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ABSTRAK 
 

Industri penerbangan internasional mengalami perkembangan pesat yang 
turut meningkatkan persaingan dalam hal pelayanan pelanggan. Salah satu aspek 
penting dalam pelayanan adalah peran Customer Service sebagai garda terdepan 
dalam membentuk pengalaman dan loyalitas pelanggan. Penulis melaksanakan 
magang di Emirates Airline, yang dikenal sebagai maskapai global dengan standar 
pelayanan kelas dunia. Selama menjalani peran sebagai Customer Service Sales 
and Agent, penulis terlibat langsung dalam proses pemesanan tiket, penanganan 
perubahan jadwal (reschedule), pembatalan tiket (refund), serta penyampaian 
informasi dan keluhan pelanggan. Dalam pelaksanaan magang, penulis 
menghadapi sejumlah kendala seperti perbedaan budaya komunikasi pelanggan, 
koordinasi lintas divisi yang belum optimal, serta adaptasi terhadap sistem 
internal perusahaan. Untuk mengatasi hal tersebut, penulis menerapkan strategi 
komunikasi antarbudaya, membuat panduan kerja pribadi, dan meningkatkan 
kolaborasi antardivisi. Pengalaman magang ini memberikan pemahaman yang 
nyata mengenai pentingnya pelayanan pelanggan yang profesional, cepat tanggap, 
dan berorientasi pada solusi sebagai fondasi dalam membangun loyalitas 
penumpang domestik maupun internasional. 

 

Kata kunci: Customer Service, Loyalitas Pelanggan, Industri Penerbangan, 
Emirates Airline, Komunikasi Antarbudaya 
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Tiara Ayu Permatasari 

 

ABSTRACT 
 

The international aviation industry has experienced rapid development, 
increasing competition in customer service excellence. One of the most vital 
elements of service is the role of Customer Service, which acts as the frontline in 
shaping customer experience and loyalty. The writer completed an internship at 
Emirates Airline, a globally recognized airline with world-class service 
standards. During the internship as a Customer Service Sales and Agent, the 
writer was directly involved in handling ticket bookings, schedule changes 
(reschedules), ticket cancellations (refunds), as well as customer inquiries and 
complaints. Throughout the internship, several challenges arose, including 
cultural communication differences with customers, lack of efficient inter-division 
coordination, and adaptation to the airline’s internal system. To overcome these 
challenges, the writer applied intercultural communication strategies, created a 
personal work guideline, and strengthened cross-division collaboration. This 
internship provided real-life insight into the importance of professional, 
responsive, and solution-oriented customer service in building loyalty among both 
domestic and international passengers. 

 

Keywords: Customer Service, Customer Loyalty, Aviation Industry, Emirates 
Airline, Intercultural Communication 
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