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ABSTRAK

Salah satu biro perjalanan yang memiliki fokus terhadap produk incentive tour di
Bandung yaitu PT Interlink Tours and Travel. Dengan memberikan layanan
berkualitas mengedepankan kenyamanan konsumen. Kemudahan bertransaksi,
mendapatkan informasi, dan dalam pemenuhan kebutuhan pemesanan perjalanan
wisata. Terdapat beberapa keluhan dari peserta selama tur yang dijalankan oleh PT
Interlink Tours and Travel Bandung dari formulir feedback yang dibagikan setelah
tur. Penelitian ini bertujuan untuk mengukur bagaimana kualitas pelayanan pada
produk incentive tour di PT Interlink Tours and Travel Bandung pada 5 dimensi
yaitu tangible, empathy, responsiveness, reliability, dan assurance. Penelitian ini
menggunakan metode kuantitatif deskriptif. Terdapat 100 responden pada
penelitian ini yang merupakan pengguna jasa incentive tour di PT Interlink Tours
and Travel Bandung pada tahun 2022. Hasil yang diperoleh dari penelitian ini yaitu
kualitas pelayanan sudah sangat baik dari 5 aspek kualitas pelayanan. Namun ada
beberapa aspek yang masih perlu untuk ditingkatkan lagi pelayanannya khususnya
aspek pada dimensi tangible, sehingga PT Interlink Tours and Travel Bandung perlu
meningkatkan kembali standar pemilihan komponen dalam paket wisata termasuk
transportasi, akomodasi, restoran dan objek wisata. Bisa dengan melakukan
pengecekan terlebih dahulu sebelum perjalanan berlangsung. Agar konsumen
merasa nyaman dari awal hingga akhir perjalanan.

Kata Kunci : Kualitas pelayanan, Incentive Tour, Tangible, Empathy,
Responsiveness, Reliability, Assurance.



ABSTRACT

One of the travel agencies that has a focus on incentive tour products in Bandung
is PT Interlink Tours and Travel. By providing quality service ahead of the
consumer’s comfort. Ease of transactions, obtaining information, and in the
fulfillment of travel booking needs. There were several complaints from
participants during the tour run by PT Interlink Tours and Travel Bandung from
the feedback form shared after the tour. This research aims to measure how the
quality of service on incentive tour products at PT Interlink Tours and Travel
Bandung in 5 dimensions: tangible, empathy, responsiveness, reliability, and
assurance. This study uses descriptive quantitative methods. There were 100
respondents to this study who were users of incentive tour services at PT Interlink
Tours and Travel Bandung in 2022. The results of this study showed that the service
quality was excellent from the 5 aspects of service quality. However, there are some
aspects that still need to be improved further services, especially aspects on the
tangible dimension, so that PT Interlink Tours and Travel Bandung need to re-
improve the selection standard of components in travel packages including
transportation, accommodation, restaurants and tourist attractions. You can check
it out before the trip starts. Customers feel comfortable from the beginning to the
end of the trip.

Keywords: Service Quality, Incentive Tour, Tangible, Empathy, Responsiveness,
Reliability, Assurance.
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