ABSTRACT

This thesis examines the image management and power dynamics of the Tulungagung Fire
and Rescue Service (Damkarmat) through the lens of Erving Goffman' dramaturgy, focusing on the
risk of institutional credibility loss when discrepancies arise between digital representation on social
media (Instagram and TikTok) as the front stage and operational reality in the field as the back stage.
This study aims to analyze the impression management strategies employed by Damkarmat

Tulungagung and their impact on public perception and trust.

The focus of this research is: 1. How does the Tulungagung Fire Department manage its
heroic and professional image in the digital realm (front stage) based on Goffman's impression
management concept? 2. What are the practices, constraints, and internal dynamics (back stage) that
contrast with the displayed digital image? 3. Why does the gap between the digital image and
operational reality occur, and how do personnel navigate and overcome this gap in their daily lives?

The research employs a qualitative descriptive approach. Data were collected through in-
depth interviews with key informants, including the Head of Damkarmat, social media
administrators, and field personnel, as well as digital observation of public interactions on social
media. Data analysis was conducted using the interactive model of Miles, Huberman, and Saldana

to ensure validity and credibility of findings.

The findings reveal three main results. First, Damkarmat Tulungagung systematically
constructs heroic and responsive narratives on social media as an institutional impression
management strategy, utilizing techniques of idealization, mystification, and dramatic realization.
Second, institutional power dynamics are tested through operationa gaps, such as limitations in
facilities and infrastructure as well as a shortage of personnel, which are often not captured in the
digital image and have the potential to trigger a crisis of trust when exposed to the public. Third,
institutional legitimacy remains intact as long as there is consistency between digital performance
and the quality of real services perceived by the public, especially when direct experience aligns
with the image presented. This thesis concludes that impression management is not merely a
communication strategy but a crucial instrument for maintaining government authority in the digital
era. Consistency between the front stage and back stage is a key determinant in preserving public

trust, while poorly managed discrepancies can threaten institutional credibility.
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