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ABSTRACT

The Purpose of this final report is to examine how the process of manual air

domestic flight ticket reservation at PT Sky Manari Tour dan Travel Palembang

and what the obstacle of the process  The data were collected through interview,

literature review,  and documentation. The data source of this final report is primer

data that obtain from PT Sky Manari Tour and Travel Palembang and the

secondary data have the shape of literature review that related with the result of

this final report.  The analysis data that used is analysis qualitative descriptive

which is more discuss to the process.  Based on the finding,  the writer concludes

that the process of manual flight ticket reservation in PT Sky Manari Tour and

Travel can be said that staff ticketing has not been succesfull in service business,

because the staff of ticketing have done yet all of the reservation process based on

literature review.  Staff ticketing never explain to costumers about service that

give by airlines.

keywords:  reservation, flight ticket, travel agent



x

DAFTAR ISI

Halaman

HALAMAN JUDUL ..................................................................................       i

HALAMAN PENGESAHAN ...................................................................        ii

MOTTO DAN PERSEMBAHAN ............................................................       iii

KATA PENGANTAR ................................................................................       iv

UCAPAN TERIMA KASIH .....................................................................        vi

ABSTRAK ..................................................................................................     viii

DAFTAR ISI ..............................................................................................     ix

DAFTAR GAMBAR .................................................................................        x

DAFTAR TABEL ......................................................................................        xii

DAFTAR LAMPIRAN ..............................................................................      xiii

BAB I   PENDAHULUAN
1.1..Latar Belakang .......................................................................        1
1.2..Perumusan Masalah ...............................................................        3
1.3. Ruang Lingkup Pembahasan...................................................        3
1.4. Tujuan Penelitian.....................................................................       4
1.5. Manfaat Penelitian ..................................................................       4

1.5.1... Manfaat Praktis ...........................................................       5
1.5.2... Manfaat Teoritis ..........................................................       5

1.6..Metode Analisis Data..............................................................            5
1.6.1.  Metode Penelitian.........................................................           5
1.6.2.  Teknik Pengumpulan Data...........................................            6
1.6.3.  Teknik Analisis Data....................................................            7

BAB II  TINJUAN PUSTAKA
2.1..Pengertian Pemasaran dan Manajemen Pemasaran................        9

2.1.1....Pengertian Pemasaran.................................................        9
2.1.2....Pengertian Manajemen Pemasaran.............................        9

2.2..Prosedur...................................................................................       12
2.3..Kepariwisataan........................................................................      12

2.3.1....Pengertian Kepariwisataan..........................................        12
2.3.2....Tujuan Kepariwisataan Indonesia...............................        13
2.3.3....Prinsip-prisnsip Kepariwisataan..................................       13



xi

2.3.4....Pemasaran Pariwisata..................................................        14
2.4..Usaha Jasa Pariwisata ............................................................      16

2.4.1....Jasa Biro Perjalanan Wisata .......................................      16
2.4.2....Jasa Agen Perjalanan Wisata ......................................      17

2.5..Definisi Pesawat Udara ..........................................................      17
2.6..Definisi Bandara......................................................................     18
2.7..Tiket.........................................................................................     18

2.7.1....Pengertiaan Tiket ........................................................     18
2.7.2....Jenis Tiket ...................................................................     18
2.7.3....Komponen Tiket Pesawat Reservasi ..........................      19

2.8..Reservasi.................................................................................      20
2.8.1....Pengertiaan Reservasi.................................................      20
2.8.2....Availability Status of Seat (AVS) ...............................      21
2.8.3....Time Limit ...................................................................     21
2.8.4....Cancelation Ticket ......................................................     22
2.8.5....Pelayanan Pendukung Reservasi ................................      22
2.8.6....Beberapa Hal yang Harus Diingat oleh

Staff Ticketing ............................................................      23

BAB III GAMBARAN UMUM PERUSAHAAN
3.1..Sejarah Berdiri PT Sky Manari Wisata ..................................      25
3.2..Visi Dan Misi PT Sky Manari Wisata.....................................      25
3.3..Struktur Organisasi PT Sky Manari Wisata............................      26
3.4..Produk-produk PT Sky Manari Wisata...................................      28

BAB IV HASIL DAN PEMBAHASAN
4.1.Prosedur Reservasi Tiket Pesawat Domestik Sriwijaya

Air di PT Sky Manari Wisata
Tour dan Travel Palembang......................................................     30

4.2.Kendala Yang di Hadapi oleh PT Sky Manari
Tour dan Travel Palembang dalam Pelayanan
Reservasi Tiket Pesata Sriwijaya Air ......................................      48

BAB V  PENUTUP
3.1..Kesimpulan.............................................................................      49
3.2. Saran .......................................................................................     50

DAFTAR PUSTAKA



xii

DAFTAR GAMBAR

Halaman

Gambar 3.1    Struktur Organisasi PT Sky Tour Manari Palembang ..........          26

Gambar 4.1    Tampilan Awal Sistem Reservasi Sriwijaya Air ................... 34

Gambar 4.2    Tampilan Setelah Login.........................................................  34

Gambar 4.3    Tampilan Input Pencarian Destinasi...................................... 35

Gambar 4.4    Tampilan Segmen Penerbangan ............................................  36

Gambar 4.5    Tampilan Segmen Penerbangan yang Dipilih ...................... 37

Gambar 4.6    Tampilan Proses Booking Seat ............................................. 37

Gambar 4.7    Tampilan Proses Input Nama Calon Penumpang.................. 38

Gambar 4.8    Tampilan Proses Input Nomor Telepon

     Calon Penumpang.................................................................. 39

Gambar 4.9    Tampilan Detail Waktu Limit Pembayaran ..........................  40

Gambar 4.10  Tampilan Daftar Booking Reservasi Pesawat .......................  42

Gambar 4.11  Tampilan Proses Pembatalan Tiket .......................................  42

Gambar 4.12  Tampilan Proses Cetak Tiket ................................................  43

Gambar 4.13  Tampilan Daftar Issue Pesawat .............................................  44



xiii

DAFTAR TABEL

Halaman

Tabel  4.1   Prosedur Reservasi Tiket Pesawat Domestik  Sriwijaya Air

di PT Sky Manari Wisat Tour dan Travel Palembang .............. 31

Tabel  4.2   Ketentuan Umum Rebook dan Reroute Tiket Sriwijaya Air......  46

Tabel  4.3   Perhitungan Rebook dan Reroute Tiket Sriwijaya Air............... 47

Tabel  4.4   Ketentuan Umum Refund Tiket Sriwijaya Air........................... 47

Tabel  4.5   Perhitungan Biaya Refund Sriwijaya Air................................... 47



xiv

DAFTAR LAMPIRAN

Lampiran  1    Lembar Rekomendasi Ujian Laporan Akhir

Lampiran  2    Lembar Kesepakatan Laporan Akhir Pembimbing I

Lampiran  3    Lembar Kesepakatan Laporan Akhir Pembimbing II

Lampiran  4    Lembar Konsultasi Laporan Akhir Pembimbing I

Lampiran  5    Lembar Konsultasi Lapiran Akhir Pembimbing II

Lampiran  6    Lembar  Tanda Persetujuan  Proposal Laporan Akhir

Lampiran  7    Permohonan Surat Pengantar Pengambilan Data dari Ketua Jurusan
Administrasi Bisnis

Lampiran  8    Surat Permohonan Pengambilan Data dari Pembantu Direktur I

Lampiran  9   Surat Pemberian Izin Pengambilan Data dari PT Sky Manari Wisata
Tour dan Travel Palembang

Lampiran 10 Invoice Reservasi Pesawat

Lampiran 11 Listing Isued Tiket Pesawat Sriwijaya Air Januari-Maret
2016 di PT Sky Manari Wisata Tour dan Travel Palembang

Lampiran 12 Surat Izin Tempat Usaha PT Sky Manari Wisata Tour dan Travel
Palembang

Lampiran 13 Daftar Wawancara


