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ABSTRAK

Pelayanan check-in penumpang internasional di bandara merupakan bagian dari
pelayanan publik yang melibatkan berbagai aktor non-pemerintah dan dituntut
untuk berjalan secara efisien serta terukur. Penerapan New Public Management
(NPM) semakin digunakan sebagai pendekatan tata kelola pelayanan publik di
sektor transportasi udara. Namun, penerapan NPM tidak hanya berdampak pada
aspek teknis dan kinerja pelayanan, tetapi juga memunculkan pertanyaan mengenai
posisi dan peran negara dalam menjamin kepentingan publik secara menyeluruh.
Penelitian ini bertujuan untuk menganalisis bagaimana penerapan NPM oleh
Direktorat Jenderal Perhubungan Udara Kementerian Perhubungan dalam tata
kelola pelayanan check-in penumpang internasional di Terminal 3 Bandara
Soekarno-Hatta. Penelitian menggunakan pendekatan kualitatif deskriptif dengan
teknik pengumpulan data berupa wawancara, observasi langsung di Terminal 3
Bandara Soekarno-Hatta, serta studi dokumentasi. Subjek penelitian meliputi
DJPU, Asiana Airlines, PT JAS, dan penumpang internasional Asiana Airlines yang
menerima pelayanan check-in. Temuan penelitian menunjukkan bahwa penerapan
NPM tercermin melalui pola pengelolaan pelayanan yang menekankan efisiensi
operasional, pengukuran kinerja, serta pelibatan aktor non-pemerintah sebagai
pelaksana utama layanan. Pemerintah berperan sebagai regulator dan pengawas,
sedangkan operasional pelayanan dijalankan oleh maskapai dan ground handling,
yang mendorong pelayanan check-in menjadi lebih teratur dan responsif terhadap
kebutuhan bandara internasional. Meskipun penerapan NPM mendorong
keteraturan dan peningkatan kinerja pelayanan, dominasi logika efisiensi
menimbulkan tantangan dalam menjaga orientasi pelayanan publik yang inklusif.
Negara lebih berperan sebagai pengendali kinerja, sementara aspek keadilan,
pemerataan akses, dan perlindungan terhadap keberagaman pengguna layanan
belum sepenuhnya terintegrasi dalam kerangka evaluasi pelayanan.

Kata Kunci: New Public Management (NPM), Direktorat Jenderal

Perhubungan Udara, Pelayanan Check-In, Terminal 3 Bandara Soekarno-
Hatta
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ABSTRACT

International passenger check-in services at airports are a form of public service
involving multiple non-governmental actors and are expected to operate efficiently
and measurably. The governance of public services in the air transportation sector
has increasingly adopted New Public Management (NPM) as a guiding approach.

However, the implementation of NPM affects not only technical and performance-

related aspects of service delivery, but also raises questions regarding the position

and role of the state in safeguarding the public interest. This study aims to analyze
the implementation of NPM by the Directorate General of Civil Aviation of the
Ministry of Transportation in the governance of international passenger check-in

services at Terminal 3 of Soekarno-Hatta International Airport. This research

employs a descriptive qualitative approach, with data collected through interviews,

direct observations at Terminal 3, and document analysis. The research subjects

consist of DGCA, Asiana Airlines, PT JAS, and international passengers who used
Asiana Airlines’ check-in services. The findings reveal that the implementation of
NPM is reflected in a governance pattern that emphasizes operational efficiency,

performance measurement, and the active involvement of non-governmental actors
as the primary service providers. The state primarily performs regulatory and
supervisory functions, while daily service operations are carried out by airlines and
ground handling companies, contributing to a more orderly and responsive check-
in process in an international airport setting. Despite improvements in service
orderliness and performance, the emphasis on efficiency poses challenges in

maintaining an inclusive public service orientation. The state tends to assume the
role of performance controller, whereas considerations of justice, equitable access,

and protection for diverse service users remain insufficiently integrated into the
service evaluation framework.

Keywords: New Public Management (NPM), Directorate General of Civil
Aviation, Check-In Services, Terminal 3 Soekarno-Hatta International Airport
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