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ABSTRAK

Service Recovery merupakan istilah umum untuk upaya sistematis oleh
perusahaan untuk memperbaiki masalah setelah kegagalan layanan dan
mempertahankan niat baik pelanggan. Service Recovery perlu diterapkan karena
setiap usaha tidak akan luput dari kegagalan layanan, termasuk Sriwijaya Air.

Penelitian in1 menggunakan metode penelitian deskriptif dengan
pendekatan kualitatif. Penelitian ini bertujuan untuk mengungkap penerapan
strategy service recovery yang dilakukan oleh Sriwijaya Air dalam meningkatkan
pelayanan pelanggan serta hambatan penerapan strategy service recovery yang
dilakukan oleh Sriwijaya Air dalam meningkatkan pelayanan pelanggan.

Hasil penelitian ini Sriwijaya Air sebagai maskapai penerbangan di
Indonesia yang telah beroperasi sejak 2003 dalam penanganan Service Recovery
menerapkan empat strategi dalam meningkatkan pelayanan pelanggan yaitu
Strategi SO (Strength-Opportunity), Strategi WO (Weaknesses-Opportunity),
Strategi ST (Strengths-Threats), dan Strategi WT (Weaknesses-Threats).
Hambatan yang dihadapi PT Sriwijaya Air antara lain kurangnya pengetahuan
produk pada staff garis depan, hal tersebut diperlukan training secara berkala dan
pemahaman product knowledge agar dapat teratasi. Kelemahan selanjutnya
adalah kurangnya pembaruan pada SOP atau Service Recovery Guidance Book.
Serta waktu penyelesaian tidak sesuai dengan harapan pelanggan.

Kata Kunci: Service Recovery, Strategi, Pelayanan, Pelanggan, Sriwijaya Air
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ABSTRACT

Service Recovery is a common term for systematic attempts by companies
to fix problems after a service failure and show good intentions. Service Recovery
needs to be implemented because there will always be imperfection in service
delivery, including Sriwijaya Air.

This research uses a descriptive research method with a quantitative
approach. This study aims to reveal the application of service recovery strategy
and the barriers to implementing service recovery strategy undertaken by
Sriwijaya Air in improving customer service.

The results of this research Sriwijaya Air, as an airline in Indonesia that
has been operating since 2003, in conducting its Service Recovery could apply
four strategies to improve its customer service which are SO strategies (Strength-
Opportunity), WO strategies (Weaknesses-Opportunity), ST strategies (Strengths-
Threats), and WT strategies (Weaknesses-Threats). The obstacles faced by PT
Sriwijaya Air include the lack of product understanding at the employee level, this
requires regular training and well understanding of product knowledge in order to
be resolved. The next thing to do is the lack of update in the SOP or Service
Recovery Guidance Book. And also the timing of the preparation did not meet
customer expectations.

Keywords: Survey Research, Strategy, Management, Delegation, Sriwijaya Air
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