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Abstract: The adventure tourism experience is a growing area of scholars’ 
research. This conceptual article thoroughly examines the fundamental con-
cepts involved in the definition of Adventure Tourism, highlighting SERVQUAL 
dimensions (reliability, assurance, tangibles, empathy, and responsiveness) 
which can be applied to measure service quality in the adventure tourism ex-
perience. Publications from the Scopus and WoS databases, through the com-
bination of complementary approaches of literature review and content anal-
ysis, revealed that Quality of Experience, Customer Satisfaction, Likelihood to 
Recommend and Intention to Revisit are theoretical dimensions that classi-
fy adventure tourism service quality through attributes of Physiological and 
Psychological Experience, Safety Management, Equipment Quality and Staff 
Competence.
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1.	 INTRODUCTION

Adventure tourism refers to a form of niche tourism that is closely connected with a unique 
tourism experience. It focuses on providing unique and adrenaline-inducing experienc-

es to travelers who seek excitement, novelty, and a break from conventional tourist activities 
(Houge Mackenzie et al., 2020). Adventure experience rely on practical dimensions such as en-
vironmental circumstances - nature conditions, the eagerness of tourists to engage actively, 
their mood and the degree of their skills (Lindberg & Jensen, 2020). Adventure tourism attracts 
a specific segment of travelers who are willing to experience new horizons and challenge, and 
break away from routine tourism. Adventure experiences are significantly tied in with the qual-
ity of services provided impacting to delivery of memorable and satisfying experiences to ad-
venture travelers.

SERVQUAL as a model used to assess service quality and customer satisfaction developed by 
Parasuraman, Zeithaml, and Berry in the 1980s, applied to the context of adventure tourism can 
provide valuable insights into how adventure tourism providers meet customer expectations and 
deliver a satisfactory experience. Reliability, assurance, tangibles, empathy, and responsiveness as 
key elements of the SERVQUAL model can be applied in the context of adventure tourism connect-
ing reliability mostly with seeking reliable and trustworthy services (Van Riper et al., 2016, p. 24), 
assurance mostly with instilling confidence in the service (Zaid et al., 2023, p. 20), tangibles refer-
ring to physical components that enhance the customer’s experience, empathy including custom-
ers’ needs and responsiveness by addressing customer inquiries, acknowledging feedback, and ef-
ficiently resolving any issues that arise during the adventure tour (Houge Mackenzie & Kerr, 2016).

The starting point of understanding adventure tourism connected with service quality is ex-
plaining the tourism experience dimensions.
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Adventure tourism, which targets travelers seeking unique and exhilarating experiences out-
side traditional tourism, plays a crucial role in examining how service quality influences tour-
ist satisfaction. This study employs the SERVQUAL model to assess dimensions such as relia-
bility, assurance, tangibles, empathy, and responsiveness within the adventure tourism context. 
The research aims to demonstrate the impact of these dimensions on delivering memorable ad-
venture experiences. By investigating these factors, the study aims to provide insights that can 
enhance service delivery and customer satisfaction in adventure tourism, thereby contributing 
to its sustainable growth and appeal among adventure-seeking travelers.

2.	 ADVENTURE TOURISM EXPERIENCE

There are plenty of definitions of how can we describe the experience. Zimmermann and Sau-
ra (2017, p. 6) described the experience as “relationship with the world and with ourselves”. As 
argued by Scott and Le (2017), the tourism experience depends on how tourist reacts to the pro-
vided service. Cherkani and Quelhas Brito (2017, p. 574) described tourism experiences as a 
“microcosm of real-life experiences”.

The literature review shows that adventure tourism is usually examined through various dimen-
sions, and there is a lack of adventure tourism experience definitions. The first authors who de-
fined adventure experience were Holyfield et al. (2005, p. 174) who characterized it as voluntary 
engagement in novel, uncertain and most often emotionally intense recreational activity. After 
that Boyes (2013, p. 662) defines it as a “positive opportunity for physical activity, social en-
gagement and interaction with the natural environment”. Immonen et al. (2017, p. 3) adventure 
experience is defined as “creative exploration of novel movement, continuously expanding and 
evolving beyond predetermined environmental, physical, psychological or sociocultural bound-
aries”. Jirásek and Hurych (2019, p. 2) define it as a “form of risk-taking and adventure in which 
an element of uncertainty, chaos, danger, and death comes to the forefront”.

Martin and Priest (1986) were one of the first authors who systematically investigated adventure 
experience. At the beginning of the research on adventure tourism experience, scholars focused 
mostly on the risk dimension (Ponte et al., 2021), or product-oriented dimension (Buckley, 2020), 
describing adventure tourism experience as a new tourism practice (Wu & Liang, 2011) often in-
volving adventure, challenge, escape, fun, happiness or pleasure (Li et al., 2015). Tung and Ritch-
ie (2011) defined effect, expectations, consequentiality, and recollection as dimensions of adven-
ture tourism. Today, adventure experiences conceptualize aesthetic, escape, entertainment and ed-
ucation dimensions (Bender et al., 2022), or an activity involving risk, fear, thrill and challenge 
(Buckley, 2016). Many researchers focus on emotions when defining the adventure tourism expe-
rience. Tiwari et al. (2023) stated that the tourism experience depends on emotions and that meas-
uring emotions is essential for managing the service, while Boyes (2013) the adventure experience 
sees into a multisensory approach. For that reason adventure tourism experience dimensionality is 
usually driven by a desire to exceed physical and mental limits (Cheng et al., 2018).

Morgan and Stevens (2008) interpret five stages of an adventure experience assumed by Mar-
tin and Priest (1986): (1) Exploration and Experimentation, (2) Adventure, (3) Peak Adventure, 
(4) Misadventure and (5) Devastation and Disaster. Adventure experience through these stages 
determines the engagement, competition, risk-taking, ability and outcome of the adventure ac-
tivity. All the stages have a touch base with service quality consequently bringing into the rela-
tionship the overall quality of the experience, customer satisfaction, likelihood to recommend 
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and intention to revisit (Bauer, 2014). Dumitras et al. (2021, p. 6) stated that the “fullest adven-
ture experience is affected by the services provided and quality of facilities.

Most previous research when defining adventure tourism experience relies on adventure expe-
rience dimensionality. The starting point when exploring adventure experience dimensionality 
was in 2010, while most of the articles were published in the last 5 years. As stated in Table 1., 
adventure experience dimensions are a combination of physical and mental engagement that re-
quire clarification of the service concept.

Table 1. Adventure tourism dimensions literature review in the period 2020-2023
Authors Adventure tourism dimensions

Ponte et al. (2021) physical engagement, interaction with nature, immersive fantasy, selfreliance, 
unpredictability, and preparation

Janowski et al. (2021) risk and danger

Chen et al. (2020) hardship and adventure; novel encounters, learning,
and transformation; and appreciation of nature and culture along the journey

Huddart and Stott (2020) physical activity, natural environment and cultural immersion
Source: Own processing

Central to the success of conceptualizing adventure experience is the delivery of service through 
physical challenge (Huddart & Stott, 2020; Myers, 2010), ensuring customers’ safety (Janowski et 
al., 2021), satisfaction, and the fulfillment of their desire for thrilling encounters with nature and 
challenging activities (Chen et al., 2020; Ponte et al., 2021). The intricate connection between ad-
venture experience and service quality in the context of adventure tourism sheds light on the vital 
role service quality plays in shaping tourists’ perceptions and overall satisfaction. Understanding 
the dynamic relationship between adventure experience and service quality is essential for tour-
ism providers and policymakers alike to enhance the overall quality of adventure tourism offerings.

3.	 METHODOLOGY

The method applied in this research applies SLR (Systematic literature review) with an adopt-
ed approach from Siemieniako et al. (2021) who indicated that this methodology is the most ap-
propriate protocol for critical evaluation of the literature review.

Research questions were developed in order to systematically precise the review of the literature 
on the field of service quality dimensions in adventure experience:

–	� What are the main bibliometric attributes of literature on service quality related to adven-
ture experience.

–	� Which SERVQUAL dimensions provide adventure experience dimensionality in service 
quality

The search was conducted in May and June 2023. To explore all relevant studies that used dif-
ferent search terms for adventure experience a database from Scopus and Web of Science was 
managed. Based on the concepts included a two search string were used: concepts that describe 
adventure experience and concepts that describe SERVQUAL dimensions in adventure expe-
rience. The search was limited to full-length peer-reviewed journal articles and only articles in 
Economics, Econometrics and Finance, Business, Management and Accounting entered into 



214

8th International Thematic Monograph:
Modern Management Tools and Economy of Tourism Sector in Present Era

the field. There were no publication year limitations. Stage one leveraged to create a dataset and 
ensure that relevant papers is included. The following terms in search engines were used: ad-
venture tourism experience, adventure tourism reliability; adventure tourism assurance, safe-
ty; adventure tourism tangibles; adventure tourism empathy; adventure tourism responsiveness; 
adventure experience; adventure tourism service quality; adventure experience dimensionality; 
adventure tourism measurement. Appropriate truncations (*) and operators AND and OR were 
used to better identify different versions of the search terms. A total of 407 documents were ex-
tracted. To gain the focus on adventure experience service quality, stage two comprises reading 
all abstracts twice and sorting out only articles with the following criteria: only articles related 
to the measurement of adventure experience are selected for further analysis, only articles re-
lated to service quality dimensionality in adventure tourism entered into the field. The included 
records conducted 88 final articles which identify adventure experience service quality meas-
urement which was fully read. The analysis of the literature is grouped into two parts, descrip-
tive analysis of the literature and thematic analysis of the literature.

4.	 FINDINGS

4.1. Descriptive Analysis of the Literature

Following the procedure of Siemieniako et al. (2021) descriptive analysis of the literature is related 
to point out year of publication, type of study, geographic analysis of authorship origin, types of 
inter-organizational relationships, location of social impact, research methods used and citations.

Papers are published in the period from 1971 to 2023 by 187 authors. The year 2020 was the 
most productive with 12 published papers. Before 2001 there was no literature productivity in 
the field, except in 1997. The significant growth was recorded after 2012. where almost every 
year 2 or more papers were published. The corresponding Author’s Country reported the Unit-
ed Kingdom as the most productive country with 12 articles from the field. In the second place 
is Australia with 9, and in the third place is Norway with 6 published articles.

The most published magazines are Annals of Leisure Research with 3 articles, Journal of Ad-
venture Education and Outdoor Learning; Journal of Outdoor Recreation and Tourism-Research 
Planning and Management; and Journal of Travel Research with 2 articles in each. The most lo-
cally cited sources with 86 citations reached one article published in Tourism Management. Less 
than 30% of papers are single-authored papers (12 papers). International Co-Autorship is 14%, 
and papers published in 2016 achieved the biggest Citation per year score of 2,51. The most global 
cited document is the article “Transcendent experience, flow and happiness for mountain climb-
ers” written by Tsaur et al. (2013) and published in the International Journal of Tourism Research.

4.2.	 Thematic Analysis of the Literature

To determine which SERVQUAL dimensions theoretically describe the dimensions of adven-
ture experience, the selected articles were grouped into the categories connected with tangibil-
ity, reliability, assurance, empathy and responsiveness. Subsequently, the articles were grouped 
according to the dimensions of adventure experience service quality defined by Bauer (2014). 
The result of the grouping (Table 2) shows the authors whose research is related to the dimen-
sions of the SERVQUAL model and, at the same time, to the dimensions of experience service 
quality in adventure tourism.
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Table 2. Adventure Experience Dimensions
Adventure 
Experience 
Dimensions

SERVQUAL 
Dimensions Authors

Quality of 
Experience

Reliability, 
Assurance

Bhattacharya et al. (2023); Zaid et al. (2023); Hansen et al. (2019); 
Hillman (2019); Jackson (2019); Wang and Wang (2018); Clinch and 
Filimonau (2017); Rokenes et al. (2015); Mediavilla Saldaña and Gómez 
Encinas (2014); Bentley et al. (2010); Bentley et al. (2008)

Assurance Bhattacharya et al. (2023); Hasan and Neela (2022); Houge Mackenzie 
et al. (2020, 2013); Rosa et al. (2022); Serenari et al. (2012); Priest (1992)

Tangibility

Bhattacharya et al. (2023); Moisescu et al. (2021); Buckley (2020); 
Iglesias Pastrana et al. (2020); Clinch and Filimonau (2017); Wang and 
Wang (2018); Hendrikx et al. (2016); Mediavilla Saldaña and Gómez 
Encinas (2014); Tsaur, Lin and Liu (2013); Williams and Soutar (2009);

Customer 
Satisfaction

Empathy

Bhattacharya et al. (2023); Houge Mackenzie et al. (2020); Rojo-Ramos 
et al. (2021); Vespestad and Hansen (2020); Gupta and Sharma (2019); 
Vespestad et al. (2019); Rickly and Vidon (2017); Mediavilla Saldaña et 
al. (2014); Williams and Soutar (2009)

Assurance, 
Empathy Bhattacharya et al. (2023); Williams and Soutar (2009)

Responsiveness
Bhattacharya et al. (2023); Amici et al. (2022); Hungenberg, Davies and 
Bailey (2019); Vespestad et al. (2019); Cheng et al. (2013); Williams and 
Soutar (2009)

Assurance, 
Empathy

Bhattacharya et al. (2023); Ponte et al. (2021); Larson et al. (2018); 
Tapar et al. (2017); Lekies et al. (2015); Tsaur, Lin and Liu (2013); 
Williams and Soutar (2009)

Empathy

Bhattacharya et al. (2023); Zaid et al. (2023); Boudreau et al. (2022); 
Lindberg and Jensen (2020); Farkić et al. (2020); Houge Mackenzie et 
al. (2020); Vespestad et al. (2019); Zeng et al. (2018); Houge Mackenzie 
and Kerr (2017); Tapar et al. (2017); Williams et al. (2017); Tsaur et al. 
(2015); Tsaur, Lin and Liu (2013); Schneider and Vogt (2012); Myers 
(2010)

Likelihood to 
Recommend

Reliability, 
Tangibility, 
Responsiveness

Bhattacharya et al. (2023); Buckley (2020); Hungenberg, Ouyang 
and Gray (2019); Hendrikx et al. (2016); Williams and Soutar (2009); 
Bentley et al. (2004)

Intention to 
Revisit Responsiveness Bhattacharya et al. (2023); Zaid et al. (2023); Tapar et al. (2017)

Source: Own processing

From the starting point of describing the research analysis pointed out in Table 2 is visible that 
Customer Satisfaction is the most frequently researched topic (39 research studies), after which 
follows Quality of Experience with 28 researches. Likelihood to recommend and Intention to 
Revisit are not so frequently present themes. The Intention to Revisit dimension has been sub-
ject in the last 7 years by scholars. The Quality of Experience authors describe through dimen-
sions of Reliability, Assurance and Tangibility; Customer Satisfaction through Empathy, Assur-
ance, and Responsiveness; Likelihood to Recommend through Reliability, Tangibility and Re-
sponsiveness; and Intention to Revisit through Responsiveness. Mostly all authors in their re-
search include more than one dimension. The dimension Quality of experience mostly relies on 
Physiological and Psychological Experience, Safety Management, Equipment Quality and Staff 
Competence. The customer satisfaction dimension is mostly connected with Personalization 
and Customization, Environmental Responsibility and Customer Engagement and Interaction. 
The likelihood of Recommendation mostly relies on logistics and organization and Intention to 
Revisit authors base on post-experience services.
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5.	 CONCLUSION

In conclusion, this systematic literature review delves into the multifaceted realm of adventure 
tourism experience, shedding light on its intricate dimensions, and implications for both practi-
tioners and researchers. Through a comprehensive analysis of a wide array of scholarly works, 
this study has unveiled the diverse range of factors that collectively shape the adventure tour-
ism experience and service quality.

By aligning the dimensions of adventure experience with the well-established SERVQUAL frame-
work, the literature review underscores that Reliability and Tangibility dimensions are discov-
ered in dimensions of Quality of Experience and Likelihood to Recommend. Assurance is pres-
ent in Quality of Experience and Customer Satisfaction. Empathy extends to Customer Satisfac-
tion while Responsiveness is mostly connected with Customer Satisfaction, Likelihood to Recom-
mend, and Intention to Revisit. The synthesis of knowledge presented in previous research shows 
that the first paper in the field was published more than 50 years ago but in the last 7 years, the in-
terest in adventure experience dimensions by schoolers has grown. The last 5 years have been the 
most productive in defining Emotional and Psychological Experience dimensions.

There are limitations in this study. All articles implicate English-language journals from two 
databases, Scopus and WoS. The inclusion of other databases, as well as other types of scientif-
ic papers, could provide a robust foundation for further scholarly exploration. Except this limi-
tation which could form the base for further research, the future frameworks could encompass 
the qualitative and quantitative examination of Physiological and Psychological Experience, 
Safety Management, Equipment Quality, and Staff Competence as dimensions of service qual-
ity in adventure tourism.
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