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ABSTRAK

Penelitian ini bertujuan untuk mengetahui Pengaruh Kualitas Pelayanan Pemandu
Wisata terhadap Keputusan Berkunjung di Museum Sultan Mahmud Badarudin II
Palembang. Data penelitian menggunakan data sekunder dan data primer. Data
penelitian sekunder diperoleh dari Dinas Kebudayaan Kota Palembang. Jumlah
sampel sebanyak 60 responden (metode non probability sampling dengan teknik
purposive sampling). Teknik analisis data regresi linier berganda dengan bantuan
software SPSS versi 25. Hasil penelitian menujukan bahwa : (1) Professional
Competence pemandu wisata secara parsial berpengaruh positif terhadap Keputusan
Berkunjung (2) Interpersonal Skill pemandu wisata secara parsial tidak berpengaruh
positif terhadap Keputusan Berkunjung (3) Organization Skill pemandu wisata secara
parsial tidak berpengaruh positif terhadap Keputusan Berkunjung (4) Emphaty
pemandu wisata secara persial tidak berpengaruh positif terhadap Keputusan
Berkunjung (5) Problem Solving pemandu wisata secara parsial tidak berpengaruh
positif terhadap Keputusan Berkunjung (6) Professional Competence, Interpersonal
Skill, Organization Skill, Emphaty dan Problem Solving pemandu wisata secara
simultan berpengaruh positif terhadap Keputusan Berkunjung. Saran yang diberikan
untuk meningkatkan kualitas pelayanan pemandu wisata adalah meningkatkan topik-
topik terkini, berbicara dengan jelas, memberikan pelayanan tepat waktu,
manawarkan bantuan kepada wisatawan, aktif mendengarkan dan cekatan dalam
menyelesaikan konflik.

Kata Kunci : Kualitas Pelayanan dan Pemandu Wisata
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ABSTRACT

This study aims to determine the effect of tour guide service quality on visiting
decisions at the Sultan Mahmud Badarudin II Museum in Palembang. The research
data uses secondary data and primary data. Secondary research data were obtained
from the Palembang City Culture Office. The number of samples was 60 respondents
(non probability sampling method with purposive sampling technique). Multiple
linear regression data analysis techniques with the help of SPSS software version 25.
The results show that: (1) Professional Competence of tour guides partially has a
positive effect on visiting decisions (2) Interpersonal skills of tour guides partially
have no positive effect on visiting decisions (3) Organization Skill tour guides
partially have no positive effect on visiting decisions (4) Partial tour guide empathy
has no positive effect on visiting decisions (5) Problem Solving tour guides partially
has no positive effect on visiting decisions (6) Professional Competence,
Interpersonal Skills, Organization Skill, Emphaty and Problem Solving tour guides
simultaneously have a positive effect on visiting decisions. Suggestions given to
improve the quality of tour guide services are to improve current topics, speak clearly,
provide timely services, offer assistance to tourists, actively listen and are dexterous
in resolving conflicts.

Keywords: Service Quality and Tour Guide
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