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Badminton; Athlete Devel- s ; SERVQUAL questionnaire adapted for the sports context, based on the study
opment by Cristobal Fransi and colleagues in 2010. The validity test results show that all
questionnaire items are valid (r values ranging from 0.510 to 0.885 with p < 0.05)
and highly reliable (Cronbach’s Alpha of 0.963). From the descriptive analysis, it
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INTRODUCTION

Sports are one of the main tools for deve-
loping healthy individuals with strong character
who can achieve high performance. In Indonesia,
competitive sports are the focus of attention from
the government and society, because through
sports, the nation can improve its image, strengt-
hen unity, and increase competitiveness at the
international level (Chang et al., 2002). In additi-
on, sports can be a place to have fun and achieve
success. As stated by “(Juniar, 2020). sports have
various objectives, ranging from seeking pleasu-
re, maintaining health, increasing social status,
to becoming a professional athlete. An athlete's
success does not only depend on personal ability,
but also on a well-planned, continuous, and pro-
fessional training system. Sports clubs, as places
for athletes to train, play a very important role in
creating an atmosphere that supports the conti-
nuous development of athletes' technical, mental,
and moral abilities.

In the world of sports coaching, clubs
play a crucial role. Sports clubs serve as a place
to develop athletes from a young age to the eli-
te level. The quality of club management greatly
influences the creation of a conducive training
atmosphere, adequate facilities, and ongoing
development programs (Kurniawan et al., 2021;
Lismadiana et al., 2023). The success of a club in
supporting athlete development depends not only
on the technical aspects of training but also on
the quality of management (Saleh et al., 2020).
Harsono also mentions another factor that de-
termines the success of an athlete's performance,
namely the implementation of management, alt-
hough this is an indirect factor. This management
can include financial management, organizatio-
nal structure, and performance (Harsono, 1988) .

Badminton is one of the most popular
sports in the world (Grice, 2016). This sport re-
quires a well-planned and continuous training
system. Badminton performance development
is not much different from other sports, there are
several aspects that must be fulfilled, such as bio-
logical, psychological, environmental, and sup-
porting aspects (Sajoto, 1988).. Clubs, as training
venues, play a major role in shaping high-achie-
ving athletes through the provision of facilities,
training programs, and managerial support. The
SGS PLN Bandung Badminton Club is one of
the major clubs that has produced many national
athletes. However, to determine how well club
management supports the development of athle-
tes' performance, an in-depth analysis is needed.

One way to assess the quality of club ma-

nagement is the SERVQUAL model developed
by (Parasuraman et al., 2008). This model has
five key dimensions, namely tangibles, reliability,
responsiveness, assurance, and empathy, which
can be used to measure service quality in various
fields, including sports management (Theodo-
rakis & Alexandris, 2008). This model has been
applied in many services, such as fitness facilities
and sports management (Huang & Kim, 2023).

From the background explained earlier,
this study aims to gain a deeper understanding
of the quality of management at the SGS PLN
Bandung Badminton Club.

This study specifically evaluates the quality
of club management, observed through five key
aspects in the SERVQUAL model, namely tan-
gibles, reliability, responsiveness, assurance, and
empathy. Beyond that, the research also aims to
assess the extent of the club management's cont-
ribution in supporting efforts to optimally enhan-
ce athlete performance. Furthermore, this study
seeks to identify which SERVQUAL aspects have
the strongest influence on the success of develo-
ping athlete performance in the club. Through
this approach, the findings are expected to pro-
vide a comprehensive view of the effectiveness
of PB SGS PLN Bandung’s management, while
also offering practical recommendations to imp-
rove service standards in the upcoming period.

METHODS

This study applies a quantitative method
with a correlational descriptive design, which
was chosen because it can objectively describe
athletes' views on the quality of badminton club
management services, plus analyze the relation-
ship between service dimensions measured using
the SERVQUAL model (Sugiyono, 2020). This
quantitative method allows researchers to analy-
ze numerical data to assess observed phenomena
in a measurable, systematic, and unbiased man-
ner, as described by (Creswell & Creswell, 2014).

The research location was the SGS PLN
Bandung Badminton Association, a competitive
sports club in West Java that has a well-organized
coaching system, adequate facilities, and a suf-
ficient number of active athletes to serve as the
population. The population here consists of all
active athletes who participate in the coaching
program at SGS PLN Bandung, and purposive
sampling was used to select the sample, on the
grounds that only athletes who met certain crite-
ria were selected as respondents, such as having
been active for at least one year, training regular-
ly, and willing to participate voluntarily. Based on
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this, the sample size was set at around 20 to 40
athletes to remain representative of the popula-
tion.

The main variable is the quality of club ma-
nagement services based on the athletes' views,
measured using the SERVQUAL instrument de-
veloped by Parasuraman, Zeithaml, and Berry
(1988), which has five dimensions: Tangibles,
Reliability, Responsiveness, Assurance, and Em-
pathy (Parasuraman et al., 2008). However, the
instrument used is not the standard SERVQUAL,
but a version specifically adapted for the world
of sports, based on a study by Cristébal Fransi,
Gomez Adillon, Thorsson, and Daries-Ramon
(2010) entitled “Measuring Service Quality in
Sport Management: An Application of the SER-
VQUAL Scale”. In that study, they adapted SER-
VQUAL for sports through the DELPHI method
with 14 experts in sports management and sports
services, resulting in 22 statement items suitable
for sports services, such as coach-athlete inter-
action, reliable training schedules, physical faci-
lities, and attention to athletes' personal needs.
This instrument was then translated and further
adapted to the context of badminton coaching in
Indonesia, with each item assessed using a five-
point Likert scale, from 1 (strongly disagree) to 5
(strongly agree), ensuring that all indicators were
conceptually and contextually valid to accurately
measure athletes' perceptions (Cristobal, 2020).

Before being used in the main study, the
questionnaire was tested for validity and reliabi-
lity to ensure that the instrument was suitable.
The validity test used Pearson Product Moment
correlation, which examined the relationship
between each item's score and the total construct
score, and was conducted on 23 respondents rep-
resenting the population. The results showed that
all items had correlations (calculated r) between
0.510 and 0.885 with significance below 0.05,
while the table r at 5% was 0.413. Therefore, all
items were valid because the calculated r > table
r and p < 0.05, meaning that each question was
strongly correlated with the total score and could
accurately measure aspects of service. Then, the
reliability test used Cronbach's Alpha coefficient
to check the internal consistency between items,
with a Cronbach's Alpha result of 0.963 and
based on standardized items of 0.964, which is
well above the minimum limit of 0.70, indicating
that the instrument is very reliable with strong
consistency between items and stable data.

Data collection began after obtaining offi-
cial permission from the management of the SGS
PLN Bandung club, with questionnaires distri-
buted directly or online using Google Forms,

and researchers assisting with the completion
to ensure respondents understood the questions
correctly. In addition, light observation was con-
ducted on club facilities and documentation of
coaching programs as additional data to support
the interpretation of results, while the collected
data was coded to maintain the confidentiality of
respondents' identities.

The data was analyzed quantitatively using
SPSS, starting with descriptive analysis to descri-
be the characteristics of the data, including the
minimum, maximum, mean, and standard devi-
ation of each SERVQUAL dimension, providing
an overview of the athletes' views on the quality
of club management services. This was followed
by correlation analysis to examine the relation-
ship between service dimensions based on athle-
tes' perceptions, with all tests using a significance
level of a = 0.05, so that results were significant
if p < 0.05. The analysis results are presented in
tables and narratives for a comprehensive under-
standing of the service conditions at the SGS
PLN Bandung badminton club, so this study is
expected to provide a real picture of the quality
of club management services, as well as a basis
for improving the sports coaching system in the
future.

RESULTS AND DISCUSSION

Table 1. Descriptive Sttatistics

Variabel N Min Max Mean SD
Tangibles 23 14.00 39.00 29.0870 7.06408
Reliability 23 13.00 25.00 20.0000 3.77793
Responsiveness 23 11.00 20.00 15.9565 3.18346
Assurance 23  8.00 20.00 16.6087 3.15853
Empathy 23 9.00 25.00 19.5652 4.34664

Table 1 presents a summary of descrip-
tive statistical analysis that describes the views of
23 respondents on the five main dimensions of
service quality based on the SERVQUAL model,
namely Tangibles, Reliability, Responsiveness,
Assurance, and Empathy. This analysis provides
a comprehensive overview of data patterns, re-
sponse variations, and differences in perceptions
of each aspect of service.

The Tangibles dimension, which relates
to physical evidence such as the appearance of
facilities, equipment, and the neatness and clean-
liness of staff, shows a minimum score of 14,
a maximum of 39, an average of 29.09, and a
standard deviation of 7.06. This fairly high aver-
age indicates that, overall, respondents feel that
the physical aspects and service facilities are ad-
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equate. However, the significant standard devia-
tion indicates that there are variations in opinion
among respondents, possibly due to different ex-
periences or expectations regarding the available
facilities and infrastructure.

For the Reliability dimension, which evalu-
ates the extent to which service providers are able
to deliver services in accordance with their com-
mitments and consistently, the average score was
20.00, with the lowest score being 13, the highest
being 25, and a standard deviation of 3.78. This
means that respondents rated reliability as quite
satisfactory, although there was a slight variation
in the standard deviation, which may reflect in-
consistencies in certain situations.

The Responsiveness dimension, which
measures how quickly and willingly service
providers respond to and assist customers, had
an average of 15.96, a minimum score of 11, a
maximum of 20, and a standard deviation of
3.18. This figure shows that responsiveness and
willingness to help are rated quite well, but the
variation in scores indicates that not all respon-
dents had similar experiences, so there is an op-
portunity to improve the speed and accuracy of
responses.

The Assurance dimension, which involves
the ability of staff to build trust and a sense of
security through competence, courtesy, and pro-
fessionalism, showed an average of 16.61, with
the lowest score of 8, the highest of 20, and a
standard deviation of 3.16. The majority of re-
spondents felt quite confident about this aspect,
which contributed significantly to a positive view
of overall service quality.

Finally, the Empathy dimension, which
concerns staff attention, care, and understanding
of individual needs, scored an average of 19.57,
with a minimum score of 9, a maximum of 25,
and a standard deviation of 4.35. This indicates
that respondents generally rate this aspect highly,
although the fairly large standard deviation sug-
gests that not everyone feels they receive consis-
tent personal attention.

Overall, these descriptive statistics show
that all dimensions of service quality have fairly
good averages, meaning that the service has met
customer expectations at a satisfactory level.
However, the variation in values across each di-
mension indicates the need for continuous im-
provement, particularly to standardize experienc-
es and enhance consistency. Thus, these results
can serve as a reference for decision-makers to
evaluate and improve specific aspects, thereby en-
suring that service quality continues to improve
and provides an optimal experience for custom-
ers.

The results of the study show that, in gen-
eral, the quality of management at PB SGS PLN
Bandung is in the good category based on the
athletes' perceptions. The highest average scores
were recorded in the Tangibles and Empathy di-
mensions, while the lowest scores appeared in the
Responsiveness dimension. These findings reveal
that in terms of physical aspects, the club already
provides adequate facilities and shows concern
for the personal needs of athletes, although im-
provements are still needed in the speed and re-
sponsiveness of its services. The superior physical
quality is evident from the condition of the fields,
training equipment, as well as the cleanliness and
comfort around the club. Adequate facilities can
create an ideal training atmosphere, thereby help-
ing athletes achieve consistent performance in the
long term. (Kurniawan, 2021).

Meanwhile, the highest score in the Em-
pathy dimension indicates that coaches and ad-
ministrators give very personal attention to the
athletes. Strong emotional support and effective
communication between coaches and athletes
also help boost athletes' motivation and improve
their overall mental health. C onversely, the scores
in the Responsiveness dimension indicate that the
club's responsiveness to athletes' issues or needs
still requires improvement. This condition is most
likely related to an internal communication sys-
tem that is not yet optimal or limitations in man-
power to promptly address athletes' complaints.
Based on the SERVQUAL theory, this dimension
plays a crucial role because it directly affects the
perception of satisfaction and the level of trust in
the service provider. (Parasuraman et al., 2008).
Therefore, the club needs to implement strategic
measures by enhancing coordination and con-
ducting periodic evaluations of the service pro-
cess.

The Assurance and Reliability dimensions
also show good results, but they are not yet opti-
mal. The scores in this dimension indicate that
coaches and club administrators are considered
fairly competent and consistent, but efforts are
still needed to strengthen athletes' sense of secu-
rity and trust in the continuity of the training pro-
gram. (Saleh et al., 2020), ertainty regarding the
training schedule, a well-structured program, and
clear communication from the management are
important factors that determine the reliability of
a sports organization.

Overall, the results of this study indicate
that PB SGS PLN Bandung has implemented
club management quite well, particularly in
terms of providing facilities and attention to
athletes. However, improvements are needed in
the aspects of responsiveness and assurance to
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strengthen athletes' trust and comfort. This is in
line with research conducted by Huang and Kim
(2023), which stated that enhancing service qual-
ity in sports management will directly impact
member loyalty and performance.

Therefore, the club needs to strengthen its
service evaluation system on a regular basis, in-
crease support staff in athlete communication and
administration, and ensure that every complaint
or need is addressed promptly and accurately.
The continuous application of the SERVQUAL
principles can serve as an effective tool to control
service quality while improving performance de-
velopment in the future.

CONCLUSION

Based on the findings of this study, it can
be concluded that overall management quality at
the SGS PLN Bandung Badminton Club is consi-
dered good according to the athletes' perceptions.
This is reflected in the high average scores in the
Tangibles and Empathy dimensions, which indi-
cate that the club has provided adequate training
facilities and shows care and attention to the indi-
vidual needs of the athletes.

However, the dimensions of Responsive-
ness and Assurance still need to be improved,
especially in terms of response speed to athletes'
needs, the effectiveness of internal communica-
tion, and strengthening the sense of safety and
trust in club management. Efforts to enhance the-
se aspects are very important to ensure that the
quality of service becomes more consistent and
more focused on the satisfaction and comfort of
the athletes.

Overall, the implementation of the SERV-
QUAL model has proven effective in identifying
the strengths and weaknesses of sports club ser-
vice quality. Therefore, PB SGS PLN Bandung
is advised to conduct regular service evaluations,
strengthen coordination among management,
and develop strategies to improve service quality
based on athlete perception data. Continuously
implementing the principles of SERVQUAL is
expected to enhance the professionalism of club
management and support the success of athlete
performance development in the future.
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