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ABSTRAK

Penelitian ini bertujuan untuk menganalisis dan meningkatkan kualitas pelayanan
pemandu wisata pada Bandung Tour on Bus (Bandros), salah satu atraksi wisata
unggulan di Kota Bandung. Fokus diarahkan pada pengalaman wisatawan milenial
sebagai segmen potensial pariwisata modern. Penelitian ini menggunakan
pendekatan kuantitatif deskriptif, dengan penyebaran kuesioner kepada 100
responden yang dipilih menggunakan teknik accidental sampling, yakni wisatawan
milenial yang secara kebetulan menggunakan layanan Bandros saat proses
pengumpulan data. Populasi merujuk pada pengikut Instagram @bus.bandros yang
berjumlah lebih dari 20.000 orang. Instrumen penelitian disusun berdasarkan teori
SERVQUAL dari Parasuraman, Zeithaml, dan Berry, dengan lima dimensi:
tangibles, reliability, responsiveness, assurance, dan empathy. Skala yang
digunakan yaitu skala Likert, dengan pengolahan data melalui SPSS.Hasil
penelitian menunjukkan kualitas pelayanan pemandu wisata Bandros berada pada
kategori sangat baik, dengan nilai tertinggi pada dimensi Tangibles (3,67) yang
mencerminkan kebersihan bus dan kerapian pemandu, serta Responsiveness (3,65)
yang menunjukkan ketanggapan terhadap pertanyaan wisatawan. Namun, dimensi
Assurance memperoleh skor paling rendah (3,43), mengindikasikan kelemahan
pada penguasaan materi sejarah dan keterampilan komunikasi. Oleh karena itu,
diperlukan pelatihan rutin bagi pemandu wisata dan peningkatan fasilitas informasi
digital interaktif di dalam bus. Upaya ini diharapkan mampu meningkatkan
kepuasan wisatawan, memperkuat citra Bandros sebagai ikon wisata edukatif, dan

mendukung pengembangan pariwisata berkelanjutan di Kota Bandung.

Kata Kunci: Kualitas Pelayanan, Pemandu Wisata, Wisatawan Milenial, Bandros,

Accidental Sampling
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ABSTRACT

This study aims to analyze and improve the service quality of tour guides on the
Bandung Tour on Bus (Bandros), one of the leading tourist attractions in the city
of Bandung. The research focuses on the experiences of millennial tourists as a
potential segment in modern tourism. A descriptive quantitative approach was used
by distributing questionnaires to 100 respondents, selected using accidental
sampling, namely millennial tourists who happened to use Bandros services during
the data collection period. The population in this study refers to the followers of the
Instagram account (@bus.bandros, which has more than 20,000 followers. The
research instrument was based on the SERVQUAL theory by Parasuraman,
Zeithaml, and Berry, which consists of five dimensions: tangibles, reliability,
responsiveness, assurance, and empathy. The data was measured using a Likert
scale and processed with SPSS software. The results indicate that the overall service
quality of Bandros tour guides is categorized as very good, with the highest average
score found in the Tangibles dimension (3.67), reflecting the cleanliness of the bus
and the neat appearance of the guides. The Responsiveness dimension also scored
high (3.65), showing that the guides responded promptly to tourists’ questions.
However, the Assurance dimension received the lowest average score (3.43),
indicating a lack of knowledge about historical content and inadequate
communication skills. Therefore, improvements are recommended, such as regular
training for tour guides and enhancing interactive digital information facilities
inside the bus. These efforts are expected to improve tourist satisfaction, strengthen
Bandros’ image as an educational tourism icon, and support sustainable tourism

development in Bandung.

Keywords: Service Quality, Tour Guide, Millennial Tourists, Bandros, Accidental

Sampling
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