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Pengaruh Kualitas Layanan dan Promosi Terhadap Kepuasan dan Loyalitas
Pengunjung Wana Wisata Tanjung Papuma Jember

Hasaruddin

Jurusan Manajemen, Fakultas Ekonomi, Universitas Jember

ABSTRAK
Fakta menunjukkan bahwa pelanggan mengalami penurunan tingkat kepuasan
pelayanan di bawah standar. Harapan konsumen terbentuk oleh pengalaman
pembelian sebelumnya, komentar kalangan dan informasi pesaing. Saat ini wana
wisata Tanjung Papuma masih meningkatkan loyalitas pelanggan melalui
pemantauan kualitas layanan dan promosi kepada pelanggan. Menurut manager
pengembangan wisata Tanjung Papuma pada 2009 prosentase pendapatan bidang
pariwisata hanya 0,5% dari total pendapatan perum perhutani, dan diharapkan dapat
meningkat 30%. Rancangan penelitian menggunakan confirmatory dan explanatory
reseach. Penelitian bertujuan mengkaji pengaruh kualitas layanan dan promosi
terhadap kepuasan dan loyalitas pelanggan wana wisata Tanjung Papuma Jember.
Sampel penelitian sebanyak 160 responden dengan kriteria inklusi: responden
berdomisili atau warga Jawa Timur, pengunjung obyek wisata Tanjung Papuma
berusia ≥17 tahun. Instrumen ada empat: 1) kualitas layanan (meliputi: bukti
langsung, keandalan, ketanggapan, jaminan, empati, pengukuran kualitas pelayanan
indicator); 2) promosi (meliputi: penjualan tatap muka, periklanan dan publisitas,
promosi penjualan, hubungan masyarakat, pemasaran langsung); 3) kepuasan
(meliputi: kepuasan pelanggan keseluruhan, konfirmasi harapan, perbandingan
dengan situasi ideal); 4) loyalitas pelanggan (meliputi: share information, say
positive things, recommend friends, continue purchasing, purchase additional
service, test new service). Instrument berbentuk skala likert dengan rentang
penilaian: sangat setuju=5, setuju=4, ragu-ragu=3, tidak setuju=2, sangat tidak
setuju=1. Uji analisis menggunakan structural equation modeling (SEM) dengan
program AMOS 20.0. Hasil menunjukkan chi-square=115,323, probabilitas=0,077,
CMIN=1,214, GFI=0,922, AGFI=0,888, TLI=0,979, RMSEA=0,037, CFI=0,983.
Hasil penelitian menunjukkan kualitas layanan berpengaruh terhadap kepuasan
(p=0,002), kualitas layanan berpengaruh terhadap loyalitas pengunjung (p=0,028),
promosi berpengaruh terhadap kepuasan (p=0,000), promosi tidak berpengaruh
terhadap loyalitas pengunjung (p=0,296), kepuasan berpengaruh terhadap loyalitas
pengunjung (p=0,003). SEM menjelaskan hubungan secara kompleks pengaruh
variabel langsung atau tidak langsung antar beberapa variabel.

Kata kunci: kualitas layanan, promosi, kepuasan, loyalitas
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The Influence Of Service Quality And Promotion To Satisfaction And Visitors
Loyalty Of The Ecotourism Tanjung Papuma Jember

Hasaruddin

Magister Manajemen, Ekonomic Faculty, Universitas Jember

ABSTRACT
The fact shows that customer satisfaction levels decreased below the standard of
care. Consumer expectations are formed by the experience of previous purchases,
comments and information among competitors. Currently ecotourism Tanjung
Papuma still increase customer loyalty through quality monitoring and promotion
services to the customers. According to tour Tanjung Papuma development manager
in 2009 tourism revenue percentage is only 0,5% of total revenue Perum Perhutani,
and is expected to increase 30%. Study design using confirmatory and explanatory
research. The study aimed to assess the effect of service quality and promoting
customer satisfaction and loyalty ecotourism Tanjung Papuma Jember. The
research sample of 160 respondents with inclusion criteria: the respondent is
domiciled or resident of East Java, visitor attractions Tanjung Papuma aged ≥ 17
years. There are four instruments: 1) quality of service (include: direct evidence,
reliability, responsiveness, assurance, empathy, service quality measurement
indicators); 2) promotion (include: face to face sales, advertising and publicity,
sales promotion, public relations, direct marketing); 3) satisfaction (include: overall
customer satisfaction, confirmation of expectations, comparisons with the ideal
situation); 4) customer loyalty (include: share information, say positive things,
recommend friends, continue purchasing, purchase additional services, test new
service). Likert scale shaped instrument with a range of ratings: strongly agree = 5,
agree = 4, undecided = 3, disagree = 2, strongly disagree = 1. Test analysis using
structural equation modeling (SEM) with AMOS 20.0 program. Results showed chi-
square = 115,323, probability = 0,077, CMIN = 1,214, GFI = 0,922, AGFI = 0,888,
TLI = 0,979, RMSEA = 0,037, CFI = 0,983. The results showed an effect on the
quality of service satisfaction (p = 0,002), quality of service affects the visitor
loyalty (p = 0,028), the promotion effect on satisfaction (p = 0,000), no effect on the
promotion of visitor loyalty (p = 0,296), satisfaction influential visitor loyalty (p =
0,003). SEM to explain the complex relationship variables influence directly or
indirectly between several variables.

Keywords: quality of service, promotion, satisfaction, loyalty
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