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ABSTRAK 

 

Pandemi Covid-19 selama kurang lebih dua tahun kebelakang mencuri perhatian 

utama berbagai sektor karena dampak yang ditimbulkan, termasuk sektor 

pariwisata, salah satu dampaknya yakni, terjadinya perubahan sikap berwisata. 

Kualitas pelayanan, melalui pelayanan layanan intangible yang diberikan oleh 

pengelola menjadi salah satu komponen penting dalam memenuhi kepuasan 

wisatawan. Namun, tidak banyak penelitian yang membahas mengenai seberapa 

pentingnya kualitas pengalaman wisatawan terutama di masa pandemi yang 

berdampak kepada perilaku adaptasi baru berwisata selama pandemi. Taman Hutan 

Raya Ir. H. Djuanda merupakan kawasan konservasi di Kota Bandung, yang juga 

dikenal baik sebagai salah satu pilihan alternatif destinasi wisata, dengan beragam 

aktivitas yang dapat dilakukan. Penelitian ini bertujuan untuk melihat serta 

mengukur kualitas pelayanan intangible di Tahura Ir. H. Djuanda terhadap kualitas 

pengalaman wisatawan. Metode yang digunakan dalam penelitian ini adalah 

kuantitatif asosiatif dengan analisis regresi sederhana menggunakan skala 

pengukuran interval yang diukur dengan continuous rating scale. Dengan 

pendekatan konsep melalui, dimensi kualitas pelayanan yang terbagi menjadi tiga 

yakni, responsiveness, assurance, dan empathy. Serta, dimensi kualitas pelayanan 

wisatawan yang terdiri dari enam komponen yaitu environment, learning, 

entertainment, service providers, functional benefits dan trust. Penelitian 

menunjukkan kualitas pelayanan Tahura Ir. H. Djuanda tergolong dalam kriteria 

baik, dimana pengelola berhasil membangun reputasi baik, membangun 

kepercayaan serta memberikan upaya dalam memahami kebutuhan dan keinginan 

wisatawan. Kualitas pengalaman wisatawan Tahura Ir. H. Djuanda juga tergolong 

dalam kriteria baik, dengan pengalaman wisatawan yang memuaskan sehingga 

mempengaruhi niat untuk berkunjung kembali serta menarik calon wisatawan baru. 

Sehingga berdasarkan hasil analisis pengaruh signifikan kualitas pelayanan 

terhadap kualitas pengalaman wisatawan sebesar 59,2%. 

 

Kata Kunci: Kualitas Pelayanan, Kualitas Pengalaman, Pariwisata Pasca Pandemi, 

Taman Hutan Raya 
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ABSTRACT 

 

The Covid-19 pandemic for the past two years has received major attention from 

various sectors because of the impact it has, including the tourism sector, one of 

which is a change in travel attitudes. Service quality, through intangible services 

provided by the manager, is an important component in meeting tourist satisfaction. 

However, there are not many studies that discuss the importance of the quality of 

the tourist experience, especially during the pandemic which has an impact on new 

adaptive behavior during the pandemic. ,Taman Hutan Raya Ir. H. Djuanda is a 

conservation area in the city of Bandung, which is also known as one of the 

alternative tourist destinations, with a variety of activities that can be done. This 

study aims to see and measure the quality of intangible services in Tahura Ir. H. 

Juanda on the quality of the tourist experience. The method used in this research is 

quantitative associative with simple regression analysis using interval 

measurement scale which is measured by continuous rating scale. With the concept 

approach through, the dimensions of service quality are divided into three namely, 

responsiveness, assurance, and empathy. Also, the dimensions of the quality of 

tourist services consist of six components, namely environment, learning, 

entertainment, service providers, functional benefits, and trust. Research shows the 

service quality of Tahura Ir. H. Juanda belongs to the good criteria, where the 

manager has succeeded in building a good reputation, building trust and making 

efforts to understand the needs and desires of tourists. The quality of the tourist 

experience of Tahura Ir. H. Juanda also belongs to the good criteria, with a 

satisfactory tourist experience so that it affects the intention to visit again and 

attracts potential new tourists. Based on the results of the analysis of the significant 

influence of service quality on the quality of the tourist experience of 59.2%. 

 

Keywords: Quality of Service, Quality of Experience, Quality of Service, Post-

Pandemic Tourism,Taman Hutan Raya 
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