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MOTTO

“Through patience, great things are accomplished.”

- Imam Ali (AS)
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ABSTRAK

Nuartha Tours Bandung adalah salah satu biro perjalanan yang berada di Kota
Bandung yang hadir dengan visinya untuk menyediakan produk serta pelayanan
yang berkualitas dengan berorientasi pada kemudahan, kepuasan, dan kenyamanan
pelanggan. Terdapat beberapa keluhan dari konsumen mengenai kualitas
pelayanannya yang didapatkan dari formulir feedback yang diisi peserta setelah tur
dilaksanakan. Penelitian ini bertujuan untuk mengetahui bagaimana kualitas
pelayanan pada paket wisata Yogyakarta di Nuartha Tours Bandung, menggunakan
metode Mixed Method dengan strategi eksplanatoris sekuensial. Serta
menggunakan 5 dimensi dalam mengukur kualitas pelayanan yaitu Tangible,
Emphaty, Reliability, Responsiveness, dan Assurance dengan sampel sebanyak 105
responden yang merupakan pengguna paket wisata Yogyakarta di Nuartha Tours
Bandung pada tahun 2022 — 2023. Berdasarkan data penelitian ini, hasil
menunjukan bahwa dimensi Tangible, Emphaty, Reliability, Responsiveness, dan
Assurance mendapatkan kategori penilaian baik dari segi Kualitas Pelayanan pada
paket wisata Yogyakarta. Namun, pada dimensi Tangible perlu diperbaiki pada
aspek pemilihan menu cita rasa makanan dengan cara meninjau kembali restoran
yang hendak dipilih terkait menu yang akan disajikan, serta pada dimensi
Reliability pada aspek menjelaskan rute perjalanan, pihak Nuartha Tours Bandung
harus lebih tegas agar dapat menjelaskan rute perjalanan sebelum keberangkatan.

Kata Kunci : Kualitas Pelayanan, TERRA, Paket Wisata Yogyakarta, Nuartha
Tours Bandung.



ABSTRACT

Nuartha Tours Bandung is a travel agency located in the city of Bandung that comes
with its vision to provide quality products and services oriented towards customer
convenience, satisfaction and comfort. There were several complaints from
consumers regarding the quality of their service which were obtained from the
feedback form that was filled out by the participants after the tour was carried out.
This study aims to find out how the quality of service on Yogyakarta tour packages
at Nuartha Tours Bandung, using the Mixed Method method with a sequential
explanatory strategy. As well as using 5 dimensions in measuring service quality,
namely Tangible, Empathy, Reliability, Responsiveness, and Assurance with a
sample of 105 respondents who are users of Yogyakarta tour packages at Nuartha
Tours Bandung in 2022 - 2023. Based on this research data, the results show that
the Tangible dimension , Empathy, Reliability, Responsiveness, and Assurance get
good rating categories in terms of Service Quality in Yogyakarta tour packages.
However, on the Tangible dimension it is necessary to improve on the aspect of
selecting the food taste menu by reviewing the restaurant you want to choose
regarding the menu to be served, as well as on the Reliability dimension in the
aspect of explaining travel routes, Nuartha Tours Bandung must be more assertive
in order to be able to explain travel routes before departure.

Keywords: Service Quality, TERRA, Yogyakarta Tour Packages, Nuartha Tours
Bandung.
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