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ABSTRAK

Penelitian ini bertujuan untuk menganalisis peran fungsi wayfinding dalam
membangun pengalaman wisata di Zona Eropa Kota Lama Surabaya. Masalah
utama yang dieksplorasi adalah bagaimana amenitas navigasi bertema vintage tidak
sekadar berfungsi secara teknis sebagai penunjuk jalan, melainkan bertransformasi
menjadi media komunikasi budaya yang memengaruhi pemaknaan subjektif dan
pengalaman emosional wisatawan di kawasan wurban heritage. Metode yang
digunakan dalam penelitian ini adalah kualitatif dengan pendekatan deskriptif.
Pengumpulan data dilakukan secara bertahap melalui observasi lapangan,
dokumentasi, dan wawancara mendalam (in-depth interview) berbasis purposive
sampling terhadap sembilan informan wisatawan yang aktif berinteraksi dengan
sistem wayfinding di lokasi penelitian. Teknik analisis data mengacu pada model
interaktif Miles dan Huberman yang meliputi reduksi data, penyajian data, serta
penarikan kesimpulan yang divalidasi melalui triangulasi. Hasil penelitian
menunjukkan bahwa wayfinding di Zona Eropa Kota Lama Surabaya memiliki
peran multidimensional yang mencakup empat fungsi utama, yaitu: fungsi
informasi navigasi yang mementingkan keterbacaan rute, fungsi navigasi arah
mandiri yang memandu pergerakan spasial, fungsi visual bernuansa klasik yang
menyatu dengan estetika cagar budaya dan dimanfaatkan sebagai objek fotografi,
serta fungsi identitas kawasan yang menegaskan batas zona bersejarah. Implikasi
dari penelitian ini memberikan perspektif baru dalam studi pariwisata mengenai
interaksi amenitas fisik dengan dimensi customer experience (immersion,
participation, fun, surprise). Penelitian ini berkontribusi teoritis bagi akademisi dan
memberikan rekomendasi praktis bagi pengelola destinasi serta Pemerintah Kota
Surabaya dalam merumuskan strategi tatanan lingkungan pariwisata heritage yang
berkelanjutan.

Kata Kunci: Wayfinding, Pengalaman Wisata, Pariwisata Heritage, Zona Eropa
Kota Lama Surabaya, Customer Experience



ABSTRACT

This study aims to analyze the role of wayfinding in shaping the tourist experience
in the European Zone of Surabaya’s Old Town. The central issue explored is how
vintage-themed navigational amenities do not merely function technically as
wayfinding tools, but rather transform into a medium of cultural communication
that influences tourists’ subjective interpretations and emotional experiences in this
urban heritage area. The method used in this study is qualitative with a descriptive
approach. Data collection was conducted in stages through field observations,
documentation, and in-depth interviews based on purposive sampling of nine tourist
informants who actively interacted with the wayfinding system at the research site.
The data analysis technique is based on Miles and Huberman'’s interactive model,
which includes data reduction, data presentation, and the drawing of conclusions
validated through triangulation. The research results indicate that wayfinding in
the European Zone of Surabaya’s Old Town plays a multidimensional role
encompassing four primary functions. the navigational information function, which
prioritizes route legibility; the self-directed navigation function, which guides
spatial movement; the visually classical function, which harmonizes with the
aesthetics of the cultural heritage site and serves as a subject for photography, as
well as the area’s identity function, which defines the boundaries of the historic
zone. The implications of this study offer a new perspective in tourism research
regarding the interaction between physical amenities and the dimensions of
customer experience (immersion, participation, fun, surprise). This study provides
a theoretical contribution to academics and offers practical recommendations for
destination managers and the Surabaya City Government in formulating strategies
for a sustainable heritage tourism environment.

Keywords: Wayfinding, Tourism Experience, Heritage Tourism, Surabaya Old
Town European Zone, Customer Experience
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