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ABSTRACT 

This study aims to determine the interpersonal communication 

activities carried out by Scorpion Tour Surabaya tour leaders in building tour 

participant satisfaction based on the stages of interpersonal communication 

and communication goals theory. This research uses descriptive qualitative 

research with data collection techniques based on interviews, observation, and 

documentation. The results showed that the contact stage of the Scorpion Tour 

Surabaya tour leader began by giving a welcome or greeting and showing the 

tour leader's identity. Furthermore, the involvement stage, the tour leader 

shows relational goals by increasing the intensity of communication, building 

an atmosphere, and showing attention and care. At the stage of familiarity, 

interpersonal communication activities carried out by tour leaders are 

openness to communicate and the use of informal verbal language and 

humorous communication. In addition to this, this study found indicators of 

tour participants' satisfaction with interpersonal communication activities 

carried out by Scorpion Tour Surabaya tour leaders based on the quality of 

services provided by tour leaders which include Reability, Responsiveness, 

Assurance, Empathy, and Tangible. 

 

Keywords: Interpersonal Communication, Communication Goal Theory, Tour 

Leader, Satisfaction 
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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui aktivitas komunikasi 

interpersonal yang dilakukan oleh tour leader Scorpion Tour Surabaya dalam 

membangun kepuasan peserta tour berdasarkan tahapan – tahapan komunikasi 

interpersonal dan teori communication goals. Penelitian ini menggunakan jenis 

penelitian kualitatif deskriptif  dengan teknik pengumpulan data berdasarkan  

wawancara, observasi, dan dokumentasi. Hasil penelitian menunjukkan pada 

tahapan kontak tour leader Scorpion Tour Surabaya dimulai dengan 

memberikan sambutan atau greeting dan menunjukkan identitas diri tour 

leader. Selanjutnya tahapan keterlibatan, tour leader menunjukkan tujuan 

relasional dengan meningkatkan intensitas komunikasi, membangun suasana, 

serta menunjukkan perhatian dan kepadulian. Pada tahapan keakraban, 

aktivitas komunikasi interpersonal yang dilakukan oleh tour leader yaitu 

keterbukaan berkomunikasi dan penggunaan bahasa verbal yang bersifat 

informal dan komunikasi bersifat humor. Selain hal tersebut,  pada penelitian 

ini ditemukan indikator kepuasan peserta tour terhadap aktivitas komunikasi 

interpersonal yang dilakukan oleh tour leader Scorpion Tour Surabaya 

berdasarkan kualitas pelayanan jasa yang diberikan tour leader yang meliputi 

Reability (keandalan), Responsiveness (daya tanggap), Assurance (jaminan), 

Empathy (empati), dan Tangible (berwujud). 
 

Kata Kunci : Komunikasi Interpersonal, Tour Leader, Kepuasan
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