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Agenda Pengukuran CSI

1. Survei CSI meliputi pengumpulan data kuesioner dan wawancara
Penumpang, Cockpit Crew, Station Manager, Konsesioner, Kargo
oleh Petugas Pelaksana Survei (Surveyor). Dokumen : Panduan Survei,
Data Kuesioner 5 Pelanggan, Daftar Sampel Survei.

2. Rapat Manajemen dan Observasi (onsite/online) bersama Tim
INACA untuk verifikasi hasil tindak lanjut perbaikan, memonitor
standar pelayanan (Level of Service) terkini, dan verifikasi

pelaksanaan survei (Surveyor Briefing, Passenger Interview).
Dokumen : Daftar Prioritas Perbaikan, Daftar Tindak Lanjut Perbaikan, Summary
Data LoS, Video dan Foto fasilitas pelayanan.

3. Penyusunan Berita Acara dan Dokumen hasil kegiatan survei
untuk diolah lebih lanjut oleh INACA menjadi Laporan Akhir.

Dokumen : Berita Acara, Daftar Hadir Rapat, Foto Kegiatan.
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Airport Service Quality

Level of Service (LoS)
Tingkat Pelayanan

Tingkat pelayanan untuk jasa
kebandarudaraan (PJP4U, PJP2U,
Pemakaian Counter, Pemakaian Level of Services
Garbarata) yang diterima oleh
) yang (Internal/Hard Measure)

pengguna jasa

\

PRODUCTS &

(Eksternal/Soft Measure

Customer Satsifaction Index (CSI)
Indeks Kepuasan Pelanggan

Nilai kepuasan pengguna bandar udara
yang menunjukkan  ukuran  Kkinerja
pelayanan bandar udara dalam memenuhi
kebutuhan dan harapan pengguna.
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Indikator CDI dan CEl

Customer Dissatisfaction Index (CDI)
* Rasio jumlah keluhan terhadap total pujian dan keluhan

*  Mengkonfirmasi kualitas pelayanan dari sisi yang berlawanan vyaitu
ketidakpuasan; CSI fokus pada peningkatan pelayanan (Service
Improvement), CDI fokus pada perbaikan pelayanan (Service Recovery)

Customer Engagement Index (CEl)

* Ukuran tingkat keterhubungan komunikasi antara pelanggan bandara dan
pihak pengelola bandara beserta pelayanan jasa bandara yang
diselenggarakan melalui saluran korespondensi secara online dan offline

*  Komponen indikator : Passenger Waiting Time (CEI-1), Passenger Spending
Rate (CEI-2), Feedback Channels Usage (CEI-3).
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CSI AP | dan Formula

CSI PT. Angkasa Pura |
Rata-rata dari CSI bandara-bandara yang berada di
bawah pengelolaan AP I.

Very Satisfied

CSI Bandara

Nilai gabungan semua CSI Pelanggan dengan bobot
Expectation = = = === = = = = = Perceived tertentu :

CSI Passenger 60%

CSI Cockpit Crew 10%

CSI Station Manager 10%

CSI Concessionaire 10%

CSI Cargo 10%

Perceived >
Expectation

Perceived <
Expectation

Not Satisfied at All

CSI Penumpang

DIRECTLY REPORTED SATISFACTION Rata-rata dari semua CSI Variabel Penumpang.
dengan Penilaian (Rating Scale) : ]

5 = Sangat puas (kinerja >> harapan) CSl Variabel

4 = Puas (kinerja > harapan) Rata-rata tingkat kepuasan pelanggan terhadap
3 = Cukup (kinerja = harapan) suatu variabel.

2 = Tidak puas (kinerja < harapan)
1 = Sangat tidak puas (kinerja << harapan)

” Inspiring Genuineness
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Tujuan Pengukuran CSI

UMUM

Mendorong peningkatan pelayanan PT Angkasa Pura | secara berkelanjutan
melalui pengukuran kualitas pelayanan bandar udara yang dinyatakan oleh Indeks
Kepuasan Pelanggan (Customer Satisfaction Index, disingkat CSI) dan Indikator-
indikator relevan lainnya

KHUSUS

1. Mengukur Indeks Kepuasan Pelanggan (CSI) bandar udara kelolaan PT Angkasa
Pura | melalui survei pelanggan.

2. Menjaring informasi permasalahan pelayanan dan saran pelanggan jasa bandar
udara melalui kuesioner, wawancara, dan observasi.

3. Analisis Kepentingan-Kepuasan, saran pelanggan, dan hasil observasi untuk
menentukan prioritas perbaikan dan peningkatan kualitas pelayanan jasa bandara.

4. Mengukur indikator kualitas pelayanan relevan lainnya : Customer Dissatisfaction
Index (CDI) dan Customer Engagement Index (CEIl)

5. Mengetahui profil pelanggan bandar udara khususnya penumpang pesawat
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Metodologi

SURVEI

Penumpang, Cockpit Crew, Station Manager, Konsesioner, Kargo

OBSERVASI

Terminal Penumpang, Sisi Udara, Terminal Kargo

RAPAT MANAJEMEN
Verifikasi Tindak Lanjut Perbaikan
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Responden dan Sampling

PENUMPANG

Sampling Acak Stratifikasi Proporsional (Proporsionate Stratified
Random Sampling - PSRS) dengan target sampel 300 berdasarkan
Tingkat Kepercayaan 95% dan Toleransi Kesalahan

COCKPIT CREW

PSRS berdasarkan Tingkat Kepercayaan 95% dan Toleransi Kesalahan
STATION MANAGER

Sampling Jenuh/Sensus atau minimum 80%

KONSESIONER

Sampling Jenuh/Sensus atau minimum 80%

KARGO/EMPU

Sampling Jenuh/Sensus atau minimum 80%
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Responden 2023

NO RESPONDENT

A PASSENGER
DOMESTIC
INTERNATIONAL

B COCKPIT CREW
DOMESTIC FLIGHT
INTERNATIONAL FLIGHT

C STATION MANAGER
CONCESSIONAIRE

E CARGO

DPS

300

147
153
120
65
55
39
162
14

SUB

300

253
47
95
83
12
14
37
15

UPG
300
286
14
87
84
3

42
22

BPN
300
297
3
56
53
3
15
55
10

BIK MDC

300 300

300 276
0 24
6 21
6 19
0 2
6 9
8 24
2 3

AIRPORT
JOG
300
300

N O U i1 O

SOC BDJ
300 300
300 300
0 0
12 31
12 31
0 0
5 3
25 25
10 10

SRG
300
300
0
24
24
0
6
34
9

LOP AMQ KOE

300 300 300
279 300 300

21
29
27
2
7
53
5

0 0
15 22
15 22
0

6 5
11 11
4 5

DJJ

300
300

0
54
54

0

8
24
13

TOTAL

YIA
300 4.500
278

22

37 614
33

4

12 146
56 581
6 132
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Aspek Pengukuran CSI

Passenger
PROTOKOL KESEHATAN PELAYANAN CHECK-IN FASILITAS TERMINAL
Fasilitas parkir Waktu tunggu antrian Trolley
Penerapan protokol kesehatan Kecepatan pelayanan ATM/Bank/Money Changer
Petugas Check-in Tempat duduk
PELAYANAN INFORMASI AC Ruang tunggu

BANDARA

Pelayanan informasi
Rambu/penunjuk di bandara
Monitor informasi

Panggilan penerbangan

PEMERIKSAAN KEAMANAN
Waktu menunggu/antrian
Ketelitian pemeriksaan
Petugas Keamanan

IMIGRASI DAN BEA CUKAI
Waktu tunggu antrian imigrasi
Petugas Imigrasi

Waktu tunggu antrian beacukai
Petugas beacukai

FASILITAS BERBELANJA
Fasilitas belanja, restoran, kafe
Informasi harga

Keramahan pelayanan

Kebersihan Toilet
Kebersihan Musola
Nursery Room

Media hiburan
Internet/Free Wifi
Free Charging
Smooking Room/Area
Kids Zone

LINGKUNGAN
Suasana terminal
Kebersihan terminal

KEDATANGAN
Waktu tunggu bagasi

Transportasi umum keluar bandara
AZZ/~ AngKasarura | AIRPORTS INspiring Lenuineness



Aspek Pengukuran CSI 12
Cockpit Crew

PELAYANAN DAN FASILITAS
PENDARATAN BANDARA

Fasilitas pendaratan visual/PAPI
Runway light

Runway signs

Landing comfort

Safety facilities for take off and landing
Taxiway and Apron pavement
Taxiway and Apron light
Taxiway and Apron marking
Guidance sign/light

Apron cleanlines

Aviobridge services
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Aspek Pengukuran CSI 13

Station Manager

PELAYANAN FASILITAS PETUGAS

Pemenuhan hak/kewajiban Fasilitas check-in Kesopanan dan kecekatan

Pelayanan administrasi Ruang kerja Petugas/Staf pengelola

Standar safety-security AC bandara

Hubungan/komunikasi Telekomunikasi/internet

Penanganan keluhan Listrik Kesopanan dan kecekatan

Penerapan protokol kesehatan  Toilet Petugas Keamanan bandara
Musola
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Aspek Pengukuran CSI 14

Concessionaire

PELAYANAN FASILITAS PETUGAS
Pemenuhan hak/kewajiban Akses logistik Kesopanan dan kecekatan
Pelayanan administrasi Ruang Usaha Petugas/Staf pengelola
Rasa aman usaha AC bandara
Hubungan/komunikasi Telekomunikasi/internet
Penanganan keluhan Listrik Kesopanan dan kecekatan
Penerapan protokol kesehatan  Air Petugas Keamanan bandara
Toilet
Musola
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Aspek Pengukuran CSI 15
Cargo

PELAYANAN FASILITAS PETUGAS

Sistem sirkulasi kargo Parkir Kesopanan dan kecekatan
Aksesibiltas (pintu dan jalan masuk) Area pelayanan konsumen Petugas/Staf pengelola
Tataletak fungsional dan operasional Toilet Terminal Kargo
Rambu-rambu dan display informasi X-Ray

Kesepakatan Tingkat Pelayanan (SLA)  Timbangan Kesopanan dan kecekatan
Efisiensi outgoing/incoming cargo Forklift/Hand Pallet/Pallet Lifter ~ Petugas Keamanan Terminal
Standar safety-security Ruang/fasilitas penyimpanan Kargo

Hubungan dan komunikasi Pencahayaan

Penanganan keluhan Ketinggian dan kekuatan lantai

Penerapan protokol kesehatan Kebersihan gudang

” Inspiring Genuineness
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Importance-Performance Analysis (IPA)
untuk menentukan Prioritas Perbaikan

KURANG PENTING PENTING
v Il
BERLEBIHAN/PERTAHANKAN PERTAHANKAN
1l |
PRIORITAS SELANJUTNYA PRIORITAS PERBAIKAN

Alias : Analisis Kepentingan-Kepuasan
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Hasil Pengukuran CSI

= CSI

CSl Perusahaan
CSI 15 Bandara

CSl dan Tingkat Kepentingan Setiap Aspek Layanan

= INDIKATOR LAINNYA

Indeks Ketidakpuasan Pelanggan (Customer Dissatisfaction Index, CDI)
Indeks Keterikatan Pelanggan (Customer Engagement Index, CEl)

= PRIORITAS PERBAIKAN

Analisis CSI, CDI, CEl, saran pelanggan, dan hasil observasi

digunakan untuk menentukan prioritas perbaikan dan peningkatan
kualitas pelayanan jasa bandara
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CSI Sebelumnya

CUSTOMER SATISFACTION INDEX
PT ANGKASA PURA | (PERSERO)

CSg - 49 478 478 489 4,83 479 4,78 482 477 469 4,70

4,68
4,43
CS12021=4.67 4,08
mCS12022=4.70 4T
i 3+
CSl Interpretation
4.20 - 5.00 = Very Satisfied
3.40 - 4.19 = Satisfied
2.60 - 3.39 = Fair 2
1.80 - 2.59 = Not Satisfied
1.00 - 1.79 = Not Satisfied at All
1
DPS  SU uP BPN  BIK Jo SO BDJ SRG LO AMQ KO DJJ YIA
AIRPORT
CS12018 4,77 4,47 4,42 4,76 4,22 4,58 4,07 4,21 4,44 4,35 4,27 4,22 4,38 - - 4,40
Csl 2019 481 4,63 4,58 4,85 4,42 4,63 4,27 4,40 4,52 4,61 4,44 4,21 4,50 - - 4,53
CS12020 488 4,74 4,69 4,82 4,39 4,69 4,38 4,70 4,75 4,73 4,61 4,39 4,62 4,02 - 4,60
CS12021 490 4,77 4,76 4,89 4,56 4,76 4,46 4,79 4,77 4,80 4,65 4,63 4,69 4,05 4,65 4,67

CSI2022 (RECENT YEAR) 490 4,78 4,78 4,89 4,43 4,83 4,62 4,79 4,78 4,82 4,77 4,69 4,70 4,08 4,68 4,70
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CSI Sebelumnya

CUSTOMER SATISFACTION INDEX 2022

PT ANGKASA PURA | (PERSERO)
478 4,78
SUB  UPG

4,89

4,8
| __443 __ | _______
BPN BIK

MDC

CS15 740

CS1=4.70

CSl Interpretation
4.20 - 5.00 = Very Satisfied
3.40 - 4,19 = Satisfied

2.60 - 3.39 = Fair

1.80 - 2.59 = Not Satisfied

1.00 - 1.79 = Not Satisfied at All

DPS

AIRPORT DI YIA

(o] 490 4,78 4,78 4,89 4,43 4,83 4,62 4,79 4,78 4,82 4,77 4,69 4,70 4,08 4,68 4,70
CSI - Passenger 493 489 485 494 464 478 459 485 486 482 490 475 475 433 492 EEWL)
CSl - Cockpit Crew 482 437 440 486 400 466 407 457 419 483 481 466 462 387 454 EEEL
CSl - Station Manager 485 471 483 498 389 499 493 478 493 480 435 464 471 340 453 NP
CSl - Concessionaire 480 481 482 483 404 493 480 499 472 476 455 446 459 398 4,19 NP
CSl - Cargo 494 452 459 463 450 500 491 445 475 493 460 464 454 358 4,07 R

Weight : Passenger 60%, Cockpit Crew 10%, Station Manager 10%, Concessionaire 10%, Cargo 10%
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CSI

CUSTOMER SATISFACTION INDEX
SENTANI AIRPORT (DJJ), JAYAPURA

CS1 5

4,33
OCSI 2021 =4 .05

OCSI 2022 =4.08 4 1

4,08

3,98

3,87

3,58
3,40

CSl Interpretation

4.20 - 5.00 = Very Satisfied

3.40 - 4,19 = Satisfied 2
2.60 - 3.39 = Fair

1.80 - 2.59 = Not Satisfied

1.00 - 1.79 = Not Satisfied at All

PASSENGER COCKPIT CREW  STATION MANAGER CONCESSIONAIRE CARGO CSlI

CSI COMPONENT PASSENGER COCKPIT CREW STATION MANAGER = CONCESSIONAIRE

CSl2018 - - - - - -
Csl2019 - - - - - -
CSl2020 4,09 3,66 3,75 3,88 4,38 4,02
Csl 2021 4,11 3,88 3,56 4,19 4,15 4,05
CSI 2022 (RECENT YEAR) 4,33 3,87 3,40 3,98 3,58 4,08

Weight : Passenger 60%, Cockpit Crew 10%, Station Manager 10%, Concessionaire 10%, Cargo 10%
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Passenger

CSI D Alrport: DJJ n - Jan 1,2022 - Dec 31, 2022 .
ashboard I

Xperience on Airport Services Resource - CSI 20!

Passenger Yearly Air Trip Satisfaction (Max5) Dissatisfaction (Max100%)
300 4.8 432 41%
*20% t 3% 1022 4%

Pa ssen ge r CSI °f5"P°ﬂ = Varlsq Feedback in Da|ly Services

atisfaction ndex (CSI) - Passenger Review and Ct

Satisfaction-Dissatisfaction T AT e

nsidered as Diss

. . 1. DI 100% [E_— 432 0221 Neatral Suggestion M Compliment
of This Airport e ||
P - N|
0812 “|
1218
% 20% 40% 0% B80%
B AC ruang tunggu

B Kebersihan terminal
| Fasilitas belanja/resto
B Kebersihan toilet

$ B sikap Petugas Security
2 B Waktu antrian check-in
g . B ATM/Money changer
X ) 5 B Penambahan penerbangan
% B Protokal kesehatan
f [ I »edia Hiburan
S h
Grand total 100% 432 0221 iy
1-1/1 ¢ )
Gender & Yearly Air Tnps Satlsfactlon Dlssatlsfactlon
" ',{'” Me enLike to F fx Orre Th an Wormen nps Co J .m clo ‘:‘
@ Fomake @ Mak 100% 4.6
20+
1120 — 75% a5 _
H g
0610 § 50% a4 g
2
21 T a

Et
w

42

1s¢/Once 02-05 oe10 11-20 20+
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Passenger
Alrport: DJJ n - Jan 1,2022 - Dec 31, 2022 .

( S I D a S h b o a rd Xperience on Airport Services Resource - CSI 2020-2022
Passenger Yearly Air Trip Satisfaction (Max5) Dissatisfaction (Max100%)
O,
300 4.8 432 41%
*20% t 3% 1022 4%

Importance-Satisfaction & Priority ;

Service ltem Improvement

m Previous Year of Satisfaction (CS

Passenger Priorities

No Services cl CS|  Priority ~ | Service ltems -
f T h . . t 0oy AC ruang tunggu 500 402 4.5 e Aturanruang merokok
o) IS AIr p or 00z Kebersihan toilet 427 404 T nformeat havon produk
/7 = Kids Zone
OFF Aturan/ruang merokok 384 4.05 ~—— Media hiburan
~ Frea wififinternat
occ Media hiburan 3.65 416 —— Kecepatan bagasi

= Waktu antrian security
~— Fasilitas belanja/resto

[=—==x]
==
==
oor Informasi harga produk 326 413 N
o]
s
L)
=
==
<

ou Kebersihan terminal 373 4.26 Keramahan Pramuniaga
0ol Waktu antrian security kW3] 416 =T Ehalgig Statcn
=== Waktu antrian check-in
0J4J Kecepatan bagasi 3.30 420 Transportasi umum
e AC ruang tunggu
oow ATM/Bank 331 423 s Proa da’ SHeekIn
066 Kids Zone 305 417 4 = Kabersihan tollet
1-37/37 > 2020 2021 2022
Importance-Satisfaction Matrix
More Important-Less Satisfaction is More Priontized
RéMfb{irambu Bandara ‘!‘
i Monitor informast
46 1
1
1
|
1
45 1
Tempat gudyifs. a
_ Sikap Petud@aasedidan tolley
8_ » Charging Staticn
agé’ Meseha anSu@sana terminal
g 1 , Free wififinternet
e ey ke d PR __. _______________________________________
Kebersihan terminal
& P °
rosedur paiteé n
Kecepatal) bagasl
|
"“"’sm antrian se%umy Media hiburan
® Informa® hargq produk <
L |
a1 !
1 Aturan/ruang merokok Kebersihan toilet
: - Py AC ruang tunggu |
4 ' ®
3 325 35 375 a4 425 45 475 5
IMPORTANCE (C),
#//7 AngkasaPura e




Passenger

Alrport: 0JJ

CSI Dashboard

Passenger Yearly Air Trip

300 4.8

*20% t3%
Airline

Passenger Flying Behavior
of This Airport

@®uon ®Garuda @ Snwijaya @ Wings  ® others

Activities Dunng Waltmg for Departure

The Scheduled Departure Time

Maore Than an Hour Before

I internet I Cafe Restaurant
B shep MM Smoking M Reading WM TV

>1 Hour

0% 10% 20% 30% 40%
Why Not Shoppmg at Alrport ?
! Wome Vi Pri Sh oppINg
B vale B Female

No Need

Not Attractive

2 3 Bring Your Own
No Time

0% 25% 50% 75%
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Flying Behavior Resource : CSi 2020-20:

50%

100%

Jan 1,2022 - Dec 31, 2022 .

Waiting Time Spending Rate
01:01:33 Rp96K
5% t 53%

Who is more frequent flyer ?

100% 10

78
&
s a
H
28
o
CwiSevants Enterpreneus Miktary
Private Co Labor Student Professional
Transport to Alrport and Tlme Arrived
Before Departure, Which Moda Tend On Time ?
100% 80
75% 60 ’g
3
40
&
wi
Private Car Company Car Metorcycle Bus/Shuttle
RentCa Onlne Taxi Ondne Ok Regular Taxi
Purpose of Trlp and Spendmg Rate
at Shop, Cafe, Res Waiting for Departure
100% 150K
p143K
75% Rp103K i
FpEIK RpEIK 3 100K B
a8
£
50%
§
S0
28% @
e

Personal Leisure Official Business



Passenger

Alrport: D)) mn -

Demography

CSI Dashboard

Paal. a:agr_ ZE %[- Male)
Airline
Passenger Demography
of This Airport

Occupation Group & Education
] f Passenge i

B0

ing Room

B a) Junior H.5.
Civil Servants l

I b) Senior H.S.

| ) Azsociate/
Bachelor

W d) (Past)graduate

Enterpraneur
Private Co |
Labor
SOE I
Student |
Military

Frofessional

Age Group & Gender

Just Click on Bars to Know Frequent Flyer Segment

N Hale

ch N Female

41-50

3140

—
24

2130

20

100

#//7 AngkasaPura

Jan 1,2022 - Dec 31,2022 -

Resourc

Age Monithly Income
5% t 30%
hyanmar
(Burma) Philippine Sea
Thailand I“- with
. -hina S8
Jibadane vienam  Philipginez
i
Malaysia
Indonesia » *
. -~
- danda Sea Papua Naw
. Lrabrs Gey  Buinea
NT —
an —
Google Keybuand shortcuts _Wap dta D222 Boogle, INEG! Temnaof Use

Domicile
Wiz I"\I..'-l'

1. Jayapura 402 I
2. Sentani 26 5% NN

3 Tirnike EELY |

4, Biak 2.4%0

5. Makassar 2.4%0

Bl Merauke 2.4%0

T Arso 1.6%]0

B. Manakwari 1.6%]1

5. Jakarta 1a%l

10 Lombok 1.6%1

1-20/28 £ %

Education Group & Monthly Income

income Seems Relafed f

1an% 158
Rp1 7.6

-

108 E‘
;
=

U g
E:

o

A Junisr H.5. chAssooateBachekar
b} SeniorH S, d} (Postigraduate



Pilot

Jan 1,2022 - Dec 31, 2022 .

CSI D I I I Alrport: DJJ m -
a S o a r Xperience on Airport Services Resource - CSI 2020-2022

Pilot Flying Hours
66 9.4K
*32% 1%

Air Crew cSlofArport

Pifot (Cockpit Ci

Satisfaction-Dissatisfaction P "
of This Airport | -

Grand total 100% 387 -0.01+
1-1/1 ¢ S

Captaln & Co Pllot Flying Hours

Absolut 1 uld have expe r move fiying hours

@ Cigtain Pt @ CoPiiot
20K+

25 10K |

#//7 AngkasaPura

Satisfaction (Max5) Dissatisfaction (Max100%)
O,

3.87 40%

-0 1 9%

Varled Feedback From Pllot ‘

nt and Corm

’ Alrlme -

Suggestion I Compliment Neutral
Compliment-Compl B Comp

N

s . -
st m m
Trigena BA
[ |
Wings
Mopah
(%9 0% 20% 30% 40%

B Landing comfort
I FOD (grass, animal)

* Taxiway/apron marking
. rar

B Runway signs

B ATFM (OTR holding, delay)
N ILS/Nawgation Auds

B Taxiway/apeon pavement
B Avicbridge servce

B Runway light

=

Complaint _Suggestion
| —— <)
LT I!H-

Satlsfactlon Dlssatlsfactlon

Pilat Flying Hours: Carrelated with Satisfaction or Dissatisfaction
100% 42
403
§ 75% am
o
4 &
H %
4 ;
g b
i ul
T o
S 28
0% EX

-5K 10K 15K 20K 20K+



CSI Dashboard

Air Crew Priorities
of This Airport

#//7 AngkasaPura

Pilot

Alrport: DJJ n -
Xperience on Airport Services
Pilot Flying Hours
*32% 1%

Jan 1,2022 - Dec 31, 2022 .

Resource - CSI 2020-2022

Satisfaction (Max5) Dissatisfaction (Max100%)

3.87 40%

4-0.07 1 9%

mportance-Satisfaction & Priority Service ltem Improvement
ustomner In nce Cil} - Customer Satisfaction Index {CS]) From Previous Year of Satisfaction (CS))
No Services ci CSI  Priority ~ Service ltems -
00H Taxiway/apron marking 441 3560 (I 5 — Landing comfort
0oc Runway signs 456 365 (NN Teyaponmading
Runway signs
00F Taxiway/apron pavement 4.69 376 =] 45 — Taxiway/apron light
i —— Guidance signs/light
00D Landing comfort 422 380 [N —— Taxtweay/apron pavement
00l Guldance signs/light 380 375 (N = Safety facllities
= Runway light
008 Runway light 439 397 N « Apron cleanlines
00A PPl 500 415 [ A Iop Aoy
Papt
006G Taxiway/apron light 328 377 N
00J Apron cleanlines 359 392 [N
00E Safety facilities 386 403 N 3
1-11/1 < > 2020 2021 2022
mportance-Satisfaction Matrix
Wore Important-Less Satisfaction is More Priontized
43 |
Wvicbridge services :
|
42
| PAPI
I
i e
41 :
Safety facilities :
@ ]
= 4 | Runway light
g i ‘Y g
= Apron cleanlines :
g . .
G 39 1
< + o o
§ :undlng‘comfon
: Taxiway/apron light I < i
38 ¥ .P 9 Guidance signs/light i Taxlwaylaptqn pavement
® |
I
3.7 !
5 : Runway signs
i s
I
36 : Taxiway/apron marking
| I
|
3.5 J
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Station Manager

CS I D I I I Alrport: BJJ i - Jan 1,2022 - Dec 31, 2022 -
a S o a r Xperience on Airport Services Resource - CSi 2020-2022

Station Manager Partnership Year Satisfaction (Max5) Dissatisfaction (Max100%)
0,

4 14.3 3.40 60%

8 -20% t23% 4-0.16 T 20%

Sta t i O N M a N a ge r csl ofAlrport ¥ Varnsq Feedback Iirom Alrllnejn .

Customer Satisfaction ihdex (CSI) - Airfine Station Manager Review and Ce

Satisfaction-Dissatisfaction T —— e :
of This Airport

B compliment-Co, Suggestion [ Compliment
BN complaim Neutral

Trigana
- [a—
Ganda
Smwjwya
Citink
(e 5% 0% 15% 20% 25%
I Toilet
B AC ruang kesja
" Fasilitas check-n
a I Hubungan dan komunikasi
— W Parkir kendaraan
—q B Suasana Pandemi
N Kebersihan, sampah, hama
B Ruang kerja

B Penanganan keluhan
— B Operasicnal Bandara

Grand total 100% 340 -0.16 4 -

Complaint_Suggestion

LT 2 &y 0
Airline Type & Partnershlp Years Sausfactlon DlssatIsfactlon
Airfine Type and h of Partnership with Airport Partnership actic
©® Rogda 100%
21+
= 5%
1115 ) 5
£ f
2 7 0610 H ]
E 25% 2
01-05
0 2 4 6 ki

01-08 oe-10 118 21+
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Station Manager

Alrport: DJJ m - Jan 1,2022 - Dec 31, 2022 v
( :S I D a S h b o a rd Xperience on Airport Services Resource - CSi 2020-2022
Station Manager Partnership Years Satisfaction (Max5) Dissatisfaction (Max100%)
O,
4 14.3 3.40 60%
8 -20% *23% $-0.16 1 20%
Importance-Satisfaction & Priority Service ltem Improvement
Station Manager Priorities oo e e o memmee
g No Services ch CSI  Priority ~ [ Service Items -
f T h . Q . t ooL Toilet 500 250 (N 4.5 e Toilet
0 I S I r p O r 00A Pemenuhan hak/kewajiban 371 325 [N srACniang keds
s Penanganan kefuhan
00E Penanganan keluhan 3.58 3.25 = —— Ruang kerja
= Musola
0oc Standar safety-security 365 350 W — Fasiltan hasa
008 Pelayanan administrasi 365 350 [ = Pemenuhan hak/kewajlban
— Sikap petugas security
0oM Musola 300 325 W Pelayanan administrasi
006G Fasilitas check-n 300 325 =7 Stahder safeyyaccintly
= Telekomunikasi/internet
00N Sikap staf bandara 3.00 3.50 [ Sikap stal bandara
= Listrik
00F Protokol kesehatan 300 350 N —— Hubungan dan komurikasi
004 Telekomunikasi/internet 300 350 W 2
1-18/18 ¢ 2020 2021 2022
Importance-Satisfaction Matrix
More Important-Less Satisfaction is More Priontized
38 1
9 1
o | 1
|
1 [Betmydaress frlystairitg)
! é
1
Y == — —— e e
FasiiRascheckin | Penariam jib
® | o @
= 1
73 2 1
e 1
g |
c 3 1
= I
2 :
& 28 ]
1
1
1
26 !
: ! Toilet
1 L)
I
24 1
|
1
l
22
3 325 35 375 4 425 45 475 5
IMPORTANCE (C)
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CSI Dashboard

Concessionaire
Satisfaction-Dissatisfaction
of This Airport

29

#//” AngkasaPura

CSI of Alrport

Concessionaire

Alrport: DJJ n - Jan 1,2022 - Dec 31, 2022 .

Xperience on Airport Services Resource - CSI 2020-2022

Concessionaire Partnership Year Satisfaction (Max5) Dissatisfaction (Max100%)

5 7= 3.97 50%

0% t22% $-0.22 0%

Varled Feedback

on index (CS1) - Concessionaire or Tenant Review

Satisfacti

Airport Proportion csi A [ Terminal -
1. DI 100% IE— 397 022
B Compliment-Complaint
Cafe
Restaurant
% 10% 0% 30% 40% 50% 60%
B AC ruang usaha
I Toilet
00 Kebersihan, sampah, hama
W Pelayanan administrasi
§ B Telekomunikasi/internet
i = B Penambahan flight
I Ruang usaha
'g: 3 B Pemenuhan hak/kewajiban
= B Listrik
i — — P
<
Grand total 100% 3.97 -0.22 4 .

1-1/1 < > 0

Busmess Type & Partnership Years Sausfactlon Dlssatlsfactlon

with Airport Partnership Years Co

i sfaction

Business Type and Length of Partn I
@ Cafe Rostawrant @ Lounge @ Shop 100% 42
1115
§ 5%
4+ 5
: ¥
06-10 3 50% §
i :
2 3853

S
2

36

=
-
N

0n-08 o610 115



Concessionaire
Alrport: DJJ n - Jan 1,2022 - Dec 31, 2022 .

( S I D a S h b o a rd Xperience on Airport Services Resource - CSI 2020-2022
Concessionaire Partnership Years Satisfaction (Max5) Dissatisfaction (Max100%)
O,
5 7] 3.97 50%
0% t22% §-0.22 0%

Importance-Satisfaction & Priority

Service ltem Improvement
{CH) - Customer Satizsfaction Index {CS)) From Previous Year of Satisfaction (CS))

Concessionaire Priorities

Services ci €SI Priority ~ | Service ltems -
Of T h i S Q i r O rt 0ol AC ruang usaha 500 340 4.5 - Ruang usaha
p ooc Rasa aman usaha 500 380 N =—rACRIang Usshe
w— Penanganan kefuhan
00H Ruang usaha 355 3.40 == — Telekoenunikasi/internet
= Toxlet
00E Penanganan keluhan 345 360 N 4 —— Palayanian administraci
00F Protokol kesehatan ao0 380 NN |~ Rasaamanusaha
= Air
00A Pemenuhan hak/kewajlban  3.55 400 N ~ Pemenuhan hak/kewajiban
000 Sikap staf bandara 3.00 400 N 35 Skapalal e
5 e Sikap petugas security
00M Tollet 300 400 N —— Kemudahan logistik
w= Hubungan dan komurekasi
008 Pelayanan administrast 3.00 4.00 = — Lt ik
004 Telekomunikasi/internet oo 400 W 3 = Muscla
1-16/16 < > 2020 2021 2022
Importance-Satisfaction Matrix
More Important-Less Satisfaction is More Priontized
46 ]
Musola I
> :
: Listrik Ar
44 1 <« L
]
]
]
o 2 H
|
|
|
]
]
Pememfuan hak/kewajiban
(TR A N e _. _____________________________________________
= |
& i
]
Pgtokol Resehatan ; Rasa aman usaha
389 H @
]
]
I
Penangana!\ keluhan
36 .l
]
|
I
Huang usaha AC ruang usaha
34 e s
3 325 35 375 a4 425 45 475 5
IMPORTANCE (C)|
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Cargo

CS I D I | I Alrport: DJJ n - Jan 1,2022 - Dec 31, 2022 .
a S o a r Xperience oh Cargo Terminal Services Resource - CSI 2020-2022

Cargo Partnership Year Satisfaction (Max5) Dissatisfaction (Max100%)
0,

16 4.5 3.58 60%

2 167% §-48% 4 -0.57 1 20%

Ca rgo CSI ofAlrport . v ) ) Varleq Feedback N

ustomer Satisfaction index (CS1) - Cargo or Expedition Review and Cc

Satisfaction-Dissatisfaction T — N

1. bM 100% I 358 0.57 4 Neutral N Compl o - c
of This Airport
Domestc
Domestic
Intl.
0% 20% ar 60% 80% 100%

B Fasilitas parkis, kanopi
N Toilet

1 Efisiensi pelayanan kargo
B Kebersihan terminal kargo
§ B Operasional bandara
’g. - B Hubungan dan komurekasi
5. I Protokol kesehatan
o
= B Standar safety-security
1
: R B Forklify, palier, cart, il
% — B Tataletak ruang kargo
8
Grand total 100% 358 -0.57 ¢ 0
1-1/1 ¢S 0
Expedition Type & Partnershlp Vears Sausfactlon DlssatIsfactlon
Expedition Type gth of Partnership with Airpo Partnership Years Comelated with Sa action o
® Domestc @ Domestic kel 100% 4

1115

~
@
*

Dvssatsfaction (COV)
=
E
Sansfaction (CS1)

3 1 01-05

&
b3

01-08 1118
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Cargo

Alrport: DJJ n - Jan 1,2022 - Dec 31, 2022 .

( S I D a S h b o a rd Xperience oh Cargo Terminal Services Resource - CSI 2020-2022
Cargo Partnership Years Satisfaction (Max5) Dissatisfaction (Max100%)
0,
16 4.5 3.58 60%
0 167% §-48% §-0.57 t20%

Importance-Satisfaction & Priority ;

Service ltem Improvement

m Previous Year of Satisfaction (CS

Cargo Priorities

No Services ci csl Priority - Service ltems -
f T h . a . t 00K Fasilitas parkir 5.00 250 N 5 —— Fasilitas parkir
0 I S I r p O r 0aT Kebersihan terminal kargo  4.40 3.00 — N
w— Penanganan kefuhan
0ol Penanganan keluhan 3.62 3.06 fi==] ~—— Kebersihan terminal kargo
=== Area kansumen
ooL Area konsumen 3.60 3.38 f==] —— Rambu/display informasi
00M Toilet 37a 347 HEE Pencahayaan
- SLA
oop Forklift, pallet, cart, dil 335 3.56 == Fasllitas permmpanan
S
00Q Fasilitas penyimpanan 337 3.50 = == TatalctaX fiang kavge
~ Kerataan/ketingglan lamal
00s Kerataan/ketingglan lantal  3.39 363 B ~ Foeklift, paliet, cart, dil
w== Hubungan dan komurekasi
00E SLA 3 3.56 = — Sistem sirkulasi kargo
00D Rambu/display informasl  3.00 350 N 25 = Akssalbliitas kargo
1-22/22 ¢ 2020 2021 2022
Importance-Satisfaction Matrix
More Important-Less Satisfaction is More Priontized
42 |
lensi peldyanan kargo {
|
kap Pe?:! -.as Security |
stem sirkylasi kargo  Hubungan damkeesisilktas Xdtgp kargo
L ] si K 2 <
atan
peliéalayddurasi timbangand
& Standar aa:z:mnﬂkln lan lantal
ataletak rbang kargo lift, pa!la’c‘m, dif
pbu/ 'g'#”“""“ﬂ panahy “ollet 5
4
= ' e | Area konsumen ®
3 34 : 5
|
|
G 32 |
= | Penanganan keluhan
é | ® Kebersihan terminal kargo
3 3 t °
|
|
28 |
|
|
26 1 Fasllitas parkir
| )
|
24 |
|
|
22
3 325 35 375 a4 425 45 475 5
IMPORTANCE (C),
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Saran Penumpang

SARAN PASSENGER 2022 DI
Jumlah Saran = 104

AC ruang tunggu
Kebersihan toilet
Kebersihan terminal
Tiket hangus

SARAMN UMUM

Sikap Petugas Security
Media hiburan

Free wifi/internet
Aturan/ruang merokok
Charging Station

) 25

#//7 AngkasaPura Inspiring Genuineness




CDI Penumpang

34

PENGALAMAN TERBURUK PEMUMPANG DIJ
Responden = 18/300 {65%)

CDI=
8 Tiket hangus
4 Kebersihan toilet
2 Sikap Petugas Security
1 Waktu antrian security
1 Prosedur perneriksaan
1 AC ruang tunggu
1 Parter
25 a

PENGALAMAN TERBAIK PENUMPANG DJJ

0.41 Responden = 26/300 {9%)

Sikap Petugas Security
Suasana terminal

Pusat informasi

Free wifi/internet

Fasilitas belanja/resto/kafe
Ketersediaan trolley
Kebersihan terminal
Perilaku dan budaya
Transportasi umum
Monitar informasi

] 25

Customer Dissatisfoction Index (COI) = Worst Experiences (Complaints)/ (Best Experiences (Compliments) + Warst Experiences (Complaints))

#//7 AngkasaPura
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CEl — Penggunaan Saluran Saran

FEEDBACK CHANMELS FOR PAX - DI

(Number of Users) CEl= 0.16

M= 300

NEVER s 33
Fost Flight Report (CRW)
Meeting [STM, CSN, CGO)
Airport Information Center 1 2%
Contact Center | %
Suggestion W 3%
PC-Kiosk | 0%
WAG, |1G, FB, Twitter Bl g%
Customer Touch Point | 0%
e-Mail, Website | 0%
Mobile Apps | 0%

CH SURVEY | 7

0% 100%

FEEDBACK CHANMNELS FOR CRW, 5TM, C5N, CGO - DI

(Number of Users) el =
M=191
MEVER 19%
Post Flight Report (CRW) 2%
Weeting (ST, C5MN, CGO) 12%

Airport Information Center | 1%
Contact Center %
Suggestion | 0%
PC-Kiosk | 0%
WAG, 1G, FB, Twitter M 3%
Customer Touch Point | 0%
e-Mail, Website | 0%
Mobile Apps | 0%

C5l SURVEY _ To%

0% 100%

Customer Engagement Index (CEl) = Usage of Feedback Channels [0.00 - 1,00)

#//7 AngkasaPura
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Profil Penumpang (1)

PESAWAT KELAS BANDARA TUJUAN
Trigana Lion Ekonomi
11% 005 WK 1%
UG 21%
Sriwii BIK E
riwijaya
e
CakK
DEX
Garuda 7Rl
195 TMH
Bicni Lainnya
Wings 5his
163 0% 0% 25% S0% T5% 100%

#//7 AngkasaPura Inspiring Genuineness




Profil Penumpang (2)

TUJUAN PERJALANAN

Elsnls Lalnnl,ra
Llhuran ‘ . Pribadi
A%
Dinas
20%
AKTIVITAS MENUNGGU

Mernknk 59-3 Bela"ﬂ

I'."Iernl:lal:a

piftah

Reﬂuran 22%
Browsing '
16% Media
Fleﬂ eksi sosial
2a%

TRAMNSPORTASI KE BANDARA

Bus/ TaksiCnline Ciek
Shurtle  11%  (Online]

Lainnya

. 1%
Blobil Sewa W O
18%

Motor olil Pricadi
Pribadi / a1%
10%
Taksi Arpo
1% Mlchil Kantor
13%
ALASAN TIDAK BELANJA
Tidak
Butuh ‘Walktu
455 Tidak Cukug
B
Bawa
Bekal
163

Tidak
hdemarik
1%

1005

5%

5%

100%

7o

50%

25%

37

TIBA SEBELUM BERANGKAT

(MENIT)
0% 0% 3%
75 11%
<30 30-60 60-90 S0-120 > 10
PERJALANAN UDARA
(KALI/TAHUN)
B0
1 1a5
i% 3%

1 -5  B-10 11-200 =20
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Profil Penumpang (3)

DOMISILI

Slaman
Barntul
Yogyakarta
lakarta Barat
KULON PROGD
bapelang
PURMWOREID
KLATEM
Kebumen
Cilacap
Lainnya

A3%
o 25% S0k Fow 100%

PENDIDIKAN

5%

ERE 353

2%
25%

0% 3%

SOYGMP ShA [EFar O R PIRISEE

#//7 AngkasaPura

JENI5 KELAMIN

Perempuan

Al
Laki-laki
56%
PEKERJAAN
Lainnya
F’r-::fesil:-nal % Palajar
Wirausaha 14%
20%
PHS
Tenaga
u:;éa ? THIIPCII.RI
EU MN
B
Pegawai Swasta

IEH

100%

Fo%

253

5%

38

USIA (TAHUN)

24%

3%

<20  21-30 31-40 41-50 =50

PENGHASILAN (JUTA)

1%

25 25-5  5-10 10-20 =20
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Prioritas Perbaikan DJJ 2022

(Verifikasi Tindak Lanjut Perbaikan)

Taxiway/apron

AC ruang tunggu Toilet AC ruang usaha Fasilitas parkir
marking
) ) ) Pemenuhan Rasa aman Kebersihan
Kebersihan toilet Runway signs B )
hak/kewajiban usaha terminal kargo
3 Aturan/ruang Taxiway/apron Penanganan Penanganan
Ruang usaha
merokok pavement keluhan keluhan
4 o _ Standar safety- Penanganan
Media hiburan Landing comfort _ Area konsumen
security keluhan
> Informasiharga  Guidance Pelayanan Protokol it
oile
produk signs/light administrasi kesehatan
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