that the digital reputation in the police force is at a sensitive point, which if too closed can 

trigger suspicion, but being too defensive can also create a manipulative impression. 

In terms of communication strategy, social media is important because it allows institutions to 

respond quickly to crises, while adapting communication styles to different crisis characters 

[15]. Jungblut et al. [34] suggests that the police use Twitter and Facebook as the primary 

channels of crisis communication, with a distinct pattern between community crises and 

organizational crises. In community crises, messages tend to be informative and one-way, 

while in organizational crises, communication becomes more dialogical to prevent 

reputational damage. Other studies have also shown that visual, emotional, and content format 

influences citizen engagement, so digital reputation is not built only through the content of the 

message, but also through the way the message is packaged and disseminated [45]. In this 

context, digital reputation management means managing the content, form, time, and direction 

of communication simultaneously. 

The management of the police's digital reputation shows an increasingly institutionalized 

direction. The official website of the Public Relations Division of the National Police displays 

a wide range of information channels, ranging from Tribrata News, Indonesia National Police 

Update, Polri TV Update, to official social media such as Facebook, X, Instagram, YouTube, 

and TikTok. The presence of these various channels shows that the National Police no longer 

concentrates communication on one channel, but builds a digital ecosystem that allows the 

public to obtain information from various formats and platforms. On the other hand, a study 

on public trust in the National Police confirms that the recovery of Trust It rests on three main 

elements, namely accountability, transparency, and communication. These three elements are 

an important foundation for an institution's reputation in a highly open and debatable digital 

space [35], [46]. 

However, strengthening digital channels does not automatically make the institution's 

reputation stable. Research on the handling of viral cases by the Public Relations of the 

National Police, especially in the case of Vina Cirebon, shows that the main problem lies 

precisely in pre-crisis readiness, consistency of information, and post-crisis recovery 

strategies. The study found weaknesses in early detection of risks, delays in early responses, 

and inconsistencies in statements that ultimately reinforce negative public perceptions [47]. 

This analysis is important because it shows that the digital reputation of the police is not only 

influenced by actions taken during the ongoing crisis, but also by the capacity of institutions 

to anticipate issues before they go viral. In other words, a strong digital reputation requires 

preventive, not merely reactive communication work [18], [44]. 

Research by Nusantoro and Lasminiasih [48] The National Police's reputation strategy in 

dealing with digital disinformation shows that effective reputation management includes the 

use of official social media for clarification and education, collaboration with content creators 

and digital literacy activists, strengthening the digital communication competence of 

personnel, and revitalizing social media management at the regional level. These findings 

show that the digital reputation of the police needs to be built in stages, at the central level 

through a consistent official narrative, while at the regional level through a rapid and 

contextual response, and at the internal level through increasing the capacity of the apparatus 

to read the dynamics of the digital space. Therefore, police digital reputation management 
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should be understood not only as an effort to maintain a good name, but as an institutional 

strategy to maintain public trust through accurate, adaptive, and responsible communication. 

Information Disclosure as the Basis of Police Communication Strategy 

Information disclosure is an important foundation in police communication strategies 

because the public assesses the performance of institutions not only from the results of law 

enforcement, but also from the extent to which information is conveyed openly, accessiblely, 

and verifiably [3], [29], [39]. Research by Villodre [28] About Social Mediated Transparency 

shows that transparency through social media is not enough to be understood as simply 

"sharing information", but rather as a process that includes the availability of information, 

ongoing conversations, and the ability of institutions to anticipate citizens' information needs. 

Villodre [28] also explained three models of transparency on social media, namely guarantor, 

conversational, and Proactive, which shows that information disclosure can move from 

providing data to more active public dialogue. 

In the context of the police, this principle becomes increasingly relevant because these 

institutions operate in a public space that is very sensitive to issues of trust, legitimacy, and 

accountability [23], [25]. Studies on official media use suggest that exposure to official media 

may be related to changes in public trust structures, while research on social media and 

administrative transparency confirms that effective openness depends on how platforms are 

used to build interactions, rather than simply producing one-way messages [49]. In other 

words, a police communication strategy based on information disclosure must be able to 

combine procedural transparency with communication that is able to convincingly explain the 

reason, context, and follow-up steps to the public. 

From the perspective of digital communication, information disclosure is also closely 

related to the way institutions appear visually and communicatively on social media. The 

Jones et al. study [22] About Police Digital Visibility indicates that police personnel use a 

variety of visual devices such as photos, videos, infographics, emojis, memes, and GIFs as 

part of their professional communication practices. These findings are important because 

openness in the digital age is no longer measured only by the content of the message, but also 

by the ability to wrap the message to make it easy to understand, engaging, and remain 

responsible. At this point, an open police communication strategy needs to avoid a formal 

impression that is too rigid, but still maintain the boundary between emotional closeness and 

institutional professionalism. 

The direction of the National Police's information disclosure can be seen from the 

digital communication ecosystem managed by the Public Relations Division of the National 

Police. The official website of the Public Relations of the National Police contains various 

channels such as Tribrata News Update, Indonesia National Police Update, Police TV 

Update, as well as official social media on Facebook, X, Instagram, YouTube, and TikTok, 

indicating that transparency is now positioned as a cross-platform communication practice. In 

addition, the National Police also received recognition through Makaravox UI PR Awards 

2025 in the information disclosure category, with assessments based on mass media and 

social media news during the period October 2024 to March 2025, as well as through Monev 

KIP that affirms a commitment to transparency, accountability, and public participation [50], 

[51]. These findings show that information disclosure has become part of the performance 

measure of the National Police's public communication performance, not just an institutional 

slogan. 

However, information disclosure still needs to be carried out strategically because the 

digital space also opens up opportunities for misinformation, misinterpretation, and opinion 

formation that is not always in line with the facts. Therefore, a police communication strategy 

based on information disclosure should ideally not stop at the publication of data, but also 

include quick clarification, easy-to-understand explanations, and communication that is able 

to build public understanding of the context of events [28], [49]. If coupled with previous 

findings, it can be concluded that information disclosure is not only an administrative aspect, 
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but a key instrument to strengthen trust, maintain legitimacy, and ensure that social media 

truly works as a healthy public communication space for police institutions. 

Conclusion 

Crisis communication strategies and digital reputation management of police agencies 

through social media in the era of information disclosure must be carried out quickly, 

accurately, transparently, consistently, and humanely in order to be able to maintain public 

trust in the midst of highly volatile digital opinion dynamics. The most effective response 

patterns are not only in the form of formal clarification, but also include monitoring issues, 

fact-verification, empathetic diction selection, and coordinated cross-platform messaging so 

that the crisis does not develop into a broader reputational crisis. From the perspective of 

information disclosure, social media has proven to be a strategic instrument for the police to 

build accountability, clarify the context of events, and strengthen institutional legitimacy in 

the eyes of the public. The implications of these findings are the need to strengthen the 

capacity of digital public relations, the development of social media-based crisis 

communication protocols, and the development of follow-up research that examines the 

effectiveness of each platform and the audience's response to police communication strategies 

in different crisis situations. 

 

References 

[1] M. Huang, “Social Media and Cultural Knowledge Empirical Study in Digital Era,” 

Int. J. Knowl. Manag., vol. 21, no. 1, pp. 1–24, 2025, doi: 10.4018/IJKM.392806. 

[2] M. Shahbazi and D. Bunker, “Social media trust: Fighting misinformation in the time 

of crisis,” Int. J. Inf. Manage., vol. 77, p. 102780, 2024, doi: 

10.1016/j.ijinfomgt.2024.102780. 

[3] A. Lev-On, “Policing injustice in the digital age: analyzing police representation in 

social media activism,” Crime, Law Soc. Chang., vol. 83, no. 1, p. 27, 2025, doi: 

10.1007/s10611-025-10211-y. 

[4] M. A. I. Gazi, M. A. Rahaman, M. F. Rabbi, M. Masum, M. N. Nabi, and Ma. R. B. S. 

Senathirajah, “The Role of Social Media in Enhancing Communication among 

Individuals: Prospects and Problems,” Environ. Soc. Psychol., vol. 9, no. 11, pp. 1–22, 

2024, doi: 10.59429/esp.v9i11.2979. 

[5] L. Crowl, S. Dutta, A. R. KhudaBukhsh, E. Severnini, and D. S. Nagin, “Measuring 

criticism of the police in the local news media using large language models,” Proc. 

Natl. Acad. Sci., vol. 122, no. 9, p. e2418821122, 2025, doi: 

10.1073/pnas.2418821122. 

[6] K. A. Hine and A. Bragias, “Effective communication during major crises: a 

systematic literature review to identify best practices for police,” Police Pract. Res., 

vol. 22, no. 5, pp. 1492–1507, 2021, doi: 10.1080/15614263.2020.1821681. 

[7] K. A. Babatunde, “Public Relations and Social Media for Effective Crisis 

Communication Management,” J. Bina Praja, vol. 14, no. 3, pp. 543–553, 2022, doi: 

10.21787/jbp.14.2022.543-553. 

[8] A. Alsharairi, M. Almitamy, B. A. Mutahar, and R. Chakraoui, “Public relations 

strategies for digital crisis management: insights from Jordanian universities,” Front. 

Commun., vol. 11, p. 1780847, 2026, doi: 10.3389/fcomm.2026.1780847. 

[9] Y. Ai and A. von Mühlenen, “An experimental online study on the impact of negative 

social media comments on anxiety and mood,” Sci. Rep., vol. 15, no. 1, p. 26642, 

2025, doi: 10.1038/s41598-025-10810-8. 

[10] S. Coroado and J. Frateur, “Trust during crisis: unveiling the role of perceived 

procedural transparency,” Public Manag. Rev., pp. 1–29, 2025, doi: 

10.1080/14719037.2025.2562898. 

[11] B. Zheng, G. Bi, H. Liu, and P. B. Lowry, “Corporate crisis management on social 



Mardiani Putri Harahap, Fitri Rafianti, Henry Aspan 

Page 8083 of 8085 

 

 

media: A morality violations perspective,” Heliyon, vol. 6, no. 7, p. e04435, 2020, doi: 

10.1016/j.heliyon.2020.e04435. 

[12] W. Jong, “Beyond the snapshot: Rethinking crisis communication theories in dynamic 

crisis situations,” Public Relat. Rev., vol. 51, no. 3, p. 102586, 2025, doi: 

10.1016/j.pubrev.2025.102586. 

[13] M. Eriksson, “Lessons for Crisis Communication on Social Media: A Systematic 

Review of What Research Tells the Practice,” Int. J. Strateg. Commun., vol. 12, no. 5, 

pp. 526–551, 2018, doi: 10.1080/1553118X.2018.1510405. 

[14] H. Riddell, “Investigating social media users’ preferences of content and sourcing 

during a crisis,” Commun. Public, vol. 9, no. 3, pp. 277–294, 2024, doi: 

10.1177/20570473241254175. 

[15] H. Y. A. Elfattah, “Social Media and Crisis Communication: A Narrative Literature 

Review of Public Engagement and Policy Implications,” Sinergi Int. J. Commun. Sci., 

vol. 2, no. 3, pp. 167–179, 2024, doi: 10.61194/ijcs.v2i3.650. 

[16] S. Kim, K. H. Sung, Y. Ji, C. Xing, and J. G. Qu, “Online firestorms in social media: 

Comparative research between China Weibo and USA Twitter,” Public Relat. Rev., 

vol. 47, no. 1, p. 102010, 2021, doi: 10.1016/j.pubrev.2021.102010. 

[17] D. L. Purnell, K. V. Legocki, and S. R. Barnes, “Navigating the firestorm: a 

framework for managing corporate sociopolitical activism-driven social media crises 

with linguistic insights,” J. Mark. Theory Pract., pp. 1–16, 2025, doi: 

10.1080/10696679.2025.2589257. 

[18] S. Rosamartina, S. Giustina, D. F. Domenico, D. V. Pasquale, and R. Angeloantonio, 

“Digital reputation and firm performance: The moderating role of firm orientation 

towards sustainable development goals (SDGs),” J. Bus. Res., vol. 152, pp. 315–325, 

2022, doi: 10.1016/j.jbusres.2022.07.025. 

[19] F. Pollák and P. Markovič, “Challenges for Corporate Reputation—Online Reputation 

Management in Times of Global Pandemic,” J. Risk Financ. Manag., vol. 15, no. 6, p. 

250, 2022, doi: 10.3390/jrfm15060250. 

[20] K. Pooja and P. Upadhyaya, “What makes an online review credible? A systematic 

review of the literature and future research directions,” Manag. Rev. Q., vol. 74, no. 2, 

pp. 627–659, 2024, doi: 10.1007/s11301-022-00312-6. 

[21] J. Iqbal, M. Malik, S. Yousaf, and R. M. S. Yaqub, “Brand Reputation, Brand 

Experience, and Electronic Word of Mouth Toward Smartphone: Investigating the 

Mediating Role of Brand Love,” J. Public Aff., vol. 21, no. 3, p. e2455, 2021, doi: 

10.1002/pa.2455. 

[22] M. Jones, L. Ralph, A. Millie, and M. Rowe, “Policing and social media: Exploring 

police digital visibility,” Criminol. Crim. Justice, p. 17, 2025, doi: 

10.1177/17488958251338572. 

[23] A. Henry, “Digital Ritual: Police–Public Social Media Encounters and ‘Authentic’ 

Interaction,” Br. J. Criminol., vol. 64, no. 2, pp. 452–467, 2024, doi: 

10.1093/bjc/azad036. 

[24] A. Marwan, D. O.-C. Garduño, and F. Bonfigli, “Detection of Digital Law Issues and 

Implication for Good Governance Policy in Indonesia,” BESTUUR, vol. 10, no. 1, p. 

22, 2022, doi: 10.20961/bestuur.v10i1.59143. 

[25] A. Cullen and M. L. Williams, “The digital turn in police image work: determinants of 

adoption, use and perceived effectiveness of social media communications in forces in 

England &amp; Wales,” Polic. Soc., pp. 1–21, 2026, doi: 

10.1080/10439463.2026.2618811. 

[26] J. Laufs and Z. Waseem, “Policing in pandemics: A systematic review and best 

practices for police response to COVID-19,” Int. J. Disaster Risk Reduct., vol. 51, p. 

101812, 2020, doi: 10.1016/j.ijdrr.2020.101812. 

[27] F. Tejedo-Romero and J. F. Ferraz Esteves Araujo, “Critical factors influencing 



Mardiani Putri Harahap, Fitri Rafianti, Henry Aspan 

Page 8084 of 8085 

 

 

information disclosure in public organisations,” Humanit. Soc. Sci. Commun., vol. 10, 

no. 1, p. 315, 2023, doi: 10.1057/s41599-023-01814-8. 

[28] J. Villodre, “A three-model approach to understand social media-mediated 

transparency in public administrations,” Int. Rev. Adm. Sci., vol. 91, no. 1, pp. 111–

129, 2025, doi: 10.1177/00208523241261896. 

[29] R. A. Wise, R. C. Mayer, and S. M. Mourtgos, “Police–public trust: Toward a more 

complete perspective,” Behav. Sci. Policy, vol. 11, no. 2, pp. 31–37, 2025, doi: 

10.1177/23794607251384491. 

[30] J. Chi, S. Kamarudin, and S. N. A. Rahman, “Connecting Pixels to Trust: A 

Systematic Review of the Relationship Between Government Social Media Usage and 

Citizens’ Trust in Government,” Stud. Media Commun., vol. 12, no. 3, pp. 201–217, 

2024, doi: 10.11114/smc.v12i3.6797. 

[31] A. Wahid, R. Rohadi, and A. Kusyandi, “‘No Viral No Justice’ Phenomenon in 

Indonesian Law Enforcement: Acceleration or Threat to Justice ?,” Reformasi Huk., 

vol. 29, no. 1, pp. 36–51, 2025, doi: 10.46257/jrh.v29i1.1183. 

[32] J. W. Creswell and J. D. Creswell, Research Design: Qualitative, Quantitative, and 

Mixed Methods Approaches, 5th ed. Thousand Oaks, California: Sage Publications, 

Inc., 2018. [Online]. Available: https://lccn.loc.gov/2017044644 

[33] M. Özden, “Content and Thematic Analysis Techniques in Qualitative Research: 

Purpose, Process and Features,” Qual. Inq. Educ. Theory Pract., vol. 2, no. 1, pp. 64–

81, 2024, doi: 10.59455/qietp.20. 

[34] M. Jungblut, A. S. Kümpel, and R. Steer, “Social media use of the police in crisis 

situations: A mixed-method study on communication practices of the German police,” 

New Media Soc., vol. 26, no. 8, pp. 4647–4668, 2024, doi: 

10.1177/14614448221127899. 

[35] R. E. Irawan and F. Rachmawati, “Transformation of the Indonesian National Police’s 

Communication Strategy in Building a Public Narrative through Platform X,” 

LONTAR J. Ilmu Komun., vol. 13, no. 2, pp. 564–574, 2025, doi: 

10.30656/lontar.v13.i2.11503. 

[36] N. Noor, R. Okhai, T. B. Jamal, N. Kapucu, Y. G. Ge, and S. Hasan, “Social-media-

based crisis communication: Assessing the engagement of local agencies in Twitter 

during Hurricane Irma,” Int. J. Inf. Manag. Data Insights, vol. 4, no. 2, p. 100236, 

2024, doi: 10.1016/j.jjimei.2024.100236. 

[37] H. Zaidi and C. D. O’Connor, “Policing social media: Are procedural justice 

principles guiding Canadian police interactions online?,” Int. J. Police Sci. Manag., 

vol. 26, no. 2, pp. 258–268, 2024, doi: 10.1177/14613557241228075. 

[38] Q. Zheng, “Restoring trust through transparency: Examining the effects of 

transparency strategies on police crisis communication in Mainland China,” Public 

Relat. Rev., vol. 49, no. 2, p. 102296, 2023, doi: 10.1016/j.pubrev.2023.102296. 

[39] D. Rakhmatika, “Application of the Principle of Transparency in the Law 

Enforcement Process (Analysis of the Vina Cirebon Case),” Kosmik Huk., vol. 24, no. 

2, p. 101, 2024, doi: 10.30595/kosmikhukum.v24i2.22714. 

[40] Tribratanews, “Direktorat Lalu Lintas Polda Metro Jaya Berikan Sanksi Kepada 

Petugas Patwal Mobil RI 36,” TribrataNews. [Online]. Available: 

https://tribratanews.polri.go.id/blog/keamanan-6/direktorat-lalu-lintas-polda-metro-

jaya-berikan-sanksi-kepada-petugas-patwal-mobil-ri-36-82997 

[41] Tribratanews, “Dugaan Promosi Judi Online, Wulan Guritno Dicecar 65 Pertanyaan,” 

TribrataNews. [Online]. Available: https://tribratanews.lampung.polri.go.id/detail-

post/dugaan-promosi-judi-online-wulan-guritno-dicecar-65-pertanyaan 

[42] Tribratanews, “Polisi Sebut Penyebar Video Anjing Dikuliti Sudah Minta Maaf,” 

TribrataNews. [Online]. Available: https://tribratanews.polri.go.id/blog/nasional-

3/polisi-sebut-penyebar-video-anjing-dikuliti-sudah-minta-maaf-88632 

https://lccn.loc.gov/2017044644
https://tribratanews.polri.go.id/blog/keamanan-6/direktorat-lalu-lintas-polda-metro-
https://tribratanews.polri.go.id/blog/keamanan-6/direktorat-lalu-lintas-polda-metro-
https://tribratanews.lampung.polri.go.id/detail-post/dugaan-promosi-judi-online-wulan-guritno-dicecar-65-pertanyaan
https://tribratanews.lampung.polri.go.id/detail-post/dugaan-promosi-judi-online-wulan-guritno-dicecar-65-pertanyaan
https://tribratanews.polri.go.id/blog/nasional-3/polisi-sebut-penyebar-video-anjing-dikuliti-sudah-minta-maaf-88632
https://tribratanews.polri.go.id/blog/nasional-3/polisi-sebut-penyebar-video-anjing-dikuliti-sudah-minta-maaf-88632


Mardiani Putri Harahap, Fitri Rafianti, Henry Aspan 

Page 8085 of 8085 

 

 

[43] R. Naibaho, “Polri: Penangkapan Palti Hutabarat Didasari atas 2 Laporan Polisi,” 

detikNews. [Online]. Available: https://news.detik.com/berita/d-7150070/polri-

penangkapan-palti-hutabarat-didasari-atas-2-laporan-polisi 

[44] K. Nuortimo, J. Harkonen, and K. Breznik, “Exploring corporate reputation and crisis 

communication,” J. Mark. Anal., vol. 14, no. 1, pp. 4–25, 2026, doi: 10.1057/s41270- 

024-00353-8. 

[45] K. Leppert, I. Saliterer, and S. Korać, “The role of emotions for citizen engagement 

via social media – A study of police departments using twitter,” Gov. Inf. Q., vol. 39, 

no. 3, p. 101686, 2022, doi: 10.1016/j.giq.2022.101686. 

[46] A. S. Mayangsari, A. I. Rosadi, and J. Juansih, “Assessing The Public Trust in The 

Indonesian National Police: A System Dynamics Model Approach,” RSF Conf. Ser. 

Business, Manag. Soc. Sci., vol. 3, no. 3, pp. 418–427, 2023, doi: 

10.31098/bmss.v3i3.706. 

[47] F. S. Chandra, “Handling Viral Cases On Social Media By The Police Public 

Relations (Case Study: Vina Cire),” J. Indones. Sos. Sains, vol. 6, no. 6, pp. 2039–

2049, 2025, doi: 10.59141/jiss.v6i6.1793. 

[48] W. A. Nusantoro and Lasminiasih, “Strategy for Reputation Management of the Police 

Institution in the Midst of Widespread Digital Disinformation by Anti-Government 

Groups on Social Media,” in The 2nd International Students Conference on 

Economics and Business Excellence (ISCEBE) 2025, 2025, pp. 506–512. [Online]. 

Available: https://conference.ut.ac.id/index.php/proceeding_iscebe/article/view/5457 

[49] Q. Hu and Y. Pu, “Official media use, political participation, and government trust 

structure. An empirical study based on the attitude of Chinese netizens,” Ration. Soc., 

vol. 36, no. 4, pp. 528–557, 2024, doi: 10.1177/10434631241266494. 

[50] Tribratanews, “Divhumas Polri Raih Gold Winner Kategori Keterbukaan Informasi di 

Makaravox UI PR Awards 2025,” TribrataNews. [Online]. Available: 

https://tribratanews.polri.go.id/blog/nasional-3/divhumas-polri-raih-gold-winner-

kategori-keterbukaan-informasi-di-makaravox-ui-pr-awards-2025-87876 

[51] Tribratanews, “Polri Raih Predikat Informatif Tertinggi Monev KIP 2025, Ketua KIP: 

Bukti Komitmen Transparansi,” TribrataNews. [Online]. Available: 

https://tribratanews.polri.go.id/blog/nasional-3/polri-raih-predikat-informatif-tertinggi-

monev-kip-2025-ketua-kip-bukti-komitmen-transparansi-96572 

https://news.detik.com/berita/d-7150070/polri-
https://news.detik.com/berita/d-7150070/polri-
https://conference.ut.ac.id/index.php/proceeding_iscebe/article/view/5457
https://tribratanews.polri.go.id/blog/nasional-3/divhumas-polri-raih-gold-winner-
https://tribratanews.polri.go.id/blog/nasional-3/divhumas-polri-raih-gold-winner-
https://tribratanews.polri.go.id/blog/nasional-3/polri-raih-predikat-informatif-tertinggi-
https://tribratanews.polri.go.id/blog/nasional-3/polri-raih-predikat-informatif-tertinggi-

