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ABSTRAK 
 

 

 

Wely Hermawan. 201610215242. Analisis Kualitas Pelayanan Tour 

Guide Travel Wisata di PT Berkah Wisata Indonesia. 

Penelitian ini berfokus pada peningkatan layanan tour guide selama tour 

perjalanan, dimana dalam metode tersebut membahas tentang dimensi-dimensi 

kualitas yakni: Tangible, Reliability, Responsiveness, Assurance dan Empathy 

menggunakan Software Statistical Product and Service Solution (SPSS) versi 26 

for windows untuk menganalisis kualitas pelayanan yang diberikan perusahaan.  

Metode yang dipergunakan adalah metode service quality (servqual). 

Berdasarkan hasil perhitungan menggunakan metode service quality dari masing-

masing atribut untuk dapat mengetahui pelayanan yang diberikan oleh PT Berkah 

Wisata Indonesia. Hasil yang didapat nilai rata-rata pada kenyataan di PT Berkah 

Wisata Indonesia sebesar 4.126 dan nilai rata-rata harapan pelanggan sebesar 

4.334 sehingga didapatkan nilai gap antara kenyataan dan harapan pelanggan 

sebesar -0.21, artinya pelanggan merasa belum puas terhadap pelayanan yang 

diberikan. 

 

 

 

Kata kunci (sentence case): tour giude, service quality,pelayanan. 
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ABSTRACT 

 

 

 

Wely Hermawan. 201610215242. Analysis of the Quality of Tour Guide 

Travel Services at PT Berkah Wisata Indonesia. 

This research focuses on improving tour guide services during travel tours, in 

which the method discusses the dimensions of quality namely: Tangible, 

Reliability, Responsiveness, Assurance and Empathy using Statistical Product and 

Service Solution (SPSS) Software version 26 for windows to analyze quality 

services provided by the company. The method used is the service quality method 

(servqual). 

Based on the results of calculations using the service quality method of each 

attribute to be able to find out the services provided by PT Berkah Wisata 

Indonesia. The results obtained are the average value in reality at PT Berkah 

Wisata Indonesia of 4,126 and the average customer expectation value of 4,334 so 

that the gap between reality and customer expectations is -0.21, meaning that 

customers are not satisfied with the services provided. 

 

 

 

Keywords (sentence case): tour guide, service quality, service. 
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