REFERENCES

Afrilliant, L., & Tuti, M. (2024). Pengaruh kualitas pelayanan, pengalaman, dan ulasan online
terhadap kepuasan pelanggan. journal of economics, business and management issues: 2
(3, 233-244).

Alrawadieh, Z., & Law, R. (2019). Determinants of hotel guests’ satisfaction from the
perspective of online hotel reviewers. International Journal of Culture, Tourism and
Hospitality Research, 13(1), 84-97.

Bagozzi, R. P., & Dholakia, U. M. (2006). Antecedents and purchase consequences of customer
participation in small group brand communities. International Journal of research in
Marketing, 23(1), 45-61.

Bagozzi, R. P., Baumgartner, H., Pieters, R., & Zeelenberg, M. (2003). The role of emotions
in goal-directed behavior. In The why of consumption (pp. 36-58). Routledge.

Baskoro, B. B., Susanti, I., & Khomsah, S. (2021). Analisis sentimen pelanggan hotel di
Purwokerto menggunakan metode random forest dan TF-IDF (studi kasus: ulasan
pelanggan pada situs tripadvisor). journal of informatics, information system, software
engineering and applications, 3 (2, 021-029.

Berezina, K., Bilgihan, A., Cobanoglu, C., & Okumus, F. (2016). Understanding satisfied and
dissatisfied hotel customers: text mining of online hotel reviews. Journal of Hospitality
Marketing & Management, 25(1), 1-24.

Bhattacherjee, A. (2001). Understanding information systems continuance: An expectation-
confirmation model. MIS quarterly, 351-370.

Bougie, R., Pieters, R., & Zeelenberg, M. (2003). Angry customers don't come back, they get
back: The experience and behavioral implications of anger and dissatisfaction in
services. Journal of the academy of marketing science, 31(4), 377-393.

Bougoure, U. S., Russell-Bennett, R., Fazal-E-Hasan, S., & Mortimer, G. (2016). The impact
of service failure on brand credibility. Journal of Retailing and Consumer Services, 31,
62-71.

Carraher-Wolverton, C., & Hirschheim, R. (2023). Utilizing expectation disconfirmation
theory to develop a higher-order model of outsourcing success factors. Journal of

Systems and Information Technology, 25(1), 1-29.



Christian, R. (2023). Perancangan aplikasi analisis sentimen pada ulasan maskapai
penerbangan di tripadvisor menggunakan metode naive Bayes [skripsi, Universitas
Buddhi Dharma].

Colgate, M., & Norris, M. (2001). Developing a comprehensive picture of service
failure. International Journal of service industry management, 12(3), 215-233.

Dinger, M. Z., & Alrawadieh, Z. (2017). Negative word of mouth in the hotel industry: content
analysis of online reviews on luxury hotels in Jordan. journal of hospitality marketing,
& management.

Eckhardt, G. M., Houston, M. B., Jiang, B., Lamberton, C., Rindfleisch, A., & Zervas, G.
(2019). Marketing in the sharing economy. Journal of Marketing, 83(5), 5-27.

El-Adly, M. 1. (2018). Modelling the relationship between hotel perceived value, customer
satisfaction, and customer loyalty. journal of retailing and consumer services.

El-Adly, M. I, Souiden, N., & Khalid, A. (2024). The impact of emotional perceived value on
hotel guests’ satisfaction, affective commitment and loyalty. Consumer Behavior in
Tourism and Hospitality, 19(4), 551-567.

Ginting, Y. M., Chandra, T., Oktariyanto, O., & Endrawati, E. (2024). A Study Of Servqual
And Customer Satisfaction Using Customer Satisfaction Index (Csi), Importance
Performance Analysis (Ipa) And Improvement Factor (If) Method. Economics and
Digital Business Review, 5(1), 373-393.

Haitami, M. H., & Situmorang, S. H. (2019). Analisis Pengaruh Service Failure terhadap
Kepuasan Pelanggan Melalui Service Recovery pada Pelanggan OYO di Kota
Medan. INOBIS: Jurnal Inovasi Bisnis dan Manajemen Indonesia, 2(2), 236-250.

Harahap, N., Sazali, H., Jamaluddin, & Husein, A. (2020). penelitian kualitatif wal ashari
publishing.

Hariono, M., Johari, M., & Pribadi, T. I. (2025). Identifikasi pengalaman wisatawan terhadap
wisata budaya di Dusun Sasak Sade, Kabupaten Lombok Tengah, berdasarkan ulasan
online di tripadvisor. jurnal industri pariwisata, 7(1), 71-80.

Harrison-Walker, L. J. (2019). The effect of consumer emotions on outcome behaviors
following service failure. Journal of Services Marketing, 33(3), 285-302.

Hartanto, J., Jap, V., & Wijaya, S. (2023). Analisis kepuasan dan ketidakpuasan tamu hotel
Novotel. Pendekatan text mining atas ulasan daring pada situs web tripadvisor (Doctoral

dissertation, Petra Christian University).



HARTANTO, J., JAP, V., & Wijaya, S. (2023). Analisis Kepuasan Dan Ketidakpuasan Tamu
Hotel Novotel: Pendekatan Text Mining Atas Ulasan Daring Pada Situs Web
Tripadvisor (Doctoral dissertation, Petra Christian University).

Hien, N. N., Long, N. T., Liem, V. T., & Luu, D. X. (2024). Customer responses to airline
service failure: Perspectives from expectation disconfirmation theory. Sage Open, 14(2),
21582440241248334.

Jiang, H. (2020, November). Research on the impact of service failure attribution and recovery
on customer satisfaction. In 2020 2nd International Conference on Economic
Management and Cultural Industry (ICEMCI 2020) (pp. 509-512). Atlantis Press.

Kim, J., & Lee, J. C. (2020). Effects of COVID-19 on preferences for private dining facilities
in restaurants. Journal of Hospitality and Tourism Management, 45, 67-70.

Krippendorff, K. (2018). Content analysis: An introduction to its methodology. Sage
publications

Kualitatif, I. P. D. Arikunto, Suharsimi. 2010. Prosedur Penelitian Suatu Pendekatan Praktik.
Jakarta: Rineka Cipta. Arnie Fajar. 2005. Portofolio Dalam Pembelajaran IPS. Bandung:
PT Remaja Rosdakarya.

Kusuma, R. W., & Suwitho, S. (2015). Pengaruh Kualitas produk, harga, fasilitas dan
emosional terhadap kepuasan pelanggan. Jurnal Ilmu dan Riset Manajemen
(JIRM), 4(12).

Kyngis, H. (2019). Qualitative research and content analysis. In The application of content
analysis in nursing science research (pp. 3-11). Cham: Springer International Publishing.
Kyngis, H., Mikkonen, K., & Kédridinen, M. (2020). Content analysis in systematic reviews.

In the application of content analysis in nursing science research. springer nature
Switzerland AG.

Lamprianou, 1. (2020). Measuring and visualizing coders’ reliability. Sociological methods &
research, 1-29.

Laros, F. J., & Steenkamp, J. B. E. (2005). Emotions in consumer behavior: a hierarchical
approach. Journal of business Research, 58(10), 1437-1445.

Li, W, Xu, Y., Jiang, T., & Cheung, C. (2024). The effects of over-service on restaurant
consumers’ satisfaction and revisit intention. International Journal of Hospitality
Management, 122, 103881.

Louisa, B., Sukwadi, R., & Chen, G. Y. H. (2021). Pendekatan text mining terhadap review
pengunjung hotel bintang 5 di Bali selama pandemi COVID-19. Journal Industrial
Servicess, 7(1), 18-22.



Mahira, S. A., Sukoco, I., Barkah, C. S. A., & Novel, N. J. A. (2023). Teknologi artificial
intelligence dalam analisis sentimen: studi pada perusahaan kata ai responsive: jurnal
pemikiran & penelitian administrasi, sosial, humaniora dan kebijakan publik, 6(2), 139-
148.

Manurung, H., & Tarmoezi, T. (2007). Manajemen Front Office Hotel. Kesaint Blanc. Jakarta.

Nasution, Haris S., Cece. (2024). Analisis pengaruh media sosial dan ulasan online terhadap
occupancy pada Fave hotel Medan. Journal of Management & Business: 7 (02, 922-927).

Nawijn, J., & Biran, A. (2019). Negative emotions in tourism: A meaningful analysis. Current
Issues in Tourism, 22(19), 2386-2398.

Oliver, R. L. (1993). Cognitive, affective, and attribute bases of the satisfaction
response. Journal of consumer research, 20(3), 418-430.

Oliver, R. L., & Swan, J. E. (1989). Equity and disconfirmation perceptions as influences on
merchant and product satisfaction. Journal of consumer research, 16(3), 372-383.
Pamungkas, F. S., & Kharisudin, I. (2021). Analisis sentimen dengan SVM, Naive Bayes dan
KNN untuk studi tanggapan masyarakat Indonesia terhadap pandemi COVID-19 pada
media sosial twitter. Journal PRISMA, prosiding seminar nasional matematika, 4, 628—

634.

Pradnyawati, N. P. K., Pramana, D., & Kusuma, I. G. N. A. (2025). Analisis sentimen ulasan
pengguna globalxtreme di google review menggunakan metode SVM (Support Vector
Machine). Prosiding seminar hasil penelitian informatika dan komputer, 2(1), 829—834.

Prakoso, P. A., Handoko, Y., & Fathorrohman, F. (2020). Pengaruh Sistem Kerja Dan Kualitas
Pelayanan Terhadap Kepuasan Tamu Pada Departemen Front Office Di Hotel Bwalk,
Dau, Malang. Jurnal Apresiasi Ekonomi, 8(2), 260-269.

Pratiwi, N. M. K., Mariani, N. W. R., & Amir, F. L. (2023). Pengelolaan online customer
review dalam upaya peningkatan kualitas pelayanan. Jurnal pariwisata dan bisnis, 2(7),
1555-1569.

Rahanto, F. F., & Kharisudin, I. (2021). Analisis sentimen data ulasan menggunakan metode
naive bayes studi kasus the wujil resort & conventions pada situs tripadvisor. Unnes
Journal of Mathematics, 55-62.

Rain, G. C., & Sawitri, D. K. (2022). Peran dan tugas administrator food & beverage service
pada oakwood hotel & residence. Masharif al-Syariah. Jurnal ekonomi dan perbankan

syariah, 10(1), 43-54.



Renz, S. M., Carrington, J. M., & Badger, T. A. (2018). Two strategies for qualitative content
analysis. An intramethod approach to triangulation qualitative health research, 28(5), 1—
8.

Ribka. (2024) Analisis sentimen ulasan tamu grand palace hotel Sanur Bali pada online travel
agent. Politeknik Negeri Bali

Saraswati, E. A. (2020). Hotel bintang lima di kota Surakarta Dengan pendekatan arsitektur
bioklimatik (skripsi). Universitas Atma Jaya Yogyakarta, Yogyakarta.

Sari, D. (2023). Analisis bentuk atribut hotel berdasarkan customer experience pada hotel
bintang lima di kota Bandung. Universitas Pendidikan Indonesia.

Sarudin, R., & Ismail, A. (2021). Analisis online review tripadvisor.com terhadap minat
pembelian produk jasa akomodasi di hotel Manhattan. Journal hospitality & tourism,
7(4), 33-46.

Setiawan, A. C., Ratnawati, D. E., & Purnomo, W. (2025). Analisis akar permasalahan
kepuasan tamu hotel savana berdasarkan sentimen negatif. Jurnal pengembangan
teknologi informasi dan ilmu komputer, 9(2), 1-7.

Shava, G. N., Hleza, S., Tlou, F. N., & Shonhiwa, S. (2021). Qualitative content analysis, utility,
usability, and processes in educational research. International journal of research and
innovation in social science, 5(7), 553-558.

Simamora, F. U., & Sebayang, B. R. (2024). Tinjauan pelayanan pramusaji di restoran
nanggore food & beverage service department pada Saka hotel Medan. Jurnal ekonomi
bisnis, dan teknologi, 4(1), 62—66.

Singgalen, Y. A. (2023). Analisis sentimen konsumen terhadap food, services, and value di
restoran dan rumah makan populer kota Makassar berdasarkan rekomendasi tripadvisor
menggunakan metode CRISP-DM dan SERVQUAL. Buildings of Informatics,
Technology and Science (BITS), 4(4), 1899-1914.

Smith, A. K., & Bolton, R. N. (2002). The effect of customers' emotional responses to service
failures on their recovery effort evaluations and satisfaction judgments. Journal of the
academy of marketing science, 30(1), 5-23.

Sugiyono  (2016). Metode penelitian pendidikan pendekatan  kualitatif, &
R&D.Bandung:Alfabeta.

Utama, I. G. B. R., & Junaedi, I. W. R. (2018). Membangun pariwisata dari desa: Desa Wisata
Blimbingsari Jembrana Bali usaha transformasi ekonomi. Deepublish.

Vasquez, C. (2011). Complaints online: The case of TripAdvisor. Journal of pragmatics, 43(6),
1707-1717.



Wirtz, J. (2018). Designing complaint handling and service recovery strategies (Vol. 11).
World Scientific.

Xiang, Z., Magnini, V. P., & Fesenmaier, D. R. (2015). Information technology and consumer
behavior in travel and tourism: Insights from travel planning using the internet. Journal
of retailing and consumer services, 22, 244-249.

Xu, X., Liu, W., & Gursoy, D. (2019). The impacts of service failure and recovery efforts on
airline customers’ emotions and satisfaction. Journal of Travel Research, 58(6), 1034-
1051.

Yanti, N. W., Antari, N. L. S., & Yogantara, K. K. (2023). Pengaruh ulasan online dan kualitas
pelayanan terhadap keputusan tamu menginap di Goya boutique resort Ubud. Journal
mosaik hospitality, 5(2), 74.

Yao, X., Yu, G., Tian, X., & Tang, J. (2020). Patterns and longitudinal changes in negative
emotions of people with depression on sina weibo. Telemedicine and e-Health, 26(6),
734-743.

Zhigang, W., Lei, Z., & Xintao, L. (2020). Consumer response to corporate hypocrisy from the

perspective of expectation confirmation theory. Frontiers in Psychology, 11, 580114.



