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ABSTRAK

Kawasan Kota Lama Surabaya merupakan kawasan heritage yang telah
direvitalisasi dan berkembang sebagai destinasi wisata perkotaan sehingga aktivitas
pejalan kaki terus meningkat, khususnya pada koridor Jalan Rajawali (Kawasan Eropa)
dan Jalan Kembang Jepun atau Kya-Kya (Kawasan Pecinan). Meskipun demikian,
masih ditemukan berbagai permasalahan pada fasilitas pedestrian, seperti trotoar yang
licin dan berpotensi tergenang, gangguan kendaraan bermotor, kebersihan kawasan
yang kurang optimal, serta aktivitas lain yang menghambat ruang gerak pejalan kaki.
Kondisi tersebut berpotensi menurunkan kenyamanan dan tingkat kepuasan pengguna.
Penelitian ini bertujuan untuk mengetahui Kkarakteristik pengguna, menganalisis
tingkat kepentingan dan kinerja setiap atribut fasilitas pedestrian, mengukur tingkat
kepuasan pengguna menggunakan Customer Satisfaction Index (CSI), serta
menentukan prioritas perbaikan melalui Importance Performance Analysis (IPA).
Penelitian menggunakan pendekatan kuantitatif deskriptif dengan observasi lapangan
dan penyebaran kuesioner kepada pengguna pedestrian di Kawasan Kota Lama
Surabaya. Evaluasi fasilitas mengacu pada Permen PUPR No. 03/PRT/M/2014 dan
Surat Edaran Dirjen Bina Marga No. 18/SE/Db/2023. Hasil penelitian menunjukkan
bahwa pengguna didominasi kelompok usia produktif dengan tujuan wisata, rekreasi,
dan aktivitas sosial. Nilai CSI pada Segmen Kawasan Eropa sebesar 76,35% dan pada
Segmen Kawasan Pecinan sebesar 67,63%, yang keduanya termasuk dalam kategori
puas, meskipun tingkat kepuasan pada Segmen Kawasan Eropa lebih tinggi. Hasil IPA
menunjukkan bahwa prioritas perbaikan pada kedua segmen berfokus pada aspek
kebersihan jalur pedestrian dan lingkungan, gangguan kendaraan bermotor, serta
aktivitas lain di area pedestrian. Secara umum, fasilitas pejalan kaki di Kawasan Kota
Lama Surabaya telah mendukung aktivitas berjalan kaki, namun masih memerlukan
peningkatan pada aspek kebersihan, keamanan, dan kenyamanan.

Kata Kunci: Fasilitas Pejalan Kaki, Kepuasan Pengguna, Kota Lama Surabaya, IPA,
Csl



ANALYSIS OF USER SATISACTION LEVEL TOWARD PEDESTRIAN
FACILITIES IN THE SURABAYA OLD TOWN AREA USING IPA AND CSI

by:
KRISNA ADITYA BASKARA
NPM. 20035010026

ABSTRACT

The Surabaya Old Town is a heritage area that has undergone revitalization
and developed into an urban tourism destination, resulting in increased pedestrian
activity, particularly along Rajawali Street (European District) and Kembang Jepun
Street (Chinatown District). However, several problems related to pedestrian facilities
remain, including slippery sidewalks prone to water ponding, motor vehicle intrusion
into pedestrian areas, inadequate environmental cleanliness, and other activities that
obstruct pedestrian movement. These conditions may reduce pedestrian comfort and
affect user satisfaction This study aims to identify the characteristics of pedestrian
facility users, analyze the importance and performance of each pedestrian facility
attribute, measure user satisfaction using the Customer Satisfaction Index (CSl), and
determine improvement priorities through the Importance Performance Analysis (IPA)
method. A descriptive quantitative approach was employed using field observations
and questionnaire surveys distributed to pedestrians in the Surabaya Old Town area.
The evaluation of pedestrian facilities was conducted based on the Regulation of the
Ministry of Public Works and Housing No. 03/PRT/M/2014 and the Directorate
General of Highways Circular Letter No. 18/SE/Db/2023.The results indicate that
pedestrian users are predominantly within the productive age group, with tourism,
recreation, and social activities as their primary purposes. The CSI values were
76.35% for the European District and 67.63% for the Chinatown District, with both
districts classified as Satisfied, although the European District achieved a higher level
of user satisfaction. The IPA results reveal that improvement priorities in both districts
focus on pedestrian path cleanliness, surrounding environmental cleanliness, motor
vehicle interference, and other activities that obstruct pedestrian areas. Overall,
pedestrian facilities in the Surabaya Old Town area are considered adequate to
support walking activities; however, improvements are still needed in terms of
cleanliness, safety, and pedestrian comfort.

Keywords: Pedestrian Facilities, User Satisfaction, Surabaya Old Town, IPA, CSI



