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Abstract  The purpose of this study is to analyze the 

quality of the event and its impact on participant and 

spectator satisfaction at the 2024 Indonesia National Sports 

Week (PON) multi-sport event in Indonesia. This study 

employs a quantitative approach, utilizing an associative 

causal design, to assess the correlation between event 

quality factors such as game performance, entertainment, 

staff quality, and physical surroundings, as well as the 

satisfaction of both participants and spectators. Data were 

collected through a Likert questionnaire with scales 1–7 

from 650 participants (athletes, contingent managers, and 

coaches) and 748 spectators. The statistical analysis used 

was a multiple linear regression test using SPSS v23. The 

results showed that event quality contributed significantly 

to participant (R² = 0.777) and spectator satisfaction (R² = 

0.594), with staff quality as the main factor, followed by 

entertainment in the game and physical surroundings. 

These results emphasize the importance of staff training to 

improve professionalism and communication, adding 

entertainment elements, and improving physical facilities 

to create a positive and sustainable experience. The 

implications of this study recommend improvement 

strategies should focus on humanistic and operational 

aspects to increase satisfaction and loyalty to national 
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sporting events. 
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1. Introduction

The 21st Indonesian National Sports Week in 2024, 

known as PON, is a highly anticipated national sporting 

event in Indonesia that is able to attract the attention of 

many athletes, spectators, and enthusiasts from all over the 

country. This event is important because it is held every 

four years and is a benchmark for regional success in 

fostering national-level sporting achievements in Indonesia 

[1], [2]. Therefore, the implementation of PON must be 

well prepared so that participants can show their best 

abilities without any significant obstacles. 

Event quality and participant/spectator satisfaction are 

crucial factors that contribute to the overall success and 

impact of such a large-scale event [3]. A quality event will 

meet visitor expectations regarding the quality of service 

received [4]. More people will attend a high-quality event, 

which is beneficial [5], [6]. Previous studies have shown 

that major sports events can have a significant impact on 

enhancing the quality of a tourist destination [7], [8]. The 

hosting of such events can foster economic and social 

development, as well as promote the city or country on a 

global scale [9]. In the case of Indonesia, sports tourism has 

been recognized as a key element in stimulating local and 

non-local participation, as well as promoting the country's 

diverse culture [10], [11]. 

Understanding sporting event performance can help 

stakeholders and destinations maximize hosting by 

assessing whether event goals and expectations were met 

[12], [13]. Researchers have investigated many criteria to 

evaluate the efficacy of sporting events. These variables 

encompass participant and spectator pleasure, participant 

intent, revenue generation, and the legacy of event hosting. 

The investigation also examines the reasons individuals 

return to the event and the impact of hosting on this 

phenomenon [14]–[18]. The concept of satisfaction is 

essential for company success since satisfied consumers 

demonstrate greater devotion to our service and are more 

inclined to recommend it, securing the service's 

profitability and sustainability. Satisfaction is defined as a 

comprehensive evaluation based on the customer's 

purchasing and consuming experiences throughout time 

[19]. Sutriani, Muslim and Ramli [20] assert that 

contentment is a comprehensive assessment derived from a 

collection of satisfactions based on the consumer's prior 

experiences. Certain definitions emphasize pleasure as an 

outcome, while others focus on the consumer's evaluative 

process of the product. 

Satisfaction is directly correlated with service 

excellence. A multitude of studies have concentrated on the 

determinants that significantly affect service user 

happiness [21]–[24]. In his research, Wiji explores the 

correlation between the quality of sports tourism events 

and tourist loyalty, demonstrating that the quality of sports 

events significantly influences tourist loyalty [25]. Karo 

Karo and Nur [26] in their research found that enhancing 

event quality is significantly correlated with participant 

satisfaction, accounting for 71.2 percent of its effect on the 

development of such satisfaction. Nikolaos and 

Theodoros [27] also stated in their research that service 

quality, such as reliability, accessibility, security, and 

physical facilities, greatly affects the satisfaction of 

professional football spectators and their perceived value. 

These factors significantly contribute to the intention to 

return to watch the match and recommend it to others, 

although the level of willingness to share through word-

of-mouth is slightly lower. To increase long-term 

audience loyalty, clubs and stadium managers are advised 

to focus on improving aspects of service that are 

considered lacking, such as the comfort of facilities and 

ease of access, in order to create a positive, sustainable 

experience. 
This research paper aims to provide an in-depth analysis 

of the event quality and its influence on the satisfaction 

levels of both participants and spectators during the 2024 

Indonesia National Sports Week. The 2024 Indonesia 

National Sports Week is a prime example of such a sports 

tourism initiative in Indonesia. Understanding the factors 

that contribute to the event quality and 

participant/spectator satisfaction can provide valuable 

insights for organizers, policymakers, and tourism 

stakeholders to maximize the impact and legacy of this 

national sporting event [28]–[30]. 

2. Material and Methods

2.1. Study Design and Participants 

This research is a quantitative study that takes a 

causal-associative approach. This kind of research is 

conducted with the intention of determining the impact or 

link that exists between two or more variables. 

Associative research, a type of characteristic research, 

focuses on issues that arise from a causal relationship 

between two or more variables. In this particular instance, 

the quality of the event (game performance, in-game 

entertainment, staff quality, and physical environment) is 

suspected of influencing the satisfaction of both the 

participants and the spectator at the 2024 Indonesia 

National Sports Week (PON) event. 

The participants of this study consisted of athletes, 

contingent managers, coaches, and spectators involved in 

the 2024 Indonesia National Sports Week (PON) in North 

Sumatra and Aceh Provinces. The total participants 

included 650 athletes, coaches, and contingent managers, 

as well as 748 spectators who were selected using the 

snowball sampling technique. 

This research follows ethical principles to protect 

participants' rights and well-being. Before participating, 
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participants receive information about the purpose, 

procedures, benefits, and potential risks, and they have the 

right to withdraw at any time. Confidentiality and 

anonymity are maintained, and data collected is used only 

for research purposes. Only authorized researchers have 

access to participants' personal data. The research aims to 

prevent physical, psychological, or social harm, and if side 

effects occur, appropriate support is provided. Researchers 

must communicate the purpose and methods honestly, 

avoid manipulation, and provide explanations of results. 

Conflict of interest is avoided, and consent from a 

responsible guardian or coach is obtained for underage 

athletes or participants. By adhering to ethical standards, 

the research ensures valid and accountable results while 

respecting participants' rights and well-being. 

2.2. Research Instrument 

The 21st Indonesian National Sports Week (PON) was 

held in two provinces, namely North Sumatra and Aceh, 

on September 8–20, 2024. Due to its large area, the 

researcher asked for help from the 2024 Indonesia 

National Sports Week (PON) event volunteers to 

distribute the 2024 PON event quality, participant 

satisfaction, and spectator satisfaction instruments. Before 

distributing the questionnaire, the researcher conducted a 

focus group discussion (FGD) with volunteers and other 

research teams to compile the questionnaire and ensure its 

distribution. In this study, the researcher assigned 20 

volunteers to collect data in Aceh province and 25 

volunteers to collect data in North Sumatra province. Data 

distribution began on September 10, 2024, while the 

deadline for filling out the questionnaire was September 

20, 2024. 

The questionnaire employed a positive Likert scale, 

ranging from 1 to 7, with criteria ranging from very bad to 

very good. The questionnaire was distributed boldly in the 

form of positive statements to all respondents, namely 

athletes, contingent administrators, coaches, and 

spectators of the 2024 Indonesia National Sports Week 

(PON). The event quality questionnaire consisted of game 

performance, in-game entertainment, staff quality, and 

physical environment with a total of 12 questions. The 

results of the reliability test using the Cronbach alpha 

coefficient method showed a value of 0.955. The 

participant satisfaction questionnaire, consisting of 6 

questions, demonstrated a reliable value of 0.924, while 

the spectator satisfaction questionnaire, consisting of 9 

questions, demonstrated a reliable value of 0.939. All 

questionnaires used had a reliability value > 0.7, which 

means that the questionnaire is reliable to use [31]. 

2.3. Statistical Analysis 

The total value, mean, and standard deviation of each 

subvariable are presented in this study to determine the 

descriptive value of each variable. The Cronbach alpha 

reliability test was also conducted to measure the 

reliability of the questionnaire used, and the Pearson 

correlation test with a significance level of 0.01 was used 

to determine the relationship between the event quality 

variable and participant and spectator satisfaction of the 

2024 Indonesia National Sports Week (PON). Finally, the 

standard regression coefficients were calculated to 

determine the relationships in the model [32]. Data 

analysis was carried out with the help of SPSS V23 

software and Microsoft Excel 2016. 

3. Result

The results of this study aim to provide an in-depth 

understanding of the quality of the event and the level of 

satisfaction of participants and spectators at the 2024 

Indonesia National Sports Week (PON). The data 

presented covers various dimensions, such as game 

performance, in-game entertainment, staff quality, and 

physical surroundings, which are assessed based on 

participant perceptions. Table 1 will first present the 

sociodemographic conditions of the participants involved 

in this study. 

Table 1 shows that there were 650 respondents (athletes, 

coaches, and contingent managers) and 748 spectator 

respondents. In the sports category, 33 branches were 

represented, with the largest contributions coming from 

drum band (9.23%), diving (7.23%), and badminton 

(6.15%). Conversely, sports like wrestling, archery, and 

muaythai had the lowest participation rates, ranging from 

0.15% to 0.31%. This shows the varying levels of 

popularity among the sports that compete. 

In terms of province of origin, respondents came from 

34 provinces in Indonesia. The highest participation came 

from Nanggroe Aceh Darussalam (12.31%), North 

Sumatra (14.92%), and DKI Jakarta (9.85%), while 

provinces such as Bengkulu, Southwest Papua, and North 

Kalimantan showed minimal participation (0.31%). This 

distribution illustrates fairly even representation from all 

over Indonesia, although there are differences in the 

number of participants between provinces. 

In terms of roles, respondents consisted of athletes 

(8.37%), coaches (36.27%), contingent managers (1.86%), 

and spectators (53.51%). Spectators dominated as the 

largest group, followed by coaches, while the number of 

athletes was relatively small compared to other categories. 

These data indicate that the survey included not only 

competitive participants but also the general public who 

acted as spectators. The overall data provides a broad and 

representative picture, important for evaluating the quality 

of events and formulating strategies for improving 

national sports events in the future. 
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Table 1.  Socio-demographic variables of Respondent 

Sports Province Position 

 

f 

(N=650) %  

f 

(N=650) %  

f 

(N=1398) % 

Aero Sport 2 0.31 Bali 29 4.46 Athlete 117 8.37 

Fencing 20 3.08 Bangka Belitung 4 0.62 Contingent manager 26 1.86 

Powerlifting 6 0.92 Banten 30 4.62 Coach 507 36.27 

Weightlifting 2 0.31 Bengkulu 2 0.31 spectator 748 53.51 

Track and field 15 2.31 Yogyakarta 14 2.15    

Baseball/Softball 3 0.46 Jakarta 64 9.85    

Basketball 2 0.31 Gorontalo 4 0.62    

Billiards 9 1.38 Jambi 9 1.38    

Bodybuilding 12 1.85 West Java 54 8.31    

Volleyball 22 3.38 Central Java 54 8.31    

Bowling 33 5.08 East Java 54 8.31    

Badminton 40 6.15 West Kalimantan 3 0.46    

Cricket 16 2.46 South Kalimantan 19 2.92    

Dance Sport 8 1.23 Central Kalimantan 3 0.46    

Rowing 5 0.77 East Kalimantan 3 0.46    

Drum Band 60 9.23 North Kalimantan 2 0.31    

E-Sport 2 0.31 Riau islands 14 2.15    

Futsal 9 1.38 Lampung 13 2.00    

Gateball 5 0.77 Maluku 2 0.31    

Golf 4 0.62 Nanggroe Aceh Darussalam 80 12.31    

Wrestling 1 0.15 West Nusa Tenggara 11 1.69    

Hapkido 6 0.92 East Nusa Tenggara 2 0.31    

Hockey 36 5.54 Papua 13 2.00    

Judo 6 0.92 Southwest Papua 2 0.31    

Kabaddi 2 0.31 Papua Mountains 13 2.00    

Karate 12 1.85 Papua 2 0.31    

Kick Boxing 31 4.77 Central Papua 3 0.46    

Kurash 2 0.31 Riau 13 2.00    

Sailing 4 0.62 South Sulawesi 8 1.23    

Dive 47 7.23 Central Sulawesi 7 1.08    

Shooting 7 1.08 Southeast Sulawesi 3 0.46    

Muaythai 2 0.31 West Sumatra 6 0.92    

Archery 5 0.77 South Sumatra 13 2.00    

Sport Climbing 8 1.23 North Sumatra 97 14.92    

Pencak Silat 16 2.46       

Petanque 8 1.23       

Pickleball 3 0.46       

Swimming 2 0.31       
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Table 1 continued 

Artistic 

Swimming 2 0.31 

Rugby 2 0.31 

Diving 6 0.92 

Gymnastics 17 2.62 

Football 23 3.54 

Roller Skates 11 1.69 

Soft Tennis 8 1.23 

Squash 11 1.69 

Taekwondo 29 4.46 

Tarung Derajat 10 1.54 

Tennis 3 0.46 

Table Tennis 12 1.85 

Boxing 2 0.31 

Wushu 41 6.31 

Table 2 illustrates the descriptive quality of the event, 

participant satisfaction, and spectator satisfaction of the 

2024 Indonesia National Sports Week (PON). Event 

quality was measured through four subvariables: game 

performance, in-game entertainment, staff quality, and 

physical surroundings. In the game performance 

subvariable, the player ability indicator obtained the 

highest average (6.18±1.10), while the match operation 

had the lowest average (5.66±1.34). The in-game 

entertainment subvariable showed the highest score in the 

entertainment indicator (6.00±1.15), followed by pleasure 

(5.96±1.18) and enjoyment (5.89±1.23). For staff quality, 

personal skills obtained the lowest average (5.73±1.26), 

while staff behavior achieved the highest value (5.79±1.25). 

In physical surroundings, environmental design recorded 

the lowest average (5.49±1.40), while accessibility was 

slightly higher (5.55±1.36). 

Participant satisfaction was also assessed through 6 

indicators, with transportation services recording the 

highest average (5.78±1.31) and matchmaking 

organizations having the lowest score (5.60±1.31). This 

indicates that logistical aspects, such as transportation, 

were more satisfactory than matching planning aspects. 

Spectator satisfaction was measured through nine 

indicators, with athlete performance recording the highest 

average (5.98±1.32) and venue accessibility being the 

lowest (5.28±1.62). Data show that while matches and 

athletes were good, event location accessibility could be 

improved. Overall, the average scores across all indicators 

indicate that both participants and spectators were quite 

satisfied with the quality of the event. 

Table 3 and Table 4 show the relationship between event 

quality and participant and spectator satisfaction levels at 

the 2024 Indonesia National Sports Week (PON) through 

the Pearson correlation analysis. All event quality 

subvariables have a significant positive correlation with 

participant and spectator satisfaction (p < 0.001). In 

participant satisfaction (Table 3), staff quality has the 

highest correlation (r = 0.814), followed by in-game 

entertainment (r = 0.785) and physical surroundings (r = 

0.784), while game performance has a slightly lower 

correlation (r = 0.765). With a coefficient of determination 

(R square) of 0.777, event quality explains 77.7% of the 

variation in participant satisfaction. In spectator 

satisfaction (Table 4), staff quality also shows the highest 

correlation (r = 0.710), followed by in-game entertainment 

(r = 0.706), and physical surroundings have the lowest 

correlation (r = 0.669). With an R square of 0.594, event 

quality explains 59.4% of the variation in spectator 

satisfaction. Overall, these results indicate that staff quality 

and in-game entertainment are the main factors that 

influence participant and spectator satisfaction. Therefore, 

improving the quality of staff service and entertainment 

experience is a priority to create more satisfying sporting 

events. 

Table 5 shows the outcomes of the ANOVA test that 

looked at how different aspects of the quality of the event 

(such as game performance, in-game entertainment, staff 

quality and physical surroundings) affected the happiness 

of both players and fans in the 2024 Indonesia National 

Sports Week (PON). The test results show that the 

regression model used is statistically significant, with an F 

value of 560.279 for participant satisfaction and 236.089 

for spectator satisfaction (p < 0.001). This indicates that the 

event quality subvariables together contribute significantly 

to explaining variations in participant and spectator 

satisfaction. 
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Table 2.  Descriptive of Event quality, Participant satisfaction and Spectator satisfaction of PON 2024 

Sub variable Indicator Value (N=650) Mean±SD 

Game Performance Atmosphere 3812 5.860±1.22 

Player ability 4018 6.18±1.10 

Match operation 3676 5.66±1.34 

In-Game Entertainment Enjoyment 3831 5.89±1.23 

Pleasure 3875 5.96±1.18 

Entertainment 3899 6.00±1.15 

Staff Quality Attitude 3733 5.74±1.25 

Behavior 3762 5.79±1.25 

Personnel skills 3724 5.73±1.26 

Physical Surroundings Design 3570 5.49±1.40 

Facilities 3512 5.40±1.40 

Accessibility 3609 5.55±1.36 

Participant satisfaction Match results 3690 5.68±1.39 

Accommodation service 3719 5.72±1.27 

Match organization 3638 5.60±1.31 

Transportation service 3759 5.78±1.31 

Accreditation service 3714 5.71±1.21 

Overall service 3701 5.69±1.22 

Spectators satisfaction Indoor facilities 4099 5.48±1.57 

Match continuity 4239 5.67±1.50 

Match results 4279 5.72±1.44 

Organizing committee 4044 5.41±1.57 

Referee leadership 4164 5.57±1.52 

Match infrastructure 4078 5.45±1.55 

Access to the match venue 3952 5.28±1.62 

Match atmosphere 4203 5.62±1.48 

Athlete performance 4472 5.98±1.32 

Table 3.  Pearson Correlation of Event Quality with Participant Satisfaction 

Variable Subvariable p (sig.) r R R Square Adjusted R Square Std. Error of the Estimate 

Event Quality 

Game Performance 0.000* 0.765 

0.881 0.777 0.775 3.11165 
In-Game Entertainment 0.000* 0.785 

Staff Quality 0.000* 0.814 

Physical Surroundings 0.000* 0.784 

*significant at p<0.001 

Table 4.  Pearson Correlation of Event Quality with Spectator satisfaction 

Variable Subvariable p (sig.) r R R Square Adjusted R Square Std. Error of the Estimate 

Event Quality 

Game Performance 0.000* 0.671 

0.771 0.594 0.592 6.14693 
In-Game Entertainment 0.000* 0.706 

Staff Quality 0.000* 0.710 

Physical Surroundings 0.000* 0.669 

*significant at p<0.001 
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Table 5.  Anova test result 

Dependent Variable Sum of Squares Df Mean Square F Sig. 

Participant Satisfaction 21699.343 4 5424.836 560.279 .000b 

Spectator Satisfaction 35682.190 4 8920.548 236.089 .000b 

b. Predictors: (Constant), game performance, in-game entertainment, staff quality and physical surroundings

Table 6.  Coefficients of Participant Satisfaction 

Model B Std. Error Β t Sig. 

(Constant) 2.728 0.721 3.783 0.000 

Game Performance 0.248 0.076 0.119 3.283 0.001 

In-Game Entertainment 0.403 0.075 0.201 5.406 0.000 

Staff Quality 0.658 0.058 0.358 11.313 0.000 

Physical Surroundings 0.517 0.050 0.302 10.353 0.000 

Dependent Variable: Participant Satisfaction

For participant satisfaction, the sum of squares of 

21,699.343 indicates that variations in participant 

satisfaction are largely influenced by the quality of the 

event evaluated in this study. Likewise, for spectator 

satisfaction, the sum of squares of 35,682.190 indicates 

that event quality plays an important role in influencing 

spectator satisfaction. The high mean square values 

(5,424.836 for participant satisfaction and 8,920.548 for 

spectator satisfaction) confirm that the variation between 

groups is greater than the variation within groups, 

strengthening the significance of the influence of event 

quality on satisfaction. 

The results of the linear regression analysis in Table 6 

demonstrate the impact of the event quality subvariable on 

the participants' satisfaction in the 2024 Indonesia National 

Sports Week (PON). The subvariables analyzed include 

game performance, in-game entertainment, staff quality, 

and physical surroundings. The constant value of 2.728 

indicates that if all event quality subvariables are 0, 

participant satisfaction remains at the base level of 2.728. 

Among the subvariables, staff quality has the greatest 

effect with a regression coefficient (B) of 0.658 and a 

standard β value of 0.358, indicating that improving staff 

quality significantly contributes to increasing participant 

satisfaction (p <0.001). The physical surroundings 

subvariable also shows a strong effect, with a regression 

coefficient of 0.517 and a standard β of 0.302 (p <0.001). 

Meanwhile, entertainment in the match has a moderate 

influence with a regression coefficient of 0.403 and a 

standardised β of 0.201 (p < 0.001), while match 

performance gives the smallest contribution with a 

regression coefficient of 0.248 and a standardised β of 

0.119 (p < 0.01). These results indicate that human-related 

factors, such as staff service quality, are more significant in 

increasing participant satisfaction than operational 

elements such as match performance. Therefore, 

improving staff quality and managing the physical 

surroundings should be a priority to improve participant 

experience in sporting events. 

Table 7 shows the results of a linear regression analysis 

of the effects of event quality subvariables on audience 

satisfaction in the 2024 Indonesia National Sports Week 

(PON). The subvariables measured include game 

performance, in-game entertainment, staff quality, and 

physical surroundings. The constant value of 14.223 

indicates that even though all event quality subvariables 

are zero, the basic level of spectator satisfaction remains 

at that number. 

Of the four subvariables, staff quality has the greatest 

impact on spectator satisfaction, with a regression 

coefficient of 0.820 and a standard β value of 0.304 and a 

very high level of significance (p < 0.001). Entertainment 

in the match is also an important factor, with a regression 

coefficient of 0.766 and a standard β value of 0.260 (p < 

0.001). This shows that the entertainment element has a 

significant appeal to the audience and contributes directly 

to their satisfaction. 

Furthermore, the physical surroundings make a 

moderate contribution to spectator satisfaction, with a 

regression coefficient of 0.532 and a standardized β value 

of 0.212 (p < 0.001). In contrast, match performance has 

the least influence on spectator satisfaction, with a 

regression coefficient of 0.241 and a standardized β value 

of 0.079; it does not reach the level of significance (p = 

0.107). These findings indicate that spectator experience is 

more influenced by non-competitive elements such as 

staff quality and entertainment than by the technical 

aspects of the match. Therefore, to improve spectator 

satisfaction, the main focus should be directed toward 

improving staff services and providing attractive 

entertainment during the match. 
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Table 7.  Coefficients of Spectator Satisfaction 

Model B Std. Error Β t Sig. 

(Constant) 14.223 1.424 9.986 0.000 

Game Performance 0.241 0.149 0.079 1.612 0.107 

In-Game Entertainment 0.766 0.147 0.260 5.195 0.000 

Staff Quality 0.820 0.115 0.304 7.135 0.000 

Physical Surroundings 0.532 0.099 0.212 5.388 0.000 

4. Discussion

This data illustrates the relationship between event 

quality and participant and spectator satisfaction, 

providing an empirical basis for formulating strategic 

recommendations for improving the quality of national 

sporting events in the future. Through systematic data 

analysis, this study is expected to be a reference for 

stakeholders in organizing high-quality sporting events, 

maximizing participant and spectator satisfaction, and 

strengthening the long-term positive impact on promoting 

Indonesian sports and tourism. Furthermore, the research 

data will be explained in detail in the following tables and 

narratives. 

The management and performance of multi-purpose 

stadiums, such as those used for the 2024 Indonesia 

National Sports Week (PON) event, are crucial factors in 

ensuring the satisfaction of both participants and spectators. 

Event service quality has been shown to play a significant 

role in determining spectators' satisfaction and their 

intentions to reattend the event. Similarly, the 

identification and maintenance of relevant factors that 

influence visitor satisfaction with stadiums are essential for 

the successful management of these multi-functional 

venues. Statistical analysis shows that all event quality 

subvariables have a significant relationship with 

participant satisfaction (R² = 0.777) and spectator 

satisfaction (R² = 0.594). The results of the regression 

analysis revealed that staff quality has the largest 

contribution to participant satisfaction (β = 0.358) and 

spectator satisfaction (β = 0.304), while match 

performance has the smallest influence, especially on 

spectator satisfaction. These findings emphasize the 

importance of human interaction quality in enhancing the 

experience during the event. Based on these results, this 

study recommends that organizers prioritize staff training, 

improve physical facilities, and provide attractive 

entertainment during the match. 

Researchers have identified that the quality of the staff 

and services offered at these events can play a significant 

role in shaping participants' overall perceptions and 

satisfaction levels [33], [34]. One key aspect of service 

quality in the sporting event context is the professionalism 

and knowledge of the staff [35], [36]. Well-trained staff are 

able to provide effective communication, such as 

conveying information clearly, responding quickly to 

questions, and providing appropriate direction during the 

event [37]. This makes participants feel appreciated and 

comfortable. In addition, the technical expertise and 

professionalism of the staff, such as fair referees or 

responsive logistics officers, ensure the smooth running 

and confidence of participants in the event's organization 

[38]. The friendly and proactive attitude of the staff also 

plays an important role in creating a positive experience, 

especially when staff actively offer help or solutions 

without being asked [39]. 

In crisis situations, such as scheduling delays or 

medical events, the staff's ability to quickly manage 

problems can prevent participant dissatisfaction [40]. Not 

only that, attention to participants' needs, such as 

providing adequate facilities and fast service, can improve 

their overall experience [41]. The combination of all these 

aspects shows that competent and professional staff play a 

key role in creating a memorable event experience. 

Therefore, organizers of sporting events, especially the 

next PON, need to ensure continuous training for staff to 

improve the quality of service, which has a direct impact 

on participant satisfaction [42]. 

Improving the physical surroundings and providing 

attractive entertainment during sporting events have a 

significant impact on participant and spectator satisfaction. 

Adequate physical surroundings, such as standard fields, 

comfortable changing rooms, clean toilets, ergonomic 

seating, and excellent accessibility, allow participants to 

compete optimally [43]. These facilities also provide 

comfort for spectators, which ultimately improves their 

overall experience [44]. Research shows that high-quality 

facilities not only support athlete performance but also 

provide a positive impression, which increases loyalty to 

the event organizer [45]. Sports events require adequate 

facilities and infrastructure, with each unique branch 

requiring special attention for optimal performance [46], 

[47]. 

For spectators, entertainment elements such as visual 

and auditory effects enrich their sensory experience. This 

engaging atmosphere not only increases the emotional 

involvement of spectators but also strengthens the 

connection between them and the sporting event they are 

watching [48], [49]. Sporting events with additional 

entertainment elements, such as half-time shows or 

modern lighting, tend to provide higher levels of 

satisfaction than matches that focus only on the technical 
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aspects of the sport. Therefore, entertainment in sports not 

only enriches the atmosphere but also has a significant 

influence in creating a memorable experience and 

increasing the satisfaction of all parties involved [50], 

[51]. 

In addition, the accessibility of the match venue also 

needs to be improved to increase the comfort of 

participants and spectators of the 2024 Indonesia National 

Sports Week (PON) sporting event. Access to sports 

facilities for training and competition is a critical aspect in 

fulfilling consumer demand, and it is essential for 

assessing an organization’s ability to satisfy present client 

needs while strategizing for future expansion [52]. This 

access is typically linked with a varied spectrum of users, 

including athletes, coaches and members of the 

community, including those with disabilities [43]. 

Universal design, also known as universal accessibility, is 

the design and construction of an environment that is 

accessible and exploitable to all people, regardless of age, 

aptitude, or disability [43]. 

4.1. Study Limitations 

The study has several limitations, including sample 

selection, methodology, and scope of context. The 

snowball sampling technique used may cause bias, as 

recommended individuals tend to have similar 

characteristics, making them less representative of the 

population. The study involved 650 participants and 748 

spectators, but the uneven distribution between provinces 

limits generalisations. The Likert-scale questionnaire used 

for measuring event quality and satisfaction may also be 

biased, as respondents tend to give more socially 

acceptable answers. Multiple linear regression has 

limitations in capturing complex relationships between 

variables, such as the interaction between the physical 

environment and staff quality. 

The study's scope is limited to national sporting events, 

making its findings not fully generalisable to international 

sporting events or competitions with different formats. 

External factors, such as weather conditions, government 

policies, and community economic situations, were not 

analysed. Data analysis was performed using SPSS v23 

software with a linear regression approach and ANOVA 

test, but no qualitative analysis was conducted. There was 

no comparative analysis between sports that competed, 

making it difficult to identify variations in satisfaction 

based on sport type. Future research should use more 

representative sampling methods and incorporate 

qualitative methods like in-depth interviews or focus group 

discussions. Further studies are necessary to comprehend 

the long-term influence of event quality on participant and 

spectator loyalty. 

5. Conclusions 

This study can be concluded that the event quality of the 

2024 Indonesia National Sports Week (PON) has a 

significant influence on participant and spectator 

satisfaction, with staff quality as the main determining 

factor, followed by in-game entertainment and physical 

surroundings. Organizers should prioritize staff training to 

enhance professionalism and communication, and 

incorporate interesting entertainment elements like visual 

shows and a supportive atmosphere to improve experience 

and loyalty. In addition, improvements to physical 

surroundings, such as seating comfort, cleanliness, and 

accessibility, need to be carried out by implementing a 

universal design that is inclusive of all users. This strategy 

not only increases immediate satisfaction but also creates a 

sustainable experience that encourages future participation. 

A further implication of this study is the need for a more 

comprehensive approach in the planning and evaluation of 

national sporting events. Organizers of PON or similar 

events can use the results of this study as a basis for 

improving service standards and experiences for all parties 

involved. In addition, this study also opens up 

opportunities for further studies that can explore more 

deeply the long-term effects of event quality on participant 

and spectator loyalty. Thus, improving the quality of 

sporting events not only impacts the direct experience 

during the event but also the sustainability of public 

participation and enthusiasm for national sporting events in 

the future. 
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