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ABSTRACT

The case of the Pertamina refinery that caught fire again in 2023 became a
trending topic on social media platform X (formerly Twitter) shortly after the
incident occurred. From this topic, researchers aimed to measure and analyze
the communication network that was formed, the topics discussed, and the actors
involved. Due to the limited research on social media communication networks
related to the issue identification process for companies, this study also focused
on analyzing the results of mapping the communication network that formed on
social media platform X and its connection to the concept of reputation when a
company faces a negative issue. Data collection was done using the Netlytic
application, which was then processed using the Gephi application. From the
data collection results, the research showed a diameter value of 9, indicating a
relatively loose network of actors. The density, with a value of 0.001445, and the
reciprocity, with a value of 0.0001443, indicated very low interaction density.
From the actor's perspective, there were three main actors with the highest
degree of centrality connecting other actors, but the topics discussed tended to
be negative. These findings indicate that the actor @detikcom is dominant, with
many other actors connected to the account to discuss topics related to
Pertamina. The second dominant actors are @geiszchalifah and
@giginpraginanto, who, upon further investigation, are active figures on social
media providing information and commenting on political issues.
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ABSTRAK

Kasus Kilang Pertamina yang kembali terbakar pada tahun 2023 merupakan isu
yang masuk trending topic di media social X (dahulu Twitter) sesaat setelah
peristiwa terjadi. Dari topik tersebut peneliti bertujuan untuk mengukur dan
menganalisa jaringan komunikasi yang terbentuk, topik yang dibicarakan, dan
siapa saja aktor yang terlibat. Minimnya penelitian jaringan komunikasi media
sosial yang berkaitan dengan proses identifikasi isu perusahaan, maka penelitian
ini juga berfokus menganalisa hasil pemetaan jaringan komunikasi yang
terbentuk di media sosial X serta kaitannya dengan konsep reputasi ketika
perusahaan mengalami suatu isu negatif. Pengumpulan data dilakukan
menggunakan aplikasi Netlytic yang kemudian diolah menggunakan aplikasi
Gephi. Dari hasil pengumpulan data, didapatkan hasil penelitian yang
menunjukan adanya diameter bernilai 9 yang menunjukan jarak antar aktor yang
tidak tidak terlalu erat. Density yang bernilai 0.001445 dan reciprocity yang
bernilai 0,0001443 menunjukan kepadatan interaksi yang sangat rendah.
Kemudian dari sisi aktor, terdapat tiga aktor utama yang memiliki degree
centrality tertinggi yang menghubungkan aktor-aktor lainnya, namun topik yang
dibahas cenderung ke arah negatif. Hasil temuan ini menunjukan bahwa aktor
@detikcom menjadi dominan dan banyak aktor lainnya yang terhubung dengan
akun tersebut untuk membahas topik mengenai Pertamina. Aktor dominan kedua
berikutnya adalah @geiszchalifah dan @giginpraginanto yang dari hasil
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penelusuran lebih lanjut, merupakan tokoh yang aktif di media sosial untuk
memberikan informasi dan berkomentar terkait isu-isu politik yang terjadi.
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Introduction

The corporate communication team has an important role in constructing a positive
image in acompany. This is done through the preparation and implementation of
communication strategies, supervision and operational coordination with management
(Cornelissen, 2020). However, various conditions of negative issues experienced by the
company can potentially damage the positive image and reduce the company's
reputation. Therefore, in the condition of negative issues, a communication strategy is needed
from corporate communication to overcome the crisis (Smith, 2021). Several previous studies
have shown that the right communication strategy can help companies recover from the crisis
they are experiencing (Fitri et al., 2021). Even so, there are also companies that fail to overcome
the issue until it becomes a crisis and are forced to close down their operations (Siregar &
Haeirina, 2021).

One source of failure in handling crises by companies is not anticipating the rampant
issues that develop about their companies on social media (Akhyar & Pratiwi, 2019;
Sudiwijaya et al., 2022). Whereas technological developments and the increasing use of social
media are also important aspects, because social media makes it easy
for stakeholders to comment on companies freely. So that negative issues that spread on social
media and are not managed properly by companies can potentially cause bigger problems,
namely crises. Crises can potentially become viral information and result in threatening
the company's reputation (Akhyar & Pratiwi, 2019). This can also be seen from a study
conducted by (Yulianti et al., 2022). where information circulating through X's social media is
one of the causes of the decline in the reputation of X company. So that handling issues and
crises on social media needs to be managed quickly and precisely, one of which is by analyzing
who are the stakeholders involved and paying attention to the issues being experienced by the
company (Akhyar & Pratiwi, 2019). Therefore, the ability to analyze the development of issues
on social media is important for corporate communication.

One method to analyze the development of issues circulating on social media is
the social media network analysis method. Social media network analysis is a method that can
be used to find out the communication networks that are formed and who are the actors who
become intermediaries and main actors who discuss the topic (Eriyanto, 2021). Social media
network analysis can be used on various social media platforms, one of which is X (formerly
known as Twitter). Discussions of various topics and issues on social media X, often
become trending topics, or viral among its users (Knoke & Yang, 2019). So that X is a social

media that is able to display social networks that form big data (Azmi et al., 2021).
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The trending topic that has become a busy conversation on social media X is the fire
incident at the depot, fuel transportation ship, and oil refinery owned by PT
Pertamina (Persero) which occurred several times in 2023 (Alfarizi, 2023). The fire incident
experienced by this company in 2023 began on Friday, March 3, 2023 at the Plumpang Depot
in North Jakarta, which claimed 17 lives. Then there was a fire on a fuel transport ship owned
by Pertamina on Sunday, March 26, 2023 in West Nusa Tenggara. A fire incident also occurred
in Dumai, Riau on Saturday, April 01, 2023 in the early morning. The series of fires were then
discussed by X users so that the word "Pertamina™ then trended on X social media on Sunday,
April 02, 2023.

Pertamina as a company that is positively recognized by stakeholders needs to maintain
the company's reputation. As the use of social media grows and it becomes easier for
individuals to express opinions and on social media, the company needs to monitor the issues
being discussed on social media. Based on the conditions of the emergence of trending
topics related to the fire issue at Pertamina, it has led to increasingly widespread discussions
on social media X which could potentially become a crisis if not handled by the company. This
becomes a communication event, especially on social media, regarding the communication
network on social media X which requires research using the social network analysis method.

The study of social media network analysis regarding events experienced by PT
Pertamina (Persero) is a significant research because PT Pertamina (Persero) is a company
whose operations have a great influence on society. In addition, when the fire incident at
Pertamina's refinery occurred three times in a row in one year, negative issues emerged and
were discussed on social media. In addition, PT Pertamina (Persero) is one of the companies
that is often in crisis situations that threaten the reputation and positive image of PT Pertamina
(Persero) among the public (Susilo, 2022, Norton Hutasoit et al., 2023). From the fire cases
experienced by PT Pertamina (Persero) in several regions, creating discussions and
communication networks on social media X is considered necessary to be studied to identify
issues that have the potential to become a crisis.

The topic of PT Pertamina (Persero) which is trending again on social media X will be
studied further to see who is the main actor in the topic of conversation, the ability and power
of the actors in shaping the distribution and communication network. Inaddition, this research
will examine the various messages written on social media X, both negative and positive
messages. There are several previous studies that use social media network analysis methods
The study conducted by (Al Majid & Nugroho, 2022). Shows who the actors are and how the

communication network is formed on social media X on the topic of "Dr. Terawan's dismissal".
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This study also measured the extent to which the actor's credibility level in disseminating
information through the social network analysis method. Other research conducted by (Akbar
et al., 2022) who examined the topic #SEAGames2022 described the network structure formed
and saw which actor was the most dominant of the topic. Research with the communication
network analysis method was also conducted by Priambodo & Arianto (2022), by discussing
the topic #KPKEndGame on X social media. The research mapped the communication network
in government agencies that were widely discussed by social media users. The results of his
research show the existence of a social media account @kpk_endgame as the main actor whose
role is to convey and control the distribution of information on social media X so that the issue
does not develop in anegative direction. Based on the objectives and results of
the three studies, it has not examined how the actor network is formed in a topic related to
the negative issue of a state-owned company that clearly experienced an incident that harmed
the public. So this research will discuss the communication network on social media that is
formed over an issue that is being experienced by the company when experiencing an issue
circulating on social media X, this research will look at the communication network associated
with the concept of issue management and which leads to corporate reputation.

Corporate communication is part of a company that has a strategic function. According
to Cornelissen (2020) the function of corporate communication is a management function to
develop and implement communication strategies, and is responsible for supervising and
coordinating operations carried out by corporate communication practitioners, such as media
relations, public affairs, and internal communication. In carrying out its functions and
responsibilities, a corporate communication practitioner has the task of managing the
company's reputation. As explained by (Doorley & Garcia, 2020), that corporate
communication plays a central role in the company's role in shaping the company's reputation,
so that to create excellence from the company, productivity, and the company's financial
success, the role of public relations is needed in shaping a positive reputation (Abbas et al.,
2021a). Reputation can be defined as a combination of predictable behavior through
relationships and two-way communication carried out by the organization, giving rise to
affective and cognitive assessments by company stakeholders within a certain period of time
(Ott & Theunissen, 2015). So the company's reputation is an important aspect that must be
managed by management and all internal companies. One part that plays an important role in
managing the company's reputation is public relations practitioners. To shape the company's
reputation, it takes a long time with a strategic communication approach to each stakehold
stakeholder (Kim & Hastak, 2018).

436



Jurnal Aristo (Social, Politic, Humaniora) Vol. 12, No.1 (2024): July, pp. 432 - 451

The case of the Pertamina refinery fire that occurred 3 times in close proximity in 2023
has caused negative issues that can adversely affect the company's reputation. An issue is a
problem related to the company so that there needs to be a quick response and action from the
company to deal with the issue. With issues that have a negative effect on the company, it is
necessary for companies to plan appropriate issue management, especially in the midst of
developing issues circulating on social media (Regester & Larkin, 2010). In dealing with and
managing issues related to the company, the ability to plan issue management is
needed, Coombs and Holladay (2010 in Smith, 2017). explain issue management steps that
begin with identifying emerging issues, prioritizing issues, making company policies, to
communicating to stakeholders appropriately and quickly and ending with evaluation. In this
regard, in previous research conducted by Carlina & Paramita (2017) shows the role of social
media in responding to issues circulating in society, one of which is to identify negative issues.
With the right use of social media, the company's positive image can be maintained or, on the
contrary, it can make the company's image negative. For this reason, it is important for public
relations practitioners to take advantage of the use of social media to detect potential
negative company issues (Theaker, 2021). One of them is through social media network
analysis to measure and find out what topics and actors have the potential to cause negative
issues for the company.

Previous research on issue management has focused more on the company's strategy in
managing the issues faced. (Juliadi & Saraswati, 2023). However, there are not many previous
studies with quantitative methods to identify issues in companies by first identifying the
communication networks formed and the actors who play a role in social media. So to
complement research from the study of management issues, this study aims to find out how the
topic of the Pertamina fire is discussed on social media X so that it can be identified which
actors have the potential to discuss negative issues about the company. The PT Pertamina
(Persero/) fire incident is an interesting issue to study because of the company's position as a
State-Owned Enterprise that is often in the spotlight of the media and the public at large.

The social network analysis method is currently being chosen by many researchers with
the aim of describing and analyzing the communication networks formed on social media on
a particular topic (Knoke & Yang, 2019). As explained in the background of this research, the
study of issue management can be carried out with the identification process first (Abbas et al.,
2021). So this research is one of the research studies with quantitative methods as an initial
identification stage to measure the extent of the communication network that occurs on social

media X on the topic of Pertamina burning again in 2023. This research will use the social
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network analysis method to determine the communication network formed on X social media
in 2023 related to the topic of the Pertamina fire, which is a negative issue that has the potential
to create a bad image for the company.

In this study, a literature review of similar research with the SNA method was
conducted. In research conducted by Hapsari (2016) the SNA method was used to analyze the
communication network in the Samin Indigenous Community of Dukuh Bombong related to
the plan to establish a cement factory. The results showed that there was a low communication
intensity and the communication actor was only centered on one person so that the
dissemination of information was uneven. Therefore, this sensitive issue did not really spread
and was only fragmented in a group of networks. In addition to this research, other similar
studies have also been conducted by Fikri et al., (2020) which discusses the polemic issue of
auditioning an association of one of the badminton associations in Indonesia. The polemic
discussed on X social media in 2019 gave rise to a communication network whose results can
be measured to find out how interactions and information dissemination on the topic are formed
among X social media users. Unlike the previous research, the research centered the
communication network on the @PBDjarum account as the account that disseminated the main
information about the activities carried out by the badminton union. Then research with a focus
on communication networks was also conducted on the topic of environmental social
movements. From the results of this research, it was found that there is a communication
network that plays a role in gathering strength across communication actors in social media to
encourage an effective social movement.

Some of these similar studies show the contribution of social media network analysis
research that is useful for measuring the conversation of communication actors on a particular
issue (Hapsari, 2016). Based on a literature study of previous research using similar methods,
researchers found a research gap that focuses on wusing the Social Network
Analysis (SNA) method to identify issues in the news about state-owned companies that were
widely discussed on social media X until they became trending topics. Research studies
on issue management in the issue identification stage can be carried out through data collection
fromsocial media. The use of the SNA method inthis studyaims to analyze the
communication network in social media related to an issue that occurs in the
company. Previous research has not discussed how communication network analysis can be
used by companies to identify the main actors who can influence issues circulating about the

company. So this research aims to complement research with similar methods, but from a
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different perspective, namely the process of identifying communication actors in social media
to manage issues that arise in social media over talks about the company.

Method

The research methodology used is the SNA (Social Network Analysis) method Social
Network Analysis (SNA) is a method that can be used for the purpose of mapping and
describing a communication network structure formed in conversations on social media
(Eriyanto, 2021). The concept of actors in social media networks refers to accounts involved
in social media, while the concept of relationships is the relationship between these accounts;
relationships can be in the form of mentions, replies, or retweets (RT), while the type of
relationship is the relationship between actors associated with issues or topics being discussed
on social media (Knoke & Yang, 2019). Social media networks involve thousands or even
millions of actors and the types of relationships in social media will be very numerous because
the issues and conversations that arise every time are very diverse, thus creating different
relationships between actors (Eriyanto, 2021). This method will also produce a framework for
understanding how actors are connected to each other and how information flows in the
context/topic being discussed. The SNA method can also identify central actors or groups, sub-
communities, and important features in communication networks that influence the
dissemination of information in social media (Eriyanto, 2021).

The SNA method is considered appropriate because it can produce an overview of the
communication networks formed on social media. With the issue topic of the Pertamina fire
case in the period 2023, data can be collected on who are the communication actors on social
media X who comment and disseminate information on the topic. As the first step of the issue
identification process in issue management, the communication network analysis method can
be used as afast and accurate data collection method to find out who are the actors and
communication networks formed on the issue (Reuter et al., 2018).

The data collection technique was carried out by collecting data on social media X
where the data was taken on March 27 - April 02, 2023 to be used as
a dataset. The keyword used in this research is "Pertamina” which became the top 20 trending
on Sunday, April 02, 2023, 13:00 Pk, after the news about the Pertamina Depot fire in Dumai
occurred the night before. The data collection on social media X was carried out using
Netlytic.org software and continued with analysis using Gephi 0.9.7 software. The social
media network analysis (SMNA) process is carried out by collecting conversations on social

media using software such as Netlytic and Gephi. The use of Netlytic software was chosen
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because researchers can facilitate the process of collecting data from X social media in large
enough quantities and this software can automatically describe the communication networks
formed on social media. After data is collected from Netlytic, this research also uses
Gephi software to process data at the actor level. The next step is to analyze the data that has
been collected. There are three levels in analyzing network data. First, the network structure
level, there are 4 (four) network structure data on social media, namely; 1) diameter which
shows the farthest distance between actors, a network with a low diameter indicates easy reach
between actors, 2) density which refers to the relationship between actors in the network, a
network with a high level of density is a network whose members interact with each other, the
number used is between O - 1 where the greater the value indicates the higher the level of
network density, 3) reciprocity which describes the two-way relationship between actor
members (nodes), can be measured by a value of 1 to indicate the existence of a reciprocal
relationship, while a value of 0 means that communication takes place in one direction, and 4)
centralization (centralization) refers to the level of concentration of certain actors on the
network, the value of centrality is measured by 0 to 1, the lower the centrality measure, the
more information flows freely between actors (Eriyanto, 2021).

Second, at the cluster level, the aspect assessed is modularity. Eriyanto, (2021) explains
that "modularity helps determine whether the clusters found represent different communities
in the network. Modularity is measured by a value of 0 to 1. The more the data value approaches
1, the more diverse the conversations between the communities are, while the smaller the value,
the more the conversations within the group focus on the same topic.

Third, the actor level, the data is used to identify who are the most dominant actors
(nodes) in topics on social media. Thus, it can be identified who are the actors who have
influence/central to certain issues/topics. To conduct network analysis at the actor level,
Eriyanto, (2021) explains 4 types of analysis at the actor level, namely 1) degree
centrality which shows the number of relationships between one actor and another actor, the
higher the degree value of the actor, the more relationships they have, such as replies,
mentions, retweets, etc. In degree centrality, we can see the shape of the social media network.
Indegree centrality, wecan see the shape of the network whether it
is directed or indirected. 2) closeness centrality describes whether there is closeness between
actors in the network, by measuring how many steps an actor takes to connect with other actors.
3) betweenness centrality shows how actors in the network have an intermediary role. A higher
actor value indicates that he plays a role in connecting between actors in the network.

4) eigenvector centrality, describes the quality of actors in the network, this aspect does not
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prioritize actors who have the most relationships, but is concerned with who actors have the
quality to reach more actors in the network.

Result and Discussion
From the results of data collection with the keyword Pertamina crawled on Sunday,
April 02, 2023 at 13:35 WIB, the number of tweets was 2,548 messages.

"Pertamina™ keyword network visualization

Figure 1 shows an illustration of the communication network formed from
the keyword Pertamina using Netlytic.org software. The figure shows a social media
communication network formed between many actors with similar topics, namely the topic of
Pertamina. With the keyword "Pertamina” then the Netlytic software is used to show the topics

that are widely discussed in the tweets of each actor (node).

. Search
TOP 100 v| O Hide |g3]

{non-English search is case-sensitive)

#PDIPerjuangangd @energitodaylDE3 @erickthohir@d @jokowi@@ @KemenBUMNE @pertamina@ Ahokg aja@
akibatgd Akibatnyagd alihkangd Aniesgd APpril@ bahasgd berakhlakfd bertanggungf berulangf BIE budayafd

BUMNE) BuzzerRpg) carify Dirutfd Domefd Dl.lmalu Fastfd gaf gak@d Ganjard hitamgd IMB@ insidengd

jejaknyagd Jepang@ Jgng@ Jorjild kali® kambinggd kaugd kebakarangd kejadiangd kepalagd Kllangﬂ
k“angﬂ KME3 komisarisgd Komutgd korbangd krngd Ledakan@ ledakang@ Magdagd malamg3 malugd Maringd
masjiogg masjide Meledakea Meledake memalukan@ Menterigy Minggug@ minyake Minyake Mop@

=
mundurg negaragd Nickegd nyagd orangfd Pahamgd pemerintahangd I ertallllnau

pertamina@ perusahaang pimpinang@ plafong PTE@ radius@ Ria@ RiaUB Rumah@ rumah@ runtuhg
rusak@ Rusakgd Sabtufd sbggd sialld SWE terbakargd Tokyofd Unitgd utkgd warasgd wargagd ygB Zakagd
8 o8

Topics (Words Used) in the keyword "Pertamina”

From the image above, it can be seen that the word Dumai is the most written word in

the actor's tweets. Then there are the words refinery and explode that also appear. Interestingly,
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there are words that tend to be negative, namely resign, dirut, damaged which are quite a lot
written by the actors. This word or topic needs to be a special concern for corporate public
relations practitioners to ensure that the issue of this explosion does not become an issue that
then leads to public protests to ask company officials to resign from their duties and

responsibilities.

@ cawcaow

@ akhinzamanTd
DewirahmiS

@ nunaraesza

@ Retnowul8a44

@ MurwendaD. ..

@ Daddysyahr._.

® =adidawoaini

@ AntiPKI19

@ Fariz_Davin

Figure 3. Top Ten Posters keyword "Pertamina”

Based on the results of the X media communication network data collection through
Netlytic.org, 1598 nodes and 1937 edges were found. There is data on 10 dominant actors who
actively discuss the topic/keyword "Pertamina™. Regarding the issue of Pertamina, it then
needs to be further investigated whether all of these actors then play an active role in herding
public opinion. This dominant actor shows the large number of actor posts related to
Pertamina keywords, but not necessarily the most dominant user then becomes a wider
disseminator of information. This will be discussed further in the actor network analysis
section.

The next aspect to be discussed is the network structure formed from the trending
Pertamina words for the periods previously mentioned. previously mentioned.

Table 1 Network structure with keywords "Pertamina”

Analysis Data
Diameter 9
Density 0,001445
Reciprocity 0,001443
Centralization 0,092110
Modularity 0,684200

(Source: netlytic.com, processed by researchers, 2023)
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The network structure of the keyword "Pertamina” shows 5 structures, namely first, the
diameter which shows the distance between one actor and the farthest actor, the findings show
a diameter of 9 which means the farthest distance is 9 steps to reach all actors.
Second, density which shows the degree of interaction between members of the findings
produced data density level of 0.001445 tends to be close to zero. Third, reciprocity which
shows the relationship between network members whether it is unidirectional or bidirectional,
if the reciprocity number is close to O (zero) then the network is more unidirectional. The
findings show that the relationship created is 0.001443. Fourth, centralization is a measure that
refers to the concentration of actors, if centralization is close to 1 (one), it means that network
members are centered on several actors. The findings show a figure of 0.092110.
Fifth, modularity which shows that there is a grouping of network members in a network, if the
result is close to 1 (one), it means that the network consists of a large number of groups where
there are overlapping communities. The findings show a number of 0.684200, or close to 1.
The findings in this study further focus the actor level analysis data on the degree
centrality aspect on this topic and who are the actors who become intermediaries in
disseminating information about "Pertamina”.

Table 2 Actor Network - Degree Centrality

Label Degree Indegree  Outdagree
detikcom 183 183 0
geizchalifah 120 120 0
giginpraginanto 105 105 0
migrant_tv_7777 68 67 1
geloraco 68 58 0

(Source: netlytic.com, processed by researchers, 2023)

The results of data findings obtained through the Gephi application show degree

centrality data with visuals in Figure 4.
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o ererglodayid

Figure 4 Degree Centrality Visualization

As for the visual results, there are 5 main actors that have the highest degree centrality,
namely @detikcom, @geiszchalifah, @giginpraginanto, @migran_tv_7777, and @geloraco.
Of these actors, @detikcom has the highest degree centrality level which shows that there are
183 retweets/mentions addressed to the account related to the topic of Pertamina. The value of
these five dominant actors tends to show that these actors have a high degree of centrality,
meaning that many other accounts are connected to these actors by re-tweeting or mentioning
them.

The next analysis explains how the content of the topic of conversation of the central
actors who have the highest degree centrality, namely: 1) @detikcom whose posts
are retweeted the most, namely 3,141 times with a total of 8,486 likes. The content of posts
from @detikcom is neutral information because it contains news links that inform the
chronology of the fire incident that occurred and the number of victims. 2) @GeiszChalifah
which is the second dominant actor, Geisz Chalifah is a volunteer and loyalist of Anies
Baswedan. From his post on the Pertamina issue, he received 4,513 likes and was commented
on by 508 comments and retweeted by 1,456. The tweets written by Geisz Chalifah tend to
be negative because they bring up the issue of the IMB issue that was previously disputed in
the Plumpang Depot fire. 3) @giginpraginanto. The 3rd dominant actor, Gigin Praginanto, is a
public policy observer (based on the description on his X account). Based on posts related to

the Pertamina Dumai Refinery fire, it received 10 retweets, 13 likes. The account did not get
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too many responses but based on the content of the written posts, it was negative because it
mentioned the words Managing Director and Managing Director related to Pertamina's
management. From the posts of the three main actors who have the highest degree centrality,
it shows that the topic of conversation about Pertamina is indeed focused on the topic of the
fire case that occurred at the Dumai Refinery.

The issue of the Pertamina fire, which occurred 3 times in one year, then created a
public discussion on social media X. This public discussion also created a social media
communication network as illustrated in Figure 1. This public discussion also created a social
media communication network as illustrated by the visual in Figure 1. The conversations that
occurred between actors showed an interconnectedness to discuss the same topic. By using
the keyword "Pertamina”, the words that appear the most include, Dumai, refinery, exploded,
and there are even words that are quite prominent, namely, resign and commissioner. From
the words used displayed in Figure 2, it shows that the topics discussed by actors (nodes) on
social media X are indeed related to topics around the fire issue that is happening. Thus, the
words used by the actors show that the actors pay attention to the fire issue that occurred,
especially the Dumai refinery fire that occurred just one day earlier. In this case, public
relations or company management need to ensure that the issue does not then spread widely
with negative connotations on social media X. To avoid a bad image that ends up damaging
the company's reputation, this topic on social media needs to be managed appropriately by
Pertamina, in addition to being responsible to the people affected by the fire, but it also needs
to be communicated and clarified through social media, one of which is X.

The following findings are depicted in Table 1, which shows the network structure
formed. The first is diameter, which is 9. This shows the distance between actors who are quite
far in interacting in discussing Pertamina topics. Second is density, which is 0.001445
and reciprocity, which is 0.0001443. This value shows that the actual density of interaction is
very low because the results show data close to 0 (zero), besides the nature of the interaction
flow tends to be one-way. This finding shows that actors/nodes in this network tend not to
interact but only post information without much discussion and two-way communication.
The third is centralization with a value of 0.092110. The number is close to 0, thus showing
the distribution of pertamina keywords that are not too centered on the main actors. This can
be possible because of the very large number of actors and posts generated, so the center of the
network is spread more widely on more actors. The fourth is modularity which is worth
0.684200. This result is close to 1, indicating that there are dominant clusters in the "Pertamina”

communication network, these dominant clusters indicate that the groups are strongly and
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interconnectedly discussing Pertamina topics/keywords. From these findings, the structure of
the communication network formed tends to show that the communication network on the topic
of "Pertamina tends to spread, from the low values of density, reciprocity, and centralization,
it shows that there are no actors in X that are too dominant and the nature of communication is
more of a one-way spread.

The next finding discusses the network of actors who are involved and become the most
dominant actors and have with the topic of "Pertamina” on social media X. From the results of
data processing using Gephi software, 5 actors were found to be the most dominant in
discussing the topic of Pertamina, especially related to the fire case, namely @detikcom,
@geiszchalifah, @giginpraginanto, @migran_tv_7777, and @geloraco. The @detikcom actor
as a news portal is the actor that has the highest indegree centrality. This finding shows that the
@detikcom actor is dominant and many other actors are connected to the account to discuss
topics about Pertamina. The next two dominant actors are @geiszchalifah and
@giginpraginanto who, from the results of further searches, are active figures on social media
to provide information and comment on political issues that occur. These two actors then also
need to be stakeholders who need attention from Pertamina. Because many other actors are
connected and disseminate information to these dominant actors. Regarding the Pertamina fire
case which is trending again on Social Media X, it shows that there are many actors involved
in this topic. Although the nature of communication is more towards a one-way nature,
Pertamina’s public relations practitioners also need to ensure that the discussions created do not

lead to a negative tone of conversation that tends to reduce the company's reputation.

Conclusion

Topics on social media X with the keyword Pertamina collected and processed using
the Netlytic and Gephi applications show the existence of a communication network and a
network of interrelated actors in discussing this topic. Many of the words that appear from the
results of the actors' posts are words related to the recent oil refinery fire case in Dumai. The
results of the conversation do not yet point to a negative topic trend. However, in terms of the
company's reputational risk, this needs to be a concern for public relations because words such
as; retreat, fire, commissioner have begun to appear. This needs to be managed by the company
so that it does not become a topic of wider issues. From the results of the analysis of the network
structure formed, it was found that there were quite strong and many clusters on the topic of
"Pertamina”, but in the communication cluster, communication between actors is one-way, so

that the messages conveyed by between actors are limited to disseminating information that is
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not reciprocated. There is no actor who is too dominant from the findings obtained. The next
analysis shows that the actor network that is formed dominantly has 5 main actors who are used
as references related to Pertamina topics. The dominant main actor is @detikcom as a news
media that actively disseminates the latest information. In maintaining the company's
reputation, one of the media that the company needs to pay attention to is social media X. From
the results of data processing on social media, Pertamina's reputation could be in danger of
decreasing due to some negative word choices. So it is necessary to consider the company to
ensure that there are no negative issues spread by dominant actors who are widely referred to
by other actors. The steps that the company can take, one of which is by providing fast and
complete information through Pertamina's official social media, so that information from other
actors does not become biased. So that Pertamina's reputation can still be maintained positively
in front of stakeholders.

The criticisms and limitations of this research are related to the time span of data
collection. The data obtained is limited to around 2,500 tweets recorded during the past 7 days.
In addition, the selection of X social media also needs to be complemented by data
from other social media such as Instagram or Youtube to see how Pertamina issues are
generally portrayed and discussed on various social media platforms. With a thorough social
media analysis, it will be useful for the company to map out which stakeholders are influential
in supporting or hindering the company when there is an issue that threatens the company's
reputation. The results of this study have shown the actor network and communication
network formed on social media on the topic of Pertamina fire in 2023. In future research,
a sentiment analysis of the communication network on social media X related to the topic of
the Pertamina fire can be carried out. Through sentiment analysis of the communication
network, we can see the opinions and discussions of stakeholders on social media, whether
they lead to negative, neutral or positive comments. This can be one of the company's

identification steps in managing issues circulating on social media.
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