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ABSTRAK

Kegiatan wisata merupakan kebutuhan bagi semua orang tidak terkecuali bagi para
penyandang disabilitas. Namun saat ini masih jarang ditemukan destinasi wisata
yang ramah disabilitas. Salah satu destinasi favorit yang gemar dikunjungi oleh
wisatawan adalah The Great Asia Africa yang terletak di Kabupaten Bandung
Barat. The Great Asia Africa merupakan theme park yang mengusung tema keliling
tujuh negara di Asia dan Afrika dengan berbagai aktivitas yang ditawarkan seperti
kuliner, wisata foto, penyewaan kostum, dan suvenir khas tiap negara. Adapun
penelitian ini bertujuan untuk melihat bagaimana pelayanan yang diberikan oleh
The Great Asia Africa kepada wisatawan penyandang disabilitas dilihat dari lima
konsep dimensi kualitas pelayanan menurut Parasuraman (1988) yaitu reliability,
responsiveness, assurance, empathy, dan tangible. Penelitian ini menggunakan
metode kualitatif deskriptif dengan teknik pengumpulan data melalui studi literatur,
observasi, wawancara, dan penyebaran kuesioner. Sampel didapat melalui
accidental sampling yang ditemukan di lapangan. Hasil penelitian menunjukkan
bahwa The Great Asia Africa sudah memberikan pelayanan yang baik pada dimensi
reliability, responsiveness, assurance, dan empathy namun pada dimensi tangible
yang mencakup aksesibilitas fisik dan nonfisik masih banyak kekurangan yang
harus diperbaiki untuk pengembangan ke depannya. Maka dengan hasil tersebut,
The Great Asia Africa dapat merancang pengembangan yang mengarah kepada
fasilitas ramah disabilitas

Kata kunci : pelayanan, wisatawan penyandang disabilitas, aksesibilitas



ABSTRACT

Tourism activities are a necessity for everyone, including people with disabilities.
However, nowadays it is still rare to find tourist destinations that are disability-
friendly. One of the favorite destinations that tourists like to visit is The Great Asia
Africa, which is located in West Bandung Regency. The Great Asia Africa is a theme
park that carries the theme of traveling around seven countries in Asia and Africa
with various activities offered such as culinary delights, photo tours, costume
rentals, and souvenirs typical of each country. This study aims to see how the
services provided by The Great Asia Africa to tourists with disabilities are seen
from the five service quality dimension concepts according to Parasuraman (1988),
namely reliability, responsiveness, assurance, empathy, and tangible. This study
uses descriptive qualitative methods with data collection techniques through
literature study, observation, interviews, and distributing questionnaires. Samples
were obtained through accidental sampling found in the field. The results of the
study indicate that The Great Asia Africa has provided good service on the
dimensions of reliability, responsiveness, assurance, and empathy but on the
tangible dimension which includes physical and non-physical accessibility, there
are still many shortcomings that must be improved for future development. So with
these results, The Great Asia Africa can design developments that lead to disability-
friendly facilities

Keywords : service, tourist with disabilities, accessibility
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