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Abstract. The aim was to measure the customer satisfaction on small-scale 

sport event conducted by students. This quantitative descriptive study was 

conducted using survey method with population came from the partici-

pants of sport events throughout Central Java and were chosen by acci-

dental sampling with 141 respondents. Survey consists of Tangible, Empa-

thy, Responsiveness, Reliability, and Assurance in the form of checklist by 

using Likert scale 1 to 4. From the results of data processing, researchers 

found that 75% of participants said the committee is reliable. Then 75.18% 

of participants stated the organizer is responsive. The data also shows 

76.60% of participants mention how assure they are due to organizing 

committee could build a good trust among them. Then 77.48% of partici-

pants said that the emphaty addressed by the committee was in accordance 

with the participants' expectations and 80.32% of the tangible factors were 

given by organizer make participants will participate again. 
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1 Introduction 

Sport events are an entertaining physical activities that have a creative and complex 

character, including an impact on improving tourism and socio-economy for a region[1]. 

Various countries are currently competing to host large-scale sport events, such as the 

Olympics, Asian Games, World Cup, etc. However, many do not pay attention that hold-

ing small-scale events has the potential to have a large impact on local communities[2]. 

The small-scale sport event itself is a sporting event which is organized by involving a 

small sports fan base that is held routinely at both the regional and national levels[3]. 

Small-scale sports events like this are able to provide benefits in the local economy, 

tourism, cheap entertainment for the community, and enhancing community pride[4]. 

Small-scale events also have the advantage of being easy to manage and the implementa-

tion does not incur large costs so that events like this can avoid the negative impact of 

organizing mega events[2]. To maximize this potential, the organizing committee must 

be able to provide satisfaction during the event. In its implementation, the most benefi-
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cial thing is to give satisfaction to the sports fans because until now sports fans have a 

big role in the success of the event[5]. They are willing to spend money to be able to 

watch directly or indirectly through other media.  

From previous studies, it can be concluded that customer satisfaction is an evalua-

tion of what is felt by customers and whether the services provided are in line with ex-

pectations[6]. Customer satisfaction is the key to the loyalty of sports fans and this will 

make them provide a beneficial relationship with the event organizer[7]. In addition, 

customer satisfaction can also be interpreted as how customers evaluate the performance 

of event organizers and later the results of these evaluations can show how the level of 

customer satisfaction[8]. According to that statement, it means the event organizer must 

improve the quality of service and set prices according to the services received so that 

customers will be satisfied[9]. If this can be realized, it will affect the desire to re-join 

the event, invite more people to participate, bring up positive reviews, so that the event 

organizer can compete with other event organizing competitors[10]. It should be noted 

that the ability to be able to provide satisfaction to customers will determine the differ-

ence between one event with another event and can build customer loyalty relation-

ships[11]. 

To build customer satisfaction, sport event organizer must understand how to pro-

vide services to customers, this is called service quality. When viewed from an economic 

point, the services provided must meet customer desires because the service will deter-

mine how the evaluation provided by the customer on their level of satisfaction[12]. In 

addition, from a social standpoint, services must be provided to customers on reasonable 

grounds[6]. From this opinion, it can be concluded that service is an activity that pro-

vides customer support systems, handling complaints, speed in handling complaints, 

ease in reporting complaints, and friendliness in receiving complaints[8]. Previous re-

search has shown that when customers don't get good service when they report com-

plaints, that's when they start switching to other brand[13]. In addition, the friendly and 

polite attitude of the organizers of events related to service will give a positive impres-

sion that can make customers satisfied[14]. 

Quality of service has ten requirements to be met, namely reliability, responsive-

ness, tangibles, communication, credibility, security, competence, courtesy, ability to 

understand customers, and customer access to services. However, if you look at the ser-

vice quality scale (SERVQUAL), there are five dimensions that must be met, including 

reliability, responsiveness, assurance, empathy and tangibles[15] This measurement 

model is a tool commonly used to measure service levels and differences in customer 

satisfaction. Reliability is an ability to deliver what the organizer promises to customers. 

Responsiveness is how the organizer is prepared to provide good service. Assurance is 

the organizer's ability to build trust in customers. Emphaty is caring and prioritizing 

service to customers and how organizers are able to translate what customers want. The 

last dimension is Tangible, this dimension shows how facilities are used, how to com-

municate, and how to provide services to customers[16] 

Since 2017, Department of Physical Education, Universitas Negeri Semarang in-

cludes material about sport event organizers as a part of curriculum. The final task of this 

course, students are required to be able to conduct small-scale sport events in various 

regions in Central Java. Over the past two years, the success of students in organizing 

sport events has been extraordinary because in addition to the knowledge they get direct-

ly in the field, they also get financial benefits ranging from Rp. 750,000 to Rp. 
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11,000,000. This certainly cannot be separated from the performance carried out by the 

committee to make customer satisfied. With many sports events had been conducted by 

students, it needs to have a further study to understand the customer satisfaction within 

the event. This research conducted to know how satisfy consumers are with the perfor-

mance of the existing committee, whether the implementation of the event is in accord-

ance with the expectations of the participants, and whether the services provided are 

good enough. This study aims to measure the customer satisfaction on small-scale sport 

event conducted by students so that it becomes a feedback for the implementation of the 

next event. 

2 Methods 

This quantitative descriptive study was conducted using survey method. Population 

came from the participants of sport events throughout Central Java which conducted by 

Physical Education students and were chosen by accidental sampling with 141 respond-

ents. They were asked using a 4-point Likert Scale modification of SERVQUAL instru-

ment consist of reliability, responsiveness, assurance, empathy and tangible, which was 

adopted with a slight modification[17].  

Table 1.   Servqual questionnaire. 

Indicators Question 

Resposiveness The committee is responsive in providing services during the event 

 The committee responses all complaints regarding the activities friendly 

 The committee is able to provide solutions to every problem regarding the 

event 

 The committee provides the best service from the beginning to the end of 

the event 

 The committee is running event on schedule 

Assurance The event is going well 

 The services provided by the committee are good 

 The committee is polite during the event 

 The committee is friendly towards all participants 

 The committee can be trusted 

Tangible Existing facility supports the ongoing sport event. 

 Existing facility is sufficient to conduct sport event. 

 The Sport Hall is quite spacious and sturdy. 

 The location of sport hall is quite strategic. 

 All committees look neat, attractive and polite. 

Emphaty It is easy to register as a participant 

 There is a clear explanation related to facility 

 The committee provides good service to participants 

 In general the committee provided the needs of the participants during the 

event 

 Participants can give feedback both written and oral 

Reliability The committee always helps participants in facing difficulties during the 

event 

 The committee is able to solve problems quickly 

 The committee is responsible for all activities 
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 The committee is fast and proper in providing services during the event 

 The committee provides clear information to participants 

 

Before the survey began, Physical Education students already conducted sport event 

at 7 regions in Central Java. The respondents were received the questionnaire after they 

finished their participation on the entire series of events, and during they filled out the 

questionnaire they were accompanied by the research team to assist if there were any 

difficulties.  

3 Result and discussion 

3.1 Result 

After data collection was carried out in 7 regions, namely Banyumas, Tegal, Kendal, 

Blora, Kudus, Temanggung, and Wonosobo, the data was then processed to get an over-

view of the level of customer satisfaction at the event. From the results of data analysis, 

researchers found that 76.91% participants satisfied with the organizer. However, if we 

focused on each indicators, 75% of participants said the committee is reliable. Then 

75.18% of participants stated the organizer is responsive. The data also shows 76.60% of 

participants mention how assure they are due to organizing committee could build a 

good trust among them. Then 77.48% of participants said that the emphaty addressed by 

the committee was in accordance with the participants' expectations and 80.32% of the 

tangible factors were given by organizer make participants will participate again. 

Table 2.   Servqual Percentage Analysis. 

Factors Average Percentage (%) 

Responsiveness 3.00 75 

Assurance 3.01 75.18 

Tangible 3.06 76.60 

Emphaty 3.10 77.48 

Reliability 3.21 80.32 

 

3.2 Discussion 

In the data shown in table 1, it can be seen how satisfying the implementation of 

sports events conducted by Physical Education students. This satisfaction is inseparable 

from the factors were successfully met by the committee, such as committee perfor-

mance, event execution, service quality, and committee attitudes, which eventually made 

the participants would like to participate again. In addition, these results also have inter-

ference from lecturers who guide and control them. How students learn the science of 

organizing sports events in class and applying them in the field is an integral part.  

Consumer satisfaction is closely related to the suitability of service between expec-

tations and reality that consumer receive[18]. Consumers can feel satisfaction if what is 

promised and expected by them can be fulfilled. From the five dimensions it can be seen 

that customer satisfaction has a high percentage. However, responsiveness has a lowest 
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percentage among them, it means that the event organizer had not prepared the activity 

properly so there were still problems in service to customers. There was also time when 

the committee confused when there were questions from customers. To improve it, or-

ganizer needs to conduct a training so that the committee is ready when faced with con-

ditions on the ground. This training has an important role in the achievement of organiz-

ing events because it can make the committee work more efficiently and effectively[19]. 

Especially when the committee that works does not have much experience even though 

they already have knowledge, but the quality of the performance depends on three 

things, namely experience, knowledge, and management[20]. 

As the highest percentage of customer satisfaction, the reliability is shown that the 

committee succeeded in realizing the expectations of the customers. Reliability has two 

important factors namely consistency and dependability. Consistency shows how the 

committee can work together in a single unit in a compatible manner and make the quali-

ty of service the same standard. Dependability shows the certainty of the committee to 

be able to show services in accordance with customer expectations and increase trust in 

the organizer. From these two factors, it can be found the reasons why customers are 

satisfied with the performance of the committee[21]. 

In the first factor, consistency, the committee proves that they have the same stand-

ard in treating customers. Starting from the beginning of registration and the same pay-

ment system until the time of the event where the committee made a group chat as a 

communication medium so that all customers get the same information. Based on the 

second factor, dependability, committee showed good service when customers feel con-

fused in the payment process, registration, until when they have a complaint. This made 

the committee succeeded in building customer trust. On the opposite hand committee 

ought to perceive in each event, issues and protests from participants are inevitable. The 

ability of the committee to resolve issues quickly is also a matter of thought whether 

participants would like to rejoin the event or not. The committee should be able to show 

participants that they are reliable individuals in breakdown problems quickly. They need 

to make sure the neutrality in providing solutions and be ready to be liable for all choices 

taken. Therefore, the committee is needed to possess a sense of belonging so all commit-

tees would be one in solving issues. The committee is additionally needed to not offer 

solutions to issues that do not seem to be their domains due to inaccurate info that causes 

additional issues. By delegating the matter to the correct committee, it will provide the 

proper answers and therefore the performance showed by the committee is better. 

Performance also has a relation with how committee will run the event. During the 

event the committee must ensure that the rundown event that has been shared with the 

participants is carried out appropriately. If there is a delay or change in schedule, the 

committee must notify the participants as soon as possible so that participants do not 

wait or are late to attend. Therefore, the committee must have a Liaison Officer (LO) to 

become a contact person. Besides, participants also expect that there will be a suitability 

of service with the price paid to become a participant. Appropriate exchange of values is 

important because the committee must hold the principle even though the customer is 

wrong, they are always right. The committee has the responsibility to provide services to 

the maximum extent possible in accordance with the amount of value paid by partici-

pants. It is the power to meet the committee guarantees properly and equally, like cus-

tomer service is not difficult, particularly throughout registration and simply to urge info. 

Therefore, the committee must have good communication among them and with the 
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participants, such as no different information between committee and giving warm atti-

tude to participants when they ask and give complain, especially information regarding 

the facilities provided by the institution and those available on venue. 

Another thing that must be considered is the committee's attitude to the partici-

pants, including how the committee reacts to the criticism and suggestions from partici-

pants. The committee must be friendly to all participants without exception, because 

participants are customers and the sustainability of an event depends on customer satis-

faction. The committee must have empathy for the participants who are not just polite-

ness and friendliness in serving customers, but rather a commitment to customers, will-

ingness to understand their needs carefully, and trying to fulfill them. If applied in the 

event, it can take the form of attention to customer complaints regardless of social status.  

This research is part of research about factors that influence the performance of 

sport event organizers. This research was conducted to provide input on how sports 

events should be held and how to become a good sports event committee. 
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