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ABSTRAK 

 

Penelitian ini bertujuan untuk memberikan inovasi dalam menyusun konsep event 

Maybank Marathon yang berbasis sport event service quality berdasarkan 

perspektif peserta. Penelitian ini dilatarbelakangi oleh pentingnya peningkatan 

kualitas dalam penyelenggaraan event olahraga, khususnya dalam Maybank 

Marathon yang merupakan ajang lari berskala internasional di Bali. Berdasarkan 

model Service Quality oleh Brady dan Cronin, penelitian ini mengadopsi tiga 

dimensi utama sport event service quality: physical environment quality, 

interaction quality, dan outcome quality. Pendekatan yang digunakan adalah 

metode kualitatif deskriptif dengan teknik pengumpulan data melalui wawancara 

mendalam terhadap 5 partisipan, secara online (Google Meet) kepada peserta 

Maybank Marathon 2023 dan 2024 serta penyelenggara tahun 2023, didukung oleh 

studi dokumentasi. Hasil penelitian menunjukkan bahwa ketiga dimensi tersebut 

sangat mempengaruhi persepsi peserta terhadap kualitas event, baik dari sisi 

suasana, interaksi dengan staf, hingga hasil akhir pengalaman peserta. Penelitian ini 

menghasilkan output berupa proposal rekomendasi konsep event Maybank 

Marathon yang berbasis pada sport event service quality, yang disusun secara 

strategis untuk membantu perencanaan dan pengembangan event di masa 

mendatang. 

 

Kata kunci: Maybank Marathon, Kualitas Pelayanan Event Olahraga, Event 

Olahraga  
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ABSTRACT 

 

This study aims to provide innovation in designing the Maybank Marathon event 

concept based on sport event service quality from the participants perspective. The 

research is motivated by the importance of improving the quality of sports event 

management, particularly in the Maybank Marathon, an international-scale 

running event held in Bali. Based on the Service Quality model by Brady and 

Cronin, this study adopts three core dimensions of sport event service quality: 

physical environment quality, interaction quality, and outcome quality. A 

descriptive qualitative approach was used, employing in-depth interviews with 5 

participants. The interviews were carried out online with participants of the 2023 

and 2024 Maybank Marathon as well as the 2023 event organizer, supported by 

documentation studies. The findings show that all three dimensions significantly 

influence participants’ perceptions of event quality, including the atmosphere, staff 

interaction, and overall participant experience. The result of this study is a strategic 

proposal for an improved Maybank Marathon event concept based on sport event 

service quality, designed to support future event planning and development. 

 

Keywords: Maybank Marathon, Sport Event Service Quality, Sport Events 
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