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ABSTRAK

Bandung Good Guide, penyedia layanan walking tour di Kota Bandung, secara
konsisten berusaha mempertahankan dan meningkatkan loyalitas pelanggan dengan
merancang strategi pengembangan yang berfokus pada pemenuhan dan kebutuhan
serta keinginan pesertanya melalui peningkatan customer perceived value. Penelitian
ini bertujuan untuk menganalisis faktor-faktor yang mempengaruhi peserta terhadap
nilai yang mereka rasakan dari pengalaman walking tour di Bandung Good Guide serta
untuk mengukur seberapa besar pengaruh customer perceived value terhadap customer
loyalty. Penelitian ini menggunakan metode deskriptif dengan pendekatan kuantitatif,
bertujuan untuk menganalisis pengaruh customer perceived value terhadap customer
loyalty di Bandung Good Guide. Sebanyak 339 responden, yang merupakan peserta
walking tour Bandung Good Guide menjadi subjek dalam penelitian ini. Teknik
analisis data yang digunakan adalah regresi linear sederhana. Hasil penelitian
menunjukkan bahwa, variabel customer perceived value (yang terdiri dari functional
value, experiential value, image value, dan attention value) memberikan pengaruh
positif terhadap variabel customer loyalty (yang terdiri dari behavioral loyalty dan
attitudinal loyalty) di Bandung Good Guide. Oleh karena itu, untuk meningkatkan
customer loyalty, fokus pada peningkatan customer perceived value dapat menjadi

strategi yang efektif.

Kata kunci: Customer perceived value, Customer loyalty, Walking tour.
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ABSTRACT

Bandung Good Guide is a walking tour service provider in the city of Bandung. They
are committed to maintaining and improving customer loyalty by providing a high-
quality experience. To achieve this, they have designed a development strategy that
focuses on meeting the needs and desires of their customers. The aim of this research
is to identify the factors that influence a customer's perception of the value they receive
from the walking tour experience with Bandung Good Guide. The study also seeks to
measure the impact of customer perceived value on customer loyalty. The study uses a
quantitative approach and a descriptive method to understand the influence of
customer perceived value on customer loyalty at Bandung Good Guide. A total of 339
respondents who participated in Bandung Good Guide's walking tours are the subjects
of this study. The data analysis technique used is simple linear regression. The results
of the research indicate that the customer perceived value variable, which includes
functional value, experiential value, image value, and attention value, has a positive
influence on the customer loyalty variable, which includes behavioral loyalty and
attitudinal loyalty, at Bandung Good Guide. Therefore, improving the customer

perceived value can be an effective strategy to enhance customer loyalty.

Keywords: Customer perceived value, Customer loyalty, Walking tour.
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