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CHAPTER 2 

THEORETICAL OVERVIEW 

 

2.1. Ticketing Staff: General Overview 

In general understanding, a ticketing staff is someone who assists the 

customer in the process of ticket purchasing. However, a ticketing staff has 

a broad meaning, depending on the tasks and functions within a company. 

Here are some definitions of ticketing staff, according to experts. 

Oka A. Yoeti in his book “PengantarIlmuPariwisata” (1983) mentions 

that ticketing staff is one of the products of the tourism industry in the 

service of purchasing tickets and providing information about tourist 

destinations. 

Suwantoro (1997) contributes an idea that a ticketing staff is someone 

who works in a travel agency, who will provide information about tourist 

attractions, engage in buying and selling tickets for travelling, and promote 

products and tourism. 

In line with two previous explanations, Damanik and Welber (2006), 

say that a ticketing staff is a person employed by a travel agency or tourism 

bureau to serve the customer in terms of buying and selling tickets, 

promoting the products sold by the company, and providing a description of 

the products supplied by the company. 
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From theories that have been mentioned above, the writer conclude that 

a ticketing staff is a person employed by a company which is engaged in the 

field of tourism, who has tasks to serve customers in the activity of buying 

and selling tickets of travel, providing information about tourism products to 

customers, and promoting company’s product. 

2.2. Function and Roles of Ticketing Staff 

According to Oka A. Yoeti (1983), the function of a ticketing staff is 

providing information and assistance to customers in terms of giving 

information and service for the sale of tickets. While the roles of a ticketing 

staff are: 

• As a mediator between the company and customers 

In performing the duties, a ticketing staff often gets questions about 

the company where he works. Therefore, any information delivered 

to consumers would be the extension of the company’s information. 

• As a company image 

Ticketing staff always deals directly with customers and potential 

customers; so that each activity and behavior done by the ticketing 

staff would describe the overall quality of the company. 

2.3. Attitudes and Behavior of Ticketing Staff 

GamalSuwantoro, SH. in his book “Dasar-DasarPariwisata” (1997) 

said, being a ticketing staff, needs to be: 
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• Having a good looking, neat and attractive appearance; 

• Able to communicate well and correctly; 

• Mastering the product to be sold or promoted; 

• Knowing the situation and the current condition of the tourism 

destination; 

• Computer literate. 

2.4. Task of Ticketing Staff 

 Oka A. Yoeti (1983) said that the duties of a ticketing staff are: 

• Serving customers and potential customers in the activity of buying 

and selling tickets for travel journey; 

• Providing the latest information on destinations; 

• Creating schedule travel journey; 

• Recording ticket booking; 

Having ability to offer other products as a replacement if the customer 

wants cannot be fulfilled. 

 


