CHAPTER IV

FINDINGS AND DISCUSSION

This chapters presents the findings and discussion from this research.
The findings section explains about the classification of complaints, and
handling complaint by announcers. This research deals with the analysis of

content analysis of complaint section in radio.

4.1 Findings

The explanation of content analysis in the radio dialogues is delivered
in two parts. The first section is about complaint section. The second one is
about handling complaints. This research presents the findings of the study by
answering the research question number one that is what the complaint are
usually done by the callers. Based on the analysis, the data include 32 data of
complaints. Those data are classified into seven types of complaints based on
the dialogues between the announcers and the callers. For details of the data, it

can be seen at appendix.

4.1.1 Classification of Complaints
The result of the data analysis about classification of complaints in the

following table chart.

20



21

Classification of Complaints

Airport Queue (AQ) :|- 8% = Broken Road (BR)
3 4 6% = Traffic Jam (TJ)
Light Off (LO) | 6%
4% Breaking the Rule of Traffic (BRT)
Breaking the Rule of Traffic...| | | 40% = Cutting the Line of Train (CLT)
56%
- | I .
Broken Road (BR) : . ™ 64% SRR

30 20% N S 80% Traffic Light Off (TLO)

Figure 4.1 Classification of Complaints

From figure 4.1 above, shows that the percentage classification of
complaints found by the writer. It can be seen that the highest classification of
complaints is broken road as many as (64%). While, the lowest classification
of complaints is airport queue (8%). The percentage of complaint about traffic
jam is (56%) is the second order. In next order is frequencies percentage of
breaking the rule of traffic with (40%). Cutting the line of train with (24%).
And in the same frequency is complaint about light off and traffic light off in
(16%). Thus, the writer gives an example of the classification of complaints in

the following bellow.

4.1.1.1 Complaint of Broken Road (BR)
Complaint of broken road as the highest percentage of classified the
complaint (64%). In this types, the researcher finds eight data of broken road.

The writer only chooses two examples from eight data.
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Excerpt 1: (caller 6)

Excerpt above is the data analysis from the first example of broken

road that is broken road with a deep hole.

(4) C6: lya mas Isa, iniloh saya mau mengeluh kepada siapa
(Yes sir, to whom should I complain?)
(5) Al: Apa itu pak?
(What is that Sir?)
(6) C6: Naah berkenaan dengan perlintasan KA yang KM 45
(Naah, it is about the railway crossing in 45. KM (0.2))
(7) Al: He.eh
(he.eh)
(8) C6: Ini saya sudah pegel kirim surat koordinasi, yaa sudah pegel
katakanlah gitu
(I am tired sending the coordination letter_all the time, let’s
say, already tired)

In line (4) the caller begins to ask about his complaint. In this line, it
can be seen that the caller wants to complaint a serious thing. In line (8), the
caller can be seen disappointment because he does not get the respond from
the government about the coordination letter that have been sent. In here, the
caller expresses his feeling of disappointment. The expression of
disappointment includes in the strategy of complaint (Trosborg 1995 cited in
Wijayanto et al. 2013). The caller expresses a feeling of dissatisfaction in line
(8) as his expectations of the complaint are does not realize or does not get the

respond.

(15) Al: Kenapa pak?
(Why Sir?)
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(16) C6: Setiap kali ada lubang sudah kita kirim surat, kita foto, kita
koordinasikan, namun dari balai besar maupun PT.KAI ini
kyknya kok salin melempar gitu loh mas, mungkin ada solusi
drradio SS mungkin lebih mengena begitu
(Whenever there are any holes () we always send letter (.)
photograph (0,2) we coordinate but, (.) either the association
or PT.KAI, keeps throwing responsibility at each other (0,4)
maybe the solution from SS radio can be more hit the target)

(17) Al: Apa pak yang dipersoalkan?

(What seems to be the problem, Sir?)

In line (15) the announcer try to responses the complaint from the
caller “why Sir?” in line (16) the caller uses long sentence to explain about

the problem. He has been done to send a letter, but the government never

responds the letter. It is makes the caller felt dejected with the government.

(28) C6: Betul (.) namun diantara dua rel ini mas Isa, ini lubang
muncul Iha ini setiap saat hujan ada [sepeda mesti berjatuhan

(Right! But between these two railways (.) there is this hole
appear whenever the rain comes, bikes often fall because of
this)

(29) Al: [He.eh, baik baik mudah-mudahan ini direspon yaa
oleh Dishub atau oleh PT.KAI nya ya

([he.eh, OK. I hope this matter will be responded by the
Department of Transportation or by PT.KAI (0,3))

In line (28) the caller give the clear explanations about the effect of
broken road that causes an accident especially in rainy day. Overlapping

occurs in line (28) and (29), form the data above shows that the overlap
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uttered by the caller. This overlap occurs when the announcer answering the

statement from the caller.

In line (17) the announcer handling or responds the caller with asks
question “what seems to be the problem Sir?” here, the announcer gives
more explanation about the problem that happen clearly. And in line (29) the
announcer gives an optimistic respond to the caller or wish about that his

complaint can get response from the government or relevant parties.

Excerpt 2: (caller 30)

This is the second example of the broken road in the middle of railway.

(6) C30: Mbak kemaren itu saya lihat di-di apa pabrik paku itu
rel kereta itu (0.2) [lubangnya itu cukup dalam mbak
(Miss, yesterday | saw in-in that nail factory, that
railway (0,2) [the hole is deep enough)
(7) Al: [He.eh He.eh
([He.eh He.eh)

From data above it, the caller says the complaint about the hole in the
middle of railway. When the caller tells about the complaint, the announcer in
direct answer it so, overlapping cannot be avoid between the announcer and

the caller.

(10) C30: Dan itu udah sebulan lebih kali (.) nah kemaren itu
sempet ada mobil itu hampir kejebak di rel kerta itu
[maju mundur karena dalem [dalem banget, lumayan
laah
(And that had been more than a month (.) and
yesterday there was a car that almost trapped in that



25

railway (0,3) [move back and forward because the
[hole is too deep)

(11) AL: [itu yang
[he.eh he.eh, pak itu yang sebelah mana yaaa yang dari
arah pabrik paku keluar arah Waru atau dari Waru?
( [That is
[He.eh He.eh from that direction was the train heading
to out from Waru or come from Waru Sir?

Data above noted that the condition of the hole is very dangerous, the

location is in the middle of railway.

(14) C30: Betul betul, itu cukup dalam mbak dan itu saya bebrapa
kali juga gigi satu aja kita harus ngegasnya kenceng banget baru
bisa jalan, padahal di depannya kan banyak motor yang keluar
dari Gedung pariwisata itu loh\

(Right! Right! The hole is deep enough (.) although I
already use gear one, I still need to force powerfully to
move (0,2) in fact, there are many motor cycles which
exist from that tourism building)

(15) Al: lyaaa, iyaaaa

(Yeahh, Yeahh)

In line (14) the caller repeats his utterances “Right! Right!” the
utterances indicate to make sure that the hole is enough deeply. And the caller
explains his experience when he through it the hole. The caller tells that the
hole is deep enough, and it makes difficult for the driver. Because the hole in
the middle of railway, the driver must be carefully when through this road.

And the worrying is, when a car trapped in that railway, and the train comes.
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4.1.1.2 Complaint of Traffic Jam (TJ)

Complaint of traffic jam is second highest of percentage with (56%).
In this data, the writer finds seven examples of traffic jam based on the
dialogues. Traffic jam happens because of the density of traffic, the

constriction of road and no arrangement of the policeman.

Excerpt 3: (caller 7)

(6) C7: lya ini dari Kapas Sari ke Kertajaya lancar lewat Nias (Jalan
[sekali
(Yeah, this is from Kapas Sari Street to Kertajaya Street is ver
smooth through Nias Street once)
(7) Al: [Lancar ya pak?
([Smooth, Sir?)
(8) C7: lyaa, tapi kalo lewat Billiton jangan harap [lancar
(Yes! but if you go through Billiton Street, don’t expect it to [be
very smooth)
(9) AlL: [Jadi lewat nias saja pak ya?
([So, Nias Street is better way Sir?)
(10) C7: lya bu, kalo mau ke kertajaya hindari biliton saja, kalo lewat
niasa 40KM/jam bisa jalan itu
(Yes, if you want to go Kertajaya Street,(0,2) avoid the
Billiton Street, (.) you can go through Nias Streetfor 40km/h)

From excerpt above, the caller begins with introduction of the problem
in line (6). The caller gives an information about the condition of way that he
goes through. The caller gives an information that the way is free from Kapas
Sari Street to Nias Street. In the next turn in line (8), the caller asks his
complaint “don’t expect it to be very smooth”. Here, the caller expresses the

criticizing strategy based on the complaint strategy, (Trosbog 1995 cited in



27

Wijayanto et al. 2013). From this statement shows that the condition of traffic
jam is very crowded because the constriction of road in Billiton Street. In line
(10), the caller finishes his complaint with gives some information to listeners
that they have to through another way to avoid the traffic jam in Billiton
Street. The caller gives the suggestion to through Nias Street it can be speeds

in 45 km/h spends.

4.1.1.3 Breaking the Rule of Traffic (BRT)
Breaking the rule of traffic is the third data of complaints with (40%)

percentage. The writer finds five data containing complaints of this
classification. Every data has some different problems or complaints. In this
analysis, the writer shows three example of BRT’s complaint. The complaint
of breaking the rule of traffics are about cutting the traffic light, against the
traffic flow and does not wear a helm. This phenomena comes in every time

and in everywhere.

Excerpt 4: (caller 12)
This excerpt analysis about BRT’s complaint in cutting the traffic

light. This complaint includes breaking the rule of traffic. This problem
happens because the riders do not know the basis of legal law about cutting

the traffic light. It can be dangerous for another riders or drivers.

(4) C12: Ngeeh, saya tadi dari bundaran Waru kearah ini, arah Kedung
Turi merambat cenderung berhenti tadi yang dari arah
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Kedung Turi mau masuk ke Medaeng Bungurasih itu crowded
banget karena disitu ndak ada pengaturan dari petugas polisi
terus polisinya ndak ada
(Yeah, I was from Waru round about to this way, from
Kedung Turi was very crowded there because there are no
management from the police, and there are no management
from the police, and there are no police there either)
(5) Al: He.eh
(He.eh)
(6) C12: Dari arah Kedung Turi masuk ke Medaeng itu e-e-e-e-
motornya saling serobot ndak peduliin ini traffic light
(From Kedung Turi Street to Medaeng e-e-e the motorbikes
are overtaking between each other, disregarding the traffic
light)
(7) AL: hmmmm padahal TL-nya merah tetep nerobos aja?
(Hmmm, although the traffic light stop (0,1), but they still cut
the traffic light?

From the excerpt above, it shows that the caller asks his complaint
about cutting the traffic light. The caller begins to gives the explanation by
illustrating the condition of road it is very crowded because, the police do not
work effectively in line (4). In next turn line (6), the caller asks the problem
directly that motor cycle breaks the rule of traffic light, not only motor cycle

but also, public transport do the same things.

(8) C12: Hmmmm iya bener, itu bukan hanya motor aja, kadang-
kadang ya angkot juga bis juga, jadi kadang-kadang ... ini
crowded banget ini_disini
(Hmm, Yes! And that is not only motorbikes, sometimes public
transport do it as well, so sometimesit is very crowded here)

(9) Al: Ohhh he.eh he.eh

(Oh:::, he.eh he.eh)

(10) C12: Ndak ada pengaturan polisi ndak ada satu petugas polisi pun

saya lihat disini
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(There is no policeman here)

In line (8) “it is very crowded here” he stressing symbol exist to
indicate the caller expresses feeling of disappointment cause the traffic jam.
The condition is very crowded and the police do not work to organize the
traffic. The caller complaints with calm down, but he cannot hide the feeling

of disappointment from the announcer.

Excerpt 5: (caller 25)

In this excerpt, the second example of BRT’s complaints about the
problem of against the traffic flow. From the data analysis of BRT’s
complaints, the writer can conclude that there are three kinds of against the
traffic flow. The writer only focuses one of them, and chooses of some

excerpt.

(16) C25: Yaa maunya kan Sidoarjo, tolong di perhatikan, kan jalan ke
Juanda, jalan Internasional loh mbak

(Yeah, actually it passes Sidoarjo (.) please gives more
attention, Juanda is International way (0,2))

(17) Al: He.eh
(He.eh)

(18) C25: Kalo setiap pagi itu orang motor melawan arus, itu bahaya
sekali mbak, polisi ndak pernah ada disitu mbak, Cuma saya
pernah sekali saja di lampu merah yang ke yang ke apa itu
yaa Bypass
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(If every morning the rider is against the traffic flow (0,1) it
is very dangerous (0,1) no policeman over there (.) | only
saw them once in the traffic light that to-to Bypass)

Before the caller tells about against the traffic flow, he gives an
information about traffic and complaint about the broken of road in the Juanda
Street. The example above shows that the caller asks to the government about
the road in Airport is international road. Maybe the caller monitoring in
everyday or every morning but, the police never stay in this area, so he knows
the condition of this road. The caller expresses his criticizing feeling about the
problem. This is includes in one of the strategy from (Trosborg 1995 cited in

Wijayanto etal. 2013).

(20) C25: Bahaya sekali mbak kalo dilihat dari tamu-tamu
Internasional, kok gini orang Indonesia sukanya ngelawan
arus
(It is very dangerous Miss, if it is seen by foreigner why
Indonesian likes to against the traffic flow)

(21) Al: Yaaaa yaaaaa
(Yeah, yeah)

The statement of stressing symbol “ir is very dangerous” line (20)
indicates that the cause of against the traffic flow can be lost their life of the
rider and the point of view from the foreigner or tourist they can judge the

regulation of our country.

(22) C25: Itu sebetulnya mbak, bukan salah siapa siapa, motornya
sendiri mbak ndak mau putar sedikit saja mbak, kan selamat
mbak
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(Actually, this is not anyone’s mistake (.) the motor riders
don’t want to turn for a while. If the motor riders never want
to turn back, it can be safety)
(23) Al: Baik Pak Karmen, makasih
(OK. Thank you Mr. Karmen)

The caller finishes his complaint in line (21) that gives an opinion. He
asks about “Actually, this is not anyone’s mistake (.) the motor riders don'’t
want to turn for a while.”. The meaning of this, the caller is not deal with the
condition (against the traffic flow), his disappointment with all the offender. It
can be seen that the caller little bit disappointment with the problem. The

caller gives an opinion to turn back to the road “it can be safety”.

Excerpt 6: (caller 29)

Excerpt 6 shows the last examples of BRT’s complaint about breaking
the rule of wearing a helm. Helm is the important things that must be wear by
the reader to save our head. The big mistakes on the way is when the riders do

not wear helm.

(4) C29: Mengenai operasi semeru mbak Silvi
(It is about Semeru Opration Miss Silvi)

(5) Al: Kenapa pak?

(Why Sir?)

(6) C29: Jadi di daerah sini buanyak yang ndak pakai helm mbak silvi
(So, (0.2) in this area, there are many riders who don’t wear
helmet Miss Silvi)

(7) Al: Daerah mana pak?

(Where Sir?)
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From excerpt above, the caller is begun by explaining the purpose. The
caller explains about the purpose to start the conversation by describing,
shows in “Semeru Operation” linc (4). The Semeru operation is one of part in
the traffic rule to make people to be disciplines in the road. Next turn, the

caller asks the complaint about the rider do not wear a helm in the area.

(12) C29: Kalopun warga sekitar juga harus ditilang mbak, soalnya
kan melanggar itu
(Eventough (.) people around the area are also need to be
punished, Miss, (.) because they are break the rule)
(13)Al: lya pak membahayakan itu
(Yeah sir, it is dangerous)

In line (12), the caller begins with protest that “people around the area
are also need to be punished”. The caller protest to offenders, when they do
the failure they must be responsible. Such as this case, the caller gives a
conclusion to solve the problem. Which is the people or the rider do not wear
a helm or must get a punishment. It can be seen to make the offenders worry
about their safety and disciplines rule. The announcer asks the complaint by

making true it shows in this word “it is dangerous”.

4.1.1.4 Complaint of Traffic Light off (TLO)

TLO appears in the percentage (16%). The researcher shows one of the

example of data traffic light off bellow.
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Excerpt 7: (caller 1)

(4) C1: lya, saya mau menanggapi TL (traffic Light) yang mau ke
RPH Krian itu
(Yeah, I want to respond about traffic light to RPH Krian)
(5) Al: He.eh
(He.eh)
(6) C1: Itu kalo gak salah ada brp kali itu laporan, sampe sekarang
belum dibenahin itu
(If I'm not mistaken (.) there are some of reports (0.2) it
doesn 't repair it yet!)
(7) Al: Apa pak
(What Sir?)

From excerpt above, the caller’s complaint begins with giving an
opinion about the problem in line (4). The caller gives an opinion about the
traffic light in RPH Krian. Next turn, the caller asks the problem about the
traffic light off in long time period in line (6). Here, the caller expresses the
critical statement for the government “it doesn’t repair it yet!”. The caller ask

the report of traffic light off in the several times.

(14) C1: Jadi sekarang posisinya ada polisi masih enak, tp nanti kalo
gaada petugas yaa gaada yang nganu
(So, now it ’s still good because of policeman is these but (.) if
no policeman then it will be hard)
(15) Al: Gaada yang ngatur?
(No one arrange it? (0,3) )
(16) C1: lya
(Yes)
(17) Al: hanya satu sisi aja ya pak yang padam?
(Only one traffic light off, Sir?)
(18) C1:iya satu sisi ajayang mati, itu kan menyulitkan itu
(Yeah, it is only one side that makes it difficult)
(19) Al: he.eh he.eh
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(He.eh He.eh)

From the dialogues above, tells about the cause of traffic light off. The
caller asks when the police exists and arranges the traffic, it helps the current
of traffic. If the police do not exist, it can makes the condition of road
crowded and caused the traffic jam. In line (14) and (16), the caller tells the
effect of traffic light off, it is make the traffic jam and make difficult road

users.

4.1.1.5 Complaint of Light off (LO)

In this analysis, the light off is about the trouble of light (PLN). The
electric doesn’t work or has a problem effect the light n home off In this
case, the researcher shows the example of light off. From table chart

representing of (16%) calculation from two data of complaint.

Excerpt 8: (caller 21)

(17) C21: dapatnya janji-janji luput terus mas Adit, kalo pak Edi
complain jalan saya ini complain PLN mas Adit
(Only get the unless promises Sir,(0,4) Mr. Edi can
complaint about the road, | will complaint about PLN Sir)
(18) Al: kenapa itu?
(Why is that?)
(19) C21: sering di tempat saya, belakangan ini loh satu tahun
terakhirin ini, seriiiiiing mati Mas adit
(It is often in my place, almost one year ago (.) The electric
ofte:::::n off)
(20) Al: ohhh
(Ohh)



35

(21) C21: kalo ndak siang yaa pagi, pagi malem sore
(If not in the afternoon yeah in the morning, morning,
night, evening)

The caller asks the complaint with share his feeling of disappointment
about the promises from the government in line (17). The complaint is about
PLN off Occurs stressed symbol “often” meaning that the caller expresses a
feeling of dissatisfaction effect of the PLN service in line (19-21). The caller
says about the problem of light off in one year period. And PLN never
respond the complaint from the customer. The caller says that the light off

happens in the morning till night in line (21).

(37) C21: tolong lah PLN lagi, ini sudah negara sudah maju loh mas
Adit merdeka berapa puluh tahun ini kok masih bolak-
balik padam loh, mbok ya dibenakno gituloh

(Please PLN (.) our country is developed country (0.2) has
become independent in a year ago, but the light is often off,
please repair it)

(38) Al: baik Pak

(OK Sirl)

The caller do not know the reasons why the electric often does not
work well. The PLN only asks about the surplus without giving the full
explanation about the problems. The caller says the cause of light off is when
rainy day, the electric in home is always off. The light off happens in two or

three hour duration. Here, the caller expresses the feeling of disappointment

and dissatisfaction about the service from PLN. The last, line (37) the caller
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gives the conclusion by asking request for PLN. The caller’s request about the

problem must be repaired the problem quickly

4.1.1.6 Complaint of Cutting the Line of Train (CLT)

This complaint is about cutting the line of train or railway. The
percentages of CLT as many as (24%) of percentage. It has same percentage
from analysis above, in excerpt 8 about the light off. In the complaint of CLT
only finds two data analysis. Thus, the researcher shows one example of

CLT’s complaint.

Excerpt 9: (caller 5)

(6) C5: jadi sebenarnya kita itu manusia bandel dan mokong, sudah
ada peraturan _senengannya, dilanggar jadi memang harus
ditilang, kalo perlu, di bikin aturan aturan baru atau dendanya
di dobel-dobel

(We are actually stubborn people and wicked human, there
are already rules but (.) we keep disobeying it. (.) therefore,
we should indeed get ticketed, or we should create new
regulation or double the sanctions if necessary (0,3))

(8) C5: jadi pada umumnya pengendara, demen sekali dilanggar, saya
ngga ngerti kenapa aturan dibuat itu untuk dilanggar, aturan
dibuat itu untuk dipatuhi karena kurang keras hukumannya
jadi terbisa mau dilanggar juga gpp, diulangi juga gpp. Yang
suka mengendara didalam to itu kan karena gapernah ditilang
kan, jadi nantangin kan.

(So, in general, drivers often disobey the rules. 7 don’t know
why the rules made to be disobeyed. Rules are made to be
obeyed, but since the sanctions are not severe enough,
people get used to disobey it, repeatedly. Those who drive
inside is because they never get ticketed, so they dare to do
it.)
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(9) C5: jadi mbk emma soal pintu kereta itu, jd kalo ada pengendara
mengatakan kita ndak tau di depan akan ada lintasan kereta
atau tidak, [ada pintunyatau tidak

(So, Miss Emma about the railway boom barrier, if the
drivers say they don’t know whether there will be a railway
crossing or not, if there is any boom barrier.)

(12) C5: saya mengatakan itu omong kosong, karena berapa ratus

meter sebelum kita sampe jalan yg ada lintasan Kereta,
walau tidak ada lampunya pasti ada rambu, [nah pengemudi
yang tidak tau rambu itu tidak perlu jadi pengemudi. Buang
aja simnya ke laut [
(I said this is nonsense, because a few hundred before the
railway crossing, even though there are no lamp, there must
be any sign, well, drivers that don’t know any sign should
never drive. Throw their drive license to the sea.)

From the explanations about her complaint above, every turn shows
that the caller feeling of disappointment about the act of violated. The caller
asks the complaint with emotion. The caller describe the breaker with
infuriated. The caller says that the fact breaker is the stubborn people. Because
the first point that people do the violation, it is because they are stubborn. The
caller gets to mad, because the rule creates to be obeyed. Because the caller
says the complaint with emotion by saying to the violation “drivers that don'’t
know any sign should never drive. Throw their drive license to the sea ” in line

(12).

4.1.1.7 Complaint of Airport Queue (AQ)

Complaint of airport queue is the last data classification of complaints.

The percentage of airport queue is (7%) only found one complaint about
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airport queue. This analysis is about complaint in server ticketing airport. The
problems happens in the process of entering the passengers and ticketing

check in Citilink gate.

Excerpt 10: (caller 8)

(10) C8: masalah servernya Citilink down, dan antriannya buanyak
buk

(Server of Citilink is down, and the queue is long, Miss)
(11) Al: oalah, dari jam berapa pak?

(Ohh, what about the time Sir?)

From explanation above, the caller begins with introductions of the
problem in line (6). The caller explains about the route of his destination. But
in the middle of entering, the error server ticketing happens. The effect is the
gueue passenger in airport more accumulate in Citilink gate. In line (10) the
caller says that the server is error “server of Citilink is down, and the queue is

long”.

(21) Al: jam 10.00 ya? Jadi jam 10.00 anda check in harusnya itu
udah bener yaa, tapi ternyata sampe sekarang masih belum
[terlayani, belum check in
(Check in, it should be right but, till now it has [not been
serviced yet)

(22) C8: [masih belum terlayani, masih
belum terlayani, di depan saya msih ada 6 penumpang antri
( [Ithas not been serviced yet, in front of me there are
still 6 passengers who queue)

The caller as complainer says “not been serviced yet”, the repetition

and happening the overlay in line (21-22). And the caller gives an information
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about six passenger in front of the caller. In this dialogues, it can be seen that

the caller is disappointment with the services from the airline.

4.1.2 Handling the Complaints

This part works to build a rich, detailed account of how complaints are
handled by the announcer. If was mentioned in the background of the study, it
is worth to analyse the handling complaints by the announcer. Handling
complaint is the reaction feedback or response from the first speaker (the
announcers) about the unexpected response which is uttered by the second
speaker (the callers). The writer has classified handle the complaint based on
the data analysis into two forms; passive and active response. The terms of

these forms are created by the writer herself based on the existing data.

The writer founds four types of active responses and six types of
passive responses. It has calculated by amount 10 data of classified complaint.
To describe it more deeply, it can be seen from the following chart table

below.

Table 4.1.2 Handling of Complaint

digilib.uinsby.ac.id digilib.uinsby.ac.id digilib.uinsby.ac.id digilib.uinsby.ac.id digilib.uinsby.ac.id digilib.uinsby.ac.id digilib.uinsby.ac.id
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Based on the diagram above, the writer found the frequency of
handling the complaints of the announcers (19,2) % is the highest percentage
in passive response, while (12,8 %) is the lowest percentage in active
response. Active response was Indicated from the announcer response with

long feedback or answering the question by telling a question of the caller.

Table 4.1.2 shows that the active response is broken road in the middle
of railway, traffic jam, breaking the rule of traffic (does not wear a helm) and
airport queue. Therefore, passive response was indicated with “Ammm, yeah,
Yes, he.eh, OK”. Here the writer found six types of passive response in the
data: broken road of deeper hole, break the rule of traffic (cutting the traffic
light), breaking the rule of traffic (against the traffic flow), traffic light off,
cutting the line of train and light off. The following data above, the writer will

analyzes handling of complaints by the announcer with classifies below.

4.1.2.1 Active Response

Handling complaint of active response indicates with the way the
announcer active to handle the complaints from the caller by replaying the
complaints with active questioning. Active response is followed by broken
road in the middle of railway, traffic jam, breaking the rule of traffic (does not
wear a helm), and airport queue. In the excerpt 11 the announcer handles the

complaint about broken road in the middle of railway.
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Excerpt 11: (caller 11, BR)

(10) C6: Betul KM 45 perlintasan rel kereta [apa
(Right! Km45 in railway [what......

(11) AL [dimana itu pak?
( [Where is that Sir?)

(12)  Cé6: Jalan JA. Suprapto lamongan
(In Suprapto Street Lamongan)

(13) AlL: Oooh jin JA. Suprapto lamongan, kenapa pak?

(Ohhhh. In JA, Suprapto Street, why Sir?)

From the dialogues above, it can be seen that the announcer is a very
active to response the complaint from the caller. The announcer gives
feedback with asking the question such as in (11) line and in (13) line. It was
indicated that the announcer wants to know the problem or complaint from the

caller.

(29) Al: [He.eh, baik baik mudah-mudahan ini direspon yaa
oleh Dishub atu oleh PT.KAI nya ya
( [He.eh, OK OK (.)I hope this complaint will be
responded by the Department of Transportation or by PT.
KAI)
(30) C6: PT. KAI, Mas kalo balai besar pasti ada tindak lanjutnya
(If it is public hall, there is certainly responds (0,2). )

From the example above, the announcer handle with gives an optimist
response in line (29). The caller says that “l hope this complaint will be
responded by the Department of Transportation or by PT. KAI ”. Indicates that

the announcer care with the complaint of the caller.



Excerpt 12: (caller 7, TJ)

(7)
@
©)
(10)

(11)

(12)

Al: [Lancar ya pak yaa?
([Smooth Sir?)
C7: lyaa, tapi kalo lewat biliton jangan harap [lancar
([1f you go through Billiton Street, don’t hope to be smooth)
Al: [Jadi lewat nias saja pak ya?
([So, Nias Street is better way Sir?)
C7: lya bu, kalo mau ke kertajaya hindari biliton saja, kalo
lewat niasa 40KM/jam bisa jalan itu
(If you want to go Kertajaya Street, avoid the Billiton Street,
but you can go through Nias 40 Km/h)
Al: Kalo jalan di biliton ndak bisa ya pak yaa?

(If 1 go through Billiton Street, I cannot go Sir, right?)
C7: lya kalo itu paling 5KM/jam berhenti

(It is probably 5km/h for stopping)
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From dialogues above is about handling complaint in traffic jam. In

the beginning, the announcer asks the problem occurs with the caller. In the

next turn, the announcer replays to make sure the utterance from the caller.

The announcer asks to make sure that if through the Billiton Street, it can be

trapped in traffic and cannot through this way. Here, it includes in the active

response. Because of that the announcer active to replays every part of

complaint by herself and based on the fact.

Excerpt 13: (caller 29, BRT)

(9) Al: Rata-rata yang ndak pakai helm warga sekitar situ aja pak?

(At the average are those who doesn’t wear a helm people
around this environment?)

(10)C29: Waduh ndak tau, kelihatannya juga kalo warga sekitar kan

jaraknya deket
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(Wah::::, Idon’t know, people around the area are near with
the road)
(13)Al: lyaaaa pak membahayakan itu
(Yeah Sir, it is dangerous)
(14) C29: Nah iyaa ituuu
(Yeah it is)

The excerpt above it is about breaking the rule of traffic line about
does not wear a helm. From beginning of the announcer says that the caller
about the problem. The announcer is said by the number of people why does
not wear a helm. The average is the society around it. They broke the rule
because of the problem of the distance. In line (14) “Yeah Sir, it I is
dangerous”.  The announcers makes sure that breaks the rule activity,

especially in the dangerous activity when people does not wear a helm.

Excerpt 14: (caller 8, AQ)

(27) Al: Belum lagi dibelakang anda ya, ada announce ndak pak dari
pihak Citilink? (0.3) mungkin dengan kondisi seperti itu lalu
maksutnya ada jamin karena terlambat check in itu bukan
kesalahan darri penumpang?

(Is there any announcement from citilink Sir? (0,3) Check in
is not passenger fault?)

(28) C8: Tadi itu saya udah tanya buk, saya juga worry kan posisinya
saya juga harus lanjut ke Malang kan ya
(I have asked Ma’am (.) I worry about it because | have to
continue going to Malang)

(31)Al: Oke jadi, maksud dari petugas yang anda tanyain tadi
mungkin anda ndak usah worry karena ada kok ya (pesawat)
dan semua tujuannya ke Surabaya gitu mungkin maksutnya
ya?

(Oh, maybe the Citilink s intention is, to not worry about this
trouble because the trouble has been done, and you can
continue it)
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(32) C8: Mungkin mungkin
(Yeah maybe, maybe)
(33) Al: Tapi kan masalahnya kalo ada yang lanjutan kayak anda kalo
ndak pas kan jadinya rugi juga kan dilanjutannya [ kan?
(Bu::t, if the problem continues, can waste your time right?)
From the excerpt abowve, it shows about airport queue. The announcer
is more interesting with the problem. It can be seen in every dialogues, the
announcer always replied by asking the question clearly to the question. Here
it can be considers as good interaction. Because the first speaker and the
second speaker are interrelated with the question-answer part. The announcer
asks about the serviced from Citilink official. Whether, the Citilink official
has been done to give clarification about the problem in their system in line
(27). In line (31) the announcer tries to make the atmosphere calm because,
the caller says that they are worry about this trouble. The caller worries that he
cannot back to their home. And the way of the announcer handling complaint
from the caller in this excerpt is by calling the President Cooperation of
Citilink. The announcer straightway calls it. The announcer will to classify the

truth of the problem. Here it can be seen that the announcer care of the

complaint from the caller.

4.1.2.2 Passive Response
Passive response is indicated with answer or reply the complaints from
the caller by asking “Yeah, hmm, Yes, OK, ha-ha-ha, he.eh”. It is not negative

meaning. The reply or feedback with “Yeah, hmm, Yes, OK, ha-ha-ha, he.eh”
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means that the announcer listens carefully and pay attention to second speaker
or the caller. Therefore, in this case passive response is not about negative
response or negative meaning. The announcer only respond by using passive
response. In passive response there are six data as many as (19,2 %)
percentage. There are broken with deep the hole, breaking the rule of traffic
(cutting the traffic light, breaking the rule of traffic (against the traffic flow),
traffic light off, cutting the line of train and the last is light off. The passive

response will be explain in detail.

Excerpt 15: (caller 30, BR)
This excerpt is an analysis from classify the complaints of broken road
in the middle of railway. To know the analysis will be explain in below.

(6) C30: Mbak kemaren itu saya lihat di di apa pabrik paku itu rel
kereta itu [lubangnya itu cukup dalam mbak
(Miss, yesterday | saw in-in that nail factory, that railway
(0,2) [the hole is deep enough)

(7) Al: [He.eh He.eh
( [He.eh Hhe.eh)

(13) C30: Betul betul, itu cukup dalam mbak dan itu saya beberapa
kali juga gigi satu aja kita harus ngegasnya kenceng banget
baru bisa jalan, padahal di depannya kan banyak motor yang
keluar dari Gedung pariwisata

(Right! Right! The hole is deep enough (.) although I already
use gear one, | still need to force powerfully to move (0,2) in
fact, there are many motor cycles which exist from that
tourism building)

(14) Al: lyaaa, iyaaaa
(Oh, I see)

(15) C30: Luamayan, minta tolong perhatiannya aja, karena bener-
bener serem ngelihat yang kemaren itu
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(It is not bad, it need a little attention because it was terrible
accident yesterday)
(16) ALl: lya, he.eh he.eh
(Yeah, I know that))
(21) Al: Makasih pak Ari, khawatirnya kan kalo ada kereta api yang
lewat ya terus kejebak di tengah rel kereta api. Baik terima
kasih pak Ari.

(Thank you Mr. Ari (.) I am worry if it is trapped in the middle
of railway, even the train comes (.) well, thank you Mr.Ari

(0.5))

From excerpt above, mostly the announcer gives passive response of
the utterances. It can be seen that every turn of the announcer replies with
“He.eh” and “Yes”. (Paltridge, 2006) responses with “He.eh, Yes” is one of
the ways to show that the listeners give more attention to what being said. In
the last dialogues in line (21), the announcer says thanks to the caller. Because
complaint from the caller reminds other listener or road users that this place
has the hole in the middle of railway. It is like an alarm of rider or driver to
take care when through this way. And the announcer appreciates the

complaint from the caller.

Excerpt 16: (caller 12, BRT)

This excerpt is breaking the rule of traffic about cutting the traffic
light. From this excerpt bellow, we will know how the announcer handles the
complaint with passive response.

(4) C12: ngeeh, saya tadi dari bundaran Waru kearah mi.............

(Yeah, I from the Waru roundbout to this way ........ )
(5) Al: he.eh
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(He.eh)

(6) C12: dari arah Kedung Turi masuk ke Medaeng itu e-e-e-e-
motornya saling serobot ndak peduliin ini Traffic Light (TL)
(In Kedung Turi Street to Medaeng e-e-e the motorbikes are
overtaking between each other, disregarding the traffic light)

(7) AL: hmmmm padahal TL-nya merah tetep nerobos aja?

(Hmmm, although the traffic light stop (0,1), but they still cut
the traffic light?)

(8) C12: Hmmmm iya bener, itu bukan hanya motor aja, kadang-
kadang ya angkot juga bis juga, jadi kadang-kadang ... ini
crowded banget ini_disini
(Hmm, Yes! and that is not only motorbike, sometimes public
transports do it as well, so sometimes... it is very crowded
here)

(9) Al: Ohhh he.eh he.eh

(Oh:::, he.eh he.eh)

(10) C12: Ndak ada pengaturan polisi ndak ada satu petugas polisi pun
saya lihat disini
(There is no policeman here)

(11) Al: ohhh oke oke baik
(Oh::,l see that)

From excerpt above, the announcer replays with “He.eh, Hmm, Oh,
OK”. In line (7) the announcer responses with making sure that the traffic
light is stop and people cutting the traffic light “although the traffic light stop,
but they still cut the traffic light”. This excerpt includes in passive response
because, it can be seen that the responses or feedback from the announcer is
“He.eh, Hmm, Oh, OK”. The last dialogues in line (11) the announcer replays
with “Oh.:I see that”. 1t means that the announcer holding up to brings the

conversation to an end.
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Excerpt 17: (caller 25, BRT)
This excerpt is broken road about the complaint of against the traffic
flow. This excerpt includes in the passive response.

(16) C25: Yaa maunya kan Sidoarjo, tolong di perhatikan, kan jalan ke
Juanda, jalan Internasional loh mbak
(Well actually it passes Sidoarjo, please gives more
attention, Juanda is International way)

(17) Al: He.eh
(He.eh)

(20) C25: Bahaya sekali mbak kalo dilihat dari tamu-tamu
Internasional, kok gini orang Indonesia sukanya ngelawan
arus
(Very dangerous Miss,if it seen by foreigner, why
Indonesian like to against the traffic flow)

(21) Al: Yaaaa yaaaaa
(Yeah, yeah)

From the data above it, mostly the announcer replay with “He.eh,
Yeah”. Whereas the caller gives more explanation about his complaint. The
announcer replies with “He.eh, Yeah”. From the example above, the caller

says about the critical statement to another riders.

Excerpt 18: (caller 1, TLO)

This excerpt is about the complaint of traffic light off. Whereas in the
dialogues, the announcer asks back to replay it from the caller. Mostly, the
announcer replies with “Hmm, He.eh, Yeah”. Therefore, this example include
in the passive response.

(10) C1:iya betul [udah dua bulan lebih itu
(Yes itis right! (\) [it has been two mont)
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(11) Al: [hmmm
( [Hmmm)

(12) C1: jadi untuk yang dari Krian ke Mojosari gpp [nyala,
(So::, from Krian to Mojokerto the light is [on)

(13) Al: [he.eh
( [He.eh)

Before the announcer responded with “Hmm, Yeah, He.eh”, the
announcer was responded by asking back the caller. He says about the
problem and make sure that the problem happens. But, mostly the announcer

replied with “Hmm, Yeah, He.eh”.

Excerpt 19: (caller 21, LO)

(6) C21: Tadi pak Edi complain tentang jalan berlubang ini
(Just pass the morning, Mr.Edi complaint about broken road)
(7) Al: lyaaa
(Yes)
(8) C21: Masih buanyak Mas adit jalan berlubang itu
(There are so many broken Mr.Adit)
(9) Al: He.eh he.eh
(He.eh He.eh)
(19) C21: Sering di tempat saya, belakangan ini loh satu tahun
terakhiri ini, seriiiiiing mati Mas adit
(It is often in my place, almost this recent year (.) the electric
ofte::::n get off Sir)
(20) Al: ohhh
(Ohh)
(31) Al: 2200 yaa?
(2200 watt Yeah?)
(32) C21: iyaa iyaaa
(Yes Sir)

Dialogs above, it is about the light off or PLN’s problem. Before the

complaint about light off, the caller complaint about the existing of broken
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road. The caller tells that the broken road exists in everywhere. And the
announcer replied with “Yes, He.eh”. In line (19) the announcer asks his
complaint and replay from the announcer with “Ohh”. In the next turn in line
(31) the announcer asks that “2200 watt yeah?” means that the numbers of

watt electric. The announcer presumed about the numbers of watt electric.

Excerpt 20: (caller 5, CLT)

(8) C5: Jadi pada umumnya pengendara, demen sekali dilanggar, saya
ngga ngerti kenapa aturan dibuat itu untuk dilanggar, aturan
dibuat itu untuk dipatuhi karena kurang keras hukumannya
jadi terbisa mau dilanggar juga gpp, di ulangi juga gpp. Yang
suka mengendara didalam to itu kan karena gapernah ditilang
kan, jadi nantangin kan.

(So, in general, drivers often disobey the rules. I don’t know
why rules are made to be disobeyed. Rules are made to be
obeyed, but since the sanctions are not severe enough,
people get used to disobey it, repeatedly. Those who drive
inside is because they never get ticketed, so they dare to do
it.)

(9) Al : He.eh
(He.eh)

(10) C5:Jadi mbk emma soal pintu kereta itu, jd kalo ada pengendara
mengatakan kita ndak tau di depan akan ada lintasan kereta
atau tidak, [ada pintunya tau tidak
(So, Miss Emma, about the railway boom barrier, if the
drivers say they don’t know whether there will be a railway
crossing or not, if there is any boom barrier)

(11) Al: Hahahahah

(ha-ha-ha) ((laugh))

Excerpt above is about cutting the line of train. It can be seen that the
caller complaint with on fire and emotional in high volume. The caller look so
angry with road users that cutting the line of train. It is very dangerous and it

can be lost their live. The announcer was handled by giving the response with
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“He.eh” and laugh “ha-ha-ha”. The announcer replied with ‘“He.eh, ha-ha-
ha” because the announcer wants to make the atmosphere calm and subside

the emotion from the caller.

4.2 Discussion

Fundamentally, the work was presented here sought to challenge
several existing research approaches in classifying the complaints and
complaints handling in radio. It can be seen from the amount of data found by
the writer. There were found seven data of classifying the complaints. The
percentage of highest representing in broken road as many as 64%. While the
percentage of lowest representing in complaint about airport queue as many as
8% representing. All of the data is shown in pie chart figure 4.1. And in
handling the complaints, the highest percentage is passive response as many
as 19, 2% .While the lowest percentage is active response as many as 12, 8%.
All the data of handling complaint is shown in table 4.2.1 and table chart 4.2.1
above.

Thus, the result of this study is the classifications of complaints. Based
on the research question number one, there were found seven data of
classification the complaint (1) broken road in the middle of railway and
broken road with deep the hole (2) traffic jam (3) breaking the rule of traffic
are about cutting the traffic light, against the traffic flow and does not wear a

helm (4) light off (5) traffic light off (6) cutting the line of train and (7) airport
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queue. Based on the research question number two, there are two types of
response that was found in the data; active response and passive response.
Handling the complaint with passive responses there are broken road with
deep the hole, breaking the rule of traffic (cutting the traffic light) and (against
the traffic flow), traffic light off, cutting the line of train and light off. While,
broken road in the middle of railway, traffic jam, break the rule of traffic
(does not wear a helm) and airport queue there are founds in active responses.
After reviewing the research of previous studies, the writer concludes
some matters. There are previous researcher that has analysed about this
study. There is (Trosborg, 1995 cited in Wijayanto et al. 2013). Agus
Wijayanto et al. 2013 explains complaints in the Indonesian Learners of
English based on the Trosborg’s theory about classify complaint strategies.
That in this research used 11 types of complaint strategy based on (Trosborg,
1995). There are is no explicit reproach, expression of annoyance,
accusations, blaming, asking for responsibility, warning, expressing
disappointment, threatening, criticizing/rebuking/reproving/admonishing,
requesting/ordering and letting off hook (forgiving and accepting the offence).
Then, the present study focuses on complaints section and handling
complaint by the announcer in dialogues between the announcers and the
callers complaints in radio. This research follows the previous studies as the
reference to the writer to analyse the data. The writer does not find the

classification of complaints and handling complaints by the announcers in
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previous studies because, this research becomes a new research and the writer
finds by herself.

There are some points that the researcher gets after analyzes this study.
Based on the findings of the analysis, the highest classification of complaints
is broken road. And the highest percentage from handling complaints is
passive response. Broken road as the highest classification because, mostly the
callers gives and information and complaints when they through the road or
on the way. Actually, they complaint about broken road and truly that the

condition of rood is not good.



