LAMPIRAN

Lampiran 1: Workflow Unit kerja Account A
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Lampiran 2: SOP Account A

Standard Operating Procedure
Inventory Global

Work currently comes into the
allotments@flightcentre.com G-mail account and will continue to
come into that mailbox.

All incoming email will sit in the Inbox until the Metis TLs
distribute these emails to each team member at Metis based on
region (Asia,South Pac, UK/Eur, Africa, USA, carribean). Each
team member will have 2 labels - *‘NAME’ and ‘Done’ folder under
their NAME.

Emails/Folders to be actioned by Metis

1. Car Closeout: (Folder Name: Car Closeout)
All car email will automatically be filtered to the Car
Closeout folder within the
G-mail account.

2. Rejection: (Folder Name: Rejection)
All rejections emails will come to the rejection folder.
These emails are identified with a booking number on the
subject line.
E.g. Rejection IH/12345D

3. Extra Allotment: (Folder Name: Extra allotment)
All emails relating to Extra allotment will automatically be
filtered to the extra allotment folder.

4. Action key: (Folder Name: Action key)
All emails relating to release day back will automatically
be filtered to the acton key folder
5. VIP: (Folder Name: VIP)
All emails from supplier that need to be actioned within
48 hours will
be filter to VIP folder
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DISTRIBUTION
Emails

e Team Leaders need to distribute emails to team member’s
individual folders daily, starting from Urgent Supplier
Stopsell emails (VIP).
This includes ‘ESCALATION’

e Determine if junk - move to junk mail folder
Determine if email needs to be

e During the day, distribute remaining emails evenly to
team members individual folders.

e Should one team complete their work, it will be required
for the team to assist the other team member

ACTIONING OF EMAIL

e Team member begins to action work from the emails
distributed into their individual folder - ‘"NAME’,
starting from Urgent Supplier Stopsell emails.

e When team member as completed their email, they
need reply back to Suppliers, and the label must be
moved to their individual ‘NAME/Done folder’. The
email will remain in the done folder until purged.

e Record # of emails, products and date ranges in daily
points log (tracker).

e All questions from TM must be escalated to the Team
Leaders first by flagging (starring) the email as
pending and keep in their individual folder until the
team member is instructed to move it to another
folder or advised what action to take.

NOT COMPLETED ITEMS

e It is anticipated that all emails received that day from
ATI will be actioned. In the event that not all the
emails were completed, the TLs needs to move the
emails from the individual *‘NAME’ folder back to the
inbox and flag them with a RED star (priority) to be
actioned first thing in the morning.

e The following day the Team Leaders will once again
distribute these emails to each team member.

Should there be a big backlog of stopsells not done, Sydney can discuss

with ATI on how to manage the workload by either assisting from the
oldest date outstanding or take on another day’s work to minimize the
backlog.

73



Lampiran 3: Error Tracker

\ i
ERIﬁOR TRACKER  ACCOUNT A |
|
Date received  Received from  Error made  Region  Date Error Booking Number Supplier Supplier Name Product Code  Write off amount
by Made Code (proposed)
1 15402 | Reseaiion suppart 10-Jan-22 1H1182852 WRARICTY CITY WONDERS CEIFl 5 B
2 252 | Resenafionsupport| Ragl Global 12-Jan-22 |H/20356U HHNLIOD THE MODERN HONOLULU SHOTR 5
3 05Feb22 | Reservationsupport| Novenza Global 03-Fen-22 1B/245649 HITSVHOL HOTEL GRAND CHANCELLOR TSV CHOBJ § 178300
4| 20Feb2 Supplier Risha Global 14Feb-22 IKI059481 HPLSIREG THEPALWS TURKS AND CAICOS | CREHAISREW) | § 145500
5| 27Feb22 Supplier Adis Global 25-Fen-2? 1H62200v HISYDIFOS FOUR SEASONS HOTEL SYDNEY CFOCH § 1 925‘00\
6| 05Mar22 Supplier Farma Global (-4lar-22 LTH4308H HHNLHIL HILTON HAWAIAN VILLAGE CHEH 5 1 575‘00\
7 1HMa-R2 | Resenvionsupport | Wawan Global 09-41ar-22 IHI50325Y HRRODEC DEL CORSD CDECA % 154500]
8 O7Apr22 | Resenvationsupport|  Irsyad Global 204322 IHIB3757K HHNLPEA PEARL HOTEL WAKIKI SPERI § 128500]
9 18R | Resenafionsupport|  Ragl Global 14-May-22 IHAT8B0K HHNUTRU TRUNP INTERNATIONAL HOTEL CTREJ § 1 555‘00\
10 25Ma22 | Resenvationsupport|  Didd Global 10-May-22 1234731 HIOPJMET NERTUNE RESORT CNETB 5 182700
ﬁ rl n
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i Summary by Team Member
% of total
Team Member by Team
Member
Didit i 1 1 10%
Fara - 1 3 10%
Itham % %
Abimanju - o
Fredi - %
Lewz - 0%
Risha 1 - : 4 10%
Afriatun = %
Dimas - 0%
Fujl - o%
Wawan o 5 1 1 108
Apit 3 _ Py
Adis 1 i B 1 10%
Angsis - 5 o
& : : 2
Freddy — : = )
Irsyad - - % 1 10%
Surya 1 - - 1 10%
Razi 1 - - a3 2 20%
Novenza 1 - - : 4 10%
Ana = . & 7 %
1 1
10% 10%
48 48 ]
Variance to benchmark -a8% -96% -86% o% -38% -28% 25% o% o% -28% -a7%
Summary by Error Category

Error Category

% of total

1 Des-21 Totals by Error

"g-iz;f:f-n Mar-21

Missed Email N o

Categorv

Email not Received

Email not escalated

Replied with no action taken

Phantom email

Email filed incorrectly

Delay - rejection

Delay - ATl escalation

No Follow up ?

Other i s

Delay - stopsel| - -

Missed Product code 1

Missed date band (no dates added) i 1

Incorrect dates added i Z

Reopened email in eror - =

N

Closed in error & =

SRR R

Total 1 2 2 - 1 = E - 2 E B 1
% of total by month
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Lampiran 4: Productivity Tracker

Individual Tracker - Account A

Employee name:

Manth:

Abimanju
Jul-21

Days available:

Transactions

Monthly Summary - Account A

Jul-21 N

Clase out Total ANR No.of Emails  Emails no

Date  Allacation Calendars Actioned  Action Other | Completed
22/07/2021 : : 3 5 o 2 2 < < 5
23/07/2018 342 o4 48 454 = 3 20 13 B%; 20 110 100%:
24/07/2021 562 15 577 = 8 22 12 B%: 0 100 100%
25/07/2021] 378 142 = 520 = 5 23 22 2%: 10 210 100%
26/07/2021 1166 480 2| 1eem - 2 26 20 11% 50 150 100%
27/07/2021] 500 5 505 = [ 21 5 B 20 30 100%
28/07/2021 Vi 9 = = 7 5 = =
29/07/2021 : ) f 3 L . - . < .
30/07/2021 455 211 11 ( = 4 25 19 7%: 30 160 100%:
31/07/2021, 260 3 12 205 = 4 19 15 12% 40 110 100%

roTal |85 1990 62| 11, 1 109 4601 257 6% 40 217
Count

Reopen  (Addition: roductivi’y % % Escalated Turnaround| No. Work
Allocation dars  WSEfELL Completed Days
Ranges Week
Week 1 01-Jul-21) [ 0L-l-21| 42,162 oa17 1792 492711 23 540 80% 122%) 6% H/A 4
Week 2 02-Jul-21) | 0B-ul-21| 60826 11396 739 | 73481 1 776 78% 108%| 6% HN/A &
Week 3 09-Jul-21) | 15Jul-21| 60,545 3072 283 [ 69,200 45 697 80% 104%) 5% /A 6
Week 4 16-Jul-21) | 22-lul-21] 27,686 4 466 500 32652 27 358 78% 104%) 5% #N/A 3
Week 5 23ul-21) | 31-ll21 = = = = 0% 0% 0% #N/A =
Total 191,319 29,751 3,534 [ 224604 86 = 0% 0% 0% 19
| 4
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Lampiran 5: Kertas wawancara internal auditor dengan staff account B

AccountB |
Team Member Interview
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Lampiran 6: Key Performance Indicator
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Lampiran 7: Surat Keterangan Penelitian
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Lampiran 8: Hasil Pengecekan Turnitin

 Ridwan Muharam
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Lampiran 9: Daftar Riwayat Hidup

DAFTAR RIWAYAT HIDUP

Ridwan Muharam
NPM.203403436093
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