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environment. Bukit Lawang is one of the most popular ecotourism
destinations in Indonesia. Located at the rainforest in Gunung Leuser National
Park, Bukit Lawang offers visitors with hiking trails and opportunity to
observe orangutans in their native habitat. This paper aims to identify the
elements of tourism supporting facilities in Bukit Lawang. By implementing
a mixed method research, this paper adapts ecotourism variables and
triangulates data from observation, questionnaires, and interviews. It is found
that tourism supporting facilities in Bukit Lawang remain unsatisfactory

10(2):322-330. because they are yet to be properly organised. To improve the condition, the

facilities and services in Bukit Lawang need to be adequately structured,
arranged, and managed by strengthening the body of the Destination
Management Organisation (DMO) thus the objective of ecotourism in Bukit
Lawang can be achieved.
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1. Introduction

Ecotourism, a form of sustainable tourism that emphasises on the natural environment, continues to grow
[1][2]. It is one of the key destination development strategies focused at preserving the environmental and
cultural diversity by inviting visitors and involving local communities to come and protect a natural area
without causing environmental damage [3][4]. The objectives of ecotourism are to improve the quality of
tourism destinations, to stimulate regional economic growth, and to foster the involvement of local
communities in tourism governance [5]. In a destination context, ecotourism can be promoted through the
provision of tourism supporting facilities [6][7]. Excellent facilities can also encourage people to visit and
spend a considerable amount of time at the destination [8][9]. Bukit Lawang, one of the natural destinations in
North Sumatra, Indonesia, has begun to adopt the concept of ecotourism because of the wealth of its attractive
natural features, such as the river, the rainforest, and the faunas [10]. Accordingly, in order to promote the
development of Bukit Lawang as an ecotourism destination, it is necessary to enhance its tourism supporting
facilities [11].
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Besides encouraging visitors to spend longer time in a destination, good quality of tourism facilities also helps
them to navigate their movements and diversifies the range of activities during their trips [12][13].
Conceptually, ecotourism is a responsible act of tourism that seeks to protect natural sites, provide benefits for
the local economy, and preserve cultural integrity within the local community [14]. Meanwhile, tourism
supporting facilities are elements or objects that complement the primary facilities in a destination. The
supporting facilities are intended to provide ease and comfort for visitors, which include parking lots, public
toilets, prayer rooms, souvenir shops, and seating areas (Table 1) [15].

Table 1. Supporting facilities

Element Variable
Supporing Facilities Parking lot,

Garbage bins,
Souvenir shops,
Public toilets,
Prayer rooms,
Security post,
Seating areas

2. Method

This research was conducted in Bukit Lawang, an ecotourism destination located within the boundary of
Gunung Leuser National Park, North Sumatra, Indonesia. Administratively, Bukit Lawang is situated in
Langkat Regency. The area was selected as the research location because it has strong natural tourism potential,
including river landscapes, tropical rainforest, flora, fauna, and orangutan habitats. Some parts of the area are
also designated for conservation purposes, making Bukit Lawang highly relevant for examining the
relationship between tourism supporting facilities and ecotourism development. The geographical position and
physical context of the research area are presented in Figure 1.
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Figure 1. Research location

This study applied a mixed-method approach to obtain a comprehensive understanding of tourism supporting
facilities in Bukit Lawang. The qualitative approach was used to identify the existing condition of facilities
through direct field observation and semi-structured interviews, while the quantitative approach was used to
measure visitors’ perceptions through questionnaires. The variables used in this study were adapted from the
ecotourism and tourism-facility literature, focusing on supporting facilities such as parking lots, garbage bins,
souvenir shops, public toilets, prayer rooms, security posts, and seating areas. Qualitative data were collected
through field observation and semi-structured interviews with tourism actors in Bukit Lawang. The observation
focused on the availability, location, accessibility, arrangement, and physical condition of tourism supporting
facilities. Interviews were conducted with key informants, including tour guides, local community
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representatives, and academics, to obtain deeper information regarding facility management, local
participation, and the role of supporting facilities in ecotourism activities.

Quantitative data were collected by distributing questionnaires to 100 visitors during the fieldwork. The
questionnaire was designed to assess visitors’ perceptions of the supporting facilities based on indicators
derived from the literature. The responses were measured using a five-point Likert scale, ranging from 1,
indicating “strongly disagree,” to 5, indicating “strongly agree.” The collected data were then analyzed
descriptively by calculating the mean score for each facility indicator. The analysis was conducted by
integrating quantitative and qualitative findings. The questionnaire results were used to identify visitors’ level
of agreement regarding the availability, accessibility, arrangement, and condition of each facility. Meanwhile,
the observation and interview data were used to explain and validate the quantitative findings. This
triangulation process enabled the study to provide a more comprehensive assessment of tourism supporting
facilities in Bukit Lawang and their contribution to the development of ecotourism.

3. Result and Discussion

The analysis begins by classifying the questionnaire respondents based on gender, origin, age, and occupation.
This classification is important because visitors’ perceptions of tourism facilities may be influenced by
individual characteristics, including personal background and travel experience [16]. A total of 100
questionnaires were distributed to visitors in Bukit Lawang. The respondents consisted of 66 male visitors and
34 female visitors. Based on their origin, 20% of the respondents were visitors from Langkat, while 80% were
visitors from outside Langkat. In terms of age, the respondents were dominated by young adults, with 12%
aged 17-20 years, 59% aged 21-30 years, 5% aged 31-40 years, and 24% aged above 40 years. Based on
occupation, most respondents were students, accounting for 59% of the total respondents, followed by
employees at 13% and civil servants at 6%. These characteristics indicate that the perception data were largely
obtained from young and educated visitors, who represent an important segment in evaluating ecotourism
facilities and visitor comfort.

Supporting facilities are physical elements provided to improve visitor convenience, comfort, accessibility,
and safety in a tourism destination. In the context of ecotourism, these facilities should not only support tourism
activities but also contribute to environmental quality, local community participation, and sustainable
destination management. Supporting facilities may include parking lots, garbage bins, souvenir shops, public
toilets, prayer rooms, security posts, and seating areas[17][13]. In community-based ecotourism, local
residents play an important role in managing tourism services and facilities according to local values and
practices [18]. However, the involvement of other stakeholders, including local government and destination
managers, is also necessary to ensure that supporting facilities are properly arranged, maintained, and
integrated into the overall management of the destination [19][20]. The visitors’ assessment of supporting
facilities in Bukit Lawang is presented in Table 2.

Table 2. Statement of supporting facilities

Mean
Supportting . Mean (Tourists
Fasilities Question (%angktat Outside Mean
ourists) Langkat)
Parking Lot a. The parking lots are easy to find 3.65 3.57 3.61
b. The parking lots are well-arranged 2.30 2.09 2.19
Garbage bins c. The garbage bins are present and 2.50 2.48 2,49
easy to find
Souvenir shops  d. The souvenir shops are easy to find 3.70 3.55 3,62
e. The toilets are easy to find 3.50 3.49 3,49
Public toilets f. The toilets are decent and suitable 2.45 2.20 2,32
to use

g. The prayer rooms are easy to find 3.40 3.35 3,37
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Mean
Supportting . Mean (Tourists
Fasilities Question ,(I,Langktat Outside Mean
ourists) Langkat)
Prayer rooms h.The prayer rooms are decent and 3.35 3.13 3.24
appropriate to use
Security Post i. The security posts are easy to find 2.40 2.11 2,25
j. The seating areas are present and 3.40 3.57 3,48
Seating areas easy to find
k.The seating areas are in good 3.15 3.16 3,15
condition
Mean 3.07 2.97 3,01

1= Strongly disagree, 5= Strongly Agree

Table 2 shows that the overall mean score of supporting facilities in Bukit Lawang was 3.01, indicating that
visitors perceived the facilities as moderately available but not yet fully satisfactory. The mean score from
visitors from Langkat was 3.07, while the mean score from visitors from outside Langkat was 2.97. This slight
difference suggests that local visitors tended to give a more positive evaluation than visitors from outside
Langkat. However, both groups generally indicated that several supporting facilities still require improvement,
especially in terms of arrangement, cleanliness, quality, and accessibility. The highest mean score was found
in the ease of finding souvenir shops, with an overall mean of 3.62, followed by the ease of finding parking
lots with a mean of 3.61 and the ease of finding public toilets with a mean of 3.49. Meanwhile, the lowest
scores were found in the arrangement of parking lots with a mean of 2.19, the ease of finding security posts
with a mean of 2.25, the condition of public toilets with a mean of 2.32, and the availability of garbage bins
with a mean of 2.49. These results indicate that the main problems are not only related to the presence of
facilities but also to their quality, visibility, maintenance, and management.

The parking facility received a relatively positive response in terms of availability, as shown by the mean score
of 3.61 for the statement that parking lots are easy to find. However, the arrangement of parking lots received
a low mean score of 2.19, indicating that visitors considered the parking system insufficiently organized. The
condition and location of the parking areas are illustrated in Figure 2, which shows that parking spaces are
available but still require better spatial arrangement. The availability of parking is important in a tourism
destination because it allows visitors to leave their vehicles safely and supports their comfort during tourism
activities [21] [22]. Field observation showed that several parking areas are located on private land owned by
local community members, while daily parking operations are managed through a revenue-sharing system
regulated by the village authority. The parking fee is Rp 10,000 for cars and Rp 5,000 for motorcycles. This
finding was supported by a tour guide who stated that parking spaces for cars are generally available, but
motorcycle parking remains poorly arranged. Therefore, the parking facility in Bukit Lawang should be
improved through clearer zoning, better circulation, visible signage, and more organized management.

Motorcycle Parking Area
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Figure 2. Parking lot location

Prayer rooms were also assessed positively by visitors. The statement that prayer rooms are easy to find
received a mean score of 3.37, while the statement that prayer rooms are decent and appropriate to use received
a mean score of 3.24. These scores indicate that prayer rooms are generally available and usable, although
some improvement is still needed in terms of cleanliness and facility quality. The location and physical
condition of the prayer rooms are shown in Figure 3. The availability of prayer rooms is relevant to the local
context because the majority of the surrounding community is Muslim, making worship facilities an important
component of visitor services [18]. An interview with a tour guide confirmed that the main prayer room is
large, clean, and located close to the tourism area, although another prayer room near the river is smaller and
less clean. This indicates that the provision of prayer rooms has supported visitor comfort, but regular
maintenance and equal facility quality across different locations are still needed.

BAITURRAHMAN
PRAYER ROOM
A Place for Worihg and Reflecton
For the Communty
Open for M T

Bustanul Mugminin Mosque

Figure 3. Location of musholla

Public toilets are among the most important supporting facilities in a tourism destination. Based on Table 2,
the statement that toilets are easy to find received a mean score of 3.49, showing that visitors generally agreed
that toilets are available and accessible in Bukit Lawang. However, the condition of the toilets received a low
mean score of 2.32, indicating that visitors considered them inadequate or unsuitable for comfortable use. The
existing condition of the toilets is presented in Figure 4, which shows that several toilet facilities require
improvement in terms of cleanliness, lighting, physical appearance, and maintenance. Toilet availability is
closely related to visitor satisfaction because sanitation facilities are basic needs in public tourism spaces [23].
Poor lighting and an unclean appearance may create the perception that public toilets are dirty and
uncomfortable [9]. Since visitor comfort in using tourism facilities can influence satisfaction and the intention
to revisit, the improvement of public toilets should become one of the main priorities in Bukit Lawang [24],
[24][25].

Figure 4. Toilets location
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Souvenir shops received the highest mean score among all supporting facility indicators. The statement that
souvenir shops are easy to find obtained a mean score of 3.62, indicating that visitors considered these facilities
accessible and well distributed within the tourism area. Souvenir shopping is an important part of the tourism
experience because it allows visitors to bring home products that represent the uniqueness of the destination.
Shopping activities may also contribute to the local economy because part of visitor expenditure is distributed
to local traders [9][25]. In Bukit Lawang, souvenir shops are generally located near tourism activity points,
making them easy to reach by visitors. This condition supports the role of local communities in ecotourism by
providing economic opportunities through tourism-related products and services. However, although
accessibility is considered good, the manuscript should further explain whether the souvenir products reflect
local identity, environmental values, and community-based ecotourism principles [26].

Seating areas, shelters, or cottages are also important because Bukit Lawang is closely associated with river-
based tourism activities. Visitors need comfortable resting spaces where they can enjoy the river landscape
and other natural attractions. The statement that seating areas are present and easy to find received a mean
score of 3.48, indicating that visitors generally agreed that these facilities are available. The location and
distribution of shelters are shown in Figure 5. However, the condition of seating areas received a lower mean
score of 3.15, suggesting that their quality was perceived as only moderate. An interview with a visitor revealed
that although many cottages are available, their quality is considered ordinary, the rental price of approximately
Rp 50,000 may be perceived as relatively expensive, and some cottages located directly on the riverbank may
create safety concerns for children. Therefore, the management of shelters and seating areas should consider
not only availability but also safety, comfort, maintenance, price transparency, and environmental suitability.

Huts

Figure 5. Location of shelters

The security post received one of the lowest mean scores in the study. The statement that security posts are
easy to find obtained a mean score of 2.25, indicating that visitors generally disagreed that security facilities
were visible and accessible. The location of the security post is shown in Figure 6. Although the security post
exists near the entrance road to the tourism area, interview data suggest that newly arrived visitors often do
not notice it, and the post is not always guarded except during holiday periods. Security is an essential
component of tourism services because it affects visitor comfort, destination image, and the willingness of
visitors to return [8] [27]. Therefore, Bukit Lawang requires more visible, accessible, and consistently operated
security facilities. Improvements may include clearer signage, regular staff presence, coordination with local
authorities, and better information for visitors regarding emergency assistance.
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Figure 6. Security post

Garbage bins and hygiene facilities also received a low evaluation, with a mean score of 2.49 for the statement
that garbage bins are present and easy to find. This result indicates that visitors perceived the number and
distribution of garbage bins as insufficient, particularly in areas with high visitor activity such as the river zone.
Cleanliness is a fundamental aspect of ecotourism because a clean environment increases destination
attractiveness and supports conservation values [5]. In ecotourism destinations, waste management is
especially important because tourism activities take place in or near sensitive natural environments.
Conservation requires the wise use of natural resources so that environmental quality can be maintained for
sustainable development [28][29]. Therefore, the limited availability of garbage bins in Bukit Lawang may
weaken the destination’s ecotourism objectives. The management should provide more waste-disposal points,
separate organic and inorganic waste, improve waste-collection routines, and encourage visitors to participate
in maintaining cleanliness.

The findings show that supporting facilities in Bukit Lawang are available but not yet optimally arranged,
maintained, or managed. Facilities such as souvenir shops, parking areas, prayer rooms, toilets, and shelters
are generally easy to find, but several aspects still require serious improvement. The most urgent issues are the
poor arrangement of parking lots, the inadequate condition of public toilets, the limited visibility of security
posts, and the insufficient availability of garbage bins. These weaknesses indicate that the development of
supporting facilities should not focus only on physical provision, but also on facility quality, spatial
organization, maintenance, safety, cleanliness, and integrated destination management. Strengthening
collaboration among local communities, tourism actors, village authorities, and destination management
institutions is necessary to ensure that Bukit Lawang can provide better visitor experiences while maintaining
its ecotourism and conservation values.

4. Conclusion

This study concludes that the supporting facilities in Bukit Lawang are generally available, but they have not
been optimally arranged, maintained, and managed to fully support the development of ecotourism. The
findings show that several facilities, such as souvenir shops, prayer rooms, seating areas, and parking areas,
are relatively easy for visitors to find. However, the quality and management of some facilities still require
significant improvement. The most critical issues are related to the limited availability of garbage bins, the
poor condition of public toilets, the low visibility and limited operation of security posts, and the inadequate
arrangement of parking areas. These weaknesses indicate that the provision of tourism facilities should not
only focus on availability, but also on cleanliness, comfort, safety, accessibility, and proper spatial
organization. Improving hygiene facilities is a priority because cleanliness is closely related to the principles
of ecotourism and environmental conservation. The number and distribution of garbage bins should be adjusted
to visitor needs, especially around high-activity areas such as the river zone. Public toilets also need to be
improved in terms of cleanliness, lighting, physical condition, and regular maintenance so that visitors can use
them comfortably. In addition, security posts should be made more visible, accessible, and consistently
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operated to ensure visitor safety and support a positive tourism experience. Parking areas also need better
arrangement, clear zoning, and organized management so that visitors feel secure when leaving their vehicles
during tourism activities. The improvement of supporting facilities in Bukit Lawang requires integrated
management involving local communities, tourism actors, village authorities, and destination managers. Better
facility management will not only increase visitor comfort and satisfaction, but also strengthen Bukit Lawang’s
role as an ecotourism destination that supports conservation, community participation, and sustainable tourism
development. Future research is recommended to examine other ecotourism destinations for comparative
analysis and to explore the role of destination management institutions in maintaining the quality of tourism
facilities.
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