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ABSTRAK 

Nuartha Tours & Travel adalah sebuah Biro Perjalanan Wisata yang tengah berkembang di 

Kota Bandung. Biro Perjalanan Wisata membutuhkan seorang tour leader untuk mengatur 

seluruh perjalanan wisata. Keberhasilan suatu perjalanan bergantung pada kinerja yang 

diberikan tour leader kepada wisatawan. Penelitian ini ditujukan untuk mengetahui kinerja 

tour leader di Nuartha Tours & Travel yang dianalisis berdasarkan professional 

competence, interpersonal skills & organization, empathy, dan problem solving. Metode 

penelitian yang digunakan adalah kuantitatif dengan pendekatan deskriptif. Objek 

penelitian ini adalah kinerja tour leader dan subjeknya adalah wisatawan yang telah 

menggunakan jasa open trip di Nuartha Tours & Travel. Teknik sampling yang digunakan 

adalah probability sampling, pengumpulan data dalam penelitian ini melalui penyebaran 

kuesioner kepada 100 responden, observasi lapangan, serta didukung dengan studi 

kepustakaan dan dokumentasi. Hasil penelitian menunjukkan bahwa kinerja tour leader di 

Nuartha Tours & Travel sudah sangat baik. Dengan penilaian paling tinggi yaitu 

professional competence, dan yang paling rendah yaitu problem solving. Penulis 

mengajukan rekomendasi diantaranya dari dimensi professional competence yaitu 

mengadakan workshop bersama masyarakat lokal daerah wisata, dimensi interpersonal 

skills & organization yaitu mengembangkan keterampilan melalui pelatihan, dimensi 

empathy yaitu menggunakan bahasa tubuh yang terbuka, ekspresi wajah yang 

menggambarkan perhatian dan simpati, dan dimensi problem solving yaitu latihan berpikir 

analitis, diskusi, & brainstorming. 
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ABSTRACT 

Nuartha Tours & Travel is a travel agency that is currently developing in Bandung. Travel 

Agency needs one tour leader to arrange the whole tour. The success of a trip depends on 

performance given tour leader to tourists. This research is intended to determine tour 

leader performance at Nuartha Tours & Travel which was analyzed based on professional 

competence, interpersonal skills & organization, empathy, and problem solving. The 

research method used is quantitative with a descriptive approach. The object of this 

research is tour leader performance and the subject is tourists who have used open trip at 

Nuartha Tours & Travel. The sampling technique used is probability sampling, collecting 

data in this study by distributing questionnaires to 100 respondents, field observations, and 

supported by literature studies and documentation. The research results show that tour 

leader performance at Nuartha Tours & Travel it's been very good. With the highest rating 

that is professional competence, and the lowest is problem solving. The author proposes 

recommendations including from dimensions professional competence that is held 

workshop with local communities in tourist areas, dimensions interpersonal skills & 

organization that is developing skills through training, dimensions empathy namely using 

open body language, facial expressions that depict concern and sympathy, and dimensions 

problem solving namely analytical thinking exercises, discussions, & brainstorming. 
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