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Abstract. Study provided here aiming for identifying Balinese customers 

regarding local services provided by local people in the hospitality industry. This 

was done in response to the rapid development of the hospitality sector in Bali, 

which creates challenge for the local people. The theories used were the theory 

of management as well as planned behavior theory. This study’s categorization 

belongs to quantitative, employing a survey design. A survey was conducted 

using 29 items of questions provided via Google Forms. The results were 

considered positive from the customers' perspectives, implying that local services 

in Bali must be maintained. Furthermore, management should understand the 

importance of maintaining high standards for local services to ensure customer 

satisfaction. 
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1 Introduction 

Becoming one of the famous islands in the world is a key target for every 

government to maintain the economic stability of the country. The same goes to Bali 

Island, which won the title of Travelers Choice Best of the Best 2021 by the travel 

site TripAdvisor. This award shows Bali's superiority as a world-famous Indonesian 

tourist destination. Bali has long been recognized as a major tourist destination for 

domestic and foreign tourists, thanks to its stunning natural beauty and well-

preserved local traditions and wisdom, which create an attractive travel atmosphere 

for visitors (CNN Indonesia, 2022).  
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Moreover, the Balinese people are also known to be quite friendly and tolerant 

toward visitors who come with various characters. What they do for customers 

represents the implementation planned behavior theory. Intention is without 

questioning it, the marvelous predictor of behavior, defining that understand 

someone's understanding to act the willingness to do, the one and only sweetest 

thing to do is to know their intentions. However, a person is able creating judgment 

call based on whole differentiable point of view (not always based on intentions). 

An important concept in this theory is salience, which is considering something that 

is categorized as precious which is determined by personal norm and attitudes 

(Imawati, 2020). In this case, the consistent friendliness of the Balinese people 

toward customers is driven by the hope of achieving positive outcomes or 

reciprocation, rooted in the Hindu philosophy of Tat Twam Asi, which is “I am You, 

You are Me”, the implementation of Karma.   

Like many tourist destinations around the world, Bali has also felt COVID-19  

impact (Amrita, et al, 2021). The economical situation has been disrupted by travel 

restrictions imposed by many countries to avoid the spread of the virus, including 

airport closures and reduced international flight capacity (BPS Bali, 2022). Hotels, 

restaurants, and tourism-related businesses have experienced a significant decline 

in income due to the limited number of visitors (BI, 2020). 

Global economic conditions that have not fully recovered, posing a significant 

challenge to reviving the tourism sector (Hanoatubun, 2020). Fluctuations in global 

energy and food commodity prices caused by the conflict between Russia and 

Ukraine further impact the economic situation of tourism in Bali. The government 

and tourism industry players are striving to promote tourism in Bali. They use digital 

campaigns and collaborate with the media to boost tourist interest in visiting Bali. 

On the other hand, Bali also faces unexpected impact from the Russia-Ukraine 

conflict. This island is a destination for Russian and Ukrainian citizens who use 

tourist visas. (Adrian, et al, 2023). Some are genuinely vacationing, while others 

seek refuge from the war, engage in legal employment, or work without proper 

documentation. Many have overstayed their permitted tourist visa periods (Muhlisa, 

2020). This phenomenon involves not only Russian and Ukrainian citizens, but also 

a number of foreign tourists from various countries who are looking for 

opportunities in Bali. Interestingly, not all foreigners arriving in Bali are tourists 

visiting solely for recreation. Instead, some capitalize on local conditions to find 

economic opportunities. Ironically, they often take jobs that are usually done by 

local residents, such as photographers, tour guides, and even babysitters. This 

creates a challenge for the local industry in Bali in providing good service to the 

consumers. Based on this phenomena, it is interesting to study customer 

perspectives on local services provided by locals in Bali's hospitality industry. 
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2 Literature Review 

2.1 Theory of Management 

This section will discuss general management concepts that can be applied in 

managing tourism destinations. This includes effective management of human 

resources, finance, and operations. The concept of HRM has been defined by various 

experts. According to Handoko (2014, p.4), HRM was defined the recruiting, 

selecting, developing, maintaining, and using of human resources for target purpose. 

According to Hasibuan (2017, p.10), HRM was a scientific art regulation the 

relationship and role of the pressuring work to activate as well as making efficient 

to support realization of company’s purposes as well as employees and the 

community. Mangkunegara (2013, p.2), describes HRM to be the management and 

individual resource’s utilization, optimally developed workplace to achieve both 

organizational goals and the personal growth of employees. Based on the 

perspective delivered, it leads that HRM involves the effective and efficient 

management of a company's human resources to help achieve organizational 

objectives. 

According to Aditama (2020, p.10) management functions were the initial 

elements presented as benchmarks for managing partner’ activities to achieve 

purposes. The functions in management are known as planning, organizing, 

actuating, and controlling (POAC). The management functions are as follows: 1. 

Planning Function which was process defining organizational goals, creates 

strategies for achieving it, and realizing organizational work activity plan. As the 

initial stage in any business activity, the planning function is needed as the first stage 

to determine the direction and goals of the organization in the future. 2. Organizing 

Function, Organizing involves the process of structuring and allocating 

organizational resources into a formal organizational structure that aligns 

company’s vision, mission, as well as for objectives. 3. Implementation Function 

(Actuating), Implementation is the process of implementing all forms of plans, 

concepts, ideas and concepts that have been previously prepared company's vision 

and mission achievement. 4. Control Function (Control), Control is one of the 

management functions to control the performance’s barometer like ensuring that 

what has been planned, prepared, and implemented is in accordance with the 

procedures that have been made. This control function will monitor the possibility 

of deviations in implementation, so that they can be detected early so that prevention 

and improvement efforts can be carried out. 

2.2 Theory of Planned Behavior 

The theory of planned behavior distinguishes among three types of beliefs, 

namely behavioral beliefs, normative beliefs, and control beliefs, which are related 

to the constructs of attitude, subjective norm, and perceived behavioral control 

(Ajzen, 1991). It is fair to say that all beliefs associate the behavior of interest with 

some form of attribute, be it an outcome, a normative expectation, or the resources 

required to perform the behavior. Thus, it is possible to integrate all beliefs about a 
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given behavior to derive an overall measure of dispositional behavior. The main 

objection to such an approach is that it blurs meaningful distinctions, both from a 

theoretical and a practical standpoint. Theoretically, the personal evaluations of the 

behavior (attitude), the expected social behavior (subjective norm), and the 

perceived self-efficacy for the behavior (perceived behavioral control) are very 

different concepts, each playing an important role in social and behavioral research 

(Ajzen, 1991). 

2.3 Research Framework 

The result of literature review indicated this study for offering visitors to give good 

feedback as well as positive review to Balinese local service if the services given 

are based on good behavior and attitude while maintaining self-efficacy. This is 

because by having good behavior and attitude, the visitors will feel secure and they 

feel that they are treated as special that are unlikely to return (Tiara, Mahendra, & 

Fortunisa, 2023). 
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This study employs a descriptive quantitative design in the form of a case study 

conducted in Bali area, involving 65 respondents who completed the close – ended 

questionnaires related to local services in hospitality. The questionnaire consists of a 

series of statements accompanied by alternative answers, utilizing a Likert scale with 

five response options, ranging from one (1) to five (5). Testing of research 

instruments is carried out by conducting validity tests and reliability tests. 

1) Validity Test 

Validity testing is a test that aims to assess whether a set of measuring instruments 

has accurately measured what should be measured. Validity according to Sugiyono 

(2018) indicates the degree of accuracy between the actual data observed in the object 

and the data collected by the researcher. Validity testing in this study was carried out 

by correlating the scores of each item addressed to the respondent with the total score 

of all items in the variable. The way to find the validity value of an item is to correlate 

the score of the item with the total score of the items of the variable, if the correlation 

value is 0.3 and above then the factor is a strong construct, conversely if the 

correlation value is below 0.3 then it can be concluded that the instrument item is not 

valid (Sugiyono, 2018). The calculation of the validity of the instrument item is 

carried out using the SPSS (Statistical Product and Service Solution) program. Valid 

statements are then tested for reliability. 

2) Reliability Test 

Reliability is the consistency of a series of measurements or a series of measuring 

instruments. This can be in the form of measurements from the same measuring 

instrument (test with retest) will give the same results or, in the case of more 

subjective measurements, that two assessors provide comparable scores (inter-rater 

reliability). The definition of reliability according to Sugiyono (2018) states that the 

reliability test is the extent to which the results of measurements using the same object 

will produce the same data. Reliability testing is carried out using Cronbach's Alpha. 

A Cronbach's Alpha coefficient greater than 0.6 indicates that the instrument is 

reliable (Sugiyono, 2018). This is the result of reliability: 

Table 1. Reliability Statistics of 29 Items 

Reliability Result 

Cronbach's Alpha Cronbach's Alpha Based 

on Standardized Items 

Number of Items 

.968 .968 29 

Source: Developed for Research 
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After finishing the data calculation of the questionnaire, conclusions of each 

statement were combined. In describing the result of the research, the mean of 

each category was analyzed to determine whether the category received overall 

positive or negative responses. The researcher used the scale to decide whether 

the category had positive or negative responses from Yanse (2016) in which 1 – 

2.4 is categorized as negative and 2.5 -5 is categorized as positive. 

4 Findings 

The data was considered as valid since all items in the Pearson correlation were 

significant at 0.01 level (sig-2 tailed) and the data was considered as reliable 

since the value of Cronbach Alpha is 0.968 which is considered as highly 

reliable. The result of mean score can be seen below. 

Table 2. Mean for Each Item 

Descriptive Statistics Mean Std. Deviation N 

POINTQST1 4.51 0.664 65 

POINTQST2 4.36 0.671 66 

POINTQST3 4.21 0.755 66 

POINTQST4 4.36 0.671 66 

POINTQST5 4.30 0.656 66 

POINTQST6 4.08 0.933 66 

POINTQST7 4.29 0.627 66 

POINTQST8 4.26 0.640 66 

POINTQST9 4.44 0.726 66 

      POINTQST10 4.22 0.760 65 

POINTQST11 4.18 0.721 66 

POINTQST12 4.21 0.691 66 

POINTQST13 4.14 0.726 65 

POINTQST14 4.14 0.721 66 

POINTQST15 4.06 0.699 66 

POINTQST16 4.12 0.734 66 
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POINTQST17 3.92 0.714 65 

POINTQST18 4.15 0.749 66 

POINTQST19 4.12 0.713 66 

POINTQST20 4.20 0.666 65 

POINTQST21 4.18 0.727 65 

POINTQST22 4.20 0.689 65 

POINTQST23 4.14 0.742 66 

POINTQST24 4.31 0.683 65 

POINTQST25 4.09 0.696 66 

POINTQST26 4.09 0.785 65 

POINTQST27 3.92 0.797 65 

POINTQST28 3.88 0.851 66 

POINTQST29 3.98 0.832 66 

Source: Developed for Research 

Based on data in Table 2, it can be observed that none of the mean scores are 

below 3. This indicates that all responses for each question fall within the 

positive range, as highlighted by the mean of the total responses shown below:  

Table 3. Summary Item Statistics 

Items Statistics 

 

Item Means 

Means 

4.164 

Number of Items 

29 

 

Source: Developed for Resear
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490.301 59 8.310     Between People 

Within 

People 

Between 

Items 

39.857 28 1.423 5.334 0.000 

Residual 440.832 1652 0.267   
Total 480.690 1680 0.286 

Grand

Total 

 Mean = 4.16 

970.991 1739 0.558 
  

Source: Developed for Research 

The mean score of all items is 4.164, which according to Yanse (2016)’s 

categorization, it is considered as positive. This indicates that, from the 

customers' perspective, local services in Bali are perceived positively. 

Additionally, the significance value (sig) is 0.00, which is lower than 5%, 

further supporting the result.  

5 Conclusion 

It is implied that this local services must be maintained, and management 

should recognize the importance of upholding high standards to ensure 

customer satisfaction. Local services have a significant impact on customers' 

perceptions, aligning with Aditama's (2020) assertion that management 

functions are fundamental elements in the management process and serve as 

benchmarks for managers in achieving company goals. Since local services are 

an important part of the company management, it should be maintained to keep 

customer’s satisfactory as part of the goals. To conclude, perspective of 

customers in Bali in terms of local services provided by local people in 

hospitality industry is considered as positive.  
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Table 4. List of Questions 

No Questions Options 

Very 

Good 

Good Average Bad Very 

Bad 

1 What is the perception of tourists regarding 

the culture heritage in a perspective of local 

services? 

      

2 What are tourists' perceptions of quality of 

cultural services at Bali tourist attractions? 

      

3 What is the perception of tourists regarding 

the satisfaction given by local services? 

     

4 What is the perception of tourists regarding 

the provision of information about cultural 

heritage by tour guides at Bali tourist 

attractions? 

     

5 What are tourists' perceptions in terms of 

communicating the cultural heritage with 

tourists at Bali tourist attractions? 

     

6 What are tourists' perceptions of the 

alertness of cultural heritage at Bali tourist 

attractions? 

     

7 How alert is the tour guide in providing 

explanation about cultural heritage at Bali 

tourist attractions? 

     

8 What is the perception of tourists regarding 

to provision of cleanliness and comfortable 

services as part of cultural heritage at Bali 

     

9 What are tourists' perceptions of the 

friendliness as part of cultural heritage at 

Bali tourist attractions? 

     

10 What are tourists' perceptions of tourists' 

trust in cultural heritage information at Bali 

tourist attractions? 

     

11 What is the perception of tourists regarding 

the understanding about cultural heritage at 

Bali tourist attractions? 

     

12 How do tourists perceive the politeness as 

part of cultural heritage towards tourists? 

     

13 What are tourists' perceptions of attitude 

quality based on the cultural heritage at Bali 

tourist attractions? 

     

14 Do you think the tourist attraction matches 

the needs of adult tourist? 
     

15 Do you think the tourist attraction matches 

the needs of middle age people? 
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16 Do you think the tourist attraction matches 

the needs of youth? 
     

17 Do you think the tour guide can handle any 

complaints from different type of people? 
     

18 What are the tourists perception about 

preserving cultural heritage in tourism 

places in Bali? 

     

19 What are the tourist perception about 

preserving the society habit as part of 

cultural heritage in tourism places in Bali? 

     

20 What are the tourist perception about effort 

of providing cultural performance in 

tourism places in Bali? 

     

21 The outcome of preservation of cultural 

heritage works well for attracting the tourist 
     

22 The outcome of preservation makes tourist 

understanding cultural heritage in Bali 
     

23 The outcome of preservation makes easier 

for tourist to adapt to the cultural heritage in 

Bali 

     

24 What are the tourist perception about effort 

of promoting cultural performance in 

tourism places in Bali? 

     

25 What are the tourist perception about 

promotion strategy of cultural heritage and 

tourism places in Bali? 

     

26 What are the tourist perception about digital 

marketing for cultural heritage and tourism 

place in Bali? 

     

27 What are the tourist perception of mass 

selling of cultural heritage to the target 

market in Bali? 

     

28 Do you think the industry have applied 

promotional strategy of cultural heritage in 

a proper way? 

     

29 What are the tourist perception of personal 

selling of cultural heritage to the target 

market in Bali? 
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