Causes of the Problem

1. lwas anew and inexperienced staff at TW
Travel.

2. The two of my senior staff did not delegate
the task to me for fear that | would make
mistakes in the process of booking and
issuing the tickets.

3. TW Traveli would have to accept the
consequences if | made a mistake in the
process of booking and issuing the tickets.

— allowed to book and <

Potential Positive Effects

1.1 will know the right
procedure to book and issue
the ticket.

<= ticketing staff by observing —>

Potential Positive Effects

1.1t is easier for me to
understand how to book
and issue the ticket.

2. It creates better working
environment.

< | take initiative to approach  m—

Potential Positive Effects

1. The senior ticketing staff could
fix my mistakes immediately.

2. I will know at that moment what |
should do next in booking and
issuing the tickets.

APPENDIX A

FLOWCHART
Problem Effects of the Problem
AS a juniOI’ t|Cket|ng 1. ﬁ;i?ezcgsgggesr}g:at TW Travel, | gained
Staﬁ:, I was nOt 2. Itis time inefficient both for the customers who

have come to TW and I.

3. The senior ticketing staff has to spend more

issue the tiCketS for time to do ticket booking and issuing for my
customers.
the customers at TW

ﬂ Potential Negative Effects

t - .
1% Potential Solution 1. The senior ticketing staff
may feel inconvenient.

I learn from my senior

the way they book and issue
the ticket for the customers.

ﬂ Potential Negative Effects

an Potential Solution 1.1t is time consuming for me and
my senior ticketing staff to learn

how to book and issue the tickets.

and ask the senior staff to
personally teach me how to
book and issue the tickets.

ﬂ Potential Negative Effects

3" potential Solution 1.1, as a junior ticketing staff
might depend on my senior

<— | learn to perform my task — staff in the processes of

booking and issuing the

while accompanied by the s
tickets.

senior ticketing staff.

|

Chosen Solutions

I learn from my senior ticketing staff by observing the way
they book and issue the ticket for the customer’s also
taking initiative to approach and to ask the senior staff to
personally teach me how to book and issue the tickets
and | learn to perform my task while accompanied by the
senior ticketing staff.
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APPENDIX B
SAMPLE OF TICKETS
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Merpati

‘our Booking: M284JG
gency Code: 12996
iooking Date: 28/07/11 6723702
PWP: 01.001.636.8-051.000
1ssenpers
Lastnnme Hrstmame Title Iype

01 PUSPITASARI WARIH MRS ADULT
ights

Fight From To Date hep Arr Class Status
01 MZ616 Bandung (BDO) Surabaya (SUB) 25/08/11 06:05 07:15  Economy class CONFIRMED
ckets and Seats
light  Pussenger Name Ticket Seat  Fndorsement & Restrictions

12616 PUSPITASARY WARIH

Joles

6212105900684

Batas waktu 3 jam setelah Booking:Noshow Fee 90% Pax bayar

Refundabie(Charge 50%Pax bayar);NonRerouteable;NonExtendable

Stalus, Date

assenger Uinits Charge \mount

DULT 1 Fare 750,000.00
w 5,000.00
EC 5,000.00
Administration Fee 6.000.00

yments

escription

icke! Cost & Fee

redit Agency Account
UTST ANDING BALANCE

Carriage hereunder Is subject
» the Republic of Indonesia act
0. 1 of 2009 concerning flights In
cordance with the rule of law
nd other rule of the carrier, PT.
erpati. Nusantara Airlines, which

an integral part of the contract
nd which is accessible for audit at
e carrier sales office.

Your alrlines ticket Is
ectronically stored in our system
M Iis subject to conditions of
intract

280711

EXCESS BAGGAGE

8. You will be required to pay a
charge for carriage of Baggage in
excess of the free Baggage
allowance. These rates are
available from us upon request.

9. Carrier assumes no liability for
money, jewelry, documents and
valuable papers, electronics items
(cellular phone, camera,
computer) etc., kept in the

PPN Total
75,000.00 835,000.00 IDR
6,000.00 IDR

Total 841.000.00 IDR

Credit De bit

841,000.00 IDR
841,000.00 IDR

0.00 IDR

16. Carrier assumes no liabllity
for misconnection/unsynchronized
flight schedule, either outbound or
inbound for any flight schedule
using other airlines.

DANGEROUS GOODS

17.  FOR  SAFETY REASON
DANGEROUS ARTICLES SUCH AS
COMPRESSED GASES /
FLAMMABLE / NON FLAMMABLE /
POISONOUS / CORROSIVES /



1a-Air Ticket file.//iD-/BUBAT/pesawaVE-TICKET BATAVIA AlR/keterangan

BATAVIA AIR E- TICKET ITINERARY

wmie TCMPUD P

Agent Name ¢ TIKI WISATA

Issued By : ko ( 1050253 ) BATAVL/A-AIR

Telp : 021-3925882

Issued Date : 06-JUL-11

TCPUD

Itinerary

Passenger Details

( 1. RACHMAT MAULANA /Mr. 6717135670262 j

Pemeriksaan Keamanan Bertujuan untuk Keselamatan dan Kelancaran penerbangan

Flight Detall 1
Dep/ Arr Alrport/City Date Time Flight Number Class Baggage
Departure Ambon (AMQ) 07-JuL-11 13.20 LT Y6-344 M 20 Kg
Arrival Jakarta (CGK) 07-JUL-11 1605LT

Valid Until  : 04-SEP-11
Condition  : NON ENDORS, NON REROUTE, NON OPEN DATE, REFUNDABLE,

_'l._T_- Local Time == o ) o o (oo . =
Fare Calculation o= 3
Fare Flight Detail Fare Type Basic Tax-Iwjr-Fs Service Total Pax Total
Fee
1,556,364.00 5,000.00 '
1 Adut 1R 161.136.00 IOR 108 1 1,722.500.00 IDR
Grand Total » 1,722,500.00 IDR'

"MULAI TGL 10 OKTOBER 2010, PENERBANGAN DOMESTIK BATAVIA AIR BEROPERASI SECARA
PENUH DI TERMINAL 1C BANDARA INTERNASIONAL SOEKARNO HATTA JAKARTA
RESERVASI 24 JAM +62 21 38999888

KANTOR PERWAKILAN BATAVIA INTERNATIONAL :

KUCHING - MALAYSIA GUANGZHOU - CH™A SINGAFORE
Banay Udwra A Basges Lot L2L - 05, leved 2 Humshs Dong Foad Mo 128 Room 1309 £0 Arpont Bouand Unit 8815.000.07
Kuching nmatonat Agon A M atona okl Change Apon Teeming! 2
Kecking 53728 - Mataysia Guaegahoy 510062 - Cvna Sngapom §1054)
Telp (+60) 82526 29 Tolp (+66) 205520 6350 Telp {+65)65 42 8812
Fas («60) 82629 168 Fax (+B5) 206120 6254 Fan (+65) 65 42 1067
Emat sales Meh@batods w oo i E-mad sabes_con@batava o co g Emat salos_sin@batida s oo d
SYARAT-SYARAT DAN KETENTUAN UMUM
1 Mmmumw‘-“ o 0T pang sngh IR ndor (2] vwmmmwmm Fahun 2009 peng
mmommmwumummmwawmmmm
2 mmmmmmmmmmuws.mzhﬁ‘ . 0 t2rla aaena nda & ddanne Avds

3 Mwmmmmuwmmw-Mmeummmmamm

‘ lxummwmmmmmwm-amwmmwmcmmmmcmnmmm
mwwm-mmmm

5 Mummmzpumsmm—m g Penumgang diming unkh metapor & check in couser gAuangngm 20ua) e sebeb.
mmmmmmwmwmnmmmm-mmmmmmum

- Pesundan heberanghaan

L Wm.ﬁchaclnd-me-mmmwmmmmtmmwmwmmlouunm
Jumghan hembal

i WuMﬂmnwmmmammmMMW‘ o N lermamuk segada ey hagasi

L] mummmmmmmmmmmmmm

06/07/201 ) 12::



Lion Air eTicket Itinerary / Receipt -

This is an eTicket itinerary. To enter the airport and for check-in, you must t‘pres;ent this itinerary recetgt along
with Officlal Government Issued photo Identification such as passport. Identity card or Indoneslans KTP.

Booking Details

Booking reference (PNR): COFIKH Purchased From: Pt Tiki Wisata
Issued date: Thursday, 30 Jun, 2011

Passenger Details

1.| Gusali/Heri Mr 9902163027211 20K IW&MIH

Itinerary Details

Flight Depart Arrive Stops Class Fare Basis Status
JT 796  Jakarta Ujung Pandang 0 Economy - H HOW Confirmed
CGK 8:!’63
Jul 2011 Jul 2011

10:45 hrs 14:0S hrs
CGK-UPG CHECK-IN WITH LION AIR *** BERANGKAT DARI TERMINAL 1A ***
Operated by Lion Air

Fare Details

Published Fare: IDR 1,010,900
Total Taxes: IDR 5,000
Travel Insurance: IDR 15,000
Total amount: IDR 1,030,900
Fare Rules

Booking Class H: Ticket Refund and Exchanges are rermltted with payment of fee and fare difference
(If any) and within a defined deadline. Name Change Is not permitted.

Tour Code
ITID)KT000672
Important Notes

* Check-In closes 45 minutes before departure time.

* Please be at the gate 30 minutes before departure time.

* If paid by credit card please note that the credit card used must be presented by the card holder for
verification at check-in or 300 may be denled boarding.

* Log on to www.llonair.co.ld for conditlon of carriage and other terms and condition.

* Baggage allowance for each operators (20Kg for JT and ISKﬂ for Iwz.

* Bagasl cuma-cuma untuk setiap maskapal penerbangan (20Kg untuk JT dan 15Kg untuk TW).



APPENDIX C

PROCESS OF BOOKING AND ISSUING TICKET AT TW

A. Main Menu

f@ M AR - Vo Mahw e - B - AY 4 Lownlssos 1FT TR Wisata | Rokso:
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¥ 0o you want Google Crvome 1o save vour pessword?  Save password  Newer lor this s48

3_.; This poge 5 1n | Indoneslan « Woukd you ke 1o ranslars I1? | Translate  MNope

MOVEL System
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I e
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Juak 41
B
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021345 2449

Latest Informations
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: B. The Process of Checking The Airline Fliﬂht Schedule
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D. The Display on The Screen after Booking Process
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E. The Process of Issuing the Ticket
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',_ F._The Display on The Screen after lssuing Ticket
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APPENDIX D
THE LIST OF INTERVIEW QUESTIONS

. What is your name?

. What is your background of the study?

. What is your job title?

. How long have you been working as a ticketing staff?
. Could you tell me your job descriptions?

. Could you explain the process of issuing the tickets?



APPENDIX E

THE TRANSCRIPTION OF THE INTERVIEW

Name of Interviewee: Nesya

Day/ Date : January 30, 2012

Time :11.00 AM - 01.00PM

Venue : TiKi Wisata Travel Bandung

ALICE Siang mbak. Bisa diperkenalkan ehh dulu namanya siapa?

NESYA Boleh. Nama saya Nesya. Umurnya 19 tahun. Latar belakang

pendidikan saya dari Sekolah Pariwisata.

ALICE Eehh... Pengalaman kerjanya ehh berapa lama trus, sebagai
apa gitu?
NESYA Pengalaman kerja saya satu tahun di travel Java Star, eeh

untuk bagian tiket domestik.

ALICE Berarti bagian tiketing yah?

NESYA lyah.

ALICE Kalau di Tiki Wisata sendiri sebagai tiketing staff juga ya?
NESYA lyah, Ticketing staff.

ALICE Pekerjaan.. Kalau boleh tahu pekerjaan ticketing staff itu apa

aja ya. Mulai dari apa..eeh. apa gitu..
NESYA Ooo boleh. Eeh.. Pekerjaannya sih paling kalau misalnya ada

perm..permintaan tamu untuk penge pengecekan jadwal



ALICE
NESYA

ALICE

NESYA
ALICE

NESYA

ALICE

NESYA
ALICE
NESYA
ALICE
NESYA
ALICE
NESYA

penerbangan nanti kita bisa bantu. Gitu...

Mulai dari apa?

Mulai dari pengecekan jadwal, misalkan reservasi tiket yah.
Contohnya tahap- tahap pertama itu pengecekan jadwal,
setelah itu pembookingan dan terakhir mhh pengissuean
ticket.

Ehmm, oia mbak, saya masih ada satu hal yang mau saya
tanyain yah...

Heeh.

Berhubungan dengan issuing ticket, bisa diceritain ga proses
issue proses issuing ticket dari awal sampe akhirnya itu kayak
gimana?

Boleh. Hhh, pert... langkah pertama itu kita mengecek jadwal,
klo misalnya udah confirm orangnya nanti kita booking, klo
misalkan orangnya jadi, jadi issued gitu, kita mhh bisa bantu
issued buat issuedin tiket ehh penumpangnya.

Berarti proses dari awal sampe akhirnya, ehh pengecekan
jadwal dulu yah?

lyah, pengecekan jadwal...

Trus...

Pembookingan langsung pengissuedan tiket.

Ohh, itu mhh issuing tiket itu.

lya.

Mhh, oke deh gitu aja. Makasih mbak atas waktunya

lya...



