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ABSTRAK

Tujuan penelitian ini adalah untuk mengetahui tingkat kepuasan pelanggan Paket Wisata
Domestik di PT. Magnus Wisata Bandung. Penelitian ini menggunakan metode deskriptif
kuantitatif untuk menganalisis masalah. Sampel yang digunakan sebanyak 30 responden dan
data diperoleh melalui kuesioner, observasi, dan wawancara. Dengan menggunakan skala
likert sebagai alat ukur untuk mengetahui lamanya interval. Berdasarkan hasil penelitian,
Kepuasan Pelanggan Pengguna Jasa Paket Tour Di PT. Magnus Wisata Bandung yang terdiri
dari lima indikator yaitu: Overall Customer Satisfaction, Confirmation of Expectation,
Repurchase Intention, Willingness to Recommend, Customer Dissatisfaction. Tingkat
kepuasan pelanggan PT. Magnus Wisata Bandung cukup memuaskan dilihat dari hasil
persentase yang diperoleh bahwa rata-rata pelanggan merasa cukup puas dengan pelayanan

yang diberikan atau confirmation of expectation.

Kata Kunci: Kepuasan Pelanggan, Magnus Wisata Bandung
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ABSTRACT

The purpose of this research is to find out the level of customer satisfaction with Domestic
Tour Packages at PT. Magnus Wisata Bandung. This study uses a descriptive gquantitative
method to analyze the problem. The sample consisted of 30 respondents, and data were
collected through questionnaires, observation, and interviews. A Likert scale was used as a
measurement tool to determine the length of the interval. Based on the research results,
customer satisfaction of users of tour package services at PT. Magnus Wisata Bandung
consists of five indicators: Overall Customer Satisfaction, Confirmation of Expectation,
Repurchase Intention, Willingness to Recommend, and Customer Dissatisfaction. The level of
customer satisfaction at PT. Magnus Wisata Bandung is quite satisfactory, as seen from the
percentage results showing that, on average, customers feel fairly satisfied with the services

provided, particularly in terms of confirmation of expectations.

Keywords: Customer Satisfaction, Magnus Wisata Bandung
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