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ABSTRAK 

 

Pada saat ini, jumlah perusahaan travel agent semakin banyak dan tersebar di 

seluruh Indonesia. Padma Tours merupakan travel agent yang masih terdapat 

beberapa permasalahan dalam pelayanan kepada customer maka dari itu penelitian 

ini bertujuan untuk mengetahui bagaimana penerapan ability, attitude, appearance, 

attention, action, accountability customer service officer dalam menerapkan 

pelayanan prima di Padma Tour Bandung Pada penelitian ini, penulis 

menggunakan metode penelitian deskriptif kualitatif. Pada penelitian ini penulis 

memutuskan untuk menggunakan metode purposive sampling. Analisis data yaitu 

reduksi data, penyajian data dan penarikan kesimpulan berdasarkan semua data 

dan informasi yang telah penulis dapatkan, baik dari hasil wawancara, dan 

observasi. Untuk menguji keabsahan data dalam penelitian ini menggunakan cara 

Triangulasi sumber. Penerapan ability di padma Tours Bandung masih ada 

indikator yang belum terlaksana dengan baik, masih ada staf yang belum memiliki 

pengetahuan mempuni dibidang pariwisata dan travel agent. Dimensi Attitude 

yang diterapkan oleh Padma Tours yaitu tidak lupa senyum kepada customer, 

memberikan rasa nyaman, serta selalu bersikap baik. Dimensi Appearance 

penampilan fisik di Padma Tours menerapkan penampilan yang rapi, serta 

mempertahankan penampilan. Dimensi attention Padma Tours sudah memberikan 

perhatian penuh kepada customer, dimensi Padma Tours Bandung merupakan 

travel agent yang cepat merespon sesuatu yang diinginkan oleh customer, 

memenuhi kebutuhan customer, serta membantu saat customer saat membutuhkan 

bantuan, tanggung jawab yang diberikan Padma Tours kepada customer adalah 

memberikan rasa aman kepada customer, mempertanggung jawabkan semua 

perkataan yang di berikan kepada customer. 

 

Kata kunci: Excellent services, ability, attitude, appearance, attention, action, 

accountability 

 

 

 

 

 

 

 

 

 

 

 

 



v 

 

ABSTRACT 

 

At this time, the number of travel agent companies is increasing and spreading 

throughout Indonesia. Padma Tours is a travel agent who still has some problems 

serving customers, therefore, this study aims to find out how to apply the ability, 

attitude, appearance, attention, action, and accountability of customer service 

officers in implementing excellent service at Padma Tour Bandung. The author 

uses a qualitative descriptive research method. In this study, the authors decided 

to use the purposive sampling method. data analysis, namely data reduction, data 

presentation, and drawing conclusions based on all the data and information that 

the authors have obtained, both from interviews and observations. To test the 

validity of the data in this study using source triangulation. There are indicators 

that have not been implemented properly at Padma Tours Bandung, and there are 

still staff who do not have knowledge in the field of tourism and travel agents. The 

Attitude dimension implemented by Padma Tours is not forgetting to smile at 

customers, providing a sense of comfort, and always working well. The 

Appearance dimension of physical appearance at Padma Tours applies neatness 

and maintains appearance. The attention dimension of Padma Tours has given 

full attention to the customer, the Padma Tours Bandung dimension is a travel 

agent who quickly responds to something the customer wants, fulfills customer 

needs, and helps when the customer needs help, the responsibility given by Padma 

Tours to customers is to provide a sense of safety to customers, responsible for all 

the words given to them. 

 

Keywords: Excellent services, ability, attitude, appearance, attention, action,   

accountability 
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