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ABSTRAK 

Ferdiana Mailawati. 201710115181. Skripsi. Ganti Rugi Terhadap Konsumen 

Terkait Tiket Pesawat Yang Dibatalkan Maskapai Penerbangan Pada Masa 

Pandemi Covid-19. 

Penelitian ini terkait dengan refund tiket atas pembatalan penerbangan. Namun 

demikian dalam praktiknya, bentuk refund tiket yang diberikan bukan dalam 

bentuk uang cash, tetapi dalam bentuk voucher yang berpotensi merugikan 

konsumen. Tujuan Penelitian ini adalah untuk mengetahui ganti rugi terhadap 

konsumen yang tiket pesawatnya dibatalkan pada masa pandemi Covid-19 

berdasarkan Pasal 9 ayat (1) huruf f Peraturan Menteri Perhubungan Nomor PM 

89 Tahun 2015 Tentang Penanganan Keterlambatan Penerbangan (Delay 

Management) Pada Badan Usaha Angkutan Udara Niaga Berjadwal di Indonesia, 

dan mengetahui perlindungan hukum terhadap hak-hak konsumen yang tiket 

pesawatnya dibatalkan pada masa pandemi Covid-19 berdasarkan Pasal 4 

Undang-Undang Nomor 8 Tahun 1999 tentang Perlindungan Konsumen. Metode 

Penelitian yang digunakan adalah yuridis normatif dengan menggunakan data 

sekunder dan data primer. Hasil Penelitian menunjukkan bahwa ganti rugi 

terhadap konsumen yang tiket pesawatnya dibatalkan pada masa pandemi covid-

19 berupa pengembalian dalam bentuk voucher berpotensi menimbulkan sengketa 

hukum, karena pengembalian dana pembatalan penerbangan berupa voucher oleh 

maskapai Lion Air dan Garuda Indonesia tidak disepakati oleh konsumen. Selain 

daripada itu, perlindungan hukum terhadap hak-hak konsumen yang tiket 

pesawatnya dibatalkan pada masa pandemi covid-19 berdasarkan Pasal 4 Undang-

Undang Nomor 8 Tahun 1999 tentang Perlindungan Konsumen adalah dengan 2 

(dua) cara, yaitu perlindungan hukum preventif melalui negosiasi dan mediasi 

untuk mendapatkan win-win solution dengan keberlakuan voucher dapat terus 

diperpanjang setiap tahun hingga pemerintah mengumumkan bahwa pandemi 

covid-19 telah berubah menjadi endemi. Apabila upaya preventif tidak dapat 

menyelesaikan permasalahannya, maka dapat menggunakan perlindungan hukum 

represif melalui gugatan perbuatan melawan hukum ke pengadilan negeri. 

Kata Kunci : Ganti Rugi, Tiket Pesawat, Covid-19. 
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ABSTRACT 

Ferdiana Mailawati. 201710115181. Essay. Compensation for Consumers 

Related to Airline Tickets Canceled by Airlines During the Covid-19 Pandemic. 

This research is related to ticket refunds for flight cancellations. However, in 

practice, the form of ticket refunds given is not in the form of cash, but in the form 

of vouchers that have the potential to harm consumers. The purpose of this study 

was to determine compensation for consumers whose flight tickets were canceled 

during the Covid-19 pandemic based on Article 9 paragraph (1) letter f of the 

Regulation of the Minister of Transportation Number PM 89 of 2015 concerning 

Handling of Flight Delays (Delay Management) in Air Transport Business 

Entities. Scheduled Trading in Indonesia, and knowing the legal protection for the 

rights of consumers whose flight tickets were canceled during the Covid-19 

pandemic based on Article 4 of Law Number 8 of 1999 concerning Consumer 

Protection. The research method used is normative juridical using secondary 

data and primary data. The results show that compensation for consumers whose 

plane tickets were canceled during the COVID-19 pandemic in the form of 

refunds in the form of vouchers has the potential to cause legal disputes, because 

refunds for flight cancellations in the form of vouchers by Lion Air and Garuda 

Indonesia airlines are not agreed upon by consumers. Apart from that, legal 

protection for the rights of consumers whose flight tickets were canceled during 

the COVID-19 pandemic based on Article 4 of Law Number 8 of 1999 concerning 

Consumer Protection is in 2 (two) ways, namely preventive legal protection 

through negotiation and mediation. To get a win-win solution, the validity of the 

voucher can be extended every year until the government announces that the 

COVID-19 pandemic has turned into an endemic. If preventive measures cannot 

solve the problem, then you can use repressive legal protection through a lawsuit 

against the law to the district court. 

Keywords: Compensation, Airfare, Covid-19. 
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