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PENILAIAN TINGKAT KEPUASAN WISATAWAN TERHADAP 

FASILITAS TAMAN WISATA ALAM MANGROVE ANGKE KAPUK 

Amalia Ismi Duati1 

 

ABSTRAK 

Setiap destinasi wisata harus memiliki fasilitas yang lengkap, untuk meningkatkan kualitas 

daya tarik dan kualitas pelayanan. Persepsi wisatawan dalam mengkonsumsi produk dan 

jasa selama wisatawan berkunjung ke beberapa destinasi dapat dipengaruhi oleh perbedaan 

fasilitas, daya tarik wisata dan pelayanan di masing-masing destinasi. Tolak ukur kepuasan 

wisatawan berkunjung ke suatu destinasi wisata dapat bergantung dari daya tarik wisata 

dan fasilitas layanan yang ada di destinasi tersebut. Taman Wisata Alam (TWA) Mangrove 

Angke Kapuk, adalah salah satu destinasi wisata alam yang berada di DKI Jakarta. TWA 

Mangrove Angke Kapuk berperan sebagai konservasi alam, pariwisata, dan rekreasi alam, 

bahkan sebagai sarana edukasi bagi masyarakat di DKI Jakarta dan wisatawan dari daerah 

lain. Penelitian ini bertujuan untuk Mengetahui fasilitas, kondisi fasilitas, dan tingkat 

kepuasan wisatawan di Taman Wisata Alam Mangrove Angke Kapuk. Penelitian ini 

menggunakan metode kuantitatif dengan teknik non-probability sampling dan teknik 

purposive sampling yang melibatkan 100 orang responden . Penelitian ini menggunakan 

pendekatan importance performance analysis (IPA) dan customer satisfaction index (CSI) 

dan olah data dengan menggunakan SPSS. Hasil observasi terhadap kondisi fasilitas di 

TWA Mangrove Angke Kapuk  mendapati beberapa fasilitas dengan kondisi yang masih 

bagus, dan terdapat pula terdapat fasilitas dengan tingkat kerusakan ringan. Dari hasil 

penelitian dengan metode Importance Performance Analysis (IPA), didapatkan hasil rata-

rata tingkat kesesuaian sebesar 86.72% yang termasuk kedalam kategori sangat baik, 

namun masih terdapat 13.28% pengunjung masih merasa kualitas pada fasilitas yang 

tersedia belum sesuai ekspetasi mereka. Adapun hasil dari analisis tingkat kepuasan dengan 

metode customer satisfaction index (CSI) mendapatkan nilai indeks kepuasan sebesar 0.748, 

artinya pengunjung merasa puas terhadap fasilitas yang ada di TWA Mangrove Angke 

Kapuk. Namun,  pengelola masih perlu memperhatikan atau meningkatkan perbaikannya 

untuk meningkatkan kepuasan pengunjung. 
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PENILAIAN TINGKAT KEPUASAN WISATAWAN TERHADAP 

FASILITAS TAMAN WISATA ALAM MANGROVE ANGKE KAPUK  

Amalia Ismi Duati1 

 

ABSTRACT 

Every tourist destination should have complete facilities to improve the quality of attraction 

and quality of service. Tourists' perceptions of consuming products and services during 

tourists' visits to several destinations can be influenced by differences in facilities, tourist 

attractions, and services in each destination. Benchmark for tourist satisfaction when 

visiting a destination can depend on the tourist attractions and service facilities available 

at the destination. Angke Kapuk Mangrove Nature Tourism Park, is one of the natural 

tourist destinations in DKI Jakarta. Angke Kapuk Mangrove TWA plays a role in nature 

conservation, tourism and natural recreation, and even as a means of education for the 

people of DKI Jakarta and tourists from other areas. This research aims to determine the 

facilities, condition of facilities, and level of tourist satisfaction at the Angke Kapuk 

Mangrove Nature Tourism Park. This research uses quantitative methods with non-

probability sampling techniques and purposive sampling techniques involving 100 

respondents. This research uses the importance performance analysis (IPA) and customer 

satisfaction index (CSI) approaches and process the data using SPSS. The results of 

observations of the condition of the facilities at Angke Kapuk Mangrove Nature Tourism 

Park found several facilities in good condition, and there are also some facilities with a 

light level of damage. From the results of research using the Importance Performance 

Analysis (IPA) method, an average conformity level of 86.72% was obtained, which is 

included in the very good category, however there were still 13.28% of visitors who still 

felt that the quality of the available facilities did not meet their expectations. The results of 

the analysis of satisfaction levels using the customer satisfaction index (CSI) method 

obtained a satisfaction index value of 0.748, meaning that visitors feel satisfied with the 

facilities at Angke Kapuk Mangrove Nature Tourism Park. However, managers still need 

to pay attention to or increase improvements to increase visitor satisfaction. 
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