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“The only way to achieve the impossible is to believe it is possible.” 

-Charles Kingsleigh- 

 

“Start by doing what is necessary, then do what is possible, and suddenly you are 

doing the impossible.” 

-Francis of Assisi- 
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ABSTRAK 

 

Di era globalisasi, kemajuan teknologi dan kemudahan akses internet 

mempengaruhi perilaku konsumen, yang cenderung beralih ke digital. Persaingan 

hotel yang ketat menjadikan online customer review sebagai salah satu faktor 

penting yang mempengaruhi minat pemesanan kamar. Penelitian ini bertujuan 

untuk mengetahui pengaruh ulasan online terhadap minat pemesanan kamar di 

Raffles Bali. Penelitian kuantitatif ini memperoleh data melalui observasi, 

wawancara, dan kuesioner dengan responden 100 pengikut Instagram Raffles Bali. 

Penelitian ini menggunakan uji validitas, uji reliabilitas, uji korelasi Rank 

Spearman, dan koefisien determinasi yang diolah dengan SPSS versi 29. Hasil 

penelitian menunjukkan bahwa enam indikator online customer review memiliki 

hubungan yang signifikan dan positif terhadap minat pemesanan kamar dengan 

hubungan antar variabel yang kuat, dibuktikan dari nilai koefisien korelasi sebesar 

0,701. Selain itu, online customer review memiliki pengaruh sedang terhadap minat 

pemesanan kamar, dengan menjelaskan 53,3% dari variabel minat pemesanan 

kamar, sementara 46,67% dipengaruhi oleh faktor lain yang tidak diteliti dalam 

penelitian ini. 

Kata kunci: Online Customer Review, Minat Pemesanan Kamar, Raffles Bali.  

 

 

 

 

 

 

 

 

 



 
 

 
 

ABSTRACT 

 

In the era of globalization, technological advances and easy internet access affect 

consumer behavior, which tends to switch to digital. Tight hotel competition makes 

online customer reviews one of the important factors that influence room booking 

intention. This study aims to determine the influence of online customer reviews on 

room booking intention at Raffles Bali. This quantitative research obtained data 

through observation, interviews, and questionnaires with 100 Raffles Bali 

Instagram followers as respondents. This study uses validity test, reliability test, 

spearman rank correlation test, and coefficient of determination processed with 

SPSS version 29. The results showed that the six indicators of online customer 

review have a significant and positive relationship with room booking intention with 

a strong relationship between variables, as evidenced by the correlation coefficient 

value of 0.701. In addition, online customer review has a moderate influence on 

room booking intention, explaining 53.3% of the room booking intention variable, 

while 46.67% is influenced by other factors not examined in this study. 

Keywords: Online Customer Review, Room Booking Intention, Raffles Bali. 
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