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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh electronic word of mouth 

melalui citra merek terhadap minat reservasi pada The Excelton Hotel Palembang. 

Penelitian ini adalah penelitian dengan pendekatan kuantitatif. Data dikumpulkan 

melalui kuesioner (google form) dengan total sampel sebanyak 100 responden. 

Teknik pengambilan sampel yang digunakan dalam penelitian ini adalah 

nonprobability sampling dengan metode purposive sampling. Teknik analisis data 

yang digunakan adalah analisis deskriptif kuantitatif dengan teknik analisis regresi 

linier berganda dan uji jalur (path analysis). Analisis data diolah menggunakan 

alat IBM SPSS Statistics 26. Hasil penelitian ini menunjukkan bahwa electronic 

word of mouth berpengaruh positif dan signifikan terhadap citra merek, electronic 

word of mouth berpengaruh positif dan signifikan terhadap minat reservasi, citra 

merek berpengaruh positif dan signifikan terhadap minat reservasi, dan electronic 

word of mouth melalui citra merek berpengaruh positif dan signifikan terhadap 

minat reservasi. Dengan demikian, citra merek merupakan faktor penting yang 

diperhitungkan oleh tamu yang akan melakukan reservasi pada The Excelton 

Hotel Palembang. 

 

Kata Kunci: Citra Merek, Electronic Word of Mouth, Minat Reservasi 
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ABSTRACT 

 

 

This study aims to determine the effect of electronic word of mouth through brand 

image on reservation interest at The Excelton Hotel Palembang. This research is a 

research with a quantitative approach. Data were collected through a questionnaire 

(google form) with a total sample of 100 respondents. The sampling technique 

used in this research is non-probability sampling with purposive sampling 

method. The data analysis technique used is descriptive quantitative analysis with 

multiple linear regression analysis techniques and path analysis. Data analysis was 

processed using IBM SPSS Statistics 26. The results of this study indicate that 

electronic word of mouth has a positive and significant effect on brand image, 

electronic word of mouth has a positive and significant effect on reservation 

interest, brand image has a positive and significant effect on reservation interest, 

and electronic word of mouth through brand image has a positive and significant 

effect on reservation interest. Thus, brand image is an important factor that is 

taken into account by guests who will make a reservation at The Excelton Hotel 

Palembang. 

 

Keywords: Brand Image, Electronic Word of Mouth, Reservation Interest 

 

 



xi 
 

DAFTAR ISI 

 

HALAMAN JUDUL .............................................................................................. i  

LEMBAR PENGESAHAN SKRIPSI ............................................................... ii 

LEMBAR PERNYATAAN ................................................................................ iii 

LEMBAR PENGESAHAN PENGUJI..............................................................iv 

MOTTO DAN PERSEMBAHAN  ...................................................................... v 

KATA PENGANTAR ..........................................................................................vi 

UCAPAN TERIMA KASIH ............................................................................. vii 

ABSTRAK .............................................................................................................ix 

ABSTRACT............................................................................................................ x 

DAFTAR ISI .........................................................................................................xi 

DAFTAR TABEL ................................................................................................ xv 

DAFTAR GAMBAR ......................................................................................... xvi 

DAFTAR LAMPIRAN .................................................................................... xvii 

 

BAB I PENDAHULUAN 

1.1 Latar Belakang ...................................................................................... 1 

1.2 Rumusan Masalah ................................................................................. 7 

1.3 Batasan Masalah ................................................................................... 7 

1.4 Tujuan Penelitian .................................................................................. 7 

1.5 Manfaat Penelitian ................................................................................ 8 

1.6 Sistematika Penulisan ........................................................................... 9 

 

BAB II LANDASAN TEORI 

2.1 Electronic Word of Mouth .................................................................. 10 

 2.1.1 Dimensi Electronic Word of Mouth.......................................... 10 

2.2 Citra Merek ......................................................................................... 11 

 2.2.1 Dimensi Citra Merek ................................................................. 11 

2.3 Minat Reservasi .................................................................................. 12 

 2.3.1 Dimensi Minat Reservasi .......................................................... 12 



xii 
 

2.4 Hubungan antar Variabel.................................................................... 13 

 2.4.1 Hubungan antara Electronic Word of Mouth dan Citra 

Merek .......................................................................................... 13 

 2.4.2 Hubungan antara Electronic Word of Mouth dan Minat  

Reservasi ..................................................................................... 13 

 2.4.3 Hubungan antara Citra Merek dan Minat Reservasi ............... 13 

 2.4.4 Hubungan antara Electronic Word of Mouth melalui Citra  

Merek terhadap Minat Reservasi............................................... 14 

2.5 Penelitian Terdahulu ........................................................................... 14 

2.6 Kerangka Penelitian ............................................................................ 18 

2.7 Hipotesis .............................................................................................. 18 

 

BAB III METODOLOGI PENELITIAN 

3.1 Pendekatan Penelitian ......................................................................... 19 

3.2 Lokasi Penelitian ................................................................................. 19 

3.3 Jenis dan Sumber Data ....................................................................... 19 

3.4 Populasi dan Sampel ........................................................................... 20 

 3.4.1 Populasi ...................................................................................... 20 

 3.4.2 Sampel ........................................................................................ 20 

3.5 Definisi Operasional Variabel ............................................................ 21 

3.6 Teknik Pengumpulan Data ................................................................. 24 

3.7 Skala Pengukuran ............................................................................... 24 

3.8 Teknik Analisis Data .......................................................................... 25 

 3.8.1 Uji Persyaratan Instrumen ......................................................... 25 

 3.8.2 Uji Kelayakan Model ................................................................ 26 

 3.8.3 Analisis Jalur (Path Analysis) ................................................... 27 

 

BAB IV HASIL DAN PEMBAHASAN 

4.1 Gambaran Umum Objek Penelitian ................................................... 28 



xiii 
 

 4.1.1 Profil The Excelton Hotel Palembang ...................................... 28 

 4.1.2 Visi dan Misi The Excelton Hotel Palembang......................... 33 

 4.1.3 Fasilitas Makanan dan Minuman .............................................. 35 

 4.1.4 Fasilitas Lainnya ........................................................................ 40 

4.2 Struktur Organisasi dan Deskripsi Pekerjaan pada The Excelton 

 Hotel Palembang ................................................................................. 44 

4.3 Deskripsi Karakteristik Responden ................................................... 49 

 4.3.1 Karakteristik Responden Berdasarkan Jenis Kelamin............. 49 

 4.3.2 Karakteristik Responden Berdasarkan Usia ............................. 50 

4.4 Deksripsi Hasil Tanggapan Responden ............................................. 51 

 4.4.1 Hasil Tanggapan terhadap Variabel Electronic Word of52 

Mouth .......................................................................................... 53 

 4.4.2 Hasil Tanggapan terhadap Variabel Minat Reservasi ............. 53 

 4.4.3 Hasil Tanggapan terhadap Variabel Citra Merek .................... 53 

4.5 Hasil Pengujian Instrumen ................................................................. 53 

 4.5.1 Uji Validitas ............................................................................... 53 

 4.5.2 Uji Reliabilitas ........................................................................... 55 

4.6 Hasil Pengujian Kelayakan Model .................................................... 56 

 4.6.1 Uji t (Uji Parsial) ....................................................................... 56 

 4.6.2 Uji F (Uji Simultan)................................................................... 59 

4.7 Uji Koefisien Determinasi (R2) ......................................................... 60 

4.8 Uji Analisis Jalur (Path Analysis) ...................................................... 62 

 4.8.1 Pengaruh Langsung (Direct Effect) .......................................... 62 

 4.8.2 Pengaruh Tidak Langsung (Indirect Effect) ............................. 62 

 4.8.3 Pengaruh Total (Total Effect).................................................... 63 

 4.8.4 Hubungan antar Jalur ................................................................. 64 

4.9 Pembahasan ......................................................................................... 65 

 4.9.1 Pengaruh Variabel Electronic Word of Mouth (X) terhadap 

          Citra Merek (Z) .......................................................................... 65 

 4.9.2 Pengaruh Variabel Electronic Word of Mouth (X) terhadap 

          Minat Reservasi (Y)................................................................... 66 



xiv 
 

 4.9.3 Pengaruh Variabel Citra Merek (Z) terhadap Minat 

          Reservasi (Y).............................................................................. 67 

 4.9.4 Pengaruh Electronic Word of Mouth (X) melalui Citra 

          Merek (Z) terhadap Minat Reservasi (Y) ................................. 69 

BAB V KESIMPULAN DAN SARAN 

5.1 Kesimpulan.......................................................................................... 71 

5.2 Saran .................................................................................................... 72 

 

DAFTAR PUSTAKA .......................................................................................... 74 

LAMPIRAN 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xv 
 

DAFTAR TABEL 

 

Halaman 

Tabel 1.1 Jumlah Reservasi The Excelton Hotel Palembang Tahun 2021 .......... 4 

Tabel 2.1 Matrik Penelitian Terdahulu ................................................................ 14 

Tabel 3.1 Definisi Operasional Variabel ............................................................. 22 

Tabel 3.2 Skala Likert ........................................................................................... 25 

Tabel 4.1 Karakteristik Responden Berdasarkan Jenis Kelamin ....................... 49 

Tabel 4.2 Karakteristik Responden Berdasarkan Usia........................................ 50 

Tabel 4.3 Distribusi Jawaban Responden terhadap Variabel Electronic Word 

    of Mouth ................................................................................................ 51 

Tabel 4.4 Frekuensi Variabel Minat Reservasi ................................................... 52 

Tabel 4.5 Frekuensi Variabel Citra Merek .......................................................... 53 

Tabel 4.6 Hasil Uji Validitas Data Electronic Word of Mouth (X).................... 53 

Tabel 4.7 Hasil Uji Validitas Data Minat Reservasi (Y) .................................... 54 

Tabel 4.8 Hasil Uji Validitas Data Citra Merek (Z)............................................ 55 

Tabel 4.9 Hasil Uji Reliabilitas ............................................................................ 56 

Tabel 4.10 Hasil Uji t (Parsial) Model I .............................................................. 57 

Tabel 4.11 Hasil Uji t (Parsial) Model II ............................................................. 58 

Tabel 4.12 Hasil Uji F (Simultan) ........................................................................ 59 

Tabel 4.13 Hasil Uji Korelasi dan Koefisien Determinasi ................................. 60 

Tabel 4.14 Hasil Uji Koefisien Jalur Electronic Word of Mouth terhadap Citra 

      Merek................................................................................................... 61 

Tabel 4.15 Hasil Uji Koefisien Jalur Electronic Word of Mouth terhadap Minat   

      Reservasi ............................................................................................. 61 

Tabel 4.16 Hasil Uji Koefisien Jalur Citra Merek terhadap Minat Reservasi ... 62 

 

 

 

 



xvi 
 

DAFTAR GAMBAR 

 

Halaman 

Gambar 1.1 Ulasan Tamu The Excelton Hotel Palembang .................................. 6 

Gambar 2.1 Kerangka Pemikiran ......................................................................... 18 

Gambar 4.1 The Excelton Hotel Palembang ....................................................... 28 

Gambar 4.2 Deluxe Room ..................................................................................... 29 

Gambar 4.3 Club Room......................................................................................... 30 

Gambar 4.4 Junior Suite Room ............................................................................ 31 

Gambar 4.5 Suite Room ........................................................................................ 31 

Gambar 4.6 Presidential Suite Room ................................................................... 32 

Gambar 4.7 Perfecto Café .................................................................................... 35 

Gambar 4.8 Ten Ryori .......................................................................................... 36 

Gambar 4.9 Symphony Lounge ............................................................................. 37 

Gambar 4.10 Sky Lounge ...................................................................................... 38 

Gambar 4.11 Club Lounge .................................................................................... 39 

Gambar 4.12 Electra Meeting Rooms................................................................... 40 

Gambar 4.13 Diamante Grand Ballroom............................................................. 40 

Gambar 4.14 Business Center .............................................................................. 41 

Gambar 4.15 Eden Health (Spa) .......................................................................... 42 

Gambar 4.16 Fitness Center ................................................................................. 43 

Gambar 4.17 Struktur Organisasi The Excelton Hotel Palembang .................... 44 

Gambar 4.18 Diagram Hasil Analisis Jalur Variabel Electronic Word of 

                      Mouth, Citra Merek dan Minat Reservasi ..................................... 64 

 

 

 

 

 

 



xvii 
 

DAFTAR LAMPIRAN 

 

Lampiran 1   : Surat Rekomendasi Ujian Skripsi 

Lampiran 2   : Surat Permohonan Izin Pengantar Pengambilan Data 

Lampiran 3   : Surat Izin Pengambilan Data dari Politeknik Negeri Sriwijaya 

Lampiran 4   : Lembar Kesepakatan Bimbingan dengan Pembimbing I 

Lampiran 5   : Lembar Kesepakatan Bimbingan dengan Pembimbing II 

Lampiran 6   : Lembar Bimbingan Skripsi dengan Pembimbing I 

Lampiran 7   : Lembar Bimbingan Skripsi dengan Pembimbing II 

Lampiran 8   : Kuesioner Penelitian 

Lampiran 9   : Rekapitulasi Data Hasil Jawaban Kuesioner oleh Responden 

Lampiran 10 : Hasil Uji Validitas  

Lampiran 11 : Hasil Uji Reliabilitas 

Lampiran 12 : Hasil Uji t, Uji F, Koefisien Determinasi (R2), Uji Jalur (Path 

Analysis) 

Lampiran 13 : Frekuensi Identitas Responden 

Lampiran 14 : Frekuensi Jawaban Responden 

 


