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Abstract: This study aims to determine the quality of service, the level of participant satisfaction, and the effect
of service quality on participant satisfaction in educational outbound activities at Jel-Edutama Yogyakarta. The
study used a quantitative descriptive method with service quality as the independent variable and participant
satisfaction as the dependent variable. Data were collected through observation, unstructured interviews,
questionnaires, and documentation of 100 respondents selected using a purposive sampling technique. The
research instrument was declared valid with 29 valid and reliable questions with a Cronbach's Alpha value of
0.936 for service quality and 0.910 for participant satisfaction. Data analysis using simple linear regression
showed that service quality had a positive and significant effect on participant satisfaction, indicated by a
regression coefficient of 0.795, a t-value of 36.425, and a significance value of 0.000 (<0.05). In addition, the
Standardized Coefficients Beta value of 0.965 indicates a very strong relationship between service quality and
participant satisfaction, so that the better the quality of service provided, the higher the level of participant
satisfaction in educational outbound activities at Jel-Edutama Yogyakarta.
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INTRODUCTION

The development of educational outbound activities in Indonesia has shown significant growth
and has become an effective outdoor learning medium. These activities serve not only as a means of
recreation but also as an experiential learning method that can develop participants' social, leadership,
communication, and teamwork skills. As public interest in educational tourism grows, outbound
activities are increasingly being utilized by schools, universities, and institutions as a means of
developing participants' character and social skills.

The increasing number of educational outbound organizers has led to increasingly fierce
competition between institutions. Under these conditions, service quality is a crucial factor in
determining an organizer's success in providing a satisfying experience to participants. Service quality
encompasses not only the facilities and equipment for the activity, but also service reliability, facilitator
responsiveness, security assurance, and attention to participant needs. These dimensions are recognized
in the SERVQUAL model, which consists of tangibles, reliability, responsiveness, assurance, and
empathy.

Yogyakarta, as an educational tourism destination, boasts numerous outbound activity

providers, including Jel-Edutama. This institution offers a variety of educational outbound programs
aimed at building character, enhancing teamwork, and developing participants' communication skills.
However, initial observations indicate that participants' perceptions of the quality of service provided
are still mixed. Some participants expressed satisfaction with the professionalism of the facilitators,
while others highlighted the facilities and clarity of activity instructions.
Various previous studies have shown that service quality is closely related to customer satisfaction.
Factors such as facility quality, service reliability, staff responsiveness, and facilitator competence have
been shown to influence participant satisfaction in outbound activities and educational tours. In addition
to impacting satisfaction, service quality can also increase customer loyalty and encourage participants
to provide positive recommendations to others.

However, research on the relationship between service quality and participant satisfaction in
educational outbound activities is still relatively limited, particularly in Yogyakarta. Most previous
studies have focused more on the tourism sector in general and have not specifically examined
character-based educational outbound activities. Furthermore, research findings differ regarding the
dimensions of service quality that most influence customer satisfaction, necessitating more contextual
research tailored to participant characteristics and the research location.

Based on these conditions, this study was conducted to determine the quality of service during
educational outbound activities at Jel-Edutama Yogyakarta, determine the level of participant
satisfaction, and analyze the effect of service quality on participant satisfaction. The results are expected
to contribute to the development of service quality theory in the context of educational tourism and
serve as evaluation material for Jel-Edutama in improving service quality and participant satisfaction
in the future.

METHODS

This study uses a quantitative descriptive method to analyze the effect of service quality on
participant satisfaction in educational outbound activities at Jel-Edutama Yogyakarta. The independent
variable in this study is service quality measured based on the dimensions of tangible, reliability,
responsiveness, assurance, and empathy, while the dependent variable is participant satisfaction. The
study was conducted at Jel-Edutama Yogyakarta with a population of participants who had participated
in educational outbound activities. The research sample consisted of 100 respondents determined using
a purposive sampling technique. Data collection was carried out through observation, unstructured
interviews, questionnaires, and documentation. The research instrument has been tested for validity and
reliability, with 29 statement items declared valid and a Cronbach's Alpha value of 0.936 for the service
quality variable and 0.910 for the participant satisfaction variable, indicating a very high level of
reliability. The data obtained were then analyzed using descriptive statistics, analysis prerequisite tests,
and simple linear regression to examine the effect of service quality on participant satisfaction.
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RESULT & DISCUSSION

Result
Dedscription of Variable Analysis

Based on the results of the validity test on the Service Quality variable (X), it was obtained that
16 items were declared valid because they had a calculated r > 0.361 and a significance value < 0.001.
Meanwhile, 6 items, namely X4, X8, and X16, were declared invalid because the calculated r <r table
and the significance value > 0.05. Thus, invalid items need to be removed before being used further in
the analysis.

Table 1. Service Quality Validity Test Result

Item R Count R Table
X-1 0,629 0,361
X-2 0,744 0,361
X-3 0,641 0,361
X-4 -0,621 0,361
X-5 0,774 0,361
X-6 0,587 0,361
X-7 0,741 0,361
X-8 -0,518 0,361
X-9 0,752 0,361
X-10 0,742 0,361
X-11 0,638 0,361
X-12 0,521 0,361
X-13 0,826 0,361
X-14 0,702 0,361
X-15 0,680 0,361
X-16 -0,607 0,361
X-17 0,774 0,361
X-19 0,571 0,361
X-19 0,778 0,361

Based on the results of the validity test on the Participant Satisfaction variable (Y), it shows
that 13 items are valid because they have a calculated r > 0.361 and a significance value < 0.001.
Meanwhile, the other 3 items, namely Y23, Y27, and Y33 are declared invalid because the calculated r
<r table and the significance value > 0.05. Thus, the invalid items must be removed before further use.
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Table 2. Participant Satisfaction Validity Test Result

Item R Count R Table
Y -20 0,872 0,361
Y-21 0,484 0,361
Y -22 0,612 0,361
Y -23 -0,451 0,361
Y-24 0,697 0,361
Y -25 0,538 0,361
Y -26 0,696 0,361
Y -27 -0,115 0,361
Y -28 0,818 0,361
Y-29 0,667 0,361
Y -30 0,568 0,361
Y -31 0,651 0,361
Y -32 0,658 0,361
Y -33 -0,363 0,361
Y -34 0,783 0,361
Y -35 0,602 0,361

The results of the validity test of the participant satisfaction variable show that all questions on
the variable have a significant correlation with the overall variable, with a Pearson correlation value (r)
above 0.700. By comparing the Pearson correlation coefficient with a critical value of 0.361 at a
significance level of 5%, it is clear that the estimated r value exceeds the table value, indicating that all
items measuring the participant satisfaction variable are statistically valid. This indicates that each
question on the service quality variable consistently measures the same aspect.

Classical Assumption Test
1. Reliability Test

Assessing reliability is a crucial step in data analysis, as it verifies the consistency and reliability of
the measurement instruments used in the study. Data analysis used SPSS version 27 with a sample size
of 100 respondents. The primary objective of reliability testing is to determine the extent to which an
instrument can reliably measure the same concept when repeated on the same subject or at different
times. One common method for measuring reliability is Cronbach's alpha. In research methodology, an
instrument is considered reliable if its alpha coefficient exceeds 0.60.
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Table 3. Reliability Test Result of Service Quality

Reliability Statistics

Cronbach's Alpha N of Items

936 13

Reliability testing was conducted to measure the level of internal consistency of the research
instrument. This test uses the Cronbach's Alpha coefficient, with the criteria for an instrument to be
considered reliable if the alpha value is > 0.60 (Limit Value). Based on the reliability test calculation
table above, the Cronbach's Alpha value is > the limit value, namely 0.936 > 0.60, indicating that the
service quality variable (X) is reliable at 0.936.

Table 4. Reliability Test Result of Participant Satisfaction

Reliability Statistics

Cronbach's Alpha N of Items

910 13

Reliability analysis for the service quality variable revealed a Cronbach's Alpha coefficient of 0.936
across all 16 items. Since a Cronbach's Alpha value exceeding 0.60 is considered an indication of
satisfactory reliability, the measurement instrument can be considered reliable. Based on the reliability
test calculation table above, it was found that the Cronbach's Alpha value > limit value, namely 0.910
> (.60, which indicates that the Participant Satisfaction variable (Y) is reliable.

2. Normality Teat
To evaluate whether the data is normally distributed, the one-sample Kolmogorov-
Smirnov test is used. The results are:
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Table 5. The Normality Test

One-Sample Kolmogorov-Smirnov Test
Unstandardize
d Residual
N 100
Normal Mean 0,0000000
a,b

Parameters Std. Deviation 1,41922085

Absolute 0,095
Most Extreme

Positive 0,095
Differences

Negative -0,079
Test Statistic 0,095
Asymp. Sig. (2-tailed)® 0,208
a. Test distribution is Normal.

The table above shows that the Asymp. Sig. value is 0.208, which is higher than 0.05. Therefore,
it can be concluded that the data is regularly distributed.

3. Linearity Test

A linearity test was conducted to assess whether the relationship between service quality and
participant satisfaction variables was linear. The results are shown in the table below:

Table 6. Linearity Test
ANOVA Table
Sum of Mean
df F Sig.
Squares Square
(Combined) 2772,108 7 396,015 287,144 0,000
Between | Linearity | 2699585 | 1 | 2699585 | 1957,424 | 0,000
KEPUASAN
Groups —
PESERTA * Deviation
KUALITAS from 72,523 6 12,087 8,764 0,495
PELAYANAN Linearity
Within Groups 126,882 92 1,379
Total 2898,990 99
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Based on the table above, the Asymp. Sig. value is 0.495, which is higher than 0.05. This
indicates that the sporting event variable has a linear relationship with the tourism object variable.

Hipothesis Testing
1. Simple Linear Regression Analysis Test

A simple linear regression analysis model was used to investigate the impact of independent
variables on the dependent variable. The next section contains the findings from the simple linear
regression analysis.

Table 7. Simple Linear Regression Analysis Test

Coefficients?
Unstandardized Standardized
Model Coefficients Coefficients ¢ Sig.
B Std. Error Beta
(Constant) 1,012 1,203 0,841 0,402
'l kuaLiTas
0,795 0,022 0,965 36,425 0,000
PELAYANAN
a. Dependent Variable: KEPUASAN PESERTA

Based on the output in the table above, the regression equation model can be formulated as follows:
Y=1,012 (a) + 0,795 (x)

Description :

Y = Participant Satisfaction

o = Constant

X = Service Quality

a. Constanta (a) = 1.012 shows that if the service quality level variable is considered constant or
does not change, then participant satisfaction with educational outbound activities is at a
value of 1.012.

b. The regression direction coefficient / b X =0.795 and has a positive value, which means that
every one (1) unit increase in the service quality variable will be followed by an increase in
participant satisfaction of 0.795. This shows a very strong relationship between service
quality and participant satisfaction.

2. T-Test
A t-test is employed to assess the overall findings of the study. The t-test findings are
presented in the section that follows:
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Table 8. The T-Test

Coefficients®
Unstandardized Standardized
Model Coefficients Coefficients ¢ Sig
B Std. Error Beta

(Constant) 1,012 1,203 0,841 0,402

Il KuALITAS
0,795 0,022 0,965 36,425 0,000
PELAYANAN

a. Dependent Variable: KEPUASAN PESERTA

The t-test results in Table 8 show that the service quality variable has a significance value (Sig.)
less than the predetermined threshold of 0.05. With a p-value of less than 0.000, we can conclude that
the results are statistically significant. This means that the regression coefficient for service quality has
a significant influence on participant satisfaction.

Discussion
The discussion of the study regarding the influence of service quality on participant satisfaction
in outbound activities at Jel Edutama Yogyakarta can be summarized as follows:

1. The quality of service during the educational outbound activities at Jel-Edutama
Yogyakarta was categorized as very good. This was demonstrated by 95.75% of
respondents who agreed or strongly agreed with the quality of service provided.

2. Participants' satisfaction with educational outbound activities was high. The majority of
participants expressed satisfaction with the facilitator's service, the facilities provided, the
comfort of the activities, and the benefits gained from participating in the outbound
program.

3. There is a linear relationship between service quality and participant satisfaction. The
linearity test results show a Deviation from Linearity value of 0.495 (>0.05), indicating that
the relationship between the two variables is linear and suitable for analysis using simple
linear regression.

4. Service quality has a positive and significant effect on participant satisfaction. Regression
test results show a regression coefficient of 0.795 with a significance value of 0.000
(<0.05), indicating that every increase in service quality will increase participant
satisfaction.

5. Service quality is a crucial factor in increasing participant satisfaction in educational
outbound activities. Jel-Edutama's implementation of tangible aspects, reliability,
responsiveness, assurance, and empathy creates a safe, comfortable, enjoyable, and
rewarding learning experience for participants.

CONCLUSI

Based on the research results, it can be concluded that service quality has a positive and
significant influence on participant satisfaction in educational outbound activities at Jel-Edutama
Yogyakarta. Service quality, which includes tangible aspects, reliability, responsiveness, assurance, and
empathy, was rated very well by participants, thus meeting their expectations and increasing their level
of satisfaction. The analysis results show that the better the quality of service provided, the higher the
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perceived participant satisfaction. Therefore, service quality is a crucial factor in creating a comfortable,
safe, enjoyable, and beneficial educational outbound experience for participants.

ACKNOWLEDGMENT

The author expresses his gratitude to Allah SWT, for His grace, blessings, and gifts have
enabled him to successfully complete this thesis. The completion of this thesis would not have been
possible without the assistance, support, and prayers of various parties who have provided motivation
and encouragement throughout the research process and its completion. Therefore, the author would
like to express his deepest gratitude to all those who have contributed to this academic journey.

The author would like to express his gratitude to his beloved parents and family, who have
always provided him with endless prayers, support, love, and motivation. Thank you for all the
sacrifices, advice, and encouragement that have enabled him to successfully complete his education and
write this thesis. He would also like to thank his supervisor and all the lecturers who have provided
invaluable knowledge, guidance, criticism, and suggestions throughout his studies and the preparation
of this research.

The author also expresses his gratitude to the management of the Jel Edutama Yogyakarta for
granting research permission, assisting with data collection, and providing necessary information during
the research. He also extends his gratitude to his friends, colleagues, and all those not mentioned
individually for their support, assistance, encouragement, and companionship in overcoming various
challenges during the completion of this thesis.

The author would like to express his gratitude to himself for persevering, fighting, and never
giving up during the long process of writing this thesis. Thank you for remaining strong through the
fatigue, pressure, and various obstacles along the academic journey. The entire process has been a
valuable experience for continued growth and becoming a better person in the future.

Finally, I acknowledge that this work still has limitations in terms of content, methodology, and
presentation. Therefore, I welcome constructive suggestions and criticism for further improvement. |
hope this study will contribute to the advancement of knowledge and serve as a useful reference for
future research in related fields.

REFRENCE

Al-Ababneh, M. M. (2022). Customer satisfaction and revisit intention in tourism and hospitality
services. International Journal of  Marketing Studies, 14(1), 44-57.
https://doi.org/10.5539/ijms.v14n1p44

Arifah, U. (2022). Penerapan Service Excellent dan Service Quality untuk Meningkatkan Kepuasan
Pelanggan di  PT  Tourezia  Cakra  Inspira  [Universitas Islam  Indonesia].
https://dspace.uii.ac.id/bitstream/handle/123456789/40544/19211026.pdf?se

Bae, S. Y., & Kim, J. H. (2023). The role of emotional experiences in customer satisfaction and
behavioral intentions. Sustainability, 15(9). https://doi.org/10.3390/su15097224

Chae, M. J., Kim, J., Lee, S., & Park, E. (2022). The effects of perceived value on customer satisfaction
and loyalty in experience-based services. Sustainability, 14(18).
https://doi.org/10.3390/sul41811550

Damayanti, I. A., Yuliastrid, D., & Susanto, 1. H. (2023). Tingkat Kepuasan Pengunjung terhadap
Fasilitas Wahana Outbound Rumah Pintar Juanda Cendekia Sidoarjo. Jurnal Humaniora Dan
Sosial. https://ejurnal.ung.ac.id/index.php/jhsj/article/view/21304

Ginting, K. R. (2024). Hubungan antara Kualitas Pelayanan dengan Kepuasan Konsumen di Toba
Caldera Outbound [Universitas Medan Area Repository].
https://repositori.uma.ac.id/jspui/handle/123456789/25439

Kotler, P., Keller, K. L., & Chernev, A. (2022). Marketing Management (16th ed.). Pearson Education.
Lestari, B., Manumono, D., & Ambarsari, A. (2021). Analisis Pengaruh Kualitas Pelayanan
terhadap Kepuasan Konsumen Agrowisata Tambi. Jurnal Manajemen Instiper.
http://journal.instiperjogja.ac.id/index.php/JMI/article/view/451

Copyright©2024, Jurnal Of Sport Recreation and Leisure Management
[SSN:xxxx-xxxx (print) | 3109-6921 (online)


https://doi.org/10.5539/ijms.v14n1p44
https://dspace.uii.ac.id/bitstream/handle/123456789/40544/19211026.pdf?se
https://doi.org/10.3390/su15097224
https://doi.org/10.3390/su141811550
https://ejurnal.ung.ac.id/index.php/jhsj/article/view/21304
https://repositori.uma.ac.id/jspui/handle/123456789/25439
http://journal.instiperjogja.ac.id/index.php/JMI/article/view/451

Maria, M., Halawa, D., Situmeang, R. R., Manalu, M. R., Ekonomi, F., & Prima, U. (2021). Pengaruh
kualitas produk , promosi dan pelayanan terhadap kepuasan pelanggan Effect of product
quality, promotion and service on customer satisfaction. 13(3), 339-347.

Nahdi, M. R., & Putri, K. A. S. (2022). Pengaruh kualitas pelayanan terhadap kepuasan wisatawan pada
Taman Nasional Baluran. Jurnal Dimensi, 11(3).
https://www.journal.unrika.ac.id/index.php/jurnaldms/article/view/4252

Nuzula, J. F. (2025). Strategi Komunikasi Pemasaran Gemilang Tour and Outbound dalam Membangun
Kepercayaan Konsumen Pasca Pandemi Covid-19. Jurnal Cendekia Akuntansi.
https://doi.org/https://doi.org/10.70182/jca.v2i2.762

Oliver, R. L. (1980). A Cognitive Model of the Antecedents and Consequences of Satisfaction
Decisions. Journal of Marketing Research, 17(4), 460-469.
https://doi.org/10.1177/002224378001700406

Pariwisata, K., Pariwisata, B., Kunjungan, I. J., & Mancanegara, W. (2024). MANCANEGARA JUNI
2024.

Pebrianti, Y., Detmuliati, A., & Zein, R. S. (2022). Pengaruh daya tarik wisata dan kualitas pelayanan
terhadap kepuasan wisatawan (Survei pada objek wisata Green Paradise Kota Pagar Alam).

Tourism  Economics  Hospitality — and  Business =~ Management  Journal,  2(1).
https://doi.org/10.36983/tehbmj.v2i1.337

Pirastyo, S. P., & Putra, A. A. (2020). Upaya Peningkatan Kualitas Pelayanan untuk Meningkatkan
Kepuasan  Pelanggan di  Alinea  Catering. Jurnal Teknologi Dan  Ekonomi.
https://doi.org/https://doi.org/10.36594/jtec/8z1416

Pratiwi, A. R., Mashar, R., Puspitasari, 1., & Hastuti, D. (2023). Outbound games to enhance children’s
social skills. Journal of Early Childhood Care and Education, 06(2), 81-92.
https://doi.org/10.26555/jecce.v6i2.8424

Purwastuti, L. A. (2022). Kegiatan outbond sebagai media pendidikan karakter Pancasila pada
pendidikan  anak usia  dini. Jurnal  Pendidikan  Karakter, 13(2), 189-201.
https://doi.org/10.21831/jpka.v13i2.48573

Rahmawati, A., Sudijandoko, A., & Widodo, A. (2024). Pengembangan implementasi program
experiential learning outbound sebagai penunjang program penguatan Profil Pelajar Pancasila
(kelas 1-2 sekolah dasar). STAND: Journal Sports Teaching and Development, 5(1).
https://doi.org/10.36456/j-stand.v5i11.8515

Rather, R. A. (2021). Customer experience and engagement in tourism destinations: The experiential
marketing perspective. Journal of Tourism Futures, 7(2), 135-150. https://doi.org/10.1108/JTF-
10-2020-0235

Sahaya, A. (2023). Pengaruh Harga Tiket, Kualitas Pelayanan dan Fasilitas Wisata terhadap Loyalitas
Wisatawan dengan Kepuasan sebagai Variabel Intervening [UIN Saizu Repository].
https://repository.uinsaizu.ac.id/17910/1/

Sitohang, L. L., Sitepu, Y. K. S., & Simbolon, J. W. (2022). Kualitas pelayanan di Pusat Informasi
Geopark Kaldera Toba Sigulatti (Sebuah analisis terhadap kepuasan wisatawan). Areopagus:
Jurnal Pendidikan Dan Teologi Kristen, 20(2). https://e-
journal.iakntarutung.ac.id/index.php/areopagus/article/view/1730

Sugiyono, P. D. (2023). Metode Peneclitian Kuantitatif, Kualitatif, dan R&D. In Educacao e
Sociedade (Vol. 1, Issue 1).

Tjiptono, F. (2019). Kepuasan Pelanggan. Andi Offset. Yogyakarta.

Warda, O. U., Damrah, D., Sepyanda, M., & Damayanti, N. F. (2024). The effect of outbound-inspired
physical activity model in enhancing physical fitness of elementary school students. Journal of
Sport Science and Fitness, 10(2). https://doi.org/10.15294/jssf.v10i2.26441

Copyright©2024, Jurnal Of Sport Recreation and Leisure Management
[SSN:xxxx-xxxx (print) | 3109-6921 (online)


https://www.journal.unrika.ac.id/index.php/jurnaldms/article/view/4252
https://doi.org/10.70182/jca.v2i2.762
https://doi.org/10.1177/002224378001700406
https://doi.org/10.36983/tehbmj.v2i1.337
https://doi.org/10.36594/jtec/8z1416
https://doi.org/10.26555/jecce.v6i2.8424
https://doi.org/10.21831/jpka.v13i2.48573
https://doi.org/10.36456/j-stand.v5i1.8515
https://doi.org/10.1108/JTF-
https://doi.org/10.1108/JTF-
https://repository.uinsaizu.ac.id/17910/1/
https://e-journal.iakntarutung.ac.id/index.php/areopagus/article/view/1730
https://e-journal.iakntarutung.ac.id/index.php/areopagus/article/view/1730
https://doi.org/10.15294/jssf.v10i2.26441

Yusril, Mahmud, A., Razak, S. R., & Prihatin, E. (2021). Pengaruh Kualitas Layanan Terhadap
Kepuasan Wisatawan Pantai Bira di Kabupaten Bulukumba. Center of Economic Students
Journal, 4(3), 225-236. https://doi.org/10.56750/csej.v413.445

Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL A Multiple-item Scale for Measuring Consumer
Perceptions of Service Quality. January 2015.

Copyright©2024, Jurnal Of Sport Recreation and Leisure Management
[SSN:xxxx-xxxx (print) | 3109-6921 (online)


https://doi.org/10.56750/csej.v4i3.445

