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ABSTRAK 

Perkembangan teknologi digital telah mengubah cara konsumen mencari informasi 

sebelum memilih hotel. Salah satu sumber informasi yang banyak digunakan adalah 

rating dan review online yang mencerminkan pengalaman tamu terhadap kualitas 

pelayanan yang diterima. Penelitian ini bertujuan untuk menganalisis pengaruh 

kualitas pelayanan terhadap rating dan review online pada hotel ascent premiere 

pasuruan. Penelitian menggunakan pendekatan kuantitatif dengan jenis pendekatan 

eksplanatori. Variabel independen dalam penelitian ini adalah kualitas pelayanan 

yang diukur mennggunakan lima dimensi SERVQUAL, yaitu, tangibles, reliability, 

responsivenes, assurance, dan empathy, sedangkan variabel dependen adalah rating 

dan review online. Data diperoleh melalui penyebaran kuesioner kepada 100 

responden yang pernah menginap serta memberikan rating atau review di google 

review. Teknik pengambilan sampel menggunakan purposive sampling, sedangkan 

analisis data dilakukan dengan regresi linier berganda menggunakan IBM SPSS 

Statistic 25. Hasil penelitian menunjukkan bahwa secara simultan kualitas 

pelayanan tidak berpengaruh signifikan terhadap rating dan review online. Namun, 

secara parsial dimensi reliability dan empathy berpengaruh signifikan terhadap 

rating dan review online, sedangkan tangibles, responsiveness, dan assurance tidak 

menunjukkan pengaruh yang signifikan. Temuan ini menunjukkan bahwa 

keandalan pelayanan dan kepedulian karyawan menjadi faktor yang lebih 

dipertimbangkan tamu dalam memberikan penilaian secara online dibandingkan 

dimensi pelayanan lainnya.  

Kata Kunci: Electronic word of mouth (e-WOM), Industri Perhotelan, Rating 

Online, Review Online, SERVQUAL.   
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ABSTRACT  

Technological developments have changed the way consumers search for 

information before choosing a hotel. One of the most widely used sources of 

information is online ratings and reviews, which reflect guests' experiences of the 

quality of service they received. This study aims to analyse the influence of service 

quality on online ratings and reviews at Hotel Ascent Premiere Pasuruan. The study 

uses a quantitative approach with an explanatory design. The independent variable 

in this study is the quality of service, which is measured using the five dimensions 

of  SERVQUAL: tangibles, reliability, responsiveness, assurance, and empathy. 

The dependent variable is the online rating and review. Data was obtained by 

distributing a questionnaire to 100 respondents who had previously stayed at the 

hotel and provided a rating or review on Google Reviews. The sampling technique 

used was purposive sampling, and the data analysis was performed using multiple 

linear regression in IBM SPSS Statistics 25. The results of the study showed that, 

simultaneously, the quality of service did not have a significant effect on the rating 

and review online. However, reliability and empathy had a significant impact on 

ratings and reviews online, while tangibles, responsiveness and assurance did not 

show a significant impact. These findings suggest that service reliability and 

employee empathy are factors that guests consider more when providing online 

feedback than other service dimensions.  

Keywords: Electronic word of mouth (e-WOM), hotel industry, online ratings, 

online reviews, SERVQUAL. 

 

  


