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AKTIVITAS INTERNAL COMMUNICATION PADA SERVICE
STANDARD, DELIVERY AND QUALITY FOR CABIN SERVICE
PT. CITILINK INDONESIA

Shasvi Amazida Darmawan
ABSTRAK

Citilink Indonesia merupakan Unit Strategi Bisnis (USB) yang mandiri dari
PT. Garuda Indonesia Airlines. Citilink memiliki visi untuk menjadi maskapai
penerbangan berbiaya murah terkemuka di kawasan regional dengan
menyediakan jasa angkutan udara komersial berjadwal, berbiaya murah, dan
mengutamakan keselamatan. Untuk mencapai visi tersebut diperlukan aktivitas
komunikasi internal dengan manajemen awak kabin pesawat. Awak kabin
pesawat memiliki peranan penting dalam menerapkan peraturan keselamatan
selama penerbangan. Divisi Service Standard, Delivery, and Quality merupakan
divisi yang berkaitan langsung dengan pemberi arahan serta informasi dalam
melakukan penerapan peraturan keselamatan penerbangan untuk awak kabin.
Selama praktik kerja magang, penulis turut membantu divisi Service Standard,
Delivery, and Quality untuk melakukan aktivitas komunikasi internal perusahaan
yang melibatkan awak kabin Citilink. Melalui praktik kerja magang, ini penulis
mendapatkan kesempatan untuk mendapatkan ilmu pengetahuan dan pengalaman
baru di dunia kerja, serta mengetahui pentingnya komunikasi internal dalam
penerapkan peraturan keselamatan penerbangan, menjaga performa dan kualitas
perusahaan, dan menciptakan citra yang baik bagi peruasahaan.

Kata kunci: Awak Kabin, Employee Relations, Komunikasi Internal, PT Citilink

Indonesia.
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AKTIVITY OF INTERNAL COMMUNICATION PADA SERVICE
STANDARD, DELIVERY AND QUALITY FOR CABIN SERVICE
PT. CITILINK INDONESIA

Shasvi Amazida Darmawan

ABSTRACT

Citilink Indonesia is an independent Business Strategy Unit (USB) from PT.
Garuda Indonesia Airlines. Citilink has a vision to become the leading low- cost
airline in the region by providing scheduled, low-cost, and safety-first commercial
air transportation services. To achieve this vision, it is necessary to carry out
internal communication activities with the management of the aircraft cabin crew.
Aircraft cabin crew has an important role in implementing safety regulations
during flight. The Service Standard, Delivery, and Quality Division is a division
that is directly related to providing directions and information in implementing
flight safety regulations for cabin crew. During the internship, the author helped
the Service Standard, Delivery, and Quality division to carry out internal
corporate communication activities involving Citilink cabin crew. Through this
internship, the author has the opportunity to gain new knowledge and experience
in the world of work, as well as know the importance of internal communication
in implementing aviation safety regulations, maintaining company performance
and quality, and creating a good image for the company.

KeyMicrosoft Word: Cabin  Service, Employee Relations, Internal
Communication, PT Citilink Indonesia.

iX
Aktivitas Internal Communication, Shasvi Amazida Darmawan, Universitas Multimedia Nusantara



DAFTAR ISl

HALAMAN PERNYATAAN TIDAK PLAGIAT ....ccoct it i
HALAMAN PERSETUJUAN ...ttt iii
HALAMAN PENGESAHAN........ccotiiiiiiaieie ettt 1\
HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH UNTUK
KEPENTINGAN AKADEMIS ....ccoiiiiiiiiiiieiieiie ettt %
KATA PENGANTAR Lottt ssesaeateasaasaasaessessessessessasbesseessesseses Vi
ABSTRAK Lttt bbb bt bttt b nh bbbttt ens viii
AB ST RACT ..ttt st re e e esaassesseaesaeaseaseaseasaessansessenaenseabennearaanaanaensensenes iX
DAFTAR ISL ..ottt st b e sb e sbe bt abe e st et e b e st e abesbeabeeneeneas X
DAFTAR GAMBAR ...ttt st anaara e e s e saesnesaeanesraanaeneeneenes Xi
DAFTAR TABEL ..ottt ettt sttt ae st sne b anesneesens xii
DAFTAR LAMPIRAN ..ottt sttt ste e asaanaesaesesnessesnessassasnaanaansenens Xiii
BAB | PENDAHULUAN ........ooiiiititiieieieie et essnesne b snesnesnesneas 1
1.1, Latar BelaKang ..........oocooveiiiiiiiiiieee s 1
1.2, Tujuan Kerja IMaganQ.......c.ccueerueieeiueerueseesueessesseesseessesseesseessessssssaessesseens 8
1.3.  Waktu dan Prosedur Pelaksanaan Kerja Magang..........cccccoeeverencncnnnnne. 9
1.3.1 Waktu Pelaksanaan Kerja Magang...........cccceevueieeiieeieeseenesineseesieennenns 9
1.3.2 Prosedur Pelaksanaan Kerja Magang .........c.ccooveeeeeiienenenenenesesenns 10
BAB Il GAMBARAN UMUM PERUSAHAAN ......cccocoiiieieieie e 12
2.1 Profil PErusanaan...............coooueiiuereaieiieseeeeseesieaeeseesse e sreeseeenessneeneas 12
2.1.1 Sejarah Perusanaan ..........cccveeeieeiueiieieeie e st esie e 12
2.1.2 LOQO PEruSaNaan ........coueiuiiueiiiniiiiesieieie sttt 13
2.1.3 Visi dan Misi Perusahaan ...........ccccoioineneienesieeeeeee e 14
2.1.4 Nilai dan Budaya Perusahaan ............ccccoereiinininieniieee e 14

2.2 SErUKEUr PErUSAN@AN..........cviiiieiiecieiieeee e e 16
2.2.1 Struktur Grup Perusanaan...........ccoeeoeieienene s 16
2.2.2 Struktur Organisasi Perusahaan...........ccccoveviiieeieiiie e e e 17
2.2.3 Ruang Lingkup Divisi Service Standard Delivery and Quality............ 17
BAB 111 PELAKSANAAN KERJA MAGANG ........cccoiiieieriie e 20
3.1 Kedudukan Dalam Kerja Magang.......c.cccocereruerininenrsieesienenenieseesne e 20
3.2 Tugas dan Uraian Dalam Kerja Magang .............ccccevveiveiieesieecieesnenn, 20
3.2.1 Uraian Pelaksanaan Kerja Magang..........ccocevereiinienieieenenesiesesieanne 25
KWAVA - OGIEWEE SN R S BRW O BWER. 57
3.2.3 SUE Y. ... B ... SR ... B B 58
BAB IV SIMPULAN DAN SARAN ......ooiieee et 59
4.1 SIMPUIAN.....ooi e 59
42 S@rgn.a.g- 80P P N R ALy 61
1. Perusahaan PT. Citilink INAONESIA ........cccverveieeiiiiieiie e 61

2. Universitas Multimedia NUSaNtara...........ccccoeveveeieninneeieneeneee e 61

3. Mahasiswa yang akan mMagang .........cccererereneneneeieeeseene e 62
DAFTARRBUSTAKA ... 0. N AN e B E N 63
DAFTAR LAMPIRAN ..ottt 65

X

Aktivitas Internal Communication, Shasvi Amazida Darmawan, Universitas Multimedia Nusantara



DAFTAR GAMBAR

Gambar 1.1 Pertumbuhan subsektor angkutan udara...............ccocooovveeieicicnnnnnen 1

Gambar 1.2 Skytrax Certified of Covid-19 Safety Rating.............c.ccccceevverveinenen, 3
Gambar 2.1 Logo CItIIINK ... 13
Gambar 2.2 Logo SiPP CitilinK...........ccoivoiecieeceee e 14
Gambar 2.3 Struktur Grup Perusanaan..............ccooeuiiininieieneiese s, 16
Gambar 2.4 Struktur Organisasi Citilink Indonesia...........cccceeveevveveiieeiecnesnene. 17
Gambar 2.5 Ruang Lingkup Divisi Service Standrad Delivery and Quality........ 18
Gambar 3.1 “Service Guide Book” versi Microsoft Word.............cccoceiveiiininnenn. 30

Gambar 3.2 “Service Guide Book” versi Adobe INdesign...........cccoevereiiriennne. 30

Gambar 3.3 Pembuatan Design Animasi Contoh Dialog Employee Service........ 32
Gambar 3.4 Bentuk Fisik Design Animasi Contoh Dialog Employee Service......32
Gambar 3.5 Draft CSN 026.........uiuiiiieierienieniesiesiesressesseeseeseessessessessessessessessenses 33
Gambar 3.6 Dokumen Standard Service Video Tutorial............cccccooeiiiininnnnnn. 34
Gambar 3.7 Flyer Digital “Serve With Integrity” .........ccccoooeiiiiiencisieiienenne 35
Gambar 3.8 Flyer Digital “Health Life Style” ............ccccooouiiiiniiiiiiiiiiiiiin, 37
Gambar 3.9 Flyer “Cara Mencuci Seragam” .............ccoevrereiinenenieenenseienennens 38

Gambar 3.10 Flyer Digital “Cara Merawat Sepatu’ ..........cceververeesreesieenearennnnns 39
Gambar 3.11 Flyer Digital “Minuman Herbal” .............ccccooviviiiviieiiieiece e, 40
Gambar 3.12 Flyer Digital “Service Recovery” .........cccouvonvniiviiininiiienene, 41
Gambar 3.13 Flyer Digital “KomuniKasi’™ ........ccccorererenenesiesreereeneneseseseesnenns 42
Gambar 3.14 Feedback Form Cabin SErviCe ..........ccccocevvviiiiinieeieiiie e 43
Gambar 3.15 Hasil Feedback Form Cabin Service..........ccoovevvveneneieieiiene 44
Gambar 3.16 Formulir Kehadiran Pembuatan Video Make Up Tutorial............... 45
Gambar 3.17 Data Jumlah Pembagian Voucher Make Up...........cccccoovevieiieniiennn, 46
Gambar 3.18 Menyusun Dokumen Cabin Service...........ccoovvereniiinieniseeee, 47
Gambar 3.19 Flyer Digital kampanye CSR “MiSayo0..........ccovrerereireneieneniennnn. 49
Gambar 3.20 Dokumentasi Kegiatan CSR “MiSayo”........ccccurvrrrrerienenenesennenns 50
Gambar 3.21 Flyer Digital kampanye CSR “Happy Tummy”...........c..c..ccourene. 51
Gambar 3.22 Dokumentasi kegiatan CSR “Happy Tummy”.........ccccceovreiernnnnne 52
Gambar 3.23 Flyer Digital kampanye CSR “Peduli Lansia” ..........c.cc.ccceovvennenn. 53
Gambar 3.24 Aktivitas InSpeksi FIOPS CGK ......cc.oioviiiiiiiiiiiecieiee e, 54
Gambar 3.25 Aktivitas Pengambilan Gambar untuk SGB...............ccccecveviieinnnnn, 55
Gambar 3.26 DoKUmMENtasi SGB...........ccooviiiiiei et 56
Gambar 3.27 Aktivitas Pembuatan Benchmark List Pelayanan FA..................... 56

Xi

Aktivitas Internal Communication, Shasvi Amazida Darmawan, Universitas Multimedia Nusantara



DAFTAR TABEL

Tabel 1.1 Jumlah Penumpang CitilinK..........ccooiiiininiiiiceeeeees 2

Tabel 3.1 Timeline Tugas MagaNnQ..........ecueieerueiieiieireesreaieseesieaeesreesseseeseesaens 21

Tabel 3.2 Ringkasan Tugas MINQQUaN.............cooiiieieieninenisieseeeeeeese s 22
Xii

Aktivitas Internal Communication, Shasvi Amazida Darmawan, Universitas Multimedia Nusantara



DAFTAR LAMPIRAN

Lampiran A. Surat Pengantar MBKM O1.........cccocniiiiiininininieccee e 65
Lampiran B. Kartu MBKM 02 Magang Track 2..........cccccceevvriiieieeneiieseesiesnenns 66
Lampiran C. Daily Task MBKM 03..........cccciiiiiiiiiiiiiisieesiece e 67
Lampiran D. Tabel Ringkasan Kerja Magang........ccccceeveieeieeriesiecnesineseeseeeennes 72
Lampiran E. Lembar Verifikasi Laporan Magang MBKM 04................ccccooueeneee. 82
Lampiran F. Pengecekkan Hasil TUMNITIN..........ccccoiiiieiieeieeie e 83
Lampiran G. Form Bimbingan Laporan Magang...........cceouerverenenenesienieseenennn. 84
Lampiran H. Surat Penerimaan Magang PT Citilink Indonesia.............cc.cccv....... 85
Lampiran |. Surat Keterangan Selesai Magang...........cccoovvrvreeienenenesiesescenen. 86

Lampiran J. Dokumentasi Dengan Rekn-Rekan JKTDQ PT Citilink Indonesia..87

Xiii
Aktivitas Internal Communication, Shasvi Amazida Darmawan, Universitas Multimedia Nusantara



