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ABSTRAK

Pariwisata Olahraga di zaman ini sudah menjadi paradigma yang baru dan
banyak mendapatkan perhatian stakeholders, seperti pemerintah pusat dan daerah,
swasta, akademis sampai ke masyarakat. Sport tourism sudah menjadi perjalanan
wisata untuk dapat berperan dalan kegiatan olahraga (peserta maupun panitia),
seperti rekreasi, berlomba atau berkompetisi, hingga berpergian ke venue
penyelenggaraan olahraga seperti stadion sepak bola. Event Organizer yang sudah
terkenal di Ibu Kota salah satunya ialah PT. Inspiro Promotor MICE, dan sejak
tahun 2013 sudah menyelenggarakan Jakarta Marathon untuk pertama kalinya dan
bersifat Nasional maupun International.

Jakarta Marathon menjadi event tahunan yang diadakan PT. Inspiro Promotor
MICE atau secara luas dikenal JakMar. Setiap tahunnya JakMar ini diikuti oleh
peserta domestic maupun mancanegara dan setiap tahunnya jumlah peserta
meninggkat, tetapi pada tahun 2018 terjadi penurunan dari tahun sebelumnya
berbeda dengan tahun 2020 yang dilakukan secara Hybrid Event karena masa
pandemic Covid-19. Sehingga peneliti ingin mengetahui bagaimana kualitas
pelayanan yang diberikan oleh PT. Inspiro Promotor MICE selaku kepada Peserta
Marathon. Untuk responden didalam penelitian ini terdapat 2 responden, pertama
ialah pimpinan PT. Inspiro Promotor MICE atau Project Manager JakMar 2020
selaku panitia penyelenggara dan para Peserta Marathon yang mengikuti rangkaian
event JakMar 2020 dengan teknik sampel purposive sampling.

Teori yang digunakan adalah teori kualitas pelayanan yang terdiri dari 3
aspek, yaitu Physical Environment Quality, Interaction Quality, dan Outcome
Quality dengan cara analisa berdasarkan statisktik deskriptif, teknik analisis IPA
(Important Performance Analysis), dan analisis regresi linear berganda. Sehingga
penelitian ini menghasilkan suatu kesimpulan dan rekomendasi terkait dengan
pengaruh kualitas pelayanan PT. Inspiro Promotor MICE terhadap kepuasan
pelanggan di event Jakarta Marathon 2020.

Dalam penelitian ini kesimpulan yang didapat berdasarkan kuesioner adalah
Berdasarkan hasil perhitungan gap antara persepsi dan harapan responden
didapatkan hasil bahwa peserta marathon belum merasa puas terhadap kualitas
layanan penyelenggaraan sport event. Berdasarkan hasil IPA pada kuadran A
(Prioritas Utama yang artinya Tidak Puas dan Sangat Penting) terdapat 2 indikator
yang harus menjadi prioritas utama bagi penyelenggaraan didalam meningkatkan
layanan yang diberikan, dan berdasarkan uji koefisien Physical Environment
Quality, Interaction Quality, dan Outcome Quality berpengaruh terhadap kepuasan
peserta marathon sebesar 75,7% sedangkan sisanya sebesar 24,3% dipengaruhi
oleh factor lain yang tidak diamati pada penelitian ini.

Berdasarkan kesimpulan tersebut, bebearapa rekomendasi ditulis untuk setiap
permasalahan agar lebih baik dalam memberikan pelayanan yang maksimal kepada
peserta marathon dan memberikan pengalaman baru yang lebih baik dimata peserta
marathon.

Kata Kunci : Kualitas Pelayanan, Persepsi, Ekpektasi, Kepuasan Pelanggan,
Sport Events. Jakarta Marathon 2020.



ABSTRACT

Sports tourism in this era has become a new paradigm and has received a
lot of attention from stakeholders, such as the central and local governments, the
private sector, academics to the community. Sport tourism has become a tourist trip
to be able to play a role in sports activities (participants and committees), such as
recreation, competing or competing, to traveling to sports venues such as football
stadiums. One of the well-known event organizers in the capital city is PT. Inspiro
Promoter MICE, and since 2013 has held the Jakarta Marathon for the first time
and is both National and International.

Jakarta Marathon is an annual event held by PT. Inspiro Promoter MICE
or widely known as JakMar . Every year JakMar is attended by domestic and foreign
participants and every year the number of participants increases, but in 2018 there
was a decrease from the previous year, different from 2020 which was carried out
in a Hybrid Event due to the Covid-19 pandemic. So that researchers want to know
how the quality of services provided by PT. Inspiro MICE Promoter as the
Marathon Participants. For respondents in this study there are 2 respondents, the
first is the leadership of PT. Inspiro MICE Promoter or JakMar 2020 Project
Manager as the organizing committee and Marathon Participants who took part in
the JakMar 2020 event series with purposive sampling technique.

The theory used is the theory of service quality which consists of 3 aspects,
namely Physical Environment Quality, Interaction Quality, and Outcome Quality
by means of analysis based on descriptive statistics, IPA (Important Performance
Analysis) analysis techniques, and multiple linear regression analysis. So that this
study produces a conclusion and recommendations related to the influence of
service quality PT. Inspiro MICE Promoter on customer satisfaction at the 2020
Jakarta Marathon event.

In this study, the conclusions obtained based on the questionnaire are:
Based on the calculation of the gap between respondents' perceptions and
expectations, it was found that marathon participants were not satisfied with the
service quality of organizing sport events. Based on the results of the IPA in
quadrant A (Main Priority which means Dissatisfied and Very Important) there are
2 indicators that must be the main priority for the implementation in improving the
services provided, and based on the coefficient test of Physical Environment
Quality, Interaction Quality, and Outcome Quality affect satisfaction marathon
participants was 75.7% while the remaining 24.3% was influenced by other factors
not observed in this study.

Based on these conclusions, several recommendations were written for each
problem in order to better provide maximum service to marathon participants and
provide a new, better experience in the eyes of marathon participants.

Keywords:  Service Quality, Perception, Expectation, Customer
Satisfaction, Sport Events. Jakarta Marathon 2020.
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