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Garuda Vision & Mission

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.
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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

Page 4 >
28 November 2012 Garuda Indonesia




Quantum Leap by 2014

Production — ASK m m 64.638 320%

Employee Productivity — 6,48 mio. 178% R
ASK / staff

SkyuaxRating | 3sar | ssr | Aok |

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




Service Quantum Leap 2010 - 2014

* 4 star * 4 star * 4 star * 4 star
Skytrax Skytrax Skytrax Skytrax 5 star
* Best 20 * Best 16 * Best 12 * Best 10 Skytrax
Airline Airline Airline Airline
Rank Rank Rank Rank
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GA Experiences: © Website
24 Customer Touch Points _ b Call Center

Pre-journey b Sales Office
» GFF Center
» Service Center

ot s (o

» Customer Service Desk

» GFF Membership Service
» Check-in Service

» Transfer Desk

» Executive Lounge

» Boarding Gate

b Cabin Service

» Cabin Comfort

» Onboard Catering

» In-flight Entertainment
» Amenity Kit

» Sales on Board

» Customer touch points across Pre-flight

customer journey

Pre-journey
Pre-flight
In-flight
Post-flight
Post-journey

v Vv Vv Vv wv

b Arrival Assistance
Post-flight » Baggage Delivery
» Lost and Found

» Customer Affairs
? Loyalty Program

Specific Focus b Delay Management
» Complaint Handling

Post-journey
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Indonasis kas many things to ofier the wsttors, Induding
a great variety of iIndonesian traditional toxcies that
presants a rich tapestry of vivid colours, baautiful pattems

and unique tactures. Thesa ara sights that dalight our
ayus, wam our hearts, and repire our soud.
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Indooestz tradtional rmusic and musicdl rstrumentsars s
reflaction of the mary dverse ethnk groups and cukuras
poacefudly co-esdsting In the vast archipelage. Enjoying

the uniqua sounds of Indonesdan trad kional musiccan be
both an entertainmant of sasy staning as well a5 2 naw
way to raally experienca Indonesia
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For canturies, Indonesia kazbaen known 2 the land
of spkes and a vertable gardan of ropical frults. Lying
at the coswroad of trading routes since anclent times,
Indonesia’s culsing has also bean Influanced by a varisty
of foralgn cudinary arts, resulting In the exctic and
appetizing Indonesian traditional food
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Aromatic lowers and harbs have besn used In Indonasia

sinca anciant times, and Mhmmmdom
aromatherapy and sps treatmants. A of the uniqua

fragranca of jasming flowers with the gentieflow of cool ar
can work wenders to sootha the mind, ralax the body, and
reimvgarats our whola being.
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Indonesia Isakso known for ks hospitalty that has
capturad the haart of the world making the country

ona of workds most favourite destination. Mary of its
radtional dances of grostings are a reflection of a wamn
gesture of welcome and a touch of the famous Indonsstan

hospitalty.
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Key Success Factor

1. Top Management Commitment 9 Corporate Objective
2. Top down Approach - Bapak Angkat
3. Monitoring & Measurement 9 KPI

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

Page 13 >
28 November 2012 Garuda Indonesia




Thank you



