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Oleh:

Jiman Budiharja

ABSTRAK
Tara hotel merupakan hotel bintang empat yang terletak di Kota Yogyakarta yang

merupakan salah satu area utama komersial, wisata dan distrik pusat kota dimana
terdapat berbagai kantor korporasi, tempat perbelanjaan, budaya dan institusi
pemerintahan, bisnis retial dan hiburan. Seiring dengan meningkatnya penggunaan
aplikasi, sebagian besar pengguna akan membaca ulasan online terlebih dahulu sebelum
memesan kamar hotel dan menjadikan ulasan tersebut sebagai referensi. Penelitian ini
bertujuan untuk mengidentifikasi ulasan online guest reviews, offline guest reviews serta
menganalisa perbedaan penilaian pelanggan online guest reviews dengan offline guest
reviews di Tara Hotel Yogyakarta berdasarkan kategori. Penelitian ini menggunakan
metode deskriptif komparatif dengan pendekatan kualitatif. Populasi penelitian ini adalah
customer yang melakukan reservasi kamar hotel baik secara online maupun offline selama
periode Februari — Juni 2022. Sampel dalam penelitian ini yaitu sebanyak 118 responden
yang terdiri dari 18 responden online dan 100 responden offline. Hasil penelitian ini
menunjukkan bahwa ulasan Online Guest Reviews dari semua kategori mendapatkan
penilaian yang kurang baik. Dari semua kategori, faktor kebersihan dan fasilitas yang
paling di kritisi oleh konsumen. Sementara ulasan Offline Guest Reviews dari semua
kategori penilaian, komentar konsumen bisa dikatakan baik. Meskipun demikian ada
beberapa konsumen yang tetap meninggalkan kritik pada kategori kebersihan. Secara
keseluruhan komparasi perbedaan penilaian pelanggan online guest reviews dengan offline
guest reviews di Tara hotel Yogyakarta, ditemukan perbedaan pada penilaian pelanggan.
Online guest review lebih kritis dalam mengomentari aspek kategori. Hal ini disebabkan
online guest review lebih bebas secara emosional saat memberikan komentar, sementara
offline guest review berkomentar lebih kearah positif. Hal ini disebabkan konsumen offline
guest review dalam mengomentari aspek kategori berada disekitar peneliti sehingga dalam

memberikan komentar terpengaruh oleh faktor perasaan.

Kata kunci: Online Guest Reviews, Offline Guest reviews, Hotel
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COMPARISON BETWEEN ONLINE GUEST REVIEWS AND OFFLINE
GUEST REVIEWS AT TARA HOTEL YOGYAKARTA

By:

Jiman Budiharja

ABSTRACT
Tara hotel is a four-star hotel located in the city of Yogyakarta which is one of the main
commercial, tourist and downtown districts where there are various corporate offices,
shopping venues, cultural and government institutions, retail businesses and
entertainment. Along with the increasing use of the application, most users will read online
reviews first before booking a hotel room and use the review as a reference. This study
aims to identify online guest reviews, offline guest reviews and analyze the differences
between online guest reviews and offline guest reviews at Tara Hotel Yogyakarta by
category. This study uses a comparative descriptive method with a qualitative approach.
The population of this research is customers who make hotel room reservations both online
and offline during the period February - June 2022. The sample in this study is 118
respondents consisting of 18 online respondents and 100 offline respondents. The results
of this study indicate that Online Guest Reviews reviews from all categories get a poor
rating. Of all categories, the factors of cleanliness and facilities are the most critical by
consumers. While Offline Guest Reviews reviews from all rating categories, consumer
comments can be said to be good. However, there are some consumers who still leave
criticism on the cleanliness category. Overall, there is a comparison between online guest
reviews and offline guest reviews at Tara hotel Yogyakarta, found differences in customer
ratings. Online guest reviews are more critical in commenting on the category aspect. This
is because online guest reviews are more emotionally free when making comments, while
offline guest reviews are more positive. This is because offline guest review consumers in
commenting on the category aspect are around the researcher so that in providing

comments they are affected by the feeling factor.

Keywords: Online Guest Reviews, Offline Guest reviews,Hotel

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



DAFTAR ISI

HALAMAN JUDUL ...ooiiiiiee ettt sttt ettt st e st s sabe e e s saseeessanees i
LEMBAR PENGESAHAN SKRIPSH......oooiiiit et i
LEMBAR PERNYATAAN L.ttt ettt st sbe et iii
ABSTRAK et ettt ettt e b e e bt e e bt e e bt e e bt e e she e e ate e sateesaeeenas iv
ABSTRACT Lttt et e rb et e h e e bt e e sbe e e b ee s aee e saeeesabe e eare e saeeenaee v
KATA PENGANTAR ...ttt ettt ettt st e st st e e e e xiv
UCAPAN TERIMA KASITH ...ttt Y
DAFTAR TSI ettt ettt et s sbe e e sbe e e bee e saeeesaeeeas xvii
DAFTAR TABEL ..ttt st ettt s e aee e 1
DAFTAR GAMBAR. ...ttt ettt ettt ettt e st e e beeesaee e 2
DAFTAR LAMPIRAN ...ttt ettt sttt et sbe e s b b 3
BAB | PENDAHULUAN ...ttt sttt et bee e 4
1.1 Latar Belakang Masalah.............ccooooieiiiiiiii e 4
1.2 RUMUSAN MASAIAN.........cciiiiiici e 8
1.3 TUJUAN PENEHTIAN ...ociieeee ettt e st e s nee e 8
1.4 Manfaat Penelitian ..o 9
1.5  Sistematika PenUIISAN .........cccoveiiiiiiiiiineceee s 9
BAB Il KAJIAN PUSTAKA, KERANGKA PEMIKIRAAN, DAN HIPOTESIS ....11
2.1 Kajian PUSTAKA ........coeiiieciee ettt sttt e st e st e e 11
2.1.1 KONSEP CUSIOMEr REVIEW .....cccuvieciiecieeciie e eteeetee et e st e st e st e nne et e 11
2.1.2 Pengertian Online CUStOMEr REVIEW.........ccceeeieeeieeeiee e eeeeteeeveeeveeeeee s 11
2.1.3 Syarat Online CoNSUMEr REVIEW..........ccveiierieeiieeiteereereete e ereereseresaesanesnnas 16
2.1.4 Indikator Online CONSUMEr REVIEW..........cevuerieiriiriniiieieieniesieeeeeie e 16
2.2.5 Pengertian Walk in Guest (Offline GUESL) .......cevvcueeeviee e 19
2.1.6 Pengertian Komparatif.........ccccceeceiiiecie et 21
2.1.7 Kualitas Pelayanan..........ccccveiiieiiieeiiieciee st ste et e st e s te e steesvn e et e s 23
2.2 Penelitian TerdahUlU.........ccooeiiiiiiiniciccee s 24
2.3 Kerangka PemiKiFan .........c.ccciiiiiiiiieceecee ettt 32
BAB Il METODE PENELITIAN. ...ttt 33

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



3.1 DESAIN PENEIITIAN ..eeeeiieeeeeeee ettt e et e e e e e e et e e e s e e seaeeeas 33

3.2 Lokasi dan Tempat Penelitian..........cccooveiieiieiienieseeece e, 33
3.3 Populasi dan SAMPEL .......cceevieiieiiceceeeee e e 34
34 INSErUMEeN Penelitian .......ccooiiieiiniiieeee e 35
3.5 Prosedur Penelitian ........ccccoceeieriiiinieieseseseeee et 36
3.6 ANALISIS DALA...c..eouirieeieieriesieeee e e 37
BAB IV HASIL DAN PEMBAHASAN ..ottt 38
41  Gambaran Umum Tara HOtel .........cocveviriniiiiineeeeeee e 38
4.2 Karakteristik RESPONUEN ........ccveviieiciiceee ettt 38
4.3 Penyafian Data .........cccoceeieeiiieiieece et e 42
44 PemBDaNASAN.....cc.coiiiiiieieeeee e e 58
45  Analisis Komparasi Online Guest Review & Offline Guest Review.............. 60
BAB V SIMPULAN, IMPLIKASI, DAN REKOMENDASI .......cccoooveiiieeeieeeeee, 63
SIMPULAN, IMPLIKASI, DAN REKOMENDASI ......cccccviiiteniienieeniee e siee e 63
L300 1 101 o] =T o TP 63
5.2 0] 0] 12 U USSR 64
5.3 REKOMENUASI......veeiieiieiieieee ettt ettt et e e be s 64
DAFTAR PUSTAKA ..ottt ettt et e ettt e e st e e e st e e e e btae e s teeeesataeeenraeenn 65
N | N N USRS 78

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



DAFTAR TABEL

Tabel 2 1. Penelitian Terdahulu.............coooiiiiiii e, 21
Tabel 4 1. Responden Online Guest Review & Offline Guest Review Berdasar Jenis
KlaMIN. .o e 32
Tabel 4.2. Responden Online Guest Review & Offline Guest Review Berdasarkan

Tabel 4.3. Responden Online Guest Review & Offline Guest Review Berdasarkan

Jenis Pekerjaan. .......ooooiiiiii i 34

Tabel 4.4. Responden Online Guest Review & Offline Guest Review Berdasarkan

Pendapatan. ... ... ..o 35
Tabel 4 5. Hasil Analisis Komparasi Online Guest Review & Offline Guest
REVIBW ... .o et et s et e et et e et e et e et e et e e e et aee een e 200 D3

1

Jiman Budiharja, 2022
KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA

HOTEL YOGYAKARTA
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



DAFTAR GAMBAR

Gambar 2 1. Kerangka Konseptual Penelitian

Gambar 3 1. Prosedur Penelitian

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



DAFTAR LAMPIRAN

Lampiran 1. Komentar Pelanggan

Lampiran 2. Data Online Guest Reviews

Lampiran 3. Data Walk In Guest Reviews

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



DAFTAR PUSTAKA

Afrilliana, N. (2020). Pengaruh Kualitas Pelayanan terhadap Kepuasan Pelanggan
Grab di Kota Palembang. Jurnal Nasional Manajemen Pemasaran &
SDM, 1(2), 46-55. https://doi.org/10.47747/jnmpsdm.v1i2.119

Agustina, L., Fayardi, A. O., & Irwansyah. (2018). Online Review: Indikator
Penilaian Kredibilitas Online dalam Platform E-commerce. Jurnal limu
Komunikasi, 15(2), 141-154. https://doi.org/10.24002/jik.v15i2.1320

Ahmadi. (2009). Psikologi Sosial. Rineka Cipta. Jakarta.

Ali, M. A,, Ting, D. H., & Salim, L. (2021). Effect Of Online Reviews and Offline
Cues on Consumer’s Restaurant Selection: A Conceptual Model and
Research Agenda. SHS Web of Conferences 124, 09004 (2021), 2-6.
https://doi.org/https://doi.org/10.1051/shsconf/202112409004

Anderson, J. R. (1985). Cognitive Psychology and Its Implications (2nd ed.). WH
Freeman/Times Books/Henry Holt & Co.

Angelique, M., Utami, Ch. W., Gosal, G. G. (2021). Pengaruh Online Review &
Customer Experience Terhadap Brand Image & Purchase Intention Di
Painterest. PERFORMA: Jurnal Manajemen Dan Start-Up Bisnis, 6(6),
484-493. https://doi.org/10.37715/jp.v6i6.2151

Anggaraeni, N. M. (2021). Pengaruh Waktu Tunggu, Keramahan Petugas Dan
Kompetensi Petugas Terhadap Kepuasan Pelanggan UPTD Puskesmas 11
Negara (Suatu Kajian Studi Literatur Manajemen Sumber Daya Manusia).
Jurnal llmu Hukum Humaniora Dan Politik, 1(2), 225-234.
https://doi.org/https://doi.org/10.38035/jihhp.v1i2

Angkiriwang, D. 1., Susanto, K. C., & Thio, S. (2018). Pengaruh Ulasan Online Di
Tripadvisor Terhadap Minat Menginap Generasi Milenial Di Surabaya.
Jurnal  Hospitality Dan Manajemen Jasa, 6(2), 452-468.
http://publication.petra.ac.id/index.php/manajemen-

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA

HOTEL YOGYAKARTA
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



perhotelan/article/view/7517

Arif, S. (2021). Studi Komparatif Dalam Islam. Siyasah: Jurnal Hukum Tata
Negara, Vol 4 No 2, 26-40.

Arikunto, S. (1997). Prosedur Penelitian Suatu Pendekatan Praktik. Rineka Cipta.
Jakarta.

Artha, B., Zahara, |., Bahri, & Sari, N. P. (2022). Customer Retention: A Literature
Review. Social Science Studies, Vol.2 No., 030-045. https://doi.org/DOI:
10.47153/ss521.2952022

Ayu, N. F., Agata, Y., Satriani, M., Asnaini & Arisandi, D. (2022). Kepuasan
Belanja Fashion Online dan Offline (Studi pada Muslimah Kecamatan
Selebar Kota Bengkulu Provinsi Bengkulu). Ekonomis: Journal of
Economics and Business, 6(1), 15-26.
https://doi.org/10.33087/ekonomis.v6il1.446

Azulmi, D., Nursiana, A., & Ingkadijaya, R. (2018). The Effect of Online Guest
Review, Hotel Facilities and Online Travel Agent Price On Decision To
Stay At Grand Rocky Hotel Bukittinggi : The Case Of Traveloka. TRJ
Tourism Research Journal, 2(2), 1-14.
https://doi.org/10.30647/trj.v2i2.38.

Azwar, Saifuddin. (2003). Metode Penelitian. Pustaka Pelajar. Yogyakarta.

Bagyono. (2005). Pariwisata dan Perhotelan. Cetakan pertama. Alfabeta.

Bandung.
Bauer, R. (1993). He Study of Policy Formation. Free Press. New York.

Bhandari, M., & Rodgers, S. (2017). What does the brand say? Effects of brand
feedback to negative eWOM on brand trust and purchase intentions.
International Journal of  Advertising, 37(2), 125-141.
https://doi.org/10.1080/02650487.2017.1349030

Brakus, J., Schmitt, B. H., & Zarantonello, L. (2009). Brand Experience: What Is
It? How Is It Measured? Does It. Affect Loyalty? Journal of Marketing,
73(3), 52-68. doi:10.1509/jmkg.73.3.052

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu


https://doi.org/10.30647/trj.v2i2.38

Chan, I., Ma, J., Ye, H.,, & Law, R. (2020). A Comparison of Hotel Guest
Experience Before and During Pandemic: Evidence from Online
Reviews. Information and Communication Technologies in Tourism
2021: Proceedings of the ENTER 2021 eTourism Conference, January 19—
22, 2021, 549-556. https://doi.org/10.1007/978-3-030-65785-7_52

Christian, G. (1982). An applied service marketing theory. European Journal of
Marketing, 16(7), 30-41.

Damanik, V. (2014). City hotel di medan. Universitas Diponegoro. Semarang.

Departemen Pendidikan Nasional. (2007). Undang-undang Sistem Pendidikan
Nasional No. 20 tahun 2003. Wacana Intelektual. Jakarta.

Dewi Aisyah S.K. (2013). Analisis Spasial Pola Sebaran Hotel Berbintang di
Provinsi DI Yogyakarta Tahun 2010-2013. Perpustakaan Pusat UGM.
Yogyakarta.

Falihah, N., Siti, A. E., Kusdi, R., & Andriani, K. (2021). Online Reservation
System and Online Customer Review: Its Impact on Brand Image, Trust
and Hotel Booking Decision. International Journal of Economics,
Business and Accounting Research (IJEBAR), 5(4), 409-425.
http://jurnal.stie-aas.ac.id/index.php/IJEBAR/article/view/3367

Fathin, R., & Millanyani, H. (2021). Pengaruh Online Customer Review dan Rating
terhadap Minat Beli pada  Aplikasi ~ Pemesanan  Hotel
Traveloka. COSTING : Journal of Economic, Business and
Accounting, 5(1), 709-722.
https://doi.org/https://doi.org/10.31539/costing.v5i1.3045

Foris, D., Popescu, M., Hartescu, M. (2021). Quality Assessment of Hotel Services
on the Basis of Online Guests’ Reviews: A Case Study in Romania. Journal
of Management Systems. 22(183), 118-122

Gove, P. B. (1996). Webster Third New International Dictionary. Massachussets:
G. dan C, Meriam Company.

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



Guler, Y. C. ., & Huseynov, F. (2021). The Impact of Online Consumer Reviews
on Online Hotel Booking Intention. Isletme Arastirmalar: Dergisi, 13(3),
2634-2652. https://doi.org/10.20491/isarder.2021.1282

Haniscara, N. A., & Saino, S. (2021). Pengaruh Online Customer Review dan
Tagline Terhadap Keputusan Pembelian Produk Fashion Di Marketplace
Shopee dengan Minat Beli Sebagal Variabel Intervening: Studi Pada
Generasi Muda Surabaya. Jurnal Sains Sosio Humaniora, Vol. 5 No., 533—
543. https://doi.org/https://doi.org/10.22437/jssh.v5i1.14173

Hariyanto, H. T., & Trisunarno, L. (2020). Analisis Pengaruh Online Customer
Review, Online Customer Rating, dan Star Seller terhadap Kepercayaan
Pelanggan Hingga Keputusan Pembelian pada Toko Online di Shopee.
Jurnal Teknik ITS, Vol. 9, No, 234-239.

Hasrul, A. F., Suharyati., & Sembiring, R. (2021). Analisis Pengaruh Online
Customer Review dan Rating Terhadap Minat Beli Produk Elektronik di
Tokopedia. KORELASI; Konferensi Riset Nasional Ekonomi, Manajemen,
Dan Akuntansi. Fakultas, 2(1), 1352-1365.
https://conference.upnvj.ac.id/index.php/korelasi/article/view/1155/857

Hayat, V. Z., Nurdin, U., Istigomah. (2021). Dampak VHO dan OTA pada
Perubahan Lingkungan dan Kehidupan Sosial. JSIM: Jurnal Ilmu Sosial
Dan Pendidikan, 2(5), 465-479.

Hendriyati, L. (2019). Pengaruh Online Travel Agent terhadap Pemesanan Kamar
di Hotel Mutiara Malioboro Yogyakarta. Media Wisata, 17(1), 1-10.
https://doi.org/10.36276/mws.v17i1.145

Johns,N., Howcroft, B., Drake, L., 1997. The use of data envelopment analysis to
monitor hotel productivity. PrONGRess in Tourism and Hospitality
Research. 3(2), 119-127.

Jogiyanto, H. M. (2005). Analisis & Desain Sistem Informasi. Penerbit Andi.
Yogyakarta.

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



Juliana., Tanujaya, T., & Nathaniel. (2021). Pelayanan Hotel Dan Fasilitas Hotel
Terhadap Kepuasan. Judicious, 2(1), 1-10.
https://doi.org/https://doi.org/10.37010/jdc.v2il

Kartawinata, & Chairudin, R. (2021). Pengaruh Harga, Lokasi, Fasilitas, dan
Pelayanan Terhadap Keputusan Konsumen pada Hotel Daira Palembang.
Jurnal Media Ekonomi Dan Kewirausahaan (MEKU) FE Universitas

Sumatera Selatan, 1(3).

Kementrian Pariwisata Dan Ekonomi Kreatif. (2020). Panduan Pelaksanaan
Kebersihan, Kesehatan, Keselamatan, Dan Kelestarian Lingkungan Di

Hotel. In Indonesia Care.

Kharisma, M. D., Pitanatri, P. D. S., Pramana, I. D. P. H. (2020). Pengaruh saluran
distribusi offline dan online travel agent dan implikasinya terhadap
revenue per available room di the anvaya beach resort bali. Jurnal
Kepariwisataan Dan Hospitalitas, 4(1), 1-8.
https://doi.org/10.24843/jkh.2020.v04.i01.p01

Kim, Y.-J., & Kim, H.-S. (2022). The Impact of Hotel Customer Experience on
Customer Satisfaction through Online Reviews. Sustainability, 14, 848, 2—
13. https://doi.org/https://doi.org/10.3390/ su14020848

Kotler, Philip. (2009). Manajemen Pemasaran, Jilid 2, Edisi 13. Prehallindo. Jakarta

Kotler, P., Kartajaya, H., Setiawan, I. (2019). Marketing 4.0 Bergerak dari
Tradisional Ke Digital. PT Gramedia Pustaka Utama. Jakarta

Kurniasari, R. (2019). Pengaruh Kualitas Pelayanan Terhadap Peningkatan
Kepuasan Pelanggan Pada Hotel Bogor. Widya Cipta - Jurnal Sekretari
Dan Manajemen, 3(1), 129-134.
https://doi.org/10.31294/widyacipta.v3i1.4699

Kurniawan, A. S., Widowati, R., & Handayani, S. D. (2022). Integrasi Theory of
Reasoned Action (TRA) pada Minat Pemesanan Kembali Kamar Hotel
Menggunakan Aplikasi Pemesanan Kamar Hotel Online. Journal of

Theory and Applied Management, 15(1), 77-90.
Jiman Budiharja, 2022
KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



https://doi.org/10.20473/jmtt.v15i1.34935

Kurniasari, F., Sugiyanto, E. K. (2020). Dimensi Kualitas Pelayanan Sebagai
Upaya Peningkatan Kepuasan Pelanggan (Studi Pada Pelanggan Hotel X
Semarang). Business Management Analysis Journal (BMAJ), 3(2), 112—
125. https://doi.org/10.24176/bmaj.v3i2.5372

Kuswara (2009). Pedoman Bagi Personalia. PT. Pustaka Binaman Pressindo,
Jakarta.

Laydida, E. M., Hamid, A. H., Kamsilaniah. (2020). Pelaksanaan Tanggung Jawab
Pelaku Usaha Perhotelan Terhadap Barang Milik Tamu Hotel Di Makassar
(Studi Kasus Whiz Prime Sudirman). Clavia : Journal Of Law, 18(1), 1—
8.

Le, H., & Punnahitanond, R. (2021). the Influence of Google Score Ratings and
Reviews on Vietnamese Consumer S * Online Hotel Booking Decision : a Case
Study of Five — Star Hotels in Vietnam. Rangsit Journal Of Social Sciences
And Humanities, 8(1), 13-27.

Lee, E. J., & Shin, S. Y. (2014). When do consumers buy online product reviews?
effects of review quality, product type, and reviewer’s photo. Comput.
Human Behav, Vol. 31, N, 356-366. https://doi.org/doi:
10.1016/j.chb.2013.10.050

Lemon, K. N., & Verhoef, P. C. (2016). Understanding Customer Experience
Through out the Customer Journey. Journal of Marketing, 80 (6), 69-96.
https://doi.org/doi:10.1509/jm.15.0420

Li, L., Peng, M., Jiang, N., & Law, R. (2017). An empirical study on the influence
of economy hotel website quality on online booking intentions.
International Journal of Hospitality Management, 63, 1-10.
https://doi.org/https://doi.org/10.1016/j.ijhm.2017.01.001

Maita, I., Adawiyah, A. (2017). Sistem Informasi Reservasi Online pada Guest
House UIN e-ISSN 2502-8995 p-ISSN 2460-8181. Jurnal Illmiah
Rekayasa Dan Manajemen Sistem Informasi, 3(1), Hal. 85-96.

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA

HOTEL YOGYAKARTA
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



Marie, A., & Widodo, R. (2019). Pengaruh Online Reviews Terhadap Online Hotel
Booking Intentions, Study Kasus Pada Traveloka. Jurnal limiah
Pariwisata, 24(3), 194 - 207. doi:10.30647/jip.v24i3.1316

Marlina. (2020). Single Subject Research. In I. Vidyafi. (1st ed). PT RajaGrafindo
Persada. Depok.

Masrifah, D. (2021). Tanggapan Tamu Pada Kebersihan Public Area (Area Umum)
Departemen Housekeeping Di Hotel The Zuri Pekanbaru. JOM FISIP,
8(2), 1-13.

Mauri, A., & Minazzi, R. (2013). Web reviews influence on expectations and
purchasing intentions of hotel potential customers. International Journal
of Hospitality Management, 3(4), 99-107.

Miguéns, J., Baggio, R., & Costa, C. (2008). Social media and Tourism
Destinations: TripAdvisor Case Study. IASK ATR2008 (Advances in
Tourism Research 2008), Aveiro, Portugal, May. 26-28, 1-6.

Mo, Z., Li, Y.-F., & Fan, P. (2015). Effect of online reviews on consumer purchase
behavior. J. Serv. Sci. Manag, Vol. 08, N, 419-424. https://doi.org/doi:
10.4236/jssm.2015.83043.

Moleong, Lexy J. 2007. Metodologi Penelitian Kualitatif. Edisi Revisi. PT Remaja
Rosdakarya. Bandung.

Mubhajir. (2013). Pendekatan Komparatif Dalam Studi Islam. Volume 2, 42-48.
senayan.iain-palangkaraya.ac.id

Nazir, M. (2005). Metode Penelitian. Jakarta: Ghalia Indonesia.

Nunkoo, R., Teeroovengadum, V., Ringle, C. M., Sunnassee, V. (2020). Service
quality and customer satisfaction: The moderating effects of hotel star
rating, International Journal of Hospitality Management. International
Journal of Hospitality Management, 91.
https://doi.org/https://doi.org/10.1016/j.ijhm.2019.102414.

Pakpahan, D. T. U., Kusumah, A. H., Rosita. (2019). Komparasi Persepsi Kepuasan
Tamu Secara Lisan Dan Tertulis Ketika Menginap Di Hotel Bintang
Empat. Jurnal Manajemen Perhotelan, 5(2), 94-101.
https://doi.org/10.9744/jmp.5.2.94-101

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



Parasuraman, A. et al. (1985). A conceptual model of service quality and its
implications for future researh. Journal of marketing. Vol. 49

Park, D.-H., & Lee, J. (2008). eWOM overload and its effect on consumer
behavioral intention depending on consumer involvement. Electronic
Commerce Research and Applications, 7 (2008), 386-398.
https://doi.org/doi:10.1016/j.elerap.2007.11.004

Permatasari, L. D., & Santosa, S. B. (2021). Pengaruh Review Konsumen, Kualitas
Pelayanan, Dan Promosi Penjualan Terhadap Minat Pembelian Ulang
Melalui Kepuasan Konsumen Sebagai Variabel Intervening (Studi Pada
Konsumen Marketplace Shopee di Kota Semarang). Diponegoro Journal
Of Management Volume, 10(4), 1-6.

Pillarisetty, R., & Mishra, P. (2022). A Review of Al (Artificial Intelligence) Tools
and Customer Experience in Online Fashion Retail. International Journal
of E-Business Research (IJEBR), 18(2), 1-12.
https://doi.org/http://doi.org/10.4018/1JEBR.294111

Pine, Joseph 1l & Gilmore, J. H. (1998). Differentiating hospitality operations via
experiences. Cornell Hotel and Restaurant Administration Quarterly,
4(3), 87-96.

Pinker, S. (1997). How the mind works. W W Norton & Co.

Poedjiono, L. A., Hianita, S., & Andreani, F. (2020). Analisa Electronic Word of
Mouth (EWOM) Pada Online Travel Agent (OTA) Terhadap Keputusan
Menginap Di Hotel. 64-78.
http://publication.petra.ac.id/index.php/manajemen-

perhotelan/article/view/9889

Rajagukguk, H. T. L., Taufig, R., Nurlena. (2021). Tinjauan Kebersihan Kamar Di
Hotel Bintang Mulia Bagan Batu Selama Pandemic Covid 19. E-
Proceeding of Applied Science, 7(5), 1758-1765.

Safira, I. A., Hendriyani, C., Damayanti, F., Rochmah, T. S. (2021). Implementasi
Electronic Customer Relationship Management dalam Meningkatkan
Loyalitas Pelanggan Hotel Aston Pasteur. Jurnal Ilmu Manajemen Dan

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA

HOTEL YOGYAKARTA
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



Bisnis, 12(2), 119-125.

Sahir, S. H. (2022). Metodologi Penelitian (Cetakan I,). Penerbit Kbm Indonesia.
Sari, N. K. C., Susyarini, N. P. W. A,, Suarja, K., & Sudiarta, M. (2020). Check-in
Handling by Receptionist to Improve Service Quality. International Journal of
Global Tourism, 1(2), 99-108.

Sarwoko, E., Churiyah. M. (2007). Pengaruh Sikap Konsumen terhadap Keputusan
Pembelian Minuman Merek Aqua Berkaitan dengan Penerapan
PrONGRam CSR (Corporate Sosial Responsibility). Ekonomi
Modernisasi, 3(2), 147-164.

Saputri, C. N., Rivai, A. R. (2022). Pengaruh Kemudahan Penggunaan , Sikap
Konsumen dan Kepercayaan Konsumen Terhadap Niat Beli Ulang E-
Wallet Shopeepay. SEIKO : Journal of Management & Business, 5(1),
153-163. https://doi.org/10.37531/sejaman.v5i1.1522

Schmitt, B. H. (1999). Experiential Marketing. The Free Press.

Setyawan, D. A. (2021). Hipotesis Dan Variabel Penelitian (S. N. I. Trisnawat
(ed.); 1st ed.). CV. Tahta Media Group).

Sevtiani, S., Sri, A. A. P., & Sari, N. P. R. (2020). Analisis pengaruh online review
pada booking.com terhadap keputusan wisatawan menginap di de vins sky
hotel seminyak, bali. Jurnal Kepariwisataan Dan Hospitalitas, 4(2), 64—
81. https://doi.org/10.24843/jkh.2020.v04.i02.p05

Sharma, P., Kumar, R., & Gupta, M. (2021). Impacts of Customer Feedback for
Online-Offline Shopping using Machine Learning. 2021 2nd International
Conference on Smart Electronics and Communication (ICOSEC), 1696—
1703. https://doi.org/ 10.1109/ICOSEC51865.2021.9591939.

Sihite, R. 2000. Hotel Management (Pengelolaan Hotel). Penerbit SIC. Surabaya.

Simarmata, H. M. P., & et al. (2021). Manajemen Perilaku Konsumen dan Loyalitas
(Cetakan 1,). Penerbit Yayasan Kita Menulis.
Sofyan, I. L., Pradhanawati, A., Nugraha, H. S. (2013). Pengaruh fasilitas dan

kualitas pelayanan terhadap loyalitas , melalui kepuasan konsumen

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu


https://doi.org/10.24843/jkh.2020.v04.i02.p05

sebagai variabel intervening pada Star Clean Car Wash Semarang.

Diponegoro Journal of Social and Politic, 1-12.

Solomon, Michael R. (2018). Consumer Behavior Buying, Having and Being. (8st

Ed). Pearson Education Inc. New Jersey.

Sugiyono. (2006). Metode Penelitian Kuantitatif, Kualitatif dan R & D: Alfabeta.
Bandung.

Sugiyono. 2010. Metode Penelitian Pendidikan Pendekatan Kuantitatif, kualitatif,
dan R&D. Alfabeta. Bandung.

Sugiyono. (2015). Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Alfabeta.
Bandung.

Sugiyono (2019). Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Alphabet.
Bandung.

Suliyanto. (2018). Metode Penelitian Bisnis untuk Skripsi, Tesis, & Disertasi. Andi
Offset. Yogyakarta.

Suprapto, Y. (2021). The Marketing Strategy During Covid 19 Pandemic at Hotels
in Parapat Area, Simalungun Regency, North Sumatera, Indonesia.
Tourism, Hospitality and Culture Insights Journal, 1(1), 1-15.

Suryana, P., & Dasuki, E. (2013). Analisis Faktor yang Mempengaruhi Keputusan
Pembelian dan Implikasinya pada Minat Beli Ulang. TRIKONOMIKA,
12(2), 190-200. doi:10.23969/trikonomika.v12i2.479

Sutomo, M (2010). Hotel Berbintang Di Daerah Istimewa Yogyakarta (Survey
Pelanggan Pada Hotel Bintang Tiga , Empat dan Lima Di Daerah Istimewa
Yogyakarta). Strategic, Jurnal Pendidikan Manajemen Bisnis, 9(17), 52—
75.

Sutomo, M. (2012). Kepuasan Pelanggan Menginap Pada Hotel Berbintang di
Daerah Istimewa Yogyakarta. Bisma Jurnal Bisnis Dan Manajemen, 6(1),
79-93.

Syaripudin, U., Badruzaman, I., Yani, E., K. Dede., Ramdhani, M. (2013). Studi
Komparatif Penerapan Metode Hierarchical, K-Means Dan Self
Organizing Maps (SOM) clustering pada basis data. 7(1), 132-149

Thakur, R. (2018). Customer engagement and online reviews. Journal of Retailing

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA

HOTEL YOGYAKARTA
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



and Consumer Services, 41 (Novemb, 48-509.
https://doi.org/https://doi.org/10.1016/].jretconser.2017.11.002
Thi, N. V., Hung, V. V., Tuckova, Z., Pham, N. T., & Nguyen, L. H. L. (2021).

Guest Online Review: An Extraordinary Focus on Hotel Users’
Satisfaction, Engagement, and Loyalty. Journal of Quality Assurance in
Hospitality and Tourism, 00(00), 1-31.
https://doi.org/10.1080/1528008X.2021.1920550

Thung, M. F., Tjahjowidodo, B. T., & Wijaya, S. (2021). Analisis Kepuasan
Konsumen Hotel Bintang 2 Dan Bintang 5 Di Surabaya: Penerapan Proses
Text-Mining Atas Ulasan Daring Konsumen. Jurnal Manajemen
Pemasaran, 15(1), 1-9. https://doi.org/10.9744/pemasaran.15.1.1-9

Tjiptono, Fandy. (2004). Pemasaran Jasa, Malang: Bayumedia.

Tjiptono, Fandy., & Chandra, G. (2006). Manajemen Pelayanan Jasa. Andi Offset.
Yogyakarta.

Torres, E. N. (2014). Deconstructing Service Quality and Customer Satisfaction:
Challenges and Directions for Future Research. Journal of Hospitality
Marketing & Management, 23(6), 652-677.
https://doi.org/10.1080/19368623.2014.846839

Triwijanarko, R. (2018). Pentingnya Ulasan Konsumen dalam Bisnis Hotel

Traveloka. Marketeers. https://www.marketeers.com/pentingnya-ulasan-

konsumen-dalam-bisnis-hotel-traveloka.

Wachidyah, W. (2017). Front Office Department Dan Peranannya Dalam Layanan
Tamu Hotel. Jurnal Bisnis & Teknologi Politeknik NSC Surabaya, 4(1),
62-71.  https://nscpolteksby.ac.id/ebook/files/Ebook/Journal/2017/JBT
Front Office Department dan Peranannya dalam Layanan Tamu Hotel By
Wiwin Wachidayah.pdf

Wulandari, I. A., Umar, F., & Setyawati, E. (2020). Strategi Peningkatan Kualitas
Pelayan Online Travel Agent Pegipegi Dengan Quality Function
Deployment. Jurnal Rekayasa & Optimasi Sistem Industri, 2(2), 32-37.

Verhoef, P. C., Lemon, K. N., Parasuraman, A., Roggeveen, A., Tsiros, M., &

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu


https://doi.org/https:/doi.org/10.1016/j.jretconser.2017.11.002
https://doi.org/10.1080/19368623.2014.846839
https://www.marketeers.com/pentingnya-ulasan-konsumen-dalam-bisnis-hotel-traveloka
https://www.marketeers.com/pentingnya-ulasan-konsumen-dalam-bisnis-hotel-traveloka

Schlesinger, L. A. (2009). Customer Experience Creation: Determinants,
Dynamics and Management Strategies. Journal of Retailing, 5(1), 31-41.
https://doi.org/doi:10.1016/j.jretai.2008.11.001

Vermeulen, I. E., & Seegers, D. (2008). Tried and tested: The impact of online hotel
reviews on consumer consideration. Tourism Management, 1-5.
https://doi.org/10.1016/j.tourman.2008.04.008

Vo, T. N., Hung, V. V., Tuckova, Z., Pham, N. T., & Nguyen, L. H. L. (2021).
Guest Online Review: An Extraordinary Focus on Hotel Users’
Satisfaction, Engagement, and Loyalty. Journal of Quality Assurance in
Hospitality and Tourism, 00(00), 1-32.
https://doi.org/10.1080/1528008X.2021.1920550

Walandouw, C. N. (2018). Analisa Fasilitas Hotel Terhadap Kepuasan Pelanggan
pada Griya Sintesa Hotel Manado. Politeknik Negeri Manado. Manado.

Walsh, G., Gwinner, K.P., & Swanson, S.R. (2004). What makes mavens tick?
Exploring the motives of market mavens’ initiation of information
diffusion, Journal of Consumer Marketing, 21(2), 109- 122.

Wibowo, Y. T., Darmastuti, I. (2012). Analisis Pengaruh Keramahan Karyawan
Harga dan Lokasi terhadap Kepuasan Pelanggan (Studi Pada Toko
Aluminium Dwi Karya Semarang). 1-28.

Watson, F., & Wu, Y. (2022). The Impact of Online Reviews on the Information
Flows and Outcomes of Marketing Systems. Journal of Macromarketing,
42(1), 146-164.
https://doi.org/https://doi.org/10.1177/02761467211042552

Xiang, Z., Schwartz, Z., Gerdes, J.H., J., & Uysal, M. (2015). What can big data
and text analytics tell us about hotel guest experience and satisfaction? Int.
J. Hosp. Manag, 44, 120-130.

Xie, K. L., Chen, C., & Wu, S. (2016). Online Consumer Review Factors Affecting
Offline Hotel Popularity: Evidence from Tripadvisor. Journal of Travel
and Tourism Marketing, 33(2), 211-223.

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA

HOTEL YOGYAKARTA
Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu


https://doi.org/10.1080/1528008X.2021.1920550

https://doi.org/https://doi.org/10.1080/10548408.2015.1050538

Yubo, C., & Jinhong, X. (2008). Online consumer review: word of mouth as a new
element of marketing communication mix. Journal of Management
Science, 54(3), 477-491.

Zaini, Y., Swasto, D. F., Nugrahandika, W. H. (2018). Pengaruh Aksesibilitas
Dalam Pemilihan Lokasi Hotel Berbintang Di Kota Pekanbaru. Urbanisasi
Dan Pengembangan Perkotaan, 213-219.

Zakiah Daradjat. (2012). Fasilitas Transportasi Konsumen. CV. Alfabeta.
Bandung.

Zhao, X. (Roy), Wang, L., Guo, X., & Law, R. (2015). The influence of online
reviews to online hotel booking intentions. International Journal of
Contemporary Hospitality Management, Vol. 27 No, 1343-1364.
https://doi.org/DOI 10.1108/1JCHM-12-2013-0542

Zhu, F., & Zhang, X. (2010). Impact of Online Consumer Reviews on Sales : The
Moderating Role of Product and Consumer Characteristics. Journal of
Marketing, 74, 133-148

Jiman Budiharja, 2022

KOMPARASI ANTARA ONLINE GUEST REVIEWS DENGAN OFFLINE GUEST REVIEWS DI TARA
HOTEL YOGYAKARTA

Universitas Pendidikan Indonesia | repository.upi.edu | perpustakaan.upi.edu



