THE ROLES OF CUSTOMER SERVICE OFFICER IN MANAGING THE RELATIONSHIP WITH THE
PASSENGERS AT TERMINAL B

OF ADISUTJIPTO INTERNATIONAL AIRPORT YOGYAKARTA

ALMA RIZKA ANDIYANI, Dewi Cahya Ambarwati, SIP.,M.A

UNIVERSITAS perstas Gacjah Mada, 2016 Dlundah i e eposior ugm.ac.l
TABLE OF CONTENTS

COVER PAGE ...ttt ettt b et e et e st e e sbeesnbeennee s I
APPROVAL SHEET ...ttt ettt bbb et eesne e e I
STATEMENT OF ORIGINALITY ..o ii
ACKNOWLEDGEMENT ....cccoovrvoeoeososnssoossossssssssessoessssssssssssssssesssesssesssosssoesnoe iv
INTISARI ettt ettt ettt et e e sbe e et e e e be e et e e nbeeanbeenneeas Vi
A B S T R A T Sttt b et b e b e e bt e a bt e e bt e e bt e b e et e e e be e et e e nreeenne e vii
TABLE OF CONTENTS w..ooooocoeoosoeoesssomssonssessssssssssoesssssssss oo viii
TABLE OF FIGURES.....ccccoovvmsvnssosssossssosssssssossssssssesssessssssssssosssssssssesssssssosssoesnoe i

CHAPTER 1 INTRODUCTION

1.1 Background Of STUY ........c.coviiiiieiece ettt nre s 1
1.2 ODJECHIVES OF STUY ......oeitieiecie et re e te e nre s 3
1.3 SCOPE OF STUAY ...ttt bbb 3
1.4 MEthOT OF STUY ..o 3
1.5 PrESENTALION ......eevieeieie ittt sttt bbbt b e s et e b e besbe bt b e b e e e e nee e 5

CHAPTER 2 GENERAL DESCRIPTION ABOUT PT ANGKASA PURA | (PERSERO)
ADISUTIJIPTO INTERNATIONAL AIRPORY YOGYAKARTA

2.1 Historical BaCKgroUNd ............ccooouiiiiiieiiiic ettt 6
2.1.1 The Establishment of PT Angkasa Pura | (PErsero) .........ccoceevveveeveieeseesieseeennn, 6
2.1.2 The Establishment of Adisutjipto Airport Yogyakarta...........ccccceevveniniinienicnenn. 7

2.2 VISION NG MISSION ...ttt e e st te e e sre e teaneesneenaeeneesseenseeneenrees 9
F N Y 1S [ ] DSOS SRS 9
2.2.2 IVHISSION ...ttt e bttt b ettt e se e bt et e e st e e bt e nbe e st e aneene e 9

P T I T o T o PSSPV PRURORPRRPIN 10

2.4 BUSINESS FIIU ...ttt ena e e e neeneenre s 11

2.5 AINPOIt FACTITIES ....veeiee e e et e e nte e snee s 12



THE ROLES OF CUSTOMER SERVICE OFFICER IN MANAGING THE RELATIONSHIP WITH THE
PASSENGERS AT TERMINAL B

OF ADISUTJIPTO INTERNATIONAL AIRPORT YOGYAKARTA

ALMA RIZKA ANDIYANI, Dewi Cahya Ambarwati, SIP.,M.A

GUAT)SXER%L/*DSA Universitas Gadjah Mada, 2016 | Diunduh dari http:/Jetd.repository.ugm.ac.id/

2.6 Organizational STIUCTUIE .........cveiieie et e e e nreenee s 13
2.6.1 GENEIAl MANAYET ......ccveeiieeie ettt et e te et e et e st e aeebesnnesraeneenee e 15
2.6.2 Airport Operation and Readiness Department............cccoevererenieiecnenene s 15

2.6.2.1 AIrpOrt SEIVICE SECHION ..ottt 15
2.6.2.2 Airport FacCilitieS SECHION.......ccvcviiiieieee e 15
2.6.2.3 Airport Fire Fighting and ReSCUe SECLION ..........cceevveriiiieiieie e 15
2.6.2.4 AIrpOrt SECUILY SECHION .....c.eeiviiiitiiiiiiieieeeeee e 15
2.6.3 Safety Management System, Quality Management and Customer Service
DEPAIMENT ...t 16
2.6.3.1 Safety and Health Environment SECLION ..........cccccevieiiiie v 16
2.6.3.2 Quality Management SECTION .........cciiiriiieieieiese e 16
2.6.3.3 CUSTOMEr SEIVICE SECLION ....oevveiiiiiieieeie ettt 16
2.6.4 Sales DEPAMMENT ........coiiiiicie ettt e sre e re e 16
2.6.4.1 Aviation and Cargo Sales SECLION ...........cccevveviiiece e 16
2.6.4.2 Property and Advertising Sales SECtion ... 17
2.6.4.3 Food and Beverages Sales SECHION .........cciieieiiniieseseee e 17
2.6.4.4 Retail SECHION ....voiiiiiiiiiiciee e 17
2.6.5 Finance and Information Technology Department...........c.ccoevveieiieeneciie e csie e, 17
2.6.5.1 ACCOUNTING SECLION .....cviiiiiiieiiie ettt 17
2.6.5.2 TrEASUIY SECLION ...euviiviiiieiieieite sttt bbbttt bbb 17
2.6.5.3 Information Technology SECtiON..........ccccccveivevi i 18
2.6.5.4 Corporate Social Responsibility...........ccooeiiiiiiiiii e 18
2.6.6 Shared Service DePartMeNt..........ccooiiiieiiiiiiseeeee e 18
2.6.6.1 Human Capital SECION..........cciiiiiiiiieieiiee e 18
2.6.6.2 General Affairs and Communication SECLION ...........ccccevvvviieierereienese e 18
2.6.6.3 ProCUIremMENt SECLION ......oiuveiuieiieie ettt et 18

CHAPTER 3 THE ROLES OF CUSTOMER SERVICE OFFICER IN MAINTAINING
THE RELATIONSHIP WITH THE PASSENGERS AT TERMINAL B
ADISUTJIPTO INTERNATIONAL AIRPORT YOGYAKARTA

3.1 Explanation 0f CUSTOMET SEIVICE ........coviiiiriiiiiiieiiisiieeee et 19



THE ROLES OF CUSTOMER SERVICE OFFICER IN MANAGING THE RELATIONSHIP WITH THE
PASSENGERS AT TERMINAL B

OF ADISUTJIPTO INTERNATIONAL AIRPORT YOGYAKARTA

ALMA RIZKA ANDIYANI, Dewi Cahya Ambarwati, SIP.,M.A

GUAI\IIDIJVAE—IR[SVII-/I—\/I\DSA Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/
3.2 Explanation of Customer RelatioN...........ccceiveiiiieie e 22
3.3 Customer Relationship Management............ccocueiieieeieiieie e sre e 23

3.4 Customer Service of PT Angkasa Pura | (Persero) Adisutjipto

International AIrport YOQYaKarta.........ccceiveieiienenie e see s st 26
3.5 The Performance of Customer Service Officer in Terminal B of
Adisutjipto International Airport YogyakKarta...........cccccevvvereiieiieenesiieseesesieseesie e 28
3.6 CRM in Terminal B of PT AP | Adisutjipto International Airport Yogyakarta.............. 29
3.6.1 Standards of Service EXCEIENCE ........cccoiveiiiieiieeee e 29
3.6.2 Terms Of Service EXCEIIENCE .......ccccooiiiiiiee e 30
3.6.3 Identification of Service EXCEHENCE .......ccoovvieiiiiiiiicee e 32
3.6.4 Basic Action Of Service EXCEIENCE .......ccciveieiieiiee et 34
3.7 Customer Satisfaction Index as the Measurement of Customer Satisfaction .................. 36
CHAPTER 4 CONCLUSION ...ttt sttt nanns 40
WORKS CITED. ...ttt sttt s e e e e naa e e e na e e et e e et e e et e e anneeeanneas Xii
APPENDICES ..ottt sttt b ettt ne ettt ne s Xiii
LIST OF INFORMANTS. ...ttt sttt e sttt neane s Xiv
LIST OF INTERVIEW QUESTIONS ...ttt XV
CURRICULUM VITAE. ...ttt ettt e st e snta e ta e st e e e snte e e snaaeeneaeaneaeanes XVi
CERTIFICATE OF INTERNSHIP ....coooviiiit e Xvii

LOG BOOK .. xviii



