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MOTTO

“But there are some things that you cannot be sure of. You must take a chance. If
you wait for perfect weather, you will never plant your seeds. If you are afraid that
every cloud will bring rain, you will never harvest your crops. You don t know
where the wind blows. And you don 't know how baby grows in its mother’s womb.
In the same way, you don 't know what God will do—and he makes everything
happen.”

Ecclesiastes 11:4-5 | ERV

“One day you’ll look back and realise how hard it was, and just how well you did”

- The Boy, the Mole, the Fox and the Horse
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui bagaimana penerapan service
excellence oleh petugas ground handling Etihad Airways di Bandara Soekarno-
Hatta. Latar belakang penelitian ini didasari oleh pentingnya peran pelayanan
ground handling dalam membentuk pengalaman penumpang serta menjaga citra
maskapai penerbangan internasional, terlebih di tengah meningkatnya arus
penumpang internasional. Penelitian ini menggunakan pendekatan kualitatif
deskriptif dengan teknik pengumpulan data melalui observasi, wawancara semi-
terstruktur, dan dokumentasi. Penelitian ini mengacu pada teori service
excellence menurut Barata yang mencakup enam dimensi: kemampuan (ability),
sikap (attitude), penampilan (appearance), tindakan (action), perhatian
(attention), dan tanggung jawab (accountability). Hasil penelitian menunjukkan
bahwa sebagian besar dimensi telah diterapkan dengan cukup baik, terutama
dalam kemampuan teknis, kesigapan tindakan, dan kepedulian terhadap
penumpang. Namun demikian, masih ditemukan tantangan dalam hal
konsistensi sikap petugas, belum optimalnya pengecekan grooming secara
formal, serta perlunya penguatan tanggung jawab personal. Berdasarkan temuan
tersebut, penelitian ini merekomendasikan penguatan pelatihan berbasis praktik
nyata, evaluasi sikap dan tindakan secara berkala, penyediaan fasilitas
pendukung seperti grooming mirror, serta penerapan sistem penghargaan dan
after action review sebagai upaya berkelanjutan untuk meningkatkan kualitas
layanan prima secara menyeluruh.

Kata kunci: Pelayanan Prima, Etihad Airways, Maskapai Penerbangan,
Tata Operasi Darat
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ABSTRACT

This study aims to examine the implementation of service excellence by Etihad
Airways ground handling staff at Soekarno-Hatta International Airport. The
background of this research lies in the essential role of ground handling services
in shaping passenger experience and maintaining the reputation of international
airlines, especially amid the increasing flow of international passengers. A
descriptive qualitative approach was used, employing data collection techniques
such as observation, semi-structured interviews, and documentation. The study
refers to Barata's concept of service excellence, which includes six dimensions:
ability, attitude, appearance, action, attention, and accountability. The results
indicate that most dimensions have been applied fairly well, particularly in terms
of technical competence, responsive actions, and passenger attentiveness.
However, challenges remain in maintaining consistent attitude among staff, the
lack of structured grooming inspections, and the need for stronger personal
accountability. Based on these findings, the study recommends strengthening
practical-based training, conducting regular evaluations of staff behavior and
actions, providing supporting facilities such as grooming mirrors, and
implementing recognition systems and after action reviews as part of a
continuous effort to improve overall service excellence quality.

Keywords: Service Excellence, Etihad Airways, Airlines, Ground handling
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