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HALAMAN MOTTO 

 

The sun’ll come out. 

Nothing good ever comes easy, 

I,know times are rough, but winners don’t quit. So don’t you give up. 

 

The sun’ll come out. 

But we’ve been struggling endless days. 

Someday we’ll find the love. 

Cause after the strorms, when the flowers bloom. 

 

(Kali Uchis) 
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ABSTRAK 

Akibat pandemic Covid-19, yang menyerang secara global pada tahun 2019,. 
Perusahaan kecil seperti Cerita Bandung memerlukan upaya yang keras untuk 
bertahan. Moch Parhan sebagai founder dari Cerita Bandung berharap untuk terus 
mengembangkan bisnisnya diamsa pemulihan ini. Salah satu cara untuk 
melakukan itu adalah melalui pelanggan. Melalui pelanggan, sebuah perusahaan 
dapat meningkatkan keunggulannya, serta daya saing. Feed back form yang 
disebarkan Cerita Bandung kepada peserta tour, nampaknya belum bisa digunakan 
untuk mengetahui secara spesifik apa yang dapat ditingkatkan atau diperbaiki. 
Analisa dari feed back form tersebut juga menunjukkan bahwa masih ada peserta 
yang merasa kurang puas. Ketidak puasan ini dapat berdampak buruk bagi sebuah 
perusahaan. Oleh karena itu, penulis merangkai penelitian ini untuk 
mengidentifikasikan masalah ketidak puasan peserta Cerita Bandung agar Cerita 
Bandung dapat terus berkembang. Penelitian kuantitatif ini disusun menggunakan 
metode deskriptif, dengan teknik accidental sampling dimana peserta walking 
tour Cerita Bandung diberikan kesempatan untuk mengisi kuesioner terkait 
dengan 5 faktor pendorong kepuasan pelanggan. Kepuasan pelanggan dapat 
diukur menggunakan 5 faktor pendorong kepuasan pelanggan, diantaranya adalah 
kualitas produk, harga, kualitas pelayanan, factor emosional, dan kemudahan. 
Melalui penelitian ini, penulis dapat mengidentifikasikan bahwa responden 
merasa kurang puas dengan daya tahan produk cerita bandung, lebih spesifiknya 
pada rute Bandunglicious, Bandunglicious 2.0, dan The Original Bandung. Secara 
emosional, terdapat sejumlah peserta yang merasa bosan akibat perjalanan yang 
terlalu lama. Tak hanya itu, banyak peserta yang merasa bahwa mendaftarkan diri 
untuk mengikuti rute walking tour cukup sulit, dikarenakan jatah slot pendaftaran 
yang sedikit, serta frekuensi jadwal perjalanan walking tour yang masih terbilang 
minim. Meskipun demikian, responden merasa senang setelah mengikuti rute, dan 
beranggapan bahwa produk dari Cerita Bandung adalah menarik, menyenangkan, 
dan edukatif. Para peserta juga merasa puas dengan kualitas pelayanan yang 
diberikan oleh storyteller sebagai pemandu perjalanan. Secara keseluruhan, Cerita 
Bandung memiliki kemampuan untuk memberikan pengalaman yang 
menyenangkan, dan berkesan bagi para peserta. Dan hal tersebut membuat para 
peserta sangat puas dengan Cerita Bandung. Hanya saja, diperlukan beberapa 
peningkatan dan perbaikan, diantaranya berupa penyesuaian durasi perjalanan 
walking tour, penyesuaian slot pendaftar dan frekuensi jadwal perjalanan, serta 
berbagai bentuk edukasi bagi storyteller untuk mempertahankan kualitas 
pelayanan. 
 
Kata kunci: Kepuasan pelanggan, kualitas produk, harga, kualitas 
pelayanan, factor emosional, dan kemudahan. 
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ABSTRACT 
 

As a result of the Covid-19 pandemic, which hit globally in 2019, a small 
company like Cerita Bandung requires a lot of effort to survive. Moch Parhan as 
the founder of Cerita Bandung hopes to continue to grow his business during this 
recovery period. One way to do that is through customers. Through customer 
satisfaction, a company can increase its advantage, as well as competitiveness. It 
seems that the feed back form given by the company to tour participants does not 
seem to be able to be used to find out specifically what can be improved or 
repaired. Analysis of the feed back form also shows that there are still 
participants who feel dissatisfied. This dissatisfaction can be bad for a company. 
Therefore, the author arranged this research to identify the problem of 
dissatisfaction, so that Cerita Bandung can continue to grow. This quantitative 
research was compiled using a descriptive method, with an accidental sampling 
technique where the walking tour participants were given the opportunity to fill 
out a questionnaire related to the 5 driving factors of customer satisfaction. 
Customer satisfaction can be measured using 5 factors driving customer 
satisfaction, including product quality, price, service quality, emotional factors, 
and convenience. Through this research, the authors were able to identify that the 
respondents were dissatisfied with the durability of products, more specifically on 
the Bandunglicious, Bandunglicious 2.0, and The Original Bandung routes. 
Emotionally, there were a number of participants who felt bored because the trip 
was too long. Not only that, many participants feel that registering to take part on 
the walking tour is quite difficult, due to the small number of registration slots, as 
well as the frequency of walking tour travel schedules which are still relatively 
minimal. Even so, respondents felt happy after following the route, and thought 
that the product from Cerita Bandung was interesting, fun and educative. The 
participants were also satisfied with the quality of service provided by the 
storyteller as a travel guide. Overall, Cerita Bandung has the ability to provide an 
enjoyable and memorable experience for participants. And this made the 
participants very satisfied with the Bandung Story. It's just that some 
improvements  are needed, including in the form of adjusting the duration of the 
walking tour, adjusting the registrant slots and the frequency of travel schedules, 
as well as various forms of education for storytellers to maintain service quality. 
 
Key words: Customer satisfaction, product quality, price, service quality, 
emotional factors, and convinience. 
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