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Vision : 
A strong distinguished airline through providing quality services to serve people 
around the world with Indonesian hospitality. 

Mission : 
The flag carrier of Indonesia that promotes Indonesia to the world, to support 
national economic development by delivering professional air travel services. 

Garuda Vision & Mission 



Common Values drives Fast Execution 
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Service Strategy 
 
 1. Service Quality Improvement 

2. Outside -in Paradigm to Achieve Customer Satisfaction 

3. Unique Service through Garuda Indonesia Experience 

4. Consistency of Service Delivery   

5. Skytrax Audit  
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Quantum Leap by 2014 

2008 2014 Growth 

Number of Aircraft 52 116 223% 

Pax Carried 10, 3 mio. 27,6mio. 268% 

Production – ASK  m 20.228 64.638 320% 

Employee Productivity –    

ASK / staff 

3,65 mio 6,48 mio. 178% 

Skytrax Rating 3 Star 5 Star 

Operating Revenue Rp. 18,1 T Rp. 57.9 T 320% 

Net Profit Rp. 669 B Rp. 3,757 B 562% 
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Service Quantum Leap 2010 - 2014 
 

 
 

• 4 star 
Skytrax  

• Best 20 
Airline 
Rank 

2010 

• 4 star 
Skytrax 

• Best 16 
Airline 
Rank 

2011 

• 4 star 
Skytrax 

• Best 12 
Airline 
Rank 

2012 

• 4 star 
Skytrax 

• Best 10 
Airline 
Rank 

2013 
5 star 

Skytrax 2014 



 

Customer touch points across 

customer journey 

 

 Pre-journey 

 Pre-flight 

 In-flight 

 Post-flight 

 Post-journey 

 

 

 

GA Experiences: 

24 Customer Touch Points  

Customer Touch Points 

Pre-journey 

Pre-flight 

In-flight 

Post-journey 

Specific Focus 

Post-flight 

Sight  

Sound 

Scent 

Taste 

Touch 
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Key Success Factor 
 
 1. Top Management Commitment  Corporate Objective 

2. Top down Approach  Bapak Angkat 

3. Monitoring & Measurement  KPI 

4. Contribution of all people   One Team, One Spirit, One Goal 
 

 

 
 
 



Thank you 


