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ABSTRACT 

The development of Virgin Beach which has not been maximized has caused many 

complaints from tourists, both aspects of completeness of facilities, accessibility. 

Tourist preferences and satisfaction are important factors in developing Virgin 

Beach to make it better in the future. This study aims to find out the preferences 

and satisfaction of tourists in Virgin Beach, Karangasem, Bali. This type of research 

is descriptive quantitative, the number of samples of 40 visiting tourists taken using 

incidental sampling techniques. Questionnaires that are distributed using a Likert 

scale have been tested for validity and reliability. Data were analyzed through 

descriptive statistics with the assessment categorization method based on the 

average score and IPA (importance performance analysis) with a method of looking 

for gaps between expectations and performance. The results of this study conclude 

that tourist preferences in Virgin Beach are good, have an average value of 3.6 in 

the interval of 3,5 - 4,2. While tourist satisfaction shows from 5 variables, namely: 

reliability, responsiveness, assurance, empathy and tangible evidence, only 

responsiveness and assurance variables that have performance in accordance with 

tourist expectations and are able to satisfy tourists while physical evidence and 

reliability variables have lower performance from the expectations of tourists so 

that they have not been able to support the satisfaction of tourists on Virgin Beach 

and the empathy variable is not too expected by tourists to support their satisfaction 

at Virgin Beach. And it is necessary to develop from the aspect of tourist facilities, 

and improve service performance. 
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BACKGROUND 

Karangasem Regency is one of the districts that are currently actively 

developing and managing tourism areas to increase tourist visits. development and 

management of the area in order to improve the quality of tourist attraction in 

Karangasem Regency in particular. The seriousness of the Karangasem Regency 

government in improving the quality of tourist attraction can be seen from the 

management of 59 (fifty-nine) tourist attractions carried out by the Karangasem 

Regency government written in "Regent Regulation Number 52 of 2017 concerning 

Management of Tourist Attractions in Karangasem Regency" which was published 

in last year. One of the natural tourist attractions that many tourists are interested in 

is Karangasem Regency, namely Virgin Beach. Tourist Attraction Virgin Beach is 

classified as marine tourism which is supported by a number of accommodation 
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facilities such as restaurants. The types of activities that tourists can do such as 

swimming, snorkeling, and also relaxing while enjoying beautiful sea views. From 

the beauty and tourist attractions offered, Virgin Beach is an attraction that is quite 

attractive to tourists. The decrease in the level of visits to Virgin Beach was caused 

by the lack of maximum fulfillment of tourist accommodation. This can be 

indicated from the number of foreign tourists who ask about the availability of 

tourist accommodation in the form of lodging or villas around the beach. In addition 

to the availability of accommodation in the form of lodging or villa. Seeing this 

phenomenon, it can be seen that the manager needs to develop by analyzing the 

preferences and satisfaction of tourists, especially tourists visiting the attraction of 

Virgin Beach. So that the development carried out does not become futile and can 

be implemented properly. This research was conducted to determine tourist 

preferences and satisfaction in the tourist attraction of Virgin Beach. Based on these 

background issues, the formulation of the problem in this study is: What are the 

preferences and satisfaction of tourists in Virgin Beach, Karangasem Regency, Bali. 

And the purpose of this study is to find out the preferences and satisfaction of 

tourists in Virgin Beach, Karangasem Regency, Bali. 

 

 

THEORETICAL ANALYSIS  

Preferences 

According to (Nursusanti, 2010 in Yusran Pauwah et.al 2013) tourist preferences 

arise from the desires and needs of tourists who travel on tourism products offered. 

The desire and needs of tourists for tourism products are increasingly complex, 

dynamic and demand adequate quality and are associated with sustainable 

development. The consequence is that a tourist destination must be able to adapt to 

all the demands of change by listening to the voices of various interested parties, 

especially tourists who have different perceptions and preferences in choosing 

tourism objects to be visited. 

 

Quality Of Service 

According to Fandy Tjiptono (2012) defining service quality is a measure of how 

well the level of service provided is able to match customer expectations. Another 

definition of service quality according to Wyckoff in Lovelock in Fandy Tjiptono 

(2012) is the expected level of excellence and control over these advantages to meet 

customer desires. Tasunar in Hardiyati (2010) states that service quality refers to 

customer judgments about the core of service, namely the service provider itself or 

the entire service organization, customers now begin to show demands for excellent 

service, they are no longer just needing quality products but they are more happy to 

enjoy the convenience of service. 

 

Satisfaction  

According to Schiffman and Kanuk (2007) satisfaction is the individual's 

perception of the performance (performance) of a product or service that is 

associated with their expectations of the product or service itself. The concept of 

satisfaction is a function of the usefulness of expectations. Customers who get the 

same product performance as their expectations, customers will not be satisfied, 

while those who obtain product performance beyond expectations will be very 
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satisfied. Czepiel et.al, in Arimbawa (2015) states that customer satisfaction with 

satisfaction consists of two independent elements. for example in the restaurant 

business there are functional elements in the form of food and beverages, as well as 

elements of performance delivery in the form of service or service. 

In previous research Dwiputra (2016) which explained about "Tourist 

Preferences Against Tourism Facilities in the Merapi Eruption Nature Tourism 

Area". The research aims to find out about how tourists' preferences can be found 

in tourism facilities in the Merapi Eruption Nature Tourism Area. In the discussion, 

it can be seen that tourist preferences in choosing tourist facilities are strongly 

influenced by the destinations of tourist tourists, long tourists traveled and friends 

of tourists in traveling. The equation of this study with the research conducted by 

Dwi Putra is to examine the variables of tourist preferences. The second previous 

study was a study conducted by Ong (2014) which explained about "Customer 

satisfaction analysis with important performance analysis at SBU Laboratory 

Cibitung PT Sucofindo (Persero)" this research discussed customer satisfaction. 

Where based on the calculation of customer satisfaction scores with the variables 

studied, namely reliability, responsiveness, assurance, empathy, tangible, product 

quality, and price using the analysis of important performance analysis, it can be 

seen that there are three best items, employees are neat and professional, Building 

Facility is neat / clean, and employees serve well and with important performance 

analysis, 13 (thirteen) things can be identified in the future. The equation of this 

study is that both examine tourist satisfaction using analytical techniques using 

Important Performance Analysis while the differences in this study are the number 

of variables that carefully examined the previous research only variable customer 

satisfaction while this study uses variable tourist preferences and tourist 

satisfaction. The third previous study was research conducted by Pauwah, (2013) 

on "visitors 'perceptions and preferences towards the Melalayang Beach tourist 

area" where Pauwah discussed how visitors' perceptions and preferences towards 

the tourist area of Melalayang Beach. The study uses tabulation techniques by 

giving a score on the number of criteria that are aspects of the study. In the 

discussion of the study it can be seen that the perception of visitors with a weighting 

average of 3.28 is in the aspect of tourist attraction with good sub-aspects, with an 

average weight of 3.75 is a natural landscape. Natural scenery in Melalayang tourist 

attraction is different from other places on the coast of the city of Manado. Visitors' 

preference for the Melalayang beach tourist area with the largest weight average or 

4.36 is a sub-aspect of food stalls in Malalayang Beach tourist attraction. 

 

 

RESEARCH METHODS 

The research was conducted at Virgin Beach, located in Perasi Village, 

Karangasem Regency, Bali. The choice of location is based on several 

considerations, among others, the first Virgin Beach is a beach that has white sand 

in Karangasem Regency which is growing and is in great demand by tourists, both 

domestic and foreign tourists. Virgin Beach has clean white sand and blue sea views 

and green hills around the beach, which is a unique feature that makes tourists 

interested in visiting Virgin Beach. Second, because the development of Virgin 

Beach has not been maximized to support the desires and satisfaction of tourists 

visiting the Virgin Beach of Karangasem. This study takes four months from April 
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1, 2018 to July 2018. The population in this study were tourists visiting Virgin 

Beach. In this study using 40 samples with sampling techniques using incidental 

sampling techniques. With the technique of collecting data using questionnaires and 

documentation. In this study using technical data analysis, namely Descriptive 

Statistics The average calculation is done by summing all tourist preference data 

values (X), then divided by the number of samples. If a group of samples is random 

with the number of samples n, then it can be calculated. 

 

 

 

Information : 

Xi = sample value (tourist preference) 

N = number of samples 

IPA (Importance Performance Analysis) According to Rangkuti (2002), IPA 

(Importance Performance Analysis) is a method used to analyze visitor expectation. 

The data uses a Likert scale as a size scale indicator for interests according to the 

visitor's perception and the level of implementation or real performance of a 

product. Likert scale data are given a quantitative score to be used in calculations. 

Based on the assessment of the level of importance and level of performance a 

calculation will be made on the level of importance and level of performance which 

is then illustrated in a Cartesian diagram. The level of importance and performance 

contained in the Cartesian diagram is in the form of scores of importance and total 

performance. 

Each attribute is positioned in a diagram. The total score assessment of the 

level of performance (performance) shows the position of attributes on the X axis, 

while the position of attributes on the Y axis is indicated by the total score of 

importance on the attribute. 

The Cartesian diagram is a building that is divided into four parts which are 

limited by two lines mutually perpendicular to the point (A, B) A is the average of 

the total score of performance level (performance) and B is the average of the total 

score of importance (importance ) Values A and B are measured using the formula: 

 

𝐴 =  
𝛴𝑋

𝑘
   𝐵 =

𝛴𝑌

𝑘
    

 

Information: 

A = Axis Boundary X 

B = Axis Boundary Y 

K = Number of Attributes  
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a) Quadrant I (Top Priority) 

In this quadrant there are factors that are considered important and / or 

expected by consumers but their performance is considered not satisfactory 

so the company needs to concentrate on allocating its resources to improve 

the performance that goes into this quadrant. 

b) Quadrant II (Maintain Achievement) 

In this quadrant there are factors that are considered important and expected 

as supporting factors for customer satisfaction so companies are required to 

maintain these performance achievements. 

c) Quadrant III (Low Priority) 

In this quadrant there are factors that are considered to have a level of 

perception or actual performance that is low and not too important and or 

not too expected by consumers so the company does not need to prioritize 

or pay more attention to these factors 

d) Quadrant IV (Excessive) 

In this quadrant there are factors that are considered not too important and 

not too expected by the customer so that the company is better allocated 

resources related to these factors to other factors that have a higher priority 

level. 

 

 

RESULT AND DISCUSSION  

Traveler preferences 

The results of the study show that preference indicators include: 

1) Security in Virgin Beach tourist attraction has good value based on tourist 

preferences because it has an average value of 4.2 from the interval score of 
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3.5 - 4.2 with good criteria. Virgin Beach has a clean, clean environment. 

Entering the beach will be treated to a view of the hills to the west and east 

of the beach and a clean beach, and comfortable for swimming tourists. In 

addition Virgin Beach also provides a place for tourists who want to relax 

and enjoy the beauty of nature in Virgin Beach. 

2) Services in Virgin Beach tourist attraction have good value based on tourist 

preferences, this is because services in Virgin Beach tourist attraction have 

an average value of 3.9 from the interval score of 3.5 - 4.2 with good criteria. 

this is caused by service to tourists in Virgin Beach satisfying and in 

accordance with the expectations of visiting tourists. 

3) Accessibility in Virgin Beach tourist attraction based on tourist preferences 

is quite good, because it has an average value of 3.2 from the interval score 

of 2.7 to 3.4 with quite good criteria. This is caused by the distance from 

Denpasar, which is about 1 hour 20 minutes to reach the beach and the 

manager has not been able to build road access to the beach, although there 

are already asphalt roads that can be used by motorbikes and cars, only 

arrive at parking lot. From parking to the beach, tourists still have to walk 

as far as ± 200 meters to get to the beach. 

4) Tourism facilities in the tourist attraction of Virgin Beach have a fairly good 

value from tourist preferences, because it has an average value of 2.7 from 

the interval score of 2.7 to 3.4 with quite good criteria. This is because there 

are many restaurants around the beach that provide food and drink for 

tourists. Most restaurants are managed by the local community of Perasi 

Village, but it is a pity, restaurants on Virgin Beach are still having 

difficulties in providing clean water for tourists who want to take a bath or 

rinse their bodies after swimming on the beach. The unavailability of public 

toilet facilities in Virgin Beach makes tourists have to use the toilet in the 

restaurant in Virgin Beach. besides that tourists are still having difficulty 

accessing the internet network in the tourist attraction of Virgin Beach. 

5) The atmosphere in Virgin Beach's tourist attraction is based on good tourist 

preferences, because it has an average value of 4.2 from the interval score 

of 3.5 - 4.2 with good criteria. Virgin Beach is indeed famous for its 

interesting atmosphere, because this beach is located between two green 

hills, white sand and a clean beach that makes the atmosphere in Virgin 

Beach favored by many local and foreign tourists. 

6) The ability of employees in Virgin Beach tourist attraction based on tourist 

preferences is good because it has an average value of 3.7 from the interval 

score of 3.5 - 4.2 with good criteria. This is because, employees in the Virgin 

Beach tourist attraction are able to serve tourists visiting the tourist 

attractions of Virgin Beach. In addition, restaurant employees / employees 

in Virgin Beach have a high sense of responsibility towards endless tourists. 

Nearly some employees in Virgin Beach's tourist attraction master foreign 

languages, especially English, which makes it easier for tourists to 

communicate with restaurant employees in the tourist attraction of Virgin 

Beach. 

Based on the results of the study it can be concluded that tourists have a good 

preference in the tourist attraction of Virgin Beach because it has an average value 

of 3.6 from the interval score of 3.5 - 4.2 with good criteria. Judging from the 
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Figure 3.1 Cartesian Diagram 
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Based on the results of the Importance Performance Analysis, it shows that the 

Cartesian diagram of the IPA (Importance Performance Analysis) variable occupies 

different quadrants such as: 

Quadrant I (top priority) is filled by tangible variables which according to the 

rating of tourists this variable is considered important, and expected by tourists, but 

its performance is not satisfactory, it is necessary to increase the performance of 

physical evidence variables such as facilities, cleanliness of facilities and also the 

appearance of employees in the restaurant in Virgin Beach's tourist attraction. 

Quadrant II (maintain performance) is filled with responsiveness and assurance 

that is what according to the rating of tourists this variable is considered important 

and can support tourist satisfaction while in the tourist attraction of Virgin Beach, 

so the tourist attraction of Virgin Beach need to maintain the performance of the 

responsiveness and assurance. 

Quadrant III (low priority) is filled by reliability variables which are based on 

variable traveler rating in this quadrant that has low performance, and is not too 

expected by tourists so companies such as restaurants in Virgin Beach tourist 

attraction need to pay more attention to reliability ( reliability) employees who work 

in restaurants. 

Quadrant IV (excessive) is filled by the variable empathy (empathy) where based 

on rating of tourists this variable is not too expected so companies such as 
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restaurants in Virgin Beach tourist attraction are better prioritizing variables that 

have high priority, in order to meet tourist satisfaction while in power Virgin 

Beach tourist attraction. 

 

 

CONCLUSION  

Based on the results of the study show that the conclusions: 

1. The preference of tourists visiting the tourist attractions of Virgin Beach as 

follows: 

a. Travelers have a good preference for comfort, service, employee ability 

and atmosphere in Virgin tourist attraction, which is in the interval of 

3,5 - 4,2 with good criteria. 

b. Travelers have a pretty good preference for accessibility and facilities, 

namely in the interval 2.7 to 3.4 with quite good criteria. 

c. Overall, tourist preferences in Virgin Beach's tourist attraction are good, 

because it has a value of 3.8 with good criteria and has been according 

to the wishes of tourists. 

2. Tourist Satisfaction in Virgin Beach 

Based on the results of the study show the conclusion that tourist satisfaction 

as measured by indicators: reliability, responsiveness, assurance, empathy 

and tangible evidence on Virgin Beach are as follows: 

a. Quadrant I (top priority) that is the indicator that is the top priority is 

tangible evidence which states that this indicator is a top priority and is 

highly expected by tourists to meet tourist satisfaction but in reality the 

performance of tangible indicators cannot meet tourist expectations 

while in Virgin Beach. 

b. Quadrant II (Maintain Achievement) is an indicator that needs to 

maintain achievement is responsiveness and assurance where tourists 

are satisfied with this indicator because it is in accordance with the 

expectations of tourists while in Virgin Beach. Therefore the 

achievements of these indicators need to be maintained so that they are 

still able to provide satisfaction to tourists. 

c. Quadrant III (Low Priority) is an indicator that gets low priority from 

tourists is reliability (reliability) where the indicator is not too expected 

by tourists and its performance is not too high. So it is necessary to 

increase the performance of this indicator so that this indicator is able 

to become a top priority and give satisfaction to tourists in Virgin 

Beach. 

d. Quadrant IV (Excessive) which is an indicator that is considered 

excessive by tourists is empathy (empathy) where this indicator is not 

expected by tourists to meet tourist satisfaction while in Virgin Beach. 

So that Virgin Beach is expected to further improve the performance of 

priority indicators for tourists to fulfill their satisfaction while in Virgin 

Beach. 

 

SUGGESTION 

Based on the conclusions drawn from the analysis of the data, the authors provide 

recommendations according to the following indicators: 
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1. Accessibility aspects in the tourist attraction of Virgin Beach. 

a. Improve access from parking to a rocky beach so that tourists are safer 

and more comfortable when passing the road. 

2. Facility aspect in the tourist attraction of Virgin Beach. 

a. There is a need for additional public toilets for tourists in the tourist 

attraction of Virgin Beach. 

b. There needs to be an additional source of clean water in the tourist 

attraction of Virgin Beach to meet the needs of clean water for tourists 

who visit. 

c. Improve telecommunications networks so that all network providers can 

access the internet while on Virgin Beach. 

d. Adding complete recreational facilities so that tourists feel at home in 

Virgin Beach. 

3. Aspects of Tourist Satisfaction 

a. Improving the performance of tangible evidence in terms of the 

completeness of tourist facilities, cleanliness of tourist facilities and 

cleanliness of employees at Virgin Beach, given the tourists' 

expectations of tangible evidence to fulfill their satisfaction when 

visiting Virgin Beach. 

b. Improve the performance of employees when serving tourists, in order 

to be able to provide services in accordance with the expectations of 

tourists. 
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