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Abstract. Baubau City has the Buton Kraton Fortress, which is the largest fort in the world 
and an iconic tourist attraction in the city. Studies regarding tourists' bad experiences 
related to tourism at the Buton Kraton Fortress have not yet been explored. Bad experiences 
in cultural tourism activities can give rise to negative sentiments that influence visits to a 
destination. We used three approaches to explore this negative sentiment, namely 
interviews with five tourists who had come to enjoy the fort as well as a key person, 
autoethnography, and netnography. This study aims to explore negative sentiment in the 
Buton Kraton Fortress. The results show that negative sentiment by tourists, the local 
community, and online communities most often highlight the problems of waste, spatial and 
green planning, and city infrastructure. Talking about Buton Kraton Fortress cannot be 
limited to just the area surrounded by the fort structure but also the surrounding 
environment. It is very important to note that in planning and managing Buton Kraton 
Fortress, the approach used must be in line with history and culture itself. The aspects of 
authenticity, originality, uniqueness, variety, beauty, and integrity are the basis that must 
always be used because negative sentiment arises when these six aspects are not considered 
in the planning and management of the Buton Palace Fortress and its surrounding 
environment. 

Keywords: Cultural Landscape, Landscape Management, Waste, Spatial and Green Planning, 
City Infrastructure 

INTRODUCTION 

Buton Kraton Fortress is a famous historical tourist attraction in Southeast Sulawesi 

Province, Indonesia. This fort was recorded as the largest fort in the world by the Guinness 

Book of Records in 2006. The area of the Buton Kraton Fortress is 23,375 hectares, with a 

circumference of 2740 m. This fort was built on a cliff, and the fort walls are made of 

limestone, which comes from the local location. Different from other historical forts in 

Indonesia, the Buton Kraton Fortress is not a colonial heritage structure but was originally 

made by the ancestors of the Butonese people. One of the distinguishing characteristics is 

its organic shape and conforming to the contour of Buton Kraton Fortress, which was once 

the capital of the Kingdom and Sultanate of Buton. The fort, which was built in 1634 and 

completed in 1645, previously consisted of small forts that were separate and not attached 

(Zahari, 1977).  
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Transformation of the Buton Kraton Fortress. It was once a village that later became 

the capital of a kingdom and sultanate. Since joining the Republic of Indonesia, this area has 

remained inhabited by the descendants of the officials of the Kingdom and Sultanate of 

Buton, but its function has changed from a place of defence and government to a historical 

and cultural area that has been used as a leading tourist destination because it has many 

tangible and intangible heritages. Data from the Baubau City Tourism Office shows that total 

tourist visits in Baubau City increase every year even though it was corrected during the 

COVID-19 pandemic. Even when the pandemic era began in 2020, the total number of 

tourist visitors at Buton Kraton Fortress reached 10,910 or 31.02% of total tourist visits in 

Baubau City. The transformation of the use of the Buton Kraton Fortress into a tourist 

destination, of course, needs to always be evaluated to maintain quality and ensure its 

sustainability. There have been quite a lot of studies related to the Buton Kraton Fortress. 

Some highlight its values, use, and preservation (Azizu et al., 2011; Coppenger & Lee, 2021; 

(Anggun et al., 2022). However, almost no one has discussed the negative sentiments 

experienced by tourists while visiting as part of the experience. This topic is important for 

many reasons. First, cultural and historical tourism experiences can influence high tourism 

opportunities and income from the tourism sector. Furthermore, cultural and historical 

tourism experiences can influence the reputation and credibility of the tourism sector. 

Tourist experience is an important factor in tourism development activities because tourists 

can provide suggestions and criticism that can become a reference for managers to improve. 

This article aims to analyze the negative sentiment received by tourists while visiting 

the Buton Kraton Fortress. The focus is on negative sentiment because the greater this 

sentiment, the impact it will have on decreasing quality which threatens the sustainability of 

tourism and life within it. Moreover, the Buton Kraton Fortress is not only limited to the 

structure but also the surrounding area which is related to the environmental, economic, 

social, as well as historical, and cultural values of Buton. Several studies report that negative 

sentiment can have a significant impact on tourism (Mi et al., 2021; Zhang et al., 2023). 

Efforts to reduce negative sentiment from local communities and tourists due to tourism 

activities mean helping to maintain the image of tourism in an area, even at regional and 

national levels. Therefore, studies regarding the exploration of negative sentiment are very 

relevant and needed. The results of this study have benefits that can be used by planners 

and managers of the Buton Kraton Fortress and other areas with similar characteristics. 

Theoretical Framework  

Tourist attraction is a concept that encompasses various theories and approaches used 

to understand and analyze tourist attractions. A tourist attraction is anything that has 

authenticity, originality, uniqueness, variety, and beauty (Damanik & Weber, 2006; 

Baumgarten, 1983; Baiquni, 2021). Authenticity refers to objects, both tangible and 

intangible, that can only be found in an area. Originality is the quality of being special and 

interesting, but similar objects can still be found elsewhere. Uniqueness is an object that has 

distinctive characteristics that show itself to be different from other objects. Variety refers to 

the not singular thing whose value will increase if its type increases. Beauty is something 

that has clarity that can be enjoyed by the five senses without any significant disturbance 

and causes pleasure. In the case of cultural and historical tourist attractions, the integrity 

aspect is also often added to complete the five previous things. Integrity refers to the 

wholeness and completeness of a cultural landscape. Upholding integrity will aid in 

preventing the loss or fragmentation of tangible and intangible components that are vital to 

the cultural landscape's overall identity (Wang, 2015). 

Sustainability theory in cultural and historical tourism is important to understand 

because it emphasizes the importance of preserving and promoting local cultures and 
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traditions in tourist destinations. Cultural and historical tourism should be developed in a 

way that preserves local cultural heritage and supports the economic and social well-being 

of local communities, in addition to maintaining tourist satisfaction (Mudana et al., 2023). 

Cultural and historical tourism experiences also should facilitate the exchange of knowledge, 

values, and practices between tourists and local communities, promoting mutual 

understanding and respect (Seyfi et al., 2020). 

Tourists' attitudes and intentions to learn about the culture of the destination can 

influence their tourism experience and satisfaction (Xu et al., 2022). Tourists choose a place 

to visit because of the attractions provided by a place or object. If there is a discrepancy with 

their expectations, their satisfaction will decrease and trigger negative sentiment. Negative 

sentiment in tourism refers to expressing negative feelings, opinions, or experiences related 

to tourism. Forms of negative sentiment can be negative reviews, complaints, or criticisms. 

Negative sentiment can influence the perception of potential tourists and affect their 

decision-making process when choosing a destination or service (Bolici et al., 2020). If 

negative sentiments by tourists do not receive attention from stakeholders, it can affect the 

general country image, destination image, and post-visit intentions (De Nisco et al., 2015; 

De Nisco et al., 2017). 

METHOD 

The three approaches we took in this research were autoethnography, netnography, 

and interview (Oktadiana & Pearce, 2020; Kozinets et al., 2018; Kozinets, 2015). The 

procedure of the study is explained in Figure. 1. Interview activities were carried out to avoid 

bias due to subjectivity and also to enrich the understanding of the information obtained 

from the previous stages. Interviews were conducted with five respondents as tourists and a 

community figure as a key informant. The determination of five tourists as respondents refers 

to research which aims to explore in-depth meaning related to perceptions and preferences 

as experiences during travel (Windasari et al., 2022). The five respondents were tourists who 

came from outside Baubau City and deliberately came there to enjoy the Buton Kraton 

Fortress. Interviews were conducted after tourists finished visiting the fortress. We asked 12 

questions regarding the tourist attraction of the Buton Kraton Fortress. The contents are 

about their journey to arrive in this area. For example, their reasons for visiting this area, 

what they imagined beforehand, what they felt afterward, what they liked and didn't like, 

how likely other people will feel the same way, and what input they want to convey for its 

sustainability. Although we prepared 12 question items, during the interview process, we 

also developed new questions according to the information they provided. A key informant 

was selected based on recommendations from stakeholders at the research location, namely 

a historian and cultural observer who lives in the Buton Kraton Fortress. 

 

 

 
 

Figure 1. The Procedure of the Study 
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The interview recordings were transcribed using salyns.prosa.ai and re-verified. The 

reviews collected come from Google Reviews and Tripadvisor two review media commonly 

used in tourism activities. This process is part of netnography. The reason we chose this 

approach is because nowadays, sentiments in tourism experiences can be easily accessed. 

If previously a special approach was required, such as conducting surveys or interviews, now 

it can also be obtained from reviews by the Internet community (Oktadiana & Pearce, 2020). 

Combining these approaches can produce good information for evaluating a tourism 

landscape, especially historical and cultural landscape tourism, in achieving sustainability. 

 The results of the review and interviews were processed with NVIVO software and 

then analyzed descriptively. NVIVO will help in presenting coding groups in hierarchical and 

coverage forms so that the synthesis process can be easier. It will also help reduce 

subjectivity, which has been an obstacle in qualitative research. The way to do this is by 

coding sentences based on the group of sentiments given (positive and negative). Further 

analysis focused on sentences that included negative sentiment. Examples of negative 

sentiment sentences can be seen in Table 1. 

The process of describing the codes from this statement refers to similar research that 

attempts to explore the causes and effects of an action (Amin et al., 2021).  Ground truth 

checks by researchers are carried out with documentation in the form of pictures and travel 

notes at the research location to validate the information collected (Oktadiana & Pearce, 

2020). We summarised all the results found based on the results of reviews and interviews, 

then matched them with our experience, containing notes and pictures. This process is also 

part of autoethnography. Autoethnography is a research and writing approach that describes 

and analyzes personal experiences to understand cultural experiences, especially in tourism. 

It involves the use of personal narratives, reflexivity, and a focus on the researcher as a 

subject. It is regarded as one of the most well-liked kinds of qualitative research and has 

grown in popularity in recent years (Ellis et al., 2011). 

 
Table 1. Open Coding Example for Negative Sentiments 

No Statement Initial Category 

1 The current signage isn't very informative, so I hope they try to make more 

informative signage later. 

Information 

2 What I don't like is rubbish. So it's not clean enough, people visit to eat but throw 

rubbish there. 

Cleanliness 

3 Many residents' houses have changed to modern houses, so they look less neat. Conversion 
4 Roads and pedestrian path materials do not look natural because they are made 

of asphalt and concrete blocks. 

Revitalization 

5 If it's for viewing, don't let anything disturb you there, whether it's buildings or 

towers. 

Scenic 

6 There was a tour guide who seemed pushy, so I was annoyed. Tour guide 
7 What I don't like is the hot air. Air temperature 
8 I'm tired because this area is too large. Large size 
9 What I don't like is that certain individuals cannot maintain the sustainability of 

the site. 

Visitor behaviour  

10 We had to rent a vehicle because there was no public transportation to reach 

the location. 

Infrastructure 

RESULT  

There are 212 reviews regarding Buton Kraton Fortress obtained from Google 

Reviews. The sentiment hierarchy of Google Reviews can be seen in Figure 2. The results 

show that only five phrases contain negative comments (1.12% coverage). Two of these five 

negative sentiments highlight the problem of waste generated by visitors. The type of waste 

that was commented on and considered very disturbing was plastic waste (0.62% coverage). 
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Figure 2. Hierarchy of Sentiments Regarding Buton Kraton Fortress on Google Review 

 

The number of reviews from Tripadvisor regarding Buton Palace Fort is less than 

Google Reviews. There are only 54 reviews. The sentiment hierarchy from Tripadvisor, the 

pattern is quite the same but the coverage of negative sentiment is slightly greater, namely 

4.43% (Figure 3). Negative sentiment on Tripadvisor highlights the problems with facilities 

and infrastructure in Baubau City rather than the Buton Kraton Fortress itself. The negative 

sentiment that directly highlights the Buton Kraton Fortress is the hot air, and a small number 

respond to the problem of the unavailability of an English tour guide and the maintenance 

of the object, which is considered not optimal yet. 

 
 

 
 

Figure 3. Hierarchy of Sentiments about Buton Kraton Fortress on Tripadvisor 

 

By conducting interviews, sentiments from netnography can be studied more deeply. 

The negative sentiments of the five tourist sources when touring the Buton Kraton Fortress 

were hierarchically smaller than the positive sentiments (Figure 4). Tourists highlight several 

things, including poor interpretation of media, obstructed views, rubbish, conversion of 

traditional buildings to modern ones, revitalization that is not in line with history and culture, 

hot air, and annoying tour guides. The waste problem is still the most highlighted (11.1% 

coverage). 
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Figure 4. Hierarchy of Tourist Sentiment when Traveling to Buton Kraton Fortress 

 

Negative sentiment by a key informant showed a much greater value, namely 10.47% 

coverage. All this negative sentiment highlights the problem of green areas around the 

fortress, both inside and outside. Spatial and green planning is considered not well planned. 

As an area that has historical and cultural value, the local community hopes that the 

approach used should be a historical and cultural approach to maintain the authenticity of 

the Buton Kraton Fortress, which is integrated with the surrounding environment (Figure 5). 

 
 

 

 

Figure 5. Hierarchy of Key Informants' Sentiments Regarding Tourism at Buton Kraton Fortress 

DISCUSSION 

If negative sentiment is allowed to continue, it can threaten the sustainability of 

tourism, such as reducing the level of tourist satisfaction and loyalty. There are ten main 

groups. First, the information available on the Buton Kraton Fortress is still lacking. There 

are many historical objects in the Buton Kraton Fortress area. It is felt that there is a need 

for interpretation media so that tourists can better appreciate the history, objects, values, 

and other things inherent in it. Even though there has been signage so far, the information in 

it is very lacking, only using Indonesian and a little Wolio script, writing errors and incorrect 

spelling have been found, there are even some signages that don't contain any information 

other than the name of the object (Figure 6). Interpretation functions not only to reveal the 

meaning of a place but also to provide important value, especially in historical tourism (Ham 

& Weiler, 2007; Huang et al., 2016; Kuo et al., 2016; Lee, 2009). 
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Figure 6. Signage that has No Information Other than the Name of the Object 

 

Second, related to cleanliness. Before there was a policy that allowed people inside 

the fort to sell food, hygiene was never a problem. However, the volume of waste has 

recently increased due to the low awareness of visitors and the lack of control from traders. 

Traders should have the responsibility to warn visitors when carrying out eating and drinking 

activities in the fort, that their rubbish should not be left in the fort area, let alone thrown on 

the fort cliffs (Figure 7). Several research reports reveal that tourism can contribute to waste 

generation, which can harm the environment and can even reduce tourist satisfaction 

(Pandey et al., 2023; Soukiazis & Proença, 2021). Waste management ultimately becomes a 

very important need to maintain a clean and attractive environment thereby increasing 

tourist satisfaction. To overcome this problem, it is important to implement effective waste 

management strategies in tourism destinations. This can include steps such as encouraging 

tourists to dispose of their waste responsibly, providing adequate waste disposal facilities 

and signage, implementing recycling programs, educating tourists to be aware of the 

importance of reducing and managing waste, and enforcing regulations to prevent excessive 

waste generation and littering. 

 
 

 

 

Figure 7. Garbage Strewn Under the Fort 

 

Third, the massive conversion of traditional buildings inside the fort reduces the sense 

of tourists. Traditional buildings in historical and cultural tourism are an important element 

of tourist attraction (Syahadat, 2022). The results of our research reveal that tourists expect 

authentic experiences. This problem has been going on for a long time but has not yet 

received a solution due to weak control and community financial resources. The people in 
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the fort wanted not to convert their buildings, but because the wood was old and expensive, 

they inevitably converted to non-wood buildings in the fort. 

Fourth, revitalization activities in the fort are quite disturbing because they change the 

style of the palace. For example, by creating pedestrian paths, paving roads, installing 

paving, planting introduced vegetation, and even covering the facades of historical objects 

(Figure. 8). To overcome this, knowledge and understanding for stakeholders regarding 

conservation values is very necessary because there have often been conflicts with the 

community in the fort who always reject revitalization efforts which have been proven to 

reduce the values in the Buton Kraton Fortress. 

 
 

 

 

Figure 8. The Sultanate's Flagpole is more than Three Centuries Old and is Covered with a Steel 

Structure, which is Visually Disturbing and not in Line with Local Culture and History 

 

Fifth, some objects interfere with the view outside the fort. According to respondents, 

both tourists and key informants, the Buton Kraton Fortress has the advantage of having 

beautiful scenic features. However, this feature is starting to be disturbed due to massive 

development in the urban direction, even getting closer to the fort structure. For example, 

there are BTS towers (Figure 9) or even wild vegetation that is allowed to grow, blocking the 

view outside the fort (Figure 10). The recommendation given for this problem is the need for 

spatial planning regulations and visual protection involving the Buton Kraton Fortress as a 

single landscape unit. That is, when talking about a fort, it cannot be separated from the view 

in front of it because the ancestors had planned the fort in such a way that they could look 

out to protect themselves. Damaging the outside view means indirectly damaging the fort. 
 
 

 

 

Figure 9. The BTS Tower is Positioned too Close to the Fort Structure, so it is Visually Disturbing 
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Figure 10. Uncontrolled Wild Vegetation Covers the View of the Fort Walls 

 

Sixth, there is a tour guide who is quite pushy. Initially, the Buton Kraton Fortress did 

not have a tour guide. However, this was developed so that the people in the fort could be 

empowered. There is nothing wrong with this, but the process needs to be evaluated. It 

would be better if there was an institution that manages it so that tourists do not feel forced 

or disturbed in exploring the objects inside the fort. Skills that uphold the ethics and 

politeness of guides still need to be improved so that tourists still feel comfortable 

(Purwaningsih, 2013; Susanthi & Warmadewi, 2020) . Moreover, nowadays, the paradigm of 

tourists, especially generations Y and Z, has changed to become more independent and 

independent (Priyanto, 2021). 

Seventh, the air temperature is hot enough to make tourists uncomfortable. However, 

tourists do not want any additional elements because it will damage the authenticity of the 

fort. We do not recommend planting shade vegetation because adding vegetation around 

the fort will pose two risks. First, the risk of structural damage due to vegetation growth. 

Second, reducing the value of the fort, which does not grow vegetation around it. Even 

though planting shade vegetation is a biophysical element, it will reduce the integrity value 

because it is not in line with the history and culture of the Buton Kraton Fortress. Negative 

sentiments regarding green planning were also most widely highlighted by key informants. 

This is also a criticism because currently, at the Buton Kraton Fortress, there are already 

beautification activities using introduced vegetation (Figure 11). Even though palaces in 

Indonesia generally maintain their cultural vegetation (Rosmalia et al., 2021; Syahbudin et 

al., 2018; Urazova et al., 2019). The most likely recommendation is information regarding 

the ideal time to visit Buton Kraton Fortress because this information is not available to 

tourists. By knowing the right time to visit the fort, tourists will not feel disturbed by sunburn 

or uncomfortable air temperatures. 

 
 

 

 

Figure 11. American Introduced Plants (Tabebuia sp.) which were Planted  

in the Buton Kraton Fortress 
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Eighth, the fairly large size of the fort also creates negative sentiment. Even though 

this is unique, due to non-optimal management, it triggers bad experiences. The absence of 

a tourist route within the fort means that tourists cannot arrange their plans to explore the 

fort according to their abilities. The solution that can be provided is that tourist route options 

are needed for tourists so that tourists can choose which objects they will visit and via which 

route. 

Ninth, visitor behaviour that threatens the sustainability of the site. This behavior was 

created not by accident but because it was facilitated by society. Since the community's 

economy developed inside the fort, which was marked by the large number of people selling 

on the site, traders provided facilities to climb the fort walls (Figure 12). The reason is so that 

visitors can enjoy the panorama from the top of the fort while enjoying the dishes they 

provide (Figure 13). This is an inappropriate action because over time, the structure of the 

fort will become weak and at risk of collapsing (Swastikawati et al., 2022). 

 
 

 

 

Figure 12. Stair Facilities Facilitated by the Community to Climb the Fort Walls 

 
 

 
 

Figure 13. Visitors Sitting on the Fort Wall 

 

Tenth, the tourism infrastructure in Baubau City must support the existence of the 

Buton Kraton Fortress. Many tourists complain about the facilities and infrastructure in this 

city, so it is difficult for them to explore tourist attractions in Baubau City, especially the 

Banteng Keraton Buton, which is the main attraction. City governments need to pay 

attention to policies, and stakeholder cooperation, and also invest more actively to 

encourage infrastructure development. Undeveloped tourism infrastructure can cause a gap 

between the price of tourism products and their quality, which in turn hinders industry 

growth (Urazova et al., 2019). In addition, a lack of infrastructure can hamper the socio-

economic development of a region, as tourism is a major source of foreign exchange 

earnings and can create jobs and income-generating activities (Shivakoti, 2021). In addition, 

a lack of tourism infrastructure can contribute to economic underdevelopment, low living 

standards, and unequal income distribution (Serogina et al., 2021). 
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CONCLUSION 

Combining autoethnography, netnography, and interview approaches can help in 

analyzing exploratory studies more deeply and avoiding subjectivity. We highly recommend 

combining these three approaches because, from the results, they can support each other 

and complement each other's information. This is very clearly shown in the sentiment 

hierarchy coverage. Even though it comes from several sources, the pattern is the same. 

When validated through the researchers' notes and documentation, the results were also 

consistent. 

The boundary of the Buton Kraton Fortress cannot only be seen as a fortress structure 

because many negative sentiments highlight environmental problems outside the fortress 

which can directly reduce the value of the fortress. Negative sentiment regarding tourism at 

the Buton Kraton Fortress highlights at least ten aspects. The problem most criticized by 

tourists is the rubbish problem in the Buton Kraton Fortress area. The problem that is most 

criticized by key informants as local people at the Buton Kraton Fortress is the problem of 

spatial and green planning which is not in line with culture and history. Furthermore, the 

online community highlighted two things, namely the waste problem and city infrastructure. 

Both tourists and local people hope that the quality of the transformation of the Buton 

Kraton Fortress, which has become the main tourist attraction in Baubau City, needs to be 

maintained. The negative sentiments that exist are not something that is impossible to fix 

and there is no need to wait until more negative sentiments emerge. Aspects of authenticity, 

originality, uniqueness, variety, beauty, and integrity are a necessity to achieve sustainability 

because they are equally desired and needed by tourists and local communities as residents 

of the area. 
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