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Abstract

In Indonesia, air transportation is one type of transportation that is needed by the community in meeting their needs. Therefore,
the rapid development of airlines makes competition among airline service companies, among others, provide various promo-
tions to attract consumers to attract as many passengers as possible. However, in the implementation of service quality is still
neglected by the company, which can be detrimental to consumers (passengers). This research is a normative legal research
using a statutory approach and conceptual approach. The results of this study indicate that the airline service companies in
protecting consumers must comply with the Consumer Protection Law and can through the implementation of CSR programs.
Some CSR implementations by PT. Garuda Indonesia Regarding Consumer Protection is passenger safety, product and service
information, customer complaints service, customer sound management (compliment, suggestion, complaint), and service im-
provement through a representative office.
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INTRODUCTION

As an archipelagic country, Indonesia urgently needs the role of transportation services to connect
one island to another '. With such a large number of consumers, a transportation business or transpor-
tation service transportation business is one of the most lucrative businesses to establish, because it is
needed by service users to connect between islands in Indonesia to facilitate and speed up a trip more
efficiently .

The importance of transportation services to smoothen the wheels of the economy can no longer
be doubted, given the several benefits it has. Among the many businesses, the business of aviation tran-
sportation or air transportation services is one of the most challenging things. Where Indonesia is a very
potential market for an air transportation service company that wants to run the business. Some of the
benefits provided by air transport services include wide reach, relatively short travel time, tariffs that can
still be reached by the community and the security and comfort provided *.
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Air transportation is one type of transportation that is needed by humans in meeting their needs,
especially in Indonesia . Air transportation is the latest and fastest tool with extraordinary range because
it has several advantages, including the speed factor because air transportation uses airplanes that have
high speeds so it is more profitable °.

Indonesia has several regulations governing aviation, one of which is Law No. 1 of 2009 on Avia-
tion (Aviation Law). The presence of the Aviation Law is a milestone in the deregulation of the aviation
business in Indonesia. With this law, the number of airline service companies has increased sharply. The
number of airlines in the aviation service industry is partly because the aviation industry provides the
possibility of obtaining a high enough profit °.

The growth in the number of airlines that provide flight services in terms of consumers (passen-
gers) has a positive impact. With competition between airlines, passengers benefit from offering cheaper
prices and more choices . This alternative option allows passengers to be able to choose airlines that offer
a variety of conveniences such as providing better service and very competitive ticket prices. But on the
other hand, with these cheap rates often ignore the quality of service, where it can cause or even more
alarming can lead to reduced quality in aircraft maintenance so that it is prone to accidents ®. Air tran-
sport, as the wrong one component of the national transportation system, in essence, has a very impor-
tant role in the provision of domestic and foreign transport services. Beyond the conveniences offered
by aviation services, complaints about the quality of this service still arise from consumers, both services
before the flight (pre-flight), during the flight (in-flight), and after the flight (post-flight) °.

So for the problems faced by consumers in the aviation business, in addition to complying with
regulations regarding consumer protection, it is necessary to have a policy from the airline in implemen-
ting its corporate social responsibility to consumers through its CSR (Corporate Social Responsibility)
instruments. In addition to improving the company’s image (branding), CSR implementation is also
a company’s need that is intended to attract consumers into customers (costumer) so they accept the
company’s presence, and CSR implementation can also prevent social conflicts between customers and
airlines.

In 2016, the World Business Council for Sustainable Development defined CSR is the ongoing
commitment of the business community to contribute to economic development and improve the qua-
lity of life of the workforce and their families and the community and society at large °. Today, although
the definition of CSR varies and develops over time, this term usually describes responsible business
behavior that takes into account the economic, environmental and social implications of its business .
CSR is a strong catalyst for company contributions, especially airlines, for sustainable development. CSR
activities can improve the livelihoods of the company’s workforce, surrounding communities or even the
wider area in which the company operates.
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RESEARCH METHODS

The research method used in this paper is a normative legal research method, using the statute ap-
proach and conceptual approach 2. What is meant by a statute approach is an approach based on a review
of legal regulations, related to issues discussed such as the Consumer Protection Law and the Limited
Liability Company Law. The conceptual approach will provide understanding by using doctrines in the
form of opinions of legal experts. This writing is also based on the results of previous studies. The data
used are secondary in the form of laws and regulations, legal research scientific articles '*, and the annual
report of PT. Garuda Indonesia was then analyzed by qualitative analysis techniques.

RESULTS AND DISCUSSION

Consumer Protection Flight Services in Indonesia

Consumer protection according to Article 1 paragraph 1 of Law Number 8 of 1999 concerning
Consumer Protection (the Consumer Protection Law) states that consumer protection is an effort that
guarantees legal certainty to provide protection to consumers . In relation to the protection of consu-
mers of aviation services, consumer protection law is the overall principles and rules that govern and
protect consumers in the relations and problems of providing and using service products **.

Furthermore, Article 2 of the Consumer Protection Law states that consumer protection is carried
out as a joint effort based on 5 relevant principles in national development, namely: 1). The principle of
benefits, intended to mandate that all efforts in the implementation of consumer protection must provide
maximum benefits for the interests of consumers and businesses as a whole; 2). The principle of justice is
intended so that the participation of all people can be realized maximally and provide opportunities for
consumers and businesses to obtain their rights and carry out their obligations fairly; 3). The principle
of balance is intended to provide a balance between the interests of consumers, business people, and the
government in a metrical and spiritual sense; 4). The principle of consumer security and safety, intended
to provide security and safety guarantees to consumers in the use, use, and utilization of goods/services
consumed or used; and 5). The principle of legal certainty is intended so that both businesses and consu-
mers obey the law and obtain justice in the implementation of consumer and state protection to ensure
legal certainty.

According to article 4 of the Consumer Protection Law, consumer rights including consumers of
aviation services are 1). The right to comfort, security, and safety in consuming goods and services; 2).
The right to choose goods and services and obtain goods and services at the exchange rate and conditions
and guarantees promised; 3). The right to correct, clear and honest information about the conditions and
guarantees of the goods and services used; 4). The right to be heard opinions and complaints on goods
and services used; 5). The right to advocate protection, and efforts to resolve and properly protect con-
sumers; 6). The right to consumer guidance and education; 7). The right to be treated or served properly
and honestly and not discriminatory; 8). The right to receive compensation, compensation, or compen-
sation, if the goods and services received are not in agreement or not as intended; 9). The rights regulated
in the provisions of other laws and regulations.

In addition to having rights, aviation service customers also have obligations. The consumer’s ob-
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ligations are regulated in Article 5 of the Consumer Protection Law, namely: 1). Read or follow infor-
mation instructions and procedures for the use or use of goods and services for security and safety; 2).
Good intentions in conducting goods and services purchase transactions; 3). Pay according to the agreed
exchange rate; and 4). Following efforts to properly resolve consumer protection disputes.

Legal protection for consumers of aviation services can be done preventively, can be done by way
of legal protection for consumers carried out prior to the occurrence of transactions by providing protec-
tion to consumers of aviation services through legislation that has been made, so that with the existence
of laws and regulations The consumer is expected to get protection before the transaction because there
are restrictions and provisions governing transactions between consumers and business actors . Then
it can be done by means of legal protection before the transaction, wherein this way the business actor
is expected to voluntarily make regulations for himself to be more careful and vigilant in running his
business (voluntary self-regulation), thus providing protection for consumers. Voluntary self-regulation
can be done by implementing CSR programs.

Then, repressive legal protection for aviation service consumers can be done through the District
Court or outside the Court by the Consumer Dispute Settlement Agency (BPSK) based on the choice
of the parties to the dispute. Legal protection for consumers is needed because consumers are in a weak
position V. Differences in interests between business actors and consumers cause physical, mental, or
consumer disruption and not obtain optimal benefits from the use of these goods and services and the
poor laws that protect consumer interests. With the existence of legal protection for consumers, it is ex-
pected to provide a balanced legal position between consumers and business actors. This is reasonable
because so far the position of consumers is weak when compared to business actors.

Consumer Protection of Flight Services through the Implementation of CSR
PT. Garuda Indonesia

In Indonesia, the obligation to implement CSR is regulated in Article 74 of Law Number 40 of
2007 concerning Limited Liability Companies (Limited Liability Companies Law) and Government Re-
gulation Number 47 of 2012 concerning Social and Environmental Responsibilities of Limited Liability
Companies. Through these regulations the government seeks to provide a new paradigm in the concep-
tion of the company’s business, which starts from the company’s responsibility towards shareholders in
seeking a profit, becoming the responsibility of the relevant parties (stakeholders), namely consumers,
the community around the company, as well as creating a sustainable environment '*.

Through this regulation, companies, and industries that have a legal entity Limited Liability Com-
pany (Perseroan Terbatas / PT) are required to carry out CSR, but this obligation is not merely to impose
a burdensome burden, but rather serve as a mandate that will later be able to create a good social invest-
ment for companies to obtain public trust '°. At this time, the company is no longer faced with responsi-
bilities that favor the aspect of economic benefits, namely the value of the company reflected in financial
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conditions, but also must pay attention to social and environmental aspects, or what is commonly called
the Three Bottom Line. The synergy of these three elements is the key to the concept of sustainable de-
velopment 2.

The concept of CSR which is “voluntary” in Indonesia is expanded as an obligation to care for the
progress and welfare of the local community where the company is domiciled and / or runs its operatio-
nal activities 2. The obligation to implement CSR in companies, especially in company, can be done by
banks through various activity programs that are ideally suited to the strategy and business core of the
airline itself 22. Also, with the increase in awareness of the company for the quality of life, it can create
social and environmental harmonization that can affect the activities of the business world. Then was
born the demand for the role of the company to have social and environmental responsibility. This is one
of the benefits companies can get from CSR activities. In this context CSR activities become customary
law for companies, outside the mandate of the law ».

One of the companies with a limited liability company in Indonesia is PT. Garuda Indonesia (Ga-
ruda Indonesia). Garuda Indonesia has implemented various programs, including the provision of a
variety of flight products and services that meet the needs, quality, support services that are also diverse,
ease of access through the provision of conventional and e-channel service networks, online real-time
services accompanied by the provision of passenger services to manage passenger confidence and satis-
faction . Also, the Company has optimized the Global Contact Center facility to facilitate passengers
who are at home and abroad to obtain better services, including services for social media to handle
complaints and answer passenger questions. This service is available all the time at number 0-804-1-
807-807 or 021-2351-9999. Furthermore, the Garuda Indonesia has established and implemented other
mechanisms related to consumer protection such as follow-up on complaints, customer satisfaction sur-
veys, and customer service improvement programs .

Another form of commitment to guaranteeing the quality of service to customers by the Garuda
Indonesia is also reflected in the acquisition of ISO 9001: 2008 Quality Management System Certification
of Hajj in which each service process is carried out through a series of quality audits by the SGS certifica-
tion body concerning established quality management standards. Garuda Indonesia aims to continue to
maintain international standard services. The company also targets to continuously make improvements
and innovations in service management, especially in increasing customer satisfaction in providing the
experience and comfort of a five-star standard flight .

Garuda Indonesia as a five-star airline continues to innovate on the concept of service that can
be directly enjoyed by Garuda passengers. In addition to increasing the branding of five-star airlines,
Garuda Indonesia also plays an active role in fulfilling its responsibilities to the people of Indonesia. The
Company commits to be able to continue to spread its wings throughout the country. This is a form of
Garuda Indonesias support for government programs. To realize this commitment, Garuda Indonesia
has reopened the Jakarta-London route. The reopening of this route is due to the Company’s courage in
exploring the potential target markets of the Australia-Europe region .

Some CSR implementations by Garuda Indonesia Regarding Consumer Protection is
passenger safety, product and service information, customer complaints service, customer
sound management (compliment, suggestion, complaint), and service improvement through
representative office.

20 Bayu Adi and Moh Afrizal Miradji, ‘Analysis Of Considerations In Csr Aspect Towards Incentive Tax Of Pt
Maspion lii In Sidoarjo Jawa Timur (An Empirical Study of CSR at PT. Maspion III Sidoarjo), International
Journal of Economics, Business and Accounting Research (IJEBAR), 3.04 (2019) <https://doi.org/10.29040/ijebar.
v3i04.783>; Saputra, Ayuningtyas, and Yogasara.

21 Mulia and Joni.

22 Rajiv Kashyap, Raza Mir, and Ali Mir, ‘Corporate Social Responsibility: A Call For Multidisciplinary Inquiry,
Journal of Business ¢ Economics Research, 2.7 (2004), 51-58 <https://doi.org/https://doi.org/10.19030/jber.
v2i7.2902 .>.
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a. Passenger Safety

Regarding consumer safety and health aspects, the Company has a special mitigation measure
through the application of a Safety Management System (SMS) by the best practices of the aviation in-
dustry. SMS is a systematic and comprehensive approach to managing safety in Garuda Indonesia. Also,
the Company has a Safety Policy (Safety Policy) to encourage all employees to actively report potential
hazards and events related to safety aspects while upholding the principle of propriety. A more detailed
discussion on managing safety risks including aspects of consumer safety and health can be found in the
Safety Risk Management %.

b. Product and Service Information

To facilitate services and access to customers, the Garuda Indonesia also conducts socialization
regarding products and services including the latest offers through: 1). Website www.garuda-indonesia.
com; 2). Garuda Indonesia Mobile App is available on Apple Store and Google Play; and 3). Social media
accounts such as YouTube, Facebook, Twitter, Instagram, LinkedIn, and others *.

c. Customer Complaints Service

The Garuda Indonesia provides a variety of access services that are used to facilitate customers in
submitting complaints, including Call Centers, Live Chat, Email, Website, Social Media (Facebook and
Twitter), Suggestion Forms, Customer Service at the Airport, and Sales Offices. To answer passengers’
needs regarding fast and accurate information, Garuda Indonesia’s Global Contact Center operates 24
hours. Passengers can easily and quickly obtain services according to their needs ranging from informa-
tion related to flight products and services to handling flight service complaints *.

In 2019, the number of customer feedback entering Customer Care consisted of 23% Compliment,
5% Suggestion, and 72% Complaint. All customer feedback has been handled by the Service Level Ag-
reement (SLA) determined by the Company and the customer has received an accurate and fast response
as expected. To ensure service quality in Customer Complaint Services, every access is always monitored
and integrated into one Cloud-based application. Thus, communication and coordination between work
units can run effectively and efficiently so that it has an impact on improving the quality of service on
Customer Complaints Services *..

d. Customer Sound Management (Compliment, Suggestion, Complaint)

The Garuda Indonesia manages customer voices by using an integrated system, the Customer Voi-
ce Management System (CVoMS) which is used to improve the quality of handling customer complaint,
effectively implementing service recovery, and increasing the ability to map critical service points. This
system helps the Company in optimizing Customer Feedback Management so that it can make strategic
and appropriate corrective steps *2.

e. Service Improvement through Representative Office

To improve service and passenger access, the Garuda Indonesia has a representative office as part
of a strategic sales network. In 2019, the Company’s total branch offices include 52 domestic branches
and 108 Sales Offices and 16 international branches and 29 Sales Offices. The Company also consistent-
ly encourages increased sales through the Online Sales Partner (OSP) distribution channel which was
introduced in 2014. OSP is a partnership that includes a reservation, inventory and ticketing process that
is integrated with the Garuda Indonesia system through the Application Programming Interface (API)
facility .

Garuda Indonesia has succeeded in strengthening its position as a “5-Star Airline” with internatio-
nal-standard service excellence. This reputation is not only recognized at the national level, but also has
gained its own in the world aviation industry. This proud achievement for Garuda Indonesia certainly
not only represents the achievement of the Company as a world-class airline, but also represents the suc-
cess of the concept of “Indonesian Hospitality” service while at the same time strengthening Indonesia’s

28 Garuda Indonesia.
29 Garuda Indonesia.
30 Garuda Indonesia.
31 Garuda Indonesia.
32 Garuda Indonesia.
33 Garuda Indonesia.
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“Nation Branding” in the eyes of the world *. Therefore, Garuda Indonesia consistently not only strives
to maintain these advantages but also continuously makes improvements and innovations in service
management, especially in increasing customer satisfaction in providing experience and comfort in a
five-star standard flight *.

The implementation of CSR to consumers in the Garuda Indonesia has an impact on increasing the
Customer Satisfaction Index in 2019 by 0.3 points from 2018. The increase occurred almost in all touch-
points (pre-journey, pre-flight, post-flight, post-journey, and specific focus) compared to the previous
period, while the touch-point that experienced a decline was in-flight *. This increase occurred because
the Company has implemented various programs, including the provision of a variety of flight products
and services that meet the needs, quality, support services that are also diverse, easy access through the
provision of conventional and e-channel service networks, online real-time services accompanied by the
provision of services passengers to manage passenger confidence and satisfaction ¥.

CONCLUSIONS

The importance of transportation services to smoothen the wheels of the economy can no longer
be doubted, given the several benefits it has. Among the many businesses, the business of aviation tran-
sportation or air transportation services is one of the most profitable things. In Indonesia as an effort to
protect consumers (passengers), airlines must comply with the Consumer Protection Law. Consumer
protection according to Article 1 paragraph 1 UU Consumer Protection states that consumer protection
is any effort that guarantees legal certainty to protect consumers. The rights of consumers of aviation
services are regulated in Article 4 of the Consumer Protection Law, while the obligations are stipulated
in Article 5 of the Consumer Protection Law. In addition to being subject to the Consumer Protection
Law, airlines can implement CSR instruments in providing protection and comfort for consumers. One
of the companies with a limited liability company in Indonesia is PT. Garuda Indonesia (Garuda Indo-
nesia). Some CSR implementations by PT. Garuda Indonesia Regarding Consumer Protection is passen-
ger safety, product and service information, customer complaints service, customer sound management
(compliment, suggestion, complaint), and service improvement through representative office.
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