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Abstract. This study aims to analyzing the implementation of a cement manufacturer’s CSR 

programs to improve effectiveness and satisfaction of people in general. The research conducted 

using survey method to 86 respondents, who are members of Joint Business Group in Cilacap 

Regency and beneficiaries of Corporate Social Responsibility (CSR) programs. The data were 

collected through observation, questionnaires, interviews and discussions, then used descriptive 

statistical analysis and qualitative narrative. The research results have found that  the company’s 

direct involvement model in a CSR program gives several advantages. Nevertheless, the limited 

quantity and quality of this cement manufacturer’s CSR administrators result in less effective 

planning, assistance and evaluation processes. People are satisfied with how the CSR is executed 

by the cement manufacturer, yet the program they carry out has not completely matched what 

these people need and cannot correctly identify the CSR program beneficiary targets. In relation 

to this, the implementation of CSR using direct involvement model needs some improvement to 

make it more effective and intensive. The modification of direct involvement model by use of 

information technology becomes an important alternative to deal with the limited quantitaty and 

quality of human resources of CSR program administrators.  
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Introduction 

People’s economic empowerment constitutes a systematic and well-planned effort to 

increase people’s economic capacity to make them more productive and competitive. The 

effective process of strengthening economic capacity is expected to yield changes in production 

capacity and operating revenue. The involvement of society, government and private sector in 

people’s economic empowerment is what expected to change people’s socio-economic status. 

Cilacap Regency is an industry-based region whose population is still affiliated to 

agriculture and non-service sectors. One of those companies operating their businesses in 

Cilacap Regency is the national cement manufacturer. The existence of a cement company in 

the beginning can present a suspicious attitude of community towards the environment and 

social damage. Negative perceptions can also arise due to the lack of hope for future community 

involvement. The existence of this company with cement as its main product has given a great 

commitment to people’s development in economic, education, health and environment fields in 

the form of Corporate Social Responsibility (CSR).  
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Companies have an obligation to carry out CSR programs whether requested or not for 

the welfare of local communities. The company's existence have great potential to change the 

community's environment, so it is necessary to prevent negative impacts, because this can couse 

to conflict with the community, disrupt company productivity and community activities. In fact, 

there are various social, economic, and environmental impacts caused by industrialization, thus 

requiring companies to be responsible to the public, especially communities around the 

company's area, through real activities and in accordance with the needs and potential of the 

local community (Budiarti & Raharjo, 2014); (Marthin et al. 2017).  the company's real actions 

towards society and the environment can change people's negative opinions. The fact that this 

company is present amidst people’s activities gives many positive and negative impacts, thus 

their partnership with the people needs to be developed more intensively to control possible 

conflicts, ensure their reputation and survival in performing their production. Companies should 

be able to deal with and accountable for the impacts arising out of its production operation 

(Plank, et al. 2016).  

CSR is carried by companies in many ways, employing various strategies and models 

based on the company’s internal situation. Many companies have rated CSR as something 

important, particularly in improving its image and social interaction with the society. Torelli 

(2012) suggested that the continuance of CSR will have some impact on the company's 

reputation, social branding, and mitigates social and environmental risks. In carrying out this 

CSR, companies employ many alternative strategies and models they believe will give the best 

possible effect on the quality of their services to the CSR beneficiaries. Kim and Bae (2016) 

stated that the CSR programs have requires efforts to socialize or campaign  to the public, 

especially for the targets or beneficiaries, so that the community can knowing, responding and 

implementing program activities jointly and transparently. 

The CSR programs carried out by the cement manufacturer in Cilacap Regency are those 

projects in 15 villages in Cilacap Regency, including economic, educational, health, and 

environmental projects. The cement manufacturer expecting the company will always 

delivering much benefits to people surrounding the operational area and has mutual interaction 

with the community. It is in line with the Fontaine (2013) that goal of CSR is to realize 

responsibility for the company’s actions and encourage a positive impact through its activities 

on the environment, consumers, employees, communities, stakeholders and all other members 

of the public sphere.People’s perception towards the implementation of CSR is focused on such 

variables as (1) community/government involvement in drafting community development 

program, (2) whether the program matches the community needs, (3) dissemination of programs 

to the community, (4) whether the program has encouraged independence, (5) the program 

target accuracy (the poor), (6) program assistance process, (7) optimization of community’s 

potentials, and (8) program’s synergy with government/other companies. People’s positive 

perception to these variables can reflect their satisfaction of how the CSR programs are carried 

out. CSR program beneficiary satisfaction can be used as an indicator of a 

successfully/effectively implemented CSR model. The CSR carried out by companies using 

certain models is believed to leaves the community with some perception regarding the CSR 

implementation and it ends up in the community satisfaction index. The result of community 

satisfaction index towards the CSR implementation of a cement manufacturer in Cilacap 

Regency will be helpful for evaluating the CSR implementation model. Therefore, it is highly 

important to conduct a study on the satisfaction of community (beneficiaries) of how the CSR 

is implemented by the cement manufacturer in Cilacap Regency. 
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Research Methodology 

The study is conducted using survey method to CSR beneficiaries and administrators of 

a cement manufacturer in Cilacap Regency. Fowler (2013) states that a survey study provides 

a quantitative description, attitude and opinion of population. The primary data are collected by 

way of structured interview using questionnaire to 89 respondents who are randomly selected 

members of KUB and the cement manufacturer’s CSR administrators in Cilacap Regency 

selected purposively using their understanding of public relations program as the criterion. The 

secondary data are obtained from the cement manufacturer’s CSR records/reports and its 

implementation rules. The data are analyzed quantitatively using frequency approach and 

qualitatively by presenting the data using text narrative. Miles et al (2014) suggest that to help 

the illustration/narrative of variables and respondents, tables/matrices can be used. The data 

qualitative analysis is performed by data reduction, data presentation and conclusion 

drawing/verification. 

 

 Results and Discussion 

The sustainability of rural development in the area of Cilacap Regency cannot be 

separated from the economic motivation of business actors, benefits for the surrounding 

community and conservation of the environment around the location of economic activities. 

Likewise the sustainability of the cement plant in Cilacap Regency must pay attention to the 

economic benefits (profits), benefits for the surrounding community (people) and 

environmental sustainability (planet).The cement manufacturer in Cilacap Regency operates its 

business using natural resources available in the region. The existence of this company has 

changed both social and physical conditions of several sub districts in Cilacap Regency. To this 

matter, the company has social and business commitment to provide the surrounding 

community with some benefits through their Corporate Social Responsibility (CSR) programs. 

Cetindamar (2007) adds that CSR should be implemented with an aim of increasing its 

contribution to sustainable development, including the improvement of people’s welfare and 

fulfillment of their expectation.  

 

 CSR Implementation Model  

A CSR implementation model is a form and guideline of CSR project implementation 

which involves many parties to achieve the CSR objectives. The CSR implementation is varied 

from one company to another, according to the organizational culture and resources they own. 

The cement manufacturer in Cilacap Regency in implementing their CSR practice refers to the 

company’s policy. Based on an in-depth discussion with the CSR Administration Manager, it 

is depicted that the cement manufacturer in Cilacap Regency uses direct involvement model in 

its CSR implementation. 

This cement manufacturer in Cilacap Regency carries out their CSR programs directly by 

independently organizing social activities to the society without any intermediary. This direct 

involvement model is performed by the company assigning a senior official (CSR 

administration manager) to plan, execute and evaluate the CSR programs. Saidi and Abidin 

(2004) explained that there are 4 CSR implementation models, namely (1) direct involvement, 

(2) delegation to foundations, (3) partnership with other parties, and (4) formation of a 

consortium. In direct involment, the company assign one of its senior officials, such as 

corporate secretary or public affair manager, to implement the tasks,  

The advantage for this cement manufacturer in Cilacap Regency in using the direct 

involvement model is that they can have a direct communication/interaction with the 

community (beneficiaries). This direct relationship with the community is important to 
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understand their needs and behavior in order for the CSR project planning and assistance to be 

effective. The direct involvement of the cement company signals the seriousness of the 

company in interacting with the community, understanding community problems and resolving 

the problems. The community needs more direct presence of the company to interact and meet 

the interests of the community, especially economic, social and environmental dynamics. 

Abuya (2016) and Guerra (2002) explained that corporate and community relations are an 

important part of CSR. The implementation of CSR requires companies to meet community 

needs in economic, environmental and cultural aspects. The direct involvement of cement 

companies in Cilacap Regency to the community in implementing CSR is carried out in the 

form of dialogue, consultation and cooperation. In addition, the company made donations, 

charity, and community capacity building. Cement companies have not yet reached the level of 

joint ownership, joint project management and joint decision making with the community. 

According to Bowen et al (2010), companies do more models of corporate community 

involvement in the form of transactional and transitional engagement strategy. 

The problem arising out during this project implementation can be dealt with quickly and 

the remedy can be immediately performed. The company’s direct involvement in the CSR 

programs allows them to manage the potential conflicts quickly, silently and proportionally 

according to the characteristics/interests of each group. Pomering and Dolnicar (2008) state that 

company’s direct involvement enables them to deliver the messages directly based on the 

characteristics of each community group. In this context, this cement manufacturer in Cilacap 

Regency balances the interests of community group and program initiatives from the company. 

In addition to balancing the interests, this direct involvement model can reduce the bias of 

company’s interests towards the community. The CSR programs can be planned according to 

what the community actually needs through direct communication between this cement 

manufacturer in Cilacap Regency and the community. 

Another advantage of using this direct involvement model is the effective 2-way 

communication, particularly in disseminating the company's profile and values to the 

government of Cilacap Regency, surrounding community and other parties. This can help 

improve the people and stakeholders’ awareness of the company’s existence and contribution. 

The direct involvement process which allows the two-way communication can result in 

harmonious interaction between the company and the community and control over conflicts 

between stakeholders in the CSR program implementation. Amirudin (2014) suggests that the 

direct interaction between the company and the community can improve people’s awareness of 

latest issues and invite the community to participate in the program. 

Nevertheless, the limited quality and quantity of human resources have been a hindrance 

and critical constraint to perform a more effective communication and assistance during the 

implementation of CSR programs in the cement manufacturer in Cilacap Regency. The 

assistance that the community need cannot be performed optimally by the company due to the 

limited resources and the wide operating range. The communication between the company and 

the community becomes less effective. The community needs cannot be optimally identified 

and analyzed further, thus a bias occurs between the community needs and the program 

provided. Furthermore, the limited human resources of CSR administrators have led to a less 

effective analysis for mapping the CSR program beneficiary targets. The error in determining 

the target of beneficiaries can eventually result in community’s negative perception. In relation 

to this, the advantages of direct involvement method in the implementation of CSR of the 

cement manufacturer in Cilacap Regency should be supported with human resources or 

personnel who understand the program and method for empowering the community in an 

adequate quantity. The effectiveness of CSR implementation using direct involvement model 
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needs to be synergized, particularly with the changes of information technology era. Allameh 

(2011) explained from his research that information technology, internet, office automation and 

internet affect human resource productivity of Mobarekeh Steel complex in Isfahan. 

Meanwhile, education level and the type of available jobs had effects on the Internet dimension 

of human resource productivity of the company. 

 

 Community Satisfaction to CSR Implementation 

Keeping the CSR programs going has been the company’s great challenge in order to 

improve the community participation and satisfaction. Improving the quality of CSR 

implementation should be continuously considered to encourage community (beneficiaries) 

satisfaction. The service quality in the CSR implementation by the cement manufacturer has 

been a challenge for the sustainability of community empowerment program. In addition to 

service quality, the accomplishment of CSR program outputs will also make the community 

willing to participate and view the CSR programs positively. The quality of CSR 

implementation using company’s direct model involvement to the field is expected to be viewed 

positively by the community to solve problems and meet their needs. 

The implementation of the CSR program of a cement company in Cilacap Regency 

involves various stakeholders such as the community and the government of Cilacap Regency. 

The company increased program awareness of people through socialization to the community 

with the aim of increasing public understanding of the CSR goals of cement companies and 

expanding community participation in the program. In its implementation, the company 

provides assistance in the aims that the activities in the CSR program run according to the 

objectives. Communication with the government of Cilacap Regency was carried out to 

synchronize activities with activities carried out by the local government to the community 

(beneficiaries). Company services in the implementation of CSR programs are aimed at 

increasing the positive perception of the community towards the program. In the end, various 

aspects of the CSR program implementation are aimed at increasing community satisfaction 

with the program. 

The satisfaction of community as important stakeholders (beneficiaries) in the community 

empowerment is tightly related to the company’s reputation and success of CSR programs. Lee 

and Heo (2009) state that customer satisfaction is an indirect, important, and relevant factor of 

CSR. Fonseca et al (2012) emphasize that based on stakeholder theory, a company really needs 

to consider the stakeholder’s (community) interest to ensure the community satisfaction and the 

program existence and continuance.  

The analysis of community satisfaction to the implementation of CSR programs of 

cement manufacturer in Cilacap Regency is approached using several variables, namely 

community/ government involvement in drafting the CD program, whether the program 

matches the community needs, dissemination of program to the community, whether the 

program has encouraged independence, program target accuracy (the poor), program assistance 

process, optimization of community potentials, and the synergy of program with the 

government/other companies. 

Based on the data collection results, it can be seen that 89 percent of the respondents said 

that they are satisfied with the CSR programs of the cement manufacturer in Cilacap Regency. 

Communities that have been given CSR programs from cement companies feel happy and 

benefited from the increased productivity of their businesses. Most of the community's 

expectations for CSR programs have been fulfilled even though there are several aspects that 

need to be improved. The community around the cement company in Cilacap Regency feels the 

attention of the company through business assistance provided by the company. In general, 
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community benefit from aspects of improving business quality, capacity building, 

environmental protection and infrastructure, improving the quality of health and employment 

opportunities.  KsiężaK (2016) stated  CSR programs are a good thing for the company and the 

surrounding community so that the community and company should not be opposed to one 

another. 

However, whether the program matches what the community needs or not still needs 

some further consideration from the company. From the 8 variables asked to the community, 

they think the program does not necessarily match the community needs. This indicates that the 

company has not optimally analyzed and mapped the community needs, thus there is still this 

gap between what the community needs and the program given to them. Additionally, the target 

accuracy is still rated less favorable by the community. 14 percent of the respondents think the 

beneficiaries targeted for the CSR programs are not necessarily accurate. 

 

 
Figure 1. Perceived Community Satisfaction to CSR Programs 

 

CSR constitutes a company’s commitment to provide services to its stakeholders 

(community) and through this it is expected that the interaction and care between the 

community and company will rise. The CSR which can give the society with some advantages 

begins with improvement of CSR service to the community. The improved community 

satisfaction to CSR programs is expected to build the company’s image among the community. 

Nevertheless, the service can only be improved when the company can identify the CSR 

programs’ weaknesses from the community perception assessment. This study gives some 

inputs to the company to strengthen/improve the process in the future so that the CSR programs 

of PT Holcim can match the community needs better and aimed to its beneficiaries more 

accurately. 

 

 Conclusion 

The CSR programs have been implemented using the right method to improve the 

program effectiveness in achieving the improvement of production, community economy and 

satisfaction. The direct involvement model employed to implement the CSR gives an advantage 

of improved intensity of communication between the company and the community, thus both 

parties can share the values and interests of community development. This model can be 
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effective to achieve the CSR programs' objectives, yet the obstacle in its human resources 

(quantity and quality) has led to the delay in the effort of achiving what the community expect 

and need. Improving the quality of CSR administrator quantity and quality can accelerate and 

improve the effectiveness of CSR program implementation. 

The CSR beneficiaries are satisfied with the implementation of CSR programs of the 

cement manufacturer in Cilacap Regency. Yet, the limited human resources in this CSR 

implementation using direct involvement model has led to the less optimal community 

satisfaction in such aspects whether the program has matched the community needs and whether 

CSR program beneficiaries have been accurate. 

The implementation of CSR using direct involvement model needs to be improved to 

make it more effective and intensive. The modification of direct involvement model by use of 

information technology becomes an important alternative to deal with the limited human 

resources. Data management related to the CSR processes and output can be monitored more 

effectively when an adequate information technology is used. This adequate information system 

needs to be immediately implemented by the cement manufacturer in Cilacap Regency to 

complement the CSR implementation with direct involvement model. 
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