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This study aims to analyze the implementation of service
excellence-based quality management strategies at ARTOTEL
Yogyakarta and examine their impact on customer satisfaction and
loyalty.

This research employs a qualitative case study approach, involving
purposively selected informants from managerial and operational
levels. Data were collected through semi-structured interviews,
direct observation, and document analysis. These data were
analyzed using a thematic approach.

The findings reveal that the quality management strategy is built
upon three integrated pillars: process standardization through
structured Standard Operating Procedures (SOPs), the strengthening
of service culture through continous training, and the utilization of
digital feedback as a quality control mechanism. Among the
dimensions of service quality, reliability, and emphaty are identified
as the most influential factors in shaping guest experience. High
levels of customer satisfaction are reflected in positive digital
reviews and increased repeat guest rates.

This study contributes to the literature by providing an in-depth
understanding on how service excellence is operationalized within
a boutique hotel context through the integration of formal systems
and personalized service culture. The findings also highlight the
importance of aligning standardized procedures with emotional

service delivery to enhance long-term customer loyalty.
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INTRODUCTION

The hotel industry has experienced a shift in its competitive structure over the past decade.
Competition is no longer solely based on price and physical facilities. Hotels compete on the
quality of the guest experience. Changes in consumer behavior, the digitization of reviews, and
rising traveler expectations are driving hotel management to strengthen quality management
systems in a more systematic and measurable manner. In this context, quality management is
no longer administrative; it has become a core organizational strategy. Conceptually, quality
management has evolved from an inspection approach to a systemic, customer-oriented
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approach. Total Quality Management emphasizes customer focus, employee engagement, and
continuous improvement. This principle is relevant in the service industry, including hotels,
because the products offered are intangible and heavily influenced by human interaction.
(Goetsch & Davis, 2016) In hotel service, quality is not only judged by the end result, but also
by the interaction process between staff and guests.

Changes in the external environment reinforce the urgency of quality management.
Digitalization accelerates the transparency of hotel reputations. Online review platforms like
online travel agents and social media rapidly shape public perception. Studies show that digital
reviews significantly influence room booking decisions. (Xiang et al., 2017) This means that a
single negative experience can spread widely and directly impact occupancy. This situation
requires hotels to develop responsive and adaptive quality management systems. Furthermore,
today's travelers aren't just looking for a place to stay; they're looking for an experience. The
experience economy concept explains that consumers value personal, emotional, and authentic
experiences. (Pine & Gilmore, 2011) Hotels that create unique experiences have a stronger
competitive advantage. However, experiences don't happen spontancously. They require
structured and consistent service design.

In the context of Yogyakarta as a cultural and creative tourism destination, hotel
competition is intensifying. Data from the Central Statistics Agency (Badan Pusat Statistik)
shows an increase in the number of star-rated and non star rated hotels in recent years. This
growth narrows facility-based differentiation. Hotels need to rely on service quality as a
differentiating factor. Especially for hotels with boutique and creative concepts, consistent
quality is key to sustainability. ARTOTEL Yogyakarta is one such boutique hotel that embraces
art and creativity as its core identity. This concept creates a distinct positioning compared to
conventional hotels. Interior design, collaborations with artists, and an artistic atmosphere are
key attractions. However, differentiation based on creative concepts carries managerial
consequences. Guest expectations for service quality are increasing. Guests value not only room
comfort but also the quality of interactions, speed of response, and personalization of service.

To address these challenges, hotels need to integrate quality management with service
excellence. Service excellence emphasizes providing service that exceeds customer
expectations. The SERVQUAL model developed by Parasuraman, Zeithaml, and Berry
identifies five dimensions of service quality: tangibles, reliability, responsiveness, assurance,
and empathy. (Parasuraman et al., 1988) This model is widely used in hospitality research to
measure the gap between guest expectations and perceptions. Previous research has shown that
service quality has a significant impact on hotel guest satisfaction and loyalty. (Liat et al., 2014)
Satisfaction acts as a mediator between service quality and revisit intention. The higher the
perceived quality, the more likely guests are to return and recommend the hotel to others. In a
highly competitive environment, loyalty becomes a strategic asset because the cost of retaining
guests is lower than acquiring new ones.

However, the implementation of quality management in boutique hotels differs from that
in large chain hotels. Boutique hotels often rely on flexibility and creativity. However,
flexibility without a system can compromise service consistency. Therefore, a quality
management approach is needed that is not only based on procedures but also on organizational
culture. A strong service culture can maintain standards despite staff turnover or high
occupancy pressures. Service management literature emphasizes the importance of internal
service quality as a foundation for external quality. (Heskett et al., 1994) When employees feel
supported, trained, and appreciated, they tend to provide better service to guests. This is
particularly relevant for high-engagement hotels like ARTOTEL Yogyakarta. Service
excellence cannot be achieved without active employee involvement.

Furthermore, post-pandemic dynamics have heightened demands for cleanliness and safety
standards. Travelers have become more sensitive to hygiene. Service quality now encompasses
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health protocols, transparency of cleanliness, and a sense of security during their stay. Recent
studies have shown that perceived safety significantly influences hotel selection decisions (Shin
& Kang, 2020). Thus, quality management must expand its scope from interpersonal service
aspects to risk management and security aspects. Research on quality management in
Indonesian hotels is still dominated by quantitative approaches based on SERVQUAL.
However, in-depth studies that integrate managerial strategies, organizational culture, and
empirical analysis in boutique hotels are still limited. Therefore, this study is important to
provide a comprehensive understanding of how service excellence-based quality management
strategies are implemented in practice and how they impact guest satisfaction and loyalty.

The main problem studied is how quality management strategies are systematically
implemented to produce consistent service excellence. This study also assesses their impact on
guest satisfaction and loyalty. The objectives of this study are to identify the implemented
quality management strategies, analyze the implementation of service excellence at each
service point, and measure their impact on guest satisfaction and loyalty. Practically, this
research is relevant for hotel managers who want to strengthen competitiveness through service
quality. Academically, this research enriches the literature on the integration of quality
management and service excellence in the context of creative hotels in cultural tourism
destinations. The focus on ARTOTEL Yogyakarta provides a specific and current contextual
contribution. Considering the intensity of competition, increasing guest expectations, and
digital reputation pressures, a service excellence-based quality management strategy is no
longer an option. It has become a strategic necessity. Hotels that are able to systematically
manage quality, involve employees, and respond quickly to feedback will have a stronger
competitive position in the long term.

Although previous studies have widely examined service quality and customer
satisfaction in the hospitality industry, most studies rely on quantitative aprroaches such as
SERVQUAL. There is still limited research that explores how quality management strategies
are implemented in practice, particularly in boutique hotels with creative concepts. Therefore,
this study aims to fill this gap by providing an in-depth qualitative analysis of service
excellence-based quality management strategies at ARTOTEL Yogyakarta.

METHODS

This research uses a qualitative approach with a case study design to analyze the service
excellence-based quality management strategy at ARTOTEL Yogyakarta. The research was
conducted for three months at ARTOTEL Yogyakarta. The research targets the quality
management system and service practices, with research subjects including managers,
department heads, supervisors, and operational staff selected purposively. The research
procedure includes a preliminary study, field data collection, analysis, and verification of
findings. The main instrument is the researcher himself with a semi-structured interview guide
and observation sheet. Data were collected through interviews, observations, and
documentation, then analyzed thematically through reduction, presentation, and conclusion
drawing.

RESULTS AND DISCUSSION
Identifying Implemented Quality Management Strategies

ARTOTEL Yogyakarta's quality management strategy is built through an integrative
approach that combines formal systems, organizational culture, and adaptation to digital
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dynamics. (Yosep & Septemuryantoro, 2023) In service industries such as hospitality, quality
is inextricably linked to human interaction and customer perception. Therefore, quality
management must be designed as a comprehensive system that connects work procedures,
employee behavior, and guest experience. Conceptually, modern quality management
emphasizes customer orientation, employee involvement, and continuous improvement as the
main foundations. (Goetsch & Davis, 2016) These principles serve as the basic framework for
designing the hotel's quality strategy. In the Indonesian context, the quality management
approach to the hotel industry also emphasizes the importance of aligning operational standards
with local service culture. (Tjiptono, 2019) explains that service quality in a service context is
determined not only by technical standards, but also by the cultural values and character of the
interactions established by the organization. Hotels with creative concepts like ARTOTEL
Yogyakarta face a dual challenge. On the one hand, hotels must maintain procedural
consistency. On the other hand, hotels must maintain flexibility to stay true to their artistic
identity, which is their primary attraction.

Field findings indicate that the hotel's quality strategy rests on three main, integrated pillars:
process standardization, strengthening a service culture through training, and utilizing digital
feedback as a quality control mechanism. These three pillars do not stand alone, but form a
single, adaptive quality system that responds to operational dynamics and guest expectations.
Process standardization is a key foundation because service quality in the hospitality industry
relies heavily on consistency. Without a clear system, quality is easily influenced by individual
factors, workload, and situational conditions. Therefore, management designed and
implemented Standard Operating Procedures across all departments as a binding and
measurable framework.

The implemented SOPs cover all key service points, from reservation procedures and
check-in and check-out, to handling guest complaints, room cleanliness standards, restaurant
service, and staff communication and guest interactions. At the reservation stage, SOPs ensure
accurate pricing information, room availability, and booking confirmation. At the arrival stage,
SOPs regulate the check-in process to ensure efficiency, friendliness, and minimize
administrative errors. In room operations, SOPs regulate cleanliness standards, housekeeping
turnaround times, and facility checks before rooms are handed over to guests. In restaurant
services, SOPs establish serving standards, service times, and complaint handling procedures.
Even in communication, guidelines are in place regarding language, body language, and how
to greet guests to maintain a consistent experience.

SOPs function not only as technical guidelines but also as quality control tools. Written
standards enable management to evaluate performance based on clear indicators. Deviations
can be promptly identified and corrected. From a Total Quality Management perspective,
quality does not arise by chance, but rather results from a systematically designed and
consistently implemented system. (Oakland, 2014) asserts that uncontrolled variation in
processes will degrade service quality and create uncertainty for customers. Therefore,
controlling variation through standardization is a strategic step in maintaining quality stability.

However, standardization at this hotel is not rigidly enforced. Management still allows for
a certain amount of flexibility to ensure interactions remain personal and non-mechanical. This
approach is crucial because the hospitality industry demands a balance between structure and
the human touch. Thus, process standardization serves as a foundational framework that
maintains consistency, while a culture of service and responsiveness to digital feedback enrich
the dynamic implementation of quality. The integration of these three pillars forms a quality
management system that is not only controlled but also adaptive to changing guest needs and
the competitive environment (Septemuryantoro, 2025). At ARTOTEL Yogyakarta, SOPs are
not positioned as merely administrative documents. Management conducts regular outreach to
ensure that every staff member understands the purpose behind each procedure. This approach
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is crucial because service quality in the service industry depends heavily on individual
awareness of standards. According to (Nasution, 2015) Service quality management must
prioritize understanding service value, not just procedural compliance. Standardization also
serves to maintain a consistent guest experience amid fluctuating occupancy. During peak
seasons, operational pressures increase. Without a clear system, quality can easily decline.
SOPs help mitigate the risk of inconsistency. However, hotels still allow for a certain amount
of improvisation to ensure interactions remain personal and relaxed. This balance between
structure and flexibility is a hallmark of a hotel quality strategy.

Strengthening Service Culture through Training is the second pillar, namely strengthening
service culture through service excellence training. Training is conducted periodically and
covers interpersonal communication, complaint handling, service personalization, and an
understanding of art-based hotel concepts. Employees are taught not only how to serve, but also
why that service is important to the guest experience. This approach aligns with the service
profit chain concept, which states that external service quality is influenced by the internal
quality of the organization. (Heskett et al., 1994) If employees feel valued and well-trained,
they are better able to provide superior service. In the Indonesian context, (Lupiyoadi, 2018)
emphasizes that the quality of hotel services is largely determined by the competence and
attitude of employees because the main product of a hotel is experience.

The training also aims to build collective awareness of the hotel's identity. As an arts-based
hotel, every staff member needs to understand the creative narrative they want to convey to
guests. This is crucial for service interactions to align with the brand concept. If staff don't
understand the hotel's identity, the guest experience will be fragmented. In addition to formal
training, the hotel implements informal coaching through daily supervision. Supervisors
provide direct feedback on service interactions. This process fosters continuous learning.
(Argote, 2013) explains that organizational learning occurs when individual experiences are
transformed into collective knowledge. In practice, morning briefings become a forum for
reflection and improvement.

The third pillar is utilizing online reviews as a quality control tool. Each guest comment is
systematically analyzed. Management monitors ratings, review content, and complaint patterns.
Reviews are responded to promptly and professionally. This strategy demonstrates that quality
management extends beyond internal processes to digital reputation management. (Xiang et al.,
2017) found that online reviews have a significant influence on hotel booking decisions. In the
Indonesian context, research by (Pratiwi & Rohman, 2021) This indicates that digital ratings
have a positive effect on domestic tourists' revisit intentions. This means that online reputation
is an integral part of a quality strategy.

At ARTOTEL Yogyakarta, every digital complaint is classified based on the type of issue.
If a complaint recurs, management immediately conducts an evaluation. This approach reflects
a continuous improvement cycle. In quality management literature, the Plan, Do, Check, Act
cycle is a fundamental mechanism for systematic quality improvement. (Goetsch & Davis,
2016). In addition to the three main pillars, the hotel implements daily briefings as a forum for
coordination and reflection. Briefings serve to convey operational information, evaluate the
previous day's service, and remind people of quality standards. This practice strengthens both
vertical and horizontal communication. According to (Argote, 2013) Organizations that learn
from experience are more adaptable to environmental changes. Daily briefings enable rapid
learning. If a guest complains, staff can immediately address it and prevent repeat errors.

In the context of Indonesian work culture, face-to-face communication plays an important
role in building team solidarity. (Sutrisno, 2019) Therefore, briefings are not only technical
forums, but also spaces to build motivation and collective spirit. Overall, ARTOTEL
Yogyakarta's quality management strategy is integrative. It combines formal systems, ongoing
training, internal communications, and digital reputation management. This strategy aims not
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only to maintain service standards but also to build a consistent experience that aligns with the
hotel's identity, which is based on art and creativity.

This approach is relevant to the concept of strategic quality management which places
quality as part of the organization's strategy, not just an operational function. (Oakland, 2014)
In practice, quality management serves as a tool for maintaining hotel differentiation amidst
Yogyakarta's intense competition. From an academic perspective, these findings suggest that
boutique hotels require an adaptive approach to quality. Standards must be clear, but
interactions must remain flexible. Systems must be robust, but a culture of service must be
vibrant. This integration allows hotels to maintain a consistent experience while retaining their
unique character.

Analyzing the Implementation of Service Excellence at Each Service Point

The implementation of service excellence at ARTOTEL Yogyakarta needs to be understood
as a comprehensive process that follows the guest journey from pre-arrival to post-departure.
In the hotel industry, experiences don't occur in a single moment, but rather are formed through
the accumulation of small, interconnected interactions. Therefore, analyzing service excellence
implementation requires a systematic approach to each touchpoint using the SERVQUAL
framework, which encompasses tangibles, reliability, responsiveness, assurance, and empathy.
(Parasuraman et al., 1988) These five dimensions do not stand alone, but rather work
simultaneously to form a comprehensive perception of quality.

In the pre-arrival phase, the interaction begins when guests search for information and make
a reservation. At this stage, reliability is the primary foundation. The accuracy of information
regarding prices, room types, amenities, promotions, and cancellation policies significantly
determines the perception of a hotel's professionalism. When the reservation system provides
fast confirmation and clear details, guests feel confident that the hotel has a well-organized
system. Reliability at this stage also concerns the synchronization between the online platform
and the hotel's internal systems. Mismatched room availability or incorrect rates can trigger
distrust even before guests arrive. In the context of intangible services, initial trust is crucial
because customers cannot physically evaluate the product before consumption. (Zeithaml et al.,
2018) Responsiveness at this stage is evident in the speed with which staff respond to inquiries
via email, instant message, or phone. A quick response time signals that the hotel values
potential guests and is ready to assist with their specific needs. A smooth initial interaction
creates positive expectations for the next stage.

When guests arrive at a hotel, the experience shifts from digital interactions to physical and
interpersonal ones. During the arrival phase, tangible and responsive dimensions play a
dominant role. Tangibles include architectural design, lobby layout, lighting, floor and
reception desk cleanliness, room aroma, and the neatness of staff uniforms. As an art-based
hotel, ARTOTEL Yogyakarta relies on visual elements to establish differentiation. The
artworks displayed are not merely decorations, but part of the narrative of the experience. These
tangible elements form a strong initial impression. Research in service marketing shows that
physical evidence serves as a proxy for quality for intangible services. (Zeithaml et al., 2018).
If the physical environment is clean and aesthetically pleasing, guests tend to assume that the
hotel's internal processes are also well-managed.

Responsiveness at the arrival stage is reflected in the speed of the check-in process and the
staff's ability to accommodate special requests, such as early check-in or specific room requests.
An efficient process reduces wait times and increases comfort. Furthermore, assurance begins
to emerge through the clear and confident communication of staff. When a receptionist explains
hotel amenities, restaurant hours, or security procedures calmly and professionally, guests feel
safe and confident in the organization's competence. This first impression is crucial because the
halo effect can influence perceptions in subsequent stages of the experience.
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Entering the stay phase, interactions become more intense and repetitive. At this stage,
empathy and assurance become the most crucial dimensions. Empathy manifests itself in
personal attention, the ability to recognize individual needs, and a willingness to listen
attentively to complaints. Staff who remember repeat guests' preferences, such as their choice
of pillow type or a particular beverage, create a personalized experience. This dimension is
especially important in boutique hotels, which prioritize unique and intimate experiences.
Research (Liat et al., 2014) Research shows that empathy significantly influences satisfaction
and loyalty by building an emotional connection between customers and service providers.
Assurance during the stay is evident in the staff's ability to handle issues quickly and
competently. If a room experiences technical issues or a complaint about cleanliness, a
professional response and clear solutions will restore guest trust. In such situations, trust can be
maintained even after a mistake occurs, as long as the process is handled appropriately.
Reliability remains the foundation through consistent room cleanliness, timely housekeeping,
and accurate provision of additional amenities. Responsiveness is tested when additional
requests come in simultaneously, especially during high occupancy rates. Coordination
between departments is a crucial factor in ensuring quality does not decline.

In hotel restaurants, the implementation of service excellence demonstrates the integration
of reliability, responsiveness, and tangibles. Accuracy of orders, consistency of taste, and
serving time demonstrate reliability. When food is served as ordered and within a reasonable
timeframe, the perception of quality increases. Responsiveness is evident when staff quickly
respond to additional requests or changes to orders. Tangibles are present through table
cleanliness, the aesthetics of food presentation, and the ambiance of the room. Empathy
emerges when staff provide menu recommendations based on guest preferences or consider
specific dietary needs. Interactions in restaurants have a significant impact because they involve
a powerful sensory experience.

The checkout stage concludes the experience. Reliability and responsiveness are once again
the primary focus. The payment process must be accurate and transparent. Administrative errors
at this final stage can undermine the overall positive experience. Responsiveness is reflected in
the speed of transaction completion and the staff's readiness to assist with the guest's final
needs. Empathy is manifested in personal thanks and attention to the guest's final impressions.
The peak-end rule concept explains that consumers tend to remember the peak and final
moments of an experience more strongly than other moments. (Kahneman, 2011) Therefore,
quality at this stage has strategic value in shaping the intention to provide a positive review or
return stay. An integrative analysis shows that the five dimensions of SERVQUAL are
interrelated. Tangibles build a visual impression and strengthen a professional image.
Reliability maintains process consistency and builds trust. Responsiveness ensures needs are
met quickly. Assurance creates a sense of security and confidence in staff competence.
Empathy forms a deep emotional bond. Among the five dimensions, empathy has the strongest
influence on guests' emotional experiences, especially in the context of boutique hotels that
emphasize interpersonal closeness.

However, implementing service excellence is not without challenges. High occupancy rates
can increase work pressure and slow down response times. Employee turnover can also impact
the consistency of empathy and assurance. Therefore, ongoing training and internal
communication systems are crucial. Daily briefings and regular evaluations help maintain
collective awareness of quality standards. The use of digital feedback also supports the
continuous improvement process. Overall, the implementation of service excellence at
ARTOTEL Yogyakarta demonstrates a consistent, systemic approach. Every service point is
designed to support the overall guest experience. Quality is measured not only by the absence
of complaints but by the hotel's ability to create meaningful and personalized experiences. The
integration of formal systems and a personalized service culture allows the hotel to maintain
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quality standards while maintaining its creative character. In a highly competitive environment,
consistent implementation at every stage of the guest journey is key to building satisfaction,
loyalty, and a long-term reputation.

Measuring the Impact on Guest Satisfaction and Loyalty

Guest satisfaction is the most concrete indicator in assessing the success of the quality
management strategy at ARTOTEL Yogyakarta because satisfaction represents the end result
of the entire process of planning, controlling, and evaluating quality carried out by
management. In the service industry, products are intangible, cannot be stored, and cannot be
tested before consumption, so quality can only be assessed after guests experience the service
directly. Therefore, satisfaction is not just a momentary perception, but a reflection of the
effectiveness of the quality management system as a whole. (Tjiptono, 2019) explains that in
service marketing, satisfaction is the primary outcome of the interaction between customer
expectations and actual service performance. If a quality system is consistently designed and
implemented with discipline, the guest experience will be relatively stable and result in repeated
positive evaluations.

Based on internal surveys and digital review analysis, guest satisfaction is high. The
majority of guests gave positive reviews of the staff's friendliness, room cleanliness, bed
comfort, breakfast quality, and the hotel's unique artistic concept, which differs from
conventional hotels. The hospitality aspect emerged as a dominant factor in guest comments,
both in closed surveys and open online reviews. This indicates that the human interaction
dimension plays a greater role than mere physical elements. (Lupiyoadi, 2018) emphasizes that
in the hospitality industry, employee-customer interaction is at the heart of value creation, as
hotel services rely heavily on the quality of communication and service delivery. While art-
based hotel concepts are visually appealing, the emotional experience created through friendly,
attentive, and personalized service is a stronger differentiator.

Theoretically, satisfaction can be explained through the theory of expectation
disconfirmation. (Oliver, 2014) states that satisfaction arises when perceived performance
exceeds initial consumer expectations. If performance falls below expectations, negative
disconfirmation occurs, resulting in dissatisfaction. If performance meets or exceeds
expectations, positive disconfirmation occurs, resulting in satisfaction or even delight. In the
context of ARTOTEL Yogyakarta, guest expectations are relatively high due to the hotel's
positioning as a creative and premium hotel. Guests come with expectations for quality design,
comfort, and distinctive personalized service. Successfully achieving high levels of satisfaction
demonstrates that the implementation of service excellence is able to meet or even exceed these
expectations. (Nasution, 2015) explains that service quality management must be able to
manage customer expectations through realistic communication and consistent performance, so
that the gap between expectations and performance can be minimized.

Further analysis showed that the reliability and empathy dimensions had the strongest
correlation with satisfaction. Reliability reflects the consistency of service from the reservation
stage to check-out. Guests are satisfied when the reservation process runs smoothly, the room
is available as requested, the facilities are functioning properly, and additional requests are
handled without error. This consistency builds a sense of security and reduces uncertainty. In
services, uncertainty is a major source of consumer anxiety because customers cannot control
the service production process. (Zeithaml et al., 2018) When hotels demonstrate consistent and
predictable performance, satisfaction levels increase significantly. Empathy, on the other hand,
provides a deeper emotional connection. Personalized service, such as remembering a repeat
guest's preferences, offering birthday greetings, or responding to complaints with an empathetic
approach, creates a more personal and meaningful experience. (Tjiptono & Chandra, 2016)
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emphasizes that the empathy dimension in service strengthens the perception of value because
customers feel valued as individuals, not just as objects of transactions.

In addition to the survey, digital review analysis reinforced these findings. Keywords such
as friendly staff, helpful team, clean room, cozy bed, and artistic atmosphere appeared
repeatedly across various online booking platforms. The predominance of positive sentiment
indicates that guest experiences were not only personally satisfying but also powerful enough
to be shared publicly. In the digital age, online reviews have become a social proxy for
individual satisfaction. According to research by (Pratiwi & Rohman, 2021) Positive reviews
significantly influence potential guests' decisions when choosing a hotel, so satisfaction impacts
not only the guest in question but also other potential customers. When guests voluntarily leave
positive reviews, it reflects a high level of satisfaction and a memorable experience.

Consistent satisfaction is the foundation for loyalty. Loyalty in the hotel context is measured
through repeat guest intentions and willingness to recommend the hotel to others. Internal data
shows an increase in the percentage of repeat guests over the past year, as well as high scores
on questions related to willingness to recommend. These indicators demonstrate that
satisfaction doesn't stop at a short-term evaluation but develops into a long-term commitment.
(Kotler & Keller, 2016) Relationship marketing theory explains that loyalty forms when
customers perceive consistent value and a lasting relationship with a service provider. Loyalty
results not only from functional satisfaction but also from emotional closeness and trust.

In this hotel context, personalized service plays a crucial role in building these relationships.
When staff recognize repeat guests and greet them by name, or when room preferences are
prepared without prompting, it creates a sense of closeness that competitors find difficult to
replicate. (Lupiyoadi, 2018) stated that in the hospitality business, warm interpersonal
relationships increase psychological switching costs, namely emotional barriers that make
customers reluctant to switch to competitors. Loyalty formed through personal relationships
tends to be more resistant to price fluctuations or competitor promotions. Loyalty also has two
main dimensions: behavior and attitude. The behavioral dimension is reflected in the frequency
of repeat visits and the length of the relationship with the hotel. The attitudinal dimension is
reflected in commitment, brand preference, and willingness to provide recommendations. In
the case of ARTOTEL Yogyakarta, many guests return not only because of the location or
price, but because of the overall experience they had previously. This shows that the loyalty
formed is affective, not merely rational. (Tjiptono, 2019) emphasizes that affective loyalty is
more stable because it is driven by positive feelings and emotional attachment.

However, loyalty isn't a permanent condition. The hotel industry is highly competitive, with
numerous accommodation options offering similar prices and amenities. If service quality
declines or becomes inconsistent, guests can easily switch. Therefore, quality management
must be viewed as a dynamic and ongoing process. Regular evaluation of service standards,
regular training, and analysis of digital reviews are essential to maintain consistency. (Nasution,
2015) emphasizes that continuous improvement is a key principle in integrated quality
management because customer needs and expectations are constantly evolving. Changing
preferences across traveler generations also influence loyalty patterns. Younger travelers tend
to seek new and unique experiences and are more active in sharing them through social media.
Their loyalty is more flexible and not always based on habits. Therefore, hotels need to
continuously innovate without compromising quality standards. Innovation can take the form
of new art collaboration programs, creative events, or trend-relevant thematic experiences.
However, innovation must remain within a consistent quality framework to avoid sacrificing
reliability and assurance.

Satisfaction and loyalty also directly impact a hotel's financial performance. Loyal guests
have lower acquisition costs than new guests because they don't require intensive promotion.
They are also more likely to make additional purchases, such as food, beverages, or other
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additional services. Furthermore, word-of-mouth recommendations serve as credible free
advertising.(Kotler & Keller, 2016) Studies show that loyal customers contribute to long-term
profitability through repeat purchases and advocacy. In the hotel context, a stable loyal
customer base helps maintain occupancy rates and more stable cash flow. From a managerial
perspective, these findings confirm that investments in quality management yield tangible
results. Standardizing processes ensures reliability. Service excellence training strengthens
empathy and assurance. Managing digital reviews maintains reputation and extends the social
impact of satisfaction. All three work together to create a consistently positive experience. This
consistency is key to building long-term loyalty.

The analysis also shows that emotional experiences have a greater influence on loyalty than
physical amenities. While a hotel's artistic concept provides the initial attraction and visual
differentiation, staff friendliness, personal attention, and warm interactions are the deciding
factors in repeat visits. This reinforces the view that the hospitality industry is fundamentally a
people business. Human interaction is central to value creation and the formation of long-term
relationships. Overall, the impact of a service excellence-based quality management strategy
on guest satisfaction and loyalty has been proven significant. Consistent service quality creates
a strong and meaningful positive experience. This experience builds trust, strengthens
emotional connections, and fosters long-term commitment. However, this success must be
maintained through continuous evaluation, targeted innovation, and adaptation to changing
market preferences. Without strategic renewal and a commitment to quality, loyalty can
weaken. By maintaining the integration of a strong quality system and a warm service culture,
hotels can maintain their competitive position in an increasingly dynamic industry that demands
consistently high quality.

Conclusion

Based on the research results presented in this article, it can be concluded that the service
excellence-based quality management strategy at ARTOTEL Yogyakarta has been proven to
be systematic and integrative. The quality strategy rests on three main pillars: process
standardization through structured SOPs, strengthening service culture through ongoing
training, and utilizing digital feedback as a quality control and evaluation mechanism. These
three pillars form an adaptive quality system capable of maintaining service consistency amidst
the dynamics of hotel operations. The implementation of service excellence at every service
point, from reservation to check-out, demonstrates that the dimensions of reliability and
empathy play a dominant role in shaping the guest experience. Consistency of service builds a
sense of security and trust, while personalization and warmth of interactions strengthen
emotional attachment. The impact is reflected in high levels of guest satisfaction and increased
loyalty in the form of repeat visits and positive recommendations. Overall, consistent service
quality and an orientation toward emotional experiences are key factors in maintaining the
competitiveness of boutique hotels amidst increasingly fierce and digitalized industry
competition.

CONCLUSION

This study demonstrates that the integration of SOP standardization, service culture,
and digital feedback plays a crucial role in maintaining service excellence in boutique hotels.
The findings contribute to the literature by providing an empirical understanding of how quality
management strategies are implemented in practice. From a managerial perspective, hotel
managers should focus not only on a procedural standardization, but also on strengthening
service culture and actively managing digital feedback. However, this study is limited to a
single case study. Therefore, future research is encouraged to explore comparative studies
across different types of hotels or tourism destinations.
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determinants of travel intention becomes essential.

Objectives: This study aims to examine tourists’ intention to visit
safer destinations by extending the Theory of Planned Behavior with
perceived knowledge of health protocols as an additional predictor.

Method: A quantitative approach was employed using survey data
collected from 200 Indonesian respondents who intended to travel
domestically. Data were analyzed using Partial Least Squares

Structural Equation Modeling (PLS-SEM) to assess both
measurement and structural models.

Result: The findings show that attitude, subjective norm, and
perceived behavioral control significantly influence travel intention,
with attitude emerging as the strongest predictor. Perceived
knowledge does not directly affect intention but significantly
influences attitude and subjective norm, indicating its indirect role
in shaping decision-making.

Conclusion: The study demonstrates that travel intention in safety-
sensitive contexts is driven by evaluative, control-related, and
knowledge-based factors. Extending the TPB framework with
knowledge provides a more comprehensive understanding of tourist
behavior, offering practical insights for promoting safer

destinations.
This is an open access atticle under the CC-BY-SA @ @ @
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INTRODUCTION

Recent developments in tourism behavior highlight the increasing importance of
safety considerations in shaping destination choice. Travel decisions are no longer driven solely
by traditional motivations such as leisure, novelty, or escape, but are increasingly influenced
by how individuals evaluate potential risks and their ability to manage uncertain conditions.
This shift reflects a broader transformation in consumer behavior, where perceptions of safety,
control, and access to reliable information play a central role in decision-making processes
(Zenker & Kock, 2020; Kock et al., 2020; Neuburger & Egger, 2021). As tourism environments
become more complex and uncertainty becomes more salient, understanding the psychological
mechanisms underlying travel intention has become a critical issue in tourism research.
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In this context, the Theory of Planned Behavior (TPB) remains one of the most widely
used theoretical frameworks for explaining behavioral intention. According to Ajzen (1991),
intention is determined by three key constructs: attitude, subjective norm, and perceived
behavioral control. Attitude reflects an individual’s overall evaluation of a behavior, subjective
norm captures perceived social pressure, and perceived behavioral control represents the
perceived ease or difficulty of performing the behavior. The TPB has been extensively validated
across various domains, including tourism, where it consistently demonstrates strong predictive
power in explaining travel intention and destination choice (Lam & Hsu, 2006; Hsu & Huang,
2012; Han et al., 2020).

Among the TPB constructs, attitude is often identified as the most influential
predictor of behavioral intention. In tourism contexts, individuals form intentions based on their
evaluation of expected outcomes, including perceived benefits, risks, and overall experience
(Chen & Tsai, 2007; Han et al., 2020). When destinations are perceived as safe and manageable,
individuals are more likely to develop favorable attitudes toward visiting them. This evaluative
process becomes particularly important in environments characterized by uncertainty, where
individuals must balance desire for travel with concerns about safety. Empirical evidence
consistently shows that positive attitudes significantly increase the likelihood of travel
intention, suggesting that attitude functions as a central mechanism through which individuals
translate perception into action. Based on this reasoning, the following hypothesis is proposed:

H1: Attitude positively influences tourists’ intention to visit safer destinations.

In addition to attitude, subjective norm represents the influence of social expectations
on behavioral intention. Travel decisions are often embedded within social contexts, where
individuals consider the opinions, behaviors, and expectations of significant others, such as
family members, peers, and social groups (Lam & Hsu, 2006). Although subjective norm has
been found to influence intention, its effect is often less dominant compared to attitude (Han et
al., 2020). In safety-related contexts, social influence may operate through shared perceptions
of responsibility and collective awareness of acceptable behavior. Normative expectations may
encourage individuals to adopt behaviors that are perceived as socially responsible, including
choosing safer destinations. This perspective is supported by the focus theory of normative
conduct, which suggests that individuals’ behavior is shaped by perceived social norms
(Cialdini et al., 1990). Therefore, the following hypothesis is proposed:

H2: Subjective norm positively influences tourists’ intention to visit safer
destinations.

Perceived behavioral control represents another important determinant of intention,
reflecting individuals’ perception of their ability to perform a behavior. In tourism contexts,
this includes access to financial resources, transportation, information, and the ability to comply
with travel-related requirements. Previous research indicates that perceived behavioral control
becomes particularly salient in situations involving uncertainty, constraints, or perceived risk
(Ajzen, 1991; Yuzhanin & Fisher, 2016). When individuals perceive that they have sufficient
control over these factors, they are more likely to form travel intentions. Conversely, perceived
barriers may reduce intention even when attitudes are favorable. This highlights the importance
of perceived feasibility in shaping behavior. Accordingly, the following hypothesis is proposed:

H3: Perceived behavioral control positively influences tourists’ intention to visit safer
destinations.

While the TPB provides a robust theoretical foundation, recent studies suggest that
additional variables are needed to capture context-specific dynamics in tourism behavior (Han
et al., 2020; Bae & Chang, 2021). One such variable is perceived knowledge, which refers to
individuals’ understanding of relevant information that informs their decision-making. In
safety-sensitive tourism environments, knowledge plays a critical role in reducing uncertainty
and shaping perception. Individuals rely on information to interpret risks, evaluate alternatives,
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and assess whether a particular action is feasible and acceptable (Neuburger & Egger, 2021;
Kock et al., 2020).

Previous research suggests that knowledge does not always directly influence
behavior but instead shapes underlying cognitive and evaluative processes (Bae & Chang,
2021). Individuals who possess greater knowledge are more likely to develop positive attitudes,
as knowledge enhances their confidence in managing potential risks. In tourism, knowledge of
safety protocols can influence how travelers perceive destinations and evaluate their level of
safety (Wen et al., 2020; Ivanova et al., 2021). This suggests that knowledge functions as a
cognitive resource that supports the formation of favorable attitudes.

In addition to influencing attitude, knowledge may also shape subjective norm. When
information about safety practices is widely disseminated and understood, individuals may
perceive that engaging in safe travel behavior is socially expected or endorsed. This reflects the
role of communication in shaping shared understanding and collective perception (Cialdini et
al., 1990). As a result, knowledge contributes not only to individual evaluation but also to the
perception of social expectations. Based on this reasoning, the following hypotheses are
proposed:

H4: Perceived knowledge positively influences attitude toward visiting safer
destinations.
HS: Perceived knowledge positively influences subjective norm toward visiting safer
destinations.

Despite its importance, the role of knowledge remains underexplored in tourism
studies applying the TPB framework. Most existing research focuses on risk perception, trust,
or perceived safety, while the cognitive role of knowledge as a precursor to evaluation and
social perception receives limited attention (Neuburger & Egger, 2021). This gap suggests the
need to integrate knowledge into the TPB model to provide a more comprehensive
understanding of travel intention.

This study addresses this gap by extending the TPB framework to include perceived
knowledge of health protocols. By examining the relationships among attitude, subjective
norm, perceived behavioral control, and perceived knowledge, the study aims to provide a more
nuanced explanation of tourists’ intention to visit safer destinations. The focus on domestic
tourism also offers insights into how travelers in emerging market contexts respond to safety
considerations.

The study contributes to the literature in several ways. First, it reinforces the
applicability of the Theory of Planned Behavior in explaining travel behavior in safety-sensitive
contexts. Second, it extends the model by highlighting the indirect role of knowledge in shaping
attitude and subjective norm. Third, it provides empirical evidence that can inform tourism
stakeholders in designing communication strategies that enhance positive perceptions, reduce
uncertainty, and encourage travel intention. By integrating theoretical and practical
perspectives, this study offers a more comprehensive framework for understanding travel
behavior in contemporary tourism environments.

METHODS

This study employed a quantitative research design to examine the determinants of
tourists’ intention to visit safer destinations. The research model was developed based on the
Theory of Planned Behavior (TPB), extended by incorporating perceived knowledge of health
protocols as an additional construct. A cross-sectional survey approach was adopted, allowing
data to be collected from respondents at a single point in time, which is appropriate for testing
causal relationships in behavioral research (Hair et al., 2019).
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Data were collected from 200 Indonesian respondents who had intentions to engage in
domestic travel. A purposive sampling technique was applied to ensure that participants were
relevant to the research context, particularly individuals who were familiar with tourism
activities and aware of safety-related considerations. Online distribution of the questionnaire
was used to facilitate broader reach and efficient data collection. The sample size meets the
recommended minimum requirements for Partial Least Squares Structural Equation Modeling
(PLS-SEM), which is suitable for exploratory and predictive research with relatively small to
medium sample sizes (Hair et al., 2019).

The measurement instrument was developed based on established scales from previous
studies and adapted to fit the tourism context. All constructs were measured using multiple
items to ensure reliability and validity. Attitude was operationalized as the degree to which
respondents evaluated visiting safer destinations as favorable or beneficial. Subjective norm
captured perceived social influence from significant others, while perceived behavioral control
reflected respondents’ perceived ability to perform travel-related behavior. Perceived
knowledge referred to respondents’ understanding of health protocols and safety measures in
tourism settings. Travel intention was measured as the likelihood of visiting safer destinations
in the near future. All items were measured using a five-point Likert scale ranging from strongly
disagree to strongly agree, which is commonly used in behavioral research to capture
respondents’ perceptions (Sekaran & Bougie, 2016).

Data analysis was conducted using Partial Least Squares Structural Equation Modeling
(PLS-SEM) with the support of SmartPLS. PLS-SEM was selected due to its suitability for
complex models and its ability to handle non-normal data distributions (Hair et al., 2019). The
analysis followed a two-step approach, beginning with the evaluation of the measurement
model and followed by the assessment of the structural model. The measurement model was
assessed in terms of indicator reliability, internal consistency reliability, and convergent
validity, using criteria such as outer loadings, composite reliability, and average variance
extracted (AVE) (Fornell & Larcker, 1981). Discriminant validity was also evaluated to ensure
that each construct was distinct.

The structural model was then assessed by examining path coefficients, significance
levels, and the coefficient of determination (R?). A bootstrapping procedure with resampling
was applied to test the significance of the hypothesized relationships (Hair et al., 2019). This
approach allows for robust estimation of standard errors and provides statistical support for
evaluating the proposed model. Through this analytical procedure, the study aims to provide a
comprehensive examination of the relationships among attitude, subjective norm, perceived
behavioral control, perceived knowledge, and travel intention.

RESULTS AND DISCUSSION

The data were analyzed using Partial Least Squares Structural Equation Modeling
(PLS-SEM) to evaluate both the measurement model and the structural relationships among
constructs. The assessment of the measurement model indicates that all indicators meet the
required thresholds for reliability and validity. Indicator loadings exceed the recommended
value of 0.70, demonstrating adequate indicator reliability (Hair et al., 2019). Composite
reliability values range from 0.89 to 0.92, indicating strong internal consistency across
constructs. In addition, the average variance extracted (AVE) for each construct exceeds 0.50,
confirming convergent validity (Fornell & Larcker, 1981).
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Table 1. Measurement Model Evaluation

Construct Items | Loadings Range | CR | AVE
Attitude 4 0.72-0.89 091 ]0.72
Subjective Norm 3 0.75-0.87 0.89 | 0.68
Perceived Behavioral Control | 4 0.71-0.88 0.90 | 0.69
Perceived Knowledge 4 0.73-0.86 0.90 | 0.70
Travel Intention 3 0.78-0.91 0.92 | 0.79

Discriminant validity was assessed using the Fornell-Larcker criterion, where the
square root of AVE for each construct exceeded its correlations with other constructs, indicating
that each variable is empirically distinct (Fornell & Larcker, 1981). This confirms that the
constructs capture different conceptual dimensions within the model.

Following the validation of the measurement model, the structural model was evaluated
to examine the hypothesized relationships. The results indicate that attitude, subjective norm,
and perceived behavioral control significantly influence travel intention. Attitude shows the
strongest effect (f = 0.41, p < 0.001), followed by perceived behavioral control (f = 0.29, p <
0.01) and subjective norm (B = 0.22, p < 0.05). Perceived knowledge significantly influences
attitude (f = 0.47, p < 0.001) and subjective norm (B = 0.35, p < 0.01), but does not have a
direct effect on travel intention. The coefficient of determination (R?) for travel intention is
0.68, indicating that the model explains a substantial proportion of variance.

Table 2. Structural Model Results

Hypothesis Relationship B t- p- Result
value | value

H1 Attitude — Travel Intention 0.41 | 6.12 | <0.001 | Supported

H2 Subjective Norm — Travel Intention 0.22 | 2.45 ] 0.015 | Supported

H3 PBC — Travel Intention 0.29 | 3.87 | <0.01 | Supported

H4 Knowledge — Attitude 0.47 | 7.03 | <0.001 | Supported

H5 Knowledge — Subjective Norm 0.35 1 4.26 | <0.01 | Supported

The findings provide strong support for the Theory of Planned Behavior in explaining
travel intention in safety-sensitive contexts. The dominance of attitude suggests that individuals
rely heavily on evaluative judgments when forming behavioral intentions. This is consistent
with previous tourism studies that identify attitude as the most influential predictor of intention,
particularly when individuals must assess both benefits and potential risks associated with
travel (Han et al., 2020; Chen & Tsai, 2007; Verma & Chandra, 2018). The results indicate that
safer destinations are more likely to be selected when they are perceived positively in terms of
safety, comfort, and overall travel experience.

The significant role of perceived behavioral control further emphasizes the
importance of perceived capability in shaping intention. This finding aligns with earlier
research suggesting that individuals are more likely to engage in travel behavior when they
perceive it as feasible and manageable (Yuzhanin & Fisher, 2016; Meng & Cui, 2020). In
contexts where travel involves additional considerations related to safety and procedures,
perceived control becomes a critical factor. Individuals who feel confident in their ability to
manage travel requirements are more likely to translate their evaluations into intention. This
highlights the interaction between evaluation and feasibility in decision-making processes.

Subjective norm, although significant, shows a relatively weaker influence compared
to attitude and perceived behavioral control. This pattern is consistent with prior studies in
tourism, where social influence tends to play a secondary role (Lam & Hsu, 2006; Ulker-
Demirel & Ciftci, 2020). In safety-related contexts, decision-making appears to be more
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individually driven, with travelers relying more on personal judgment than on external pressure.
However, the significance of subjective norm indicates that social influence still contributes to
shaping perceptions of acceptable and responsible behavior, particularly when safety practices
are widely communicated (Cialdini et al., 1990).

A key contribution of this study lies in the role of perceived knowledge. The results
indicate that knowledge does not directly influence travel intention but significantly affects
attitude and subjective norm. This finding supports the argument that knowledge functions as
a cognitive antecedent rather than a direct determinant of behavior (Bae & Chang, 2021; Ru et
al., 2021). Individuals who possess greater knowledge are better able to interpret safety-related
information, which enhances their confidence and leads to more favorable evaluations.

The relationship between knowledge and attitude suggests that information plays a
crucial role in reducing uncertainty. This finding is consistent with previous research indicating
that access to reliable information enhances individuals’ ability to evaluate risks and make
informed decisions (Neuburger & Egger, 2021; Wen et al., 2020). In tourism contexts,
knowledge of safety measures contributes to the perception that travel is manageable and less
risky, thereby strengthening positive attitudes.

In addition, the influence of knowledge on subjective norm highlights the role of
information in shaping social perception. When individuals are aware of widely accepted safety
practices, they are more likely to perceive that responsible travel behavior is socially endorsed
(Guerin & Toland, 2020; Wan et al., 2017). This suggests that knowledge contributes to the
formation of shared norms, reinforcing the idea that behavior is influenced not only by
individual cognition but also by social context.

The absence of a direct relationship between knowledge and intention reflects the
distinction between awareness and action. This finding aligns with previous studies suggesting
that knowledge alone is insufficient to drive behavior unless it is translated into evaluative and
normative frameworks (Ajzen, 1991; Sanchez-Caiiizares et al., 2020). In other words,
information must first influence how individuals perceive and evaluate a situation before it can
affect their intention to act.

The relatively high explanatory power of the model (R* = 0.68) indicates that the
extended TPB framework provides a robust explanation of travel intention. This is consistent
with prior research demonstrating the effectiveness of TPB in predicting tourism behavior (Han
et al., 2020; Hsu & Huang, 2012). The inclusion of perceived knowledge enhances the model
by capturing an additional dimension that is particularly relevant in contemporary tourism
environments.

From a practical perspective, the findings suggest that tourism stakeholders should
focus on strategies that enhance positive attitudes and perceived behavioral control while also
improving public understanding of safety measures. Providing clear, consistent, and accessible
information can help reduce uncertainty and strengthen travelers’ confidence (Zenker & Kock,
2020; Kock et al., 2020). At the same time, simplifying procedures and ensuring ease of access
can increase perceived control, thereby encouraging travel intention.

In summary, the findings demonstrate that travel intention in safety-sensitive contexts
is shaped by a combination of evaluative, control-related, and knowledge-based factors.
Attitude emerges as the most influential determinant, supported by perceived behavioral control
and subjective norm. Perceived knowledge plays an indirect but significant role by shaping how
individuals interpret safety and form perceptions. The integration of these factors provides a
more comprehensive understanding of tourism behavior and highlights the importance of
combining theoretical and practical perspectives in addressing contemporary challenges in
tourism.
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CONCLUSION

This study examines tourists’ intention to visit safer destinations by extending the
Theory of Planned Behavior with perceived knowledge of health protocols. The findings
indicate that intention is primarily shaped by evaluative and control-related factors. Attitude
emerges as the most influential determinant, suggesting that individuals rely heavily on their
overall evaluation when deciding whether to travel. Perceived behavioral control also plays a
significant role, indicating that perceived capability and feasibility are essential in translating
intention into action. Subjective norm contributes to a lesser extent, reflecting the supporting
role of social influence in shaping behavior.

In addition, the study highlights the indirect role of perceived knowledge. While
knowledge does not directly influence intention, it significantly affects both attitude and
subjective norm. This suggests that knowledge functions as a cognitive foundation that shapes
how individuals interpret safety and evaluate travel-related decisions. The integration of
knowledge into the TPB framework provides a more comprehensive understanding of how
intention is formed in contexts where safety considerations are prominent.

From a theoretical perspective, the study reinforces the applicability of the Theory of
Planned Behavior in explaining travel behavior while demonstrating the value of extending the
model with context-specific variables. The findings contribute to the literature by showing that
knowledge plays an indirect but meaningful role in shaping behavioral intention. This
highlights the importance of considering both evaluative and cognitive dimensions in
behavioral models, particularly in environments characterized by uncertainty and risk.

From a practical perspective, the findings offer several implications for tourism
stakeholders. Efforts to promote safer destinations should prioritize strategies that enhance
positive attitudes and strengthen perceived behavioral control. This can be achieved by
communicating safety measures in a clear and accessible manner, reducing perceived barriers,
and ensuring that travel procedures are manageable. Providing accurate and consistent
information is also essential, as knowledge influences how individuals interpret safety and form
perceptions. Rather than focusing solely on information dissemination, communication
strategies should aim to build trust and confidence among potential travelers.

Despite its contributions, this study has several limitations. First, the use of a cross-
sectional design limits the ability to capture changes in behavior over time. Travel intention
may evolve as individuals gain more experience or as external conditions change. Future
research could adopt longitudinal approaches to better understand these dynamics. Second, the
study focuses on domestic tourists within a specific context, which may limit the
generalizability of the findings. Expanding the sample to include international tourists or
different cultural settings would provide a broader perspective. Third, the study relies on self-
reported data, which may be subject to response bias. Future studies could incorporate
behavioral data or mixed methods to enhance validity.

In addition, while the model explains a substantial portion of variance in travel
intention, other factors may also influence decision-making. Variables such as trust, perceived
risk, or emotional responses may further enrich the model and provide deeper insights. Future
research is encouraged to explore these variables and examine their interaction with the
constructs included in this study.

Overall, this study provides a comprehensive framework for understanding tourists’
intention to visit safer destinations by integrating evaluative, control-related, and knowledge-
based factors. The findings offer both theoretical and practical insights, contributing to the
development of more adaptive and responsive approaches in tourism research and practice.
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INTRODUCTION

rights claims, competition practices, and governance policies.

Method The study uses a qualitative approach, with descriptive and
analytical discussion framed by tourism governance and the
political economy of tourism.

Result Conflicts in Pindul Cave tourism stem from overlapping
authorities, unequal power relations, and market-driven practices
rather than purely technical issues. Price competition and weak
supervision worsen social tensions and risk environmental and
reputational damage. Although Regional Regulation No. 5 of 2013
introduced BUMDes as a centralized management body, its
implementation faces challenges due to local resistance and fiscal-
oriented governance.

Conclusion:  Resolving tourism conflicts requires improvements
in participatory, transparent, and equitable governance. Such
reforms are essential to ensure that tourism policies support social,
economic, and environmental sustainability in tourist destinations..

This is an open access atticle under the CC-BY-SA
license.

oNolel

The dynamic development of a tourist destination is accompanied by conflicts and
problems. Decision-making by policy makers is inseparable from various conflicts that can
hinder the development of tourism in a region (Denkler, 2011). Social conflicts that occur,
when viewed from the perspective of power relations, can be divided into three types.
Contflicts can take the form of public protests against public policies established by the
government, social conflicts between the community and business or private groups, and
social conflicts between businesspeople and the government (Icomos, 2009; Lewis, et al.,
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2003; in Eddyono, 2021:87,172). An example of an issue related to the struggle for power
occurred in Pindul Cave, Gunung Kidul, Special Region of Yogyakarta. This power
struggle became a non-physical social conflict that was highlighted by various media
outlets and academics.

The Pindul Cave natural tourist attraction is located in Gelaran 1, Bejiharjo
Village, Karangmojo District, Gunungkidul Regency, Yogyakarta Special Region. The
site’s primary tourism potential lies in its ancient karst architecture, which visitors explore
via subterranean river tubing, a practice popularly known as "cave tubing" (Borobudur
Authority Agency, 2019). However, the site has been plagued by protracted issues since
2013, including land disputes, contestation over management fees, inter-community
conflicts, service quality deficits, and environmental degradation (Widiastuti & Makhasi,
2019).

The roots of this conflict began with the emergence of community claims over the
right to manage tourist attractions between local communities, the government, and the
Tourism Awareness Group/Pokdarwis (Afala, 2017). The Pindul Cave tourist attraction
became widely known, increasing tourist visits and quickly generating economic benefits
for the community, but also causing ongoing conflict (Farid, et al., 2022). The problem
persisted despite mediation efforts. The community of Bejiharjo Village, which has also
experienced socio-cultural shifts, previously relied on agriculture as their main source of
income but is now required to adapt to the world of tourism, is considered unprepared to
manage and handle such issues (Ismail and Sariffuddin, 2016).

Beyond socio-economic, non-physical conflicts, Pindul Cave faces critical issues
regarding environmental degradation and a lack of integrated tourism development
planning. Ideally, the site should be developed as a special interest tourism destination that
strictly adheres to carrying capacity limits. In reality, however, poor management has led
to unchecked mass tourism. This problem has resulted in environmental degradation, which
should be addressed through the implementation of appropriate regulations. This requires
decisive, concrete, and measurable action, implemented consistently, to address
environmental degradation (Damanik, 2017:60). The convergence of the community’s
limited capacity for sustainable management and weak oversight by the local government
has exacerbated these problems. Specifically, the interplay of environmental neglect, inter-
group conflict, and the struggle for power among stakeholders has triggered intense
political and economic contestation within the site's management.

In response, the Gunungkidul Regency Government, as the holder of regional
tourism management rights, has attempted to address these issues through regulatory
intervention. The government enacted Gunungkidul Regency Regulation Number 5 of
2013 concerning Tourism Management to provide a legal framework for planning,
marketing, and defining the rights and obligations of involved actors. Furthermore, the
Regent issued Decree No. 316/KPTS/2013, appointing the Gunungkidul Regency Culture
and Tourism Office as the official manager of Pindul Cave. These measures were intended
to establish legal certainty and implement effective governance as a conflict management
strategy (Farid et al., 2022).
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Based on the overall problems that have arisen in the management of the Pindul
Cave tourist attraction, this study focuses on non-physical conflicts in the political and
economic spheres. Issues related to contestation in the pursuit of interests by each actor in
the management of the Pindul Cave tourist attraction are examined from the perspective of
policies made by the village government and the Gunungkidul regency government. This
study aims to examine the issues of power struggles and political interests that have an
impact on the community's economy and the extent to which the Gunungkidul Regency
Government has made efforts to formulate policies to overcome these various issues. This
study is expected to serve as input and consideration in reviewing tourism policies so that
it can help overcome the political and economic conflicts of interest that occur.

METHODS

This study was conducted using qualitative descriptive methods. Data in the form
of a general description of the Pindul Cave tourist attraction, news and articles related to
the conflict, and policy documents in the form of Gunungkidul Regency Regulations on
Tourism were collected through literature study. The data was then analyzed through three
stages, namely data reduction, data presentation, and conclusion drawing (Miles and
Huberman, 1994).

The author conducted the data reduction stage by sorting the data obtained from
various literature on the conflicts that occurred at Pindul Cave and then analyzing the data
using theories related to tourism political economy and policies published by the
Gunungkidul Regency Government. The analyzed data was then presented descriptively in
the form of a narrative so that conclusions could be drawn based on each conflict that
occurred.

RESULTS AND DISCUSSION
Contestation over Management Rights and Land Claims

The problem that occurred at Pindul Cave began in 2013. A conflict arose between
three tour operators, namely Dewa Bejo, Wira Wisata, and Panca Wisata, and a local
landowner over the management of the Pindul Cave tourist attraction. The dispute involved
Atiek Damayanti, the landowner, as evidenced by her official land certificate, and the
Taruna Wisata group, which was involved in the debate. The main conflict involved the
Taruna Wisata group's request to transport building materials and demolish the sarang seriti
(a type of tree) at the top of the Pindul Cave land. This resulted in the closure of the entrance
to Pindul Cave by the local community (Kompas.com, 2013).

From a regulatory perspective, the utilisation of natural resources, particularly
underground rivers, requires formal authorisation from the Geological Agency, as
stipulated in Article 33 of the 1945 Constitution, Law No. 7 of 2004, and Government
Regulation No. 38 of 2011. These legal frameworks place the authority for resource
utilisation under the jurisdiction of the Gunungkidul Regency Government. Subsequently,
the Regent delegated this authority to the local Tourism Office in accordance with
prevailing statutory provisions (Sudjarwono, cited in Farid et al., 2022).
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Despite continuous mediation efforts conducted by the Tourism Office, the dispute
persisted for nearly a decade, from 2013 to 2021. A further mediation attempt in 2021
involved the Regent of Gunungkidul, Sunaryanta, and a member of the Gunungkidul
Regional People’s Representative Council (DPRD), Kuntariningsih (Kabarhandayani.com,
2021). The conflict was eventually resolved through a negotiated land sale agreement
between the landowner and the tourism management actors (Suharjono, 2021).

These developments demonstrate that prolonged conflicts and negative publicity
can substantially damage the image of a tourism destination, potentially disrupting visitor
flows and local economic activities. As argued by Damanik (2017), tourists’ perceptions
of safety and comfort are critical determinants of destination image and competitiveness.
In response to these challenges, the Gunungkidul Regency Government adopted a political
and regulatory approach by issuing Gunungkidul Regency Regulation No. 5 of 2013, which
specifically addresses disputes over management rights and land claims at the Pindul Cave
tourist site. This regulation reflects an institutional effort to mediate tensions between
private property rights and state authority over natural resource governance, thereby
promoting more sustainable and coordinated tourism management.

Price Competition as a Form of Rivalry among Tour Operators

Price competition has become a significant source of tension between community-
based tourism groups (Pokdarwis) and private tour operators, particularly with regard to
the pricing of tour packages. This phenomenon reflects irregular pricing practices that
deviate from collectively agreed standards and have contributed to disputes among tourism
stakeholders. Kurniawan (2019) explains that there are irresponsible tour operators who
dare to sell cave tubing tour packages at prices lower than the agreed price between
operators. The agreed rate is IDR 40,000, excluding the retribution fee charged to each
tourist. However, unscrupulous tour operators cheat by selling the package for IDR 15,000,
causing commotion among tour operators.

The Head of Bejiharjo Village responded to allegations of these pricing practices
by rejecting claims of misconduct. According to Yanto in Kurniawan (2019), if there is a
low selling price for Pindul Cave tour packages, it is intended to attract more tourists so
that the community's economy becomes more prosperous. However, contrary to this
statement, Yanto, as the village head, also did not approve of the sale of tour packages at
low prices because too many tourists could damage the environment and disrupt market
prices among tour operators. To maintain order and fairness, the Maju Mandiri Village-
Owned Enterprise (BUMDes), which has been delegated authority by the regional
government to manage the Pindul Cave tourism area, retains the right to terminate the
operational contracts of operators found to violate agreed pricing policies.

From the demand side, tourists have also expressed dissatisfaction with
inconsistent pricing practices. Itsnaini (2022) notes that visitors frequently encounter
intermediaries or unauthorized ticket sellers offering Pindul Cave tour packages at prices
higher than the official rates established by Pokdarwis and authorized operators. Moreover,
limited access to reliable information regarding official service providers has created
confusion among tourists, particularly due to the proliferation of unofficial online sources.
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In response, Aldian (as cited in Itsnaini, 2022), Head of the Gunungkidul Regency Tourism
and Culture Office, advised tourists to verify the legitimacy of operators, including by
consulting official communication channels and social media accounts.

In facing these challenges, the Gunungkidul Regency Government introduced
several regulatory measures aimed at mitigating price conflicts and improving governance
in the tourism sector. These measures include Gunungkidul Regency Regulation No. 5 of
2013 concerning Tourism Implementation, Gunungkidul Regency Regulation No. 56 of
2014 amending Regency Regulation No. 3 of 2014 concerning technical guidelines for
tourism management, and the establishment of the Maju Mandiri Village-Owned
Enterprise (BUMDes) Maju Mandiri in 2017, which officially collaborates with the
Regency Tourism and Culture Office. Collectively, these initiatives reflect the local
government's efforts to strengthen institutional oversight and implement a more centralized
and coordinated tourism management system.

Tourism Policy as a Government Response in Gunungkidul Regency

The challenges associated with regional autonomy are reflected in the fragmented
management of tourism destinations, where attractions are often administered
independently by multiple actors without adequate coordination. This situation can
generate overlapping authority, institutional inefficiencies, and competing interests among
stakeholders. Damanik (2017) notes that discrepancies frequently arise between the central
and regional governments regarding the distribution of authority and responsibility.
Regional governments commonly face constraints related to infrastructure capacity and
financial resources. In contrast, the central government tends to assume a coordinating role
to ensure the overall functioning of tourism activities at both national and international
levels.

Given this redistribution of responsibilities and the varying levels of institutional
preparedness, local governments are expected to adopt a more proactive role in managing
tourism destinations and addressing emerging issues. These responsibilities are intended to
support national tourism development objectives, as stipulated in the Minister of Culture
and Tourism Regulation No. PM 37 of 2007. In response to the range of governance
challenges identified at Pindul Cave, the Gunungkidul Regency Government issued
Gunungkidul Regency Regulation No. 5 of 2013 on Tourism Management as a legal
framework to regulate and strengthen regional tourism development.

Article 8 of the Regional Regulation stipulates that marketing activities must be
carried out collaboratively, in an integrated and sustainable manner, involving all
stakeholders in organizing responsible tourism activities to build the image of the region
as a competitive tourist destination. In response to this, all actors involved in the
management of the Pindul Cave tourist attraction, including the community, investors,
government, and tourism operators, need to work together effectively. Of course, marketing
activities need to consider environmental carrying capacity in order to minimize the impact
of environmental degradation and social conflict as an effort to create a good and
competitive destination image. Marketing management needs to be carried out honestly
and fairly, including in disseminating information related to tour package prices. This is
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intended to prevent unhealthy competition between tour operators, which often lowers the
selling price of Pindul Cave tour packages.

In addition, both village and regional governments play a critical role in
supervising the collection and distribution of tourism levies in accordance with visitor
numbers. Daily revenues from levies should be systematically recorded and monitored to
ensure accountability and to facilitate accurate evaluation of Regional Original Revenue
(Pendapatan Asli Daerah, PAD). Transparent practices in the collection, documentation,
and reporting of levies are necessary to build trust among communities, tourism operators,
and government institutions. This need for improved oversight is underscored by the
Gunungkidul Regency Government’s PAD target of IDR 27 billion in 2022, of which only
IDR 14.42 billion had been realized by mid-August (Kemenparekraf.go.id, 2022).
Consequently, enhanced monitoring and stricter enforcement of regulations, particularly
those related to the financial management of Pokdarwis and tour operators, are necessary
to improve revenue performance and strengthen governance transparency in the tourism
sector.

Article 14 concerning the development of tourist attractions explains that village
governments and communities must obtain authorisation from the regional government, in
this case the Gunungkidul Regency Government. In accordance with Article 19, tourism
management businesses run by village governments in the form of village-owned
enterprises (BUMDes) and by individuals or business entities must register with the
Gunungkidul Regency Government so that all tourism activities can be properly monitored.
These enforcement efforts are carried out to prevent fraudulent practices in the payment of
levies and the sale of tourism packages.

Issues related to rights and obligations are further addressed in Article 44, which
grants priority rights to residents of the Pindul Cave area and surrounding communities.
These rights include preferential access to employment opportunities, participation in
consignment or sales partnerships through commission- or revenue-sharing arrangements,
and involvement in management activities. Article 46 also outlines the rights of tourism
entrepreneurs, including equal opportunities for business development, the right to
establish and join tourism associations, and access to legal protection and government
support in accordance with applicable laws and regulations.

Alongside these rights, stakeholders are required to fulfil a set of obligations as
specified in Articles 48 and 50. These provisions broadly aim to promote social order,
environmental conservation, and the implementation of responsible and sustainable
tourism practices to maintain the destination’s image and long-term viability. The
Gunungkidul Regency Government likewise bears institutional responsibilities. As stated
in Article 47, the government is tasked with fostering a conducive tourism climate through
supervision, regulation, and control, as well as providing clear information and legal
certainty to all stakeholders.

Taken together, the provisions contained in Gunungkidul Regency Regulation No.
5 of 2013 demonstrate the local government’s effort to exercise its functions as both
policymaker and regulator in addressing governance challenges within the tourism sector.
The regulation provides a legal framework that can serve as a reference for resolving
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emerging disputes. Nevertheless, further examination is warranted regarding the objectivity
and inclusiveness of the policy formulation process, particularly the extent to which diverse
stakeholders, such as local communities, tourism operators, government agencies, and
academic experts, were involved in the deliberations leading to the regulation’s adoption.

Subsequent efforts to refine conflict resolution mechanisms were introduced
through Gunungkidul Regent Regulation No. 56 of 2014, which amended Regent
Regulation No. 3 of 2014 on the technical implementation of tourism management. This
amendment sought to reduce management disputes by recommending a simplified
governance structure in which a single destination would be managed by one Pokdarwis,
or each village would be represented by one Pokdarwis. Although the community formally
agreed to this arrangement, its implementation proved challenging. In practice, multiple
Pokdarwis members, many of whom also operate as tour service providers, continued to
participate in the management of Pindul Cave, the area’s primary revenue-generating
attraction (Farid et al., 2022). This overlap in roles contributed to ongoing competition over
economic benefits, thereby undermining principles of equity and coordinated governance.

The conflict surrounding the management of the Pindul Cave tourist attraction has
also attracted the attention of the Bejiharjo Village Government, which sought to establish
the Maju Mandiri Village-Owned Enterprise (BUMDes) in 2017 and officially collaborated
with the Gunungkidul Regency Tourism and Culture Office. The Bejiharjo Village
Government aims to manage tourist attractions in its area through a one-stop system in
order to minimize various conflicts. This effort was formalized through the signing of a
cooperation agreement between the two parties. The policy related to centralized
management by BUMDes Maju Mandiri resulted in a retribution fee of IDR 5,000 per
person being charged to tourists. However, this policy has elicited responses from the
community, including tourism groups and tourism operators, who feel burdened by the
retribution fee, believing it could reduce the income of tourism operators and that the
government has an interest in achieving its Local Revenue (PAD) targets (Farid, et al.,
2022; Afala, 2017; Kurniawan, 2019).

CONCLUSION

The conflict over the management of the Pindul Cave tourist attraction shows that
local tourism does not develop in a neutral space but rather in an arena of competing
interests over land, resources, and economic profits. Since 2013, overlapping private
property rights, state authority over the use of natural resources, and the economic interests
of the community and tourism operators have triggered prolonged conflict. Unhealthy price
competition among operators, the practice of selling tour packages below agreement prices,
and the presence of brokers indicate weak governance and oversight. This also confirms
that market logic left unregulated has the potential to undermine economic justice, the
environment, and the image of tourist destinations.

In response, the Gunungkidul Regency Government has developed a policy
framework through Local Regulation No. 5 0of 2013 and its derivative regulations, including
the establishment of BUMDes as a centralized management effort. The establishment of
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BUMDes Maju Mandiri as a one-stop centralized management effort represents the
institutional strategy of the village and regional governments to reduce conflict and
improve the accountability of destination management. However, this policy has also
sparked new controversy regarding retribution burdens and perceptions of regional fiscal
dominance, particularly in the context of achieving Regional Original Income (PAD)
targets. This confirms that tourism policy is never neutral, but is always caught between
economic interests, political legitimacy, and social and environmental sustainability.
Therefore, resolving the conflict at Pindul Cave requires strengthening participatory,
transparent tourism governance that applies the principle of fairness. This is intended so
that policies not only reduce conflict but also ensure the social, economic, and
environmental sustainability of the destination.
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and mutual support, which supports economic resilience. However,
high dependence on tourism creates vulnerability, while weak
integration of cultural products and limited infrastructure constrain
economic opportunities and visitor engagement.

Conclusion: The sustainability of small-scale heritage tourism is
socially embedded, relying on community interaction and adaptive
practices. Strengthening community-based economic integration
and improving infrastructure are key to enhancing resilience and
tourism performance.
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Tourism destinations are not only economic spaces but also social arenas where
interactions, livelihoods, and cultural meanings are continuously negotiated. In the context
of small-scale heritage tourism, the sustainability of a destination is closely linked to the
social dynamics of the communities that depend on it. Previous studies have emphasized
the role of tourism in generating regional income and promoting heritage conservation
(Ashworth & Tunbridge, 1990), yet there remains limited attention to how local social
relations and community-based practices shape the resilience of tourism-dependent areas,
particularly in post-crisis situations.

Slarong Cave, located in Guwosari, Pajangan District, Bantul Regency,
Yogyakarta Special Region, represents a tourism destination that integrates historical
significance with a relatively preserved karst landscape. Its association with the historical
struggle of Prince Diponegoro and its proximity to the urban center of Yogyakarta position
it as a potential site for both educational and recreational tourism. However, beyond its
physical and historical attributes, Slarong Cave functions as a socio-economic space where
local communities engage in tourism-related activities, including small-scale trade and
craft production. These activities form the basis of local livelihoods, making the community
highly dependent on the continuity of tourist flows.

From a social perspective, tourism areas often generate patterns of interaction that
reflect forms of social capital, including cooperation, trust, and information exchange
among local actors (Putnam, 2000). Such social capital plays a crucial role in sustaining
economic activities, especially in contexts where formal institutional support is limited. In
addition, the concept of community resilience highlights the ability of local communities
to adapt to external shocks, such as economic downturns or disruptions in tourism flows
(Adger, 2000; Biggs et al., 2012). In tourism-dependent communities, resilience is often
manifested through informal cooperation, diversification of income sources, and collective
adaptation strategies.

Despite its potential, Slarong Cave faces multiple challenges related to
environmental conservation, infrastructure limitations, and fluctuating tourist visitation.
The COVID-19 pandemic further intensified these challenges by significantly reducing
visitor numbers and weakening local economic activities (Utami & Kafabih, 2021;
Sugihamretha, 2020). While existing tourism studies have examined destination recovery
and sustainable management (UNWTO, 2021), there is still a lack of in-depth
understanding of how local communities socially and economically respond to such
disruptions within small-scale heritage tourism contexts.

Furthermore, community-based tourism (CBT) literature emphasizes that local
participation and the integration of cultural products into tourism experiences are essential
for achieving sustainable outcomes (Suansri, 2013). However, in many cases, local
economic activities—such as traditional crafts—remain weakly connected to the overall
tourism system, resulting in limited value creation and increased vulnerability to external
market fluctuations. This gap suggests the need to examine tourism not only as a
development strategy but also as a social system embedded in everyday community
practices.
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Therefore, this study aims to analyze the social dynamics of a tourism-dependent
community in the Slarong Cave area by focusing on patterns of interaction, livelihood
strategies, and community adaptation in the face of changing tourism conditions. By
positioning tourism as a socio-economic context rather than merely a development object,
this research contributes to a more nuanced understanding of how local social structures
influence the sustainability of small-scale heritage tourism destinations.

METHODS

This study employs a qualitative approach with a case study design to explore the
social dynamics of a tourism-dependent community in the Slarong Cave area. A qualitative
case study is appropriate for examining complex social interactions, meanings, and
adaptive strategies within a specific real-life context (Yin, 2018). This approach allows for
an in-depth understanding of how local communities construct and sustain their livelihoods
within a tourism environment, particularly under conditions of uncertainty and change.

The research was conducted in the Slarong Cave tourist area, located in Guwosari,
Pajangan District, Bantul Regency, Yogyakarta Special Region. This site was selected
purposively due to its dual characteristics as a heritage tourism destination and a
community-based economic space, where local residents actively engage in tourism-related
activities such as trading and craft production. The area also represents a context of post-
pandemic recovery, making it relevant for analyzing community adaptation and resilience.

Research participants consisted of destination managers, local traders, small
business owners, and community members who are directly involved in or affected by
tourism activities. Informants were selected using purposive sampling, based on their
knowledge, experience, and level of engagement in the tourism system (Patton, 2015). This
sampling strategy ensures that the data reflects diverse perspectives within the local socio-
economic structure.

Data were collected through three main techniques: observation, in-depth
interviews, and documentation. Observations were conducted to capture the physical
condition of the tourism area, patterns of visitor movement, and everyday interactions
among local actors. In-depth interviews were used to explore participants’ experiences,
perceptions, and strategies related to tourism dependence, economic activities, and social
relationships. Documentation, including field notes, photographs, and relevant records, was
used to support data triangulation and provide contextual evidence.

To enhance the trustworthiness of the findings, this study applied triangulation
techniques, including method triangulation, source triangulation, and theoretical
triangulation (Denzin, 1978). Method triangulation involved comparing data obtained from
observation, interviews, and documentation. Source triangulation was conducted by cross-
checking information among different informant groups, such as managers, traders, and
community members. Theoretical triangulation was applied by interpreting the data
through multiple conceptual lenses, particularly social capital, community resilience, and
community-based tourism, to ensure analytical depth and consistency.

Data analysis followed an interactive model consisting of data reduction, data
display, and conclusion drawing (Miles, Huberman, & Saldafia, 2014). During the data
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reduction stage, relevant information related to social interaction, livelihood strategies, and
community adaptation was identified and coded. The data were then organized into
thematic categories, such as cooperation patterns, economic vulnerability, and collective
resilience. In the final stage, conclusions were drawn by linking empirical findings with
theoretical frameworks to interpret how social dynamics shape the sustainability of the
tourism-dependent community.

RESULTS AND DISCUSSION
Tourism Decline and Livelihood Vulnerability

Tourist visitation patterns at Slarong Cave have experienced a significant decline
since the COVID-19 pandemic, resulting in reduced economic circulation within the local
community. This condition reflects the vulnerability of tourism-dependent livelihoods,
particularly in small-scale destinations that rely heavily on seasonal and weekend visits
(UNWTO, 2021). The decline not only affects destination performance but also directly
impacts local traders and small business actors whose income depends on visitor presence.
From a social-dynamics perspective, this situation illustrates how tourism functions as a
structural economic driver, where disruptions in visitor flows translate into immediate
livelihood instability. In line with the concept of community resilience, such shocks require
adaptive responses from local actors to sustain their economic activities (Adger, 2000;
Biggs et al., 2012). However, limited diversification of attractions and weak integration of
local products into tourism experiences contribute to a slower recovery process.

Figure 1 Atmosphere in the Slarong Cave area
Social Capital and Cooperative Economic Practices

One of the most significant findings of this study lies in the strong pattern of social
interaction among local traders. The relationships observed are characterized by
cooperation, mutual assistance, and information sharing, reflecting the presence of bonding
social capital within the community (Putnam, 2000). These interactions include sharing
production resources, exchanging market information, and providing emotional support,
particularly among elderly traders who rely on tourism as their primary source of income.
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Rather than competing, traders tend to adopt collective strategies, such as coordinating
production during peak seasons and distributing orders among members. These practices
function as an informal economic safety net, enabling the community to cope with
fluctuating demand and limited access to formal support systems. This finding supports
previous studies suggesting that strong social capital enhances the adaptive capacity of
communities facing economic uncertainty.

Table 1. Social Interactions Among Traders

Category of Social
Interaction

Form of Interaction

Activity Examples

Implications for
Economic Resilience

prices, or orders

changes

Informal Cooperation | Helping each other in | Borrowing labor or Speeds up order
certain production tools to fulfill large completion and
processes orders reduces delays

Production Sharing techniques or | Senior craftsmen Improves product

Information simple patterns give guidance on quality and

Exchange patterns or materials | consistency

Market Information Sharing information Informing about Stabilizes income in a

Exchange about collectors, stock needs or price fluctuating market

Daily Social Support

Emotional
relationships as a
small community

Visiting each other
and working while
chatting

Reduces economic
pressure and
strengthens social
cohesion

Relations with
Collectors

Collective
distribution
collaboration

Sending production
results through the
same collector

Reduces distribution
costs and facilitates
marketing

Seasonal Order
Distribution

Arrangement of labor
and time

Helping each other
during wedding
seasons

Increases production
capacity without
additional workers

Furthermore, this cooperative structure demonstrates that the sustainability of
tourism-dependent areas is not solely determined by physical attractions or infrastructure,
but also by the strength of local social systems. In this context, tourism sustainability is
socially embedded, relying on everyday practices of collaboration and trust.

Craft Production as Cultural Labor and Economic Vulnerability

The production of wooden fan crafts represents both a cultural expression and a
livelihood strategy for the local community. However, its contribution to the tourism sector
remains limited due to weak integration into the overall tourism experience. Most sales are
generated through external demand, such as wedding souvenirs, rather than direct tourist
consumption
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Figure 2 Local Fan Craft Products

From the perspective of community-based tourism (CBT), this condition
indicates a disconnect between local cultural production and destination value creation
(Suansri, 2013). Ideally, cultural products should be embedded within tourism experiences
through activities such as workshops, demonstrations, or storytelling. The absence of such
integration reduces the economic value of local crafts and increases dependence on unstable
external markets.

Moreover, this situation highlights the concept of cultural labor, where traditional
skills are maintained by the community but are not fully recognized within the tourism
economy. As a result, local producers remain economically vulnerable despite possessing
culturally valuable resources. This finding suggests that strengthening the link between
cultural production and tourism experience is essential for enhancing both economic
resilience and cultural sustainability.

Infrastructure Limitations and Their Social Implications

The physical condition of tourism facilities in the Slarong Cave area shows uneven
maintenance, particularly in family-oriented spaces such as playgrounds. Deteriorating
infrastructure not only reduces visitor comfort but also affects the socio-economic
dynamics of the community by limiting visitor engagement and length of stay.

Figure 3 Condition of Playground at Tourist Attraction Location

Copyright © 2026, Journal of Toutism Dynamics, 1(1), 2026
ISSN: XXXX-XXXX (Online)
6



Journal of Tourism Dynamics Vol 1, No 1
(2026)

Available online
https://journal.uny.ac.id/publications/tourism

TR

JOURNAL OF
TOURISMDYNAMICS

From a social perspective, inadequate infrastructure can be understood as a
structural constraint that shapes local livelihood opportunities. Poor facility conditions may
discourage repeat visits, thereby reducing income stability for traders and weakening the
overall tourism ecosystem. This finding aligns with studies indicating that infrastructure
quality significantly influences visitor satisfaction and economic outcomes (Widodo,
2019). Thus, infrastructure issues should not be viewed merely as technical problems, but
as factors that directly affect community welfare and participation in tourism. Improving
facility quality, therefore, becomes part of strengthening the social sustainability of the
destination.

Enviromental Features, Risk Perception, and Community Adaptation

Natural elements, such as the waterfall in the Slarong Cave area, play an important
role in shaping the tourism experience. However, limited safety measures, slippery access
paths, and the absence of interpretive signage contribute to increased risk perception among
visitors. From the perspective of ecotourism and environmental management, safe access
and environmental interpretation are crucial for enhancing visitor experience and ensuring
sustainability (Sunkar & Santoso, 2018). At the same time, these limitations also influence
community income, as reduced visitor comfort can lead to shorter stays and lower
spending. Without proper management, tourism pressure on natural resources may result
in environmental degradation, such as soil erosion and water quality disturbances (Farrant,
2017). In this context, community adaptation is not only economic but also ecological,
requiring awareness and participation in maintaining environmental balance. This finding
reinforces the idea that tourism sustainability depends on the interaction between
environmental conditions, visitor experience, and community practices, rather than on
physical attractions alone.

Without a clear management framework, tourism pressure has the potential to cause
path erosion, soil compaction, and water quality disturbances—risks common to karst-
based waterfall tourism (Farrant, 2017). Strengthening the path structure, implementing
capacity-based visitation limits, and providing official viewing points can reduce direct
pressure on wetlands and improve the visitor experience. Thus, the waterfall serves not
only as a recreational attraction but also as an educational tool to introduce the ecological
value of the Slarong area to tourists.

CONCLUSION

This study demonstrates that Slarong Cave is not merely a heritage tourism
destination, but also a social and economic space in which local communities negotiate
livelihood, cooperation, and cultural continuity. The findings reveal that the sustainability
of the destination is closely linked to the social dynamics of the community, particularly
the presence of strong social capital manifested through cooperation, information
exchange, and mutual support among local traders. These informal social structures
function as adaptive mechanisms that enable the community to cope with fluctuating tourist
visitation and economic uncertainty.
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The study also highlights that tourism decline, especially following the COVID-19
pandemic, has exposed the vulnerability of tourism-dependent livelihoods. Limited
integration of local cultural products, such as wooden fan crafts, into the tourism experience
further weakens the economic resilience of the community. In addition, inadequate
infrastructure and safety limitations not only affect visitor satisfaction but also have broader
implications for local income stability and community participation in tourism activities.

From a theoretical perspective, this research contributes to the understanding of
tourism as a socially embedded system, where sustainability is shaped not only by physical
attractions and management strategies but also by everyday social relations and collective
adaptation practices. By integrating perspectives of social capital, community resilience,
and community-based tourism, this study offers a more nuanced view of how small-scale
heritage destinations operate in contexts of uncertainty.

Practically, the findings suggest that tourism development strategies should move
beyond infrastructure improvement and promotion, and instead emphasize the
strengthening of community-based economic integration, such as incorporating local crafts
into tourism experiences through workshops, demonstrations, and storytelling. In addition,
improving basic infrastructure and safety measures is essential to enhance visitor comfort
while supporting local economic activities.

This study is limited by its qualitative scope and focus on a single case, which may
not fully represent broader tourism dynamics in other regions. Future research is
recommended to adopt mixed-method approaches, expand comparative case studies, and
explore the role of digital tourism strategies in strengthening the connection between local
communities and tourism markets. Further investigation into the long-term evolution of
community resilience in tourism-dependent areas would also provide valuable insights.
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Background: The development of thematic tourism villages based
on agrarian culture and local wisdom holds strategic potential for
strengthening destination identity and boosting the local economy.
However, the sustainability of such programs is often hindered by
reliance on specific events, as well as insufficient product
innovation and governance.

Objectives: This study examines strategies for developing thematic
tourism villages based on agrarian culture and local wisdom in Pule
Village, Sawahan Subdistrict, Madiun Regency.

Method: A qualitative descriptive approach was used, involving in-
depth interviews and observations. Informants included the village
head, the tourism awareness group, and community groups.

Results: The findings indicate that: 1) The Rendengan Cultural
Festival serves as the primary driver of tourism activities in the
village; 2) Numerous constraints have led to a decline in tourism
activities; 3) A thematic tourism village development strategy is
needed to ensure tourism activities remain vibrant and sustainable.

Conclusion: The strategies formulated include establishing a
thematic tourism village based on the agricultural calendar,
developing cultural and local tradition-based educational tourism,
and strengthening an experiential tourism approach that directly
involves tourists in village life. This study contributes practical
insights toward the development of a thematic tourism village
rooted in agrarian culture and local wisdom.

This is an open access atticle under the CC-BY-SA @ @ @

license.
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INTRODUCTION

Tourism villages and their development process have emerged as a strategic choice
in sustainable tourism development and efforts to preserve cultural heritage, particularly in
developing countries rich in natural resources, culture, and strong agrarian traditions. Rural
tourism is a key means of transforming ecological advantages into economic benefits (Li
et al., 2025:1). Beyond serving as an alternative destination, tourism villages function as
instruments for empowering local communities through the participatory utilization of the
village’s endogenous potential (Lane & Kastenholz, 2015:1133). In this context,
community-based tourism prioritizes a balance between environmental conservation,
economic growth, and the socio-cultural sustainability of local communities (Giampiccoli
& Saayman, 2018:759).

As competition among destinations intensifies, strategies for developing tourism
villages have become an unavoidable necessity. One unique and applicable approach is the
development of thematic tourism villages—a destination differentiation strategy that
highlights specific themes rooted in local identity to create distinctive and meaningful
tourism experiences (Richards, 2018:12). The thematic approach is considered capable of
strengthening a destination’s image, enhancing tourism appeal, and extending tourists’
length of stay through experiences rooted in local stories, activities, and values (Binkhorst
& den Dekker, 2009:311). Several regions have implemented Thematic Village Programs
in an effort to address village issues, such as in the cities of Semarang, Malang, and Bogor,
and in Bandung Regency (Akbar & Alfian, 2018:37; Kristiana & Kusumoarto, 2019:1146;
Marsdenia & Pranita, 2019:51; Sutanudjaja et al., 2018:24; Tamara & Rahdriawan,
2018:40). Thematic villages in Poland are associated with a single community activity
conducted on a larger scale, where the theme becomes the village’s specialization. Poland
has been developing thematic villages from 2010 to 2012 as part of its rural development
strategy (Gluszak, 2012:10). In a context of increasing choice and competition among
destinations, it has become crucial for destinations to devise innovative strategies to create
product and experience differentiation that delivers value and leaves a lasting impression
on tourists (Neuhofer & Landkin, 2012:36).

In rural communities, agrarian values and local wisdom form the primary foundation
of social, economic, and cultural life. Traditional agricultural systems, patterns of human-
nature relationships, and local practices passed down across generations embody
sustainability values relevant to the principles of sustainable tourism (Judijanto, 2025:45).
Nevertheless, many tourism villages still face challenges in managing their agrarian
potential and local wisdom innovatively. Tourism development is often fragmented,
focused solely on physical attractions, and fails to effectively package local values as the
main theme integrated into the tourism experience (UNWTO, 2018:65). This situation risks
homogenizing destinations and undermining the uniqueness of tourism villages amid the
tide of mass tourism (Yanan et al., 2024:1).

Based on these conditions and previous research identifying supporting and inhibiting
factors for thematic villages (Putri, 2025:52), research on the transformation of urban
village spaces into thematic village tourism destinations (Sukowati, 2022:27), and research

Copyright © 2020, Journal of Tourism Dynamics, 1(1), 2026
ISSN: XXXX-XXXX (Online)



Journal of Tourism Dynamics Vol. 1, No. 1
(2026)
Available online
https://journal.uny.ac.id/publications/tourism

JOURNALOF A
TOURISM DYNAMICS "

on a thematic village development model in Mulyaharja Village, Bogor (Parantika et al.,
2020:1), it is important to conduct a study on the potential and strategies for unique rural
tourism that differs from other regions. Meanwhile, studies on implementation-oriented
strategies for developing thematic villages, particularly in Pule Village, remain limited and
need to be conducted.

This study provides a qualitative overview of the origins of Pule Village as a tourism
village, along with the Rendengan Cultural Festival. The current existence of Pule Village
relies solely on festival activities; therefore, it is necessary to analyze the factors hindering
tourism activities outside the festival’s implementation. Furthermore, attention is needed
regarding the development of thematic tourism villages based on agrarian values and local
wisdom as a strategy to strengthen the destination’s competitiveness while maintaining the
social, cultural, and economic sustainability of the village community. This approach is
expected to bridge the gap between the tourism market’s growing demand for authentic
experiences and efforts to preserve local values, which serve as the identity and primary
strength of the tourism village.

METHODS

The scope of this study is located in Pule Village, Sawahan Subdistrict, Madiun
Regency. The research employs a descriptive research design using a qualitative approach
conducted from January 12, 2026 to January 30, 2026. This approach focuses on collecting
natural and descriptive data. According to Lambert & Lambert (2012), descriptive
qualitative research is used when researchers wish to gain a contextual understanding of a
social phenomenon as it is, with participants serving as the primary source of information.

Table 1. Research Instruments and Indicators

Data Collection Techniques Instruments Key Indicators
Interview Interview History of the Tourism Village,
Guidelines Role of Festivals, Tourism

Activities, Obstacles,
Development Strategies

Observation Observation Condition of tourism facilities
Sheet and tourist activities

Documentation Documentation Visitor data, festival activities,
and Archives supporting archives

The study utilized both primary and secondary data. Primary data was obtained through
in-depth interviews with a number of key informants representing various stakeholders in
Pule Village. The selection of informants in this study employed purposive sampling,
which involves intentionally selecting informants based on specific criteria relevant to the
research objectives. Informants were selected because they possess knowledge, experience,
and direct involvement in the management and tourism activities in Pule Village.
Additionally, snowball sampling was used to identify additional informants based on
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recommendations from previous informants. Some of the informants selected through these
two methods include the Village Head, who serves as both a key informant and the initiator
of the tourism village concept, as well as the Secretary of the Pule Village Tourism
Development Group (Pokdarwis), members of the MSME merchant community, Andong
Wisata cart drivers, parking attendants, the manager of the Flamboyan Library, the manager
of the Tirta Ceria Swimming Pool, the caretaker of the BUMDes minimarket, community
members serving as the head of the village gamelan team, and several tourists visiting—
both from cycling communities and individual visitors—at the Pule “Park”.

In addition to primary data, secondary data also comes from various relevant
reference sources such as research journals, articles, theses, legislation, and other literature
study data related to the research topic. Data analysis in this study uses the Miles and
Huberman analysis technique as described in Sugiyono (2013), which includes: data
collection, data reduction, data presentation, and drawing conclusions. Thus, this method
contributes to the development of theory and empirical understanding of social reality.

RESULTS AND DISCUSSION
The Origins of the Formation of Ceria Pule Tourism Village and the Existence of the
Rendengan Festival

Pule Village is one of the villages administratively located in Sawahan Subdistrict,
Madiun Regency, East Java Province. This village is part of the administrative area of
Madiun Regency, most of which is characterized by an agrarian rural landscape and is
situated in the foothills of the Wilis Mountains. Generally, the land in Pule Village is used
productively, with the majority consisting of rice fields covering an area of 76.8 hectares.
This indicates that the land in Pule Village is available and ready for cultivation. The
majority of Pule Village residents work as farmers. Pule Village is an agricultural area that
relies on irrigation via a groundwater pumping system and rainwater. This is because, in
recent years, water flow from underground sources has become insufficient due to the
construction of a toll road that crosses the village.

Figure 1. Rice Fields of Pule Village
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Since taking office as Village Head in 2008, Anton Setyoko has observed that Pule
Village is often labeled as a backward rural area with limited access due to its relatively
remote location from urban centers. A turning point occurred in 2015 with the allocation
of Village Funds, which were subsequently utilized to reclaim the village-owned rice and
repurpose them into a public space—a recreational area equipped with a jogging track. The
area was subsequently developed into Taman Pule, featuring various facilities supporting
the community’s social and economic activities, such as activity centers, a children’s
playground, public open spaces, a library, a café, a food court, and a pavilion serving as a
hub for communal activities.

The development of the area continued with the construction of the Tirta Ceria
Swimming Pool, utilizing remaining funds and the village head’s technical expertise in
construction. The presence of this facility received a positive response from the community
and attracted tourists from surrounding villages, thereby increasing Pule Village’s exposure
as a local recreational destination. As visitor numbers increased, Pule Village began to be
positioned and promoted as “Kampung Wisata Ceria” (Cheerful Tourism Village). The
village concept was deemed relevant to Pule Village’s circumstances, as it had previously
been categorized as a village with a low standard of living.

This rapid development caught the attention of the local government, leading to Pule
Village’s inclusion in Madiun Regency’s tourism event calendar in 2019. This designation
spurred the organization of the Rendengan Cultural Festival, rooted in the labuhan ritual
tradition—an agrarian cultural practice passed down through generations and serving as an
annual event for Pule Village residents at the start of the rainy season. The labuhan ritual
represents the farmers’ expression of gratitude for the gift of rain, as well as a collective
prayer that the rainy season will bring blessings and spare them from natural disasters that
could potentially cause crop failure.

The name “Rendengan Cultural Festival” is inspired by the local term “rendengan,”
which etymologically derives from the word “rendeng” (rainy season) with the suffix “-
an,” which in Javanese cultural context refers to collective activities related to seasonal
cycles. Thus, “Rendengan” is understood as a shared cultural practice undertaken by the
community to welcome the rainy season. The festival was first held in late 2019 and was
included in the official event calendar of Madiun Regency. Although it received high
enthusiasm from the community, the initial festival was still limited in scope due to
insufficient preparation, so the event lasted only one day and featured local traditional arts.

Plans to develop the festival on a more comprehensive scale were delayed due to the
implementation of social restrictions during the 2020 Covid-19 pandemic. Nevertheless,
tourism activities in Pule Village did not come to a complete halt, as Pule Park continued
to function as a recreational facility for residents. In the same year, Pule Village received
an award as a Village for Cultural Advancement. By early 2021, the Covid-19 outbreak
was gradually brought under control, reopening the possibility of holding the Rendengan
Festival . Mr. Anton then collaborated with artists from Yogyakarta, including Om Black
and Om Dobleh, in organizing the event. Through Anton Setyoko’s vision, the festival was
successfully developed into a traditional dance performance designed as the distinctive
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identity of the Rendengan Festival. By involving local dance and gamelan artists, the
Rendengan Dance was ultimately created as a representation of the local culture.

After the choreography and musical composition of the Rendengan Dance were
finalized, the next phase focused on designing performance costumes and training dancers,
particularly the village’s youth. To ensure artistic quality, the training process was guided
by professional instructors from one of Madiun’s leading dance studios, Studio Java U2.
The regular weekly practice sessions eventually gave rise to a village dance training center
known as the Bintang Pule Dance Studio. Conceptually, the Rendengan Dance is rich in
symbolic values that represent the worldview of the agrarian community of Pule Village.
The use of a water jug placed on the dancer’s head symbolizes respect for water as the
primary source of life and the sustainability of agriculture. Meanwhile, the white costumes
worn by the dancers reflect the values of purity and sincerity as the spiritual foundation of
the local community’s cultural practices. With the creation of the Rendengan Dance, the
main entertainment icon of a festival is now complete, offering potential as a cultural
tourism attraction to draw many visitors

Figure 3. Rendengan Dance

After undergoing more systematic preparation throughout 2020, the Rendengan
Cultural Festival was held again at the end of 2021 with more significant achievements
compared to its previous iteration in 2019. In 2021, the festival lasted four days and three
nights, running from Thursday through Sunday. The series of activities began on Thursday
evening after Maghrib with the opening ritual procession of the * -labuhan” tradition—the
collection of water from five springs scattered across the five cardinal directions of Pule
Village. The water was placed in jars and carried in a procession to the Baitul Mutaqin
Mosque. During the procession, the community observes the “topo bisu” tradition—
walking in silence without speaking. In this ritual water-collection practice, the people of
Pule Village believe that the water is not “taken,” but rather “requested” from sacred
springs as a form of respect for the guardians of nature and the sources of life. The series
of events then continued with a session on the History of Pule Village presented by the
Village Head. One theory suggests that the name Pule originates from the presence of the
Pule Tree, which once grew abundantly in the village area but is no longer found there
today.
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The second day of the Rendengan Festival began with a Quran recitation ceremony at
the Baitul Mutaqin Mosque. Water stored in a clay jar is then blessed on Friday to be used
in the ritual’s climactic procession on Sunday. In the afternoon, the community participates
in various traditional agricultural-themed competitions, such as a clay jar race, a duck-
catching contest, a geretan race, and a water fight. The series of activities on Saturday
featured entertainment with local artists and performers, as well as cultural performances
from nearby village art groups, such as Reog Ponorogo, jaranan, and comedic mask dance.
In the evening, the event concluded with a workshop on event decoration facilitated by the
Event Organizer as part of an effort to enhance the capacity of the village community.

-

-

CRUIT oS LA
Figure 4. The Kendi Feast Ritual

The fourth day marked the climax of the Rendengan Cultural Festival. The main
activities took place from 7:00 AM to 9:30 AM, beginning with a procession of water jugs
that had been blessed at the mosque on Friday, heading to the designated gathering point.
During this procession, the community members ( ) wore black attire and carried the kendi.
The kendi were then arranged in the center of the ritual site, while the community gathered
around them to perform a communal prayer known in local tradition as the Kenduri Kendi,
as an expression of gratitude and a plea for safety in welcoming the arrival of the rainy
season. Additionally, the residents of Pule Village bring various types of food from home,
including main dishes and snacks, which are then blessed and shared among the villagers
as a symbol of solidarity and social unity.

The Kenduri Kendi ritual, as the climax of the Rendengan Festival, concludes with a
performance of the Rendengan Dance by female dancers from Pule Village who have
undergone continuous training at the village dance studio. Informants interpret the overcast
weather without rain as a special phenomenon that creates a solemn and comfortable
atmosphere for the community participating in the procession. Afterward, the blessed water
from the kendi is distributed to the villagers to be mixed into their household water as a
symbol of blessings and hopes for goodness in daily life.

The series of rituals then continued with traditional art performances such as the
Dongkrek and the children’s Jaranan dance, which served as the grand finale of the four-
day festival. Beyond serving as a space for cultural expression, the Rendengan Festival also
functions as a vehicle for local economic empowerment through the involvement of SMEs,
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food vendors, and community members managing simple entertainment attractions like the
odong-odong rickshaws. The success of the Rendengan Festival reflects the social
transformation of Pule Village from a village previously perceived as underdeveloped into
one capable of hosting large-scale cultural events. This was further reinforced by the
presence of East Java Governor Khofifah Indar Parawansa, who witnessed the series of
events firsthand. For the village government, the festival is not merely viewed as a tourism
activity but also as a means to strengthen the value of mutual cooperation and efforts to
preserve the labuhan ritual as a local cultural identity.

Since then, the Rendengan Festival has been established as an annual event typically
held at the start of the rainy season. However, tourism activity remains seasonal, as visitor
numbers tend to rise only during the festival and on weekends. This situation highlights the
need to develop thematic tourism packages centered on education and experiential learning
to ensure more sustainable visits, strengthen tourist-community interactions, and boost
economic benefits for residents without relying solely on the agricultural sector. A thematic
tourism approach emphasizing learning and hands-on experiences is believed to strengthen
interactions between tourists and the local community and create a distinct destination
experience, thereby potentially significantly increasing visitor numbers and community
economic income, as well as reducing financial dependence on agricultural land (Chen et
al., 2025:1).

Factors contributing to the decline in tourism activity outside of the festival

According to statements from the Village Head, MSME operators, and parking
attendants in the Taman Pule area, the number of tourist visits saw a significant increase
during the festival. However, post-event observations indicate that this surge in visits was
not sustainable, as the number of tourists dropped drastically once the festival ended. Large
groups of tourists typically arrive from other villages via tourist trains, which have become
a popular mode of collective transportation due to their ease of access and relatively
affordable costs. These tourist trains position Pule Village as both a primary destination
and a stopover point before or after visiting other destinations in the Madiun and Ngawi
regions. On Sundays, more than five tourist train sets are recorded visiting Pule Village,
with a carrying capacity of approximately 30 adults per set. Tourist activities are generally
limited to light recreational activities at Pule Park, while others utilize the facilities at Tirta
Ceria Swimming Pool. Visitor numbers tend to increase on weekends and during school
holidays.

In addition to general tourists, Pule Village also receives visits from a cycling
community known as “Sepur” (Retired Veterans’ Bicycle Group). This community visits
Pule Village two to three times a month. Its members come from several villages in
Magetan Regency and are predominantly elderly individuals with backgrounds as retirees,
including former members of the Indonesian National Armed Forces (TNI) and the
Indonesian National Police (Polri), medical personnel, law enforcement officers, educators,
and other professions who have entered retirement. The community has approximately 35
members, who regularly go cycling every Wednesday and Sunday. Their visits to Pule
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Village are generally brief stops to rest and enjoy the local cuisine available at the food
court.

In-depth interviews also revealed that efforts had previously been made to develop

experience-based tourism activities, such as the creation of bamboo obstacle courses
utilizing river currents, as well as the distribution of thematic tourist attractions across each
neighborhood unit. For example, one area has developed a medicinal plant garden, while
another area showcases the processing of rice-based food products made from locally
grown crops. However, these various initiatives have not been sustained and tend to stall,
thus failing to yield significant long-term impacts on tourism growth.
In the early stages of tourism area development, Pule Village also provided supporting
facilities in the form of Cafe De Pule as a recreational space for visitors to rest, enjoy drinks,
or relax after physical activities such as jogging and swimming. During the festival, the
café experienced high visitor numbers and at one point employed up to 24 people. The
initiative to establish this café was driven by the hope that local residents would have an
alternative recreational space without having to travel to the center of Madiun City.

However, over time, the café’s operations could not be sustained and it eventually
ceased operations. The decline in visitor numbers was influenced by increasing competition
from themed cafés in Madiun City, which offered more attractive interior design concepts
and a wider variety of menu options. On the other hand, organizing a festival typically
involves around 30 committee members drawn from the Tourism Awareness Group
(Pokdarwis) and village youth who participate voluntarily. This committee is responsible
for various technical aspects, such as setting up decorations, managing equipment, and
ensuring event security.

All funding for the event comes from the Village Fund, covering equipment rental
costs, honoraria for art groups from outside the region, and event organizer services. The
high budgetary requirements and the significant amount of effort required to organize the
festival are key considerations for the village government in evaluating the sustainability
of the activity, particularly regarding the decision of whether the cultural festival should be
held annually. Based on field observations and an understanding of tourism dynamics in
Pule Village, several key factors contributing to the decline in tourism activity can be
identified, as follows.

Reliance on Event Organization

Tourism activities in Pule Village still show a fairly high dependence on the
organization of specific events, particularly the Rendengan Festival and weekend visits.
Outside of these peak periods, regularly scheduled tourist attractions remain limited, both
in terms of variety and schedule reliability. This results in tourist visitation patterns that
tend to be fluctuating and unsustainable, as surges occur during events, while on regular
days tourism activity drops significantly. Consequently, the local economic turnover from
the tourism sector in Pule Village remains unstable due to the seasonal nature of revenue.
Reliance on events also poses management challenges, as festivals require substantial
operational costs and a large workforce, while their economic benefits remain limited and
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are absorbed by operational expenses. Under this pattern, festivals have not yet functioned
as a sustainable source of income but remain temporary in nature.

This situation indicates that Pule Village lacks a “backbone” for tourism when there are
no major events. When daily attractions are unstructured, tourists have limited activity
options. As a result, the length of stay tends to be short, opportunities for tourist spending
are low, and a consistent tourism experience has yet to be established. Ultimately, this
situation risks hindering the establishment of Pule Village’s image as a “vibrant” year-
round destination, as the village is currently perceived more as an event-based destination
rather than one offering regularly accessible experiential packages. Therefore, a strategy is
needed that is not only event-oriented but also builds routine activities based on experiences
and education, such as agricultural calendar-themed packages, cultural workshops, live-in
programs, and village cycling tours, to ensure more stable visitor numbers and a more
sustainable economic impact for the community.

Limitations in Tourism Product Diversification

Tourism development in Pule Village still shows limitations in the diversification of
tourism products. Tourism activities tend to be concentrated on Pule Park and the
Rendengan Cultural Festival without more varied, thematic, and scheduled product
offerings. Consequently, tourism experience options are relatively limited and heavily
dependent on these two main attractions, indicating that the village’s potential has not yet
been fully translated into clear “tourism products” such as daily packages, educational
packages, cultural packages, or year-round /ive-in packages. In fact, Pule Village possesses
resources that can be developed into diverse tourism products, such as its agricultural
landscape, the Rendengan tradition, community cooperation, arts and cultural skills, and
rural social life; however, these have not yet been widely packaged as agricultural-based
educational tourism packages, experiential tourism, thematic homestays, or participatory
creative tourism. When tourists merely “observe” without “experiencing,” the quality of
the experience becomes less profound, and the absence of structured packages also hinders
promotion because the village lacks products that are easily understood by the market.

Conceptually, tourism development requires transforming potential into products that
are ready to be offered, unique, and tailored to the needs of specific market segments. In
Pule Village, product diversification is essential to reach segments such as students
(educational tourism), cultural communities (arts tourism), families (rural recreation), and
specialty interest tourists (agricultural and landscape tourism). Limited product innovation
results in low long-term appeal, potential tourist saturation, low repeat visits, short stay
durations, and suboptimal economic circulation. Therefore, the village needs to focus on
product innovation through thematic tour packages, scheduling of routine activities, and
participatory tourism models that involve tourists in agricultural, cultural, and social village
life to make Pule Village’s appeal stronger and more sustainable.

Weak Promotion and Utilization of Digital Media
Promotional efforts and the utilization of digital media for Kampung Wisata Ceria Desa
Pule have not been managed optimally. Although the village has an Instagram and
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YouTube account, the frequency of posts, consistency of scheduling, and variety of content
remain low because content management is ad hoc and centered on event-based moments.
Consequently, destination communication is not sustained, digital exposure is unstable, and
audience brand recall is difficult to establish in the long term. Ideally, digital media should
function as an active, narrative, and continuous destination communication tool, covering
information on attractions, access, schedules, tour packages, image building, and consistent
interaction with potential tourists. When content appears only sporadically, the audience
does not get a complete picture of the travel experience outside of events, thereby
weakening their interest in visiting. In other words, the weakness of digital promotion
makes Pule Village less “present” in the minds of tourists on ordinary days.

In strengthening promotion, influencers have the potential to enhance the effectiveness
of digital tourism media (Cornellia et al., 2024: 1154). However, collaborations must
consider the alignment of the influencer’s persona with the destination, the quality of
interaction with followers, content creativity, and sustained visual and storytelling-based
communication. If designed well, influencers can expand the audience reach and increase
tourists’ trust in the destination. A storytelling approach is also relevant to Pule Village’s
character as an agrarian-cultural village. Narratives about farmers’ daily lives, the planting-
harvesting cycle, the Rendengan tradition, rice field landscapes, and cooperative practices
can foster emotional connection with the audience and boost engagement and more stable
visitation interest. To achieve this, a structured content calendar is needed that combines
informative content (packages, routes, facilities), experiential content (educational tours,
live-in stays, workshops), narrative content (stories of traditions and farmers), and
interactive content (polls, Q&A, live streams). With this approach, digital promotion for *
” is no longer event-driven but becomes a sustainable destination communication strategy
that strengthens Pule Village’s competitiveness as a thematic tourism village.

Limitations in Tourism Management Capacity and Institutional Structure

Institutional capacity and human resources in the management of tourism in Pule
Village still face various limitations. The Tourism Awareness Group (Pokdarwis) has not
yet played an optimal role in initiating and managing sustainable destination development.
Additionally, there are no specialized training programs focused on enhancing tourism
management capacity, attraction packaging, tourism services, and the development of
management successors. Management succession has also not been optimized, as
evidenced by the continued dominance of the village head as the primary driving force.
This situation makes the sustainability of tourism management highly dependent on
specific individuals.

Changes in Tourists’ Interests and Preferences

According to Almeida et al (2023: 10), contemporary tourism trends indicate a shift in
tourist preferences toward experiential tourism, participatory interactions, and attractions
that adapt to the needs of digital content. If the development of tourist attractions in Pule
Village fails to respond to these changing dynamics, the destination’s competitiveness may
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decline and become less competitive compared to other destinations that are more adaptable
to current tourism trends.

Limitations in Tourism Collaboration and Networking

Pule Village is not yet fully integrated into a broader tourism network, whether with
other tourism villages, tourism industry stakeholders, or the private sector. This lack of
collaboration limits opportunities for developing cross-village tourism packages, joint
promotions, and access to funding support and capacity-building initiatives that could
actually strengthen the destination’s competitiveness. This situation also means that Pule
Village operates relatively in isolation, so its market reach and tourism distribution
networks (e.g., through travel agents, tourism enthusiast communities, or corporate/CSR
partners) have not yet been firmly established.

According to Pilving et al. (2019: 219), the development of collaboration requires
improved communication, the formulation of clear objectives, and funding stability as key
factors for the sustainability of collaboration. In the context of Pule Village, this implies
that networks cannot be sufficiently built through short-term cooperation but require
regular coordination mechanisms, a clear division of roles among actors, and a relatively
consistent resource support scheme. Therefore, strengthening tourism collaboration and
networks is a strategic aspect, not only to expand the market and enrich tourism products
but also to ensure that destination development proceeds more sustainably.

Thematic Tourism Development Strategies

After discussing the factors causing the decline in tourism activity above, several
recommendations regarding thematic tourism development strategies can be concluded.
Some of these proposals include:

Agricultural Cultural Thematic Tourism Based on the Seasonal Calendar

According to Masilela et al. (2024: 523), assessing the authenticity of a cultural event
must take into account the cultural context of the local community as the custodians of the
tradition. In Pule Village, the agrarian identity is strongly evident through the Rendengan
tradition, daily agricultural activities, and collectively performed harvest rituals. This
cultural capital or cultural asset has the potential to be developed into thematic tourism
based on the calendar of planting, cultivation, harvest, and post-harvest seasons, so that
tourism activities can take place year-round and not solely depend on annual festivals. This
thematic tourism also addresses the issue of a destination’s reliance on specific events, as
tourism products are structured to follow the relatively stable and predictable rhythms of
agricultural life.
The forms of tourism activities that can be offered include educational tours about the rice
planting process and traditional harvesting, accompanied by explanations of the agrarian
values and social practices associated with them. These activities can be enhanced by
inviting tourists to participate in the kenduri tani ritual and listen to the Rendengan cultural
narratives from tradition bearers, ensuring that the tourism experience goes beyond the
visual aspect and also conveys an understanding of cultural meaning.
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To enrich the experience while connecting activity points within the village landscape,
cycling tours along rice field and residential paths can be integrated as part of an
interpretive tour of the agrarian landscape—for example, with stops at several points to
observe cultivation phases, watch community activities, and engage in brief interactions
with farmers. This entire series can be packaged into a thematic tour titled “A Day as a Pule
Farmer,” which combines seasonal agricultural learning, participation in local culture, and
participatory exploration of the village landscape.

Cultural and Local Tradition Educational Tourism

According to Syafrini et al. (2026:2590), cultural tourism not only opens new business
opportunities that can improve the well-being of local communities but also helps preserve
local culture, shape collective memory, strengthen cultural identity, and enhance the appeal
of traditional villages. In other words, cultural tourism can provide dual benefits: economic
benefits for residents and socio-cultural benefits for the sustainability of traditions.
Balancing cultural heritage preservation and its application in tourism development is key
to sustainable development (Tang et al., 2023).

In Pule Village, the richness of local traditions such as the Rendengan dance,
traditional ceremonies (tingkeban, mitoni, wiwitan), and the value of mutual cooperation
are cultural assets of high educational value. These traditions are not only worth watching
but can also serve as learning materials because they contain knowledge about agrarian life,
the value of togetherness, and how the community maintains social relationships and their
connection with nature. Therefore, the development of educational tourism is relevant,
particularly to reach segments such as students, university students, and cultural
communities. In addition to expanding the tourism market, educational tourism can also
serve as a means of regenerating traditional practitioners, as the involvement of the younger
generation in tourism activities encourages them to learn, practice, and understand the
meaning of traditions firsthand.

Activities that can be developed include Rendengan dance workshops (covering
movements, history, and performance context), karawitan music workshops to strengthen
performance arts, and cultural interpretation classes discussing the symbolic meanings in
agrarian rituals—such as the values of gratitude, community, and traditional harvest
practices. Additionally, village cultural immersion programs can be specifically designed
for students and college students, such as living with local families, participating in daily
activities, learning cooperative work practices, and taking part in a series of cultural
activities according to the village calendar. For ritual activities such as labuhan, their
implementation must be organized in accordance with ethical principles and community
consent, ensuring that tourists understand the limits of their roles (as learners/observers or
limited participants) so that the activities continue to respect sacred values and applicable
customary rules. With such a design, cultural tourism in Pule Village can function as an
engaging educational activity that respects traditions while generating more sustainable
economic and social impacts for the community.

Experiential Tourism
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According to Agarwal and Singh (2022), tourism is viewed as a catalyst for curiosity
about how others live within local communities; it also underscores that travelers seek to
escape routine and experience the authentic side of a destination. Pule Village possesses
the social and cultural capital that enables travelers to engage directly in village life, rather
than merely watching attractions. The tourism activities conducted include staying in
homestays owned by residents, riding a horse-drawn carriage to tour the village,
participating in the making of woven bags from plastic fibers, preparing traditional rice-
based dishes, and engaging in activities such as the waste bank, community service, or
village social initiatives. Additionally, the tourism experience can be enriched through
cycling tours through the village as a more flexible and intimate way to enjoy the rural
landscape, rice fields, and areas of community activity, while also creating opportunities
for direct interaction with the community in a relaxed and participatory atmosphere.
Tourists can also be invited to participate in games in the rice fields, such as the annual
activities held by residents during the Rendengan Cultural Festival, including duck-
catching contests, water fights, and competitions to carry a water jug on one’s head.

.,‘f:'k '* e e :

Figure 5. Duck Catching Competition Figure 6. Water Fight Competition

CONCLUSION

The development of the Ceria Tourism Village in Pule Village reveals a rather
contrasting dynamic between the success of the Rendengan Cultural Festival and the
sustainability of daily tourism activities. On one hand, the Rendengan Festival has
successfully highlighted Pule Village’s cultural identity, attracted tourist visits , and
temporarily boosted the local economy. However, on the other hand, the high reliance on
the event has caused tourism activities outside the festival to decline drastically, resulting
in an unstable flow of tourism revenue throughout the year. This situation is further evident
in the limited diversification of tourism products, weak digital promotion management,
limited institutional capacity of the management body, and a lack of collaborative networks
with external parties.

Given these realities, the development of tourism in Pule Village needs to shift from
an event-based model toward a sustainable thematic tourism model rooted in agrarian
values and local wisdom. Key relevant strategies include developing seasonal agricultural
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calendar-based thematic tourism, fostering cultural and traditional education tourism, and
strengthening experiential tourism approaches that directly engage tourists in village life.
This strategy must be supported by consistent digital promotion based on storytelling,
capacity building for the Pokdarwis (Village Tourism Working Group), and the expansion
of collaborative networks with communities, other tourism villages, and tourism partners.
With this approach, Pule Village has the potential to transform from a festival-based
destination into a year-round thematic tourism village that is competitive and capable of
maintaining the socio-cultural and economic sustainability of its community.
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