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ABSTRACT Entertainment Association, there was a growth of 8.1 million

visitors in the top 25 theme parks in the world in 2018, an increase
of 3.3% compared to 2017 [1]. Attendance at themed attractions
also has exceeded half a billion visits for the first time in history
[1]. These show that this industry is growing better and better. From
an economic point of view, economic growth from theme parks
shows a promising increase, global income gained from the theme

Theme park is one of the most important assets in tourism industry.
To maintain its existence, one of the most important things is by
considering customer satisfaction. Since service quality is regarded
vital due to its close connection with customer satisfaction,
assessing it would be beneficial for service providers. The objective
of this research is to assess the service quality of a theme park. The : e - .
weighted SERVPERF combined with importance-performance pa?ks worldwide reached 44.8 bllllon US dollars in 2017 [2]_. This
analysis were used to accomplish the objective of the research. ev1denc.e shows that there is still a broad market and potential for
However, since the attributes in the SERVPERF are intended for promoting theme parks throughout the world.

assessing “general service”, the attributes of THEMEQUAL—
which was developed in theme park setting—are utilized instead.
To show the applicability of the proposed method, a case study was
conducted to assess the service quality of a theme park located in

In Asia, such industry is showing steady growth, fueled by not only
large populations but also with their rising middle-class population
[3]. Asia is the second-fastest-growing segment of the worldwide
theme park industry [4]. Overall attendance growth was 3.6% in

Jakarta, Indonesia. Result shows that the performance of the object 2018 for the top 20 Asian theme parks, compared to 2017. It
of the research is 3.009 (of 5.000), or in the “average” state. It contributed to 11 theme parks that were included in top 25 theme
means that improve-ment must be made to enhance the service parks of a total attendance in 2018, the most compared to other
quality. continents in the world. In Southeast Asia, Universal Studio of
CCS Concepts Singapore is included in top 20 theme park in Asia.
+ Applied computing— Law, social, and behavioral sciences. Indonesia, as the largest country in Southeast Asia, has several
large theme parks, among which the largest are Dunia Fantasi,
Keywords Jungle Land Adventure Park, Jatim Park, The Jungle Water
Importance-performance analysis; service quality; SERVPERF; Adventure, and Taman Mini Indonesia Indah. Indonesian
THEMEQUAL; theme park. government estimates that there is 20 billion US dollars in foreign
exchange revenue that comes from the tourism industry [5]. To
1. INTRODUCTION tackle that, one endeavor could do is Indonesia need to capture the
Theme (or amusement) parks industry is considered as one of the potential and try to develop better theme parks to attract tourists.
most promising businesses in the world and has consistent growth However, it seems that the development is not growing as expected.
from year to year. According to the report from Themed For example, in 2018, Dunia Fantasi was visited by 2,247,282
visitors in 2018 but it is a decrease 2.3% compared to 2017 [6].
Permission to make digital or hard copies of all or part of this work for Another example is The Jungle Water Adventure, a water park
personal or cl.assroom use is granted Without‘fee provided that copies are located in Bogor, which experienced a 14% decrease of attendance
not made or d_lstrlbuted for proﬁ.t 0r_commerc1al advantage and thgt copies from 2017 to 2018 [1].
bear this notice and the full citation on the first page. Copyrights for
components of this work owned by others than ACM must be honored. Theme park is a powerful revenue generator for the tourism

Abstracting with credit is permitted. To copy otherwise, or republish, to
post on servers or to redistribute to lists, requires prior specific permission
and/or a fee. Request permissions from Permissions@acm.org.

industry [7], which means that people’s needs for tertiary
entertainment are urgently needed more than ever in the age of
experience economy and social media. Moreover, as Indonesia is a

MSIE 2020, April 7-9, 2020, Osaka, Japan populous country in addition with the growing of middle-class
© 2020 Association for Computing Machinery. economy, are the evidences that there is great potential in theme
ACM ISBN 978-1-4503-7706-5/20/04...$15.00 park business. However, a theme park would not be successful
DOI: https://doi.org/10.1145/3396743.3396766 without good service quality [7], [8]. Service quality is vital
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because theme park could benefit from repeat visits and the spread
of positive word of mouth from satisfied visitors. In addition, this
service quality has to be continuously improved due to its close
connection with customer satisfaction [9], [10].

Some scholars have extensively studied and established various
scales to assess the service quality; two of the most well-known
scales are the classical SERVQUAL [11] and SERVPERF [12] that
can be applied for various service settings. Since SERVQUAL has
been subjected to a number of theoretical and operational criticisms
(see e.g., [12], [13]-[16]), this research adopted the later scale, i.e.,
SERVPERF, with weight factors. However, the attributes in the
SERVPEREF are intended for assessing the “general service”, i.e.,
not intended in a particular theme park setting. Therefore, this
research employed the attributes in THEMEQUAL [17], which was
developed in theme park setting.

In this research, we tried to extend the work by combining
SERVPERF with importance-performance analysis (IPA) model
[18]. The IPA model is believed to be a simple and effective method
to identify attributes that performed well and those which were
needed an improvement (see [19]-[22] for the examples of its
applications). It is usually used to determine the priority of the
service attributes according to the importance and performance. In
addition, the inclusion of the IPA model in this research, is because
every company is constrained by its limited resources. As a result,
it has to be decided how those limited resources are best deployed
to achieve the customers’ satisfaction. Such an attempt has been
performed in assessing service quality of an airport [23]. To exhibit
the applicability of the method proposed, a case study was
conducted in a theme park located in Jakarta, Indonesia.

2. RESEARCH DESIGN

The objective of this research is to assess and analyze service
quality of a theme park. In order to achieve the objective, six
dimensions of THEMEQUAL [17] were adopted, i.c., tangibles
(TAN), reliability (REL), responsiveness and access (RES),
assurance (ASS), empathy (EMP), and courtesy (COU). This scale
is intended to measure the satisfaction level of visitors in theme
park setting. These six dimensions consist of 26 attributes which
are explained in the following.

Tangibles dimension is related to the physical environment of
theme park. It includes the facilities, stores, restaurants, and
landscape [24]. This dimension has four attributes, i.e., (i) the
facilities within theme park have a modern outlook (TAN1), (ii) the
staff of theme park have neat appearances (TAN2), (iii) the
facilities within theme park are visually appealing (TAN3), (iv) the
information media (leaflets, signpost, and map) inside theme park
are visually appealing (TAN4).

The second dimension is reliability. From the classical
SERVQUAL, it refers to the ability to perform the promised service
dependably and accurately [11]. However, safety and security of
the facilities are added into the measuring items for accommodating
the special characteristic in theme park setting [25]. This dimension
contains six attributes, i.e., (i) the staff of theme park will help the
visitor to solve the problem when a visitor has a problem (REL1),
(i1) all the performance and activities of theme park start on time
(REL2), (iii) the facilities in theme park are safe (REL3), (iv) theme
park can meet the commitment they have made in their
advertisements and brochures (REL4), (v) the facilities within
theme park are reliable (RELS5), (vi) theme park can accurately
perform the service.
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Responsiveness and access as the third dimension refers to the
willingness of the staff to help customers and provide prompt
service. It contains six attributes, i.e., (i) staff are never too busy to
respond visitors requests (RES1), (ii) staff can tell visitors exactly
when service or performance will be performed (RES2), (iii) staff
can give on time service to visitors (RES3), (iv) staff are willing to
help visitors (RES4), (v) visitors can obtain information from staff
easily (RESY), and (vi) visitors can access staff easily (RES6).

The fourth dimension, i.e., assurance, is defined as the knowledge
and courtesy of staff and their ability to convey trust and
confidence. It has three attributes, i.e., (i) the behavior of staff gives
confidence to the visitors (ASS1), (ii) visitors feel safe during
transaction (ASS2), and (iii) staff has sufficient knowledge to
answer visitors’ questions (ASS3).

Empathy as the fifth dimension is defined as caring, individu-
alized attention the service providers provide to their customers. It
has five attributes, i.e., (i) the operating hours of theme park are
convenient for all visitors (EMP1), (ii) theme park has staff
members who give visitors personal attention (EMP2), (iii) theme
park has the visitor best interest at heart (EMP3), (iv) theme park
can give visitors individual attention (EMP4), and (v) staff of theme
park can understand the specific needs of visitors (EMP5).

The last dimension is courtesy. It refers to the politeness, respect,
consideration, friendliness, and attitude of contact personnel,
enabling visitors to have a pleasant experience [26], [27]. It
contains two attributes, i.e,, (i) visitors have pleasant experience
(COU1), and (ii) staff members are consistently polite (COU2).

The service quality is measured by employing the weighted
SERVPERF [12] as follows:

n
i=1 Wij - Pij

SQj =—7"

n

M

where SQ; is the service quality of attribute j, W is the weighting
factor of attribute j to an individual i, and Py is perception of
individual i with respect to the performance on atribute ;. The
weighting factor is the normalized form of the importance score as
follows:

Ijj—minl;

W; j= — L @

max/;—minlj

where [;; is the importance score, min /; is the minimum score of
attribute j and max /; is the maximum score of the attribute ;.

The importance of each attribute along with its corresponding
performance are then utilized to establish the IPA diagram [17]. It
is a two-dimensional state space where the vertical axis describe
the importance of such attribute, while the horizontal axis describes
how well the service provider is performing the service. The IPA
diagram has four quadrants: (I) concentrate here, (II) keep up with
the good work, (IIT) low priority, and (IV) possible overkill.

The first quadrant is located in the north-west corner. The attributes
belong to this quadrant are considered as important but have low
performance ratings, which become the priority of the service
provider to be improved. The second quadrant identifies that both
importance and performance of the attributes were already good
and should be preserved well by the service provider. The attributes
that are slightly important and have low performance ratings are
located in the third quadrant: they perform well yet the customers
observe as less important. The last quadrant is believed to be less



important but have good performance score: they are needed to be
downgraded because of the unnecessary investment.

3. RESULT

A case study was conducted to assess the service quality of a theme
park located in Jakarta, Indonesia. It takes about 40 minutes from
Soekarno-Hatta International Airport (approximately 24.2 km).
This theme park is considered as the biggest theme park in
Indonesia with 9.5 hectare covered. It was opened and inaugurated
on August 29, 1985.

The assessment of the service quality has been carried out through
an online questionnaire-based survey. The questionnaire consists of
three parts. The first part aims to collect demographic data of the
respondents, such as age, gender, and occupation. The second is to
assess the performance of the object of the research using the
weighted SERVPERF according to the THEMEQUAL attributes.
The third is to identify the relative importance of each attribute.

The participants of this survey were required to be over 17 years
old and have been experienced visiting the object of the research.
All item statements were measured on a 5-point Likert-type scale,
ranging from 1 (strongly disagree for performance-type—and
unimportant for importance-type questions) to 5 (strongly agree for
performance-type—and important for importance-type questions).
One hundred and ninety-three respondents were participated in this
survey. They consist of students, employees, entrepreneurs, civil
servants etc., indicates plenty diversity for the purpose of the
research. There are more female respondents (64.8%) than male
respondents (35.2%). The majority of the age of the respondents in
this study were between the ages of 18-29 years old (96.43%),
followed by 50-59 years old (1.02%), and below 17 years old
(1.02%). Based on the level of education, the respondents were
higher education students (68.88%), while 21.43% of them are high
school students. The profile of the respondents is shown in Table 1.

The reliability test with Cronbach’s alpha [28] was conducted
before analyzing the questionnaire further. All of the attributes have
the value of Cronbach’s alpha more than 0.7; indicated that the
questionnaire being utilized is reliable [29].

Table 1. Profile of the respondents

Variable Percentage
Male 35.2
Gender Female 64.8
> 17 1.02
18-29 96.43
Age 30-39 0
40-49 0
50-59 2.55
<60 0
High school student 21.43
Education Higher education student 68.88
Others 9.69
Student 88.27
Civil servant 2.55
Occupation | Employee 7.65
Entrepreneur 0.51
Others 1.02
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Table 2. Service quality assessment results

Dimensions/ Ly ij 1 Wi 1P ij SO
Attributes n n n o
Tangibles:
TANI1 4.285 0.762 4.083 3.110
TAN2 4.192 0.731 4.083 2.983
TAN3 4321 0.774 4.083 3.159
TAN4 4.363 0.788 4.130 3.252
Reliability:
REL1 4.254 0.751 4.052 3.044
REL2 4.000 0.500 3.990 1.995
REL3 4.389 0.796 4.135 3.292
REL4 4.264 0.755 4.098 3.093
RELS5 4.269 0.756 4.073 3.081
REL6 4228 0.743 4.073 3.025
Responsiveness
and access:
RESI 4238 0.746 4.078 3.042
RES2 4301 0.767 4.067 3.119
0.734 3.990 2.928
RES3 4.202
0.784 4.140 3.246
RES4 4352
0.748 4.166 3.115
RESS 4.244 0.731 3.891 2.843
RES6 4.192 ’ ) )
Assurance:
ASS1 4.358 0.786 4.150 3.261
ASS2 4.389 0.796 4.155 3.309
ASS3 4.306 0.769 4.155 3.194
Empathy:
EMP1 4.161 0.720 3.979 2.866
EMP2 3.751 0.688 3.632 2.498
EMP3 4.031 0.677 3.819 2.585
EMP4 3.632 0.658 3.570 2.349
EMP5 3.979 0.745 3.865 2.879
Courtesy:
COoul1 4.497 0.832 4.326 3.602
COou2 4451 0.817 4.114 3.361
Average 4217 0.744 4.034 3.009

The performance score for each attribute is multiplied with the
normalized value of the corresponding importance score. The
average value for each attribute is then computed throughout all
respondents using Equation (1). The results are shown in Table 2,
respect to each attribute and each section: importance and
performance.

The attributes with the highest score of importance for each
dimension are: TAN4 of tangibles, REL3 of reliability, RES4 of
responsiveness and access, ASS2 of assurance, EMPS5 of empathy,
and COUI of courtesy. The dimension of courtesy has the highest
average score of importance. From the visitors’ point of view, the
most important thing is being served by staff with courtesy,
friendliness, and fun. On the other hand, the attributes with the
lowest score of importance for each dimension are: TAN2 of
tangibles, REL2 of reliability, RES6 of responsiveness and access,
ASS3 of assurance, EMP4 of empathy, and COU2 of courtesy.

In the performance, the attributes with the highest score are: TAN4,
REL3, RESS, ASS2 & ASS3, EMP1, and COUI of tangibles,
reliability, responsiveness and access, assurance, empathy, and
courtesy, respectively. The attributes with the lowest score for each
dimension are: TAN1, TAN2, and TAN3 of tangibles, REL2 of
reliable, RES6 of responsiveness and access, ASS1 of assurance,
EMP4 of empathy, and COU2 of courtesy.
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Figure 1. The IPA diagram result

The overall performance of the object of the research is considered
as “average”, based on the average score of 3.009 from the
maximum score of 5. Nevertheless, the object of the research still
has to do something to advance its service performance as a part of
continuous improvement in order to achieve customer satisfaction.
The IPA diagram then can be utilized to establish strategic
strategies to achieve the customer satisfaction based on the
performance and the importance of the item statements from the
customers’ point of view.

To establish the IPA diagram, the average score for each attribute
were plotted in the two-dimensional state space. The horizontal axis
refers to the performance or how well the object of the research is
performing its service, while the vertical axis refers to the
importance (not in a normalized form) of the atributes. The lines
which are divided the diagram into four quadrants are calculated
from the average scores of performance and importance. The IPA
diagram of the object of the research is depicted in Figure 1.

There is no attribute belong to the first quadrant. The attributes
located in the second quadrant, i.e., keep up the good work, is:
TAN1, TAN3, TAN4, REL1, REL3, REL4, REL5, REL6, RESI,
RES2, RES4, RESS, ASS1, ASS2, ASS3, COUI, and COU2.
Visitors believed that those are important and the service provider
has performed as their best. All attributes in the assurance and
courtesy dimensions belong to this quadrant; it means that visitors
perceived the politness, courtesy, and knowledge of the staff well.

Third quadrant, i.e., low priority, have these attributes: REL2,
RES3, RES6, EMP1, EMP2, EMP3, EMP4, and EMP5. This
quadrant refers to the performance that are not quite satisfactory
and they are considered as not important form the visitors’
perspective. Fourth quadrant consists of attributes that are
considered as less important for the visitors’ point of view, but the
object of the research has carried it out excessively. Therefore,
there is no need for improvement. The attributes in this quadrant is
only TAN 2: staff have neat appearances.

Effective service quality serves as an important factor that must be
considered in the face of intense competition from other
entertainment services [30]. Based on the research that has been
done, the results of this study indicate that the theme park has the
average performance, both in employee performance and in the
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facilities provided to visitors; thus, management needs to improve
current performance in order to attain customer satisfaction.

4. CONCLUSION AND FUTURE
RESEARCH DIRECTION

The research has shown how to assess service quality of a theme
park using the combination of weighted SERVPERF and the IPA
model, by employing the attributes in THEMEQUAL scale. A case
study to exhibit the applicability of the methods has been conducted
in one of the largest theme parks in Indonesia. The result indicates
that overall, the performance of the object of the research was
average. To do improvement about what attributes to be enhanced
to gain customer satisfaction, the firm might utilize the IPA model
to recognize the attributes perceived important by the customers.
Note that not all attributes have to be improved eventually. This can
reduce the excessive investment spent by the firm.

The proposed methods are considered easy to implement, relatively
simple to be interpreted, as well as inexpensive to be conducted. It
has many potential benefits for the service provider since it can gain
valuable insight about what attributes that have to be improved
according to their performance scores and importance scores based
on the visitors’ perspective.

This study brings a new basis of knowledge on marketing and
service science related to customer satisfaction in the theme park
setting. From the practical perspective, in-depth outcome from this
study will also be useful for theme parks management, as the
outcomes provide guidelines to determine the priority of service
attributes from the visitors’ point of view.

For further research, it is recommended to use and compare other
methods to assess and evaluate service quality of theme parks,
especially in Indonesia, which does not have sufficient data and
research on customer satisfaction in theme parks setting. For
example, the customer zone of tolerance-based service quality
(CZSQ) and CZSQ-based IPA (CZIPA) [31] to assess the service
quality based on the competitive zone of tolerance by
benchmarking against its competitors, as well as to prioritize the
service attributes to be improved. Although these novel methods
originally were developed in the area of hospitality to handle the
inability of zone of tolerance to evaluate the priority of improving
the service quality of the attributes and to overcome some
limitations in the applicability of IPA, it can be further implemented
to assess the service quality of theme park with some adjustments
and modifications. However, despite of the superiority of CZSQ
and CZIPA, the applications remain limited— see [32], [33] that
were applying these methods to the different service areas.
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