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ABSTRAK 
 Penelitian ini bertujuan untuk mengetahui penerapan manajemen perubahan 

pada PT. Kereta Api Indonesia sebagai wujud adaptasi kebiasaan baru di masa 

pandemi Covid-19. Perubahan dalam wujud adaptasi kebiasaan baru menjadi 

penting di masa pandemi Covid-19 mengingat PT. Kereta Api Indonesia merupakan 

satu-satunya penyelenggara jasa layanan perkeretaapian di Indonesia. Metode 

penelitian kualitatif dengan tipe penelitian deskriptif dengan menggunakan teknik 

pengumpulan data melalui wawancara mendalam, dan dokumentasi. Penentuan 

informan dilakukan dengan teknik purposive dan snowball. Kemudian, untuk 

menjamin keabsahan data dalam penelitian ini digunakan teknik trianggulasi. 

Selanjutnya, teknik analisis data yaitu dengan cara reduksi data, penyajian data dan 

penarikan kesimpulan. Setelah dilakukan analisa dan interpretasi hasil yang 

diperoleh dari penelitian ini menunjukan bahwa penerapan manajemen perubahan 

di PT. Kereta Api Indonesia Daop 8 Surabaya sudah berjalan sesuai tujuan yang 

ingin dicapai namun masih menemui kendala antaralain masih banyak masyarakat 

pengguna layanan kereta api yang belum mengerti tentang perubahan yang 

dilaksanakan oleh PT. Kereta Api Indonesia dan dengan dinamisnya kondisi 

pandemi Covid-19, masih ditemukannya kerumunan dan antrian dalam pelaksanaan 

pelayanan di Stasiun, namun PT. Kereta Api Indonesia juga terus melaksanakan 

perubahan dan kebutuhan sesuai dengan kondisi yang terjadi di masyarakat. 

 

 

 

Kata kunci: Manajemen Perubahan, Covid-19, PT. Kereta Api Indonesia
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ABSTRACK 
This study aims to determine the application of change management at PT. 

Indonesian Railways as a form of adaptation to new habits during the Covid-19 
pandemic. Changes in the form of adaptation to new habits are important during 
the Covid-19 pandemic considering that PT. Kereta Api Indonesia is the only 
provider of railway services in Indonesia. Qualitative research method with 
descriptive research type using data collection techniques through in-depth 
interviews, and documentation. Determination of informants is done by purposive 
sampling and snowball techniques. Then, to ensure the validity of the data in this 
study, triangulation techniques were used. Furthermore, the data analysis 
technique is by means of data reduction, data presentation and drawing 
conclusions. After analyzing and interpreting the results obtained from this study, 
it shows that the application of change management at PT. Indonesian Railways 
Daop 8 Surabaya has been running according to the objectives to be achieved but 
still encounter obstacles, among others, there are still many people who use train 
services who do not understand about the changes implemented by PT. Indonesian 
Railways and with the dynamic conditions of the Covid-19 pandemic, crowds and 
queues are still found in the implementation of services at the station, but PT. 
Kereta Api Indonesia also continues to make changes and needs in accordance with 
conditions that occur in society. 
 

 

 

Keywords: Change Management, Covid-19, PT. Indonesian Railways 
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