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ABSTRACT
This research investigates the impact of tourist services and destination | Keywords:
management on tourist satisfaction levels at Komodo National Park, | Tourist Satisfaction;
Indonesia. The study employs a quantitative research design, collecting data | Tourist Services;
through surveys from 320 tourists representing diverse demographics. | Destination
Results reveal high levels of overall satisfaction, with service quality and | Management;
destination management significantly influencing visitor perceptions. | Komodo National
Accommodation facilities and conservation efforts receive positive ratings, | Park

while areas for improvement include information dissemination and visitor
education. Regression analysis identifies service quality and destination
management as key predictors of satisfaction. Qualitative insights highlight
the park's uniqgue appeal and opportunities for refinement. The study
underscores the importance of integrated approaches to enhance visitor
experiences and promote sustainability in ecotourism destinations like
Komodo National Park.

INTRODUCTION

Komodo National Park, located in Indonesia, stands as a beacon of biodiversity
and a testament to the delicate balance between conservation and tourism
(Firmansyah, 2023). With its iconic Komodo dragons and stunning marine life, the park
has attracted a steady stream of tourists from around the globe (Choirisa, 2023).
However, the influx of visitors brings both opportunities and challenges, particularly
concerning the strategic management of tourist services (Germanov et al., 2022). As
the park strives to maintain its ecological integrity while enhancing visitor experiences,
understanding the dynamics of strategic management becomes paramount (Susanti
et al., 2022).

The tourism industry in Komodo National Park has undergone significant
transformations in recent years, influenced by factors such as technological
advancements, changing consumer preferences, and sustainability concerns (Berto &
Murwani, 2022; Rauf et al., 2022). Stakeholders, including government agencies, tour
operators, accommodation providers, and local communities, face complex decisions
in managing tourist services effectively (Nurbasari et al., 2021). Balancing economic
gains with environmental preservation and ensuring high levels of customer
satisfaction are central issues that demand scholarly attention and practical solutions
(Choirisa, 2023; Jaya et al., 2022).

Amidst these complexities, there is a growing recognition of the need for
research that delves into the strategic management of tourist services within the
context of Komodo National Park (Choirisa, 2023; Germanov et al., 2022; Kurniasari,
2019; Rahmafitria et al., 2023). Such research can offer insights into optimizing
business performance, fostering sustainable tourism practices, and enhancing overall
customer satisfaction, thereby contributing to the long-term viability of the park as a
premier tourist destination.
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The research problem at the heart of this study revolves around understanding
how strategic management practices within the tourist services sector impact business
performance and customer satisfaction in Komodo National Park. This involves
exploring the challenges faced by stakeholders in aligning their strategies with
conservation goals, identifying best practices for service delivery, and assessing the
outcomes of these strategies on both economic metrics and visitor experiences. The
primary objective of this research is to investigate the strategic management of tourist
services in Komodo National Park and its implications for business performance and
customer satisfaction. Through a comprehensive analysis of industry practices,
stakeholder perspectives, and visitor feedback, the study aims to uncover key drivers
of success, barriers to effective management, and opportunities for improvement
within the tourism ecosystem of the park.

Literature Review

The literature on strategic management of tourist services in protected areas
like Komodo National Park encompasses diverse perspectives and thematic areas,
ranging from sustainability practices to customer experience management. Several
key themes emerge from existing studies, shedding light on the complexities and
challenges faced by stakeholders in managing tourism in ecologically sensitive
regions.

1. Sustainability in Tourism Management

Scholars such as (Ariyani & Fauzi, 2023; Pahrudin et al., 2022) emphasize the
critical role of sustainability in tourism management, particularly in protected areas.
They argue that sustainable practices not only contribute to environmental
conservation but also enhance the long-term viability of tourism businesses by
attracting conscientious travelers and fostering positive relationships with local
communities. Similarly, (Cannas et al.,, 2019; Horng et al.,, 2022) highlight the
importance of adopting sustainable tourism strategies that align with the principles of
ecotourism, emphasizing the need for responsible resource management and
community engagement (Ramaano, 2022).

2. Customer Experience and Satisfaction

The literature also delves into the realm of customer experience and
satisfaction within tourist services. Studies by (Altunel & Erkurt, 2015) and (Dai et al.,
2022) underscore the significance of delivering memorable and personalized
experiences to tourists, as these factors strongly influence overall satisfaction and
repeat visitation. Moreover, (Callista Chiara et al., 2022; Suryaningsih et al., 2020)
argue that leveraging technology, such as mobile applications and virtual tours, can
enhance customer engagement and satisfaction, providing opportunities for innovative
service delivery in protected areas like Komodo National Park (Situmorang et al.,
2020).

3. Strategic Management Practices

In terms of strategic management practices, researchers like (da Costa Guerra
et al., 2021; Suryawan & Simarmata, 2023) highlight the role of strategic alliances and
partnerships among stakeholders in optimizing tourism services. Collaborative efforts
between government agencies, tour operators, and local communities are essential
for ensuring coordinated management, addressing sustainability challenges, and
creating value for visitors (Mada & Suherlan, 2017). Additionally, (Suherlan, 2016)
discuss the significance of destination branding and marketing strategies in positioning
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protected areas as desirable tourist destinations while preserving their natural and
cultural heritage (Nyamanga, 2008).

METHOD

1. Research Design

This study adopts a quantitative research design to examine the strategic
management of tourist services in Komodo National Park and its implications for
business performance and customer satisfaction. Quantitative methods allow for the
systematic collection and analysis of numerical data, facilitating a structured
investigation into the relationships between variables and the testing of hypotheses
derived from existing literature and theoretical frameworks.
2. Sampling and Participants

The sampling frame for this study comprises stakeholders involved in the
tourism sector of Komodo National Park, including government agencies, tour
operators, accommodation providers, and tourists. A stratified random sampling
technique will be employed to ensure representation from each stakeholder group.
The sample size will be determined using a power analysis to achieve sufficient
statistical power for the analyses conducted.
3. Data Collection

Primary data will be collected through structured surveys administered to the
selected participants. The survey instrument will be designed based on validated
scales and constructs identified in the literature review, focusing on variables such as
strategic management practices, business performance metrics, customer satisfaction
indicators, and perceptions of sustainability initiatives. The survey will utilize Likert
scales, multiple-choice questions, and open-ended questions to gather
comprehensive data.
4. Data Analysis

The collected data will be analyzed using statistical software such as SPSS.
Descriptive statistics, including means, frequencies, and percentages, will be used to
summarize the demographic characteristics of participants and key variables.
Inferential statistical techniques, such as correlation analysis, regression analysis, and
analysis of variance (ANOVA), will be employed to examine relationships between
variables, test hypotheses, and identify factors influencing business performance and
customer satisfaction.

RESULTS AND DISCUSSION

1. Demography of Respondents

The study surveyed a total of 300 participants representing various
stakeholders in the tourism sector of Komodo National Park. Table 1 provides an
overview of the demographic characteristics of the respondents. The sample includes
30% government agencies, 25% tour operators, 20% accommodation providers, and
25% tourists. Regarding age distribution, 35% of respondents were between 25-35
years old, 40% were between 36-50 years old, and 25% were above 50 years old.
Furthermore, 55% of respondents were male, and 45% were female, reflecting a
balanced gender representation in the sample.
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Table 1. Demographic Characteristics of Respondents

Percentage

Stakeholder Group

1. Government Agencies 30

2. Tour Operators 25

3. Accommodation Providers 20

4. Tourists 25
Age Group

1. 25-35years old 35

2. 36-50 years old 40

3. Above 50 years old 25
Gender

1. Male 55

2. Female 45

Source: Data Analysis, 2024

4. Correlation Analysis
Correlation analysis was conducted to explore the relationships between key

variables related to strategic management, business performance, and customer
satisfaction. Table 2 presents the Pearson correlation coefficients between these
variables. Significant positive correlations were found between strategic management
practices and business performance indicators (r = 0.75, p <0.001) as well as between
customer satisfaction and perceived sustainability efforts (r = 0.68, p < 0.001).
However, no significant correlation was observed between customer satisfaction and
financial performance metrics (r = 0.12, p = 0.256).

Table 2. Correlation Analysis

Strategic Business Customer
Management Performance Satisfaction
Strategic Management 1,00 0,75** 0,42**
Business Performance 0,75** 1,00 0,12
Customer Satisfaction 0,42** 0,12 1,00

Source: Data Analysis, 2024

5. Regression Analysis
A multiple linear regression analysis was conducted to assess the impact of

strategic management practices on business performance, controlling for other
variables. Table 3 presents the regression coefficients and statistical significance. The
results indicate that strategic management practices significantly predict business
performance (B = 0.65, p < 0.001), with a coefficient of determination (R?) of 0.54,
suggesting that 54% of the variance in business performance can be explained by
strategic management factors.

Table 3. Regression Analysis

Variables Beta Coefficients p-value
Strategic Management 0.65** 0.001
Customer Satisfaction 0.12 0.256
Perceived Sustainability 0.28** 0.003
Control Variables -0,05 0.712

Source: Data Analysis, 2024
Table 3 presents the results of the multiple linear regression analysis examining
the impact of various predictors on business performance. The analysis reveals that
strategic management practices have a significant positive effect on business
performance, with a beta coefficient of 0.65 and a p-value of 0.001, indicating strong
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statistical significance. This suggests that effective strategic management
substantially contributes to better business outcomes. Perceived sustainability also
shows a significant positive influence on business performance, with a beta coefficient
of 0.28 and a p-value of 0.003, highlighting the importance of sustainability efforts in
the tourism sector. Conversely, customer satisfaction, although positively correlated
with business performance (beta coefficient of 0.12), does not reach statistical
significance (p-value of 0.256), implying that its direct impact might be less
pronounced in this context. The control variables exhibit a negligible and non-
significant negative effect (beta coefficient of -0.05, p-value of 0.712), suggesting they
do not substantially alter the relationship between the main predictors and business
performance. Overall, the regression analysis underscores the critical roles of strategic
management and sustainability in driving business success within Komodo National
Park.
6. ANOVA

An analysis of variance (ANOVA) was conducted to compare mean differences
in customer satisfaction levels among different stakeholder groups. Table 4 presents
the ANOVA results. The analysis revealed a significant difference in customer
satisfaction scores across stakeholder groups (F = 8.23, p < 0.001). Post-hoc tests
using Tukey's HSD indicated that tourists reported significantly higher levels of
satisfaction compared to other stakeholders, while government agencies and
accommodation providers exhibited comparable satisfaction levels.

Discussion

The demographic analysis of the respondents highlights a diverse
representation of stakeholders involved in the tourism sector of Komodo National Park,
including government agencies, tour operators, accommodation providers, and
tourists. This diversity ensures a comprehensive understanding of the different
perspectives and experiences related to strategic management practices in the park.
The balanced gender representation and varied age distribution further strengthen the
reliability of the data, providing a robust foundation for analyzing the impact of strategic
management on business performance and customer satisfaction.

The correlation analysis reveals significant positive relationships between
strategic management practices and business performance, as well as between
customer satisfaction and perceived sustainability efforts. These findings align with
existing literature that underscores the importance of strategic management in
enhancing business outcomes and the role of sustainability in boosting customer
satisfaction (Bonsu et al., 2023; Bordean & Welsh, 2023; Leral et al., 2023; Mohamud
et al., 2015; Zafar et al., 2013). The strong correlation between strategic management
and business performance suggests that effective strategic planning and execution
are critical for achieving financial success and operational efficiency in the tourism
sector of Komodo National Park.

The regression analysis further substantiates the impact of strategic
management practices on business performance. The significant predictive power of
strategic management, as indicated by the high coefficient and substantial R2 value,
underscores the necessity for stakeholders to prioritize strategic planning and
implementation. These results suggest that businesses that adopt comprehensive and
well-structured strategic management practices are more likely to experience
improved performance metrics. This finding is crucial for stakeholders aiming to
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optimize their operations and achieve sustainable growth in the competitive tourism
industry.

The ANOVA results indicate significant differences in customer satisfaction
levels among different stakeholder groups, with tourists reporting higher satisfaction
compared to other groups. This disparity highlights the varying expectations and
experiences of different stakeholders within the park. Tourists, being the primary
beneficiaries of tourism services, tend to have more direct and immediate perceptions
of service quality and overall satisfaction. On the other hand, government agencies
and accommodation providers might focus more on operational and regulatory
aspects, which can influence their satisfaction levels differently.

Overall, the findings of this study emphasize the critical role of strategic
management in enhancing both business performance and customer satisfaction in
Komodo National Park. The positive correlation and regression results highlight the
importance of adopting effective strategic management practices. Additionally, the
significant differences in satisfaction levels among stakeholder groups point to the
need for tailored strategies that address the unique needs and expectations of each
group. By doing so, stakeholders can foster a more cohesive and satisfying tourism
experience, ultimately contributing to the sustainable development of Komodo
National Park as a premier tourist destination.

CONCLUSION

This study highlights the significant impact of strategic management practices
on business performance and customer satisfaction in Komodo National Park. The
demographic diversity of the respondents provides a comprehensive view of the
various stakeholders involved in the tourism sector. Correlation and regression
analyses reveal that effective strategic management practices are strongly associated
with enhanced business performance, while sustainability efforts are crucial for
improving customer satisfaction. The ANOVA results indicate varying satisfaction
levels among different stakeholder groups, emphasizing the need for tailored
strategies. Overall, the findings underscore the importance of adopting holistic and
sustainable strategic management approaches to optimize operations and satisfy
diverse stakeholder expectations. These insights not only benefit the stakeholders of
Komodo National Park but also offer a framework for other protected areas balancing
tourism development and environmental conservation.
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