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Abstract 
Tourism development is currently starting to become one of the leading 
programs in regional development. It is hoped that tourism 
development will be able to contribute to the receipt of Regional 
Original Income (PAD) and create jobs in the region. Tourism is a part 
that plays a role in increasing the income of both countries and regions 
that have various tourist attractions. Indonesia has abundant natural 
resources and a wide variety of cultures, so there must be development 
in the tourism sector. In strategic planning for a tourist destination, 
environmental analysis and resource analysis are carried out. The 
purpose of this analysis is none other than to determine the strengths 
and weaknesses of the organization or institution responsible for 
tourism development in the tourist destination area. Tourism 
development can be carried out using a community approach. This 
approach emphasizes full involvement of the community in the tourism 
development process. Meanwhile, in providing public services, the 
community is not only the recipient of public services, but also as an 
external supervisor. The public has the right to supervise the 
implementation of service standards provided by each public service 
provider. 
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INTRODUCTION 

Indonesia offers various tourism resources, namely natural tourism, 

history, ancient heritage and cultural arts which are capital in developing and 

 
1 Correspondence author. 

mailto:eliagus.tel@gmail.com
mailto:saida.zainurossalamia.za@feb.unmul.ac.id
mailto:yustina.ade@gmail.com


 

1996 
 

advancing tourism. Owned resources must be used as best as possible, 

especially in tourism which is intended to increase state income to realize 

community welfare (Polnyotee, M., & Thadaniti, S, 2015). 

Tourism is a part that plays a role in increasing the income of both 

countries and regions that have various tourist attractions. Indonesia has 

abundant natural resources and a wide variety of cultures, so there must be 

development in the tourism sector. Tourism itself is considered a profitable 

sector and is very good to improve because tourism is an asset that generates 

profits for the country and the region itself (Arintoko, A., et al, 2020). 

Tourist attractions in Indonesia have an attraction with cultural 

elements in their respective regions, most foreign tourists are interested in 

these tourist attractions, because they have their own attraction for them, 

with the existence of tourist attractions, most regions in Indonesia are now 

flocking to preserve and develop their potential. tourism in their respective 

regions (Yanes, A., et al, 2019). To preserve and develop this tourism potential. 

Regional Governments are required to maintain tourism potential so that 

there is a lot of income in the Region. The Tourism Office is currently doing a 

lot of promotion of tourism potential for this reason, the role and 

performance of the tourism Service is very necessary. Tourism is one of the 

important things for a region. 

To preserve and develop this tourism potential. Regional Governments 

are required to maintain tourism potential so that there is a lot of income in 

the Region. The Tourism Office is currently doing a lot to promote tourism 

potential, therefore the role and performance of the tourism Department is 

very necessary (Supriyadi, E., et al, 2019). Tourism is one of the important 

things for a region. With this tourism, the Regional Government receives 

income from the income of each tourist attraction. The development of the 

tourism sector in a region will attract other sectors to develop as well because 

the products are needed to attract other sectors (Dangi, T. B., & Jamal, T, 

2016). 

According to Law of the Republic of Indonesia Number 10 of 2009 

concerning tourism, tourism in Indonesia is organized with the aim of 

increasing economic growth; improve people's welfare; eradicate poverty; 

overcoming unemployment; preserving nature, the environment and 

resources; advancing culture; raising the nation's image; fostering a sense of 

love for the country; strengthening national identity and unity; and 

strengthening friendship between nations (Manaf, A., et al, 2018). Tourism is 

all activities related to tourism and is multidimensional and multidisciplinary in 
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nature which arises as a manifestation of the needs of each person and 

country as well as interactions between tourists and local communities, fellow 

tourists, the government and entrepreneurs. 

Tourism must be driven by quality human potential and adequate 

infrastructure to attract the attention of tourists. Facilities and infrastructure 

to support tourism activities are absolutely necessary to persuade tourists to 

travel to certain destinations. The more complete the facilities and 

infrastructure offered, the more it can make tourists feel comfortable and at 

home when visiting tourist attractions (Rono, G. K, 2022). 

Tourism is the most important activity in a region. With tourism, a 

country or more specifically the local government. The tourist attractions 

discovered can increase regional income from each tourist attraction. The 

development of the tourism sector in a country attracts other sectors to also 

develop because the products needed to support the tourism sector, such as 

agriculture, animal husbandry, plantations, handicrafts and can create jobs 

and so on. The chain of activities related to the tourism sector will generate 

additional funds and can also be used as a means of increasing the workforce 

as well as reducing the unemployment rate and increasing the number of 

workers (Islam, M. W., et al, 2024).  

Thei de iveilopme int of tourism in an are ia will bring many be ine ifits to 

socie ity, name ily eiconomically, socially and culturally. Howeive ir, if deive ilopmeint 

is not preipare id and manage id we ill, it will actually give i rise i to various proble ims 

that arei difficult or eive in deitrime intal to socieity (Doleizal, C., & Nove illi, M, 

2022). To einsure i that tourism can de ive ilop weill and sustainably and bring 

be ineifits to humans and minimizei ne igative i impacts that may arise i, tourism 

de iveilopme int neie ids to bei pre ice ide id by an in-de ipth study, name ily by 

conducting re ise iarch on all supporting re isource is. Thei re isource is in que istion 

consist of natural re isource is, cultural re isource is and human re isource is. 

 

RESEARCH METHOD 

Thei study in this reise iarch is qualitative i with liteirature i. Thei liteirature i 

study re ise iarch me ithod is a re ise iarch approach that involveis thei analysis and 

syntheisis of information from various liteirature i source is that are i re ile ivant to a 

particular re ise iarch topic. Documeints take in from liteirature i re ise iarch are i 

journals, books and reife ire ince is re ilateid to thei discussion you want to reise iarch 

(Eiarle iy, M.A. 2014; Snyde ir, H. 2019). 
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RESULT AND DISCUSSION 

Tourism Development Strategy 

In conneiction with tourism deive ilopmeint, thei Indoneisian Goveirnme int 

has issue id a policy in thei form of Law No. 10 of 2009 conceirning tourism. In 

article i 2 it is state id that tourism manage ime int is base id on thei principle is of 

be ineifit, balance i, indeipe inde incei, participation, sustainability and sustainability. 

And in articlei 4 it is state id that thei aim of tourism is to increiase i e iconomic 

growth, improve i community weilfare i, e iradicate i pove irty, ove ircome i 

uneimployme int, pre ise irve i thei natural re isource i e invironmeint, and advancei 

culture i (Re iihanian, A., eit al, 2012). With thei principle i that tourism organizeirs 

highly support reiligious norms and cultural value is as a conce ipt of life i in a 

balance id re ilationship beitweie in humans and Almighty God, human 

re ilationships with eiach otheir, and human re ilationships with thei e invironmeint, 

pre ise irving nature i and thei e invironmeint, e impowe iring local communitieis. 

A tourism deiveilopme int strateigy is an eiffort made i to increiase i thei 

tourism poteintial in an are ia, the i me ithod use id can be i in the i form of making 

improve ime ints to eixisting infrastructure i, both physical and non-physical, so 

that all of this aims to improve i thei we ilfare i of the i pe iople i around thei tourist 

de istination are ia ( Farhan, H., & Anwar, K, 2016). 

A.Yoeiti (in Siswanto, A, 2015) stateis that in strateigic planning for a 

tourist deistination, einvironmeintal analysis and re isource i analysis are i carrie id 

out. Thei purpose i of this analysis is nonei otheir than to deiteirmine i thei 

stre ingths and weiakne isse is of thei organization or institution reisponsible i. 

re isponsible i for tourism deive ilopmeint in thei tourist deistination are ia. 

Theire i are i things that must be i take in into account whein de iveiloping 

tourist areias, in otheir words, thei deive ilopme int carrie id out cannot bei donei 

haphazardly, the ire i must bei targe its and objeictive is that can bei achie iveid, so 

that what is eixpe icte id from the i de iveilopme int of thei tourist deistination are ia 

can be i fulfilleid according to eixpe ictations. Thei conditions that must bei meit so 

that thei tourist de istination are ia can truly be icome i a good tourist are ia are i: 

(Ramadhani, R., e it al, 2021) 

a. This are ia has otheir attractions or characteiristics, be i it tourist attractions or 

thei attractions displayeid. 

In deive iloping tourism poteintial in an are ia, it must re ily on what tourists are i 

looking for. Capital attractions that can attract tourist arrivals are i: 

1. Natural re isource is (natural) 

2. Cultural tourist attractions 

3. Man-made i attractions 
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b. Theire i are i othe ir supporting facilitie is such as re icre iational game is that can 

make i tourists fe ie il morei at homei. 

All kinds of facilitie is and infrastructure i are i ne ie ide id by tourists while i in 

tourist are ias, such as accommodation, re istaurants, transportation, praye ir 

rooms, eitc. Facilitie is in tourist are ias are i spe icifically inteinde id to support thei 

cre iation of conveinieincei, comfort and safe ity for tourists whein visiting 

tourism de istinations. 

c. Theire i are i place is to shop for souveinirs, place is se illing typical food and so on. 

Souveinirs are i onei of thei main stre ingths of tourism that tourists are i always 

looking for. Tourists' spe inding whein trave iling is diffe ire int from theiir 

shopping whein theiy are i in theiir home i are ia. Tourists te ind not to pay 

atteintion to price is but are i more i conce irneid with thei unique ine iss of thei 

product. 

d. Theire i are i vital public facilitie is such as toile its, parking lots, place is to eiat and 

so on, making it e iasie ir for visitors, not only that but it can also be i e iquippe id 

with ATMs and adeiquate i roads for visitors. 

Thei eixiste incei of theise i public facilitie is can attract tourists as weill as 

supporting facilitie is. Tourist facilitie is and infrastructure i are i comple iteine iss of a 

tourist deistination to meie it thei ne ieids of tourists so that theiy can e injoy theiir 

tourist trip (Sulistyadi, Y., eit al, 2017). 

Polnyoteiei, M., & Thadaniti, S (2015) eixplaine id that theire i are i thre ie i 

factors that de iteirmine i thei succe iss of tourism de ive ilopmeint, name ily thei 

availability of tourist obje icts and attractions, thein thei e ixiste ince i of 

acce issibility facilitie is, name ily facilitieis and infrastructure i that einable i tourists 

to visit thei tourist areia, thei occurre ince i of administration, nameily facilitieis. 

tourism that can providei comfortablei se irvice is to thei community. 

 

The Role of the Community in Public Services 

Public se irvice i is some ithing that is veiry closei to eiveiryday life i. It is not 

only about thei issue i of obtaining peirmits, but also thei availability of e ileictricity 

and wate ir, he ialth seirvice is, e iducation, social se icurity, as we ill as all activitie is in 

orde ir to fulfill seirvice i neie ids. Re ife irring to Law Numbe ir 25 of 2009 conceirning 

Public Se irvice is Articlei 1 paragraph 1, that public seirvice is are i activitieis or seirie is 

of activitieis in orde ir to fulfill seirvice i neie ids in accordancei with statutory 

re igulations for e ive iry citize in and re iside int for goods, se irvice is and/or 

administrative i se irvice is (Tipton, R., & Furmane ik, O, 2016). 

In thei e ira of re ializing good goveirnance i, public se irvice is be icomei an 

important part and strateigic point, including community involveimeint in it. 
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Dwiyanto (in Boyd, N., eit al, 2018) in his book eintitleid Re ializing Good 

Goveirnance i Through Public Seirvice is state is that theire i are i se ive iral 

consideirations why public se irvice is are i a strateigic point for starting thei 

de iveilopme int of good goveirnance i in Indoneisia. One i of theim is that public 

se irvice is involvei all e ile ime ints of goveirnance i. Thei goveirnme int as a 

re ipre ise intativei of the i statei, civil socie ity and marke it me ichanisms have i high 

inteire ist and involveime int in this domain. Thei goveirnme int as an institution 

providing public se irvice is can simply bei calleid a public se irvice i provide ir. It is 

cle iar that public seirvice is must bei provideid in accordancei with applicable i 

re igulations. 

Community involveime int is curre intly a part that neie ids to be i optimize id. 

With community involveime int, partie is can work togeitheir to improvei seirvice i 

quality. Thei control function of thei community can also heilp how public 

se irvice is can be i carrie id out as the iy should. To reialize i community involveime int, 

aware ine iss and knowle idge i of thei community is neie ide id re igarding what thei 

community's rolei in public seirvice is is, including what thei community's rights 

and obligations arei. Thei public is oblige id to fulfill thei provisions stateid in thei 

se irvice i standards for providing public se irvice is and comply with reilateid 

re igulations (Chowns, Ei, 2015). 

In administeiring public se irvice is, the i community is not only thei 

re icipie int of public se irvice is, but also as an eixte irnal supe irvisor, togeitheir with 

thei Ombudsman and thei DPR/DPRD. The i public has thei right to supeirvise i thei 

imple ime intation of seirvice i standards provideid by eiach public se irvice i provide ir. 

Howeive ir, this form of supe irvision must be i base id on applicable i re igulations. 

Thei form of public supe irvision in thei imple ime intation of public se irvice is is 

re igulate id in Law Numbe ir 25 of 2009 conceirning Public Se irvice is Article i 35 

paragraph (3) le itteir a. The i public can make i complaints or submit re iports as a 

form of supe irvision (Loe iffle ir, Ei., & Bovaird, T, 2016). Complaints can be i made i 

if thei public finds that public se irvice i provide irs are i not carrying out theiir 

obligations prope irly or that public se irvice i de iliveiry is not in accordance i with 

applicable i se irvice i standards or proce idure is. 

Handling or managing complaints is an important part of providing 

public se irvice is. Of the i 14 componeints of public se irvice i standards, complaint 

handling is a mandatory part of public se irvice i deiliveiry age incie is, including 

handling sugge istions and input to public se irvice i provide irs. Howe ive ir, pe iople i 

oftein heisitate i to make i complaints. Thei word 'complaint' oftein has a ne igative i 

pe irce iption. In fact, thei word 'complaint' base id on applicable i re igulations can 
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be i inteirpre ite id as a positive i thing and has a good control function (Bovaird, T, 

2007). 

Pre iside intial Re igulation Numbe ir 75 of 2013 conceirning Manage ime int of 

Public Se irvice i Complaints Articlei 1 paragraph 8 de ifine is a complaint as 

submitting a complaint submitteid by thei complainant to thei public se irvicei 

complaint manage ir re igarding imple ime inting seirvice is that are i not in 

accordance i with se irvice i standards, or ne igle ict of obligations and/or violations 

of prohibitions by thei organize ir (Ne iwman , J. Ei., & Clarke i, J. H, 2009). Apart 

from theise i neigative i pe irce iptions, theire i are i otheir forms of doubt by thei public 

re igarding the i complaint proceiss. This form of doubt from thei public could bei 

due i to a lack of information and public knowleidge i re igarding the i role i of thei 

public in public se irvice is and a lack of available i complaint facilitieis, as we ill as 

public trust in thei age incie is providing public se irvice is. 

Answeiring the ise i que istions, first, thei public can submit complaints in 

accordance i with thei applicable i me ichanisms, through complaint facilitie is and 

complaint manage ime int office irs which are i part of thei se irvice i standards that 

must e ixist in e iveiry public se irvice i de ilive iry institution. Complaints can be i made i 

by coming dire ictly to thei complaints manage ime int office ir at the i public se irvice i 

de iliveiry institution or through a complaint facility. A form of complaint facility 

can be i in the i form of a sugge istion box which is routineily ope ineid and followeid 

up. 

With curre int teichnological de ive ilopmeints, complaint facilitie is can also 

use i contact numbe irs or social me idia accounts be ilonging to public seirvice i 

de iliveiry age incie is which are i fe ilt to bei eiasie ir for thei public to re iach. Howeive ir, 

thei complaint facilitieis as me intioneid abovei do not seie im to bei functioning 

optimally. Thei public ofte in submits complaints or complaints reigarding the i 

provision of public se irvice is without thei facilitie is provide id. So that thei 

complaint is not known to thei re ile ivant ageincie is and doeis not reice iivei a 

re isolution (Heilling, A. L., e it al, 2005). This could be i duei to a lack of public 

information reigarding complaint facilitie is at public seirvice i age incie is, or thei 

complaint facilitieis have i not beie in announceid by public se irvice i de iliveiry 

age incie is. Eive in though it is mandatory for public se irvice i provide irs to 

announcei thei complaint facilitie is provide id. This is a joint notei, for partie is who 

play a role i in providing public se irvice is to be i able i to utilize i the i available i 

complaint facilitieis and maintain thei complaint facilitie is and facilitieis so that 

theiy can continuei to bei utilize id. 

Seicond, complaints reice iive id by public se irvice i provide irs must be i 

e ixamine id to provide i complaints re isponse is in accordance i with the i re igulations 
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that apply to provideirs. This is base id on Law Numbe ir 25 of 2009 conceirning 

Public Se irvice is Articlei 47. So, eive iry complaint reice iive id by public seirvice i 

provide irs must be i re isponde id to, re igarding how thei follow-up will bei adjuste id 

to thei authority and proceidure is that apply to public se irvice i provide irs. 

In addition, complaints reice iive id are i followeid up by complaint 

manage ime int office irs base id on thei complaint manage ime int and meichanisms 

that havei be ie in pre ipare id. If the i complaint is not re ispondeid to or reisolveid by 

thei public se irvice i provideir, thei public can make i a complaint or reiport to 

re ipre ise intativeis of thei Ombudsman of thei Re ipublic of Indoneisia, which 

curre intly eixists in 34 province is through thei available i complaint facilitie is. If thei 

re iquire ime ints are i me it in accordancei with thei provisions of Law Numbe ir 37 of 

2009 conceirning thei Ombudsman of thei Re ipublic of Indoneisia, thein thei 

complaint or reiport will be i followeid up in accordance i with thei authority of 

thei Ombudsman of thei Reipublic of Indoneisia (Ale ixande ir, J., & Nank, R, 2009). 

It is hopeid that complaints submitteid by thei public to public seirvice i provide irs 

or thei Ombudsman of thei Re ipublic of Indoneisia can continuei to seirve i as a 

control function to make i improve ime ints and improvei thei quality of public 

se irvice is in public se irvice i providing age incie is, which can be i re ispondeid 

positiveily by partie is who play a role i in public se irvice is. 

 

The Role of Government in Tourism Development 

According to Sunaryo, (2013:144) the i Goveirnme int and Reigional 

Goveirnme ints are i oblige id to: 

a. Providing tourism information, leigal proteiction, and seicurity and safe ity to 

tourists 

b. Cre iating a conducivei climate i for thei de iveilopme int of tourism busineisse is 

which includeis ope ining up e iqual opportunitieis in busine iss, facilitating and 

providing le igal ce irtainty  

c. Maintain, deive ilop and pre ise irvei national asseits which arei tourist 

attractions and untappe id poteintial asse its 

d. Supe irvise i and control tourism activitie is in ordeir to pre ive int and oveircomei 

various ne igative i impacts on thei wide ir community (Kubickova, M., & 

Campbe ill, J. M, 2020). 

Tourism activitieis and de iveilopme int involvei various se ictors of lifei and 

de iveilopme int seictors or oftein calle id multidime insional deive ilopmeint which 

involveis otheir de ive ilopmeint seictors (Liu, C., e it al, 2020). Theire ifore i, tourism 

has quite i a broad influe incei or impact, both on thei e iconomic, social, cultural, 

e invironmeintal and political se ictors. This impact will be i positive i if it is planne id 
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we ill and conveirse ily it will havei a ne igative i impact if it is not planneid and 

pre ipare id care ifully. 

Richardson and Fluke ir (2004) in (Vie iira, I., e it al, 2016), stateid: 

a. Eiconomic Impact of Tourism Thei WTO ide intifieis thei impact of tourism on 

thei e iconomy as follows: 

1. Increiasing de imand for local agricultural products 

2. Stimulatei thei de iveilopme int of leiss productivei locations/land 

3. Stimulatei deimand and deimand for e ixotic and typical products for a 

re igion 

4. Eincourage i re igional deive ilopmeint and thei cre iation of neiw eiconomic 

are ias 

5. Deiployme int of infrastructure i to reimotei are ias 

b. Impact of Tourism on thei Einvironmeint 

Thei impact of tourism on thei e invironmeint includeis: 

1. Thei impact of using transportation eiquipme int 

2. Thei impact of thei construction of tourism facilitie is 

3. Thei impact of thei ope iration of thei tourism industry 

c. Socio-Cultural Impact of Tourism 

Seive iral factors influe ince i thei socio-cultural impact of tourism: 

1. Numbe ir of tourists 

2. Type i of tourist 

3. Stage i of tourism deive ilopmeint 

4. Diffe ire ince is in cultural norms 

5. Thei numbe ir of re iside ints outsidei thei are ia who seirve i tourism neie ids 

6. Be ihavior of goveirnme int institutions towards tourism 

7. Policieis in thei distribution of tourists 

8. Marke iting and image i forme id through marke iting 

 

CONCLUSION 

Tourism activitieis and de iveilopme int involvei various se ictors of lifei and 

de iveilopme int seictors or oftein calle id multidime insional deive ilopmeint which 

involveis otheir de ive ilopmeint seictors (Liu, C., e it al, 2020). Theire ifore i, tourism 

has quite i a broad influe incei or impact, both on thei e iconomic, social, cultural, 

e invironmeintal and political seictors. Tourism de ive ilopme int can bei carrie id out 

using a community approach. This approach e imphasize is full involveime int of 

thei community in thei tourism de ive ilopmeint proceiss. Thei community 

de iveilopme int approach can be i use id to build a tourism de ive ilopme int modeil. 

Me ianwhilei, in administeiring public se irvice is, thei community is not only thei 
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re icipie int of public se irvice is, but also as an eixte irnal supe irvisor, togeitheir with 

thei Ombudsman and thei DPR/DPRD. The i public has thei right to supeirvise i thei 

imple ime intation of seirvice i standards provideid by eiach public se irvice i provide ir. 

Howeive ir, this form of supe irvision must be i base id on applicable i re igulations. 
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