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PREFACE 

 

 This report is written by the writer to fulfill the requirement in obtaining 

the English Diploma III degree. This is a report of job training activities. The 

writer did the job training in the Information Centre Unit of Adisumarmo 

International Airport. 

 This report, entitled “Creating Good Image through Effective 

Communication in Information Centre Unit at Adisumarmo International 

Airport”. It shows the way of Information Centre Unit communicate and its effort 

to create good image with the public. 

 The writer realizes that this paper is far from perfect, so she needs 

suggestion in order to improve this final project. Hopefully, this report is able to 

give beneficial information and give contribution for everyone, mainly the reader. 

 

       Surakarta,       August 2008 

     

          Tri Vyatra Rahmawati 
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ABSTRACT 

 
Tri Vyatra Rahmawati. 2008. Creating Good Image Through Effective 
Communication in Information Centre Unit at Adisumarmo International 
Airport. Faculty of Letters and Fine Arts. Sebelas Maret University. 
 
This final project is written based on the job training in Information Centre Unit 
of Adisumarmo International Airport. The objectives of this report are to know the 
way of Information Centre Unit gives information to the public, and to know the 
Information Centre Unit’s efforts to create good image with the public. 
 
The report shows that the Information Centre Unit did communication in two 
ways, they are direct and indirect communication. Those activities have the 
purposes to give accurate information about the services and facilities in 
Adisumarmo International Airport. Direct communication is communication 
between Information officers and publics directly. The activities of direct 
communications are selling platform or daily pass, giving tourist information and 
the facilities in Adisumarmo International Airport. Meanwhile, indirect 
communication is communication between Information officers and public by 
using media communication. The activities of indirect communications are giving 
announcement through Public Address System, displaying flight schedules in 
Flight Information System (FIDS), and serving the public and passenger with 
telephone information centre. 
 
The report also shows the efforts of Information Centre Unit in creating good 
image are giving effective communication to the public. The efforts of effective 
communication in Information Centre Unit are maintaining source credibility, 
doing two ways communication, and inviting audience participation. Source 
credibility can be maintained by giving accurate information from sources that can 
be trusted. The Information officers do two ways communication to the public, 
both direct and indirect communication. Then, to invite audience participation 
Information officers give the questionnaires to the publics in order to know 
whether Information officer’s services and communications are effective or not. It 
can be seen from the public’s responses. 
 
Effective communication is very important for giving services and communication 
to the public, so that, the Information Centre Unit should improve the quality of 
services and the management of Adisumarmo International Airport, that is PT. 
Angkasa Pura 1 and all division should maintain the image of the company to 
through their activities and services to the public. 
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CHAPTER I 

INTRODUCTION 

 

A. Background 

Adisumarmo International Airport is the only airport in Surakarta that 

serves air transportation. It gives a great influence of communication on 

information, and trade industry. Adisumarmo International Airport is also a main 

gate of industrial investment and tourism in Surakarta. Therefore, PT. Angkasa 

Pura 1 which organizes Adisumarmo International Airport should create good 

image and credibility of services to the public. PT. Angkasa Pura 1 has an 

important role for the development of the airport. It means that PT. Angkasa Pura 

1 and Adisumarmo International Airport should provide good services, 

relationship, conveniences, and effective communication with the public. It is 

because they give services to many people both domestic and foreign people who 

come to Surakarta and use air transportation service. Thus, Adisumarmo 

International Airport needs to build public’s trust and create image between public 

and company. 

Adisumarmo International Airport has many divisions.. One of its 

divisions is Information Centre Unit. Information Centre Unit represents the 

airport as a communicator and it has a duty to transfer the information to the 

public. It also interacts with and serves the public directly. Therefore, 

information’s officers should be able to communicate with publics well. They 

have a responsibility for giving information and services in both spoken and 

written forms, such as, receiving telephone calls, announcing flight’s arrival and 
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departure, giving information of airport’s facilities, selling daily pass or platform, 

giving tourism information, and etc. Information Centre Unit and the officers 

should have the capability for giving correct information from accurate source to 

publics. 

Although Adisumarmo International Airport does not have a public 

relations division, Information Centre Unit does many activities that is related to 

public relation activities. For example, the officers handle the passengers and 

public complaint about flight schedule which is delayed or cancelled. They should 

know how to solve this problem without breaking the relationship with the public. 

It is like the activities of public relations that must be able to maintain and deals 

with the relationship between institutions and its public. It can be seen from its 

service and the officers should have the ability to make a good communication 

with the public. Therefore, the writer is interested in taking job training in 

Adisumarmo International Airport for a month from February 1st until February 

29th, 2008, especially in Information Centre Unit. It is because of the writer can 

apply her knowledge about public relations theory directly and get a new 

experience from it. Moreover, the writer can develop her ability to communicate 

with many people in that company. Based on that, this project is written to know 

how information centre unit communicates with the public and its efforts to create 

company good image. This project is entitled, “The Efforts of Information 

Centre Unit to Create Good Image of Adisumarmo International Airport” 

 

 

library.uns.ac.id digilib.uns.ac.id



B. Objectives 

The objectives of this writing are: 

1. To know how information Centre Unit gives information to the public. 

2. To know the information Centre Unit’s efforts to create company good 

image. 

 

C. Benefits 

This final project reports have some benefits as follows: 

1. To the student. 

The writer hopes that these final projects can give information and 

improve student’s knowledge, especially about Information Centre Unit. 

2. To the Information Centre Unit. 

This report can be used to improve the information’s services to the users 

of airport. 
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  CHAPTER II 
LITERATURE REVIEW 

 
 

A. Image 

Definition of image stated by http://www.agmrc.org is: 

“Image can mean gaining a visual identification of your company by its 
customers such as with a logo. However, it is not limited to this. Image is a part of 
everything you do including written materials, the way you deal with customers 
and others, what people noticed about you, etc. Image is also the way others 
(clients, employees, the community, competitors, etc) perceive your company and 
its product. It is the action you take to bring that about. It means that image must 
make a sense and be believable and accurate.”(in http://www.agmrc.org) 

 

Based on that statement above, image shows, not only the identity of 

company from logo or image, but also how the company can be able to deal with 

publics. The people can identify the company, for example, what the company 

stand for and what the company is all about. Image also represents the existence 

of the company to publics.  

 
 Based on M. Linggar Anggoro (2002 : 69) states that good image is good 

impression which is based on experience, knowledge, and comprehension about 

reality. It means that image is not properly “applied to be more beautiful than its 

reality” because it will make the image confusing. The real image can be shown 

anytime. For example, image can come when there is a problem in an institution. 

The way of solving the problem is to explain what the cause is, whether or not it 

has to do with wrong information or attitude. 

 From the definiton above, the writer concluded that creating good image is 

one of the most important things for an institution or company, because with a 

positive image an institution will be able to retain its existence and could get 

public trust. The company should create good relationship between company with 
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all the public elements or its customers. Spreading the information and explaining 

the fact that is relevant can fix the wrong perceptions about corporate image. The 

company also must keep their quality of services, value of beliefs, and goodwill to 

the public. Therefore, company should keep their image and give a chance for the 

public to tell their opinions.  

 

B. Communication 

B.1. The Definition of Communication 

  According to Rosady Ruslan, S.H. (2001 : 77), communication is derived 

from latin ‘communicatio’ which means ‘announcement’ or ‘exchange of 

thought’. It means that there must be similarity of meaning in the process of 

communication, so that there would be an exchange of thought or understanding 

between communicator (sender) and communicant (receiver). 

 According to John Tondowidjojo (2002 : 14), communication is a process 

when someone tries to transfer the information and get all things that become his 

or her aim. The processes involve sender, message, channel, and feedback. 

 Social life is possible only through the ability to communicate, to transfer 

meaning between individuals. Group activity would be impossible without some 

means of sharing experiences and attitudes. Communication includes all the 

symbols of mind, the means of conveying them, and the means of proserving 

them. To reach, to understand, and to influence another, a person must 

communicate. 
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 Based on Wilbur Schramm, (quoted by Cutlip, Center, and Broom in 

Effective Public Relations) gives the explanation about communication as 

folloews: 

 “Communication (human communication, at least) is something people do. 
It has no life of its own. There is no magic about it except what people in the 
communication relationship put into it. When one studies communication, 
therefore, one studies people – relating to each other and to their groups, 
organizations, and societies, influencing each other, being influenced, informing 
and being informed, teaching and being tought, entertaining and being entertained 
– by means of certain signs which exist separately from either of them. To 
understand the human communication process one must understand how people 
relate each other”(in Cultip, Center, and Broom, 2002: 252) 
 
 In fact, Schramm’s concept of communicaton requires a two way process 

model in which sender and receiver operate within the contexts of their 

prespective frames of reference, their relationship, and the social situation. 

Communication becomes information transmission between communicator and 

conmmunicant. Therefore, they can exchange their tought easily because they 

have the similarity of aims. Then, their aims can be reached by communication. 

 According to Prof. Drs. Onong Uchjana Effendy, M.A., there are two 

kinds of management communication technique, they are direct communication 

and indirect communication. 

a. direct communication 

Direct communication is communication between communicator and 

communicant by face to face communication. It involves interpersonal 

communication and group communication. 

 

 

library.uns.ac.id digilib.uns.ac.id



1. interpersonal communication. 

It is communication between communicator and communicant 

(dyadic communication) or between communicator and two 

communicants (triadic communication). Both dyadic communication 

and triadic communication, the people involved do face to face 

communication. In this communication situation, feedback is given 

directly, in other word, communicator can know the effect of its 

communication at that time. It is called immediate feedback. 

2. group communication. 

It is communication between someone with other persons by face to 

face communication. 

b. indirect communication 

 It can be called mediated communication, because communicator uses 

media to transfer the message to communicant. Media is used because 

communicant is not in the same place as communicator, so that face to 

face communication can not be carried out. It can be classified into mass 

media communication and non–mass media communication. 

1. mass media communication. 

The characteristic of mass communication that distinguishes it from 

interpersonal communication is that the messages are sent to the 

receivers indirectly, using some form of mechanical device. In mass 

communication the source and receiver are not physically in the 

same place. The message is also sent through mechanical devices, 
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such as a radio transmitter which allow it to be reproduced and 

distributed to many receivers at the same time.  

2. non – mass media communication. 

It is a communication using media which do not have characteristics 

like in mass media communication. The medias are letter, telephone, 

telegram, telephone radio, telex, telegraph radio, Closed Circuit 

Televicion (CCTV), film documentation, organization magazine, 

poster, street banner, pamphlet, buletin, announcement board, etc. 

The form of communication is according to the message that will be 

communicated and communicant as a communication target. 

(Effendy, 1993 : 25 – 39) 

 

B.2. Effective Communication 

Public Relations process consists of research, objective, programming, and 

evaluation. Based on Jerry A. Hendrix (2001 : 25 – 39), one of the aspect of 

programming in Public Relations process is effective communication of the 

program. Effective communication depends on source credibility, salient 

information, nonverbal cues, verbal cues, two way communication, opinion 

leaders, group influence, selective exposure, and audience participation. The 

explanations are as follows:  

a.    source credibility. 

Effectctive communication depends on source credibility. It means that the 

success or the failure of the entire public relations transaction can hinge on 
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how the source of communication, the spokesperson for organization, is 

perceived by the intended audience. Credibility involves a set of perceptions 

about sources held byreceivers. The personal characteristics of believable 

sources that continually appear in communication research are 

trustworthiness, expertise, dynamism, physical attractiveness, and perceived 

similarities between the source and receivers. Communication coming from 

high-credibility sources will clearly be  in the best interest of the PR 

program. 

b.  salient information. 

 Effective communication depends on the use of salient information in the 

client’s messages addressed to target audiences. It means that the message 

content must be motivational for intended audiences – it must strike 

responsive chords in their minds. Information that is not salient for 

audiences should be discarded. 

c.     nonverbal cues. 

 A third principle of effective communication involves the use of appropriate 

nonverbal cues in the PR rpogram’s messages. Countless volumes have been 

published on a variety of aspects of nonverbal communication. But for 

purposes of effective programming, the PR practitioner should closely 

examine the nature of the client’s action or special events that are to serve as 

a basis for the overall effort. Choosing appropriate symbols to represent the 

client, focussed eye contact, body movement, or facial communication can 

be the most important aspect of nonverbal communication. 

library.uns.ac.id digilib.uns.ac.id



d. verbal cues. 

 The use of effective verbal message cues, or the actual wording of the 

client’s messages. The two most important characteristics of effective 

language usage are clarity and appropriateness. To be clear, language must 

be accurate. The word in a message should be logically connected – they 

should hang together well. Message should also be appropriate to the client, 

the audience, and the occasion. 

e. two way communication. 

 Two way communication is the fifth principle of effective communication. 

Communication was once considered a linear process involving the 

transmission of a message from a source through a channel to a receiver. 

However, the PR practitioner must program two way communication 

activities that permit audience response or feedback. A variety of print 

oriented response mechanisms are available, such as suggestion box for the 

employee communication, and letters to the editors of publications. The 

most effective means of two way interaction, however, is interpersonal 

communication activities: speeches with question and answer sessions, small 

group meetings, and one on one communication. 

f. opinion leaders. 

 Opinion leaders is the sixth priciple of effective communication. It means 

that the practitioner should seek opinion leaders, or “influentials” who turn 

will communicate with their followers or cohorts. One simple way to 

identify opinion leaders is to catalog the leadership of all important groups 
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in a given community or instittution. Practitioner should create a list of 

opinion leader contracts, much like their media contact list, including all 

relevant data about the leaders, their position, their avaibility, and their 

influence on the other audiences. 

g. group influence 

 Effective communication depends on group influnce. People belong to 

variety of formal and informal groups. The most valued groups, which exert 

the greatest influence in their members are known as reference groups. The 

practitioner’s task is to identify and target for communication key groups 

that can be most useful to the client or organization. 

h.  selective exposure. 

 Eighth principle of effective communication that should be observed by the 

public relations practitioner is selective exposure. Because the objectives of 

public relations include attitude and behaviour modification, the temptation 

is always present to take on the most difficult of all tasks: changing existing 

attitudes or behaviours. Why is this the toughest task? The principle of 

selective exposure holds that people will accept and even seek our 

communication supporting their beliefs.  

i. audiences participation. 

 The final effective communication is audiences participation. This is the 

only means  of communication that encourages audiences self persuasion 

through direct experience or involvement with the client’s services or 

products.  
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C. Public 

 The word “public” comes from “public opinion”, it is a group of people who 

have same importance and same idea about a problem that make conflict come to 

the surface or controversial. (Moore, 1988 : 54) 

 According to John Deweys, which is quoted by Cutlip, Center, and Broom 

in Effective Public Relations, he says that: 

 “Public as an active social unit consisting of all those affected who 
recognize a common problem for which they can seek common situation. He 
wrote that publics are formed by recognation of evil consequence brought about a 
common interest without communication, however, it will remain shadowy and 
formless, seeking, spasmodically for itself, but seizing and holding its shadow 
rather than its substance.” (in Cutlip, Center, and Broom, 2002 : 268) 
 
 From the definition above, it can be concluded that it is important that the 

public relations officer is aware of the whole range of publics that must be 

communicated with. Each public will have a different communication 

requirement, although the information given to each must not conflict. Public has 

an important role in giving opinion and their opinions affect the company, so, the 

company should be able to make a good relationship with all publics. 

 

D. Information 

 Information is a term with many meanings depending on conflict, but is as a 

rule closely related to such concepts as meaning, knowledge, instruction, 

communication, and representation. According to John Tondowidjojo (2002 : 4), 

information is a help that is given through communication in order to get 

suggestion and decision as his or her interest and prosperity.  He also says that the 
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main elements of information are to tell the meaning and form the understanding 

about the information. 

 There are also definitions of information from English dictionary. It is from 

Webster Collegiate Dictionary and Longman : Dictionary of Contemporary 

English. According to Merriam Webster Collegiate Dictionary (2003 : 641), 

information is the communication or reception of knowledge or intelligence. In 

additon, based on Longman : Dictionary of Contemporary English (2003 : 834), 

information is facts or details that tell you something about a situation, person, 

event, etc.  

 It can be concluded that information can add the knowledge about how to 

make a decision that is based on the fact, order, and message. Information also 

help to increase good relationship with public who have the influence in 

organization through creadibiltiy information. Information also has a big 

responsibility to receivers in spreading the message and make a best decision for 

them. Public relations officer should be able to explain and transfer the 

information clearly, because of information tell something that must be 

responsibility to the public. 
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CHAPTER III 

DISCUSSION 

 

A. Description 

A.1. General Description of Adisumarmo International Airport 

    A.1.1 The history of Adisumarmo International Airport 

Adisumarmo International Airport is located about 14 kilometers to the 

north Surakarta. The Dutch Government built it in 1940. they destroyed it when 

the Japanese army came to solo. Therefore, the Japanese army could not use the 

airport. After that, Japanese government rebuilt it in 1942. this airport was used as 

a navy military basic flight (Kaigun-Bakusha). 

After Indonesia independence in August 17, 1945, the ability to operate 

and handle a flight activity was manifested in the flight organization, named 

“Surakarta Flight”. It was launched on February 6, 1946. The name of “Surakarta 

Flight” was changed into “Panasan Airport” on May 1946. At the beginning, 

Panasan Airport is used unly for military flight. 

During the Pacific Association of Travel Agencies (PATA) in 1974, in 

order to serve the commercial as well as the military flight, the facility of the 

airport was developed. The commercial flight was opened on April 23,1974 and 

served by PT. Garuda Indonesia with Jakarta-Solo-Jakarta route three times a 

week. 

Based on the decree of KSAU No. SKEP/07/VII/1977 on July 25 1977, 

Panasan Airport was changed into Adi Sumarmo Airport. The name of 
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Adisumarmo was presented to honor Captain Anumerta Adisumarmo Wiryo 

Koesoemo. 

The flight frequency was increased into five times a day because the 

number of passengers and cargo delivery increased. Therefore, it was also to serve 

DC – 09 airplane type flights operational. 

According to the government policy, to improve the air transportation 

services to the tourist and to increase the facility of the airport, the department of 

communication developed Adisumarmo Airport into international airport. This 

policy was based on Decision Letter of Communication No. KP2/AU 005/ PHB-

89 on March 31, 1989 and Decision Letter of Justice Ministry No. M. 04-

um.01.06 on April 10, 1989. the first international flight from Singapore to Jakarta 

to Solo was opened on May 1, 1989. It was served by PT. Garuda Indonesia. 

However, it is served by Silk Air today, three times a week. 

Adisumarmo International Airport officially became a Hajj embarkation 

for people who want to go to Mecca, especially from Central Java and Jogjakarta 

since March 15, 1997. Later, on December 22, 2005 Adisumarmo International 

Airport had premier first flight with Malaysia-Solo-Malaysia route everyday by 

Air Asia Airlines until now. Then, on January 2008, Indoneisa Air Asia had 

premier with Jakarta-Solo-Jakarta route everyday. Thus, Adisumarmo 

International Airport has two international flights and five domestic flights. 
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A.1.2. Specification of the Airport. 

Adisumarmo International Airport is supported by many facilities. It has 

also some specifications in terms of the width, operation hour, the capacity of 

apron, and other facilities in the airport. 

The airport is classified as II A Class airport. It is located on 070, 31’04’’ 

LS/1100, 45’18’’ bt 50,99 Ha. The elevation is 106  MSL/948 feet and 

ICAO/IATA code is WARQ/SOC. The operation hour of the airport is 11 hour 

from 07.00 am until 18.30 pm WIB or in UTC (Universal Time Coordinate) is 

from 00.00 until 11.30 UTC. The runaway of the airport has the specification in 

which the direction is 08-26, the width of dimension is 2600X45 m2, PCN is 

68/FC/C/XT. 

It has also the facilities, such as taxiway, apron for airplane parking area, 

terminal for domestic and international passenger, airplane hangar, flight 

communication, navigation tools, PKP-PK, air field lighting, power and water 

supply, mechanic equipments, security facilities, parking area, meteo services, 

CLQ services, immigration, quarantine, available transportation, general service, 

etc. 
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    A.1.3 Organization Structure of Adisumarmo International Airport 

 The scale of organization structure of Adisumarmo International Airport is 

as the following: 
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Description of the organization structures are as follows: 

1. Branch Head Officer 

This officer is responsible for handling, charging, supervising, and 

controlling all activities and operation of the airport. It is the highest 

position in Angkasa Pura 1 Ltd. Of Adisumarmo International Airport. 

2. Officer in Charge 

Officer in Charge is responsible for all the airport services activities and 

supervising the daily operation of the airport. This officer is also 

responsible to the Branch Head Officer. 

3. Operational and Technical Division 

This division is responsible for managing, controlling, and reporting air 

traffic service and airport service. It supervises five subdivision, they are: 

a. Air Traffic Operational Sub Division 

This sub division has function to organize the air traffic operational service 

activities, it also supports to find and to give a help for flight accident in 

Aerodrome Traffic Zone (ATZ). 

b. PKP-PK Sub Division 

PKP-PK Sub Division has function to organize the aid operation service 

activities and fire extinguisher as security of the airport. 

c. General Technical and Equipment Sub Division 

This sub division has function to prepare the use of building facilities, 

landing strip, airport environment, mechanical, water, and operational 

vehicles. 
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d. Electric and Electrical Engineering Sub Division 

This sub division is responsible for maintaining all the electrical devices, 

such as safety flight technical facilities, electricity and other electronic 

equipments. 

e. Land Operational Sub Division 

This sub division is responsible for managing air sides, land sides, 

terminal, and airport information service activities. It is divided into three 

parts: 

  e.1. Apron Movement Control (AMC) 

A.M.C is responsible for arranging the airplane’s parking 

movement in the airport. It also gives information of 

arrival, departure time, and the number of the passenger. 

e.2. General Information Centre 

Information centre unit has function to announce, to 

operate, to give information to the users of the airport about 

airport operation, services, and tourism information. 

e.3. Security 

Security is responsible for giving safety to the passengers. 

They also have responsible for checking passengers and 

their baggage, cargo equipment by using X-ray or walk 

through. 
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e.4. Terminal Inspector 

This unit is responsible for controlling the airport 

equipment utilization. 

 

4. Commercial and Administration Division 

This division is responsible for organizing, controlling, preparing, and 

reporting the commercial, finance, administration activities. This division 

supervises five parts, they are: 

a. Commercial Sub Division 

This sub division has function to organize the development of 

service/product activity, marketing, and picking income from 

aeronautic and non aeronautic services. 

b. Personnel Management Sub Division 

This sub division is responsible for managing personnel activities, 

community relations, and management information system. It also 

prepares and serves office general facilities. 

c. Accounting Department Sub Division 

This sub division has function to make a note and give report about 

finance accounting, management accounting, and supply 

accounting. 

d. Equipment and Storage Sub Division 

This sub division is responsible for organizing cash management, 

administration, and saving valuable letters. 
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B. The Job Training Activities 

 Adisumarmo International Airport does not have Public Relation division. 

That is why the writer was placed in Information Center Unit. The writer did the 

job training for a month from 1 until February 29, 2008. During the job training 

the writer did the activities that had relation with Information Center Unit’s 

services. The workday schedules for Information Center Unit of Adisumarmo 

International Airport are everyday from 05.30 am until the last flight time. The 

work time is divided into two shifts, they are, morning shifts and afternoon shifts. 

Morning shift is done from 05.30 am until 12.30 pm. Afternoon shift started from 

13.00 pm until the last flight time. This is only for the officer and not for the 

trainee or the writer. The writer had different schedule in Information Centre Unit. 

It is because the writer worked from other trainees in Information Center Unit. 

The writer also did the job training into two shifts. Morning shift started at 05.30 

am until 12.30 pm and afternoon shift was from 13.00 pm until 18.00 pm. The 

workday system was done in two shifts and took one day off. It was done 

continually for a month by turns with other trainees. The writer followed the 

workday of information officers. It was done because the officers worked alone. 

Therefore, the writer accompanied her in doing the activities and services. 

 The writer did many activities in Information Centre Unit. It was hoped to 

develop her knowledge and to practice her ability in Information Centre Unit. The 

writer was assisted by Information Centre officers. The writer was taught to be 

self independent and professional in doing activities and services. The writer did 

some works, such as: 
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1. Making and receiving calls from customers and employee of PT. Angkasa 

Pura 1. 

2. Giving information about flight schedule, such as, airlines flight time, 

arrival, departure, cancellation, and delay flight time. 

3. Selling platforms or daily pass to publics. 

4. Fulfilling the daily report forms to commercial sub division, equipment 

and storage sub division, accounting sub division, and land operational sub 

division.  

5. Making data of arrival, departure, and cancellation flight time in log book. 

6.  Giving tourism information. 

7. Telling the facilities of the airport. 

 

C. The Job Training Result 

 After doing the job training, the writer got several knowledge and 

experience related to Information Centre Unit’s activities and services. The writer 

had done all the activities in Information Centre Unit. The writer gave services to 

the passengers and publics who came to the Information Centre Unit directly or 

indirectly. The writer also succeeded to do several duties, such as, fulfilling daily 

report form, making and receiving calls, and selling daily pass or platform to the 

publics. Besides that, the writer also knew how to handle public complaint about 

cancellation, delay, or flight time changes. The writer had duty to give explanation 

about it to the public. Thus, the writer can improve her ability to communicate 

with other people. 
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 Moreover, the writer gave information about flight schedule for all airlines 

in the airport, tourism information, and helped to make a note of arrival, 

departure, and cancellation flight time in log book. The writer also learned about 

UTC time (Coordinate Universal Time). It is time system which is used to 

determine flight time of airlines and usually used by all flight time in the airport. 

In this case, the writer was helped and guided by Information Centre officers 

during the job training in Information Centre Unit 

 

D. The way of Information Centre Unit gives information to the public. 

 The Information Centre Unit communicates with publics directly and 

indirectly. Based on Prof. Drs. Onong Uchjana Effendy (1993, 25-32), there are 

two kinds of management communication techniques, they are direct and indirect 

communication. The way of Information Centre Unit gives information to the 

public, they are direct communication and indirect communication: 

1. Direct communication. 

 This is the way of communication that Information Centre officers meet 

the public directly. It means that the officers do face to face communication with 

the public. The activities which are done by face to face communication are 

selling platform or daily pass and giving tourist information and the facilities in 

the airport. 
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1.1. Selling platform or daily pass. 

The Information Centre Unit officers sell daily pas or platform for 

the publics. Daily pass is used to enter waiting room for domestic 

departure and check in area for international departure. It is only for those 

who want to accompany the passenger and enter to inside the terminal. 

The Information officers tell the use of daily pass to the publics in order to 

avoid misunderstanding between daily pass for domestic and international 

departure. The price of daily pass is 20.000 rupiahs for each person. It is 

for domestic and international departure. 

Moreover, there are other platforms for car or ambulance and filter. 

Platform for car or ambulance is used by the public who want to take the 

baggage or corpse in cargo. The weight of the car must be 2 ton, so that it 

is allowed to enter the cargo. The public must pay 4.500 rupiahs for each 

car. Besides that, platform for filter is used by publics who want to enter 

the apron with his or her own car. For example, the car is used to pick the 

family up who cannot pass the departure gate because of health problem. 

Therefore, the public must report to AMC officers before they enter the 

apron. They also must pay 27.500 rupiahs for the use of the filter. 

1.2. Giving tourist information and the facilities of the airport. 

The passengers or publics come from different places in Indonesia or 

other countries. They usually ask about tourism, such as tourism places in 

Surakarta, hotels, transportation to tourism destination, etc. the officers 

help to show and tell the tourist about tourism. It means that they also have 
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responsible for promoting tourism in Surakarta. The Information Centre 

Unit also provides the brochures and map of Surakarta for the foreign and 

domesyic tourist. It is because Adisumarmo International Airport is the 

only air transportation service in Surakarta and becomes the main gate of 

social, culture, economy for society of Surakarta. 

The Information officers also help to give information about the 

facility for the publics in the airport. The public usually come to the 

Information Centre Unit and ask to the officers about the facility in the 

airport. There are many facilities in the airport, such as prayer room, toilet, 

bank, airlines counters, taxi, public telephone, etc. It is because not all 

passengers and publics know the facility in the airport well. 

2. Indirect Communication. 

Indirect communication uses media to transfer the information to the 

public. Information Centre Unit has many facilities to support their work. The 

media help to communicate with the public indirectly. Therefore, media has an 

important role for communication processes and the messages can be accepted 

clearly by passengers and publics. There are many kinds of communication media 

in the Information Centre Unit, they are Public Address System (PAD), Flight 

Information Display System (FIDS), and telephone information centre. 
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2.1. Public Address System (PAD) 

This is a media which is used to announce arrival, departure, or flight 

time changes, for example, delay arrival. Public Address System is a 

speakerphone that can be heard by all the users of the airport, especially in 

terminal area. This media is very important for the activities in the airport. 

They also have duty to give announcement clearly from this media to the 

public. The examples of flight’s announcement are as follows: 

a. Announcement about arrival. 

“Your attention please, Lion Air JT 539 from Jakarta has just 

arrived. Thank you” 

“Mohon perhatian, pesawat Lion Air dengan nomor penerbangan 

JT 538 dari Jakarta telah mendarat. Terima kasih.” 

b. Announcement to enter the waiting room. 

“Your attention please, Garuda Indoenesia flight number GA 220 

to Jakarta, passengers are requested to proceed in the waiting 

room. Thank you” 

“Mohon perhatian, pesawat Garuda Indonesia dengan nomor 

penerbangan GA 220 tujuan Jakarta, para penumpang 

dipersilahkan masuik ke ruang tunggu keberanglatan. Terima 

kasih.” 
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c. Announcement for boarding. 

“Your attention please, Sriwijaya Air flight number SJ 210 to 

Jakarta is now boarding, passenger please board to the aircraft to 

gate two. Tahnk you.” 

“Mohon perhatian, pesawat Sriwijaya Air dengan nomor 

penerbangan SJ 210 tujuan Jakarta, para penumpang 

dipersilahkan masuk pesawat melalui pintu dua. Terima kasih.” 

d. Announcement for being delayed arrival. 

“Your attention please, Air Asia flight number AK 996 from 

Malaysia will be delayed. The new arrival time will be 09.30 am. 

We apologize for this delay. Tham you.” 

“Mohon perhatian, pesawat Air Asia dengan nomoe penerbangan 

AK 996 dari Mlaysia mengalami keterlambatan. Dan 

dijadwalkan akan tiba kira-kira pada pukul 09.30 WIB. Air Asia 

mohon maaf atas keterlambatan ini. Terima kasih.” 

e. Announcement for nominative call. 

“Your attention please, calling for Mr. Dimas Garuda 227 

passenger to Jakarta. Someone waiting for you in…..thank you. 

“Mohon perhatian, panggilan untuk saudara Dimas penumpang 

pesawat Garuda 227 tujuan Jakarta, ditunggu tamu di…..terima 

kasih.” 
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2.2. Flight Information Display System (FIDS) 

Flight Information Display System (FIDS) is a system of displaying 

arrival and departure flight schedules through TV monitor put in 

Information Centre Unit, departure room, waiting room, and check in area. 

The information officers have a duty to up date the schedules in FIDS. The 

passengers and publics do not need to come or to ask the flight schedule to 

Information Centre Unit, since they can also see FIDS in airport areas. The 

information officers will change the flight time, if there is information 

about a flight time change from airlines to FIDS. 

2.3. Telephone Information Centre (PABX) 

Beside the public can come to airport directly, they can use services 

from telephone calls. They can call the operator or information officers 

through available number of Information Centre Unit. The public usually 

ask about airlines telephone number, flight schedule, hotel telephone 

number, and other related to airport’s services. Moreover, the information 

officers do not only give services to the passenger and public, but they also 

serve the employees of PT. Angkasa Pura 1 as internal public. They 

become telephone operator who connect or make calls between internal 

public and institution of the airport to other institutions. PABX is the type 

of telephone in Information Centre Unit which is used as telephone 

operator. PABX help to make communication services inside and outside 

the airport. The codes of PABX are as follows: 
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a. RLS       :  release. It has a function to connect the telephone 

which is online. 

b. Transfer  : it is to connect the extension number of airlines or 

other institution inside and outside the airport. 

c. Night       : it is to move the telephone connection to Security 

office that does night watch. 

d. Hold        : stand by. 

e. Override : it is to hear the telephone calls which is online. 

f. Recall    : it is to recall the operator because of the extension 

number was busy or not risen. 

g. Source     : back to the former caller. 

h. Both        : do the conversation with three persons. 

 

E. The Information Centre Unit’s efforts to create company good image to 

the public. 

Image is the main purpose and also the form of reputation that will be 

reached by Public Relations world. The Information Centre Unit does some 

efforts to create good image. One of Public Relations efforts is making effective 

communication to the target public through maintaining source credibility, doing 

two way communication, and inviting audience participation. 

a. Maintaining source credibility. 

The information officers have responsibility for giving accurate time 

information of airlines to publics. Before they announce the flight time 
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changes, they confirm the accurate time from many sources, they are AMC 

(Apron Movement Control), Air Traffic Aerodome, and airlines. In this 

case, Information Centre Unit always does communication with them in 

order to determine credibility flight time. Besides that, they are supported 

by communication devices, they are Hand Talk (HT) and telephone lines. 

They help them to communicate with airlines and other in the airport areas 

about flight time and possible flight time changes, departure, delay, or 

cancellation that can happen anytime. Accurate information which is got 

from source credibility can improve public trust to the company about its 

services. It is also influence the image of company. 

b. Doing two way communication. 

The information officers do two way communication for transferring 

the messages to the target public. Interpersonal communication between 

officer and passenger or publics always happens in many occasions. The 

activities of two way communication in Information Centre Unit are 

selling platform and giving information about tourist information and the 

facilities in the airport. The information officers tell the passengers or 

publics directly about the use of platform for domestic and international 

departures. Two way communication is effective because the officers meet 

the passengers or publics directly and get feedback or responses from 

them, so that they know their explanations can be accepted or not. 

Moreover, two way communication can use oriented printed media as 
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media of communication with the publics, that is, suggestion box for 

public responses that is put in the form of the Information Centre Unit. 

c. Inviting audience participation. 

To invite public participation, the information officers distribute 

questionnaires. The questionnaires consist of some questions about the 

quality of services and the opinion of the customers about Information 

Centre Unit. The results of the questionnaires help to measure the quality 

of Information Centre Unit services. 

This is the customer’s responses to the services provided by 

Information Centre Unit which is held in the airport. The questionnaires 

were distributed to passengers and those who come to the airport. The 

results are as follows: 

1. The quality of services in Information Centre Unit. 

Most of the customers said that the services of Information 

Centre Unit are fair satisfactory. They, however, wanted the 

quality of some services in Information Centre Unit to be 

improved, such as the hospitality when they pick up the 

telephone. The officers are also suggested to be patient when they 

serve the passengers and publics. They also hoped that the 

information officers can give more accurate information and 

clearer information to public. 
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2. The ways of the customers use the services in Information Centre 

Unit. 

Most of the customers prefer to come directly to 

Information Centre Unit. They said that it is more comfortable 

and clear, if they can meet and ask directly with the information 

officers. It means that direct communication is preferable. 

3. The influence of Information Centre Unit for the image of the 

company to the public. 

The costumers said that the Information Centre has a big 

influence for creating image of the company. It can be seen from 

the information officer services and from how they communicate 

with public. The customers also said that the information officers 

should improve the quality of services and professionalism of 

information officers. 
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CHAPTER IV 

CONCLUSION AND SUGGESTION 

 

 

A. Conclusion 

From the discussion in chapter three, the conclusion can be drawn as follows: 

1. The way of Information Centre Unit gives information to the public. 

Information Centre Unit does communication in two ways, they 

are, direct and indirect communications Direct communication is the way 

of communicating at in which the officers meet the public directly by face 

to face communication. The activities of direct communication are selling 

platform or daily pass, giving tourist information and the facilities in the 

airport.  

Indirect communication is communication through media provided 

by Information Centre Unit. The activities are giving announcement 

through Public Address System, arranging flight schedules in Flight 

Information Display System (FIDS), and as telephone operator by using 

Telephone Information Centre. Each media has an important function to 

increase the services and communication between Information Centre Unit 

to the public. 
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2. The Information Centre Unit’s efforts to create good image to the 

public. 

The efforts of Information Centre Unit in order to create good 

image are giving effective communication to the public. Effective 

communication is one of public relation programs which has function to 

give clear message and to get feedback directly or indirectly from the 

public. Thus, the aim of the services and communication that is held by 

information officers can be accepted and the public will feel satisfied. 

Effective communication is done by Information Centre Unit by 

maintaining source credibility, doing two ways communication, and 

inviting audience participation. 

Maintaining source credibility is one of the efforts in order to get 

trust from the public. The Information is usually about the flight 

schedules, such as arrival, departure, delay, or cancellation. The sources is 

got from AMC (Apron Movement Control), Air Traffic Aerodome, and 

airlines. They always help to give accurate information to the publics. 

Two ways communication is communication between information 

officers and the passenger or public. It is done by doing services directly 

with the passenger and public. For example, Information officers sell the 

platform to the publics and they must explain the use of the platform for 

domestic and international departure. Two ways communication can also 

be done by using media, for example, suggestion box in Information 

Centre Unit. 
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Audience participation is public participation about their responses 

through questionnaires provided by Information Centre Unit. The 

Information officers invite them and get the results from it. The results of 

the questionnaire distributed to 30 respondents show that the quality of the 

services of Information Centre Unit is considered to be fair. The publics 

prefer to come to Information Centre Unit directly because they will get 

accurate information. It means that direct communication is preferable. 

 

B. Suggestion 

The writer has some suggestions for Information Centre Unit of 

Adisumarmo International Airport. The suggestions are as follows: 

1. The Information Centre Unit of Adisumarmo International Airport 

should increase the quality of services, hospitality and give 

comfortable services to the publics. 

2. PT. Angkasa pura 1 as the management of Adisumarmo International 

Airport, Information Centre Unit and all divisions should maintain the 

image of the company. It can be done by improving their quality of air 

transportation services to the public. 

3. The Information Centre Unit’s room should be expanded in order to 

help to optimize the information officer’s work. 
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