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Avrticle Info Abstract

Submitted: Diving tourism has become a significant sector in Bali's tourism industry,
December 29" 2023 contributing notably to the local economy and attracting divers from
Accepted: around the world. Bali diving tourism needs to be managed properly to
March 25™ 2024 strengthen competitiveness in the face of increasingly fierce competition.
Published: Using a set of attributes of diving tourism, this study aims to evaluate the
March 301 2024 compatibility of the diving tourism attributes that are important to divers

and the performance of these attributes and to determine the actual per-
formance of the diving tourism attributes in Bali. Data were collected
through a questionnaire survey of 236 respondents regarding the im-
portance of the 20 diving tourism attributes and their satisfaction with
these attributes. As many as 13 of the 20 diving tourism attributes in Bali
performed positively, meaning that the level of satisfaction exceeded the
level of importance, and only one attribute performed negatively, mean-
ing that the level of satisfaction was lower than the level of importance.
Importance-Performance analysis shows that the attributes that are the
competitive strengths of Bali diving tourism are coral cover, coral diver-
sity, water visibility, dive equipment settings, divemaster competence,
safety measures, and pre-dive briefing. The attributes that become weak-
nesses are the fish abundance, fish diversity, megafauna, and the imple-
mentation of the diving code of conduct. Diving tourism stakeholders in
Bali must focus on improving the attributes that are weaknesses and
maintaining the attributes that are strengths to strengthen the competitive-
ness of Bali diving tourism in the future.

Keywords: diving tourism; importance; satisfaction; performance; com-
petitiveness.

INTRODUCTION ecosystems and marine biodiversity. This
is important for the competitiveness of Bali
Background tourism as one of the world's tourism des-

Bali has large and diverse diving tinations, considering that diving tourism is
tourism resources in the form of coral reef @ type of marine tourism that is growing
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rapidly in the global tourism industry (Bin-
ney, 2009; Dimmock & Musa, 2015; Ong
& Musa, 2012; Roche et al., 2016;
Wiranatha et al., 2016). However, compe-
tition among dive destinations is likely to
be tougher in the future. More than 100
countries or regions in the world have ben-
efited greatly from diving tourism and are
competing for the dive tourism niche mar-
ket (Spalding et al., 2017). To be able to
compete, any tourist destination must en-
sure that the attraction as a whole is supe-
rior to other alternative tourist destinations
and at the same time ensure a quality tour-
ist experience is achieved (Dwyer et al.,
2004).

Therefore, Bali diving tourism des-
tinations need to evaluate themselves in the
face of long-term market competition. To
remain competitive, destinations must con-
tinuously recognize changing trends and
map service quality. The most important
thing from the knowledge gained through
this evaluation is that diving tourism desti-
nations need to build competitiveness by
focusing on the attributes that are most im-
portant to divers to visit them. Further-
more, Bali diving tourism stakeholders
need to work and innovate in the develop-
ment of products and services to improve
the quality of the experience and divers'
satisfaction with the aspects that are im-
portant to them.

Based on this mission, this study
aims to: (1) to evaluate the compatibility of
diving tourism attributes that are important
to divers and performance based on their
satisfaction with these attributes and (2) to
find out the actual performance of diving
tourism attributes in Bali. This evaluation
will show the attributes that are strengths
and/or weaknesses for Bali in facing com-
petition, as well as the efforts that must be
made to build the competitiveness of Bali
diving tourism.

LITERATURE REVIEW

Diving tourism is a type of marine
tourism that is synonymous with coral reef
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tourism. Diving tourism grew out of the ad-
venture tourism market and constitutes a
significant part of international and domes-
tic travel worldwide (Musa & Dimmock,
2012). Underwater tourism has increas-
ingly developed since the discovery of
Self-Contained Underwater Breathing Ap-
paratus (SCUBA) equipment by Jacques
Cousteau and Ernile Gagnan in 1943. In
connection with the main equipment for
diving, UNWTO (2001) defines scuba div-
ing tourism as "people who travel to desti-
nation with the primary purpose of taking
part in scuba diving”.

Demand for a particular dive loca-
tion according to Davis & Tisdell (1996) is
a function of many variables. The two
more important variables are price and en-
vironmental quality. Quality refers to aes-
thetic appeal, attractive marine life and vis-
ibility. Additionally, important utilities for
scuba diving include ease of access, site
conditions, dive quality and availability of
alternate attractions. Some divers avoid
busy dive sites. The results of O’Reilly
(1982) research show that divers expect
clear water, underwater views, marine life,
accessibility, and low costs for their diving
trips. In Hawai, Tabata (1992) found that
other conditions such as boat facilities and
the availability of beautiful underwater ge-
ological formations were among the condi-
tions sought for a satisfactory diving expe-
rience.

Research by MacCarthy et al. (2006)
in Western Australia, Queensland and
Thailand found satisfaction from diving
with clear water, beautiful underwater
views, and marine life. Satisfaction can
also come from diving buddies, the cama-
raderie of fellow divers and even chance
encounters with strangers while diving.
Results of the quantitative survey by Mac-
Carthy et al. (2006) revealed that equip-
ment reliability, safety, and operator effi-
ciency (functional service) are important
criteria in determining diver satisfaction.
Meanwhile, the results of their qualitative
research found many problems, some func-
tional, some technical, but many
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experiential and subjective elements that
can determine satisfaction. Some criteria
for measuring diver satisfaction are outside
the direct control of the dive operator.
Weather is a perfect example. However, re-
search by MacCarthy et al. (2006) showed
that in situations where divers experience
technical and functional dissatisfaction,
they can still offset this dissatisfaction with
sufficient experiential satisfaction, so that
their overall experience remains positive.

Musa (2002) examined divers' satis-
faction on Sipadan Island by measuring
twenty-four items representing the diving
environment, service, and impact. Re-
search findings showed that 97.8% of di-
vers were satisfied with their experience on
the island. The top five satisfaction attrib-
utes were marine life, friendly/helpful
staff, good company, water temperature,
and easy dive access. Concerns have arisen
regarding haphazard tourism development,
high density and worsening underwater
visibility. Meanwhile, Musa et al. (2006)
measured divers' satisfaction on Layang-
Layang Island using sixteen satisfaction
items. The five satisfaction factors re-
vealed were service, lodging and food, en-
vironment, safety facilities and underwater
nature. They reported that only the natural
underwater dimensions significantly influ-
enced overall satisfaction among divers.
This indicates the intensity of the diving in-
dustry's dependence on a single dimension
(the environment) represented by marine
biota, coral reefs, underwater landscapes
and water temperature.

Paterson et al. (2012) examined how
diving environmental  characteristics
(physical and biological) influence diver
satisfaction in the Florida Keys. The re-
spondents were asked to indicate their level
of satisfaction with 10 items, namely, see-
ing healthy coral, experiencing easy diving
conditions, experiencing good water Vvisi-
bility, seeing undamaged coral locations,
and seeing marine life, seeing large fish,
seeing underwater formations unique, see
live coral, experience the natural environ-
ment, and relax. The results show that the
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difference between expectations and per-
ceptions (experience) and the level of spe-
cialization of divers influence their level of
satisfaction. The findings showed that see-
ing big fish contributed to divers' overall
satisfaction at all levels of specialization.
Divers were also found to have realistic ex-
pectations as they were generally satisfied
with their diving experience.

The  competitiveness  attributes
measured in diving tourism competitive-
ness research are very diverse. Pabel &
Coghlan (2011) and Naidoo et al. (2016)
used specific attributes of diving tourism
from resource variables and dive operator
service variables, without including desti-
nation management variables. Queiroz
Neto et al. (2017) uses complete attributes
including resource variables, dive operator
service variables, and destination manage-
ment variables. Also added are comple-
mentary tourist attraction variables and
visa policies. Uyarra et al. (2005) focused
on the attributes of diving tourism resource
variables, plus variables related to disease
risk, complementary tourist attractions,
and visitor crowd factors. Coghlan &
Prideaux (2009) research uses attributes
from resource variables, situational condi-
tions and demand factors, and market per-
formance, without considering service and
destination management variables. Mean-
while, O’Neill et al. (2002) adopted the at-
tributes of the SERVQUAL model. While
O’Neill et al. (2002) specifically examined
the attributes of dive operator service vari-
ables.

METHODS

This study wuses primary data
sources. A structured questionnaire was
used to collect data from respondents. The
questionnaire was designed to obtain the
respondent's characteristics, the diving
tourism attributes that are important, and
the divers' satisfaction with these attrib-
utes.

The target population in this study
are foreign and domestic tourists who dive
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in Bali with the condition that these tourists
have experience diving outside Bali. Sam-
ple or respondents were used as data
sources using a purposive sampling tech-
nique. The questionnaires were distributed
to dive operators in Bali dive sites, includ-
ing Sanur, Tanjung Benoa, Nusa Penida,
Candidasa, Padangbai, Jemeluk, Tu-
lamben, and Pemuteran. A total of 236
completed questionnaires were collected.

Twenty diving tourism attributes
were selected to evaluate the attributes that
are important to divers and their satisfac-
tion with these attributes. The diving tour-
ism attributes used in this study were mod-
ified from the study of Coghlan & Prideaux
(2009); MacCarthy et al. (2006); Musa et
al. (2006); O’Neill et al. (2000); Pabel &
Coghlan (2011); Paterson et al. (2012). The
diving tourism attributes are grouped into
three variables, including the resource var-
iable which consists of seven attributes, the
services of dive operator variable which
consists of nine attributes, and the destina-
tion management variable which consists
of four attributes.

The importance and performance
ratings were measured through a 5-point
Likert scale. The importance ratings are
1=very unimportant to 5=very important.
The performance ratings are 1=very dissat-
isfied to 5=very satisfied. The hypothesis
proposed in this study is H1: There is a sig-
nificant difference between the importance
and performance of the attributes per-
ceived by the respondents.

Evaluation of the compatibility be-
tween the importance and performance of
each diving tourism attribute (testing the
H1 hypothesis) using paired sample t-test.
The analysis of the actual performance of
the diving tourism attributes using Im-
portance Performance Analysis (IPA) ac-
cording to Martilla & James (1977).

RESULTS AND DISCUSSIONS
Characteristics of Respondents

Respondents involved in this study
consisted of 49.58% male and 50.42%
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female, the largest proportion was in the
age group 20-29 years (46.61%), with
higher education, namely undergraduate to
doctoral degrees reached 95.76%, and the
four occupations with the largest propor-
tion  respectively were employees
(35.59%), professionals (26.69%), stu-
dents (18.64%), and entrepreneurs (16.95
%). Respondents represent 24 countries
from five continents. Respondents from
Europe covered 13 countries with a very
dominant proportion (72.46%), mean-
while, the five countries with the highest
proportion were Germany and the Nether-
lands (18.64%), England (11.44%), France
(7.63%), and the United States (7.20%).
Most of the respondents (52.97%) are re-
peat divers in Bali.

In terms of gender, this study found
that the proportion of female divers in Bali
was slightly higher than that of males. This
shows that divers are not always male-
dominated, in contrast to the results of pre-
vious studies, among others Pabel & Cogh-
lan (2011); Roche et al. (2016); Skoufas et
al. (2018), which stated that males were
dominating diving tourists. Even Garrod &
Gossling (2008) state that scuba divers are
male-oriented. This is due to physical
needs, heavy equipment, required condi-
tions, higher income, and because the male
is more daring to venture into the unknown
underwater realm.

Diving tourists in Bali are domi-
nated by the young age group. This is fol-
lowing Garrod & Gossling (2008); Lemke
& Olech (2011); Musa et al. (2006); Ong
& Musa (2012), that people who enjoy div-
ing tourism are young people aged 20-49
years. The tourist taxonomy, which is dom-
inated by young divers, bodes well for the
sustainability of the diving tourism market
in Bali. Considering that repeater divers in
Bali are also relatively high, it shows that
Bali has become one of the choices of va-
cation destinations while enjoying the
beauty of the underwater world. According
to Correia et al. (2015), the behavioral pat-
tern of repeaters can be the foundation of
visit loyalty related to satisfaction.
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Table 1. Demographic Characteristics of Respondents

. Sample . Sample
Profile/Category Valid P % Profile/Category Valid P %
Gender: Citizenship:
Male 117 49.58 USA 17 7.20
Female 119 50.42 Canada 10 4.24
Age group (year): Indonesia 8 3.39
<20 6 2.54 South Korea 7 2.97
20-29 110 46.61 Hongkong 4 1.69
30 -39 67 28.39 Australia 11 4.66
40 -49 22 9.32 Netherlands 44  18.64
50 -59 23 9.75 Germany 44  18.64
60+ 8 3.39 UK 27 1144
Education level: France 18 7.63
Senior High School 10 4.24 Switzerland 15 6.36
Academy 63 26.69 Belgium 8 3.39
Bachelor 125 5297 Denmark 6 2.54
Master 35 14.83 Austria 2 0.85
Doctoral 3 1.27 Bangladesh 2 0.85
Main occupation: China 2 0.85
Entrepreneur 40 16.95 Czech 2 0.85
Professional 62 26.27 South Africa 2 0.85
Student 44 18.64 Italia 2 0.85
:Ei(r;;ployee (Privat dan pub- y 25 56 Other§ (Japan, F_zussia, . -
' Estonia, Slovakia, Kyr- '
Others 6 2.54 gyzstan)

Source: Research Result, 2024.

The characteristics of the education
level of diving tourists are strongly related
to socioeconomic variables. Socio-eco-
nomically, the diving tourism market seg-
ment is based on the profession and income
of tourists along with the level of educa-
tion. According to Lemke & Olech (2011),
scuba diving tourism is relatively expen-
sive due to equipment, intensive training,
and travel costs. In general, diving tourism
activities involve people with relatively
high incomes.

In terms of nationality, diving tour-
ists in Bali are predominantly from the Eu-
ropean continent. This is following the re-
sults of a study by Pabel & Coghlan (2011)
and the CBI Minister of Foreign Affairs
(2017), that Europe is a key market source
for world divers. Countries in Western Eu-
rope such as Germany, France, and the UK
are strong world diving tourism markets.

http://ojs.unud.ac.id/index.php/eot

Divers from countries in Europe are at-
tracted to sustainable tourism destinations,
with a high level of security and safety.
They are increasingly seeking unique dive
sites. It was further stated that the main
destinations for divers from Europe in-
clude Egypt, Maldives, Thailand, Indone-
sia, Mexico, and the Galapagos. South Pa-
cific Tourism Organisation (2014) reports
that the USA is also the world's main mar-
ket for diving tourism.

The majority of respondents
(61.86%) experienced diving in one or
more countries in the Southeast Asia re-
gion (excluding Indonesia). The three most
visited countries are Thailand, the Philip-
pines, and Malaysia. This diver’s experi-
ence profile follows a study by Lew
(2013), that Indonesia and Thailand are the
two countries in Southeast Asia that are the
main destinations for world divers,

e-1SSN 2407-392X. p-ISSN 2541-0857



E-Journal of Tourism VVol.11. No.1. (2024): 55-66

followed by Malaysia and the Philippines.
Respondents with experience diving in one
or more Indonesian diving destinations
(outside Bali) were 60.59%, of which the
two most visited destinations were
Gili/Lombok (54.66%) and Komodo
(13.14%). Meanwhile, respondents with
experience diving outside Indonesia in-
clude Australia 19.49%, Micronesia
4.66%, Hawaii 11.44%, South Pacific

10.17%,  Caribbean/Central ~ America
15.25%, the Indian Ocean 9.75%, and
other regions 1.69% (Table 2). This data
shows that diving tourism destinations that
are competitors for Bali in the Southeast
Asian region are Thailand, the Philippines,
and Malaysia. Meanwhile, Bali's competi-
tors at the national level are Gili/Lombok
and Komodo.

Table 2. Respondents Experience Diving in Destinations Other Than Bali

Number of respondents

by number of diving expe- Total
Destinations riences
1-5 6-10 >11 Y
timee  times timer 0
Indonesia (outside Bali) 143 60.59
Gili/Lombok 120 5 4 129 54.66
Komodo 28 1 2 31 13.14
Raja Ampat/Papua 12 1 0 13 5.51
Wakatobi 12 0 0 12 5.08
Others (Bunaken, Derawan, Togean, Alor) 19 1 0 20 8.47
Southeast Asia 146 61.86
Malaysia 26 1 0 27 11.44
Philippines 58 2 0 60 25.42
Thailand 104 14 7 125 52.97
Cambodian 22 0 0 22 9.32
Others (Taiwan, Myanmar) 9 0 0 9 3.81
Australia 38 1 7 46 19.49
Micronesia 11 4.66
Palau 7 0 1 8 3.39
Others (Guam, Federation of Micronesia) 6 0 0 6 2.54
Hawai’i 26 1 0 27 11.44
South Pacific 24 10.17
Solomon Islands 15 0 0 15 6.36
Vanuatu 15 0 0 15 6.36
Fiji 6 0 0 6 2.54
Caribbean/Central America 36 15.25
Belize 11 1 3 15 6.36
Bahamas 12 0 1 13 5.51
Others (Ecuador, Puerto Rico, Panama,
Colombia, Mexiko, Honduras, Bonaire) 13 1 3 17 7.20
The Indian Ocean 23 9.75
Maldives 20 0 0 20 8.47
Others (Seychelles, Mauritius, Tanzania) 7 0 1 8 3.39
Red Sea (Egypt) 26 2 1 29 12.29

Source: Research Result, 2024.
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Compatibility Between The Importance
and Performance of Diving Tourism At-
tributes

The mean score of the importance of
the respondents on the diving tourism at-
tributes and the mean score of performance
of these attributes are shown in Table 3.
Overall, the mean score of importance
score is MI = 3.39 and the mean score of
performance is MP = 3.54 with the value of
reliability being o = 0.935 and a = 0.949,
respectively for the importance and perfor-
mance scale. In terms of importance, re-
spondents are most concerned with the re-
source variable (MI =3.49; o= 0.921), fol-
lowed by the operator service variable (Ml
= 3.41; a = 0.855), and destination man-
agement (MI = 3.18; a = 0.821).

Meanwhile, in terms of performance, re-
spondents were most satisfied with the op-
erator service variable (MP = 3.63; a =
0.931), followed by the resource variable
(MP = 3.59; a = 0.887), and destination
management (MP = 3.26; a = 0.912).

The five attributes that are most im-
portant to the respondents are visibility (M
= 3.75), dive equipment settings (MI =
3.73), safety measures (Ml = 3.71), pre-
dive briefing (Ml = 3.75), = 3.57), and dive
master competence (Ml = 3.52). Mean-
while, the five attributes that are perceived
as having the highest performance are dive
equipment settings (MP = 3.95), water vis-
ibility (MP = 3.93), dive master compe-
tence (MP = 3.87), crew (MP = 3.81), and
underwater landscapes (MP = 3.76).

Table 3. The Test Results of The Compatibility Between The Performance and
Importance of The Diving Tourism Attributes

. . . MP- Sig.

No Diving Tourism Attributes Ml MP M1 t value (2tailed)
A Resource variable 349 359

1 Underwater landscapes 339 376 037 -7.380 0.000"
2  Coral cover 3.47 3.68 0.21 -3.856 0.000"
3 Coral diversity 344 363 0.19 -3.857 0.000"
4 Fish abundance 342 341 -0.01 0.189 0.851
5  Fish diversity 345 340 -0.05 1.096 0.274
6  Megafauna 350 329 -0.21 3.121 0.002"
7 Water visibility 3.75 393 0.18 -3.224 0.001"
B  Operator service variable 3.41 3.63

8  Dive equipment setting 373 395 0.22 -4.397 0.000"
9  Comfort on the boat 3.14 3.31 0.17 -2.980 0.003"
10 Cost 330 332 0.02 -0.401 0.689
11  Dive master competence 3.52 3.87 0.35 -7.107 0.000"
12 Crew 336 381 045 -9.263 0.000"
13  Safety measures 3.71 3.72 0.01 -0.318 0.751
14 Pre-dive briefing 357 370 0.13 -2.593 0.010"
15  Accuracy of customer service 316 351 0.3 -7.892 0.000"
16 Availability of educational materials 324 344 0.2 -4.647 0.000"
C Management destination variable 3.18 3.26

17  Destination infrastructure/facilities 308 321 013 -3.335 0.001"
18 Destination security 304 319 015 -3.357  0.001"
19 Implementation of the diving code of 0.443

conduct 340 343 0.03 -0.768
20  Destination information center 3.18 3.22 0.04 -0.878 0.381

“) Significant; MI = mean score of importance; MP = mean score of performance

Source: Research Result, 2024.
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The results of the paired sample t-
test to evaluate the significance of the com-
patibility between importance and perfor-
mance for each diving tourism attribute
(H1 hypothesis testing) in Table 3 con-
clude that the hypothesis is accepted for 14
attributes. This means that there are 14 at-
tributes with a mean score of importance
that is significantly different from the mean
score of performance. Thirteen of these at-
tributes are positive performers and one at-
tribute is negative. Attributes that perform
positively mean the level of satisfaction of
respondents is significantly higher than the
level of importance, while attributes that
perform negatively are the opposite.

The positive performing attributes
consist of four attributes of the resource
variable including underwater landscapes,
coral cover, coral diversity, and water visi-
bility; eight attributes of the operator ser-
vice variable include dive equipment set-
tings, comfort on the boat, divemaster

competence, crew, pre-dive briefing, the
accuracy of customer service, and availa-
bility of educational materials; and two of
the destination management variable in-
clude destination infrastructure/facilities
and destination security.

Several previous studies have shown
that divers get satisfaction, especially with
resource variables, meaning that the attrib-
utes of resource variables such as coral
reefs, water temperature, marine life, and
underwater landscapes contribute to diver
satisfaction compared to other variables
(Ince & Bowen, 2011; Musa, 2002; Musa
et al., 2006). Meanwhile, the results of
other studies show that divers get satisfac-
tion, especially with operator service vari-
ables, such as friendly crew, safety efforts,
and dive equipment settings (Meisel-Lusby
& Cotrell, 2008; O’Neill et al., 2000;
Thirumoorthi et al., 2013).

4
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Figure 1. Importance-Performance Analysis of The Diving Tourism Attributes in Bali
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The only negative performing attrib-
ute was the megafauna of the resource var-
iable. The presence of megafaunas in the
waters of Bali is perceived as unsatisfac-
tory due to the high motivation to find
these megafaunas in diving. Finding meg-
afaunas such as sharks, napoleon wrasses,
humphead parrotfishes, sea turtles, and
manta rays in diving is one of the priority
divers' motivations (Lucrezi et al., 2013;
MacCarthy et al., 2006; Meyer et al., 2002;
Musa, 2002; Paterson et al., 2012).

The analysis of the relative position
of the diving tourism attributes concerning
the overall mean score of importance and
performance using IPA is shown in Figure
1. A four-quadrant matrix of IPA outcomes
is constructed by two axes based on the
overall mean score of importance (Ml =
3.39) and the overall mean score of perfor-
mance (MP = 3.54). There are five attrib-
utes located in quadrant B (Keep up the
good work). These attributes indicate the
optimal level of performance, exceeding
the overall mean score of the attributes
concerning attributes that are also consid-
ered important by respondents.

These attributes can be judged as the
competitive strength of Bali diving tour-
ism, including water visibility, coral cover,
coral diversity, dive equipment settings,
divemaster competence, safety measures,
and pre-dive briefing. According to (Mar-
tilla & James, 1977), the attributes that are
in the Keep up the good work quadrant are
attributes that perform well so they need to
be maintained. Meanwhile, according to
Bindu & Kanagaraj, (2013); Boley et al.
(2017), as a destination's competitive
strength, these attributes can be used as a
focus in destination marketing, and in the
future, they must strive to maintain its
quality.

Attributes that are in quadrant A
(Concentrate here) can be considered as a
weakness in the competitiveness of Bali
diving tourism where respondents have
high expectations for these attributes but
their performance is low. Four attributes
fall in quadrant A, including fish

http://ojs.unud.ac.id/index.php/eot

abundance, fish diversity, megafauna, and
the implementation of the diving code of
conduct. Three of these attributes are re-
source variables. Problems related to the
fish abundance and the lack of megafauna
in the waters of Bali have been revealed by
Allen & Erdmann (2012), that there have
been indications of overfishing in almost
every coral reef location in Bali.

According to Martilla & James
(1977), the attributes in the Concentrate
here quadrant are low-performing attrib-
utes that need to be the focus of improve-
ment. Furthermore, Boley et al. (2017)
stated that the attributes in this quadrant
pose the biggest problems for destinations,
and therefore require urgent managerial at-
tention to improve their quality and perfor-
mance. It is also suggested by Bindu &
Kanagaraj (2013) that the attributes in the
Concentrate here area indicate that destina-
tion management and service operators
need more attention to it and try to change
it to an area that has strength for that desti-
nation in the future.

Seven attributes are in quadrant C
(Low priority), including comfort on the
boat, cost, accuracy of customer service,
availability of educational/informational
materials, destination infrastructure or fa-
cilities, destination security, and destina-
tion information center. The attributes in
this quadrant indicate that respondents are
less concerned with these attributes and
their performance is also perceived as low.
Most of the attributes of the destination
management variable fall in this quadrant.
According to O’Neill et al. (2000), quad-
rant C reflects the tendency for certain as-
pects of the organization not to work opti-
mally. However, because the importance
of these aspects is also low, it is not neces-
sary to prioritize efforts for improvement.

Furthermore, there are two attributes
in quadrant D (Possible overkill) which
means that the expectation of respondents
to these attributes is low but the perfor-
mance is high. These attributes include un-
derwater landscape and crew. According
to Bindu & Kanagaraj (2013), attributes
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that are rated low in importance and high
in performance are areas that service pro-
viders should continue to maintain at the
same level of effort. Likewise, Martilla &
James (1977) stated that although the at-
tributes were judged to be of slight im-
portance because their performance was
considered well, these good work practices
could be used as a reason to continue.

CONCLUSION

Thirteen of the 20 attributes of Bali
diving tourism evaluated were positive
performers, including underwater land-
scapes, coral cover, coral diversity, water
visibility, dive equipment settings, comfort
on the boat, divemaster competence, crew,
pre-dive briefing, the accuracy of customer
service, availability of educational materi-
als, destination infrastructure/facilities,
and destination security. The only negative
performing attribute is the megafauna.

Visibility, coral cover, coral diver-
sity, diving equipment settings, divemaster
competence, safety measures, and pre-dive
briefing are attributes of Bali diving tour-
ism that are relatively positioned as opti-
mal actual performance, exceeding the
overall average of attributes concerning the
importance of these attributes. These at-
tributes can be used as strengths in devel-
oping competitive Bali diving tourism. On
the other hand, attributes, including fish
abundance, fish diversity, megafauna, and
the implementation of the diving code of
conduct are weaknesses and require prior-
ity efforts to improve.

Bali diving stakeholders need to be
more focused and continuously improve
the performance of these attributes to re-
verse the condition so that they become a
force in the competition considering that
these attributes are highly valued by re-
spondents. Meanwhile, the attributes that
have performed well need to be main-
tained.
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